CAMBRIDGE

INTERNATIONAL EXAMINATIONS

CAREER AWARD IN
OFFICE ADMINISTRATION
COMMUNICATION AND TASK MANAGEMENT (5232)
STANDARD LEVEL

A2002

MARK SCHEME

These mark schemes are published as an aid to teachers and students, to indicate the requirements
of the examination. They show the basis on which Examiners were initially instructed to award marks.
They do not indicate the details of the discussions that took place at an Examiners’ meeting before
marking began.

All Examiners are instructed that alternative correct answers and unexpected approaches in
candidates’ scripts must be given marks that fairly reflect the relevant knowledge and skills
demonstrated.

Mark schemes must be read in conjunction with the question papers.

+ CIE will not enter into discussions or correspondence in connection with these mark schemes.

I UNIVERSITY of CAMBRIDGE
" Local Examinations Syndicate

WwWWw.xtremepapers.net



www.xtremepapers.net

COMMUNICATION AND TASK MANAGEMENT STANDARD
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SEC 5232/A A2002

MARKING

TASK 1 (25 marks)

3.2 ldentify and describe characteristics and strengths of e-mail.
3.3 Efficient means of communication; provides written record

¢ 5 advantages offered by e-mail over other forms of communication (25 marks)

it gives substantial savings on stationery COSIS ...
it gives substantial Savings ON PaPEr COSIS.......uuiiiiiiiiiii e r e e
the message transSMISSION IS FAPIA ...t e e r e e e e e s ne s anene s e e e s emnanesaenanne
messages can be collected immediately the recipient logs on to the system ..o
copies of the message are filed automatically on the system ..o
e-mail can be collected When YOU @re ready ......cccceovcciiviriei i rtree e et ce e s n e e
e-mails are not so disruptive as telephone Calls ..o e
it is more controllable than receiving telephone Calls ...........cocov i
it gives the recipient time to consider the most suitable reSponse ...,
it generally has the ability to integrate with other systems ...
all transmissions are recorded S0 Costs can be MONItOred............ccoviiiiierinrccn e
it MAKES telE@WOIK POSSIDIE .....cooceeeeii e s r e re e s ar e e s aabe e s s rene s ane e e s naraas

it avoids potential delay or loss when sent by the POSt...........ccoviiiiieicir e e e
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TASK 2 (34 marks)

2.4 Apply non-verbal techniques for dealing with unacceptable behaviour.

3.2 Identify non-verbal communication: voice tone, eye contact, facial expressions, posture, gestures.

4.2 Recognise the need to match communication style to circumstances; body style. Co-operative body
language, collaboration, disagreement, opinion, message, proposal: Context: meeting, interviews. Status:
junior, peer, superior, secretary, clerk, and telephonist.

e The 5 main forms of non-verbal expression are demonstrated by (15 marks)

(Lo {7 (e L= OSSP U POV USSP 3
BYE BXPIESSIONS ... oo ieiriiir i iie e et es e e e s s se oo xae s s e e s e e e A e e s hee e e r e e e e e sae e e e et e e e e e nae s e b e Re s ra e srs 3
FACIAl BXPIOSSIONS ..uviiiiiiiiie it cr e et e et e s st ee e st e e e e eas e e e e e stene e s s neneeeeerseeeaeesanaesennenesantneaesnnan 3
POSEUIES ...t rei et et e e e e s e et et e et ae s et e e e e s ee s e ree e e s e nee e et e e s enaReareaate et e sanmnraenaes e sanneneeanaeanrnenaas 3
gestures ............ et oo e eeeesMiereerieeeresaseieeeeeernantasaaasteteeeeterean e eeeteneeanSan e tete oL ne e teeenean e te s et aane e neeaanaanaes 3

¢ 14 examples of non-verbal communication which include one or more of the above forms

are (14 marks)

NB Allowance should be made for candidates' responses reflecting their own culture.

