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INSTRUCTIONS 
•   Write your name, in the boxes above. Please write clearly and in capital letters.
•   Use black ink. HB pencil may be used for graphs and diagrams only.
•   Answer all the questions, unless your teacher tells you otherwise.
•   Read each question carefully. Make sure you know what you have to do before starting your answer.
•   Where space is provided below the question, please write your answer there.
•   You may use additional paper, or a specific Answer sheet if one is provided, but you must clearly show the question number(s). 
INFORMATION 
•   The number of marks is given in brackets [ ] at the end of each question or part question.
•   The total number of marks for this paper is 30. 


 
	 
	
	 
	
	

	1(a).
	A project team has been set up to organise the installation of a cashless payment system in the school canteen over the summer holiday. The new payment system must be ready for the first day of term. The school has a total budget of £20,000 to set up the new system.

There will be two checkouts, each with a barcode scanner. A fingerprint reader will be used to identify each student at the checkouts. When a student wants to buy a meal, they will take the items to the checkout, sign in with their fingerprint and scan the food item barcodes.

The total cost will be calculated and displayed on a touch screen. The student will then confirm the purchase by touching the OK button. The student can also cancel their purchase if the meal costs too much. The system will generate a total bill at the end of each week. This is sent to each student’s home by email. 

Identify one output from the planning phase for this project.
[1]
 






 
	
	 
	
	

	  (b).
	Identify one input into the initiation phase for this project.
[1]
 







	
 
	
	 
	
	

	2(a).




  (b).

	Identify one software type that could be used to create a visualisation diagram.
[1]
 

You have been given a visualisation diagram to help you plan a project.
 
Identify one advantage of using a visualisation diagram as a planning tool.

                                                                                                                                                         [1]


	
	







	
 
	
	 
	
	

	3.
	An online retailer sells pet accessories. The retailer has a loyalty scheme where customers can collect points based on the cost of each purchase they make. Every three months the points are converted to a money off voucher to be used for the next order.

When a customer places an order on the website the items are moved into a shopping cart. When the customer has finished selecting the items they wish to purchase, they are required to enter the delivery details e.g. date and location for delivery, their loyalty scheme reference number and their payment details.

The order is processed by the online retailer’s computer system and a confirmation email is sent to the customer. The system also updates the information in the customer database with the number of points the customer has earned from their purchase.

The collected data needs to be stored using a loyalty scheme reference before it is processed. An example of a loyalty scheme reference for a customer is MKN6394294.

Identify the data type you would select to store this information.
 
 
 
	[1]


 







	
 
	
	 
	
	

	4.
	An online retailer sells pet accessories. The retailer has a loyalty scheme where customers can collect points based on the cost of each purchase they make. Every three months the points are converted to a money off voucher to be used for the next order.

When a customer places an order on the website the items are moved into a shopping cart. When the customer has finished selecting the items they wish to purchase, they are required to enter the delivery details e.g. date and location for delivery, their loyalty scheme reference number and their payment details.

The order is processed by the online retailer’s computer system and a confirmation email is sent to the customer. The system also updates the information in the customer database with the number of points the customer has earned from their purchase.

The customer database stores details about the customers, including their names and addresses.

Identify one legislative requirement which relates to the storage of customer data.
 
 
 
	[1]


 







	
 
	
	 
	
	

	5.
	A hacker has maliciously stolen data from you.

What type of ‘hat’ hacking is this?
[1]
 







	
 
	
	 
	
	

	6.
	The computer system in a business has been attacked and sales figures have been changed.

What type of cyber security attack is this?
[1]
 







	
 
	
	 
	
	

	7.
	Identify one other distribution channel that the bank could use to share cyber security advice with customers.

[1]
 


 




	
	




		
		 
	

	8.
	Read the text below to answer the question.
 
	 
	
	A bank operates through high street branches and online services. Most of its customers are small businesses who visit the branches and use the online services.

The bank must protect the security of customer data at all times. This involves securely destroying customer data that is no longer required.

The bank helps customers to keep their business data safe by sharing advice through its website and by providing leaflets in its branches. It also uses YouTube as a distribution channel for sharing cyber security advice with customers. These YouTube resources are accessible via links on the bank’s website.

The bank creates a monthly report on the cyber security attacks that have been identified and prevented. This report includes data on the type of cyber security attack, its seriousness, the date and time of each attack as well as the total number of attacks for that month.
	







The bank creates a monthly printed report on cyber security attacks.

