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Introduction

The structure of the paper this year was consistent with previous examination papers.
Questions were a mixture of multiple choice, short and extended answers. Sections B and

C were based on given scenarios using Transport for London and Marks and Spencer. The
aim of these scenarios was to provide information for candidates to use when applying their
answers. A large number of candidates failed to recognise this and therefore struggled to
answer in context.

Candidate responses continued to show positive signs of improvement particularly when
answering levelled questions worth 6, 8 or 10 marks. Increasing numbers of candidates
were carrying out greater levels of analysis and there was a noticeable improvement this
year in the quality of evaluative comments. This often allowed candidates to be assessed at
Level 3 in these questions. It was clear that many centres had spent time developing the
techniques of their candidates and as a result there were a greater number of structured
answers that matched the requirements specified in the assessment objectives. This was
pleasing to see.

However, candidates are still losing marks on 2 and 3 mark questions by not writing their
answers in the correct context of the business that the question was based upon. This was
particularly evident in 'explain' questions. More able answers were often not scoring full
marks because the answers were not correctly applied to the context of the given business.
Specific examples are given to demonstrate this within the report to support candidates in
developing their technique. Centres are urged to build this into their preparation as it does
have a significant impact on candidate performance.

Centres should be aware that the full range of the specification is used to base questions
on. This includes questions requiring a definition of a key term. Questions 5(a), 6(a) and 7
all required a knowledge-based definition of terms taken directly from the specification. All
three questions were answered poorly. Again, specific examples have been included within
the report to highlight this issue.

The aim of this report is to help address some of these issues and to highlight some
particular issues experienced on this paper. Exemplar answers are provided to help model
technique in future papers.
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Question 1 (b)

The aim of this first question was to provide an introduction to the paper with a general
guestion about the importance of communication. 'Outline' questions require candidates
to not only give a reason but also to give a development point in order to be awarded the
second mark. The majority of candidates did provide a relevant reason but a significant
number did not include any appropriate development and therefore failed to achieve the
second mark.

Although this resulted in only one mark being dropped, failure to respond to command
words in the correct way can be costly if repeated throughout the paper.

{b) Outline one reason why good communication is important for a business.
(2)

........ Goad....Commy nleakon... 12 inopakant . \gooause
Anexusse . AN econadue!l.. beuB anegesead.. .
mo.a bo. . m@nm(e}tcm

Plus
Examiner Comments
This example shows a candidate who clearly understands the

question but fails to respond to the command word. A valid
reason is given but it is not developed in any way.

(b) Outline one reason why good communication is important for a business.
(2}

J(\rﬂe 1. L;od Gammun,ceﬁnm Workes m@fj i:fmm
Wt alen.. El@‘{'kqf‘_ -------- H’] his...
(QFQ&J@ ) “‘63 qug&wg Sfftwj %Qg@uéﬁ ‘ft[ﬂe WS

ﬁ ResultsPlus

Examiner Comments

Although answered from a reverse viewpoint this answer is
awarded both marks because not only is a valid reason given -
‘may become confused', but there is also some development as
they then go on to say 'results in less productivity'.

A
Q ResultsPlus
Examiner Tip

Make sure you respond to the command word. The
mark allocation also gives a guide to the level of detail
required in an answer. 2 marks will not be awarded for
making one relevant point.
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Question 1 (c) (i)

This was another question aimed at easing candidates into the paper and to test their basic
knowledge of the communication model. The question was highly accessible to candidates
with most scoring both marks. There will always be questions on this paper linked to

how the communication model works and is one of the underpinning principles of the
specification. Therefore, although it is not common, it is surprising when candidates do not
provide the correct answer.

(c) (i) Identify the two parties involved in the communication model.
(2)

2 B NI A e

Resuits+lus

Examiner Comments

Both answers correct - 2 marks are awarded.

(c) (i) Identify the two parties involved in the communication model.
(2)

2maﬁc¢’]dd ‘

ﬁ ResultsPlus

Examiner Comments

Candidates who do not have the key, underpinning knowledge
of the communication model often give general answers such as
this. This was the exception rather than the rule but did happen
enough times to be highlighted in this report.
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Question 1 (c) (ii)

This was the first 'explain' question on the paper and it should be noted that it has not
been asked in the context of a particular business. Therefore no context was required in the
answer to score full marks.

Candidates were required to give one valid reason and then develop this reason with two
linked strands of explanation. Most candidates did identify a reason why feedback showed
that communication had been successful but could not then develop the reason with any
further points of explanation. Those that did often applied a structure to their answers using
key connective words such as 'this leads to' and 'because’'.

(i) Explain one reason why feedback can indicate that communication has been
successful.
(3)

B Amek L Ane  sender. e Nvees  Aned  Ane
................ vecyevey. . Voes sedestood. Moe TSR ey o M. T R,

ﬁ ResultsPlus

Examiner Comments

When responding to 'explain' questions many candidates do not
structure answers correctly. They must realise that two of the
marks come from explaining why the reason they have given is
correct. In this example a valid reason is given but no attempt
is made to explain the reason. This results in 1 mark being
awarded. In many cases this is not because the candidate is not
able to develop an explanation but that they fail to understand
how to respond to the command word.
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(i) Explain one reason why feedback can indicate that communication has been

successful.
(3)

Once. the. sendec aends. e infocmalion. ko the..

