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QUESTION ONE: TECHNOLOGY CHANGES

Use the information from Resource A, and your business knowledge, to answer this question.

DT Airlines website can crash when the company advertises special deals on some flights.
Through changes in technology, new solutions to this issue can be found, but David as CEO is
slow to react to these changes.

(a) Fully explain ONE cost and ONE benefit for DTA:rImes of not responding to changes in
technology promptiy. :

c O Come O‘v ) W\\t | Q@v%m\&w c\e\c&wzfgc% Ca—
)r&u(w\u\o@vx \ 3 D ) fjw\wﬂ S H:LS} \Dﬁ\(\yw\
_Cowmg chies o .\% o @ ey 6@ Nee guesll

COCCNALES Dj BN OANY \M‘DL"‘*D - @w\f\ww » @? ) jr\r\d«”_ R

Wil CW&&%\W& e s peddem  con oo sdved e wew

—

lfcaxm;@%__}_ 5 cuelee b sdee e e oo fi’mm«» Cof Mo i
edees Cu@&w@fﬁ.......@}g@ﬁ erce  \és5  elRoved &w}\ oot
@ﬁ"’f}\&x&vw; he Ak ok eedet ‘%‘wagﬂ ol NG, oo ~’\U\n e
Lypﬂxi@f\tﬁ B @\!\C,u{(}\é’d\ JL"-‘ x\(\éw \Q:S D y(’\\n«e_; w;\_C Cu:}&uﬂ_&
RS U“U\\““P@Vj Hﬂ% w»—f. &ﬁu A \%Y\u\r L rckurn R Dl
...(A\‘!f%“mx \Tf_’mx\’iﬁ W O _\\@’ ﬁw B T e ‘w\m&\ o weduce
L& . g P .‘ g VJ‘\ {:}{F - : I s st
N XEN QN éju <\ pro f& T T
@{\mﬁw&@v* {U DT “\\s \H— S mq‘)“ ek *f“capw&wkfc
1 {_fLW‘{J - . L
C‘mw@\e e %:;L hmd\@(\i} ; \S/m\(i\a“ﬁl\@wﬁ
D1 e %31, Sk aed see Y neks \mﬁ\m&cm_

W C{Ccagw}\ e wsech \\Ov\ ﬂw"»f ,&5\%’5}‘ g el B i

s

e \o s s \‘”"b“\mkﬁ“?s\ ke Caesuneerred ___h“\{’;im

ol e e A m"%&@., ger. e ol B l;v\at:w%z,ﬁ.gf" \s

B Uu:}{u\ B luf,gc geas) %i‘i’\ﬁ‘;} LA a«@\@ s W Pﬁ&hm\a 2\3 \’L \g S —

?‘\O\( ‘(\Cy%?i,; Uu} c{vi,&xhg;\,c,\rj 1 Cuﬁ’\@r\-&fs  Can See vers
@ m’L el hfwldir ] VC&{K% {:b t’b@ CNCaeD X:C:L_\’\(‘\cka: 1\1 C{&{@wywi

%

. %‘\‘?«W ) {"’ L Ogese st 5* QH u’*‘» \V‘i:‘-»h%’\C»\QQU 4:\ k\ﬁv A

TE——— e e T

mﬁ\ V\\Jii‘%k’!%ﬁwt / T
L .

Business Studies 90845, 2016

ASSESSOR'S
USE ONLY




B

3

Discuss TWO solutions to DT Airlines’ technology problem of the website crashing when
customers try to book flights with the company when spemaE dea!s are advertised.

In your answer:
. describe TWQ possible solutions

. fully explain how EACH solution would solve the problem of the website crashing

i . - justify, with TWO reasons, why one solution would be more effective for DT Airlines to
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 QUESTION TWO: PROBLEMS ARISING FROM UNETHICAL BUSINESS PRACTICE

Use the information from Resources A and B, and your business knowledge, to answer this
guestion,

David has tried to argue that the practice of over-booking flights is not iliegal. However, it

is widely viewed as unethical. Social media reaction to the Labour Day special offer from
passengers who missed their flight — despite having a valid ticket — has led to negative publicity
for DT Airlines, and bookings are falling.

