Qualification O ‘ R
Accredited

Oxford Cambridge and RSA

A LEVEL

Exemplar Candidate Work

BUSINESS

H431

For first teaching in 2015

H431/02 Summer 2018

rrrrr

www.ocr.org.uk/business


http://www.ocr.org.uk/business

A Level Business Exemplar Candidate Work

Contents

Introduction 3
Question 5 4
Question 6 5
Question 8 7
Question 9 9
Question 10 11
Question 11 15
Question 12 20
Question 14 24

2 © OCR 2018



A Level Business Exemplar Candidate Work

Introduction

These exemplar answers have been chosen from the
summer 2018 examination series.

OCR is open to a wide variety of approaches and all
answers are considered on their merits. These exemplars,
therefore, should not be seen as the only way to answer
questions but do illustrate how the mark scheme has
been applied.

Please always refer to the specification https.//www.ocr.
org.uk/Images/170837-specification-accredited-a-level-
gce-business-h431.pdf for full details of the assessment
for this qualification. These exemplar answers should

also be read in conjunction with the sample assessment
materials and the June 2018 Examiners'report or Report
to Centres available from Interchange https://interchange.
ocr.org.uk/Home.mvc/Index

The question paper, mark scheme and any resource
booklet(s) will be available on the OCR website from
summer 2019. Until then, they are available on OCR
Interchange (school exams officers will have a login for
this and are able to set up teachers with specific logins —
see the following link for further information http.//www.
ocr.org.uk/administration/support-and-tools/interchange/
managing-user-accounts/).

It is important to note that approaches to question
setting and marking will remain consistent. At the same
time OCR reviews all its qualifications annually and may
make small adjustments to improve the performance of
its assessments. We will let you know of any substantive
changes.
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A Level Business Exemplar Candidate Work

Question 5

5 Explain two advantages for an individual of setting up a business as a sole trader.

Exemplar 1 4 marks
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Examiner commentary

This is a typical exemplar for this well-answered question. There are two clear advantages of being a sole trader (easy legal process
and full control) and each of these are well explained from the individual's point of view.

Exemplar 2 2 marks
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Examiner commentary

This is a less typical answer where the candidate has only given two correct advantages without any attempt to explain them. These

explanations could be as simple as'...so decisions can be made quickly’and"...so the owner can decide what to do with it’
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Question 6

6 The dismissal of an employee must be ‘fair’ for it to be legal.

Explain two possible reasons for ‘fair dismissal’.

Exemplar 1 4 marks

-One reason for fair dismissal would be redundancy, if a firm is going through rough times they may-
choose to pay the staff out in a form of a redundency package. This cuts labour costs and can help t__tg_e .
business to survive in  times of economic hardship.

-Another reason for fair dismisal would be gross misconduct, this would include things such as theft or
assult. These actions result in a fair dismissal and no previous warnings need to be issued before the

dismissal.

Examiner commentary

According to official UK government guidance, there are four broad reasons for fair dismissal. This candidate correctly selects two
of them, redundancy and gross (repeated) misconduct. The answer then goes on to explain what redundancy means and a correct
example of gross misconduct is given. This answer is an excellent example of the two different ways of gaining the ‘second mark’in
this sort of question.

Exemplar 2 3 marks
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Examiner commentary

In this exemplar, the candidate has selected two of the reasons for dismissal although without actually naming them (gross
misconduct and capability). In the answer for capability, both marks were awarded as the concept has been stated (producing work
below the standard expected’) and then an explanation is given. However, in the first answer, only an example of gross misconduct
is given. If the candidate had referred to this as ‘gross misconduct’they would have been awarded full marks.
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Exemplar 3 2 marks
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Examiner commentary

The second answer provided in this exemplar is just enough for both marks to be awarded. The candidate has named a reason for
fair dismissal and given a correct example. However, the first answer is about the correct procedure for dismissal, rather than why an
employee may be dismissed fairly (it would be relevant for a question about wrongful dismissal).
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Question 8

8 Virgin Trains “is a joint venture between Virgin Group Ltd and Stagecoach plc.” (Lines 1-2)

Analyse one benefit for Virgin Trains of operating as a joint venture.