ﬁ ResultsPlus

Examiner Comments

Developing an explanation can take many forms. Later in the
report examples will be included where this is done in a more
structured way. This example has been included to show that
even if a candidate struggles with the wording of a question

and has a poor structure to their answer, they must aim to add
linked strands of explanation. This example scores 3 marks
because a valid reason is given in the first sentence but this is
then developed with two additional points by saying the receiver
'understood it' and 'acted appropriately’.

OO

Examiner Tip

Candidates must aim to give two points of explanation
in answers once they have identified a reason.

GCSE Business Studies 5BS04 01
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Question 2 (b)

As in previous series, from Question 2 onwards each question was based on a business
scenario. Therefore the majority of answers required candidates to apply their knowledge to
the business scenario.

Question 2(b) was an excellent example of this. It was an 'outline' question worth 2 marks.
1 mark for identifying a suitable communication method and the second mark for some
form of suitable development. However the question this year was based on easyjet and
therefore required the knowledge to be applied to the business. Most candidates scored 1
mark on this question, indicating they had the correct knowledge, but less than 3% scored
full marks indicating a major problem with being able to apply this knowledge. Application
comes from relating the answer specifically to the business in the scenario. In this case
the business was easyjet so the context should have made reference to flights, holidays,
destinations etc.

{b) Outline one method, other than email, easyJet could use to communicate details
of special offers to new customers.
(2}

ek poadd - Bevtsade. . CudDmRue. . ke e &3333“-}' Cﬁ:)t‘r\

ﬁ ResultsPlus

Examiner Comments

This question highlights a candidate making two basic errors. Firstly, as
mentioned above, there is no application of knowledge and the answer lacks
any reference to easyjet. Therefore the second mark cannot be awarded.
Secondly, despite highlighting a suitable communication method, the
candidate has not read the question carefully. The answer relates to 'past
customers' whilst the question clearly asks for methods relevant to 'new
customers'. Therefore 0 marks are awarded.
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{b) Outline one method, other than email, easyJet could use to communicate details
of special offers to new customers.

(2)

,,,,,, O 0L S TS0 0. comimoa LL S0e Uil

o ISR avee | q:fﬂ.f 4= "" L EONOOE OInSae qo‘-"

_...E.D\.‘.Q}ﬁt coshdo add.. .F\.La\’l& dmmo,nd e . ENLLLAMROSUL ..

{ROUAK | AR SABLUNNL (D, ULNG. €N Q. Wﬂnxs Conl...

ﬁgmeawa

ﬁ ResultsPlus

Examiner Comments

An excellent example to show application of knowledge and
writing an answer in context. A suitable method is given -
'website', but the answer is also clearly in context by the
reference to 'flights'. Therefore 2 marks are awarded.

A
2@ ResultsPlus
Examiner Tip

Candidates must show application of their knowledge.
If a question is based on a specific business then the
answer must make some form of specific reference
to this business. Please note the actual name of the
business is not enough to contextualise an answer.

GCSE Business Studies 5BS04 01
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Question 2 (c)

This was an example of an 'explain' question using the context of a particular business.
Candidates were therefore required to give an answer in the context of the business in the
question. 'Explain' questions were worth 3 marks but without the use of context answers

could only score a maximum of 2 marks.

Assessment Objective 2 - application of knowledge was assessed in 14 questions on the
paper, if candidates do not know how to answer a question in context then they lose out on

a significant number of marks.

-

qurﬁauarm315 Thiso oo reSudt

ﬁ ResultsPlus

Examiner Comments

This is a well-structured answer. It clearly states a disadvantage
and then gives two linked strands of explanation. The candidate
obviously understands the question and has the knowledge to
answer it. However the answer is not in the context of easyjet.
It could equally apply to any business which uses email to
communicate. Therefore only 2 marks are awarded.

GCSE Business Studies 5BS04 01

(c) Explain one disadvantage to easyJet of using email to communicate special offers
to past passengers who booked online,
(3)

ﬂ-e,&rm e e a ke R ke b s
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(c} Explain one disadvantage to easyJet of using email to communicate special offers
to past passengers who booked online.

{3)

Tha o 4 sudobngt
.Nw Ao oﬁmwc?ﬂ
. ULQA)GGJ {?uimﬂ)ﬁ ........... Rni

Examiner Comments

This is a very similar answer in terms of the structure. There
is a disadvantage and two relevant strands of explanation.
However simply by referring to holidays the candidate includes
context into the answer and is awarded all 3 marks.

