2009. AP9.2

Coimisiun na Scruduithe Stait
State Examinations Commission

LEAVING CERTIFICATE APPLIED, 2009

Vocational Specialism—
Office Administration and Customer Care

WRITTEN EXAMINATION (240 marks)

Tuesday, 9 June, afternoon, 2.30—4.00

GENERAL DIRECTIONS

O Write your EXAMINATION NUMBER here. (&

O Write all your answers in this ANSWER BOOK in the spaces provided.
O Show necessary work alongside your answers.
O Calculators may be used.

O There are FOUR sections in this examination.
—Answer FOUR questions.
—Attempt ONE question from EACH section.

For the superintendent For the examiner
Stampa an ionaid 1. Total of end-of-page totals
Centre stamp 2. Aggregate total of all disallowed questions

3. Mark awarded (1 minus 2)

4. Bonus for answering in Irish (if applicable)

5.Total mark if a bonus is awarded for answering in Irish
3+4)

Note: The mark in row 3 (or in row 5 if a bonus is awarded
for answering in Irish) must equal the mark in the
Mériomlan box on the script.
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SECTION 1—RETAILING AND SELLING

Question 1 60 marks

(@) You work as a sales assistant in an electrical shop. You are ambitious and would like to be
promoted. You decide to approach your boss with ideas for helping to increase sales in the shop.

State four ways of doing so.

(b) Suggest four skills or qualities you think a good sales person should have.
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(c) As a sales assistant, how would you deal with the following two situations?

() A customer wishes to return a microwave oven, which was given to her as a present. She does

not need the oven and would like to get a full cash refund. She has a receipt.

(i) Your boss has a notice up stating that all purchases must be paid for by cash, by cheque if
accompanied with a cheque card or by debit card. A customer buying a product wishes to pay for

it by credit card.
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Question 2 60 marks

(a) You work as a cashier in a shop called High Fashion Ltd. A customer wishes to buy a jacket in the

sales costing €75.00. She pays you by cheque. See below.

73-22-48€
AlB

Oate /Tune 2007

Pay Aok Toshiwn 27 euro_euro euro
= € 7500
|

@

000928 Aal’ 2248 47265143 02

(1)  Isthis cheque filled in correctly?

(i)  Give two reasons for your choice.

(i)  Why is it recommended that a cheque should be crossed?
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(b) You work in a medium-sized supermarket which is part of a voluntary group. Your supervisor has

asked you to suggest ideas for improving the layout of the supermarket.
The main product lines are:

frozen products

fresh fruit and vegetables
bread and cakes

dairy products

meat counter and deli
hardware and household
canned fruit and vegetables

soft drinks

A A AN o e

newspapers and magazines

10. health products and cosmetics.

Draw a sketch in the area below to show the display of these goods.
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Give a reason for your choices.

& )
B VISA

1231 212k LOLS [1501

FRoms O7/06 EXE'E5 0&/0G
MR TONY WHITE

. !

(i1) State three precautions you would take when accepting it.
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SECTION 2—OFFICE ASSISTANT

Question 3

60 marks

(a) Organise the following names in alphabetical order of surname and also where necessary in order of

first name.
Siobhan Ryan
John White
Ann Moran
Patricia Rowe

Ann Heavey

Louis Walsh
Raymond Whyte
James Dolan
Mary Ryan

Catherine White

(40)

(b) You work as a receptionist for a large company. Name four pieces of information that you would

consider important to record when taking a message over the phone.

(20)
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Question 4 60 marks

(a) You are Pat Hynes and you work as a private secretary for Bell Ltd. Your boss has to attend a
business meeting in Derry and asks you to check out the prices and availability of hotels for him.
He needs a single en-suite room and secure car-parking for Tuesday, 16 June, 2009. The fax
number of Bell Ltd is 0044-6772101 and the telephone number is 0044-6772100. Using today’s
date, fill in the blank fax sheet below with the above details.

