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[bookmark: TemplateOverview]This report provides sample answers or an indication of what answers may have included. Unless otherwise stated, these are not intended to be exemplary or complete responses. 
The statistics in this report may be subject to rounding, resulting in a total of more or less than 100 per cent.
Section A – Multiple-choice questions
The table below indicates the percentage of students who chose each option. The correct answer is indicated by grey shading.
	Question
	Correct answer
	% A
	% B
	% C
	% D
	Comments

	1
	D
	4
	8
	25
	63
	Desktop publishing software is used to create and combine text and graphics to produce professionally finished documents for publication in print or digital form, such as a brochure. Presentation software is used to create and display visual aids, typically in the form of a digital slide show.

	2
	A
	92
	4
	2
	2
	

	3
	B
	2
	76
	19
	3
	Establishing rapport is based on creating a positive and trusting relationship through empathetic and genuine communication.
Making sure that a customer receives the correct product (option C) demonstrates reliability.

	4
	D
	2
	3
	1
	94
	

	5
	B
	4
	84
	5
	7
	

	6
	D
	28
	4
	10
	58
	

	7
	B
	9
	71
	6
	14
	Communication is a two-way process, involving the sender to give information and the audience to receive it.	

	8
	A
	67
	7
	18
	8
	

	9
	C
	0
	5
	92
	2
	

	10
	A
	85
	5
	8
	2
	

	11
	C
	4
	9
	84
	3
	

	12
	A
	96
	3
	2
	0
	

	13
	A
	81
	7
	7
	5
	

	14
	D
	19
	4
	21
	56
	This question asked for the best way to assist a colleague who is in a client meeting.  
Giving the colleague access to the document on a shared cloud-based system is instant and a follow-up text message is not intrusive.
Given the colleague is in the meeting with the client, it is better not to interrupt with a phone call (option A).
Given the colleague needs to share the document with the client, it is not appropriate to send the document directly to the client (option C).

	15
	C
	0
	1
	97
	1
	

	16
	B
	15
	48
	8
	28
	A desktop hard drive is either housed in the desktop computer's case or connects to the desktop externally. It is different from a laptop hard drive.
An internal server with remote access (option D) is a computer on a private network that can be accessed from a different location.

	17
	A
	97
	2
	0
	1
	

	18
	D
	4
	5
	7
	84
	

	19
	C
	13
	13
	66
	8
	Recognition of the short timeframe to collect feedback was key to answering this question. Setting up a digital survey and establishing a link is an efficient and effective way to request and receive information in a short timeframe.
Given the task is to collect current information, using information already on file is not suitable (option A).
The timeframe to collect information is short. Phoning customers (option B) is time-consuming, labour-intensive and does not always give customers the opportunity to respond when best suits them, without call-backs.

	20
	C
	1
	0
	91
	8
	






Section B
Question 1a.
	Marks
	0
	1
	Average

	%
	20
	80
	0.8


One mark was given for reference to the division of time between the demands of work and personal life.
When asked to give a definition of a term, students are encouraged to avoid using key words in the term in their definition where possible. Responses that referred to an ‘equal’ distribution of time between work and personal commitments were not accepted.
Question 1b.
	Marks
	0
	1
	2
	Average

	%
	6
	19
	76
	1.7


One mark each was given for giving two different signs of stress in the workplace.
Possible signs of stress included: 
lower quality of work / decreased work output 
chronic tiredness; chronic fatigue 
absenteeism 
mood swings / irritability / antisocial behaviour 
disconnectedness from colleagues / withdrawal 
disconnectedness from work / lack of focus / difficulty concentrating 
poorer physical health – headache / digestive issues 
increased anxiety 
substance abuse. 
This question was completed well, showing that students could generally distinguish between signs of stress and sources of stress.
Question 1c.i.
	Marks
	0
	1
	Average

	%
	8
	92
	0.9


One mark was given for identifying a strategy an employer could use to support a stressed employee.
Possible strategies were:
speak with the employee to understand the source of stress OR reassure them and provide emotional support (must state the intent of the discussion)
ensure a reasonable workload – examine the employee’s workload to ensure they are not under the pressure of a load that does not match their scheduled work hours
allocate meaningful work – ensure that the employee has meaningful work that challenges them
give positive reinforcement – provide regular constructive feedback to make the employee feel valued
provide role clarity – ensure that the employee has clearly understood the guidelines for their work
ensure allocated work matches the employee’s competencies – ensure the tasks assigned to the worker do not require knowledge or skills beyond their competencies
provide access to supports such as an employee assistance program (EAP) / counselling / psychologist service
provide flexible work arrangements to meet the employee’s needs without compromising the needs of the employer
assign a mentor/coach to help support the employee with time and task management
provide a wellness area. 
This content was generally well understood, recognising the professional role of the employer.
Question 1c.ii.
	Marks
	0
	1
	Average

