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FINAL GRADE

0/100

BMSK5003
GRADEMARK REPORT

GENERAL COMMENTS

Instructor
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Comment 1 | Knowledge Skills 30%

What are those principles?

If you introduce theory, you must seek to examine it in further detail and transition this to
the organisation under review.
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Comment 2 | Practical Skills 10%

Where is your detailed delivery on this?  Its very well including a diagram in your work, but
you must draw reference to it and evaluate the relevance and how it impacts on customer
value with respect to the organisation you discuss.

Comment 3 | Cognitive Skills 30%

Examples?  
Why and how does this relate to customer value?

You must seek to draw the connections and underlying theories to support your assertions.

Comment 4 | Cognitive Skills 30%

What is a customer loyalty coefficient? 



Why have you introduce this term?

What relevance does this have to customer value?

Comment 5 | Knowledge Skills 30%

These being?

Comment 6 | Knowledge Skills 30%

This is lost in your delivery and makes little sense

Comment 7 | Knowledge Skills 30%

All that achieves is a graph.

To what end is this important and how can the resultant information be used.

What is the impact of customer value?

How does this affect customer value?
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Comment 8 | Cognitive Skills 30%

Good - you have identified in part something related to customer value and I expect you to
capitalise on this in your narrative, exploring the benefits and penalties associated with
maintaining a loyal customer relationship.

Comment 9 | Cognitive Skills 30%

What does this achieve?
What are the benefits?
Are there any downsides to this?
What about Porters 5 forces?

Comment 10 | Knowledge Skills 30%

How?

You need to paraphrase and provide evidence to support your claim. Obviously, customer
expectations are sensitive to changes in service, but what sort or changes are referred to? 

What about change for good, bad and so on?  You refer to 'quality of its offers and very
stable service' but what is meant by these criteria? 

You must seek to explore these in further detail to demonstrate an understanding of the
processes, how they impact customer service and how they are evidenced to show that
understanding.



Comment 11 | Practical Skills 10%

Please do not include diagrams in your narrative unless they add real value to your delivery.

All this does is cause distraction from the narrative and would be far better included as an
appendix, which you can then use to draw salient points from to make your argument, or
case in the delivery.

Comment 12 | Transferable Skills 10%
Please do not include diagrams in your narrative unless they add real value to your delivery.

All this does is cause distraction from the narrative and would be far better included as an
appendix, which you can then use to draw salient points from to make your argument, or case in
the delivery.

Comment 13 | Practical Skills 10%

If you include diagrams, they are better to be included in the appendices and the narrative
should then relate to salient points from the diagram to support your critical argument and
delivery.

Comment 14 | Literature 20%

incorrectly referenced
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Comment 15 | Cognitive Skills 30%

So what is the impact on customer value?

How can these criteria be addressed by organisations to address customer value and
increase that value to retain customers?

Again, Porters 5 Forces would have been an ideal starting point here and even the inclusion
of the 7P marketing mix would have supported your argument to develop and enhance
customer value,   refering to the tactics (or marketing activities) that we have to satisfy
customer needs and position our offering clearly in the mind of the customer. It involves the
7Ps; Product, Price, Place and Promotion (McCarthy, 1960) and an additional three elements
that help us meet the challenges of marketing services, People, Process and Physical
Evidence (Booms & Bitner, 1982).

Comment 16 | Cognitive Skills 30%

Please do not list things without a deeper examination of their significance and/or meaning
with relation to the assignment criteria.

In this instant you are required to critically analyse the factors that impact on your
organisations ability to maximise customer value.



There is little evidence of a focus on your organisations ability to maximise customer value and
more on a generic approach.
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Comment 17 | Knowledge Skills 30%

Good.  A good explanation of CRM and I am interested to see how you transition this
into your organisations ability to maximise customer value.

Comment 18 | Cognitive Skills 30%

So what is the resultant impact on customer value?

Clearly there is a danger here that customer value can be adversely affected by poor CRM
practises, be that from poor technology or misinterpreting data or even CRM as a whole.

I am anticipating how you intend to transition this into customer value as the connection
between the 2 is essential.

Comment 19 | Cognitive Skills 30%

What relevance is this to customer value?

You have allowed the focus to drift into CRM which is not required.
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Comment 20 | Literature 20%

1986 or 1983?

Your reference section indicates 1983.

Comment 21 | Cognitive Skills 30%

This is an ideal opportunity to discuss customer value and the impact resultant from CRM
into that value.

Unfortunately you have omitted to achieve that and lost valuable marks in the process.