PSS SIYIE ...t e e e — e e e e b et eaabeeeetenatae e areeateeeseeesteseneeeasaenreanns 1
(o= (o T SRR 1
L o o] L = o PSSR 1
NAMTOW/WIAENING BYES .. .eeiiiiiieieeee st e e st e e e e e e e e e s ee s besabeesheeetesenbessaessasesnbeessessesanesnseeseesneesran 1
o) {] T I O UU 1
JOOKING BWEY ...t ettt ettt st e ba e et e e en e e s e e eaeesae e e seeeeaaeaneeesbaneraesbeesaeesarenbeserneseeanen 1
MOMENLANIY CIOSING BYES ... .ottt st e e e e sab e e e e ereasaeesaseesressenesressnessnbesnsssresnsesnean 1
L0 OO O SR 1
LT o Lo = USSR UR 1
Lo LIE= (g T gTo LT TR SRRSO 1
oLt apT= el g T B 14 ToTU | o OO ST 1
PUISING TIPS ettt eerci ettt e e e str s e e st e st e e s be s saeeesabeeesseesaeesesaeeeebessrsteessabeesabsesnnessaneeesanessbessanesaens 1
L] 41111 T O OO UT SRR 1
[oTo 10 (g Te [ 49T 101 { RS ORR TSP 1
REAA MOVEIMENES ...ttt et e see et s e st esate e s b e s saessaar e saessasseneenastaearssratens 1
810 a1 (TuTo N 1] Ve =T £ RSO RR TR UU R TRTTURRRR 1
Lo g0 qqTqpT i o 1 pTe =T = OSSR 1
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T[T T o 1T g To I3V 1= T TSP
BAPPING FEEBL ... e e e e e e r e e e e
NANG GESTUIES .ot e e s r e e e e b e et
holding cheek and chin when Speaking ...
L3 E=Ta 2 e 1o I o 2= o2 G PO PSPPSRSO PPP PSP
EY T 1TV A= 14T L= OO O O OO PSR
T8 o T g To it T TU Lo =T OSSPSR
aF=T o I o o TE=] £ 1o TH o =Y OO
LT o e 1= = OO RO
(ST e €] T ot == P OO P P
2= e11 0T R 2 U=T- o 1 PO
== e g o= Tod 2 o O U
[eaning fOrward iN ChaiN ...........ooi i et e s s e s e ere s e be s s e n s
rocking in chair Whilst talKing ......cccooireiii e e e
T e =T I o OO PPN
= 43 o) o =T o OO OUPR
aE= oo T30 g T 1] L= SO PPO

e Give 5 examples of non-verbal communication you have used in your day-to-day work

(15 marks)

NB Allow for responses to reflect candidates’ own culture.

Non-verbal behaviour might be used, for example, when:

silently ChastiSiNg SOMEBONE ...t r e s e es s nab e e
Lo o =T a T qTo I To o =1 o] (o Vo P U PUPRRIUTON
asking SOMEONE 10 D8 QUIBT ..o ittt e e s r e e s e e s s e e e
asking What SOMEONE WaNES ...ttt e et e e e s e e e et e e e e st e e s e nn e e enneas
15z LT 1= = L= o USROS
asking or answering QUESHIONS.........ccocvriirniierre e PP RRTPR

LoTa) 1 =1 e To = 11 1 o [PPSR

©CIE 2002 3

WwWWw.xtremepapers.net



www.xtremepapers.net

COMMUNICATION AND TASK MANAGEMENT STANDARD
PRACTICAL ASSESSMENT TASK SHEETS

SEC 5232/A A2002

GIVING/OTFEIING 81N OPINION ...ttt e e s e s b e s sa e s 3
Lo LYo Lo =T 4 T= =T L= U USSR 3
Lo V71 To = I e T o] o o L= PP 3
L=z L] Te TR (o 1o L= Y TP 3
E 0Lz Lo R (e TR =Y T T PO 3
SPEAKING 10 SECIEIAMES ..ottt ettt ae e e e s s e r e e s e e s e E e en e s aa e 3
SPEAKING 10 CIBIKS ..ottt r e e e e en e e e nns s s e eneaares 3
speaking to telePhONIST ... s 3
TASK 3 (30 marks)

2.1 ldentifying acceptable and unacceptable behaviour
3.1 Ildentifying organisation's needs
3.3 Principles of letter writing

e 7 principles of written communication to be used by staff when writing business letters (21 marks)