	%
	15
	85
	0.9


One mark was given for identifying a strategy an employee could use to help themselves.
The strategy had to be distinct from the strategy provided in Question c.i.
Possible strategies were:
talk to supervisors/colleagues to seek emotional support – seek support from resources such as EAPs or mental health professionals
create a healthy balance between professional and personal life – make time for hobbies, spending time with loved ones outside of work hours; take holidays / annual leave
practise mindfulness and meditation – engage in activities like deep breathing / meditation / walks to stay present and refocus
take regular breaks during the workday to look after own wellness / to be able to approach tasks productively
approach a colleague/manager for assistance when needed so tasks do not become overwhelming
participate in team activities to promote own sense of belonging
upskill / participate in training to close a skills gap that is causing stress.
This content was generally well understood, with responses focused on practices to help oneself.
Question 2a.
	Marks
	0
	1
	2
	Average

	%
	3
	15
	82
	1.8


One mark was given for identifying a feature unique to the information being public.
One mark was given for identifying a feature unique to the information being private.


Sample of an acceptable response: 
public – information that is openly available to the general populace; information that is available without restriction
private – information that needs to be protected for legal, security or privacy reasons; information that needs to be restricted to those with a specific role and need for the information. 
It was not sufficient to outline a feature of one and state that this is not a feature of the other. Students had to outline two different features to distinguish between public and private information.
Question 2b.
	Marks
	0
	1
	2
	Average

	%
	5
	71
	24
	1.2


One mark was given for correctly identifying each type of information as private and giving a valid reason.
Sample responses are shown in the table below.
	Type of information
	Public or private
	Reason for choice

	employment contracts
	private 
	This information contains personal details, which should be protected.

	manufacturer’s designs
	private
	This is the company’s intellectual property and must be protected so competitors cannot copy it.


The first type of information, ‘Employment contracts’, was generally correctly identified as being private, with sound reasons given for the choice.
The second type of information, ‘Manufacturer’s designs’, was commonly and incorrectly identified as being public information. The reasoning for these choices showed that several students mistook manufacturer’s designs as being the same as products.
Question 2c.
	Marks
	0
	1
	2
	Average

	%
	20
	41
	39
	1.2


One mark was given for each distinct process given.
The reference had to be specific (but not necessarily unique) to the use of digital tools.
The reference had to be specific (but not necessarily unique) to private information.
Acceptable responses included:
protect with a password; implement two factor authentication; implement facial recognition
encrypt data when sending/storing information
restrict access on a needs basis / to authorised personnel
delete/archive/de-identify personal information once no longer needed
protect drives/network/servers with security software; implement cybersecurity tools
secure physical storage of devices/hardware.
Incorrect responses included those that did not refer to the use of digital tools, that did not provide two distinct processes or that did not identify processes but instead identified tools that would be used in processes.
Students are reminded to consider the difference between tools and processes. 
Question 3a.
	Marks
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	3
	8
	9
	20
	22
	23
	15
	3.8


One mark was given for each correct agenda detail.
One mark was given for each correct business letter detail.
Acceptable responses are shown in the table below.
	Document
	Details communicated in the document

	Agenda 
	invited participants
meeting chairperson
agenda items
minute-taker
persons responsible for agenda items / presenters
attachments/references relevant to agenda items
location of meeting – place or link to online meeting
not accepted: purpose of meeting
not accepted: apologies (not contemporary practice)
not accepted: any other business (AOB) (comes under agenda items)

	Business letter 
	sender’s contact details (letterhead)
salutation/greeting
subject
message / body text
name of sender
job role of sender / complimentary close
list of any enclosures
initials of person preparing the letter on the sender’s behalf (reference initials)



Students are advised to provide distinct responses to show a breadth of knowledge.
One common error is where responses listed several related components in a business letter, such as ‘signature, sender’s name, sender’s job role.’ 


