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All Candidates' performance across questions

Question Title N Mean S D Max Mark F F Attempt %
1 31 12.8 3.5 28 45.9 100
2 31 10.2 3.7 24 42.5 100
3 31 11.8 3.2 28 42.3 100
4 30 8.8 2.4 20 44.2 96.8
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Sticky Note
Usually the question number

Sticky Note
The number of candidates attempting that question


Sticky Note
The mean score is calculated by adding up the individual candidate scores and dividing by the total number of candidates. If all candidates perform well on a particular item, the mean score will be close to the maximum mark. Conversely, if candidates as a whole perform poorly on the item there will be a large difference between the mean score and the maximum mark. A simple comparison of the mean marks will identify those items that contribute significantly to the overall performance of the candidates.
However, because the maximum mark may not be the same for each item, a comparison of the means provides only a partial indication of candidate performance. Equal means does not necessarily imply equal performance. For questions with different maximum marks, the facility factor should be used to compare performance.


Sticky Note
The standard deviation measures the spread of the data about the mean score. The larger the standard deviation is, the more dispersed (or less consistent) the candidate performances are for that item. An increase in the standard deviation points to increased diversity amongst candidates, or to a more discriminating paper, as the marks are more dispersed about the centre. By contrast a decrease in the standard deviation would suggest more homogeneity amongst the candidates, or a less discriminating paper, as candidate marks are more clustered about the centre.


Sticky Note
This is the maximum mark for a particular question


Sticky Note
The facility factor for an item expresses the mean mark as a percentage of the maximum mark (Max. Mark) and is a measure of the accessibility of the item. If the mean mark obtained by candidates is close to the maximum mark, the facility factor will be close to 100 per cent and the item would be considered to be very accessible. If on the other hand the mean mark is low when compared with the maximum score, the facility factor will be small and the item considered less accessible to candidates.


Sticky Note
For each item the table shows the number (N) and percentage of candidates who attempted the question. When comparing items on this measure it is important to consider the order in which the items appear on the paper. If the total time available for a paper is limited, there is the possibility of some candidates running out of time. This may result in those items towards the end of the paper having a deflated figure on this measure. If the time allocated to the paper is not considered to be a significant factor, a low percentage may indicate issues of accessibility. Where candidates have a choice of question the statistics evidence candidate preferences, but will also be influenced by the teaching policy within centres.
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Answer all questions.

2. Managers in travel and tourism organisations need to ensure that the service their staff deliver
is meeting their customers’ needs. To do this they set customer service quality standards.

	 (b)	 Explain how the range of customer service quality standards set by named travel and 
tourism organisations meet customers’ needs.	 [8]

© WJEC CBAC Ltd.









Sticky Note
This response gives some details of products and services provided for the needs of different customers but does not discuss the specific customer service quality standards set by Paulton's Park so the candidate has not addressed the question and hence cannot move out of the level 1 mark band. 









Sticky Note
This is a basic description of customer service within named travel and tourism organisations rather than an explanation of the customer service quality standards which have been set by the travel and tourism organisations to ensure that customers needs are met. If the candidate had explained that Park Inn staff had to acknowledge people arriving at reception within thirty seconds or answer the telephone within a set number of rings  then those would be customer service quality standards that staff would have to meet to ensure they gave good customer service which met the needs of the clientele.
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3.	
Managers use different management styles when running travel and tourism organisations.

(c)	 Evaluate the strengths and weaknesses of two different management styles you have 
studied.	 [10]

END OF PAPER
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Sticky Note
These are sound descriptions of the two different management styles but the evaluation of the strengths and weaknesses is limited and repetitive so the candidate has just entered the level 2 mark band.









Sticky Note
This is a succinct answer giving a balanced evaluation of the strengths and weaknesses of two different management styles. The response is stronger on the discussion of the democratic management style and hence the mark is limited to the higher end of the level 2 mark range.
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4. Travel and tourism managers need to ensure their organisations comply with the requirements
of a range of laws and regulations.

	 (a)	 Describe the operational practices travel and tourism organisations must have in place 
to ensure the security of information under the requirements of the Data Protection Act 
1998. [10]

Travel and tourism organisations must comply with the Disability Discrimination Acts of 1995 
and 2005, the requirements of which have been updated into the Equality Act 2010.

	 (b)	 For one named travel and tourism organisation you have studied, describe and evaluate 
the measures put in place to comply with current disability laws and regulations for 
external and internal customers, and for people applying for jobs within the organisation.