0
Examiner Tip

Candidates should practice looking for context words
in their answers by re-reading what they wrote. If they
cannot find a specific word or phrase in the answer that

is linked to the business then they will not be able to
achieve full marks.

us
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Question 2 (d)

'Describe' questions allowed candidates to achieve marks in a number of different ways.
This could be done through including different possible methods or giving a method and
developing the answer further. The key issue in this question was to describe how data
could be protected and not describing why. Data protection was a topic which caused
many issues in previous papers but it was pleasing to see a vast improvement in the level
of knowledge this year. However, to gain all 4 marks there must be some reference to the
context of the question, this was often the main reason why full marks were not awarded in
questions such as this.

easyJet must protect the passenger data it collects when bookings are made on its
website,

(d) Describe how easyJet can protect the data it collects from its passengers.
(4)

LafyJet con profect fhe data by oo
N0SSWAral onto WM ﬂ%@ aam
S0 Ogi@ Connat . qain. aced.
e 1o 1 do 0. Qrofection oICh saqyTet
houtd, e_r\ugp% fie dara ﬂ\;y uie {a_
000p will AGt o ablo to s f. Alfa
?_ELNJQ hovld _ye a Rliable wephef7
“itore h’\Q (A forpiaion receryved.

#/S ResultsPlus
Examiner Comments

In this example the candidate scores 3 marks by including
three different ways in the description - 'passwords', 'encrypt
the data' and 'use a reliable webhost'. None of these have been
developed further but this is fine in a 'describe' question. Full
marks cannot be awarded because there is no context. It is not
enough to simply use the name of the business.
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Question 3 (b)

Question 3(b) was relatively straight forward and was well accessed by candidates. The one
issue of note was that candidates must be careful not to repeat themselves when answering

questions. There were a number of examples where candidates basically wrote the same

answer twice using slightly different wording. In order to get both marks it was necessary to

give two distinct benefits.

2.

....... about... dne. staplne..

Martha's business has a strapline - 'Putting the T.in custom’,

(b) Identify two benefits to Martha of using a strapline to promote her business.

remernbe\r
Custamers  Con. . reesne

fre _busineas mhm‘i’ve-ﬂ}aqr*tallnng .........

Thc\j .cn.olke. .. Tewerrber.... Jc&:, ukich. kaj ..... leexs. to. fhe..

w2l Tome

ResultsPlus

Examiner Comments

Here the candidate basically gives the same answer twice and
therefore is awarded 1 mark.

Martha's business has a strapline - ‘Putting the T in custom’

(b) Identify two benefits to Martha of using a strapline to promote her business.
(2)

1Y

ResultsPlus

Examiner Comments

This example shows two distinct benefits and is awarded both
marks.

A
Q ResultsPlus
Examiner Tip

Although it sounds glaringly obvious, candidates must
be careful not to repeat themselves. If they have time
they should read over their answers to try and avoid
this.

GCSE Business Studies 5BS04 01
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Question 3 (c)

Q3(c) was another 'explain' question based on a business scenario. The issues highlighted
earlier are therefore just as important in this question. However this question also
demonstrated a problem which appears every year - candidates not reading the question
carefully. This question clearly asked for a disadvantage to the customer of the business, yet
many candidates based their answer on a disadvantage to the business itself (in this case a
T-shirt business called TeeMartha).

i )

(c) Explain one disadvantage to a customer of having TeeMartha's logo on their
T-shirts.
(3)

BN S Al C = ToN 13 S et WU~ N~ T VS o T
Degese  trew  didnlt  oSIK ok e T

Maj}\eeclﬁ‘ﬁb LW \375"“3“ r\’»’{?bem)
F‘jf? s I > 43

L1 = “956 \w(:wae, o= oo leell . o

ﬁ ResultsPlus

Examiner Comments

This answer is clearly based on a disadvantage to TeeMartha
and is therefore not answering the question. 0 mark is awarded
as a result.

A
Q ResultsPlus

Examiner Tip

Candidates must ensure they establish who the
question is related to before they write an answer.
Do not skim the question and end up answering the
question from the wrong point of view.
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Question 3 (d) (i)

A similar issue linked to reading the question occurred in question 3(d)(i). The focus of
the question was the importance of setting out a CV clearly, therefore focusing on how the
information was presented rather than the specific content. Most candidates did pick up
on this and gave good answers. However a significant number gave answers linked to the
content of the CV and could not be awarded the available mark.

Martha's business has grown and she needs to recruit more sales staff. As part of her
recruitment process she requires all applicants to provide a curriculum vitae (CV).

(d) (i) Identify one reason why it is important that an applicant provides a clearly
presented CV.
(1)

LBt shows  fthe  pergon’  persanalities  and alse  The degree of

B U O

ﬁ ResultsPlus

Examiner Comments

This answer shows that the candidate understands what a CV is
and why it is used. However they have not used the knowledge
to answer the question set. The answer refers to the content of
the CV rather than the presentation of the information.

Martha's business has grown and she needs to recruit more sales staff. As part of her
recruitment process she requires all applicants to provide a curriculum vitae (CV).

(d} (i} Identify one reason why it is important that an applicant provides a clearly
presented CV.
(M

T certes 2 goad Fikst impredier.

ResultsPlus

Examiner Comments

This answer focuses on why it is important to present the
information clearly and can therefore be awarded the mark.

GCSE Business Studies 5BS04 01
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Question 3 (d) (ii)

This question is useful in reinforcing the points made earlier in the report when discussing

explain style questions.

There must be two points of linked development in an explanation.

Questions based on a specific business must be written in context - the context in this case

was either from the nature of a t-shirt business or from working as part of a sales team.