Identify one suitable method for presenting the data on cyber security attacks in the monthly printed report.
[1]
 






 


	 
	
	 
	
	

	  9
	The supermarket asks customers to send in short stories they have written for publication in the monthly newsletter.
a) Identify one piece of legislation that will protect customers when their stories are published in the monthly newsletter.
[1]
b) State how the piece of legislation you have identified in part(i) will protect customers.
 
[1]
 







	
 
	
	 
	
	

	10.
	 
	 
	
	Progress Westwood Data (PWD) handles a lot of sensitive personal and business data for its customers. It wants to check that it is following current IT legislation and that its cyber security prevention measures are up-to-date.

The IT Manager is responsible for cyber security and he is leading a project to review these areas.
	







PWD wants all of its employees to act in an ethical and moral way when handling data. The IT Manager has been asked to design a poster showing employees how to handle data in an ethical and moral way.
 
	 (i)
	Suggest one instruction that could be placed on this poster.

	
	[1]

	(ii)
	Identify one demographic factor that should be considered when designing this poster.

	
	[1]


 







	
 
	
	 
	
	

	11.
	A large, international charity collects data relating to its 500 000 donors (those who give money to charity). The data includes donor names, contact details and if the donor pays on a monthly basis.

The charity promotes the use of Green energy including the use of energy efficient home appliances such as TVs and lighting. Donors are encouraged to install solar panels on the roofs of their homes.

The charity collects data on the public’s opinion of the charity using the following:
 
	•
	surveys through the charity website;

	•
	sending questionnaires by email and/or through the post;

	•
	social media;

	•
	external sources such as market research conducted on the street by other companies.




Market research is carried out on a weekly basis using surveys and questionnaires. The data from this market research is shared with other fundraisers.

The data from the surveys and questionnaires is processed at the charity’s head office and then stored on local servers. The charity uses the website to advertise the charity work it carries out and to sell branded clothing and gifts.

The charity has asked an IT security company to review the IT systems it has in place to identify the impact and consequences of potential cyber-security attacks.

The market researchers show presentations of the charity’s work to the people they talk to on the street. Potential donors are then asked to fill in an online questionnaire.
i. Identify a suitable hardware device that could be used to complete the online questionnaire.
[1]


The data from each completed questionnaire is automatically sent to the charity’s head office.
ii. Identify a suitable connectivity requirement for the hardware device you chose in part (a)(i).
[1]
 







	
 
	
	 
	
	

	12(a).
	A project team has been set up to organise the installation of a cashless payment system in the school canteen over the summer holiday. The new payment system must be ready for the first day of term. The school has a total budget of £20 000 to set up the new system.

There will be two checkouts, each with a barcode scanner. A fingerprint reader will be used to identify each student at the checkouts. When a student wants to buy a meal, they will take the items to the checkout, sign in with their fingerprint and scan the food item barcodes.

The total cost will be calculated and displayed on a touch screen. The student will then confirm the purchase by touching the OK button. The student can also cancel their purchase if the meal costs too much. The system will generate a total bill at the end of each week. This is sent to each student’s home by email.

Identify two constraints for this project.
 
	1
	 



 
	2
	 



 
	[2]


 






 
	
	 
	
	

	  (b).
	For one of the constraints you chose in part (a), describe one step that could be taken to mitigate this.
 
	Chosen constraint
	 



 
	Description
	 

	 
	 

	 
	 

	 
	[2]


 







	
 
	
	 
	
	

	13.
	A large, international charity collects data relating to its 500 000 donors (those who give money to charity). The data includes donor names, contact details and if the donor pays on a monthly basis.

The charity promotes the use of Green energy including the use of energy efficient home appliances such as TVs and lighting. Donors are encouraged to install solar panels on the roofs of their homes.

The charity collects data on the public’s opinion of the charity using the following:
· surveys through the charity website;
· sending questionnaires by email and/or through the post;
· social media;
· external sources such as market research conducted on the street by other companies.


Market research is carried out on a weekly basis using surveys and questionnaires. The data from this market research is shared with other fundraisers.

The data from the surveys and questionnaires is processed at the charity’s head office and then stored on local servers. The charity uses the website to advertise the charity work it carries out and to sell branded clothing and gifts.

The charity has asked an IT security company to review the IT systems it has in place to identify the impact and consequences of potential cyber-security attacks.

The market researchers show presentations of the charity’s work to the people they talk to on the street. Potential donors are then asked to fill in an online questionnaire.

The charity collects data about its 500 000 donors.

