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MARKING

TASK 1 - 33 marks

Types of job roles in the office (receptionist)
Recognition of H & S legislation
Employee's responsibilities

Maintaining the Reception area

WD =
3, IO

1. 3 items of desirable Company knowledge that receptionists should know to enable them to deal with a
series of requests from members of staff and visitors (6 marks)

A reliable knowledge of the organiSation's WOTK ............ccciiiiiiiii it s e s ne e e s
Knowledge of the organisation's PEISONNEN ...........cc e iiiciieiie e rer e e s eec e e e ase s sseeneesessrraenasenns
A good knowledge of the organisation's [ayOUL ............cov i e sneeean
Knowledge of individuals, offices and departMents .........c.cocucviiiriiieie e

A reliable knowledge of new products or services
which are in the planning StAgE .....c..ooir i e e e e s e

2 desirable professional abilities (4 marks)

The ability to understand and apply the organisation's confidentiality protocol .............ccceevernrciiciicrncennnns
The ability to maintain an up-to-date client and customer telephone and fax numbers list .........cccccoveeriiennens
The ability to maintain an up-to-date client and customer address list.............oeeiieeiieccccc e
The ability to dress appropriately for the reception @rea ...........cvvvvcrciir e

2. The reception area is particularly important to the organisation because (3 marks)

it is usually the first part of a firm they see and should create a good iIMpPression ........cccccecveeieceeviinircvcieenn s

if the reception area is not welcoming and comfortable clients will not be encouraged
(oY (L= O ol 1o T T o U ST

3. 10 ways in which a Receptionist can help to make the reception area pleasant
and businesslike by (20 marks)

ensuring that the area is adequately ventilated ...........co.cccior e s
ensuring that it is neither 100 Cold OF 100 WA ..o
ensuring that the area is fresh and clean loOKING ...........ccci i r e e
NAVING @ TEAAY SIMIIE ...ttt e e e et et s e e e e aseesaeee s seeeensneansenesnteeenreesaseseseeaneesnes
having a friendly but businesslike attitude ..........cccoonreii e ee e e e e ee e

being dressed appropriately for @ reCeption @rea ...........ccvviieriieeciie et
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attending to visitors as so0on as they armiVe .........cceei i
keeping visitors informed should there be a delay in contacting the person they are visiting .........cccoevvveeniine
greeting visitors in a friendly but businesslike manner as soon as they arrive .............ccvvevev e,

greeting the visitor with a smile and a brief word as soon as they arrive even
When USiNg the telEPhONE ... e vr s s s bn s

offering tea or coffee should a visitor need to wait a little While ...,
curtailing wordy telephone call when a VisSitor @rrives ... s
finishing a personal telephone conversation immediately a viSitor arrives ...........ccccooiiin e,
finishing personal conversations when visitors are in RECEPtioN .......c.ccccoiciieein i
limiting business conversations with colleagues when visitor's are present ...,
keeping the tidy at @ll tHMES....... e e s e s
having all unnecessary documents and files PUt QWaY .........occoiirir i
ensuring that the reception area is clean and tidy at all times .........cooceiivivc e e
having comfortable chairs @vailable...........coo e e
having coffee tables available for MAgAaZINES ........c.ccii i
having well kept fresh or artificial flowers in the area ... e
having suitable magazines and newspapers available ...............ccocviiii i
ensuring that magazines and newspapers are kept tidy and CUrrent ............ccccorv i e ceae e e
ensuring that the waste bin is emptied freqQUENtY ... e e
having samples of the Company's products on show, if appropriate ...........ccecereciireiieciinrsciencir e
having appropriate reference books available ...

having a map of the local area available ... e e e
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TASK 2 (34 marks)
2.1 Emergency procedures

2.1 Employee's responsibilities
2.2 Reporting procedures

o 3 causes of medical emergencies within the workplace (18 marks)

EleCtriCal @QUIPIMENT........ ettt r e e s st e e e e s s ese s s eareeaaa e ae s s asat et reesansas e sneenensannaaeesnnnes
HazardoUs SUDSIANCES .........cco ittt st sttt sbe s ae e sh e e sabere e e e e eenr e e e nee s
Employee's failure to comply with [€gisSIation ...............oooemiii i e e s
Management's failure to comply with [egisSlation ...........c.cooocecrrii e e
Badly handled MachiNEry ...ttt ee s aee e e e et e eeaer e e e s eaneesae s seeaeareesaaeeannnran

e Are reporting procedures the same in every organisation. If they are, why?
If they are not, why? (4 marks)

Emergency reporting procedures vary from organisation to organisation .........ccc.cccecevvieiie e
In some companies there will be specific organisational reporting procedures .........ccecoveeecoeevccieecveeeecnen.
In some companies there will be no specific organisational reporting procedures ........ccccocevverrcenceercireeeeens

e 4 items which can help to protect the workplace from fire (12 marks):