Exemplar 1 4 marks

8} One benefit is that Virgin Trains will have more finance as a joint venture. This is because Virgin Group
and Stagecoach will both invest finance into Virgin Trains. This will be beneficial for Virgin Trains in
achieving economies of scale. Even though they operate through government contracts and do not own
the actual rail infrastructure, they will still be able to benefit from many economies of scale. For
example, they will be able to buy more supplies for their trains, for example food, which will mean they
may be able to negotiate a better deal from their suppliers. Therefore this will decrease their cost per
customer, meaning that they will be able to reduce their prices without reducing their profits, meaning
they will be able to attract more customers who may not have travelled by rail previously due to the
higher cost, meaning they will be able to increase their market share and market power.

Examiner commentary

This is a very good answer. It contains a correct benefit for operating a joint venture (increased buying power from suppliers - we can
argue whether this is really economies of scale) and there is clear context with reference to 'rail infrastructure’ There then needs to be
a clearimpact on the business (as the command word is‘analyse’). This is present in the answer with the discussion about how costs
per customer can fall, so that prices can be decreased without any fall in profit. The answer could stop at this point and still gain full

marks.

Exemplar 2 3 marks
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Examiner Commentary

This is a much shorter answer than the first exemplar, but still scores 3 marks. It contains a benefit (splitting costs), context (running
all the trains’) and an impact on Virgin Trains (lower costs so more profit). With a little more detail in the impact, or clearer context,
this would have been full marks.

The message to candidates is that as long as the answer contains a benefit, some context and an impact on the business in
question, full marks can be gained with a short answer.
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A Level Business Exemplar Candidate Work

Exemplar 3 1 mark

Examiner commentary

Context is certainly the issue for many candidates with this question (and Question 9). There were many answers, such as this one.
Although it contains a correct benefit (more capital can be raised) and a weak impact (more profit) it cannot gain more than 1
mark, as there is no context at all (there is not even reference to ‘trains’). The mark scheme is very clear, on ALL of the non-numerate

questions in Section B, a non-contextualised answer can only score the AO1 marks and no more.
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Question 9

Exemplar Candidate Work

9 “... more than £2 billion has been invested in new trains.” (Lines 22-23)

Analyse one source of finance which Virgin Trains may have used for this investment.

Exemplar 1 4 marks
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Examiner commentary

Following the same principle as Question 8, this answer was awarded full marks, as it contains a source of finance (loan), some

context (it is a lot of money) and an impact for Virgin Trains (it can be paid back gradually and the high level of customer satisfaction
should mean this will not be a problem).

Exemplar 2 3 marks
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Examiner commentary

This is almost as good an answer, although the context is more implied (‘the size and success'was just enough). If the answer had

contained more explicit context, such as the size of the Virgin brand, the customer satisfaction rating or the sales growth in Extract D,
then full marks would have been awarded.
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Exemplar 3 1 mark
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Examiner commentary

This is another case where there is no context at all (mentioning the company name by itself is not enough) so no more than 1 mark
can be given. If this answer had contained some context it would have been awarded full marks.
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Question 10

10 Virgin Trains’ passenger charter (Extract B) is a form of mission statement.

Evaluate the advantages for Virgin Trains of having a mission statement. [9]

Exemplar 1 9 marks

10) Virgin Trains have a mission statement in the form of a passenger charter. A mission statement is a
document that tells stakeholders of a business what its ideas, beliefs and aims are. There are multiple
advantages of this document.

One advantage is that it is good for the branding and image of the business. This is because the mission
statement is very positive about the business and its business activity. It describes how they offer 'a
realiable and punctual journey' and 'clean and safe trains', This will be very reassuring for customers as
they will know that they are going to receive a high quality of service. This is likely to improve the media
image of the business if they report on these positive aspects of the business. The mission statement
will act as a form of marketing by promoting the business and its qualities. This will be beneficial to
Virgin Trains because it may make them stand out from other train operators, which could help them to
attract customers who may have chosen to use a different operator. This will allow them to increase
their market share and their customer base and achieve higher profits as a result of the increased
custom.