State two types of environmental vulnerabilities that could affect the stored data.
 
	1
	 



 
	2
	 



 
	[2]


 







	
 
	
	 
	
	

	14.
	 
	 
	
	A sports clothing brand, Westwood Sportswear (WS), has set up a project team to introduce new information technologies to its clothing range and shops by the end of the year.

The project team has presented the following ideas:
 
	•
	QR codes to be placed on all sewn-in clothing labels. The QR codes will give customers access to data about each item of clothing by reading the QR code on their smartphone. This will be data such as sizing information, colour range and materials used.

	•
	QR workstations to be set up in every shop. Staff will use these workstations to scan and read QR codes for customers without a smartphone.

	•
	WS mobile app to be developed to send electronic discount vouchers to customers when they visit a shop. Customers will need to enter personal details to access the mobile app.




It has been agreed that the project team will take these ideas forward and implement them.
	







Identify two outputs of the execution phase of this project.
 
	1
	 

	2
	 

	[2]


 







	
 
	
	 
	
	

	15(a).
	 
	 
	
	Coventry Parking (CP) operates railway station car parks in the West Midlands. CP has set up a project team to provide customers with more payment options when using the car parks.

Currently, all customers buy a car parking ticket from a machine using cash. The new payment system will enable customers to enter and exit a car park using a contactless credit or debit card.
Customers will drive in, tap their card on the contactless reader on the entry column which will allow them to enter a car park without a ticket. On leaving the car park customers will tap their card again, the correct fee will be calculated and payment will be taken automatically.

The project team carries out market research with existing CP customers to establish whether they would use this new parking system.
	







The project team carries out market research with existing CP customers to identify whether they will use the new payment system.

Describe one way that email could be used to support the collection of this information.
 
 
 
[2]
 






 
	
	 
	
	

	  (b).
	Explain one advantage to CP of using email to carry out this market research.
 
 
 
[2]
 






 


	
	 
	
	

	  (c).
	Explain one disadvantage to CP customers of being asked questions about the new payment system by email.
 
 
 
[2]
 









END OF QUESTION PAPER




Mark scheme
The examiner comments shown in the “Guidance” column of the mark scheme are taken from the relevant Examiners’ Report. N.B. Examiners’ comments are not available for all questions.

	Question
	Answer/Indicative content
	Marks
	Guidance

	1
	a
	
	One suitable output.

e.g.
· project plan (1).
· test plan (1).
· constraints list (1).
· phase review (1).
	1
	

Examiner’s Comments

This question assessed candidates’ understanding of the output from different phases of the project life cycle and, similarly to Q8a required knowledge of the table given in the specifications.

As with the previous question, candidates had some confusion between the inputs and the outputs, but also chose to give further answers that were too vague.
 
	[image: ]
	Learners should be



taught the inputs and outputs of each stage of the Project Life Cycle and be encouraged to keep their answers to these specific inputs and outputs rather than search for examples which are unlikely to be correct.

	
	b
	
	This question focuses on cashless catering scenario

One suitable input.

e.g.
· (user/school/client) requirements (1).
· (user/school) constraints/boundaries (1).
· business case (1).
· resources (1) (accept examples).
	1
	Accept “collection of ideas for what user wants”.


Accept use of specific terms/examples. 

Examiner’s Comments

This question assessed candidates’ understanding of the input into different phases of the project life cycle and expected candidates to have knowledge of the inputs shown within the specifications for this qualification.

This proved to be a challenge to many candidates, many of whom appeared to confuse the inputs and outputs.

	
	
	
	Total
	2
	

	2
	a
	
	One mark for valid answer.
· (desktop) publishing/DTP (1).
· presentation software (1).
· art packages (1).
· word processing (1).
	1
	Accept any reasonable software with drawing tools to create an image to show what it is going to look like.

Accept trade names.

Examiner’s Comments

There was some confusion here about what is meant by the term “visualisation diagram”, and consequently an apparently random list of software titles was suggested.
 
	Visualisation diagram

	A planning tool that provides a graphical representation of how the author of the diagram envisages a product to look once completed





As a visualisation diagram is fundamentally a diagram, only software that includes drawing tools was accepted.

	
	b
	
	One mark available:
 e.g.
· Information can be understood quickly (1).
· It is more clear (1)
· Easy to follow (1)
· It can be easily understood (by the project team) (1)
· Can show client design (1)
· Can show layout of end product (1)
· Use as a prompt for discussion (1).