[10]

Total = 20 marks
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Sticky Note
Basic understanding is shown in the listing of one or two of the procedures that travel and tourism organisations must have in place to comply with the Data Protection Act. However there needs to be detailed description of how customers' data is secured, who can access different types of information held within an organisation and what safeguards are practised to ensure that the requirements of the Act are not breached in order to move into the level 3 mark band.



Sticky Note
This answer is mainly descriptive focusing on a few adaptations and practices in use within Paulton's Park with very little attempt at evaluation of the measures, consequently limiting the marks to the bottom end of the level 2 mark range. 





Sticky Note
The response to this question focuses mainly on adaptations for wheelchair users with limited reference to other disabilities. Although some attempt is made at evaluating these measures there is no comment on internal customers and potential employees of the Copthorne Hotel and how their treatment complies with the current disability legislation consequently limiting the mark to the bottom of the level 2 mark band range.

Sticky Note
Although this candidate clearly knows the principles of the Act there has been no description of the operational practices that will ensure these principles are adhered to within the organisation.
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Question Answer 
Mark 


allocation 
Assessment 


objective 


Q.2 (a)  Assessment of customer’s needs can be achieved by: 
 


 Using market research surveys of various kinds 


 Monitoring suggestions and comments from 
customers  


 Resolving complaints about products or services 
offered  


 Use of focus groups when introducing new 
products or services 


 Identifying trends within different sectors of the 
travel and tourism industry and responding to 
fashions comparison of standards with 
competitor organisations offering similar products 
and services 


 


8 
 
 
 
 
 
 
 
 
 
 
 
 


A01 4 
A02 4 


    Levels marked 
 


 
 


 


   Level1 – One or two ways in which information can be 
gathered from customers are briefly outlined.  


0-3 
 


 


 


   Level 2 – Two or three ways in which information on 
customers needs could be gathered are clearly outlined.  


4-6 
 


 


 


   Level 3 - Three or more ways in which information o 
customers needs could be gathered are outlined in full  


7-8  


 (b)  Possible range of customer service quality standards set 
by named travel and tourism organisations which are 
described cold include: 
 


 Level of staffing  


 Staff presentation and uniform policy 


 Level of service e.g. response times, price and 
value for money 


 Consistency of service levels  


 Product standard e.g. room layout, meal format 


 Accuracy and consistency of information  


 Accessibility both to and within travel and tourism 
organisation  


 Health and safety 


 Cleanliness and hygiene  


 Provision for special needs including foreign 
cultures 


 Price or perceived value for money 


8 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


A02 8 
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Question Answer 
Mark 


allocation 
Assessment 


objective 


   Levels marked  
 


 
 


 


   Level 1 – Answers might only include one or two 
examples of customer service quality standards for 
named travel and tourism organisations with little or no 
explanation of how the standards set would meet 
customers’ needs. 
 


0-3 
 
 
 
 


 


   Level 2 - Some explanation of how three to five 
examples of customer service quality standards set for 
named travel and tourism organisations would meet 
customers’ needs. 
 


4-6  


   Level 3 – Clear explanation of how three to five 
examples of customer service quality standards that 
have been set for named travel and tourism 
organisations will meet customers’ needs with brief 
reference to Maslow’s hierarchy of needs to achieve 
highest mark.  
 
If no examples from named travel and tourism 
organisations have been given then award maximum of 
level 1.  


7-8  


 (c)  Procedures used to monitor customer service quality 
standards could include: 
 


 Customer feedback forms from both internal and 
external customers  


 Collating data from comment cards 


 Observation  


 Recording of informal face to face comments 
received by staff 


 Producing comparison data on sales or booking 
records or other technical data for use over 
different time periods within organisations or 
comparison with other travel and tourism 
organisations of a similar type 


 Examining trends in occupancy levels 


 Monitoring the volume, frequency and type of 
complaints 


 Collecting data on visitor figures and type of 
clientele using the organisations to examine 
changes over time  


8 A02 2 
A04 6 
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Question Answer 
Mark 


allocation 
Assessment 


objective 


(c) Two different management styles chosen from 


 Administrative or Bureaucratic


 Aggressive


 Autocratic


 Committee


 Democratic


 Laissez faire


 Motivational


 Passive


 Paternalistic


10 A01 4 
A04 4 


Levels marked 


Level 1 – Brief description of some of the strengths and 
weaknesses of one or two chosen styles with little or no 
evaluation. Emphasis may be on either strengths or 
weaknesses. 


0-3 


Level 2 – Some evaluation of the strengths and 
weaknesses of two management styles with greater 
emphasis given to one of the chosen styles  


4-7 


Level 3 – clear evaluation of the strengths and 
weaknesses of both the chosen management styles. 