(a) Fully explain ONE problem arising for DT Airlines from its failure to respond to the unethical
business practice of over-bocking of seats on its flights.
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(b) Discuss TWO solutions to resolve the unethical business practice of the ovér«booking of
flights which DT Airlines is facing.

In your answer:
. describe TWO possible solutions
° fully explain how EACH solution may resolve the unethical practice

. justify, with TWOQ reasons, which of the two solutions would be better for DT Airlines to
impiement to resoive the unethical practice.
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QUESTION THREE: THE EMERGENCE OF A NEW COMPETITOR |

Use the information from Resources A and C, and your business knowledge, to answer this
guestion.

“long-term economic sustainability.

The emergence of Econofare as a competitor to DT Airlines creates a real threat to DT Airfines’

(a) Fully explain why DT Airlines will need to respond to the emergence of the new competitor.
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Discuss TVWO solutions which DT Airfines could implement to address the emefgence of the ASSESSOR'S
new competitor. o
In your answer:
+  describe TWO possible solutions

fully explain how EACH solution would deal with the emergence of the new competitor

;ustlfy, with TWO reasons, which solution would be more appropriate for DT Airlines to
rmplement in order to remain sustainable in the long run.

JVO &Mf 5? i Cb*“fek{""ﬁ\v ; W’éi\ gav“\f“&ﬂ/’j‘:ﬁ- -

.'_Q:)(;« Econclere s i?"“ \wwﬂm@ Cpiwes

65 CuSeern Q x-j Rse  codes W\ ek R
@WJ jﬁ\«— \@‘w{__s , w%w\fg,,,, {:7'& Creeds N
J\fi‘;\“w»\ AN C\’\f;abfc&' (O(if_é Ty W\& ) (A{\*;‘i.) Kuﬁ m"’\’""’fw

C&W 6&\1‘@\—@{%%* _ i‘f“ﬁﬁw%“&%\m”ﬁ% w‘w &r’wg’ i“"’

@‘\3?&» Ccoles ol & ilm\hﬁ*mi/k DT avdens

uuw\ gé@“@{fzﬂ““// e
Aot sdubes eodd e G DT aies o

U\f}ic& A e {“Ef’%\ﬁvt 'kv Hﬁ (ykw—a D LOMees
_ {,{j\;\\ﬁ}\ 6@&?&‘"_ Oh Wﬂ{)% _ @*"C*f’""«“*"“,,, Selhe R kv\» zz(«sixixujmgl

ECT g?mm Class | soden. xé\a,m\; A s Ofevleen L
Csviee, VL avkes could i M afrien 0¥
Eﬂk‘:ﬁ;eﬂ ¢ AUA‘%WQM%(XJ“ \:@ C&dl‘ :ﬂ: ??CM"%‘&W!Q%@MWW"&

s aloes (S0 :am \m - cc)mg@rkw awi\-vw%‘ﬁif____.

N ' 2 ;‘?
L Oue &Cam&*& L 'jfg"\@j Ui A{,@di_, G pleptivrs

2

S‘ﬁ ifﬁ(@!/m»\ C:f“ . {w;/fow% v e st f‘(ﬁs{%"’w‘{tﬂ)ﬁ
- i”(’{fi'ftf & CEOrD Q{f"(’, R o) / T

More space for this answer is
available on the next page.