Read the question carefully in order to answer the question set.

(i) Explain one way a CV will help Martha select applicants she wants to e -

interview for her sales team.
(3)

W(,a,mfr m'{/(«otubm /\u-!-u mn.._w aAAl...
CA'S cndto ndery ein. o.no( Lo an,.. é,y .Lul.ac.____
g /\-L?A-ﬂf gmwtd.rcucf. ...... appde Costsancl. .

ey Olin cording. (ean. gu.a,&.:..

{:Leofmf}}:im falrep. Mastha,. tums. and. rec-.
& g lncker.

ﬁ ResultsPlus

Examiner Comments

ATl e Fcc bl B A —mn e e}

This is a good answer which meets two of the criteria listed
above. It has two linked strands of development in the answer.
It also answers the question set. However it cannot be awarded
all 3 marks because it is not in context. This is the most
common of problems each year with candidate answers.
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(ii) E::piain one w-ay a CV will help Martha select applicants she wants to
interview for her sales team.

(3)

e Can . 48 B ﬂ%l,vn(e. A fo
Yoo e Yok S TS ‘E\aj B lenr
e D L“'\ E%v?&k [M&Wﬁ.ﬁ, R @LMC,@MMV

5y
AL /[43

W M&mr\wh\,cuwmﬂbim
R M . o PO AW TRAY il lerd E7
On H (L A

(Total for Question 3 = 10 marks)

P Guih o-e Yrogs

ﬁ ResultsPlus

Examiner Comments

This is a good example of clear context in the answer. The
candidate has identified that the question is linked to working
as part of a sales team. They have then focused their answer

on this specific area, therefore showing clear application of their
knowledge.

GCSE Business Studies 5BS04 01
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Question 4 (b)

This question was answered very well with candidates displaying sound knowledge of
features that required testing on a website. Any issues that did occur often arose because
candidates did not name a specific feature of the website. General answers such as 'if it
works' or 'the lay-out' are not specific features and therefore were not awarded.

(b) Identify two features of Geoff's website that would require testing.
_ (2)
. R
2 Qﬂce, }'L\L uucl;s h: S,Q'ﬁ- 0‘7 dOes e (_Ah L,uark
ﬁ Results+lus
Examiner Comments
This type of answer is indicative of vague, general answers
that do not name a specific feature of the website. No mark is
awarded.
(b) Identify two features of Geoff’s wehsite that would require testing.
(2)

A mﬂhgpatlnkr/webpagefuowm
e CLECR@ e
> TThat Phategraphs. dre . uplf aeded  Car A (VE—
and.That e publC can  see them  Cleasly:. .

ﬁ ResultsPlus

Examiner Comments

In this answer two specific features are identified - 'hyperlinks'
and 'photographs'. 2 marks awarded although it should be
noted that there is no need to answer this type of question
using full sentences. It is acceptable to give one word answers if
relevant, therefore saving time for later in the paper.

A
Q ResultsPlus
Examiner Tip

Even in short questions it is necessary to give specific
answers and avoid providing vague, general answers.
Remember that in 'identify' or 'state' questions there is
no need to write in full sentences.
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Question 4 (c)

Question 4(c) was well accessed by candidates. Most were able to identify a clear advantage
- usually linked to widening the audience of the business. The developed explanations

also usually added value to most answers. However the average mark of the question was

2 rather than 3 because of poor application of knowledge. The scenario for the question
contained specific reference to paintings that were only displayed in limited areas - small

art galleries and music festivals. This gave a perfect opportunity to provide context into this
answer but this was only done by a minority of candidates.

(c) Explain one advantage to Geoff of creating a website to display his paintings.
(3)

AFRA - APO oL COBEOINNL YSRGS O L BT
Feopea... Monwm@,gmmw

=IUS

Examiner Comments
The question is clearly understood and the candidate
demonstrates a good structure to the answer but it is not
applied to the business in the question. If an answer can be
applied to any business but isn’t, which is the case here, then
the answer is not specific enough and candidate knowledge is
not being applied. 2 marks are awarded.

(c) Explain one advantage to Geoff of creating a website to display his paintings.
(3)

AN lo’raf‘m?[e,dm‘f hove. . vouch . Free. fime.. fg._..ao Ao jq[fm.res. Lor.
Maﬂﬁ.?ecﬁe,mﬂ Ve hfs .. Pﬂfﬂfﬁ‘ﬁs beawse 16 T convient £ o P
on fhe .. lnizzm%ﬂ&allawmepecfkh%ﬂwpoﬁmtm
yroke (1ot e, AIOUS.. oo

ﬁ ResultsPlus

Examiner Comments

When we compare the previous answer to this one it is clear
this answer could only be related to the business in the
question. References to 'galleries' and 'concerts' clearly link the
answer to this business rather than any other. Even the final
sentence includes references to 'portraits' and 'make Geoff more
famous', both of which place the answer in the context of an
artist. 3 marks are therefore be awarded as opposed to 2 in the
previous answer.