Question 3b.
	Marks
	0
	1
	2
	3
	Average

	%
	37
	30
	25
	8
	1.0


One mark was given for each correct line of the inside address.
As it is an open punctuation letter, no line containing punctuation was given a mark.
Giving the recipient a title was incorrect; therefore, the mark was not awarded for the first line if a title was assumed and added.
The inside address should have been written as:
Nala Clarkson
78 Maple Grove
Brentsford VIC 3999
This question was not responded to well. Common errors included the use of punctuation, omission of details and incorrect capitalisation.
Question 4a.
	Marks
	0
	1
	2
	3
	Average

	%
	3
	9
	37
	51
	2.4


One mark was given for each error correctly identified, with the accurate correction.
	Error
	Correction

	knew
	new

	their
	there

	institution
	institutions


This question was generally completed well.
Question 4b.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	4
	8
	20
	31
	37
	2.9


Two marks were awarded for each type of correct formatting identified for ‘The Wonders of Technology’.
Two marks were awarded for each type of correct formatting identified for ‘Professional Learning Opportunity’.


	Text
	Formatting

	‘The Wonders of Technology’
	increase text size
bold

	‘Professional Learning Opportunity’
	centre
italics


This question was responded to well. It was expected that ‘italics’ or ‘italicise’ were terms familiar to students, so responses identifying the formatting of ‘Professional Learning Opportunity’ as ‘slanty’, ‘tilted’ or similar were not accepted.
Question 5a.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	7
	10
	26
	32
	25
	2.6


One mark was awarded for each explained use of infographics (up to two marks).
One mark was awarded for each advantage of using an infographic (at least two were needed for a student to be eligible for full marks).
Accepted responses included:
summarises/simplifies data – helping the reader to process and understand large amounts of data quickly/easily
processes and presents raw data in a readable form – saving the reader time/work of processing the data
key data is selected for presentation – focuses the reader / removes distractions in data
infographics are more visually appealing – engages the reader. 
Several responses did not include two advantages but included further explanation of the use of an infographic. Many responses did not include four distinct points.  
Question 5b.
	Marks
	0
	1
	Average

	%
	47
	53
	0.6


One mark was awarded for outlining the advantage of pie charts to represent the data.
Sample of an acceptable response:
The pie represents the whole / 100% and the portion/percentage represented by each segment is clearly shown, whereas the shape of triangles does not provide a good proportional representation of the data. 
Several responses did not recognise the display of percentages in Section 1 of the infographic and the suitability of pie charts to present this information. Students are reminded to consider different ways of presenting text information in a visual form to increase readability.
Question 5c.
	Marks
	0
	1
	Average

	%
	88
	12
	0.1


One mark was given for a valid explanation of why the order of data presented in Section 2 was misleading compared with the data presented in Section 1.
Sample of an acceptable response:
The data in Section 1 is ordered from highest to lowest, whereas the data in Section 2 is randomly ordered. 
Most responses did not recognise ‘the order in which the data was presented’, which was key to this question.
Question 5d.
	Marks
	0
	1
	2
	Average

	%
	28
	45
	27
	1.0


Either:
One mark was awarded for stating that misleading data gives the wrong impression to the reader and one mark was awarded for outlining a consequence of the reader being under the wrong impression.
OR
Two marks were awarded for outlining two different consequences of the reader being under the wrong impression.
Sample of an acceptable response:
Misleading data gives the wrong impression to the reader and this impression will then be used to draw incorrect conclusions / make incorrect decisions.
‘Misinterpretation’ was often included as a consequence of inaccurate information. This was not accepted, as the onus of misinterpretation is on the reader. In this case, the writer is responsible for providing inaccurate information.
Students are reminded to consider methods for, and the importance of, clearly and accurately communicating information to increase readability.
Question 5e.
	Marks
	0
	1
	Average

	%
	44
	56
	0.6


One mark was given for stating why the statistic was not expressed as a percentage.


Accepted responses included:
to make the point stand out
to make the infographic more engaging for the reader 
so that the statistic is expressed to match the visual.
Several responses incorrectly associated the whole numbers with whole people, stating that the statistic could not contain a fraction of a person. Statistics can measure any item/subject by fraction.
Question 5f.
	Marks
	0
	1
	2
	Average

	%
	27
	42
	31
	1.1


One mark was awarded for a valid strategy to address the issue of delivery times. This needed to relate to the product getting to the customer faster.
One mark was awarded for a valid strategy to address the issue of returns/exchanges. This needed to relate to the need for a simpler process for customers.
Sample responses are shown in the table below.
	Issue
	Strategy

	delivery times
	research alternative delivery services that can offer shorter delivery times for a reasonable rate

	returns/exchanges
	review the current process with the aim to streamline so that the process is simpler for customers