Comment 22 | Transferable Skills 10%

The article you refer to is about 

adopting customer relationship management technology, which you use to underpin the
relationship with CRM.  In order to achieve this properly, you need to identify the link
between the 2 and draw the relevant theory to practise of that. 



As the article implies, the paper begins with the basic concepts of CRM, elaborates the
characteristics, reviews its brief history and addresses the current status of CRM. Then it
develops the extended concepts of CRM from micro‐ and macro‐ perspectives. In the
“Implementation and tips” section, it concludes the proper steps to approach CRM and how
to bear a right attitude towards CRM solutions. Related Government rules are also covered.

You had a good opportunity to transition that into customer value achieved through properly
implemented CRM processes, so again its about closing the loop.

Your work would also benefit from the evidence of theory to practise, ie, where the theory
has been proven to work in real life, but also adopted/adapted as part of that process to
demonstrate how organisations are creative, yet recognise the customer value focussed
around their brand.

Comment 23 | Literature 20%

Incorrect date.

Xu, Y., Yen, D. C., & Lin, B. (2002). Adopting customer relationship management technology.
Industrial Management & Data Systems, 102(8), 442–452. Retrieved July 19, 2022, from,
https://doi.org/10.1108/02635570210445871 

You must apply due diligence and ensure your referencing is accurate, otherwise this
becomes very confusing.

Comment 24 | Cognitive Skills 30%

Again, please do not create lists unless you intend to discuss each criteria in greater depth.

Further, this list has no relevance to customer value, consequently the narrative is wasted.
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Comment 25 | Cognitive Skills 30%

The article you refer to is about 

adopting customer relationship management technology, which you use to underpin the
relationship with CRM.  In order to achieve this properly, you need to identify the link between the 2
and draw the relevant theory to practise of that. 

As the article implies, the paper begins with the basic concepts of CRM, elaborates the
characteristics, reviews its brief history and addresses the current status of CRM. Then it develops
the extended concepts of CRM from micro‐ and macro‐ perspectives. In the “Implementation
and tips” section, it concludes the proper steps to approach CRM and how to bear a right attitude
towards CRM solutions. Related Government rules are also covered.

https://doi.org/10.1108/02635570210445871


You had a good opportunity to transition that into customer value achieved through properly
implemented CRM processes, so again its about closing the loop.

Your work would also benefit from the evidence of theory to practise, ie, where the theory has been
proven to work in real life, but also adopted/adapted as part of that process to demonstrate how
organisations are creative, yet recognise the customer value focussed around their brand.
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Comment 26 | Cognitive Skills 30%

The criteria is to critically analyse the factors that impact on your organisations ability to
maximise customer value.  Whilst you focus on CRM you are not demonstrating the
relevance or importance of CRM or even its connection to customer value.

Comment 27 | Knowledge Skills 30%

This is the first time you attempt to introduce customer value related to CRM, but again you
have not capitalised on that by seeking in greater detail how customer value is achieved via
a critical analysis.

Comment 28 | Cognitive Skills 30%

Descriptive and no critical analysis evidenced.
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Comment 29 | Cognitive Skills 30%

Again, the assignment criteria requires that you critically analyse the factors that impact on
your organisations ability to maximise customer value.

You must understand and seek to address the assignment criteria otherwise you will not
score adequate marks to pass.

You appear to be selective in your delivery, choosing a subject related to the module that
interests you, delivering the work in a descriptive manner.  There is no evidence of any
critical work.
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Comment 30 | Cognitive Skills 30%

This is not required.

The assignment criteria requires:

a)    Critically analyse the factors that impact on your organisations ability to maximise
customer value.



b)    Critical understanding of your organisations quality processes and its effectiveness in
meeting customer requirements.

There is no evidence of part b being addressed.
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Comment 31 | Cognitive Skills 30%

I am at a loss to understand why you have included this example.

As mentioned previously, you must seek to understand the assignment criteria and address
that.  Not some form  of interpretation you feel would suffice, with the consequent result
that you will not score sufficient marks to achieve a pass.

a)    Critically analyse the factors that impact on your organisations ability to maximise
customer value.

b)    Critical understanding of your organisations quality processes and its effectiveness in
meeting customer requirements.

There is no evidence of any critical approach to your work and you evidence that you do not
understand the criteria required of you.



Comment 32 | Transferable Skills 10%

Score: 28% 

The submission date for this assignment was 17 July 2022.  You submitted on 30 July, 22, 13
days late.

In accordance with university regulations any submission 7 days after that date will have a
result capped at 40%.  

Late submission of the assessment will result in a late penalty mark.

Penalties for late submission: 

Up to one week late, maximum mark of 40%. 

