X214/301

NATIONAL WEDNESDAY, 20 MAY
QUALIFICATIONS 9.00 AM - 10.20 AM ADMINISTRATION
2009 HIGHER
Paper 1
SECTION 1

This section should take you approximately 30 minutes.
Read the passage then answer the questions that follow.

ALL questions should be attempted.
SECTION 2

This section should take you approximately 50 minutes.

Answer any two questions.
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SECTION 1

ALL questions should be attempted.

McDonald’s Restaurants
McDonald’s has 3 main company goals:

* 100% customer satisfaction;
* increasing market share;
* and increasing profitability.

McDonald’s currently operates over 1000 restaurants in the UK and believes that it
employs some of the best and most ambitious people in the job market. A wide variety of
selection methods are used to ensure that the right people are employed.

New staff receive induction training on their first day, to introduce them to the company
and the particular restaurant in which they will be working. They are trained on health
and safety matters and hygiene. The “Welcome to the Team” video, which gives
information about working in McDonald’s, is shown to all new staff. Teamwork i1s an
important element of McDonald’s philosophy.

Promotion prospects with McDonald’s are very good — 80% of McDonald’s managers
started out as crew members.

All employees are hired on a 3-week probationary period, during which time McDonald’s
reserves the right to terminate employment. If an employee’s work proves to be
satisfactory at the end of the 3 weeks, he or she becomes part of the team. The success of
McDonald’s is due to good teamwork.

M
QUESTIONS arks
Answer ALL the questions, 1-5.
1. Outline the benefits to an organisation of employees receiving induction
training. 2
2. Describe 2 selection methods used by a Human Resources Department. 4
3. Justify why customer satisfaction is important to an organisation. 4
4. Describe features of presentation software which may be used to enhance the
delivery of a training session. 4
5. Discuss the features of an effective team. 6
(20)
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()

(c)

3. (a)

()
(c)

(d)

SECTION 2

Answer any TWO questions.

Outline 2 features of a Mission Statement and justify the importance of
this statement to the organisation.

Outline 4 factors to be considered to ensure internal customer satisfaction.

Discuss strategies used by senior administrative assistants to improve their
efficiency in task management.

Identify 2 time stealers and for each suggest how these can be avoided.

Outline the benefits of a career break to:
(1) the organisation;
(i1) the employee.

Discuss ways in which flexible working practices can improve the work/life
balance of employees.

Describe:
(1) 2 methods of voting at meetings;

(11) 2 documents relating to a formal meeting.

Outline ways in which an organisation can:
(1) monitor e-mail;
(11)  limit access to Internet sites.
Describe features of a good e-commerce website.

E-mail is an important method of communication. Discuss the impact of
e-mail on an organisation.

Compare web based and paper based sources of information in the
organisation of a business trip.

[Turn over for Questions 4 and 5 on Page four
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4. (a)

()

(c)

(d)

5. (a)

()

(c)
(d)

Outline decisions taken by an organisation to minimise Sick Building
Syndrome.

Describe 2 possible consequences for the employee moving from a cellular
to an open plan office layout.

Staff welfare is important in supporting staff. Discuss the support systems
which may be provided by Human Resources.

Outline and justify 2 ways of making sure employees are aware of new
legislation or changes to legislation affecting the office environment.

Identify possible areas of development for an employee which may follow
an appraisal meeting.

Discuss the importance of Continual Professional Development (CPD) to
ensure staff IC'T skills and administrative knowledge are kept up to date.

Describe 3 methods of monitoring and controlling targets.

Compare the use of a database and a spreadsheet for storing and analysing
information.

[END OF QUESTION PAPER]
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X214/302

NATIONAL WEDNESDAY, 20 MAY
QUALIFICATIONS 10.40 AM - 12.00 NOON ADMINISTRATION
2009 HIGHER

Paper 2

You have 1 hour 20 minutes to complete this paper. No alterations can be made to tasks after
this time. However, if you do not have the opportunity to print out all/any of the material during
this time you will be given time at the end to do so.