Fire @XINQUISNIEIS ... et e e e r e e e e s et asaa s neeae s s seesav s baeaeassrenesennessssesasssenessnnnas
== 4 1 4 OSSR
R T 0] 101 (=T OO RRRRO

OIMOKE AEEECIOIS ...ttt e et b et aemeeemt e e e eeeee e s ek emeamenseeeenneememnsensmemmmsmonensaeecmsmemeeannaeeeeeanneseanann

TASK 3 (33 marks)

3.2 Benefits of computerised filing

+ 5 advantages of computerised filing (15 marks)

LT T Tor= - V7] o T RO
Over 10,000 A4 documents can be stored on an optical disK ............c.ceeiieiuiiiieeciciie e e
Documents can be scanned - saving manual filing SPACE.........ccccvurueiciirceeiceeeeeete et sree e e e eenens

No need to borrow files because different staff can access a networked computer
at the same time as €aCh Other...........c.oo e e st e e

©CIE 2002 3

WwWWw.xtremepapers.net



www.xtremepapers.net

OFFICE ADMINISTRATION STANDARD
PRACTICAL ASSESSMENT TASK SHEETS

SEC 5233/A A2002
File contents can be quickly viewed on screen before selecting for printing ........ccoccoeciivrein i
Documents can be electronically Cross-referenCed ...... ..ot e s e
Back-up files are programmed to be created automatically .........c...cooiiii
Documents can be filed under several headings, making retrieval quick and @asy .........cccccovvcvenecinrccinnenenn
Confidential documents can be special codes, or passwords, so that access to them

L= (3 (=Y o [ R

* 4 disadvantages of computerised filing (12 marks)

The system is eXPeNSIVE £0 SBE LD . cco ittt s e e s e s e ea e e s s e e s e e e ae e eeesea e s seeeeasenreeernen
Power failure means that no documents are accessIbIE ...........cco it
Equipment can be affected by electrical StOrMS ........c.ccccirii it
Equipment can be affected by office temperature and humidity conditions ..........c.ccooceeriiiii i
When staff take print-outs to store in @ manual SYStEM..........c.cv i s
Stored information is subject to statutory regulations (i.e. UK: Data Protection Act) ......ccccecervvvrviviccnnninnne,
Requires staff training tiMe .......ccooicie e s s e s et era e e e e n e eae s e e e e nean
Its operation is subject {0 huMaN error/CarelESSNESS ........coceeiiiecee et et e e e e rreesnseeas
Document security on disk is subject to staff's knowledge and skill ...........cccooe i,
Takes time for operators 10 become SKIlled ..ot

+ Computerised filing is a system into which documents, information, etc. can be stored into a centralised
filing system by (6 marks)

producing documents internally (i.e. word-processing doCUMENtS).....c..cooeieieiiieeciee et

scanning documents received by the organisation into the system, using a document
o= 0] 0= o SRS
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TASK 1 (36 marks)

1.1 Model of information flow within an administrative environment.

e Step-by-step listing illustrating the flow of information within an organisation, and the
methods of communication used:

Step1 Information is

=T o< AT PP 2

= Lo I oo =T o (o O TR P PSR
DY WOId Of MOULN........ e e s e e e e e e e s abeeesa s taeae e s e aeaeansne e nneeessnnenenanes
03V (== o] g To] o 1= P P PSSO
by internal written COMMUNICALION. .......c.coi i e e ce s e e s st e s e e

by external Written COMMIUNICALION. ........iiii e e st e e st e s s be e e s srnee e sreeneas

Step 2 Information is

by @nalySing IS CONBNT..........oii e ce e e e e e e e e s e e ee s s s ree e s e st e e s e arnesene e e e natenennens

and systematically arranging it for further processing and distribution ............cccciicicniiin e

Step 3 Information is

o] e o7 T 1= o O PP PP 2
interpreted 2
by following the organisation’s standardised ProCeAUIreS ..........cociiicoieeiiie et

aNd USING Staff @XPEIMISE .....eiiii et s r e e et e s e e s s e e s ee e sareaesaeeesbeeebeeesneeseens

Step 4  information should then be

communiCated BfFECHVEIY..........cooe et e e e e s et e e e s e sareeeaeeenaeensaean

internally and externally; as @pProPriate ........oovciviiiicie et erire e eeeree e e e ertrae e s s r e e e e sae e e e s eeeaesneeesaseeanaseas
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Step 5  Once steps 2 - 4 have been completed the information is

FECOrAEd fOr fULUIE FEFEIEINCE ... .o et e ettt e e e e e e e e e e ee s e s s ene s s tnreeeeeeeemanassasasasessaesaennsrssnann

by storing the information in a systematic record System ..o s

TASK 2 (28 marks)

2.1 Security in the workplace: potential physical and personal hazards; employee's responsibilities; evacuation
procedure.