Lo = = 1 o RO
logical structure and CIEAr IAYOUL ............coo i e et r e ee s rrr e e e e e e e e nsas e reeeea s seraaannessaeseabaranessan
Ec o o o o] grr= 1=y = PP SRR
thinning long or wordy sentences and paragraphs ........cc.ccev i e
LU o] =T o 8 T=T= o T T USRS
clear and CONCISE STALBIMENES .........ooi i et s e s s e e e s e e s sneee s sree e e reeenans
brief step by step explanation of the CONtEXt ..........c.iver i e
sSUMMAry Of @CHON PrOPOSEA. ........oi it re e rtr e st ee s sbe e e e saasesesasea st e e saasessbeeeanesanaeenanasanenns
clarify through SHOIT WOIAS .......oociieiiee et et s e e sae e e e s e v enbensaaseasaseesaeeeasenaneeas

short sentences and PAragraPNS .....cov i e s ee e e s st e e e e s atraeeae s reeesannteessabaeeeaeeesaneeanas
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s 3 ways by which the correct name, title and address of a recipient could be checked (9 marks)

telephone the company and ask the receptionist

........................................................................................ 3
= L] QY01 o7 ] L= Vo {1 = O UO 3
[00K at Previous COMMESPONUENCE ......oc.eieeiririereeeirrie e rrere e e e s sbe e e e e s eee e e s s nesa s e ne e e e sabn e e s ntesssensesanenaas 3
check the address should you need to speak to them on the telephone ..........ccccciveiiciii e,

TASK 4 (11 marks)

1.2 Competence required, need for flexibility, planning tasks.

1.3 Time management.

e 3rules to use when planning priorities for the day (11 marks)

Assess priorities by deciding:
What MUSTDE UONE ...t s e et s e ssr e s s e e 1
What Should De dONE ... e e 1
What COUId DB AONE ....coeiii et et e 1
Do priofity JODS firSt ....ooiiiii e e e er e e s s n e s e n e ae e s seenenea 4
Do difficult JODS iN the MOIMING ...c.ciiiiiiie e r e s s e e e s sa e b e es s sseneessanssnssannsnnseas 4
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MARKING

TASK 1 (24 marks)

3.1 Need for communication in business: it efficiently and effectively disseminates information.
3.2 Facsimile transmissions: advantages and disadvantages

e 6 advantages of facsimile transmission (24 marks)

can be sent {0 electroniC Mail DOXES ........oo i s
can relay documents and graphics via a telephone network to another location in seconds............c..........
does not limit the organisation to what it can send ... e
is useful for organisations who need to contact overseas' CIents .........cccccvcievinivir e
Can be left 0N 24 NOUIS @ dAY........oo ettt seb e s s s samen s sne e s n e e smneemeeeianesaeeannis
does not have to be continually monitored 24 hOUrY ........coccoerriercinir et s
is not affected by the time difference between CouNtries............cco it
can be interfaced with a P.C and allow direct faxing from a computer.........cccccoiviiicinnccen e,
can receive faxes on a computer disk and print out 0N a Printer ........ccccveeirie e
can scan A4 documents, photographs and graphicC ........ccceorerir it
can redirect incoming fax t0 @nNOther NUMDET ... e e san e aes
can convert to text files and edit them ... s
SOME

€aN reCeiVe -MEIl MESSAYES ...occeieiieieeiet it saenier e st e te e e raecestaeeresesataeeasse e aaaeaeasseeanseesanneessseeanseeassennerenses
PNt OUE WEB PAGES ..o iieee ittt e st s ea e s ae e e et eane ke saeesaat e e ese e s st e ansseesneeanseennaesanin
NAVe 8 COPY TAGHIY ...oeeiiecee ettt st e
have an enlargement and reduction faCility .........c.ccecerciinicn e

have an integrated anSWerPNONE............oo e et rae e st eaen e an e e ae e e reas
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TASK 2 (40 marks)

1.3 Understanding time management.
2.4 Explain and apply techniques for handling interruptions.

¢ 3 activities that can interfere with time management (12 marks)

L ToT oY (1T T O TP
ERIEPNIONE WOTK ... e e e s s eer e e s st e e e e e et e s s e e s e e es
=TT T o] L TR UR RN
[ T=T ] £ o O SOOI

LT Lo 1] 1] T PP PPSROPRUPPR

¢ 4 weaknesses in time management (16 marks)