FAX
To: fom:
Fax: Pages: _ ___________________
phone: Date:
Message:

(18)
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(b) Prepare a memo from the human resources manager John Byrne to office staff stating that all summer
holidays must be booked by Friday, 22 May, 2009. The memo was sent on the 16 April, 2009.

MEMO
To: __ _
¥rom: __
Date: _ _
Message

(18)

(c) Employees have rights as well as responsibilities at work. State two such rights and two

responsibilities.

Responsibility 1:

Responsibility 2:
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(d) Design a layout suitable for three people who work in a solicitor’s office.

(12)
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SECTION 3—OFFICE PRACTICE

Question 5

60 marks

(a) What is meant by the “imprest system” of accounting for petty cash?

(8)

(b)  You are Jackie Forde working for Lawlor & Co. You buy scones for the staff costing €6.80 on 20

May, 2009. You are to be paid back from petty cash. Fill in the petty cash voucher below. Your

supervisor’s name is Helen Reidy.

Lawlor & Co.

PETTY CASH VOUCHER

Number: 25

(10)

(c) From the following information prepare the petty cash book for Walshe Hardware for the week

ending 22 May, 2009.

2009

18 May
18 May
19 May
20 May
20 May
21 May
21 May
22 May

Cheque received from accounts department
Two packets of biscuits

Postage

Cleaning materials

One greeting card

One bottle washing-up liquid

Two breakfast rolls

Payment to window cleaner

€100.00
€3.80
€15.60
€18.50
€4.00
€1.40
€ 8.00
€24.00

Balance the account on 22 May, 2009, and restore the imprest on that day.
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Petty Cash Book

Date | Details Total | Date Details Total Postage and | Refreshments Cleaning Other
stationery
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Question 6 60 marks

(a) Your business has bought the following software packages. State two uses of each package.

1. Spreadsheet package:

i)

(12)

(b) You work for an auctioneer or a solicitor. List five things you would recommend to ensure a safe and

healthy environment in your office.
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(c) You work for Ganley Hardware Ltd. Your boss is out for the day. During the day five people call to

the office. Record the details of these visits on the form provided.

9.40 Jim Smith called to see your boss. He requested a meeting with your boss as soon as possible.

You will contact him with a suitable time

10.20 “Quick Delivery” couriers deliver a package from Precision Engineering. You signed for it.

10.30 Andy Moran a sales representative from Insulation Products delivers some samples of new

insulation materials. You asked him to call on you next week.

10.50 Mark Lewis from the local Evergreen Soccer Club called to seek sponsorship for its summer

league. You promised that you would ring him.

12.10 Mary Gallagher called to enquire about a job. You asked her to send in her CV.

Name

Time

Organisation

Purpose of visit

Response
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SECTION 4—RETAILING AND THE CONSUMER

Question 7 60 marks

(a) Calculate the following.
1. The cost excluding VAT (Value added tax)
2. The VAT at 21%

3.  The total

Quantity | Description Cost per unit | Total cost excluding | VAT at 21% | Total
VAT

6 Dining room chairs €100.00

1 Dining table €800.00
5 Kitchen stools €80.00
1 Coffee table €200.00

2 Reclining armchairs | €250.00

(45)

(b) You saw an article for sale in a shop window which was marked €50.00. You went into the shop
immediately to buy it, because it looked a bargain. The shop assistant refused to sell the article to

you for €50.00 saying there was a mistake in the price as it should be marked €500.00.

Does the shopkeeper have to sell the article to you for €50.00?

Reason:
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Question 8

60 marks

(a) Calculate the profit and the percentage profit margin on the following goods.

Cost price Selling price Profit

Percentage (%)
profit margin

200.00 250.00
475.00 500.00
300.00 350.00
140.00 200.00

75.00 100.00

%

(b) Tick one of the boxes for each sentence to show whether it is true or false.

You are given a P60 when you are sacked by your employer.

A shop can refuse a cheque in payment for goods or services.

Goods sold to consumers must be of merchantable quality.

PRSI is paid by both the employer and the employee.

Advertisements for loans and mortgages should include the

annual percentage rate (APR).
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