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Marking scheme

. Maximum Coverage Fixed/Open
FEECIG marks and Range response

1 4 marks 1.2.1 Open
Give four ways the letter is set out to make it more understandable.
Any four from:

e company name

e paragraphs

e sub-headings

e bold

e numbers

e Dullet points
(one mark for each — maximum 4 marks)
(accept similar wording)
2 4 marks 1.21 Fixed
What four options are open to a customer if an appliance has a
manufacturing fault?
full refund
exchange
voucher
repair
(one mark for each — maximum 4 marks)
(accept similar wording)
3 3 marks 1.2.2 Open
How does Appliance World differ from other companies? Give three
examples.
Any three from:

* Norefund if no manufacturing fault

» Norefund for goods damaged through misuse

* Avoucher for £10 more than the original cost

*  More products on display
(one mark for each — maximum 3 marks)
(accept similar wording)
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4

Give three reasons from the letter why the refund is being refused.

Any three from:

e no manufacturing fault found / no refunds unless
manufacturing fault found

e fault caused by misuse / do not accept goods damaged by
misuse / did not follow instructions

e notrequiredto by law
e confident in the high quality of their goods

(one mark for each — maximum 3 marks)

(accept similar wording)

3 marks

1.2.2

Open

5
What two ways can the customer obtain another set of
instructions?

From the shop / Appliance World
Online / manufacturer’s website

(one mark for each — maximum 2 marks)

(accept similar wording)

2 marks

1.2.3

Fixed

6

What three documents can be found on Appliance World’s
website?

Returns policy
Complaint form
Customer service Charter

(one mark for each — maximum 3 marks)

(accept similar wording)

3 marks

1.2.3

Fixed

7

If you are dissatisfied with the response from the Hurlfield store,
what is the next step you can take?

Complete online complaint form

(accept similar wording)

1 mark

1.2.4

Fixed

8
What type of insurance might cover your product?

Any one from:
e homeinsurance
e productinsurance

(maximum 1 mark)

(accept similar wording)

1 mark

1.2.3

Open
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9

What are the four main causes of damage for which a refund
is not given?

accidental damage
not caring for it properly

misusing the goods
normal wear and tear

(one mark for each — maximum 4 marks)

(accept similar wording)

4 marks

1.21

Fixed

10
As soon as you find that a product is faulty, what should you
do?

ask the trader to put things right / contact the trader

(accept similar wording)

1 mark

1.2.3

Fixed

11

How can a Citizens Advice Bureau advisor assist you if a trader
refuses to give you a refund? Give three examples.

Any three from:
e provide advice / explain laws / explain rights
e make a complaint
e getan expert opinion
e research theissue

(one mark for each — maximum 3 marks)

(accept similar wording)

3 marks

1.2.3

Open

12
According to the document, an online search may enable you to:

b) use the product properly

1 mark

1.2.2

Fixed

13

If the trader cannot find a fault, what are four things you can do to

convince the trader that there is one?

Any four from:
e demonstrate itis faulty
e video of the fault
o keep adiary
e take a photograph
e takeittothetrader

(one mark for each — maximum 4 marks)

(accept similar wording)

4 marks

1.2.4

Open
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ask for?

Any three from:
e receipt
e bank statement
e payment card
e original packaging

(one mark for each — maximum 3 marks)

(accept similar wording)

When you return an item, what are three things the retailer might

3 marks

1.2.2

Open

15

What types of purchases are covered by the Consumer Contracts
Regulations? Give three examples.

Any three from:
e online
e phone
e mail order
e atadistance/away from trader’s premises.

(one mark for each — maximum 3 marks)

(accept similar wording)

*Sample assessments are not subject to a mark scheme finalisation process, where around 200

3 marks

1.2.2

Open

completed scripts are required for review to draw out additional answers. Please award additional

marks as appropriate to any other justifiable answers.
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