Another advantage is that it will help employees in understanding thelr role., This is because their
mission statement, or passenger charter, details how the staff must act, behave and dress. Staff
members will be able to follow this statement in order to decide how they must act in their job. As
workers will have a much clearer idea of what they are required to do in their job, it will be more likely
that they will be able to complete their job to a higher standard, therefore thisis likely to improve
productivity and customer service, which will help to reduce their costs and increase their custom, both
of which will help them to earn higher profits in the future. Additionally, by describing their staff as 'our
most important asset', Virgin Trains are emphasising their importance to the business which will help
them to feel more valued and therefore increase their motivation, which again could improve
productivity and customer service.

However, the mission statement will only be beneficial if the information in it is true in reality. This is
because the mission statement expresses the values that the business operates by. If customers find out
that these values aren't represented in their actual business activity, this could damage their customer
experience. While the mission statement should create positive publicity, if it turns out that what isin it
is not true in practice, then the publicity could become negative. This would lead to negative word of
mouth being spread and potentially the opposite effect to what they hope to gain from the mission
statement, with their customer base actually decreasing as a result of it rather than increasing.
Therefore creating a mission statement that is truthful is vitally important.

It also depends on if it is a good quality mission statement, Even if the information in the statement is
truthful, it the document itself is low quality then it will have minimal impact on helping the business
gain customers. In order to see whether they have created a quality mission statement, Virgin Trains
may want to compare their mission statement to other train operators such as London Midland. Virgin
will want their mission statement to better than those of their competitors, otherwise they will fail to
gain custom and market share from them.

Overall, | believe it would be advantageous for Virgin Trains to use a mission statement. This is because
it could improve the business' image, bring in new customers and show staff how they should be
performing. However, a mission statement will only be beneficial if it is truthful and accurate and if it is
of a good standard compared to the mission statement of their competitors, as otherwise the benefit of
their mission statement would be mitigated by the benefits enjoyed by their competitors' statement.
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Examiner commentary

This is an excellent answer (although far too long). The first paragraph is unnecessary, as it does not begin to answer the question.
The second paragraph starts with a clear advantage (branding and image) which is very much in context (reference to the journey
and clean/safe trains) and there is an impact on Virgin Trains (helps them to attract customers from competitors). This paragraph
could easily be condensed to a couple of sentences without any impact on the mark.

There is then another advantage (the question asks for‘advantages’so two are needed for any chance of full marks) in the third
paragraph. Once again, this is far too long with only the first four sentences of the paragraph being necessary.

What distinguishes this answer from many other answers seen, which usually failed to score more than 6 marks, is that the candidate
then produces some very good evaluation in the final two paragraphs. Questioning whether the mission statement is truthful and,

if it is not followed, could jeopardise the customer experience, is a very good piece of contextual evaluation. On top of this, the final
paragraph shows ‘effective evaluation’ by questioning whether the mission statement is any good and really puts this argument into
context by suggesting that Virgin Trains should compare what it has produced with competitors, such as London Midland.

Exemplar 2 6 marks
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Examiner commentary

This is a very typical answer for this question. It begins with a superfluous first paragraph. The second paragraph has an advantage, in
context, with an implication for Virgin Trains (essentially more customers and profit). There is then another contextual advantage in
the next paragraph, referring to how employees can learn from the mission statement, leading to better reviews and reputation. At
this stage, this answer has gained all of the AO1, AO2 and AO3 marks and much more efficiently than the previous exemplar.

However, the conclusion is very disappointing. There is no context and it is purely descriptive, repeating what has gone before. The
paragraph could apply to any business and there is no attempt to use any of the analysis which the candidate has discussed within
the rest of the answer.

To reward evaluation and give any of the AO4 marks, examiners need to see more than a statement or short paragraph which just
says,'In conclusion.. . or I think this is the most important advantage because. . .

