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Introduction
This was the fourth examination paper for this unit. As described in the specification, and
demonstrated in previous papers and sample assessment materials, questions were a
mixture of multiple choice, short and extended answers. Sections B and C were based on
given scenarios.
Candidate responses continue to show positive signs of improvement. The structure and
focus of answers showed clear development from previous series. This was particularly
evident in the questions requiring extended writing. Increasing numbers of candidates were
carrying out greater levels of analysis. The development of evaluative comments in levelled
questions was also built on from last year. 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, there are still common issues which are evident despite previous examiner reports
flagging such weaknesses in candidate technique. Many candidates continue to lose marks
because they are not writing their answers in the correct context of the business that the
question was based upon. This is particularly evident in 'explain' questions. Good answers
were often limited to two 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.
At times there were significant gaps in the knowledge of candidates. Centres should be
aware that the full range of the specification is used to base questions on. There were a
number of key questions within the paper which were poorly answered because candidates
lacked the specific knowledge to access the question. Often this was in the questions
requiring a definition of a key term. 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)
This type of question introduces candidates to the paper and helps them settle into the
exam. It is a knowledge based question which aims to give the candidate confidence before
the longer questions later in the paper.

Examiner Comments

In this type of question, where the command word is 'identify', examiners are looking for one
awardable answer. There is no need to write in sentences or explain how the communication
is used. As in this example, one word is required for the mark to be awarded.

Examiner Comments

It is important that candidates do not panic at the start of the paper and compose
themselves. Some candidates are understandably nervous and as a result often
scan the wording of the questions. This results in them missing key words.
In this instance the candidate has missed the word 'oral' and thinks the question
requires the identification of any type of communication. This results in a written
type of communication given as an answer which scored 0 marks.

Question 1 (c)
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.
The other point to note is that only one reason is required. If candidates gave more
than one reason then this was not awarded. The second and third marks are awarded
for explaining the reason given, using linked strands. This is where candidates often
lose marks in this type of question. They clearly have the knowledge but put insufficient
development into the explanation.
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Examiner Comments

This is a good answer which scored 3 marks. It demonstrates good technique of how an explain
question should be tackled. A clear benefit is given, 'the meeting will be more organised'. The
candidate develops this by giving two linked points of development, 'everyone has the topics...'
and 'less likely to stray on to random topics'. There is clear development of the original benefit.

Examiner Comments

In this example only two marks were awarded because although a valid benefit is given, 'know
what to expect...', only one point of development is given, 'have time to prepare'. This is despite
the candidate clearly understanding what an agenda is and how it is used in communication.

Examiner Tip

In 'explain' questions always make sure there are
two points of linked development used to explain
the identified benefit/advantage/disadvantage etc.
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Question 1 (d)
This is a similar type of question to 1(c) in that the command word is 'explain' and the
question is not based on a specific business. Therefore no context is required to achieve
all three marks. Candidates often do not think about the structure of their answers in this
type of question. They rush into the question and write as much as they can in the space
provided. This can lead to the answer not being linked together and disjointed. Only one
benefit can be awarded and this must be explained through development.

Examiner Comments

This is an example where a candidate rushes into an answer and tries to write as
much as they can. No thought has been given to the structure of the answer and
as a result the benefit, 'brand recognition', is repeated three times. This could have
also been avoided by proofreading the answer. Two marks are awarded as there is
one point of development through indicating it leads to an increase in sales.

Examiner Comments

This response scored 3 marks. The answer gives the same benefit, 'brand
recognition', but has a much better structure in that the explanation is given through
two clear points of development, 'logo is remembered' and 'leads to repeat purchase'.
Less detail has been written but the answer demonstrates a sound technique.
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Examiner Tip

If you have time, proofread your answers to avoid making basic mistakes.

Question 2 (b)
This question asked candidates to identify features that would make the information more
accessible to older people. This did not require candidates to discuss the actual content of
the communication. Although most candidates clearly understood this, a significant number
focused on how the content should be changed rather than on ways to make it more
accessible.