GCSE Business Studies 5BS04 01
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Question 4 (d)

Question 4(d) was the first question on the paper to be assessed using levels. In these
guestions, marks were awarded based on assessing which level the answer is in, ranging
from Level 1 up to Level 3. As mentioned in the introduction candidates were responding
much better to these levelled questions resulting in far more answers showing sound
structure and detail. Centres are clearly helping to develop candidate technique, in
particular the quality of evaluative content in answers, and as a result far more responses
were being assessed in Level 3.

In order to get into Level 3 both evaluation and context were needed. Evaluation could be
seen where a candidate offered balance in their answer and considered both the positive
and negative aspects of their opinion or judgement. Context had already been explained
within the paper but also needed to be present in order to be judged a Level 3 answer.

One area that could have been improved further was the use of conclusions in answers.
Outstanding answers always included some sort of conclusion that added value to the
answer. This was not simply a closing sentence which identified the best option but it drew
on the key factor(s) that allowed this opinion to be arrived at.

(d) Geoff has arranged a meeting with a website designer who will create his website.
At the meeting Geoff will give a presentation to communicate his ideas. He has
two options when preparing the presentation.

Option 1: Use a flipchart.

Option 2: Use presentational software.

, Assess which of these options would be the more effective for Geoff.
! (6)

usmgaﬁLPQMmuﬁmeQ%chvabm&ha

m&beablemdmm@e&sasuﬂloﬁbaqg
aole. o pr&pa.{ﬂtheprﬂen‘mhenﬂas oeans. Yok he

woendd . eaulk in. the. . o un;cmombemgsmsm
Howenes, vsing pEseniaionol. schiware. cseedd ale .
o elecie ax e voed be onle o present e
m%rm&hmmmmre«pm@es\omxmﬁgma
changes magy be hardec o moke. duc o e
prexeniakion bewng tedmaleqe. Me\xﬁnr‘m\gh\
s oughde. e e belfal cphon- A think thok k.
mum e moce..efecve.. B’G\Eﬁ%&bm&q

Apdnart. 0s. be.. o@m«"abb&amm&rmpﬁ@
cenbident asith tedndegy. 0 additon, the....
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Ilﬁim%—hmmmd. (Total for Question 4 = 12 marks)

% ResultsPlus

Examiner Comments

This answer is given full marks because of three key features to
the answer:

-it is written in the context of the business

-there is clear evaluative comment shown through considering
both the reasons for and against using a certain option

-the conclusion adds value and refers to a key point that
has allowed a decision to be made - 'a man not completely
comfortable with technology'.

6 marks are awarded.

(d) Geoff has arranged a meeting with a website designer who will create his website.
At the meeting Geoff will give a presentation to communicate his ideas. He has
two options when preparing the presentation.

Option 1: Use a flipchart, ™
Option 2: Use presentational software.

Assess which of these options would be the more effective for Geoff,
(6)

Usng & Prostakahond 5oé+wafz wodd be moe
[}ﬂwm breanoe b, pur —oppre fri M for e
o of. pmwmn e stwr gt
....p"'fv’ﬂ"‘»}e-‘bﬂﬂ al olour a/"f Bz b'-’t”
_JWMewawﬁthmwm
LCodh slido ccwa be used /1/ tach @ ldus-
e cavid anclody  maqu of Ko ads wiha.
e pras itdobar. wr Z zoux ¢ o
gmmumccd'é k'tccwib H ol adl 9/
Lnﬁfmf’ fum So 4 Le ¢Ffd }M =y ,Sc/g
~orytlny gl,cn Le. Cotd. /ﬁ/@x ,La
F/Qéilﬂq‘whaﬂ m gisl o cleew clear.
Aot cmelung. 42 WM Z—u
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ﬁ ResultsPlus

Examiner Comments

On the other hand this answer can only be awarded 4 marks
because it lacks any evaluative content. The answer is one sided
and only refers to the positives of using presentational software.
This keeps the answer in Level 2 even though the answer is in
context.

Q Examiner T|p

When answering levelled questions it is useful to keep
in mind a mini-checklist of things to include in the
answer. As well as explaining reasons for a particular
option candidates should always check if they have
included:

-context
-evaluation
-conclusion.

Building a structure to answers is useful practice when
preparing for examinations.

GCSE Business Studies 5BS04 01



Question 5 (a)

There was a poor response to the three questions that required definitions this year.

This type of question appeared on all papers and the terms used in the question were
taken straight from the specification. Therefore if candidates had not developed adequate
knowledge of the terms then they would lose valuable marks.

Another key point noted was that these questions were worth 2 marks. To achieve both
marks the definition should have been perfect, often requiring two distinct points within the
definition. Answers that showed some understanding of the term but were not written in a
totally accurate way were awarded 1 mark.

Question 5(a) required candidates to demonstrate their understanding of a mission
statement. Most candidates scored at least 1 mark by knowing that it referred to the aims
or objectives of a business.

Very few answers were extended to 2 marks.