NOT

beiNg abIe £0 SAY N ... ittt ee e ee e e e s s esae e e sasssees s sareeesasssetesaateenansanessarneeanrraan
prioritising @ daily @Ctivity Plamn ........ccccoiiir i e a e e e nas
planning for "thiNKING' tIME .......coiiiiii e e e st r e e e s s aeae e ssesessraassesaessaneesasnnssaseeaan
planning for 'catChing UP' tIMe......cooiir e e e e s s ee s s s beennrs
allowing for UNPIanNEd taSKS.........c.oocii it e e e s e et ae e ae e e e raas
AlOWING TOF INTEITUDPTIONS ..ottt e be e s s e e e e s s s bae e s e et ee s sbenesnaneeeanaran

allowing for Other ISITACHONS .........oneeeiie et e et r e e ee s s e s s saesebreees e s sssannnesvnnenees
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e 3 techniques for handling interruptions (12 marks)

encourage contact by e-mail, instead of telephone ... 4

be polite but firm about tIME.........ooo e e e 4

work to an agenda when speaking on the telephone ...........ooov e 4

work to an agenda when being INtErrUPLEd. ... e 4

e R I o L= T o 1= PSR SR R T 4

B Y= oo Te LV =TT (1 = T T U 4
TASK 3 (25 marks)

4.2 Recognise need to match communication fo circumstances: telephone conversation; superior,
buyer/secretary, telephonist.

4.3 Behaviour to avoid: not keeping caller informed when holding on; not identifying yourself; attempting to
transfer callers without explanation; not being businesslike; not asking for and using the caller's name; not
explaining actions when caller is holding on, or when attempting to transfer the caller.

* 6 reasons where the telephonist went wrong (31 marks)

The firm's name and number was NOt @NNOUNCED. .........coooeieiieuiieciice i rererenee e e s e aeteas s teesaeseeesenneennanss 4
'Hello' told the caller it was a waste of time to announce the firm's name and number ..........cccccecveeiceeennn. 4

The caller was addressed in unsuitably familiar terms, without knowing to whom
WhO it Was Deing SPOKEN 10 ... e et n e e e 4

The impression was given that Mr Ling's call was not important enough to disturb Mr Butuko ................... 4
The secretary's absence should have been covered up for the sake of the company's

The caller was kept waiting whiist telephonist was trying to get through to the

Secretary without keeping the caller informed ... e 4

It was exceptionally rude and unbusinesslike to end the call with "OK!" and to replace the

receiver without a courteous ending, or any offer of help or co-operation ...........cccoccer i 4

The telephonist contributed nothing towards the Company image .........cccccr v 4

The telephonist failed to be polite, tactful and helpful at any ime. ........cccovrrricir e 4
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TASK 4 (12 marks)

3.3 Principles of simple business documents: memorandums

e 2reasons for using memorandums (2 marks)

they are an efficient means of communication within the organisation ...........ccccoeriiirivc e
they provide a written record of @agreemeEnt.... ..o i
they can alter or modify oral agre@mMENtS.........c.oc i e e

they can put fFOrward IJEAS .........c.coeiiiree ettt r ettt e e s e b e se e be e e s e s reanen s

¢ Memo using the 6 principles of structure for memorandums and 3 principles of style (10 marks)

SIMPLE STRUCTURE (6 marks)

=T oo 1= o 1 USRS

o] =Tot A g = =T 13 o R S USRS

18} (o]0 T=11{o] o DU T TR TR URRRRRRTRRRUO

TONE (1 mark)

appropriate t0 status Of SENAEI OF FECEIVET ...ttt eeee e st e s seer e e e s seeee e teessabeaeenns
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MARKING

TASK 1 (20 marks)

2.1 Rules for solving tension and disagreements; giving and receiving feedback; identifying acceptable and
unacceptable behaviour.

2.4 Reacting to justified or unjustified criticism; dealing effectively with unacceptable behaviour.

4.2 Stick to issues (not personalities) when disagreeing.

« The aim of dealing with criticism is to (4 marks)

rebuff the criticism without raiSing tENSION .........ceiiiiiiee et

e 4 ways of dealing with criticism (16 marks)

if it is valid criticism accept it assertively and repeat it back to the critic showing that
D Lo 18 IV [ Te == v=T o o | PO OP NPT

offer a brief apology if necessary, with a positive statement on the way forward
if it is invalid criticism accept it calmly to diffuse the situation but do not accept
L = T= T 1 E= e 4o o o U O U P PPRPPRN

show your understanding of an invalid criticism by repeating it back but at the same time
saying that you do not agree WIth it ...t a e ser e e

when saying that you do not agree with invalid criticism keep your voice firm ...........ccccccevrvinncviinsvicenneens

when saying that you do not agree with invalid criticism make your demeanor
consistent with What YOU @re Saying ........ccoovuvieciii it e e e s esmrae s eaas e sar e e naneas

if the criticism makes you angry let it be known with a statement about yourself, not
Lo 88 1 L= o ] TR