Exemplar 3 2 marks
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Examiner commentary

On the surface, this may appear to be a solid answer. However, read it again. Although three advantages of using a mission
statement are given, and very well explained, apart from mentioning the company name once, there is no context at all. Change
‘Virgin Trains'to any other company name and this answer is still equally valid. There has been no attempt to engage with the
context (or possibly to even read it) in Extract B or anywhere else and the answer could have been copied from a textbook.

This is a perfect example of a generic answer which can do no more than gain the AO1 marks available.
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Question 11

11* Recommend suitable training methods which could be used to improve the skills of Virgin Trains’
employees. Justify your answer. [15]

Exemplar 1 15 marks
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Examiner commentary

This is one of the best answers seen to this question. It wastes no time by immediately discussing the first chosen training method,
off-the-job training. This first paragraph is contextual throughout, considers how the classroom training will improve the employee’s
skill and further develops this analysis by recognising the high-risk factor of this job. It shows clear evaluation as well, by recognising
the specific importance of this job and why off-the-job training is ideal. [It was commonly seen in the better answers that candidates
recognised that much of the work carried out by train managers or drivers could not safely be done on-the-job]

The discussion in the second paragraph about on-the-job training is equally well written with context and impact (working at
125mph is difficult to replicate off-the-job) which is further developed by recognising this method provides better realism.

A third method of training is not necessary, but this answer produces another good paragraph about using induction training which
again shows contextual analysis.

The final paragraph is an excellent piece of developed and concerted evaluation which does more than just repeat what has already
been written or generically suggests which is the ‘best’ method. References to the variety of training for different circumstances,
recognition of the high costs involved and, ultimately, the need for the correct balance of training, gives rise to a sophisticated and
complete answer which not only answers the question but is fully imbedded in the context of Virgin Trains.

Exemplar 2 11 marks

11.

Due to Virgin operating as a service industry it is vital that the staff are trained well and have a good

understanding of their job as the customers will often judge the-experience based on interactions with
staff. ‘
For Station training | would reccomend a combination of off the job and on the job training. | would start
the staff with an off the job training session in which everything they need to knownis taught to them
step by step this allows the staff to take in the normal procedure of how to deal with things so they.can
use this as a guideline when it comes to real life situations. After the step by step expalanation had been
completed | would then pair new staff with existing members of the Virgin station staff so they can get
soem hands on on the job training which will involve real life sititaions aswell as giving the new staff an
opportunity to ask any questions to exisiting staff which may help them with their work. | would argue
the combination of both is important as it gives the employyes the theory backed up by real life
experience which will help them when they have to work in the station themselves. | would say howguei
that the on the job training is more important than the off the'job as this allows the staff to gain ’
expeirence with real people and not just the theory, this is important as each customer is differnent and
expeirence with a variety of customers in differnt situations will be helpful in broadening their
knowledge of their job and how to deal with differnt sitiuations.

For Onboard training | would recomend that on the job training was used, this is due to it being difficult
to recreate the 125MPH train while intercating with customers. Being able to work in these conditions
_needs real practice and without such expeirence staff may get nervous or flustered when dealing wnth )
customers in such speeds. | would again pair new staff with existing staff so that the new staff can leam
what to do by shadowing the exisiting staff and hopefully picking up how to do the. work as they g0: Not;
only is this cheaperthan sending the staff on an external course it would also'be be benifical to th&nrew
staff as they would have trianed in a real working environment. The only downside to this would be the
potneritial for new staff to pick up existitig staffs bad habits. This could be avoided by ensuring new;staff
have been told how they are expected to do their jobs before they partake in.any on the job training,

1
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The Train manager training would be for existing member of staff who have progressed through th'g:-"

company and have a good understanding-of how to do the jobs they are supposed to do. | would

therfore reccomend off the job training for the train managers as the work is more theory based W'Ith

indiviuals having to Jearn about the tracks, train signals and track saftey in which they will be examifed

on at the end of the training course. On the job training could be risky as if the employee makes an error

with train signals or incorrectly checks saftey features the consequences could be deverstaing. By *

learning off the job it allows the employees to make mistakes in an environment in which mistakes-dre

not costly this can reduce stress on the indivuduals as they may feel stressed-when deciding which t_rain

signals to show if they haven't done it before. .