5 (a) What is meant by the term mission statement?
(2)

@ states. i obyectI Wl  of oo Co MY 0. Skadct helders

[ / -
N Results+lus
/\ Examiner Comments

This is typical of many answers in that the definition achieves
1 mark but is not specific enough to achieve 2. This could be
done through reference to that a mission statement is simple
or concise. Alternatively the second mark can be achieved by
giving a relevant example.
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Question 5 (b)

Q5(b) was another 'explain with context' question. Candidates applied their knowledge far
better in this question and far more context was seen in answers to this question. As a
result far more candidates scored all 3 marks. The most common reason why candidates
did not score full marks was because answers were only supported by one strand of
explanation. Even though an answer may have been written in context candidates still

needed to give two strands of explanation in their answers.

e A
(b) Explain one disadvantage to TfL of using posters to communicate this information
to customers.
(3)
_feop.u_...... . londdoe. . caet. . IEU cwu:jv-—pwjbws& PO o PO
ecuas.. o lob. . Of.  peopie...co. n0E  InGue.  tle.  Fia
B N T N Y e T——
oadee... B NG U VoW oL VA TN '~ SO =

ﬁ ResultsPlus

Examiner Comments

In this example the candidate has written the answer in context
by making reference to London but then only adds one point of
explanation. An additional point needs to be made in order to
be awarded 3 marks.

(b) Explain one disadvantage to T of using posters to communicate this information
to customers.

WM %a/&a

A

?"

Examiner Comments J/

This answer scores 3 marks because of its simple, yet effective
structure. A disadvantage is given at the start of the answer -
'damaged or graffited'. There are then two clear points of explanation
to say why this is a disadvantage - 'less people will receive the
information' and 'efforts of boosting security on public transport being
missed'. References to security and public transport give context to
the answer therefore all 3 marks are awarded.

Examiner Tip

Develop a structure for
answering explain questions.
An easy starting point is to

always write three sentences
for these questions.

Plus
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Question 5 (c)

This was the second 'explain with context' question in Q5. Again, there was a noticeable
improvement in the use of context but many candidates did not fully understand this
question. The use of stakeholder logos on the posters was to stress the importance of the
campaign yet some candidates saw the term logo and made a default link to promotion

and advertising. The stakeholders referred to in the question were the police and a trade
union. It was unrealistic to suggest that they added their logos in order to advertise and sell
more products. It was important that candidates could adapt their knowledge to the given
scenario and not simply give default answers when they see certain key terms.

(c) Explain one possible reason why Tl has included the logos of other stakeholder
groups on the posters.
(3)

becwuemej e AN ol On SPONSRC
LAt Brein L Comp any. GC Hh ey. _cosidh

AT - S ijwﬁ e kG oacduerE e fof | Haem

ﬁ ResultsPlus

Examiner Comments

This is an unrealistic answer and would not be the reason why
the logos were used in the campaign. It should be noted that
unrealistic answers will not be given credit and as a result
answers such as this score 0 marks.

~ (¢)"Explain bne possible reasoirwhy TiL hasIncluded the logos of other stakeholder

groups on the posters.
(3)

Recoudt cOXamerd Wil rLCcoanis€.. .
ey £ 10308 Lf ANl O £y o\ 1and on:
This wily [ead to'them fem‘,r;j_.mﬁﬁ..
and reassured that tne poucelare. ...
wnvalvLel s AS O Lef UL Of TS ..Culiomen
WD eontinul T U ¢ publ Ctroasport:

A

/ ResultsPlus

Examiner Tip

This example shows a relevant and realistic Candidates must make sure they give realistic
reason which is then well explained in order answers that take into consideration the business
to gain all 3 marks. scenario described in the question.
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Question 5 (d)

This question required candidates to 'state' an advantage/disadvantage and then explain it.
The stated advantage scored 1 mark and the subsequent explanation a further 3 marks. The
explanation must have a strand of development that was in context and no further credit
was awarded in the explanation section if the candidate re-stated their chosen 'advantage’.
This method of awarding marks was repeated for the 'disadvantage' part of the question.

This question was accessible to most candidates with the average mark being 5/8. The
stumbling block tended to be either insufficient strands of development and/or lack of
contextualisation in one of the strands of explanation.

TfL is a very large organisation, It employs approximately 19,000 people and each
year carries over 1.1 billion passengers. TfL's arganisational structure is hierarchical,

(d) State one advantage and one disadvantage to TfL of a hierarchical organisational
structure. For each, explain the likely impact on business communication.
(8)

Advantage andh
ol (rfle: e role’ are
b rékeaf g o 41 (Llarly Jebned...... oo

Explanation
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us
Examiner Comments

The explanation section contains three linked strands of
explanation but none of the strands are in the context of the
question so only 2 marks are awarded.

The candidate receives 1+2+1+3 = 7 marks for their answer.
The stated 'disadvantage’ is valid and scores 1 mark.

The explanation section contains three linked strands of
explanation but this time adds context to the answer by
supporting the disadvantage of slow communication with
reference to 19000 employees at TFL.

The stated 'advantage’ is valid and scores 1 mark.
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Question 6 (a)

A sizable proportion of the cohort did not attempt this question.