The strategy needed to be more than just restating the issue. Responses such as ‘Returns/exchanges – simplify the process’ were considered incorrect.
‘Delivery times’ was generally dealt with well, with a small range of strategies identified. Responses did not always reference the infographic to identify that the issue with returns/exchanges was that customers wanted a simpler process. Suggested strategies needed to be customer-focused and based on simplifying the process. For example, increasing the acceptable period for returns was customer-focused but did not simplify the process and was therefore not awarded a mark.
Question 5g.
	Marks
	0
	1
	2
	Average

	%
	13
	41
	46
	1.3


One mark was given for each advantage of an employee understanding customer service standards.
The advantage could have been for the business/employee or the customer.
Accepted responses included:
customer satisfaction – so that service can be delivered at a level that customers expect
positive word of mouth by happy customers – customers promote the business because of positive experiences
retention of customers based on good customer experience
fewer complaints – response to complaints uses resources to resolve, which could otherwise be put to more positive use
consistent delivery/representation by staff
high-quality delivery/representation by staff because of understood expectations.
A variety of responses were provided for this question. A common error was confusing customer service standards, which define the minimum service quality for customers, with customer service processes, which outline actions to follow to serve customers.
Students are reminded to consider the difference between standards and processes.
Question 6a.
	Marks
	0
	1
	2
	Average

	%
	10
	27
	64
	1.6


One mark was given for a closed question that was relevant to the given scenario.
One mark was given for an open question that was relevant to the given scenario.
Closed questions prompt for limited responses: yes/no, one word or short responses.
Open questions prompt the respondent to elaborate, allow for more detailed and varied answers and open a discussion on the topic.
Note: The questions are being asked by the business, not the customer.
Sample responses are shown in the table below.
	Type
	Response

	Closed 
	Do you have a cuisine in mind? 
How many guests will be attending the event? What is the venue for the event? 
Do you require us to serve the guests? 
What time can we get access to the venue?

	Open
	Can you describe the venue to me? 
Could you tell me more about the types of food you would like served?
Could you describe the event to me?


Responses were generally valid for this question. Common errors included interpreting a closed question as one requiring a ‘yes/no’ response and an open question prompting for a short descriptive response. This showed a lack of understanding of the intent of an open question to gather information.
[bookmark: gottohere]Question 6b.
	Marks
	0
	1
	2
	Average

	%
	53
	32
	16
	0.7


One mark was awarded for each correctly identified sales resource with a description of how it would be used to assist the customer. The focus needed to be on understanding the customer’s space and desired design/look. The description of how the sales resource would be used needed to be outcomes-focused.
Sample responses are shown in the table below.
	Sales resource
	How it could be used

	colour sample 
(swatches, not sample pots)
	show the customer colour samples to help narrow down their colour choices / choose their colour

	images
	show internet images of similar areas in the home to better understand the space the customer needs to paint

	brochures
	show brochures with images to better understand the customer’s likes and dislikes

	augmented reality
	show the customer different colours using photographs of their spaces to help them narrow down their colour choices / choose their colour

	business’s website
	show product range and sample images of spaces showcasing paint colours


‘Show the customer possible colours’ was not an accepted response.
This question highlighted an issue with knowledge of sales resources. Many responses also did not focus on the need identified in the prompt to help the customer to ‘describe the space to be painted and the design they would like to achieve.’ Responses that were focused on suggesting the correct product, for example, were not accepted, as this was solution-focused instead of being needs-focused.
Students are reminded to consider the needs of customers when choosing the most appropriate methods and resources to deliver quality customer service.
Question 6c.
	Marks
	0
	1
	2
	Average

	%
	34
	36
	30
	1.0


One mark was given for each benefit for the business linked back to tailoring the sales resource.
Acceptable responses included:
helps the business to communicate how the sales solution will address their pain point / problem
stronger customer engagement; enables a connection with the customer
higher sales conversion rate as customers are more likely to buy a product that will help them / is tailored to their needs
unique selling point differentiating your business from competitors that do not offer customisation.
A common issue with responses to this question was a lack of detail. Several students stated an outcome of tailoring resources to suit the needs of the customer but did not go further to state the resulting benefit for the business. For example, the outcome of presenting product solutions specific to the customer could be stronger customer engagement. 
Students are reminded to consider the difference between methods to assist a customer and the resulting benefit for the customer.
Question 6d.
	Marks
	0
	1
	2
	Average