Business Studies 90845, 2016



10

“ P Netlw | sedee s
o el Pedee o Ve glews e G £

\Jv\%i%%‘i AT QG%\&M e \/\L”?D '\3 . \-\,éy\,y _\nﬂ{zwﬁ‘gi—l’” i

?i‘{wﬁmﬂ

J _____ e \\\\ \Qf—w éiszm\w::(kwk

%‘:;'Coxdf:@m ____419_@ __,,s:r«e;%i, & a«\ﬁ %7% W»‘z R = e S
\56 B Wﬁ_{xi\kw R

\{V’/“b Lmimama . W =
oF gﬂtﬂ iﬁxﬁ Y S

@{’f W\\m{“\_ DT

w/ﬁj «Kl: co de able £ jncemse

/ﬁfggmww _ ?’(%:wx 3 ﬁ»j v
/&wa T‘é, R /30%‘“%“«/ } _/hf_wﬁ”ﬂ%f’ LT A *’*«miﬁw/ff

. LU\ Mﬁ“ \p_&mﬂ«%““:\} i

‘.,,,/?{/_féff’ﬁr

(ﬁwﬁ/ f A B
iﬂlw/i’w . *’“Cﬁwm It f‘ e /f» Af ' ‘W"/ w5 hCtemt

rf”zf”% f{i Mwi/i\ A

_______ff@f‘vf*ff I &v%?“t» 77’3%’ ol cf

{555"’_’—3 I A ¥ S

“W}t }L %Md*»ﬁg ol e Sﬁvmmxﬂwmvxﬁfﬂfw

ég}rfgef ey /f

___i??:@@\g ,,,,,,,

Chelle as

g !

ot
e

Mci’ {f\» B CadicRRs \mwm Aees oghon 15
(S*"‘Lg @ ) 0\‘\‘5\”‘3’ A CCW{’%{?“HL“#‘{W f:ﬁ/;(

USE ONLY

by

C@ oAy ?‘ﬂ(%% i:: NU e i

Business Studies 90845, 2016



90845

QUESTION
NUMBER

12

Extra space if required.

Write the question number(s) if applicable.

Business Studies 90845, 2016

ABSESSOR'S
USE QNLY




Merit exemplar for 90845 — 2016 Total score: 14

Q Grade Annotation
score

The candidate has fully explained one cost and one benefit of not responding
to technology promptly, but has not indicated what the new technology

1 M5 o ? . . :
specifically is. Two solutions have been fully explained, but the second is more
appropriate than the first.
The solutions are appropriate up to a point, but have not been fully explained.
The candidate has not indicated exactly how adopting corporate social

2 A4 - ) ) )
responsibility would resolve the unethical practice. Business knowledge only
stated.

3 M5 The first solution is weak and unsustainable. The second solution is better,

with full explanation and good use of business terms, such as “niche market”.
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QUESTION ONE: TECHNOLOGY CHANGES o

USE ONLY

Use the information from Resource A, and your business knowledge, to answer this guestion.

DT Airlines’ website can crash when the company advertises special deals on some flights.

Through changes in technology, new solutions to this issue can be found, but David as CEO is
slow to react to these changes.

(a)  Fully explain ONE cost and ONE benefit for DTArrimes of not respopding to changes in
technology promptly.

Business Studies 90845, 2018
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Level 2 Business Studies

Benefit: They are not paying to get the site repalred which means their

expenses will not increase. "

Question 1: a .

Many companies do not like change, espec:rally in the technology area, a
sector that moves so quickly it can fast’ become out-dated. DT aitlines has
identified a problem with their website, the only way to book their flights,
crashing under the load of customers when a sale is advertised. Although this
issue is having a pegative impact on the company, there are also benefits for