'

6 (a) What is meant by the term social credentials?
(2)
Tawugh social nehworking otes, bramds mip adverbice A
Wi hiow fagdy qood g . Wb fdAts  dene  fougl Qecia
el
ﬁ ResultsPlus
Examiner Comments
The candidates who attempted this question but clearly do not
understand the term ‘social credentials.” This often involves
candidates simply re-writing the term in the answer or, as this
candidate does, take an educated guess by focusing on the
word 'social' and then linking it to social networking. This is a
valiant attempt but incorrect resulting in 0 marks.
r ™,

6 (a) What is meant by the term social credentials?
(2}

Q. Roarcpnisadion iAoty Ao ACAion. Lo
SOCIALISSIAO S MENENL QAR IO AADMC. oudd|

Y'Y oo

ﬁ ResultsPlus

Examiner Comments

This example is successful in that it provides a definition that
gives two key points about social credentials - 'pay attention
to social issues' and 'how highly regarded and approved that
business is in doing so'. 2 marks are awarded.

Examiner Tip

Create a glossary of terms listed in the specification to
help prepare for the definition questions.
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Question 6 (b)

Question 6(b) was a straight forward question that most candidates got right. The small
number that did not answer question correctly usually did not read the question carefully
and did not give a paper-based method. The most common wrong answers were 'email’
and 'fax' - both of which are classed as electronic methods of communication in the
specifications.

(b) Identify one paper-based method, other than posters, that TfL could use to
communicate with its stakeholders,

(1)
S,
1%
Results¥lus
Examiner Comments
A letter is an example of a paper based method
of communication. 1 mark is awarded.
(b) Identify one paper-based method, other than posters, that TfL could use to
communicate with its stakeholders,
n

Xp]c@ufdukf/"w \ Yo comudcete
ot P Oveee botelea st

ﬁ ResultsP

Examiner Comments

An email is an electronic form of
communication therefore 0 mark is
awarded.
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Question 6 (c)

This question was another good example of an explain question where a significant number
of candidates did not read the question carefully enough. The question clearly asked for

a benefit to the tourists of using a mobile phone app. Those candidates who focused on
this performed well on this question but there were a humber who explained a benefit to
the business (TFL) or employee of the business. As these candidates did not answer the
question set they were awarded 0 marks.

Many tourists use public transport in Landon, There are a number of mobile phone
applications (apps) that can be downloaded from the internet. One of these apps
lets tourists enter a start and end point of a journey. The app then shows them the
quickest route using public transport,

(c) Explain one benefit to tourists of using this mobile phone app.
(3}

Mare.. toussls. . Ungerastamd. . Qlere. ..
C,U’éﬁouﬂjb@maff e OAIOLD

ﬁ ResultsPlus

Examiner Comments

This is a less able answer which is not developed in terms of
explanation. It also shows that the candidate, like many others,
focused on a benefit to the business by giving the benefit as
'more customers'. 0 mark is awarded.
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Question 6 (d)

This was the second question in the examination paper to use a 'levels of response' mark
scheme. For the vast majority of candidates the question appeared to be more accessible
than the equivalent question which appeared in last year's paper. Most candidates were
able to access at least Level 2, with a significant humber accessing Level 3. To enter Level
3, candidates had to have sufficient development in their response and then also provide
evidence of balance and contextualisation. Once the response was placed into Level 3, the
quality of the evaluation and the conclusion determined whether it was awarded 6, 7 or 8
marks.

Since this question was asterisked, the Quality of Written Communication (QWC) was

also considered by examiners. However, the response was placed in a mark scheme level
according to whether the correct blend of written skills had been provided. If QWC was poor
an adjustment may then be made within that level.

TfL customer service staff can also provide tourists with route information about
travelling around London.

*(d) Assess whether this face-to-face communication will be more effective than a

mobile phone app in providing tourists with travel information. o
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N Results+lus
/\ Examiner Comments

This is an excellent example which scores the full 8 marks. The answer is
balanced in that it considers both the advantages and disadvantages of face-to-
face communication before making a decision on which is best. The reference to
'get off the bus' also adds context to the answer.

A key feature to this answer which allows 8 marks to be awarded is the quality
of the conclusion. It identifies the key factor in making the decision using what
is called the 'it depends' rule. The candidate is therefore demonstrating that they
recognise that both methods have their merits but the decision would depend on
a variable that could differ depending on circumstances. In this case that is the
availability of staff.
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Question 7

Q7 was the best answered of the three definition questions. Most candidates knew that the
meeting discussed financial matters relating to a business but very few also said that the
meeting was for shareholders. As a result very few candidates scored 2 marks. Less able
candidates simply gave an answer relating to what happened in any type of meeting, e.g.
'discuss things that can be improved'. This type of answer scored 0 marks.

7 What is an annual general mee‘l:ing (AGM)?

.. uﬁwmj et \—Nuj ok ob ot

ﬁ ResultsPlus

Examiner Comments

This example answer is common for this question. No marks
are awarded for saying that the meeting is held every year but
1 mark is awarded for identifying that the meeting 'talks about
sales figures and trading figures'.