Examiner Comments

No marks can be awarded for responses such as this one as the candidate
does not give any features that would improve accessibility for older people.
The answers are general points about information in the factsheets.

Examiner Comments

In this example two marks were awarded because the
answer gives two features that would make the information
more accessible. It is a relatively straightforward question
but candidates must read all questions carefully.
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Question 2 (c)
This is an example of an 'explain' question which is asked using the context of a particular
business. Candidates are therefore required to give an answer in the context of the business
in the question. As explained earlier, context is where the answer is specific to the business
in the question, in this case 'AgeUK', and will contain a reference to that business. It is
important to note that simply stating the name of the business in the answer is not enough
to be classed as context.
Despite references in past reports this is still an issue for candidates. Many detailed
answers, which do explain in sufficient detail, do not get full marks because candidates
do not refer to the specific context of the business. It is a clear Assessment Objective of
the paper to assess application of knowledge. However, it seems many candidates are not
being developed in this area as well as in other Assessment Objectives.

Examiner Comments

This is a very good example of a candidate losing marks by not answering in
context. The answer given is thorough and well explained and it appears to be
worth three marks. However, it is not written in the context of AgeUK and could
be applied to almost any business. Therefore it is only awarded 2 marks.

8
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Examiner Comments

Although very similar in structure and detail to the first answer, this response is written in
context through the reference to 'older people'. It can therefore be awarded three marks.
This is a common theme with explain questions. Candidates do not apply their knowledge
to the business. Often this can be done through the smallest of specific references.

Examiner Tip

If a business is named in the question then there must be
at least one reference to a feature of that business in the
answer. Repeating the business name is not enough.

Question 2 (d)
'Describe' questions allow candidates to achieve marks in a number of different ways. This
can be done through including different possible impacts or giving an impact and developing
the answer further. However, to gain all four marks there must be some reference to
the context of the question, this is often the main reason why full marks are not awarded in
questions such as this. It was pleasing to see that many candidates were able to describe
realistic impacts on the business of not printing the factsheets in other languages.

Examiner Comments

This response scored 3 marks. Within the answer the candidate clearly describes a number
of impacts on the business ranging from 'barrier to communication' to 'lost advertising'.
However, full marks cannot be awarded because there is no context included in the answer.
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Examiner Comments

In this answer the candidate achieves marks in two different ways. Firstly, they give a developed
answer as to the effect of AgeUK getting a 'bad reputation'. Secondly, they include two other
impacts, 'people stop using this business' and 'try competitors instead'. Four marks can be
awarded because the answer is written in context through the reference to 'elderly people'.

Question 3 (b)
Regardless of subject matter, or the level of the exam, certain fundamentals apply to
all exam papers. One key requirement of any exam is for the candidates to answer the
question which has been set. This, of course, requires candidates to read the question
carefully. However each year it is clear that candidates do not read the questions carefully
enough and therefore do not answer the question set.
This question was a prime example. A large number of candidates did not understand
that the benefit requested was for the customer. Instead, they answered from the point
of view of the business. Others often started from the customer viewpoint but then
suddenly moved on to talk about the benefits to the business half way through the answer.

10
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Examiner Comments

This answer only focuses on the benefits of the communication for the business. It
therefore does not answer the question which has been set and scores zero marks.

Examiner Comments

In this example the candidate explains the benefit of the
communication for the customer. The benefit is developed in
context and therefore the response achieves three marks.

Examiner Tip

Although it sounds really obvious, answer the question which has
been set. To do this you must read the question very carefully.
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Question 3 (c)
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
Read the question carefully in order to answer the question set.