1 60 marks are allocated to this paper.
2 Your name should be displayed on all work submitted. Key in your name on each printout.

3 At the end of the examination, place your printouts inside the envelope provided. Hand the
envelope to the invigilator.
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INFORMATION FOR CANDIDATES

You are an Administrative Assistant with Conference Centres (Scotland) Ltd.
The company provides Conference and Meeting facilities in 6 purpose-built
centres throughout Scotland. Each centre has overnight accommodation and
meeting rooms which can be arranged in different layouts. A recent
programme of refurbishment included the reorganisation of rooms.

You report directly to Alison Harper, Director of Administrative Services.
Alison has delegated a number of tasks to you.

These tasks are detailed in the following memo and should be completed
today. The e-files required for these tasks can be found in the folder
CONFERENCE.

Familiarise yourself with these files before starting the tasks.

Please ensure that your name appears on every printout.
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MEMORANDUM

TO Administrative Assistant
FROM Alison Harper, Director of Administrative Services
DATE 20 May 2009
SUBJECT T'oday’s T'asks
1 a 1 All conference rooms can be arranged in a number of ways. The

Breadalbane Centre has installed sliding doors between 2 rooms to create a
bigger space. This new space will be called Chestnut.

The capacities for Chestnut are:

U-shape 54
Boardroom 64
Theatre 116
Cabaret 60

Add this information to the relevant table.

11 Create a form showing the name of the centre and the capacities of the
various room layouts. Include leisure facilities and the number of
bedrooms.

Insert the file LOGO as a header. Print this form showing only the new
record for Breadalbane.

b ACC Enterprises wishes to book one of our centres for a weekend in October.
Accommodation is required for 60 delegates. They want outdoor team-building
activities on Saturday and some delegates may arrive early on Friday to play
golf.

Present these centres in a report showing airport transfer times as the majority
of delegates will be flying up from London.

Insert the file LOGO and a suitable heading. Print a copy of this report.

¢ Boardrooms which can accommodate up to 30 people can now be set up as I'T
suites. The capacity of these rooms is 20% less than when the room is set up as
a boardroom. Calculate the capacity of these I'T' suites. Print your findings
showing only Baltersan Centre. Room capacity must be a whole number.

[Turn over
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2 a Complete the invoice for Diamond Energy for a team-building weekend held at
Breadalbane Centre.

Details are shown below.

40 staff stayed for 2 nights

Dinner and lunch provided on both days (insert menu 4 for both meals)
10 people picked up from Glasgow airport

15 people took the Sports Package

10 people took the Adrenaline Package

12 people took the Pamper Package

The invoice Grand Total should be rounded down to the nearest £ (insert a
formula to do this).

Print this sheet:

* in value view (portrait)
* in formulae view on one page.

b  We have had a meeting with our accountants to discuss whether to continue to
provide Adrenaline Packages at each centre. 'The current price should be
revised as follows:

* transport costs should be passed on to the client

* administrative costs are 5% of the current price — this should also be passed
on to the client

* the revised price should include an additional 20% to allow for profit.

T'he accountants have also advised us that minimum revenue per quarter should

be £10,000 per centre.
Note: Comments should be read and actioned.
Print this sheet omitting the overhead data in both:

* value view, and
* formulae view on one page.

3 The monthly newsletter still requires some work.

*  Change the layout to portrait for all pages except the last one.

*  Create a new first page with the logo and the first 2 headings.

*  The footer should show, on all pages except the first page, both slogans from
the Logo (LHS and RHS) and a page number.

*  Extract the relevant spreadsheet columns to show whether or not the Adrenaline
Package is to be offered by each centre. Insert this information at the
appropriate point.

* Complete the last page for Breadalbane using the text on Page five and
information from the database (do not change formatting).