1 3 incidents which could iead to evacuation of a building (12 marks)

Fired

BOIMD thrEaLS ... e e e e e e e e e rr e s s e e e s e e e s be s s e s s sabe e eneennneas
GAS JBAKS ...ttt et e ER R e e R e e e e e et e e e r e n e ene s r e nreaneen
TN =T £ oo o ] o o O RS TRPT PR
1010 1Yo et ) =T o L= =SS

<= T IR 1= 2T N

2 Do all organisations have regular evacuation drills (4 marks)

3 4 procedures staff should follow in the event of fire (8 marks)

Leave the building immediately, leaving personal belongings behind ...........c.ccccoiiriiiiii i,
Only use the stairways - lifts must not be used once the fire alarm has sounded............ccccccovviiniiicin e,
FOllow the Firg EXit NOLCES .....ccociiiieecei ettt et e e e e e s e e s e e s beae s e e e srnessaee e aeeenaesanes
Do not deviate from following from the Fire Exit notices unless the route is blocked..........ccccocvvenncviiiennnnn.e.

Meet at the Assembly Point (outside of the building) .........ccooieiiiiini e e
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4 All doors should be shut behind you in the event of a fire to (4 marks)

indicate that @ rO0M NAs DEEN ClEAIEA .........e ettt ettt ete e e e e e e e m s a s e s e s e m e aaaeaaseaeesaesessnrennases

stop the fire from SPreading ... e e e e et e e e e er e e e e e s e e e e e e are e e e e e e e sarae e eareeeenten

TASK 3 (30 marks)

2.2 Security in the workplace: security measures for accessing data (passwords, confidentiality codes)
4.1 Electronic mail

o 2 factors affecting the cost of facsimile transmissions (8 marks)

the time the dOCUMENL IS SENE........cooiiii et e et e e e e eesaeessreeesaeearneasanenns
the telephone Charges INVOIVE ...........ooiii ittt et e re s s ae s e e e e e s e e s reesasesr v e mn e e e saneannns
the tranSMISSION SPEEU ....c.vuie ettt e e e e cbe e e st eeseabeaesbeeenneesneeesasessnbeesaseanseensenans

the length or complexity of the dOCUMENT ...t s e

s 2 factors that determines the speed of facsimile transmissions (8 marks)

the type OFf MACKING USEA ...t e et eeaee e s sbe e e s e e e sasessrreeesneenseenseeans
the TESOIULION LS ... . ettt ettt e b et e st e em e s s e esteessane e nssatestesaeessaasesresaeeaeerensasanns
the [ength Of the MESSAGE......c.ci it e s te e e s e e e et e s e e s e e seeete s b e e aeannen
the amount of detail and the density of the MESSAGE .........ccvcririiiirice e

IS AESHNALION ...eeeeieieiiee ettt e et s e e s e s s re st et teeeseerasas st e aeeeseeeaassaaterneeeeseesaeeaeteeaeranneeneesann

e The type of document that takes the longest time to transmit by fax is (2 marks)

a very dark or intricate drawing, or one with a lot of solid teXt...........cccvcrriiiiieiicercr e

» Alarge fax machine is likely to have the following security features (4 marks)

passwords or pass codes to control access t0 the Maching ...........ccceveiiiccii e

the facility to hold a confidential fax in its memory until a special password is used
for readingand printing @ CONTIAENTIAI FAX .....cveiiiceeiieceeeee ettt ee e s e e et e senaenes
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e 2 factors affecting the cost of e-mailing over a large area (6 marks)

1 The telephone provider's Message Switching or Mailbox Service charges .........ccccoocvciniecinernceennninn, 3
2 The 2 bills payable each time the system is accessed

(i.e. one for the telephone call, and one for the connection time and any additional

charges each time the system is acCesSed). ... e reane e e 3

o E-mail security facilities (2 marks)

E-mail can be kept secure by keying-in a second password to access own e-mail
in addition to the one used to log oN 10 the NEIWOIK .......c..vviiiiciie e 2

TASK 4 (6 marks)

5.1 Use of Planning Aids: use of action plans

The purpose of an Action Plan is to (6 marks)

clearly state what action you hope to achieve in the fUtUre...........ccoir e 3
state the target date for @aCh GO@l..........cocueiriiiiee ettt e s st sbe s sbaesnesenne s 3
©CIE 2002 4
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TASK 1 (34 marks)

4.0 Use and evaluate a range of office technology and communications systems; fax.
4.1 Describe the effectiveness of the main telecommunication systems available.

