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1. From the following list, select the department in which each of the

following tasks would be carried out.  Use a different department for each

task.

Sales

Human Resources

Purchases

Finance
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Task Department

(a) Organising staff training

(b) Buying goods for the

organisation

(c) Calculating staff wages

(d)
Sending out catalogues to

customers



2. (a) Suggest one piece of software which could be used to produce a staff

handbook.

_______________________________________________________________

_______________________________________________________________

(b) Study the 4 pictures below showing equipment used in the

Reprographics Department.

Match the equipment with the description given in the table.
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A Scanner B

C D

Description Equipment/Picture

Seals documents in a plastic film

to protect them

Produces large quantities of good

quality documents

Holds pages of a booklet together

Transfers pictures on to a

computer

Laminator

Binder Photocopier



3. The Human Resources Department of Caledonian Cleaners has installed a

new computer system.

(a) The following problems have arisen.  State how each of these problems

could be prevented in the future.

Give a different solution for each problem.

(i) A virus caused the computer system to crash.

Caledonian Cleaners should ________________________________

_________________________________________________________

(ii) All members of staff are able to open confidential files held on

computer.

Caledonian Cleaners should ________________________________

_________________________________________________________

(iii) Staff are unable to find files on the new computer system.

Staff should ______________________________________________

_________________________________________________________

(b) Name the software application used to store employees’ personal

details.

______________________________________________________________
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4.

Howard & Jamieson is experiencing the following problems.  How could

they be avoided in the future?

Give a different answer for each problem.

(a) Some staff have complained of eye strain and headaches.

Howard & Jamieson should _____________________________________

______________________________________________________________

(b) Some staff have complained of backache.

Howard & Jamieson should _____________________________________

______________________________________________________________

5. Tick (✓) 2 items of equipment which could be used when giving a

presentation.

[Turn over

DO NOT

WRITE IN

THIS

MARGIN

KU PSMarks

1

1

2

TICK (✓)

Projector

Fax

Franking Machine

Interactive Whiteboard



6. Match the following pieces of equipment to either Incoming Mail or

Outgoing Mail.

Tick (✓) the appropriate box for each.
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Equipment Incoming Mail Outgoing Mail

Postage Scales

Letter Opener

Date Stamp

Franking Machine

Date Stamp Franking Machine

Letter Opener

Postage Scales



7. Study the picture below.

(a) Identify the type of office layout shown.

______________________________________________________________

(b) Three problems have arisen within Ailsa Computer Services.  Suggest

how each of these problems can be solved.

PROBLEM 1

Staff who work from home sometimes have to visit the office for a

short time and have no workstation to use.

SOLUTION 1

Ailsa Computer Services should provide __________________________

______________________________________________________________

PROBLEM 2

Some employees are finding it difficult to concentrate on their work

due to background noise.

SOLUTION 2

Ailsa Computer Services should provide __________________________

______________________________________________________________

PROBLEM 3

Some staff regularly arrive late for work.

SOLUTION 3

Ailsa Computer Services should introduce ________________________

______________________________________________________________
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8. Mary Canning owns a small travel agency.

She is unsure how to spell “accommodation”.  How could this problem be

solved?

Tick (✓) 2 appropriate boxes.

9. The following statements are either TRUE or FALSE.

Tick (✓) the appropriate box for each.
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TICK (✓)

Use a dictionary

Use a Satellite Navigation System

Use Who’s Who

Use a spell checker

TRUE FALSE

(a) A search engine is used to find websites using

keywords.

(b) Favourites is used to take you to another page

on a website.

(c) Hyperlinks are used to store websites you visit

frequently.



10. Gary Reid, Sales Assistant with Get-It-All, keeps a spreadsheet of sales.

Sales for March are shown below.

(a) To calculate the total sales figure Gary will have to use a formula.

State the formula that should be entered in cell B7.

Gary should enter _____________________________________________

______________________________________________________________

(b) Some staff at Get-It-All find it difficult to understand the information

above.  How could this problem be solved?