Examiner Comments

This answer scored 3 marks and:
Develops an advantage ('without
asking the driver') by including
two linked development points,
'other taxi companies don't do
this' and 'would be at the top of
the competition'.
It is written in context through the
reference to 'the driver' and 'taxi'.
The advantage is clearly to the
business and not the customer.
If these points are reinforced to
candidates then their technique
used to answer explain style
questions will no doubt improve.
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Question 3 (d)
Question 3(d) was generally answered well in that candidates gave reasons why this
type of communication would be used by the taxi business. However, only the strongest
candidates identified that there were specific reasons why a taxi business would target this
type of promotion. It was the targeting aspect of the answer that led to full marks and
often made the difference between a candidate achieving two or three marks.

Examiner Comments

In this first example the candidate gives a valid reason 'to increase customers',
but does not specify why targeting restaurants and travel agents would help
achieve this. The answer is also not written in context as there is no reference
to Blueline, or the functions it carries out. Two marks are awarded.
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Examiner Comments

In this example the full three marks are awarded because there is clear understanding
of why these types of business are targeted, eg had alcohol and cannot drive.
There is also clear context throughout the answer.

Question 4 (b)
Here the command word is 'outline' and the question is worth 2 marks. '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 question also refers to 'Lydia's business' and therefore needs to be answered in context
for both marks to be awarded.

Examiner Comments

In this example a good reason is given and then developed. However, despite this, only
one mark can be awarded as there is no application to Lydia's business of selling cakes.

Examiner Comments

This answer gains two marks as there is clear
reference to what Lydia's business does, ie
design cakes.

14
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Examiner Tip

Try to show good technique in all questions,
even those worth only a low number of marks.

Question 4 (c)
This question is typical of the type of question that has appeared in all exam series so far
which requires candidates to explain the advantage/disadvantage of using a particular
method of communication. A point for centres to note is that candidates should be
encouraged not to use 'easier', 'cheaper' or 'quicker' as possible answers unless they
quantify this in some way. Marks will not be awarded unless the candidate clearly explains
why the method of communication is quicker or easier.

Examiner Comments

This response scored two marks. Although the candidate in this example does quantify
'quicker' by adding 'than verbal communication...' there are still two fundamental issues
with this answer that could have been easily improved upon. Firstly, the candidate
makes the mistake of giving two advantages instead of one. This is often easily
detected in an answer through the use of 'also'. Secondly, the answer is not written
in the context of Lydia's business. The context in this question was a bakery business
which was a relatively easy context to apply in answers to this particular question.
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Examiner Comments

This response scored three marks. The candidate starts the answer in a similar
way but develops the answer more successfully and is awarded full marks. Note
that simply saying 'quicker' would not have scored a mark but this candidate
explains how it is quicker by comparing it to face-to-face communication. There
is also clear context in the reference to 'designing and producing the cakes'.

Question 4 (d)
Question 4(d) was the first question on the paper to be assessed using levels. In these
questions, marks are awarded based on assessing which level the answer is in, ranging
from Level 1 up to Level 3. There was a clear improvement this year in how candidates
answered this type of question. Centres are clearly helping to develop candidate technique
and as a result far more responses are being assessed in Level 3. However, there are
still a significant number of answers that contain some excellent analysis but do not offer
any evaluative comment. This would confine such an answer to the top of Level 2 in this
particular question, therefore achieving four marks.
In order to get into Level 3 both evaluation and context are needed. Evaluation can be
seen where a candidate offers balance in their answer and considers both the positive and
negative aspects of their opinion or judgement. Context has already been explained within
the report but also needs to be present in order to be judged to be a Level 3 answer. It
is also advisable to finish this type of question with a conclusion which clearly focuses the
candidate's opinion and the key reason(s) supporting the opinion.