Administrator's responses to junior's questions concerning faxes and fax machines

1. a) A fax header is the information which is automatically printed on the
top of all documents, i.e. company name, fax number, date and time,

AN PAGE NUMDET ... e be s s an e 3

A fax header is used to give the recipient relevant information about the sender................... 3

b) A verification mark is a small mark printed at the bottom of each fax page .........coceveeveene. 3

A verification mark indicates that a document has been faxed..........ccccoecvcee v cninn e, 3

2. a) Poor or dull display may indicate that batteries need changing .........cccccoovciiiiiiiiiiinenee 3

A 'low battery' message may be shown on the display SCreen.........cccccvvvieeriivee e veceeenee 3

b) Fax messages may be unreadable because of the poor quality of the original....................... 3

Unreadable fax messages can be improved by photocopying with the

ink density set higher and/or enlarging it and trying to fax it again ............ccccevveciiiceniccnenne 3
c) Dirty marks on messages indicates that the machine needs cleaning ..........cccccccovivenivnnnens 3
To remedy: clean the fax machine, particularly the rollers ..........cooceceeviieivci e, 3
d) Methylated spirits are used to clean the rollers of the fax machine. ........c..cccceviciereciiicienne 3

3 1 reason why outgoing faxes should be blemish free (alternative answers acceptable)
(1 mark)

BECAUSE

they represent the COMPEANY .......covv it are e e e e e s n e st e e s s e e seeeeaneeneesanean 1

the company is Judged DY itS IMAGE ....cccceiiee et e e e e e e s e e e enree e e e s s renee s 1

it is COUrteoUS t0 the FECIPIENT .......c.coiiiie e e e e e e s ae e e st senre e eaeseneenns 1

It is OO DUSINESS PraACLCTE ....cooiiueiiie ettt e e et e e s e s eare e s sse s e e sne e e sabasee s nbasernnnners 1
©CIE 2002 1
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TASK 2 (40 marks)

2.1 Emergency procedures
2.2 Security in the workplace: people, equipment, buildings

8 'Emergencies' which could occur in a business organisation (40 marks)

Visitors and staff could be jammed in the lift between floors ... e
A visitor might have his/her car stolen from the street (or car park) .........cccoecvivenirnninne e

A member of staff might have appointments arranged for the day but
be called aWay Urgently .......ccoooii e e

A visitor attacks @ member Of staff....... ...
The relief receptionist Might be taken il ............eveiieio e e s es e e e e amenee s

The building might have to be evacuated immediately but no one knows the
EIMEIGENCY PrOCEAUIES. ...eeitieeieiieiitireertteaaaseeesaaseeraanteesassaseecasstasassranessasssensaaassseneanessneeesasanessastesanssnnessses

The lifts may have stopped but there is a wheelchair visitor on the 4" floor who wishes
t0 1€aVE the DUIIHING .....oe ittt ettt e e et r e et e e ete e e e e e st e e sasne e sneesasee e seesaaeeasnesnns

An urgent message may have been left for a visitor who has departed from the building .........c.cccecveeenne
No one may be available to cover reception when a member of staff is taken il ..........cccccooveer i,
The Visitor's Register may disappear or cannot be found ...........c.cccviiciiieiei e
The Appointments Book containing the appointments may be mislaid ...........c.ccoeeceiiire e,
A visitor may have an epileptic fit IN reCEPHON ....ccc..oo e e e

A non-English speaking person may try to explain an emergency situation..........c..ccoccce e cceee e,

TASK 3 (26 marks)
3.1 Handling incoming mail: sorting and distributing incoming mail

4 standard procedures to be followed when dealing with incoming mail (16 marks)

e Pre-sort mail into different Categories .........cooui et
¢ Check enclosures and staple or clip them to the main document .............c..oceevvvicireceececcre e

» Note any omissions of enclosure on the main document after the envelope has
DEEN ChECKEA. ...t rte e e st e st s e e s sae e sabe s s e e s st e aeesaeesbesseeanbesbnens
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e Date stamp documents (if this is Company procedure) except financial documents or
tegal documents (e.g. cheques, postal orders, contracts, €1C.) ......c..ccccev i 4

e Sort documents into departments and place in mail baskets ready for distribution
ol oo ]| [T ox 1] TSRO U PO PRRTPRRON 4

Once sorted, documents should be placed in the following order (10 marks)

LI 01 o T=T o) ae foTon Bl a g T= o) £ 3014 TN o] o OSSR 2

FOLLOWED BY

¢ private and confidential or personal IBters ..........c.oiieiiii et 2
L (11 =TT 44T U YOO 2
o SECONMA ClASS M ...eiiiiiiiiii it e s ettt e sttt ettt eeets e essaaaasessesssaeensssesaeansneeesnssensnssenaannren 2
e  CircUlars @nd MAGJAZINES ......cc.ueeiiiiiieiiiiiee et ieecteeeesitreeesas e s eesssseeeaassssessasasseeesessseeesaseneressnsessassenesnseen 2
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