	1
	Mark first answer given
 
Do not accept:
· Clearly see every step of the project
· Easy to see tasks
· See everything done
· See a/the bigger picture
· Data is presented clearly
· Easy to read
· Easy to see/know how much time to spend

Examiner’s Comments
 
Candidates needed to focus on the use of this tool for planning. Therefore, they could focus on the tool as a means of sharing ideas or as a means of planning.


	
	
	
	Total

	2
	

	3
	
	
	· Alphanumeric
	1
	

	
	
	
	Total
	1
	

	4
	
	
	Customer data and information:
· must not be accessible by unauthorised people (1)
· must be accurate(1)
· must only be used for its intended purpose (1)
· Any other valid answer relating to current DPA legislation
	1
	

	
	
	
	Total
	1
	

	5
	
	
	· Black hat hacking (1).
	1
	CAO (although black hat and black would be accepted).

Examiner’s Comments

Most candidates gave the correct answer.

	
	
	
	Total
	1
	

	6
	
	
	Possible responses may include:
· Data manipulation (1).
· Data modification (1).
· Data changes (1).
	1
	

Examiner’s Comments

Very few candidates were able to answer this question correctly. Most attempted to give a further type of “hat” hacker.

	
	
	
	Total
	1
	

	7
	
	
	One mark available:
Any suitable and relevant distribution method other than YouTube

e.g
· email (1).
· flyer (1)
· website (1)
· voice (1)
· blog (1).
· VOIP (or example) (1).
· mobile app (1)
· social media or example (1)
· any suitable and relevant distribution channel
	1
	Mark first answer given

Do not accept:
· YouTube


Markers may well need to research specific social media platforms e.g. Daily Motion in order to ascertain relevance.

	
	
	
	Total
	1
	

	8
	a
	
	One mark available:

e.g.
· Graph/Chart (1).
· Infographic (1)
· Table (1).
	1
	Mark first answer given

Do not accept:
· Report,
· Presentation
· Any reference to software alone (such as spread-sheet or presentation software) but do accept “spreadsheet table”


Examiner’s Comments

The focus of this question was on the creation of a resource to include in a printed monthly report.

A large majority of candidates did not appreciate this and focused on the presentation aspect of the question. Therefore, very few candidates were given marks for this question. As with Question 10(a), candidates needed to make sure that their response matched the context of the Question.

	
	
	
	Total
	1
	

	9
	a
	
	One mark available:
· (The) Copyright(s), (Designs and Patents Act) (1).
· Data Protection (Act)/DPA/GDPR (1).
· Any valid suggestion.
	1
	Do not award
· Data misuse act


Mark first answer given

Further instruction

Ignore any reference to dates

Examiner’s Comments

This question was not answered well, with a little over half of all candidates giving a suitable answer.

	
	b
	
	One mark available:

The Copyright, Designs and Patents Act:
e.g.
· Reduces chance of others plagiarising their work (1)
· Gives them right to be named as the author (1).


DPA/GDPR
e.g.
· governs how personal identifiable data can be stored/used/distributed (1).
· Any other valid answer applicable to other relevant acts
	1
	Mark first answer given

Do not accept
· Prevents supermarket from sharing data
· Absolute claims (absolute prevention is unlikely, even though action is illegal)


Further instruction

May only be awarded where 20bi has been given a mark

Accept ANY part of the Data Protection Act or GDPR as an answer here

Examiner’s Comments

This question could not be given if 20(b)(i) was not given.

The question allowed candidates to link the legislation they identified in 20(b)(i) to a positive outcome.

Where marks had been given for 20(b)(i), candidates were generally able to identify a form of protection.

However, it must be impressed on candidates that they should avoid absolute claims for such responses. Copyright Law does not stop people using materials without the owner’s permission, but it does state that permission should be sought.

Similarly, Data Protection Legislation does not stop private data being shared, but it does state that it should not happen, and so, personal data is less likely to be shared.

	
	
	
	Total
	2
	

	10
	
	i
	Possible responses may include:
· Do not break the law (1).
· Follow the GDPR / DPA (1).
· Never share data without permission (1).
· Any other valid suggestion within context.
	1
	This must be in the context of the scenario

	
	
	ii
	Possible responses may include:
· Gender (1).
· Age (1).
· Ethnicity (1).
· Location (1).
· Accessibility (1).
· Family size (1).
· Family type (1).
· Any other valid suggestion.
	1
	Answer must be a personal trait.

Examiner’s Comments

Most candidates gave the correct answer.