the company. ,
One reason this technological failure is impacting the company in a negative
light is that by having a website that frequently crashes, they will lose sales
and customers, costing the company financially. The whole idea of
advertising sales is to increase the amount of tickets purchased, as customers
like the idea of getting cheaper flights, however if the website crashes under
the load of these customers then less of them will be able to book, reducing
the effectiveness of the sale. This ends up costing the company money, not
only on advertising, but also the flights themselves. Budget airlines operate
on the idea of selling as many seats as possible, in order to offer the cheaper
flights they are known for. If only a few customers buy the tickets before the
website crashes, then the flights will be mostly empty, and end up costing
the company money, possibly even negating the effectiveness of the sale.
The idea of a constantly crashing website is also not a good first impresgion
for new customer, and could discourage returning customers. In an age
where online transactions are becoming more and more popular, the idea
that your information could be at risk is a strong discouragement to people
allowing access to things such as name, address, and most importantly their
bank accounts. This can be-all accessed during & website crash, as' many of
the security protocols are overridden by people trying to get the website
operational as fast as possible. This leads to a negative impression from
customers, and could discourage new and return shoppers, leading to less
business, less.income, higher expenses, and lower proﬁts.ﬁ/ e
One benefit for the company is that by avoiding fixing the problem they are
saving the company from paying the costs of reworking the website to fix the
issues. If the CEO, David Tracy, does not see the value of this idea he will not
invest. He is quoted as saying “New ideas need to show real value to the
customers before DT Airlines will invest large capital sums in new online
services”. This shows that he is more willing to suffer crashes in his website
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(b) Discuss TWO solutions to DT Airlines’ technology problem of the website crashing when ASSESSOR'S
- customers try to book flights with the company when special deals are advertised. e

In your answer.
. describe TWO possible solutions
. fully explain how EACH solution would solve the problem of the website crashing

3 C e ustify, with TWO reasons, why one solution would be more effective for DT Airfines to
e implement than the other.

More space for this answer is
available on the next page.
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than invest company money, that would otherwise ﬁossibly be profits, into
repairing his website. While he is almost certainly saving money on reworking
the website, it may not be worth it, as the costs may outweigh the benefits.

b.

When looking at this problem, two solutions present themselves: the idea of
starting fresh, with a new website, marketing tool, frequent fliers benefits,
and a mobile app, or repairing the current website so that it is fully
functional, but no further. PR
This technological failure Could perhaps offer an opportunity to invest in a
new company image, rebranding themselves as a cutting edge company,
with a number of attractive features to attract more customers. At the same
time, a rework of the website and booking system would fix the issue that
they are currently experiencing, and at the same time allow AT Airlines to

implement a number of new features. These could include features such as
new marketing, a more modern and faster website for customers to use, and
allow them to put a frequent fliers program into effect, rewafding their most
loyal customers, and attracting more. They could also look into tapping into
the rich market of mobile shopping, which has exploded in recent years. The
popularity of mobile phones, and online shopping has created a new digital
marketplace. The ability to purchase flights, keep track of your boarding
ticket, and get a reminder of when your plane is leaving all from your phone
would appeal to many people, especially those who are busy, and have little
time to check their tickets, such as travelling businessmen and woman.

The other option is to keep the current website, and hire professionalsto find
the issue with the website crashing and fix it. This might be as simple as an
issue with the code, or may require the company to invest newer, or more
servers. This would allow the company to produce and market sale without
the need to worry about the website crashing under load. This solution may
not be cheap, as looking through code trying to find errors, can be very time
consuming, and may cost the company in lost sales while the webéite is
being repaired_// :

A rework of the website, combined with new features is the better option, as
it will allow the company a reason to expand their digital imprint, with better

marketing, a smoother service, reward systems and a mobile app. This would
open the company up to a number of new customers, and help retain
previous travellers. Resource A states: “DT Airlines ... is slow to take up new
marketing and technological ideas”. As a business totally reliant of digital
sales, DT Airlines cannot afford to become out-dated, as they will lose
customers and fail to attract.new ones if the booking process is harder than
their competition. It would also allow the company to fix the issue of the
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QUESTION TWO: PROBLEMS ARISING FROM UNETHICAL BUSINESS PRACTICE ASSESSOR'S

USE ONLY

Use the information from Resources A and B, and your business-knowledge, to answer this
question.

David has tried to argue that the practice of over-booking flights is not illegal. However, it

is widely viewed as unethical. Social media reaction to the Labour Day special offer from
passengers who missed their flight — despite having a valid t|cket has led to negative publicity
for DT Airlines, and bookings are falling.

(a) Fully explain ONE problem arising for DT Airlines from its failure to respond to the unethical
business practice of over-booklng of seats on |ts flights.