	%
	41
	21
	38
	1.0


One mark was given for identifying a legislative requirement relevant to the provision of information to customers.
One mark was given for a practical example relevant to the provision of information to customers in accordance with the legislative requirement OR the correct associated piece of legislation.
Acceptable responses included:
Information must be accurate – for example, information on pricing must be accurate so that customers do not commit to a purchase and then the price is increased.
Information must be complete – the customer must be presented with all relevant product information to make an informed decision.
Contracts must be easy to understand – the customer must be able to understand the way the terms are expressed so they do not make a commitment they otherwise would not.
Customer should be protected from unsolicited information – a customer’s details that are collected for one purpose must not be used to send the customer information for which they have not given permission, such as sending promotional emails.
A variety of responses were given for this question, with reference to different pieces of legislation. A common error was not adequately addressing both parts of the question.
Question 7a.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	46
	10
	39
	2
	3
	1.1


One mark was given for each correct improvement suggested.
One mark was given for each valid explanation to support use of the chosen improvement in the given scenario.
Sample responses are shown in the table below.
	Change
	How the change will assist Jasmine 

	include times in consistent intervals/blocks instead of just am and pm, e.g. 30 minutes
	gives a time limit to tasks / Jasmine can see what she should be doing at a particular time

	list tasks as separate points
	increases readability to more easily see what tasks need to be done and how many there are


This question was not answered well. The most common error was neglecting the requirement to suggest ‘changes to the schedule’s layout and style.’ While the focus should have been on the schedule – a plan that lists events and times – responses tended to focus on the process of scheduling. Common errors included listing techniques such as time blocking and prioritising.
Students are reminded to consider the difference between a schedule, which is a time and task management tool, and scheduling, which is the process of planning for task completion in a period of time.
Question 7b.
	Marks
	0
	1
	2
	3
	Average

	%
	18
	28
	39
	16
	1.5


One mark was given for each reason to explain the three priority matrix points listed.
Sample of an acceptable response:
Point 1 – Urgent emails should be attended to first thing and remaining emails can be attended to later in the day.
Point 2 – In line with the SMART principle, the new wording is more specific. Jasmine might have more than one presentation on her task list. 
Point 3 – This task is not aligned with Jasmine’s own work responsibilities. She cannot be monitoring the reception and helping with the morning tea at the same time.
Many students were able to address at least one or two out of the three points correctly. This question did require a level of analysis. Restating the change outlined in the prompt was a common error.
Question 8a.
	Marks
	0
	1
	2
	Average

	%
	10
	37
	53
	1.5


One mark was given for each benefit of using organisational templates.
Acceptable responses included:
to ensure consistency of presentation across the organisation
to ensure that all required details are included
to maintain branding
to save time on formatting.
‘Professional presentation’ was not an accepted response.
This question was responded to well, with a variety of responses given by students. This showed a good understanding of the significance of using organisational templates in business.
Question 8b.
	Marks
	0
	1
	2
	Average

	%
	11
	32
	57
	1.5


One mark was given for each detail that could be included in the filename so the file would be easily identifiable.
Acceptable responses included:
date the report was prepared
subject of the report
report category
period being reported on, e.g. Quarter 2.
This question was responded to well by students. Common errors included the suggestion of details that were too broad, such as ‘the detail in the report’.
Question 9a.
	Marks
	0
	1
	2
	Average

	%
	13
	37
	50
	1.4


One mark was given for each detail not communicated in the email message.
Accepted responses included:
does not inform about the topic of the training session
does not inform about the format of the meeting, e.g. face-to-face (F2F) workshop, online meeting
does not explain who Frida is or her position in the company
does not inform that attendance is compulsory
does not provide the location of the training session
does not outline requirements, e.g. what to bring.
The date and time of the session were not accepted responses. Although these details are not written in the correct format, they are communicated in the message.
This question was generally responded to well. It was expected that students refer to the expected information given in the prompt and compare it with the email message. Location, not mentioned in the prompt, was also accepted as an answer as this would be mandatory information in a meeting invite.
A common error was students referencing details outside the body of the email, such as the absence of a complimentary close.
Question 9b.
	Marks
	0
	1
	2
	Average