*  Print the monthly newsletter.
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[END OF QUESTION PAPER]
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X214/303

QUALIFICATIONS 1040 aM - 12.00 noon XDMINISTRATION
2009 HIGHER
Paper 2
Instructions to Teachers/
Lecturers
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Instructions to Teachers/Lecturers

PRIOR TO THE EXAMINATION

The following files are to be created and saved using the file names indicated. This
will enable the candidate to access the required information necessary to complete
the tasks. All files may be adapted to suit your centre’s housestyle provided no
additional information is given to candidates. Margins should be in accordance
with your centre’s housestyle.

Note: Filenames need not be shown on master printouts.

Teachers/Lecturers should ensure that candidates CANNOT access files prior to
the examination.

These files should be stored in a folder named CONFERENCE.

CENTRES —this is a relational database file with 3 tables: ADDRESS,
FACILITIES and ROOM LAYOUTS.

ADDRESS - 6 records
FACILITIES — 6 records
ROOM LAYOUTS - 61 records

Primary Keys and relationships should be set as indicated.
*Filemaker may require an additional ID field.

LOGO — this 1s a word processing file and should be presented as shown using the
font Comic Sans MS 12 point.

This file can be created using a table and appropriate graphic.

NEWSLETTER — this is a word processing file and should be presented as shown using the
font Comic Sans MS (or similar) 12 point. Each page should be created
in landscape. Specific formatting instructions are shown on the
following pages.

FINANCE —this is a spreadsheet file with 3 separate sheets. Name these sheets:
PRICES, INVOICE and ADRENALINE.

Format cells as shown. Specific formatting instructions are shown on
the following pages.

Key in data as given.
Note: You are required to send printouts of the prepared files (including downloaded files)

to the Scottish Qualifications Authority. These should be submitted, by the invigilator,
along with the candidates’ printouts in each return envelope.
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[Table: ROOM LAYOUTS |

BB Breadalbane Oak 32 30 60 38
BB Breadalbane Cedar 18 20 30 15
BB Breadalbane Sycamore 18 10 30 12
BB Breadalbane Holly 28 30 80 60
BB Breadalbane Laurel 16 16 30 16
BB Breadalbane Yew 30 26 60 36
BB Breadalbane Rowan 18 25 46 18
BB Breadalbane Cherry 14 20 24 30
BB Breadalbane Willow 12 20 32 24
BB Breadalbane Holly and Laurel 42 52 110 82
BN Baltersan Cherry 26 40 54 44
BN Baltersan Achray 30 25 60 36
BN Baltersan Affric 18 20 30 15
BN Baltersan Ard 16 16 30 12
BN Baltersan Dee 18 16 30 12
BN Baltersan Dochfour 28 32 80 60
BN Baltersan Doon 16 16 30 16
BN Baltersan Faskally 30 26 60 36
BN Baltersan Garry 18 24 46 18
BN Baltersan Leven 14 20 24 30
BN Baltersan Morlich 12 20 32 24
BN Baltersan Ossian 26 40 54 54
CN Craigtoun Tweed 12 20 32 24
CN Craigtoun Till 18 24 30 12
CN Craigtoun Jed 28 36 48 38
CN Craigtoun Gala 34 40 48 32
CN Craigtoun Ettrick 48 56 64 44
CN Craigtoun Quair 56 64 72 54
CN Craigtoun Tyne 64 74 82 60
CN Craigtoun Esk 64 72 80 50
CN Craigtoun Carron 64 72 76 68
CN Craigtoun Leith 60 74 68 56
DH Dowanbhill Arran 12 20 32 24
DH Dowanbhill Barra 20 24 30 24
DH Dowanbhill Bute 26 32 38 34
DH Dowanhill Islay 34 38 42 36
DH Dowanhill Coll 22 26 28 20
DH Dowanbhill Eriska 18 25 46 32
DH Dowanhill Fara 12 20 32 24
DH Dowanhill Gigha 52 58 68 50
DH Dowanhill Handa 52 58 68 50
DH Dowanhill Hirta 30 25 60 36
DH Dowanbhill Jura 48 56 64 44
DH Dowanbhill Lamba 42 48 52 44
LIB Liberton Ben More 44 48 52 44
LIB Liberton Ben Lui 12 20 32 24
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[Filename: ROOM LAYOUTS (continued) |