Business Studies 90845, 2016
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website crashing under load, and would allow it to become more capable of
handling larger amounts of customers. This would help the company avoid
paying for the same rework agam when and if the company continues to

~ expand at the current rate(// B

Question 2
a.

One problem arising from the failure to, address the unethical practise of over
booking is that the labour day incident is having a negative effect on the
company image, resulting in, as resource A states: “"Bookings for DT Airlines
services have since fallen”. This shows the effect that negative news stories
like this have on a company. This failure to address the issue, with the CEO
maintaining that “Over booking in the industry is common practise and was
not illegal” (source B), has a negative impact on the company’s social image.
This deters new customers from flying with what they perceive to be an
unethical company. This results in less ticket sales, and less ability to attract
new customers, resulting in lower income, higher expenses per flight if they
are not fully booked, and lower profits. This negative effect on the
companies image is not just in the news, its says in source A that "He [David
Tracy, CEQ] was horrified to read social media comments from frustrated
customers”. This shows that not only were they frustrated with the company,
they were putting their opinions online, and allowing anyone to see the
company and consider flying with them to see what has happened, and this

might again, deter new customers from flying with then;// ‘ : —

i

b. 3

Some of the opticns to avoid this happening again, are to stop the practise
of overbooking, or to adequately compensate the customer so that they do
not feel let down with the company when they miss their flight. / e
The first idea, to stop overbooking completely, would eliminate tHe unethical
business practice. It would ensure that every customer who purchased a
ticket would be seated, and would result in now negative feedback from dis-
satisfied customers. It would also lead to higher expenses, as the cost of
flying the plane per customer would go up. This would lead to lower profits,
and perhaps higher ticket prices to make up for the ”5-10 precent of
passengers [that] fail to tum up” (Resource B) //// T
The other option is to adequately compensate the customers that miss their
flight, helping resolve the issue of them venting their outrage and
disappointment at the company. This could include trying to get them on the
next flight, paying for accommodation and food while they are stranded, and
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k]

(b) Discués TWO solutions to resolve the unethical business practice of the ov_ér—booking of
flights which DT Airlines is facing.

In your answer:
. describe TWO possible solutions
< fully explain how EACH solution may resolve the unethical practice

. justify, with TWO reasons, which of the two solutions would be better for DT Airlines to
implement to resolve the unethical practice.

Business Studies 90845, 2016
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free upgrades to the next class on their next flight. This could be conditional
on the customers ensure they wouldn’t speak out about their treatment,
provided they thought it was fair. This would help eliminate the public
outrage that the dis-satisfied customers felt, and would make the customers

feel valued by the company/

The idea of compensation for the frustration of the customers is the better
solution here, as it allows the company to continue to operate with the same
level of bookings, and therefore income, at a marginal decrease in profits.
Not only will they not have to adjust anything about their marketing,

booking, and check in system, but it will continue to keep the income steady.
This allows the company to save money, as compared to the other option,
which would cost the company money on flights, and bookings.

Not only would it help improve the profits of the company, but it would also
improve the public image of the company, as the public would see they are
trying to help those that the CEO said were "an unlucky ... small group of
passengers” (resource b). This would help negate the effects of dissatisfied
customers venting their frustrations online, and would help &éfisure that that
doesn’t detract customers. It also makes the practice seem less unethical, as
it is helping those who lost out, helping compensate them for their loss. This
helps the public see the company as less of a corporate machine and more of
a home grown New Zealand company, looking to help those in need. This in
turn is great for the company’s image, allowing them to attract new

Customer;s/ _ e _

Question 3 ‘

a.

