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Fill in these boxes and read what is printed below.

Full name of centre Town

Forename(s) Surname

Date of birth
Day Month Year Scottish candidate number Number of seat

Answer all the questions you can, in the spaces provided.
Read each question carefully before you answer it.
Write your answers clearly.

Before leaving the examination room you must give this booklet to the Invigilator. If you do
not, you may lose all the marks for this paper.
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1. From the following list, identify which department would carry out each
task. Use a different department for each.

Sales

Finance

Purchases

Human Resources

Task Department

(a) Calculating wages and preparing

pay slips

Arranging and carrying out
b | ;

interviews
(¢) Dealing with customer enquiries
(d) Ordering goods
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2. 'The Receptionist at Spice Litd is unable to check whether the Sales Manager
is available for a meeting with a customer at 2 pm tomorrow.

SICELTD

Two ways of solving this problem are shown in the table below.

Tick (v') 2 appropriate boxes.

TICK (V)

Use an Appointments Book

Use an Accident Report Book

Use a Staff In/Out Book

Use an Electronic Diary

3. Michelle Edwards owns a small business in Tobermory. She does not have
access to the Internet.

She will be attending a 3-day conference in Carlisle next month.
How can the following problems be solved? Use a different solution for

each problem.

(a) Michelle is not sure whether Carlisle is in Scotland or England.

Michelle should

(b) Michelle does not know of any hotels in Carlisle.
Michelle should
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4. Offices-R-Us uses a computer database to store supplier information. Part

of the database is shown below.

GOODS
NAME STREET TOWN POSTCODE SUPPLIED
Future 1y pit chell Lane | Stirling FK6 58X | diustable
Furniture chairs
. Data
Clear View| Scone Road Perth PH2 8YH :
projectors
Safestore Filing
Lid Doon Road Ayr KA7 3TL cabinets
C2.IT | Hamilton Road| East Kilbride| G74 3LK | *crtical
blinds

(a) How many fields are shown in the database?

1
(b) How many records are shown in the database?

1
(¢) The database has been sorted in alphabetical order on one field. On

which field has it been sorted?

1
(d) Which department would use this database?

1
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5. Simon Semple, Purchasing Manager, has to attend a conference in
Birmingham on 6 September 2010. He would like to fly from Glasgow to
Birmingham, returning the same day.

The conference starts at 1100 hours and finishes at 1600 hours.
conference centre is a 30-minute journey from the airport.

The

SCOTIA AIRLINES

DAILY FLIGHT SCHEDULE - GLASGOW TO BIRMINGHAM

FLIGHT NO DEPART ARRIVE
SA101 0700 hours 0815 hours
SA102 0900 hours 1015 hours
SA103 1100 hours 1215 hours
SCOTIA AIRLINES

DAILY FLIGHT SCHEDULE - BIRMINGHAM TO GLASGOW

FLIGHT NO DEPART ARRIVE

SA111 1200 hours 1315 hours
SA112 1500 hours 1615 hours
SA113 1800 hours 1915 hours

(a) Using the flight schedule above, select the most suitable flights for
Simon.

(1) Depart Glasgow Airport for Birmingham on

flight number

(i1) Depart Birmingham Airport for Glasgow on

flight number

(b) (1) Name a suitable method of transport from the airport to the
conference centre.

(11) What method of payment could be used for this journey?
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6. George Ritchie, Human Resources Manager, has produced a Staff Training KU| PS
Guide to be issued to all Managers at the monthly meeting on 4 June 2010.
George needs 5 copies of the guide which contains 20 pages.
He wants the pages to be collated and stapled.
He needs the guides 2 days before the meeting.
Using the information above, complete the Photocopying Request Form.
PHOTOCOPYING REQUEST FORM
NAME
Human DATE
DEPARTMENT Resources REQUIRED
NO OF PAGES NO OF COPIES
SPECIAL Collated Yes I:I No I:I
INSTRUCTIONS Stapled Yes I:I No I:I
6
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Study the picture above showing the office of Lloyd Ltd.

Identify 2 different hazards shown in the picture and state what action
should be taken to reduce the risk of accidents. Give a different action for
each hazard.

FIRST HAZARD

1
ACTION TO BE TAKEN
Lloyd Ltd should

1
SECOND HAZARD

1
ACTION TO BE TAKEN
Lloyd Ltd should

1
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USTOMERS

CUSTOMERS

—

Study the picture above.

(a) Name the method of manual filing shown.

(b) From the following list select the software application which would be

used to store customer details electronically.

Tick (v') the appropriate box.

