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OCRﬁ GCSE

RECOGNISING ACHIEVEMENT

Centre number Series and year | June 2011

Centre name

Candidate name Candidate number

Please fill out the mark awarded against each assessment objective for each investigation and comment
on why the mark has been awarded.

Tas}

vl AR

AOt1 Thorough description of the main activities of the HR function

1-3 6 5
A02 Application documents are extremely focused and targeted on meeting
the needs of the vacancy
4-8 9 9
A03iA coherent and in-depth evaluation of why application documents are fit
for purpose. Strong levels of analysis on why application pack will be 9-10
successful. Well written with only minor errors. - 7 6

Task 3.

R

AO1 A thorough description of what makes an effective interview process -

both the employer and employee perspectives have been covered. 11-13 8 5

AO2 The interview questions are extremely focused and targeted on the
chosen job role. The candidate has provided a good detailed explanation 14-15 8
of why the questions have been chosen. B 9

AO3' 5 coherent and in-depth evaluation of how legistation will impact on the

recruitment and selection process for a receptionist. Detailed judgements
made and evidence given to support this, 16-22 7 7
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Task 4

AO1 Comprehensive knowledge and understanding shown of the induction

programme for a receptionist. Lots of detall and all areas covered. 23.26 4 4

AO2 Programme is extremely focused and targeted on meeting the needs of a
supervisory role.

27-31 6 6
AOZ’ 5 coherent analysis of how the job role will change. Some good
judgements shown and well written.
a9 e 32-33 6 5
Overall Mark
(max 60) 55

v

0 marks = no evidence submitted or work submitted does not address assessment objective
* = This assessment objective includes assessment of quality of written communication

Level 1. Quality of written communication demonstrates limited clarity and coherence
with basic use of correct terminology. Errors of grammar, punctuation and spelling may
be noticeable and intrusive.

Level 2: Quality of written communication demonstrates clarity and coherence with
appropriate use of correct terminology. There may be occasional errors of grammar,
punctuation and spelling but these are not intrusive.

Level 3: Quality of written communication demonstrates clarity, coherence and fluency
with effective and confident use of appropriate terminology. There are few, if any, errors
of grammar, punctuation and spelling.

Guidance on Completion of this Form

1 One sheet should be used for each candidate.,
2 Please ensure that the appropriate boxes at the top of the form are completed.
3 Add the marks for the assessment objectives together to give a total out of 60. Enter this total

in the relevant box.

URS934
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Applied Business Task 5

How has my job role changed as a receptionist supervisor?

| have been promoted to receptionist supervisor; | have recognised that there

are many new skills | need to be able to fulfil this role and many new tasks

which | now have to perform but there are still some task which have stayed +
the same.

As a receptionist | have had to have good customer service when it came to

dealing with customer complaints face to face, on the phone , by email etc

however now | have to have excellent customer service skills because as _—
receptionist supervisor | have to deal with many more serious customer

complaints. Before | would have passed it on to a supervisor | am now that A0z,
person | have to be aware of a lot more and understand how to solve problem

in the correct manage while following all hotel policies.

Also know in my new role as a team leader | have to be more motivate

because | am not just motivating myself but the rest the team making sure

they are on task and ready to work. Plus | have be extremely organised A
because ware as | was just organising myself | am now organising others like

doing the staff router and booking appointments for senior staff theses are all

extra jobs which | did not have before. Furthermore | am now responsible for

all staff that are way which means also arranging cover plus sorting all

documents for staff holidays and staff training days and ensuring that all the

staff are paid for the correct amount of time worked. | am now in charge

delegation between my team; | am responsible for making sure the right

person does the right task and ensuring that all staff are working evenly, _
where as previously | was being told what to do.

In my new job role am | still booking guest in and check them in and out

however | am now in charge of booking large groups like wedding,

conferences etc which | didn’t before also | am now the member of staff that 4A°%
employees come to when there any problem with booking payments and

refunds. | have to be able to think on my feet and tried a solution. In my new

role | still deal with checking in and the key handling however now | have - Az,
organise new keys to be reordered, resetting voicemails.

As receptionist | used the tills, | still have to but know | am also responsible

for cashing up at the end of the day which means closing up the tills and

counting up the money. | will still have to write letters and emails to guests at ‘/Aaz.
the hotel like before but now | also have to write letters for senior staff and |

will be dealing with a lot more of the higher class business clients which are

involve in the hotel and stay at the hotel regularly. In addition | now have to

take new guest or business clients for tours of the hotel. As supervisor

receptionist | now have to keep track of all the bookkeeping and accounts for

hotel, keeping them neat and in order and nothing is left out or misplaced. AR
Another change in my role is that | have learnt how to use all IT systems

within the hotel and | am now held responsible for looking after any problems

with the system which may happen this include sorting out any problems with

the computer, soft wave, tills and security system etc. As supervisor ‘/A 5
receptionist | now have to organise staff meetings and attend supervisor

meetings monthly to discuss the problems and plans for the hotels in future

which helps keep me in the know because | will be ask question about this

from lower employees and clients . '

2



‘Applied Business Task 5

| have to be aware of all the changes within the hotel at all times, | have to be

in control of the working environment so that my team work to their best. |

have had to increase my knowledge on the local area and transport routes so

that | can show good example to my staff and answer questions from guests 'y A=
who are unsure. As supervisor receptionist | now have to be more consistent ,

| have make certain that my staff know exactly what | expect from them and

the what the expect from me as their leader. | will have to set policies for staff

and let them know regularly how they are doing. | will have to range team
appraisals time and target set for employees how they can make the most out

of their work and how to achieve higher. | have to become a mentor for the
employees let them understand it there are any problems, with that it is my
responsibility to help them to correct these problems in a professional way. |

will also have to be a part of the recruitment stage for new employees; | need

to make sure that the employee is suitable to bring into the work place. Also |
will now as supervisor receptionist | am charge of staff training for new and ATz
old I will have to recognise the needs of my team with the training they need

and treat each employee equally by delegating well to make sure | am leading

the most effective way.

Overall | feel that as supervisor receptionist have increase the amount of
responsibilities | have within the hotel which have increased the amount of

jobs will have to perform. Within this new job role | have had to increase my -~
knowledge of the hotel and local area is a task in its self and with that came

the responsibility to be able to work professional and make sure that | can ACD
answer questions that the lower employees may not be able to. As supervisor
receptionist | can not just think about my self, | have become a leader and |

have to be in control, | have to delegate will, motivated my team and be

consistent in the way a mange them. | am now reliable for all of my teamand | _ "
have to work to help them improve and work to their very best. | think thatthis  A¢3
role has really increased the amount of responsibility | have but it has not

affected that much the jobs | do within the hotel.



GCSE in Applied Business Unit A244: Business and You

Assessing Jemma’s evidence

Task

Comments

Mark

Task 5
(AO2)

Jemma has identified the skills she will need for the more
supervisory position and has produced a training
programme to achieve those skills, including details about
training providers, content of the training, costs and an
explanation of how the training will enable the new skills to
be acquired. Full marks have been awarded for this task.

Task 5
(AO3)

Jemma has assessed in some detail how the job role and
activities will change. She shows strong levels of analysis
with some judgments.

The quality of written communication demonstrates clarity,
coherence and fluency. Jemma has made effective use of
appropriate and correct terminology with few errors of
spelling, punctuation and grammar.

Level 3 has been achieved and 5 marks have been
awarded.