	
	
	
	Total
	2
	

	11
	
	
	This question focuses on charity scenario
 
	(i)
	One mark for a suitable device. 

e.g.
· tablet (1).
· notebook (1).
· smartphone (1).
· touchscreen (1).
· laptop (1).
· keyboard (1).

	(ii)
	One mark for a suitable connectivity requirement.
· mobile data (1).
· WI–FI (1).
· 3G data (1).
· 4G data (1).
· (mobile) broadband (1).
· NIC (1).



	1
















1
	Input devices, IN CONTEXT as well as general devices are acceptable.

Discussion – where do people fill in the online questionnaire?

The device must be suitable for use in the street.

Do not accept “phone” (mark as TV).

Do not accept “mobile device/phone”.

Do not accept “mouse”. 

Examiner’s Comments

“Identify” type questions are usually looking for one word, or short answers. In this case, many candidates were able to identify a connectivity requirement. However, some stated “internet”, for which there was no mark.

	
	
	
	Total
	2
	

	12
	a
	
	This question focuses on cashless catering scenario

Two marks for two suitable constraints. 

e.g.
· time (1).
· resources (1).
· security (1).
· risk management (1).
· budget/money/finances (1).
· staff expertise (1).
· legislation (1).
	2
	Mark first answer given.

	
	b
	
	Two marks for valid description:

Examples of possible exemplification provided below:

time:

e.g.
· tasks schedule can be carefully planned/create gantt (or equivalent) chart/follow project lifecycle (1), so lower risk of delays/deliver on time (1).
· time contingency can be built in to the project (1) so delivery of system to school will not be delayed (1).


Two marks for valid description:

resources:

e.g.
· a cost contingency can be built in to the project (1) to prevent overspend (1).
· costs used in planning phase must be accurate (1) to stay within the budget (1).


Two marks for valid description:

security:

e.g.
· purchase of anti-virus software is included in the project plan (1) to reduce risk of security breach (1).
· project team consider cyber-security measures (1) in the feasibility study (1).

Two marks for valid description:

risk management:

e.g.
· the impact of each risk is considered (1) to prioritise the important ones (1).
· project team consider the probability of each risk (1) to reduce the chance of problems (1).


Two marks for valid description:

budget:

e.g.
· check all spending is required (1) so that no money is wasted (1).
· reduce waste (1) so that best use is made of all resources (1).
	2
	Any constraint given must be reviewed on its own merits in relation to the description. If valid award marks.

DO NOT award answers that suggest that checking that the constraint exists is a method of mitigation (e.g. check that you have enough resources before the project starts). 

Examiner’s Comments

This question was not linked to the previous question, in that it was marked independently of the previous one. However, because it asked candidates to review one of the constraints from part a, candidates were limited.

This shows the need for candidates to have a sound knowledge of fundamental concepts as well as linked implications – all of which are included in the specifications.

Where candidates discussed a suitable constraint, their work was generally good. However, candidates should be aware that some constraints cannot simply be “wished away”. For example, whilst “time” clearly is a constraint, within the context of the question, any answer that suggested that this constraint could be mitigated by extending the deadline, for example, were not accepted.
 
	[image: ]
	Candidates need to



be given practice in answering questions within a context. However, it is unlikely that answers such as “get more time” are going to be acceptable in any other than the minority of cases.

	
	
	
	Total
	4
	

	13
	
	
	This question focuses on charity scenario

Two marks for suitable environmental vulnerabilities.

e.g.
· flooding (1).
· fire (1).
· lightning strike (1).
· storm (1).
· natural disaster (1).
	2
	

	
	
	
	Total
	2
	

	14
	
	
	Possible outputs may include:
· QR Codes on clothing (1).
· QR workstations (1).
· WS mobile app (1).
· Training of staff (1).
· User guide / documentation (1).
· Test results (1) (NB NOT a test plan).
· Deliverable product (1).
· Phase review (1).
· Any other valid suggestion.
	2
	For two marks.

The answer can either be generic or in context.

Examiner’s Comments

Most candidates gave the correct answer.

	
	
	
	Total
	2
	

	15
	a
	
	Two marks available for a full description:

e.g.
· A questionnaire/survey could be sent out (1) as an at-tachment (1) / and customers asked their opinion (1)
· Send in completed questionnaire/survey (1) as an at-tachment (1)
· Customers could send completed questionnaire/survey (1) and return via email (1).
· An email could be sent to (e.g.) focus group / custom-ers (1) inviting them to join a consumer panel (1) / al-lowing them to take a survey / asking specific ques-tions (1)
· Voting system on email (1) to gather feedback/data (1)
	2
	Mark first answer given

Further instruction.