8-10 
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Question Answer 
Mark 


allocation 
Assessment 


objective 


4 (a)  Description of operational practices with regard to Data 
protection to ensure all details are kept and administered 
in accordance with the law. Mention should be made of 
some of the eight data protection principles with which 
organisations must comply with require data to be: 
 


 Fairly and lawfully processed; 


 Processed for limited purposes; 


 Processed for reasons given to the information 
commissioner 


 Adequate, relevant and not excessive; 


 Accurate; 


 Not kept longer than necessary; 


 Processed in accordance with individuals’ rights; 


 Kept secure;  


 Not transferred abroad without adequate 
protection  


 


10 A01 8  


   Details should be given of administration processes 
used by travel and tourism organisations which use 
computers to store data and payment records using 
electronic tills. Access safeguards for these systems 
should be described with possible comment on how 
different levels of staff in an organisation would have 
access to various levels of customers’ data.  


  


   Levels marked 
 


  


   Level 1 – Brief description of 1 or 2 of the procedures 
travel and tourism organisations must have in place to 
ensure that they comply with the Data Protection Act.  
 


0-3  


   Level 2 – Clear description of 3 or more of the 
procedures travel and tourism organisations must have 
in place to comply with the act. Comment should be 
made on security of access and confidentiality 
guarantees.  
 


5-7  


   Level 3 – Detailed description of all procedures travel 
and tourism organisations must have in place to comply 
with the act. Comment should be made on security of 
access and confidentiality guarantees.  
 


8-10  
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Question Answer 
Mark 


allocation 
Assessment 


objective 


 (b)  Named travel and tourism organisation must be given 10 A01 4 
A02 4 
A04 4 


   The current disability law referred to should be the 
Equality Act 2010 but detailed reference to the Disability 
Discrimination Acts 1995 and 2005 as mentioned in the 
specification will be accepted. 
 


  


   The equality Act required travel and tourism 
organisations to have measures in place which are 
designed to prevent both direct and indirect 
discrimination in relation to disability in their: 


 Provision of goods and services  


 Recruitment and selection 


 Pay policies  


 Training and development  


 Selection for promotion  


 Discipline and grievances 


 Policies for countering bullying and harassment   
 


10 A01 4 
A02 4 
A04 4 


   Employers under the Equality Act: 


 Must not directly discriminate against disabled 
persons 


 Must not have procedures, policies or practices 
which disadvantage those who share a particular 
disability.  


 Must make reasonable adjustments to assist in 
the recruitment and employment of disabled 
people 


 Must not treat an employee unfairly who has 
made or supported a complaint about 
discrimination because of disability.  


 


  


   Service providers under the Equality Act have a legal 
requirement to accommodate those with disabilities to 
make reasonable changes to: 


 The way things are done (such as changing a 
policy) 


 The built environment (such as making changes 
to the structure of a building to improve access) 


 Provide auxiliary aids and services (such as 
providing information in an accessible format, an 
induction loop for customers with hearing aids, 
special computer software or additional staff 
support when using a service). 


 


  


   Named travel and tourism organisation must be given   
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Question Answer 
Mark 


allocation 
Assessment 


objective 


   Levels marked 
 


  


   Level 1 - Description may focus on up to three 
adaptations to facilities that have been introduced by the 
named travel and tourism organisation which are briefly 
described. There may be a focus on adaptation for one 
type of disability primarily for external customers. Little or 
no evaluation of the measures in place may be made. 
There may be no comment on measures in place for 
existing staff or those applying for jobs within the 
organisation.  


0-3  


      
   Level 2 – Description may focus on three or more 


measures that have been put in place by the named 
travel and tourism organisation. These may be clearly 
described with evaluative comments made on their 
suitability for different types of disability. Although the 
main focus of the answer may be on the suitability for 
use by external customers, some mention may be made 
of the relevance of the measures in place to existing 
staff within the organisation together with some 
evaluative comments on the organisation’s recruitment 
and employment policies with regard to disability.  
 


4-7  


   Level 3 – Well developed description of four or more 
measures put in place for different types of disability by 
the named travel and tourism organisation to ensure its 
compliance with all aspects of current disability 
legislation for all external customers, existing staff and 
applicants for jobs within the organisation. Evaluation of 
these measures shows full understanding of their 
importance not only in forming part of the organisation’s 
recruitment and employment policies but also to the 
effective operation of its business.  


8-10  


    Total 20 marks  


   Total for paper 100 marks 
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