Examiner commentary

This second exemplar is not far behind the previous one. The difference is the quality of the evaluation. It still contains two pieces of
excellent developed analysis about each of two training methods (on-the-job and off-the-job) in the second and third paragraphs.
The end result of this analysis is very similar to the previous exemplar, namely that Virgin Trains needs to use a balance of methods.

However, the only real evaluation occurs briefly in the final paragraph where this answer identifies that, due to the risks involved,
the training needs to be appropriate and thorough. However, it fails to recognise that different methods are appropriate in different
cases. It suggests that off-the-job training is always used which fails to recognise that for many of the roles, such as station manager
or on-board customer service, some on-the-job training is necessary.

Exemplar 3 6 marks
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Examiner commentary

After the first paragraph, this answer starts well with some developed contextual analysis of on-the-job training. There is good
recognition of what sorts of relevant issues (safety, food hygiene and emergency procedures) may be less suited to this method.
However, there is not really any discussion of off-the-job training so, ultimately, only one method has been considered.

The next paragraph about the hierarchical structure is not a training method and then the final paragraph suggests this is the best
method to use!

Therefore, the 6 marks are effectively awarded for just the second paragraph of the answer. If a second training method had been as
well discussed as on-the-job, the answer could have gained up to 8 marks.
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Question 12

12 Evaluate the possible impact of changes in political factors on Virgin Trains. [9]
Exemplar 1 8 marks

12. ) ) ;

.One political factor that'could affect Virgin would be the renationalisation of  the rail indusrty, th|§“
would levae Virgin Trains without anywhereto run its services as the government would have: regamed.
controll over the rail serivce and therfore could introduce a state ran train operater with complete’.**

menoploy over the market.  If this were to happen Virgin Trains would have no where for its trainsito
KL

o

operate which would mean that there was no sales revenue from tickets meaning they won't be able.to
pay its staff which could lead to Virgin Trains being forced to close down. However, the government:may
take on any staff that previousley worked in this industry to avoid structual unemployement which could
lead to an onset of a reccession. Also, due to Virgin being a comglomarate they may be able to cross.
subsidise any continuation of train operating due to thém having so-many other busineses that can cross
subsidise the losses that  the renationalisation of the rail services after Thatcher privatised Nationa] rail

during her time in power.

Due to increased growth rates to the industry the government may choose to nationlise the rail indi'_étry_ :
in the hope that the profits can be used to pay off national debt. However, nationlised firms are oft':en
less efficient than private firms as there are people in the private firm who stand to gain fromthe
business succedding this differs from nationalised industry as they are simply run in the hope of a prof't
while many don't make a profit at all.

Another political change that could impact Virgin Trains would be the increased threat of terrorism -
which may have put some people off using the trains. If this threat continues to rise it could lead to a fall
in demand in Virgin Trains as people opt to travel using alternative méthods of transport such-as car: If »
demand falls it could lead to Virgin having to reduce prices in order to esnure that overheadsare
covered for each train journey. As if they trains are.empty then this could lead to Virgin trains makmg a
loss which could result in the long term in people losing jobs and even the complete closure of V|rg|n '
Trains. However, many people aren't bothered about the increased threat of terrorism o it is unllkley

that trains would become so empty that Virgin would be forced to close. , N

Examiner commentary

The two most common political changes which candidates mentioned were the possibility of nationalisation of the railways and the
terrorist threat. This answer does just that and considers the impact on Virgin Trains of each; the possible closure of Virgin Trains and
customers switching to car travel.

Evaluative answers were less commonly seen in this question. However, this answer does evaluate towards the end of the first
paragraph. It questions the likely impact on the ‘conglomerate’Virgin empire as a whole as it may be able to ‘cross subsidise’ We
cannot expect candidates to know the intricate workings of the Virgin brand (they are generally all separate companies) so this was
acceptable as an evaluation point.