LIB Liberton Ben Oss 42 48 52 44
LIB Liberton Ben Vorlich 20 26 34 30
LIB Liberton Ben Vane 36 38 42 38
LIB Liberton Ben Lawers 24 34 38 30
LIB Liberton Ben Cruachan 24 34 38 30
LIB Liberton Ben Challum 18 22 32 28
LIB Liberton Ben Starav 18 25 32 28
MENT Menteith Callanish 12 20 32 28
|MENT Menteith Brodgar 36 38 42 38
MENT Menteith Rothiemay 56 62 64 58
|MENT Menteith Picardy 32 30 48 38
|MENT Menteith Dunfallandy 44 48 52 44
IMENT Menteith Tillytarmont 22 26 30 22
IMENT Menteith Avochie 24 34 38 30
IMENT Menteith Carlin 48 56 64 44
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Filename: LOGO

CUSTOMER LED -
QUALITY DRIVEN

CONFERENCE CENTRES
OF EXCELLENCE

HOTLINE
0845 201 8787
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Filename: FINANCE

SHEET - PRICES

A B C

1

2

3 |Baltersan Nightly Rate £60.00
4 |Baltersan Transfer Charge £10.00
5 [Baltersan Lunch Buffet £10.00
6 |Baltersan Lunch Menu 1 £12.00
7 |Baltersan Lunch Menu 2 £14.00
8 |Baltersan Lunch Menu 3 £16.20
9 |Baltersan Lunch Menu 4 £20.00
10 |Baltersan Dinner Menu 1 £15.00
11 [Baltersan Dinner Menu 2 £22.50
12 |Baltersan Dinner Menu 3 £25.50
13 |Baltersan Dinner Menu 4 £26.50
14 [Baltersan Pamper Package £40.00
15 |Baltersan Sports Package £45.00
16 |Baltersan Adrenaline Package £170.00
17 |Breadalbane Nightly Rate £60.00
18 |Breadalbane Transfer Charge £10.00
19 [Breadalbane Lunch Buffet £10.00
20 |Breadalbane Lunch Menu 1 £12.00
21 |Breadalbane Lunch Menu 2 £14.00
22 |Breadalbane Lunch Menu 3 £16.00
23 [Breadalbane Lunch Menu 4 £20.00
24 |Breadalbane Dinner Menu 1 £15.00
25 |Breadalbane Dinner Menu 2 £20.00
26 [Breadalbane Dinner Menu 3 £25.00
27 [Breadalbane Dinner Menu 4 £26.00
28 |Breadalbane Pamper Package £40.00
29 |Breadalbane Sports Package £45.00
30 |Breadalbane Adrenaline Package £160.00
31 [Craigtoun Nightly Rate £60.00
32 |Craigtoun Transfer Charge £10.00
33 [Craigtoun Lunch Buffet £10.00
34 |Craigtoun Lunch Menu 1 £12.00
35 [Craigtoun Lunch Menu 2 £14.00
36 [Craigtoun Lunch Menu 3 £16.00
37 |Craigtoun Lunch Menu 4 £20.00
38 |Craigtoun Dinner Menu 1 £15.50
39 [Craigtoun Dinner Menu 2 £2150
40 |Craigtoun Dinner Menu 3 £25.00
41 |Craigtoun Dinner Menu 4 £26.00
42 |Craigtoun Pamper Package £40.00
43 |Craigtoun Sports Package £45.00
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Filename: FINANCE (continued) | SHEET - PRICES