The emergence of a new competitor is important for DT Airlines to respond
to, as it reduces the monopoly that DT once had on the market. This increase
compotation is good for the eustomer, but less good for the business, as it
often leads to lower prices in a bid to undermine the other company and
steal their customers, more features for the same price, and an effort to
differentiate themselves from their competitor. If they do not address this
issue they could find themselves being undercut by cheaper fairs, better
service, and a better social image to the public.
Resource A states: "By offering services to regions not serviced by its main
competitors, DT Airlines was able to charge high prices”. The emergence of
a competitor, eager to poach customers is likely to offer similar flights, but at
lower prices. This could lead to a number of the more budget orientated
fliers to change airlines, as they now do not have to pay a premium for their
flights. This in turn could make the company seem greedy, and expensive,
both factors that could deter new customers. The competitor might also have
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QUESTIbN THREE: THE EMERGENCE OF A NEW COMPETITOR

Use the information from Resources A and C, and your business knowledge, to answer this
question.

The emergence of Econofare as a competitor to DT Airlines creates a real threat to DT Airfines’
long-term economic sustainability.

(a) Fully explain why DT Airlines will need to requz_g]d'to the emergence of the new competitor.

Business Studies 90845, 2016
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perks that the current DT Airlines does not offer, such as frequent fliers, a
smoother website and a mobile app. Without addressment, this could lead to
the downfall of DT airlines.

b.

One of the options DT Airlines could offer is to lower prices to come inline

with the competition when they start flying. Another option is to implement
systems to help retain customers, possibly through higher qualb;y of service,
benefits for return customers, and more affordable options./ N —
By lowering the prices when the prices to ones more inline with their

competitors, they would help remain a more viable option, and would

impress previous customers with their lower prices. This would help retain

current customers, and keep DT Airlines as a clear and viable alternative to

their competitors.,,%/
The other solution, of implementing a reason to stay, such as higher quality
of service, benefits for returning customers, and more affordable options for
the budget constrained allows the airline to continue operating with minor
changes to its current style. It also allows DT Airlines to be s&&n as'a
premium option, and therefore attracting customers who are less concerned
about prices and care more about treatment. In doing so, they help secure
the business of lucrative frequent travellers, who can often use their
companies money to pay for flights and accommodation. They could also
implement a system for current customers, that rewards them for choosing to
fly DT Airlines and would help incentives them to do so again in the future.
This would help retain their current customers, and avoid losing them to their
competitors. / . -

The solution of retaining their current customers through incentives is a
better strategy, as it not only allows for the same, if not higher prices, but it
also requires less effort, and costs the company less than straight reducing
prices. Instead of just competing with Econofare, it allows them to

differentiate themselves, offering a superior service, and allows them to
1w 4

appeal to a new type of customer.
The solution also rewards current customers, helping them see DT Airlines as
their airline of choice. By implementing a system of rewards for frequent
fliers, it helps continue to secure their business in the future, as they are
gaining an incentive to stay with the company. It could also be expanded to
partner with rental car companies, or perhaps recommend certain
accommodation to their customers, perhaps even discounts on prices if they
show they flew with DT Airlines. This would not only improve the impression
of the aitline, but also help them connect with other businesses, that could
prove helpful in the future. It would help give a reason {o choose DT Airlines,

and help them continue to be sustainable../// —




(b)

g

Discuss TWO solutions which DT Airlines could implement to address the emergence of the
new competitor.

tn your answer:

. describe TWO possible solutions

’ fully explain how EACH solution would deal with the emergence of the new competitor

«  justify, with TWO reasons, which solution would be more appropriate for DT Airlines to
implement, in order to remain sustainable in the long run.

More space for this answer is
available on the next page.

Business Studies 90845, 2016
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Merit exemplar for 90845 — 2016

Total score: 16

Grade .

Q score Annotation
Solutions have only been explained, and not fully developed in terms of the

1 A4 impact of the special deals crashing the website. Mostly Achievement
evidence.
Very good use of the stimulus material, and some fully explained solutions.

> E7 The second solution infers that the practice of overbooking could still continue
if consumers remain silent. There is really only one justification, but from a
holistic marking point of view there is sufficient evidence to award E7.

3 M5 The first solution is weak, and is overshadowed by the quality of the second
solution. Business knowledge is included, but not fully integrated.
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