TASK 2 (17 marks)
4.2 Purpose of questions; question types.

e 2 reasons for asking effective questions (6 marks)

(el o=y A0 oo (=Y =1 = o T ) o o I U USSR
(LT 1= AN 1] 3 T=1 1T o 1 O USSP

to confirm agreement and COMMIIMENT ... st s e s e vrae e e e e e e ee s baeeas
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e The type of questioning that would be used to probe for further information, or to ask for facts would be (3

marks)

open ended QUESHIONING ........ccii et e s st e e e e r e e e e st e e e e e s e e e e e et e e e s e en s cen s s aaeas 3

¢ A hypothetical question is used (4 marks)

when we want to speculate, or propose a conjectural or imaginary question ............ccccc i ceiceeenaen 4

e Aleading question is used (4 marks)

when we want to SoliCI/encourage a reSPONSE ......c..occivi it et eer e e e ne s s e 4

TASK 3 (28 marks)

2.1 Note taking, summarising.

2.3 Listening and reacting appropriately; identifying objectives; testing understanding (open and closed
questions); clarification; thinking time, summarising.

4.2 Using questions

e 4 rules for listening effectively (16 marks)

FAKE NMOTES ... e s e e en e st et e b e e e r e san e e re e aneeae e e 4
2o A= A e T (o= o = (= O O SO PSP 4
SUIMHTIAIISE .. .. e certeeeteree et e seeee e e st et s as e e ne e e s sae e e s ma st e s s e et e sne£e e saae e e ean s bae e Aa s meeee e aneeeaasensaannneesnmnaennrin 4
=] 0 0T c g g1 (=T =] = o USSP 4
LTI oo LT =gV U = o O RS 4
USE BYE CONLACT. ...ttt ettt r e e e s s rn e e s e e e s st s aneeree e e e e e amesreesaee s sannrnnsessnannnaeeaean 4
Organise the SUITOUNGINGS ....c.veeriieiiiteriiiiterieesrtersrt e st e e st e e ssnessaeee s seesasese s ssaesaseesansesaaeesaaseesuseensseenssnnsen 4
question if something is NOt UNAErSt00d ........c.veeeieicie et 4

¢ 3 benefits of improving our listening techniques (12 marks)

we give added value t0 OUr OrganiSAtioN ...........cviviiire ettt e e e st e e e saee e s s te e s sreeeasanes 4
we widen our range Of KNOWIBAQE ...t rr e a e e s e st e s s s e s s e sasneneee s s nsaeenesnaans 4
we improve relationships and MOTAIE ...........ccii i et e 4
we get New ideas and SUGQESHIONS ......ccuiv e cee e s ee e ee e et e s e st e e s antr s s e saan e e s e s sneaees 4
We €an help 10 SOIVE PrODIBMIS ... .. it eeeree e e e e e e s e s eee s e snnes e e s raeessneresanrns 4
it can help With OUr OWN ProbIEMS.........coeiiiiiieeie et e e e e e e e ea v e e erereaeseeeseeesennnnn 4
discover why people perform in a specific way, i.6. how they tick ..........ccccovrvcviciiie 4
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TASK 4 (35 marks)

e 7 guidelines for writing reports (28 marks)

carefully prepare it Before WIiting UD ... c.v.e it
oL 1 T=IN= 1o TR 1 o o F O P
decide the type of report it iS 10 D ...coi e e
decide the StrUCIUrE and StYIE ..........iiiieee e e a e e
o1 L= LT g L= =Y o T S U OO RTT
select and discard information for the report and appendiCes.........cccoviirviviiii i
PIaN the INEFOAUCHION ...t rr s e s e e s re s s asc e e s et aeseea s nneereesaesnmnerenvaeanrenaas
ol E= T I aTCTN o To o | U RO PREPS

91z oI L= o] o U1 o o SRR

e Principles of communication applied to written memo (7 marks)

LT o) [T o2 @ 1T o 1T T ST
tone appropriate 10 the SENABT.........ei it rter e e et e e e e e e e e e s bae s et e e e raes
=T 11010 LT Y = O SR
Lo R o T LT o = = o L OSSR

CONCISEIESS . .rieevtueuteiiieieiratti et aeeeeeiratss asaesereserseassssssessaresessassressesssneseneasssn s sersnennsteesaessannasanseseressensesnensennnns

©CIE 2002 3

WwWWw.xtremepapers.net



www.xtremepapers.net