A B C
44 |Craigtoun Adrenaline Package £160.00
45 |Dowanhill Nightly Rate £75.00
46 |Dowanhill Transfer Charge £10.00
47 (Dowanhill Lunch Buffet £11.00
48 |Dowanhill Lunch Menu 1 £13.00
49 |Dowanbhill Lunch Menu 2 £1450
50 [Dowanbhill Lunch Menu 3 £17.00
51 |Dowanbhill Lunch Menu 4 £22.00
52 |Dowanbhill Dinner Menu 1 £16.50
53 |Dowanbhill Dinner Menu 2 £23.00
54 |Dowanbhill Dinner Menu 3 £26.00
55 [Dowanhill Dinner Menu 4 £27.00
56 | Dowanhill Pamper Package £45.00
57 |Dowanhill Sports Package £50.00
58 | Dowanhill Adrenaline Package £170.00
59 |Liberton Nightly Rate £75.00
60 |Liberton Transfer Charge £10.00
61 |Liberton Lunch Buffet £12.50
62 [Liberton Lunch Menu 1 £13.00
63 [Liberton Lunch Menu 2 £15.00
64 |Liberton Lunch Menu 3 £17.50
65 [Liberton Lunch Menu 4 £23.00
66 |Liberton Dinner Menu 1 £17.00
67 |Liberton Dinner Menu 2 £24.00
68 [Liberton Dinner Menu 3 £27.00
69 |Liberton Dinner Menu 4 £28.00
70 |Liberton Pamper Package £45.00
71 [Liberton Sports Package £50.00
72 |Liberton Adrenaline Package £160.00
73 |Menteith Nightly Rate £80.00
74 |Menteith Transfer Charge £10.00
75 |Menteith Lunch Buffet £12.50
76 |Menteith Lunch Menu 1 £14.00
77 |[Menteith Lunch Menu 2 £16.00
78 |Menteith Lunch Menu 3 £18.00
79 [Menteith Lunch Menu 4 £23.50
80 [Menteith Dinner Menu 1 £18.50
81 |Menteith Dinner Menu 2 £2450
82 [Menteith Dinner Menu 3 £28.00
83 [Menteith Dinner Menu 4 £29.50
84 | Menteith Pamper Package £50.00
85| Menteith Sports Package £56.00
86 | Menteith Adrenaline Package £170.00
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Filename: FINANCE

| SHEET - INVOICE

A [ B | C _J D [ E
CUSTOMER LED - ‘ CONFERENCE CENTRES OF
QUALITY DRIVEN EXCELLENCE
1
2
3 |CUSTOMER Diamond Energy DATE 13-May-09
4 |ADDRESS Leven Industrial Estate ORDER NO BB1509
5 Dumbarton Cells A3-E7
6 [PosTcope 629 7PQ Fill white
7
8 |DESCRIPTION NUMBER UNLIT PRICE TOTAL
9 |Nightly Rate | —
10 |Lunch Menu™ Cells A9-B9
11 |Dinner Menu* / Cells A10-B10 \
etc. ..
12 |Adrenaline Package \ Fill white /
13 |Sports Package 4\
14 |Pamper Package
15 | Transfer Charge
16 SUB-TOTAL
17 VAT
18 GRAND TOTAL
19 | VAT is charged at 17.5%
20 |Payment can be made by cheque, debit or credit card
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Filename: FINANCE

SHEET - ADRENALINE
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[END OF INSTRUCTIONS TO TEACHERS/LECTURERS]

A B £ D E F
1 Projected Quarterly Figures for Adrenaline Packages
EVENUE
BASED ON
CLIENT| CURRENT| REVISED| REWLSED
2 CENTRE NUMBERS PRICE PRICE PRICE|CONTINUE?
3 Balfersan 120  £170.00 N\,
4 Breadalbane 130 £160.00 ‘\_
5 Craigtoun 08|  £160.00 N
6 Dowanhill 40 £170.00 \
7 Liberton 21 £160.00 N\
B Menteith 125  £170.00 E
9
10— 1 User: %
" Remember to include transport costs, é
12 Overheads Tpmgporf ad‘r&rﬁstlalrativfe cmg_?pdt;peﬁra 20% on §
13 BaITer'san 'E].OOO top to allow Oor profit in this column é
14 Breadalbane £5.00 £
15 Craigtoun £10.00
16 | Dowanhill £8.00
17 |Liberton £8.00
18 | Menteith £5.00
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