16
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Examiner Comments

This example clearly demonstrates the previous
points. It is a well written answer which contains some
excellent analysis to support an opinion. However,
because the answer only focuses on the positive reasons
why the first option is the most effective there is no
evaluation is taking place. The answer can therefore
not be placed in Level 3. Four marks are awarded.
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Examiner Comments

This is another well-written answer. However, this answer was awarded six
marks because the candidate clearly evaluates their opinion/choice by
considering the possible negatives of the selected option. The answer also
finishes with a well written conclusion which focuses on a key reason to justify
the selected option. Candidates should use conclusions to do this rather than
write a bland concluding sentence that offers nothing extra to the answer.

Examiner Tip

In levelled questions always make sure to check you have:
given reasons for your choice
given balance to your answer by showing you have also
included the possible drawbacks of your choice
written the answer in the context of the business in the
question
finished with a conclusion that clarifies the key reasons
supporting your opinion.

Question 5 (a)
A key feature of this paper was a poor response to questions requiring a definition. Centres
should be aware that this type of question appears on all papers and the terms used in
the question are taken straight from the specification. Therefore if candidates have not
developed adequate knowledge of the terms then they will lose valuable marks.
Another key point to note is that these questions are worth two marks. To achieve both
marks then the definition must be perfect, often requiring two distinct points within the
definition. Answers that show some understanding of the term but are not written in a
totally accurate way are awarded one mark.

Examiner Comments

This question required candidates to give a definition of the term 'webinar'. This required
candidates to make two key points in the definition. Firstly, that it is a seminar/lecture/presentation
and secondly it is delivered via the internet or web.
Many candidates, such as this, understood the term but could not express themselves clearly
enough to be awarded both marks. This was commonly seen in answers which said a webinar was a
'meeting held over the internet'. This was classed as an imperfect definition and awarded one mark.
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Examiner Comments

This is an example of an accurate definition with two clear points, 'a
seminar' and 'done over the internet'. Two marks were awarded.

Question 5 (b)
This question was very poorly answered with many candidates struggling to explain why
allowing customers to purchase the product via the internet was a positive to Cisco. There
were lots of vague answers and in those which scored marks the most common answer
was linked to increased accessibility because lots of businesses/people had access to the
internet.
However, if candidates thought about their answer a little more there were some excellent
opportunities to score well if they considered why the internet was better than alternative
ways to install software such as installing via a disk.
Centres are preparing candidates well for exams but it is also important for candidates to
develop the ability to think and be analytical in answers where necessary.

Examiner Comments

A lot of candidates scored zero or one for this question and even in examples
such as this, where the candidate scored two marks, the answer was quite
general and could have been improved by thinking about the question more.
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Question 5 (c)
Question 5(c) proved to be much more accessible to candidates than 5(b). Answers tended
to be more specific and clearly linked to the needs of an organisation such as Barnado's.
This question also highlights well what a candidate is allowed to use as context in an
answer. The information above the question, referred to as the stem, is additional
information that a candidate can refer to in their answer if applicable. If this is done then
the answer can be considered to be in context and applied to the business. Information
included in the actual question is not allowed to be used as context.
In this question many candidates wrote in context by referring to the nine regional centres
which are provided in the stem just above the question. There is no problem with this.

Examiner Comments

This is an excellent response which scored three marks. The answer fully explains the reason
in context by referring to both 'nine regional centres' and 'care for children'. Both of these
are not referred to in the stem or in the wording of the question so are allowed as context.

20
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Examiner Comments

This is a very similar response but can only be awarded two marks because the context of the
answer is not specific to Barnado's. It can be applied to almost any type of business. The
word 'centres' is used but this is not specific enough as other businesses also have 'centres'.

Question 5 (d)
Although worth 8 marks, state and explain questions are actually assessed in a 2 x 4 split
using the same criteria as other explain style questions; the only difference being that three
linked strands of explanation are required instead of two. There has been an issue in
previous papers with candidates neglecting context when answering this type of question.
However, in this paper candidates were much more comfortable with the context of the
question and applied their answers much better to the context of university learning.  
One key issue with this question was the number of candidates who explained advantages
and disadvantages from the viewpoint of the students. The question asks for advantage/
disadvantage to the university. Candidates often did not develop their answer to show how
improved student learning benefited the university. This resulted in many answers
achieving 6 marks instead of 8.
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Examiner Comments

This answer clearly demonstrates the previous point. The answer is very detailed
and well explained but only explains the impact on the student. Attention to
detail is important in securing full marks. This response was awarded 6 marks.