	%
	26
	47
	27
	1.0


One mark was given for each valid consequence of the message.
‘Perception’ could have applied to the recipient’s perception of the business or how the message applied to them.
Accepted responses included:
gives a poor impression of organisational culture to new recruits
sets a poor example on expected standard of communication at the business
makes new recruits feel unwelcome
incites stress
creates confusion regarding expectations (e.g. what it is about, where it is located)
impedes attendance and completion of training, since it means that staff do not know that attendance is compulsory.
A variety of responses were given to this question. There was more of a focus on whether the employee would attend the training session as a result of the poorly worded message. ‘Not attending due to not knowing where to go’ was not accepted, given the email is sent more than one month before the training session. If both points related to the non-attendance for different reasons, such as not knowing what the training session was about and not knowing that it was compulsory, no marks were awarded.
Question 9c.
	Marks
	0
	1
	2
	3
	Average

	%
	12
	16
	20
	53
	2.2


One mark was given for each piece of information included and written professionally.
Accepted pieces of information conveyed in the response included:
facilitator – ‘Frida, the human resources team leader’
subject – ‘training session on workplace communication’
attendees – new employees
date and time – 9 September, 10am–12pm
location – student can make this up
requirement to attend – ‘It is expected that you will attend this session’.
There were some common reasons for responses not to receive marks for this question, although it was generally responded to well. Some responses focused on message content other than the instruction of ‘convey the intended information’. Responses were not awarded two separate marks for including the date and the time. They were also not awarded marks for a date not written professionally. For example, ‘9th of September’ and ‘September the 9th’ were not accepted. Another common error was to write midday as 12am instead of 12pm, for example, 10am–12am.
Question 9d.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	37
	22
	23
	7
	11
	1.3


One mark was awarded for each identified breach of email etiquette. The breach needed to be correctly qualified by either providing a correction or describing the impact of the breach.
Accepted responses included:
marked high importance unnecessarily – giving information and no urgency
unclear subject – does not assist with filing / later reference; does not encourage the recipient to read the email
sent out of business hours – can be a breach of company policy; can wake people who get alerts on their phone.
Consistently, responses did not identify breaches of email etiquette and generally did not include four points of information to be potentially eligible for four marks. Students should be familiar with contemporary digital processes and standards, including for communication.
Question 10a.
	Marks
	0
	1
	2
	Average

	%
	79
	13
	8
	0.3


One mark was given for each correct step provided to resolve the described challenge of not knowing how to respond to the negative review.
Accepted responses included:
look up example responses online by other companies
look up previous responses to customer reviews at the organisation
ask a supervisor/manager for assistance
raise the matter at a team meeting to discuss ideas.
Several responses did not differentiate between 10a. and 10b. Instead of focusing on resolving the challenge of being ‘not sure how to respond to the negative review’, many responses suggested an actual response to the post.
Question 10b.
	Marks
	0
	1
	2
	Average

	%
	48
	39
	13
	0.7


One mark was given for each valid piece of information included in the response that was written professionally.
The response should not have assumed accuracy of the customer’s post, given any credibility to the customer’s claims or accepted blame.
Two of the following details could have been included:
acknowledge the customer’s frustration
express regret that they feel that way
assure them that their feedback is valued
assure them that their feedback will be followed up
assure them that the business always strives for quality customer experience
express hope they will return to have a good experience
thank the customer for their feedback.
Several responses did not take note of the detail in the prompt ‘Without knowing if the customer’s review is accurate’ and assumed the review was accurate, offering apologies and accepting blame on behalf of the business. This showed a lack of understanding of the need to investigate customer complaints and the impact of prematurely accepting blame on the business’s brand.
Question 11
	Marks
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	9
	2
	7
	10
	22
	20
	29
	4.1


One mark was given for each of the following:
understanding of the meaning of collaboration
understanding of the meaning of conflict
suggested impact of collaboration on the work environment
suggested impact of conflict on the work environment
a work-based example showing conflict and its impact
a work-based example showing collaboration and its impact.
Sample of an acceptable response:
Collaboration – This is where two or more individuals work together towards a common goal. The result of this work is more likely to have a positive outcome given the pooling of skills. For example, if a team is brainstorming ideas, collectively they will generate more ideas.
Conflict – This is where two or more individuals are working against each other. This negatively impacts the work environment, compromising goal achievement. For example, if there is conflict, tensions are high at the workplace, which inhibits employees from working at their best.
Given this was a longer response question, this question was responded to well. The reason for responses not attaining full marks was more a result of not addressing all parts of the question rather than responding inaccurately or with irrelevant information. Many responses provided too much information on a point, often repeating themselves instead of addressing other required points.
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