There is a very superficial attempt at evaluation at the very end of the answer and if the candidate had concluded by suggesting
that terrorism was currently the greater threat, given the state of the political landscape, full marks would have been awarded. This is
still a very good answer.

Exemplar 2 6 marks
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Examiner commentary

This is an example of a commonly seen 6-mark answer which contains no evaluation.

It starts with a paragraph that gains no marks at all. The second paragraph considers a political factor (minimum wage legislation)
which may limit investment in the railways (just enough for context) ultimately affecting profitability. The final paragraph then
considers the nationalisation argument with the potential impact on wasted investment and possible redundancy of employees.

If the final sentence had been developed it could have led to evaluation. Although it makes reference to the party in power being
opposed to nationalisation it does not go on to consider how that may affect the potential impact on Virgin Trains.

Exemplar 3 3 marks
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Examiner commentary

There was some confusion by a minority of candidates between political factors and economic factors. Centres need to ensure that
candidates are clear about which ‘economic’decisions are made by politicians, such as taxation and minimum wage changes, and so
can be classed as political factors and which are purely economic factors (e.g. interest rates, exchange rates and economic growth).

Hence, the first paragraph of this answer is an economic factor and can gain no reward. The second paragraph about changes to
taxation can be accepted as a political factor, although this candidate does not consider what the impact of this may be on Virgin
Trains.

The final paragraph makes a correct reference to minimum wage changes but there is no attempt to put this into the context of
Virgin Trains — it is a generic argument.
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[ ]
Question 14

14* The marketing mix for a service includes an extra three ‘P’s, in addition to the usual four ‘P’s for a
good.

Eyaluate the importance of ‘process’, ‘people’ and ‘physical evidence’ in the marketing of
Virgin Trains’ service as it attempts to increase market share on the London to Edinburgh

route (Extract E). [15]
Exemplar 1 13 marks
" .

"Due to Virgin trains being a serive they have to consider three extra factors to the marketmg mix when
attempting to increase market share, if they.do not focus on these three extra sections aswell as the
previous four it could limit their success in gaining market share. L e

C S
Perhaps the most important P in the marketing mix for a service would be people, people are what
make a serivce a service and without ensuring that the employees interact with customers correctlyg.-jt
could limit the increase in market share that they experience. For instance, if Virgin do not have well
trained staff who fail to give high qualit\,; customer care than this can lead to the customer having a bad
experience, This bad expeierence will be remebered and told to other potential customers who may be
out off travelling with Virgin, instead they may choose to travel with a competitior or even takea -
differnt mode of  transport. If this is happening regulary Virgin will be losing customers to competitiors
in the rail indusrty aswell as in the transport indusrty as people may opt to travel by air rather than by
train. by ensuring the staff interact with the customers correctly will mean that Virgin Trains will reatain
these customers and won't lose out to other rail providers and airlines for the same route. By reatin’mg_ )
customers It allows Virgin to increase its market share which will be vital in the future success oftl'us o
transport route. | would argue that this is the most vital part of the marketing mix for Virgin as |fthe '
customers have a bad expeirnece with staff:they will remember this and will not use Virgin again whu:h
will reduce its abilty to increase its makret share on this route aswell as giving customers a reason tg gn .

‘o competitiors.

The whole process of the buying the ticket to the arival is also a key point for them to consider, they will'
have to compete in this areaas they lose out on the time it takes to fly compared to the longer jourh(ay'
by train. By.making the booking expiercne quick and simple it may help to increase their market share as
"some people may prefer a quick booking process rather than the complicated booking process often on
‘arlines websites. If they are able to do this then they could have a chance of increasing market share-on
this route. Furthermore, if they make the arrival and waiting for trains a quick, easy and enjoyable .
process this will again give them an upper hand on airlines which can take hours to even get onto the
pl‘ane'a&er arrival at the airport. By being able to get customers seated and comftable quickly unlike an
airline it may give them a chance to increase its market share on the route as people may not enjoy.the -
waiting-around aspect of air travel and may be prefer to take the train as there is less waiting around
waiting for the trian. However, if the waiting time in the airport is less than the extra time it takes to
travle by air then people who need to arrive in the cities urgently may optto fly as jtis quciker than~
taking the train. Qverall, Virgin need to focus on the whole process of the the route from -booking to
arrival as if they can make this a qucik process then people may swap from airlines to Virgin rail whlch
will help increase its' market share. :