22
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Examiner Comments

This example scored seven marks in total and is very useful for comparison
purposes. The explanation linked to the advantage has been developed to
show the positive impact on the university in that NTU will not have to create
additional revision materials. This part of the answer was awarded 4 marks.
The second part of the answer linked to the disadvantage only explains how
making the lectures available in this way will be negative for the students.
This has not been developed into how this would be an issue for the
university. This part of the answer was awarded 3 marks.
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Question 6 (a)
This is an example of another question which assesses the knowledge of candidates. The
same principles apply as discussed earlier in 5(a).

Examiner Comments

This response scored two marks. In order to achieve both marks there need to be
two distinct features of the definition given in the answer. This can be seen in this
example through 'company expands' and 'used in loads of countries world-wide'.

Examiner Comments

In this example the candidate shows some knowledge but only includes one feature
in the definition, 'sells products in countries all over the globe'. This response scored
one mark and another feature was needed before two marks could be awarded.
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Question 6 (b)
The structure of possible answers for 'describe' questions was covered earlier in information
provided for 2(d). This question should have been very straightforward if candidates picked
up on two key points in the question. Firstly, the issues requested related to the design
aspects of the presentation and secondly the presentation was to be given online. Many
candidates did not recognise this and therefore scored weakly on this question.

Examiner Comments

This response scored three marks. The example indicates that the candidate does recognise
the question is related to how the presentation is designed. Features such as consistent
backgrounds, font colour and font size are all included in the answer. However, there is no
recognition of the online nature of the presentation. Full marks cannot be awarded.

Examiner Comments

This is a common example of responses seen to this question.
The candidate does not give any specific design features within
the answer. It is simply a general statement which does not
actually answer the question. Zero marks were awarded.
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Question 6 (c)
Question 6(c) was a levelled question worth 6 marks. As mentioned earlier, responses to
levelled questions continue to improve on this paper indicating candidates are being well
prepared in terms of their exam technique. However, this individual question was the
exception and resulted in some very poor answers. There were two clear reasons for
this. Firstly, there continues to be a poor understanding of the Data Protection Act. It
is a common topic yet candidates do not fully understand the impact it has on business
communication. An in-depth knowledge is not required but it is necessary to understand
how it can influence the way a business communicates.
Secondly, candidates found it very difficult to add evaluative comment in this question
resulting in very few Level 3 responses. It should be noted that evaluation in this question
comes from the negatives of following the Act. A lot of candidates discussed the negatives
of not following the Act, such as getting fined/taken to court. This would only happen
if the business did not follow the Act therefore supporting the argument of following the
requirements of the DPA.

Examiner Comments

In order to reach Level 2 a candidate must give two developed reasons for following the Act.
However, to move into Level 3 there needs to be balance to the discussion and context. This
example shows a common approach to this question in that the candidate only gives a one-sided
argument. The analysis of the reasons is fine and it answers the question however extra work is
needed on levelled questions to reach Level 3. Four marks were awarded for this response.
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Examiner Comments

This answer was not particularly strong but it does highlight how
candidates can improve their marks through including even the
smallest amount of evaluative comment. In this case the candidate
not only discusses the benefits of following the DPA but also mentions
a drawback, 'would cost Cisco time and money'. Although this is not
developed it is enough to move the answer from four to five marks.
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Question 7
This was the final definition based question on the paper where two marks are available and
therefore two features need to be included in the definition. Candidates displayed very poor
knowledge in this particular question and although the question is only worth two marks it
puts pressure on candidates to perform better elsewhere on the paper as a result.