TICK (V)

Graphics

Desktop publishing (DT'P)

Database

Electronic Diary
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9. The following problems have arisen at Richmond plc. A IKU| PS

How could these problems be solved? Use a different solution for each
problem.

(a) Some of the Administration Assistants are unsure how to operate the
new photocopier.

Richmond plc should

(b) 'There are often no workstations available for Sales Representatives to
use during their weekly visits to the office.

Richmond plc should provide

(¢) Mark Sandford, Finance Assistant, went for lunch. He left confidential
information on his computer screen.

Mark Sandford should

(d) Fiona McTavish, Administration Assistant, has been suffering from
backache when working at her computer.

Richmond plc should provide

[Turn over
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10. (a)
(b)
[0020/401]

From the following examples, indicate with a tick (v/) which items of

mail are internal and which are external.

EXAMPLE

INTERNAL

EXTERNAL

(1)

A memo from the Finance
Manager to the Sales Manager

(i1) | A newsletter to a customer

(iif)

solicitor

A legal document from a local

Walker & Co usually sends its monthly newsletter to 2,000 customers

by second class post.

Postage costs are too high. How could this problem be solved?

Walker & Co could
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11. 'The organisation chart for Tully’s Teacake Company is shown below.

Steven Wong
Managing Director

I
l l l I

Samia Arshad Mark Inglis Sandra Orr Denis Lee
Purchases Sales Finance Human Resources
Manager Manager Manager Manager

’_l_‘ |
l l
Rory Mills Tom Sim Lisa King  Erin Stark  Sarah Lang Lewis Brown

Purchases Sales  Marketing Finance Recruitment Health & Safety
Assistant Assistant  Assistant Assistant Assistant Assistant

(a) State the name of the employee who is directly responsible for the
Recruitment Assistant.

(b)) Tom Sim needs help with an urgent problem but Mark Inglis is on
holiday. Who should T'om go to for help?

Tom should

(c) State one advantage to visitors of displaying an organisation chart in
the reception area.

(d) Name one other piece of information which could be shown on an
organisation chart.

[Turn over
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12. Natalie Wilson is the Human Resources Manager of Xtreme L.td. Natalie
recently gave induction training to a group of new employees. Some
employees complained that they could not see the information clearly and
that they were bored.

Two ways of solving these problems are provided in the table below.

Tick (V') 2 appropriate boxes.

TICK (V)

Use CCTV

Use videoconferencing

Use a data projector

Use presentation software

[0020/401] Page twelve

Marks

DO NOT
WRITE IN
THIS
MARGIN

KU| PS




DO NOT
WRITE IN
THIS
MARGIN

) : .. ) ) Marks
13. Otis Hume is the new receptionist at B-Fit Health and Fitness Club. Part KU| PS

of the reception area is shown below.
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(a) State one reason why visitors will receive a poor impression of the
club.

1
(b) What action should be taken to solve this problem?
B-Fit Health and Fitness Club should
1
(¢) Members of the club are regularly found in “Staff Only” areas. How
can this problem be prevented in the future?
B-Fit Health and Fitness Club should install
1
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14.

A

Which item of equipment, shown above, would be used to carry out the

C digital camera

laminator

B Dbinder

D photocopier

following tasks? Choose a different item for each.

EQUIPMENT

@)

T'o hold pages of a booklet together

(i1)

To transfer photographs to computer

(iif)

T'o make an exact copy of a document

(iv)

To coat staff ID badges with a clear
plastic seal
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15. Rimmer’s Runners, a courier company, has a website and e-mail facilities.

| Ele Edt View Favoites Tooks Help

e Q AR & B 9 w .
Back  Fouy Stop Refiesh Home | Seach Favorles Histoy | Mal  Pint  Edt
| Address [&] www rimmers runners.com =] @Go ||Links >

COURIER SERVICGES

enter

The following problems have arisen. State how each of these could be
avoided in the future. Use a different solution for each problem.

PROBLEM 1
Information on the firm’s website is out-of-date.
SOLUTION 1

Rimmer’s Runners should

PROBLEM 2
Some employees have been reading other employees’ e-mails.
SOLUTION 2

Rimmer’s Runners should

PROBLEM 3

Some staff do not know how to find web pages without the web address.
SOLUTION 3

Staff should

[Turn over for Question 16 on Page sixteen
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16. 'The following statements are either TRUE or FALSE. KU| PS
Tick (V') the appropriate box for each.
TRUE FALSE
(a) | An open plan layout is where many
employees work together in a large area.
(b) | A spreadsheet application could be used
to produce a graph/chart.
(¢) Invoices are sent out by the Human
Resources Department. 3

[END OF QUESTION PAPER]
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