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General Marking Guidance  

 
 

• All candidates must receive the same treatment.  Examiners must 
mark the first candidate in exactly the same way as they mark 
the last. 

• Mark schemes should be applied positively. Candidates must be 
rewarded for what they have shown they can do rather than 
penalised for omissions.  

• Examiners should mark according to the mark scheme not 
according to their perception of where the grade boundaries may 
lie.  

• There is no ceiling on achievement. All marks on the mark 
scheme should be used appropriately.  

• All the marks on the mark scheme are designed to be awarded. 
Examiners should always award full marks if deserved, i.e. if the 
answer matches the mark scheme.  Examiners should also be 
prepared to award zero marks if the candidate’s response is not 
worthy of credit according to the mark scheme. 

• Where some judgement is required, mark schemes will provide 
the principles by which marks will be awarded and 
exemplification may be limited. 

• When examiners are in doubt regarding the application of the 
mark scheme to a candidate’s response, the team leader must be 
consulted. 

• Crossed out work should be marked UNLESS the candidate has 
replaced it with an alternative response. 
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1(d) Why is it important to protect this data? 
(AO4 – Evaluate = 5) 
 
Valid points could include: 
because personal data could be seen by 
unauthorised people – DPA – CGH Ltd could be 
prosecuted – guests/employees lose confidence in 
CGH Ltd because personal/financial data may be 
used illegally      
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2(a) (i) Explain TWO benefits to CGH Ltd of using a     
     questionnaire to collect this information. 
     (AO1 – Demonstrate = 3, AO2 – Apply = 3) 
 
Valid points could include: 
essential data collected – nothing omitted 
record kept – makes comparison easier 
can act on guests/views/opinions to improve service  
 
Level 2 
Candidate applies knowledge     
Level 1 
Candidate demonstrates knowledge    
 
(ii) Why do you think CGH Ltd uses graphs and charts  
      instead of text and tables? 
     (AO2 – Apply = 2, AO4 – Evaluate = 2) 
 
Valid points could include: 
results can be seen at a glance – clearly shows trends 
where text/tables may not – easier to understand and 
follow because can use 
legend/keys/labels/colours/patterns/shading  
 
Level 2 
Candidate makes judgement(s)    
Level 1 
Candidate applies knowledge     
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3(b) (i) What would be TWO purposes of communication   
within CGH Ltd?   
(AO2 – Apply = 4 marks) 
 

Valid points could include: 
give information – inform the directors of a meeting 
collect information – Simon Dalkin’s research 
clear up problems/positive public image – a quality 
issue with a guest 
keep the hotels running smoothly – liaise/co-ordinate 
all staff    
receive information/feedback – updates 
 
Level 2 
Candidate applies sound knowledge                               
Level 1 
Candidate applies basic knowledge                      
 
If only 1 then max 2  
 
(ii) Suggest the effects that TWO of the above might   
     have on communication. 
    (AO4 – Evaluate = 6 marks) 
 
Valid points could include: 
(misunderstanding) – people not receiving the correct 
information – fail to attend meetings/pass on 
important information/do not carry out a particular 
task 
(using jargon) – receiver of message does not 
understand – leaves him/her frustrated/confused 
(wrong method) – messages do not get through/too 
slow when message urgent 
(equipment) – similar to method – wrong equipment 
used – fax when email would have been better  
all leading to things not getting done and problems 
occurring – employees get frustrated/discontented – 
guests not happy with service, get dissatisfied, 
complain and go elsewhere damaging the hotel’s 
image – missing information could lead to bad 
decisions  
 
Level 2 
Candidate makes sound judgement(s)   
Level 1 
Candidate makes basic judgement(s)   
 
If only 1 max 3. 
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