Examiner Comments

A common type of answer where the candidate shows no knowledge
of the specific term. As a result a description of a hierarchical
structure is given. Zero marks were awarded for this response.

Examiner Comments

This is a successful answer which clearly includes two key points of
description within the definition, 'people from different departments' and
'work on a specific project'. Two marks were awarded for this response.
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Question 8
Question 8 was an "outline" question worth two marks. The vast majority of candidates
scored one mark because they could give a reason why good spelling and punctuation were
important. However, very few scored two marks because they did not apply the answer to
the context of the question, SRM, which was needed for the second mark.

Examiner Comments

This response scored one mark and was typical of many answers. A clear
reason is given but it is not applied to the business and it is an important
reason for any business. Application is needed for the second mark.

Examiner Comments

This response shows how to develop an answer by applying it to the business in the question.
By including 'leading company known for the production of many well known buildings' the
candidate's answer is clearly about SRM. Therefore the full two marks can be awarded.
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Question 9
The level of knowledge and analysis shown in Question 9 was very good. Many candidates
had a clear understanding of the appraisal process and could analyse why it helped to retain
employees. However, candidates struggled to include evaluation in this particular question.
To get into Level 3 candidates had to consider why appraisal may not be the best way to
retain employees. This could be done by including possible disadvantages of the process
or alternatively by considering that other processes may be more important than appraisal.
This could include the level of pay or other motivation techniques used within the business.

Examiner Comments

This example highlights the issue of a candidate having both good knowledge
and supporting this with good analysis but not offering any evaluation. This
means the answer stays at the top of Level 2 and is awarded four marks.
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Examiner Comments

This answer has been developed a little further in that an evaluative comment has
been included at the end of the answer. The candidate has commented that if
appraisals just focused on praise then there may be no targets for improvement.
Although slightly unrealistic, it does show the candidate has considered there are
possible issues with just relying on appraisal to retain employees.
This response scored five marks. The answer does not score full marks as there is
no context within the answer and it could be supported by a conclusion.

Examiner Tip

Always check that answers to levelled questions have both evaluation and context.
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Question 10
Question 10 is the longest question on the paper and is worth 10 marks. However, the
same principles apply when assessing this question in that the question is assessed using
levels. As mentioned earlier, both context and balance are therefore vital in writing good
answers.
One further point is the amount candidates wrote in this question. In previous reports it
has been highlighted that candidates were often writing too much in answers. Instead
of adding detail to answers this often increased the vagueness and led to answers losing
structure and moving away from answering the question. In this paper it was good to
see that this advice had been followed and there were shorter, structured answers. The
space provided in the paper is an indication of the necessary detail required for a high level
answer.
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Examiner Comments

As mentioned, evaluation and context are key concepts that need
to be included in candidates' answers. However, the ability to write
meaningful conclusions also helps to give structure to an answer.
This is a good answer which considers why meetings are both
important and could also cause problems. However, there is little
conclusion to the answer which either summarises the candidate's
discussion or highlights if some points of the discussion have more
influence than others. Eight marks were awarded for this response.

Examiner Tip

Candidates should try not to write conclusions which
simply repeat points made earlier in the answer. A
conclusion should draw out what is the most important
factor in the discussion that has allowed an opinion to
be formed. This is a difficult thing for candidates to
grasp but when they do it brings a clear structure to
the answer and helps with extended writing.
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Paper Summary
Based on their performance on this paper, candidates are offered the following advice:
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•

use context in your answers when required in order to maximise marks

•

do not give definitions of key terms in questions where they are not needed

•

develop your knowledge of key terms from the specification

•

only give one reason or method in explanation questions and develop this with two
linked points rather than give other reasons or methods

•

always give balance to judgements in "evaluation" or "justify" questions which involves
including disadvantages of the method chosen as well as reasons to support the judgement

•

write a conclusion for levelled questions as this helps to summarise the key points used
in making judgements or giving opinions.
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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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