Responses must relate to how email can support the collec-tion of information from existing customers. Question is NOT about advantage or disadvantage.

Support here means collection or distribution. Do not ac-cept wider implications (such as storing contact emails for use later)

Treat collection as the process of asking AND/OR the pro-cess of receiving. Therefore, candidates can answer about the asking AND/OR the getting part of data collection.

Examiner’s Comments

This question is of the same style as 10(a). The question could have been written as ‘email will be used to collect this information. Describe one way that email could be used for this’.

Where candidates appreciated this focus, they were able to give relatively straight forward responses that fully met the demands of this relatively low demand question.

For example, candidates could state that an email could be sent with a link to a questionnaire, to which customers responded.

There is no mark here for stating that an email can be used, but the response identifies a method with which email could be involved, and how information can then be collected.






Exemplar 4

[image: ]

This is a good example of how a straightforward response to this question can be given two marks. This is an effective description of the use of email to support the gathering of information.

	
	b
	
	Two marks for a full explanation

ADVANTAGE TO CP

Possible advantages
e.g.
· CP will receive many responses (1st)
· Email can be accessed on a range of devices (1st)
· More customers are likely to reply (1st)
· Email quicker to send than the post (1st)
· One email can be sent to many people at the same time (1st)
· Faster response times (1st)
· Customers are more likely to respond (1st)
· Voting system on email collates data (1st)
· Cost efficient (1st)


Accept any matched statement of why these are ad-vantages:
e.g.
· as email sent electronically (1) (extension to bullet 4)
· making customers more likely to reply (1). (extension to bullet 2)
· which reduces the time taken to contact (1) (extension to bullet 5)
· So speeds up process (1) (extension to bullet point 8)
	2
	Mark first answer given

Do not accept
· Repeat of first point made as the expansion (e.g.“It is cost efficient/ (1 mark) as wont have to spend a lot of money (no second mark – expansion does not explain the first, but merely restates it)
· “It does not cost anything” (and treat any expansion to this as a second answer)
· Any reference to a wider audience being able to see the work.
· Any reference to ease of use
· Reference to wider content or another context (such as advertising)
· faster / quicker / easier on its own


Further instruction

First mark is for identifying an advantage.

Second mark for stating why it is an advantage

Advantage may be a reason why it is an advantage (1st bul-let), or how the advantage occurs (3rd bullet)

Examiner’s Comments

This question was not linked to 13(a) and so could be given if 13(a) was not given.

Most candidates focused on the fact that emails could be sent to many people at the same time and were given marks.

This response is, however, different from an email being sent to many people (this is equally true of letters). Once a candidate had identified that an email could be sent to many people at the same time, the expansion was relatively straight forward, such as stating that this would save time.

Exemplar 5

[image: ]

This response shows how a vague response can be turned into a good response. The identification of ‘cheaper’ as an advantage is rarely sufficient. However, the candidate has fully explained why this method is cheaper. Had ‘cheaper’ been given on its own, no marks would have been given.

	
	c
	
	Two marks for a full explanation:

Disadvantage to CP customers

Possible disadvantages:

e.g.
· Some customers may think it is a phishing email (1) so do not respond/delete it (1)
· Customers with visual impairment may have difficulty answering (1) because questions are not accessible (1)
· Email could go to junk/spam (1) so customer wouldn’t see email (1)
	2
	Mark first answer given

Do not accept
· Answering takes time
· Customer needs an electronic device
· Customers need an email address
· Customers do not receive the email (for any reason)
· Any answer based on customer choosing to ignore


Further instruction

First mark is for identifying a disadvantage of being asked a question by email (NOT of being asked a question).

Second mark for stating why it is a disadvantage

Disadvantage may be a reason why it is an disadvantage, or how the disadvantage occurs

Disadvantage MUST be one brought about by the use of email rather than other methods.

Examiner’s Comments

This question challenged most candidates. The disadvantages of being asked questions by email must focus on the use of the medium itself, leading to the customer’s views not being heard.

Where candidates stated that customers may not have an email, or would choose to ignore the email, marks were not given. Customers without an email, would not have been sent an email, while any choice to ignore it was not linked to the medium.

Where candidates focused on emails going into a spam folder, or that emails require bandwidth to access, marks where given.

	
	
	
	Total
	6
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