The physical evidence has to be focused on and i would argue it was vital'that this part of the marketing
mix was correctly done, due to flying being faster in order to compete they need to ensure they are .
cheaper while still offering the extras such as onboard entertainment that many flights offer. If they,areu
more expensive than the flights people will opt too fly as it is also quicker. However, if the customers are
price sensetive and Virgin can bring down the cost of travel then they may be able to increase market .
share by taking customers away from British airways. Furthermore, extras such as comfy seats, wifi,and
entertianment such as movies will be importnant in increasing market share as people will not want.to
travel for a longer time in.a less comfy seat with no entertainement. Overall the physical evidence is
important as if people do not enjoy the travel tnhey won't fly again and thefore virgin will not be abel to
increase market share. ' :
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Examiner commentary

There were few answers as good as this one, with many candidates not appearing to know about the 3Ps of service marketing. The
answer begins by recognising the importance of the employees of the business in providing customer service (the ‘people’ part of
the 3Ps). There is very strong analysis which considers how the staff interaction with customers is vital in a highly competitive service
industry. This paragraph ends with some evaluation, by justifying the view that'people’is the most important part when trying to
retain and gain customers.

The answer then moves on to the ‘process’ part of the marketing mix, correctly identifying how rail travel can gain, in terms of the
relative ease of the online booking experience and the lower potential for delays and time taken to board a train, compared to an
aeroplane. A good evaluative point is then made, that it all depends on the length of the journey. It may well be quicker to board a
train, but an aeroplane can still get you their quicker once the journey is underway. The candidate makes an excellent judgement by
saying it needs Virgin to emphasise the whole process rather than just a part of it.

The final paragraph about ‘physical evidence'is the weakest part of the answer, as it is only tangentially about physical evidence.
Some credit was given to the mention of on-board entertainment and the comfort of the seats, but no mention is made of the
image or brand which is the key aspect of physical evidence.

Ultimately, this was still one of the better answers to this question and it is only missing an effective evaluation of the overall
importance of the 3Ps relative to other parts of the marketing mix or other factors in general.

Exemplar 2 7 marks
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Examiner commentary

This exemplar lacks thorough knowledge of the 3Ps. The candidate appears to understand what ‘process’ refers to and the first
paragraph is the best part of the answer. It ends with a strong piece of developed analysis, by making the point about the greater
convenience of rail travel (relative to air travel) and that Virgin needs to highlight this within its marketing.

The candidate then has a limited understanding of what ‘people’is about with a very superficial reference to customer service, but
no attempt at analysis of this point. The answer becomes rather ‘bogged down'in talking about the mission statement which is of
limited relevance.

The paragraph about physical evidence only refers briefly to ‘investment’ without any specific mention of issues relevant to Virgin
Trains. The final ‘conclusion’adds nothing to the answer,

To improve this answer, it needs to contain some evaluation. Why are the 3Ps so important? Which of the 3Ps is key in this particular
situation facing Virgin Trains?
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Exemplar 3 3 marks
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Examiner commentary

This answer is typical of many of those seen for this question.'People’is not about customers but customer service, employees and
culture.’Physical evidence'has been taken literally (a common error) with many answers like this one mentioning the statistical
‘evidence’of the growth on the route or the level of delays etc.

The only marks awarded to this answer were in the third paragraph. There is some basic knowledge inferred about ‘process' with
some contextual analysis about the specifics of train travel and the benefits of customers being able to get on a train more quickly.

If a candidate did not really understand what the 3Ps stand for then it was very difficult to score more than 2 or 3 marks, at best.
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