7 What is an annual general meetlng (AGM)?

i Qe s, cg\ oo Nosimess
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ﬁ ResultsPlus

Examiner Comments

This answer not only identifies that the meeting discusses
financial information but also includes that the meeting is for
shareholders. Therefore 2 marks are awarded.
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Question 8

Q8 requested candidates to name two pieces of legislation that must be followed when
selling products via a website. This included both website specific acts, such as the

Data Protection Act, as well as acts covering selling goods in general such as the Trade
Description Act. It was not necessary to use the word 'act' at the end of the answer but
the specific wording was expected. The year of the act was also not required in this type of
question.

Many candidates described the acts and did not name them. This was not what the question
asked and therefore scored 0 marks.

8 Identify two pieces of legislation that M&S must follow when selling products on its
website,

p T Cudomey ROl will ke kepr Sope

OnA ppRecken

; ok e Customen | Get  tnew . Noppig.

when Khe  Comnplny. 0. L0000 1 will be
QL nwveeo. N\ (Total for Question 8 = 2 marks)

ResulitsPlus
Examiner Comments

This is an example where the candidate describes the acts rather than

name them. The first answer relates to the Data Protection Act and the
second to the Supply of Goods and Services Act. However because the
actual legislation is not identified then no marks can be awarded.

B Identify two pieces of legislation that M&S must follow when selling products on its
website.

1 QL3I AXSCANA QAN

ﬁ ResultsPlus

Examiner Comments

In this answer two specific examples are identified and
therefore 2 marks are awarded. Note that the Disability
Discrimination Act is allowed in that accessibility would be
something that would need to be followed when selling products
from a website.
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Question 9

A major issue with Q9 was that candidates did not respond to the command word in the
question. This was a 'discuss' style question which required candidates to consider both
sides of an issue in the answer. The question asked for candidates to discuss the benefits
of TV advertising. The majority of candidates therefore only described the positive aspects
of TV advertising for Marks and Spencer. In order to access Level 3 they should have also
considered possible negative aspects in order to make a judgement as to how much of

a benefit TV advertising is to a business such as Marks and Spencer. This could be done
through considering the cost of TV advertising or the possible negative association that can
come through celebrity endorsement.

Where candidates only considered the positives of TV advertising then they could score no
higher than 4 marks which was the modal mark for this question.

~aneh  Oudieg
| *9 Discuss two benefits to M&S of using television adverts to promote its products. = & (ALY
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Examiner Tip
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ResultsPlus Q ResultsP

Examiner Comments

Mark schemes remain constant

The candidate also writes the answer in the context of Marks . '
in the expectations from each

and Spencer meaning the answer is awarded full marks.

Always respond to the command

This example not only discusses the benefits of TV advertising word. Candidates should make

but also considers the other side of the argument by recognising sure they understand what each
the expense of advertising on TV. This shows the candidate has command word requires them to do
responded to the command word and has moved into Level 3. and then include this in the answer.

command word and could be used
to help gain further understanding.
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Examiner Comments

This candidate has only focuses on the benefits of TV
advertising. The answer talks about two benefits - 'pin point
the market' and 'creating brand awareness'. Both of these are
suitable benefits but the answer is not balanced and therefore
cannot be placed into Level 3. 4 marks are awarded.
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Question 10

| *10 Using your knowledge of business communication, assess the importance to M&S of
using new technology to communicate with its customers.
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ﬁ ResultsPlus

Examiner Comments

Despite this question being worth 10 marks the principles of answering it are the same
as explained earlier in Q4(d) and Q6(d). The command word is 'assess' so a balanced
answer is expected which is written in the context of Marks and Spencer.

This example is typical of many able candidates who clearly have a good understanding
of the question and make relevant points. However the answer only considers one

side of the argument and does not make a balanced judgement. The candidate has
only concentrated on the positives of communication via new technology and has not
considered any potential negatives. This confines the answer to Level 2. 6 marks are
awarded.
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/\ Examiner Comments

When compared to the first example this answer displays a far more balanced assessment. The
candidate considers both sides to the argument before arriving at a conclusion. This is what
examiners are looking for when assessing evaluation.

9 marks are awarded. It is not given all 10 marks because of the quality of the conclusion. The
conclusion does add value to the answer and therefore moves the mark from 8 to 9 within Level 3.
However to get 10 there needs to be some focus on the key criteria that influences a decision. This
can best be done using the 'it depends' rule where the candidate identifies a key factor that could
influence the decision one way or the other.

The ‘it depends’ rule is a very useful tool in writing conclusions. It helps candidates to move away
from simply repeating points they have made earlier in the answer.
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Paper Summary

Based on their performance, candidates are offered the following advice:

e The full range of the specification is used to base questions on, make sure you are
familiar with the content

e Create a glossary of terms listed in the specification to help prepare for the definition
questions.

e Respond to command words in the correct way:

Describe = give details of how something can be achieved. The answer can be
developed to give further information.

Name = give a named example not a generic one

Explain = develop the reason/method/advantage/disadvantage with two relevant
points of explanation.

Assess/Evaluate = look at both sides and positives/negatives for higher marks

e Question 2 onwards are based on a business scenario. Therefore the majority of
answers will require you to apply your knowledge to the business scenario. This is
known as answering the question in context.
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Grade Boundaries
Grade boundaries for this, and all other papers, can be found on the website on this link:

http://www.edexcel.com/iwantto/Pages/grade-boundaries.aspx
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