Over one week late, 0%. 

Only the Extenuating Circumstances Panel may approve a change to submission dates.

For future reference you must submit your work in time to achieve any grade.
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Comment 33 | Literature 20%

17 references required out of a minimum 20 expected at this level. 

Comment 34 | Literature 20%

1979 or 1972?  Consistency is key 
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GRADING FORM: BMSK5003



0

LITERATURE 20%

There should be at least 20 academic references to support your work
from a variety of valid and reliable academically researched sources.
These can, and should include, books, journals, websites, newspapers,
videos and other relevant academic sources that the student considers
appropriate. A reference list should be provided using Harvard
referencing convention for all pieces of work. A Harvard referencing
guide will have been provided to students at the commencement of this
module.

KNOWLEDGE SKILLS 30%

Knowledge and understanding of relevant theories and models
associated with critical thinking and reflection should be demonstrated.
A sound understanding, interpretation and integration of those factors
which impact your chosen organisations ability to maximise customer
value, its quality processes and effectiveness in meeting customer
requirements should be introduced and critically examined, through
the introduction, understanding and evaluation of appropriate
methodologies, processes and criteria, whilst evidencing your
understanding and the organisational rationale for these, leading to a

MONICA IFTODE 0

Engagement with a limited range of mostly
relevant and credible sources. Some omissions
and minor errors. Referencing conventions evident
though not always applied accurately or
consistently. 9/20



0

critical evaluation of the benefits and challenges of developing and
maintaining good customer relationships.

0

COGNITIVE SKILLS 30%

Critically analyse the factors that impact on your organisations ability to
maximise customer value and a critical understanding of the quality
processes along with its effectiveness in meeting customer
requirements through the application of appropriate critical analysis
methodologies, demonstrating and evaluating different management
theories drawing appropriate conclusions aligned with and supported
by academic references is essential. Evidence in the form of
organisational and personal experiences is required and you should
aim to establish how these theories, models and processes align with
you and the organisation. The introduction of personal and/or
evidential experiences to underpin academic work demonstrates a
deeper and wider understanding.

PRACTICAL SKILLS 10%

Provide relevant examples of how quality processes, the benefits and
challenges of developing and maintaining good customer relationships,

Major gaps in knowledge with unsatisfactory,
uncritical understanding of the subject matter.
Much irrelevant material. Substantial inaccuracies.
Significantly flawed understanding of the main
methods of enquiry in the discipline. 8/30

Wholly or almost wholly descriptive work. Little or
no critical evaluation and analysis of concepts and
principles. Failure to develop arguments, leading to
illogical or invalid judgements. Unsubstantiated
generalisations or opinion, made without use of
any credible evidence. 7/30



0

along with the challenges faced with maximising customer value
demonstrate a critical understanding of those quality systems adopted
by your chosen organisation and the controls it employs to maximise
customer value and how effective the organisation is in meeting
customer requirements. Critical analysis and evaluation are developed
as part of the course delivery, with specific models (Pearson’s RED,
Toulmin) introduced to allow critical thinking and writing development.

0

TRANSFERABLE SKILLS 10%

Your report should be presented in a clear and coherent format.
Reports should be delivered demonstrating effective formal report
writing skills. The inclusion of texts, journals, diagrams, charts, graphs
charts and tables supporting the work is encouraged; these should be
included in appendices and appropriately labelled in a logical and
consistent manner, i.e., Appendix A, Appendix B etc. The report layout,
grammar, syntax, spelling and structure should conform to UWTSD
standard report writing format, including references, citations and
bibliography (where used) compliant with the Harvard Referencing
style.

Limited or no use of established methods,
materials, tools and/or techniques. Little or no
appreciation of the context of the application.
Limited understanding of the application of theory
to practice or making appropriate links between
the two. Very weak problem-solving skills outside
the context in which they were first studied. 2/10

Communication medium is inappropriate or
misapplied. Work is poorly structured,
disorganised and/or confusingly expressed. Very
weak use of language and/or very inappropriate
style. Failure to work effectively as part of a group.
Little or no evidence of the skills for employment



requiring the exercise of personal responsibility
and decision-making. 2/10 Score: 28% The
submission date for this assignment was 17 July
2022. You submitted on 30 July, 22, 13 days late. In
accordance with university regulations any
submission 7 days after that date will have a result
capped at 40%. Late submission of the assessment
will result in a late penalty mark. Penalties for late
submission: Up to one week late, maximum mark
of 40%. Over one week late, 0%. Only the
Extenuating Circumstances Panel may approve a
change to submission dates. For future reference
you must submit your work in time to achieve any
grade.


