
Oxford Cambridge and RSA Examinations

OCR GCSE IN LEISURE AND TOURISM (DOUBLE AWARD) 1495

EXEMPLAR MATERIALS - UNIT 3: Customer Service in leisure and tourism

This collection of exemplar work is designed to accompany OCR GCSE specification Leisure and
Tourism for teaching from September 2002.

First certification will be available in June 2004 and every January and June thereafter.

This document aims to demonstrate the relationship between candidates’ work and the
assessment criteria statements.  The examples provided represent just a few approaches from a
small number of candidates and are not intended to be comprehensive or interpreted
prescriptively.

The examples exemplify different standards of work.  Some of the examples demonstrate a
consistent approach across the objectives, whereas others demonstrate a different standard of
achievement for each objective.

Teachers are referred to Section 2.3 of the Teacher Guide (Determining a Candidate’s Mark) to
further assist their marking.
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General Feedback for Unit 3 Portfolios

It is good that candidates are encouraged to word process their work.  The candidate’s work
was clearly annotated for the strands a to d.  Such annotation assists the moderation process;
however the annotation is on the left-hand margin, making it difficult for the moderator to see
easily and may well be lost if this work is bound before being submitted.  Including a sheet
recording the details of the feedback given to each student with each portfolio would be of
value to the moderator.

Portfolio pagination and page referencing of the strands, either on a feedback sheet or
otherwise, would be helpful.

It is not clear from these portfolios is there was a system of internal standardisation in place,
as outlined on page 17 of the specification.

A title page, identifying the organisation being investigated, would be helpful.  All the
candidates’ work would benefit from an introductory paragraph identifying and describing the
organisation being investigated.  When candidates tackle strands e and f, supporting evidence
needs to be detailed and robust.  Consideration should be given to methods such as detailed
observer/witness statements, video, self and peer evaluation.  If this section is to be during
their work experience, the customer service should take place within a Leisure and Tourism
context; if the supervisor is to provide collaborative evidence then the centre may need to brief
them carefully about the type of detail that will be required.  Communication with customers
may be in writing or on the telephone, as well as face-to-face.
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Candidate E

GCSE Leisure and Tourism (1495)

Unit 4877: Customer Service in leisure and
tourism

Commentary

Centre Mark 23

a1 agreed (but not annotated); a2 not met – the paragraph annotated as a2 is a statement rather than
an explanation and the subsequent paragraph still does not explain why customer service is important;
in the second paragraph the fact admission is free is not an example of the need for good customer
service, although it is part of the explanation.

b1 agreed (but not annotated – see paragraph 6); b2 agreed, just, but the evidence is rather confused –
there are no definitions of the terms ‘internal’ and ‘external customer’, nor are the different types of
internal and external customers and their needs identified; there is no example of a complaint card
included; b3 is not met – evaluation at this level needs to be more detailed than a sentence or two (such
as analysis of the results of a customer questionnaire, observation, or personal experience) with gaps in
provision identified and the use of evaluative terms in the text; what is annotated as analysis of the
complaints procedure is in fact suggestions for improvement to the process and as such should be
annotated as c3.

c1 met, but a low mark since only 1 benefit is noted; what is annotated as c2 is really only another
(small) part of c1; c2 not met; c3 met – not only with the annotated evidence but by the other
suggestions elsewhere in this work.  The candidate would be best advised to complete c2 so that a
holistic consideration of her work would support her claim for a particular mark.

d1 not attempted

a3 is consequently not met because of the lack of thorough analysis in the portfolio.

This candidate’s work is promising but needs far more attention to depth and detail if she is to have a
robust claim to a high grade.
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Candidate F

GCSE Leisure and Tourism (1495)

Unit 4877: Customer Service in leisure and
tourism

Commentary

Centre Mark 25

At no point in this work does the candidate explain what the NRM is.

a1 agreed (but not annotated); a2 is not net since there are no examples given to explain why customer
service is important to the NRM.

b1 agreed (but not annotated); b2 is just met – the section about complaints is really b1 since this is a
description rather than an explanation and no example of the comment card is included.

c1 met, but with a low mark since only 1 benefit is noted; this is annotated as c2, which is not met since
this sentence is not a fully explanation of the benefits of effective customer service; c3 is just met – the
second suggestion would be improved by explaining what benefits would accrue.  The candidate would
be best advised to complete c2 so that a holistic consideration of her work would support her claim for a
particular mark.

d1 neither met nor annotated; d2 not met – there are no examples of customer service records
described or included neither is there any explanation of how these are used to develop customer
service; what is annotated as d2 is an attempt at d3 but does not meet it since the general mentions of
the NRM’s ‘books’ and ‘service records’ are not specific examples of existing records.

a3 is consequently not met because of the lack of thorough analysis in the portfolio.

This piece of work contains a number of basic spelling errors which, at times, alter the sense of what
has been written (‘To ensure the customers a customer service manager has been employed…’).
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