Gary could ___________________________________________________

______________________________________________________________
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A B

1 Sales – March 2011

2

3 Footwear £50,000

4 Clothing £90,000

5 Food £40,000

6 Electrical £68,000

7 TOTAL



11. (a) The reception area of Chandani Ltd is very dull and boring.  How can

this problem be solved?

Tick (✓) 2 appropriate boxes.

(b) Name 2 pieces of equipment the receptionist would use regularly.

1 ___________________________________________________________

2 ___________________________________________________________
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TICK (✓)

Keep a Visitors’ Book

Provide comfortable seating

Keep an Appointments Book

Re-decorate and put posters on the walls



12. Below is the organisation chart for Wisz Removals.

(a) Where is an organisation chart usually displayed?

_____________________________________________________________

(b) Name the person who is in overall charge of the business.

_____________________________________________________________

(c) Which department would deal with customer complaints?

_____________________________________________________________

(d) How many employees report directly to the Managing Director?

_____________________________________________________________

(e) Jodie Cryans needs urgent help with a problem but Jennifer Skiba is

attending a trade exhibition.  Who should Jodie go to for advice?

Jodie should __________________________________________________

_____________________________________________________________
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Ann Wisz

Managing Director

Darius Clark

Human 

Resources 

Manager

David Lowe

Finance

Manager

Craig Murray

Sales

Manager

Jennifer Skiba

Purchases

Manager

Scott Fowler

Admin 

Assistant

Tiffany Lin

Wages Clerk
Jamie Kennedy

Sales

Assistant

Jodie Cryans

Buyer



[0020/401]

13. Richard Morrison is an Admin Assistant at IT Systems.  Part of the

suppliers’ database is shown below.

(a) IT Systems no longer buy from Total Computers.  How should

Richard update the database?

Richard should _______________________________________________

_____________________________________________________________

(b) Richard does not know which suppliers provide memory sticks.  How

can Richard find this information from the database quickly?

Richard should _______________________________________________

_____________________________________________________________

14. Staff who witness an accident at work must complete a report in one of the

following.

Tick (✓) the appropriate box.
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TICK (✓)

Staff In/Out Book

Accident Book

Postage Book

First Aid Handbook
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SUPPLIER DATABASE

NAME ITEM STREET TOWN POSTCODE

Computer 

Parts Ltd

Ink

Cartridges

34 Main

Street

Stirling FK9 2LM

Glasgow

Computer Store

Memory

Sticks

54 London

Road

Glasgow G40 3DR

PC Scotland Anti-glare

Screens

786 Princes

Street

Edinburgh EH10 5PB

Total 

Computers

Wrist 

Rests

653 Ayr

Road

Kilmarnock KA4 4ST



15. The Head Office of Watson & Quinn (Printers) is located in Edinburgh.

The following problems have arisen.  How could they be avoided in future?

Give a different answer for each problem.

(a) The Sales Manager is unable to contact Sales Representatives when

they are travelling to visit customers.

Watson & Quinn should provide_________________________________

_____________________________________________________________

(b) Customers of Watson & Quinn are unable to place orders after office

hours.

Watson & Quinn should provide_________________________________

_____________________________________________________________

(c) A confidential document was sent to the Glasgow office by fax.

Confidential documents should__________________________________

_____________________________________________________________
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16. Adam El Kasaby is the Finance Manager of Save It plc.  He is flying on a one-day

business trip from Glasgow to Aberdeen, tomorrow.

Read the information on the following memo and handwritten note.
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MEMO

To: Adam El Kasaby

From: Jade Tennant

Date: 12 May 2011

Subject: FLIGHTS TO AND FROM ABERDEEN

The following flights have been booked for your journey tomorrow.

OUTWARD JOURNEY RETURN JOURNEY

Depart
Glasgow Airport

0830 hrs on 

Flight EZ324

Depart
Aberdeen Airport

1800 hrs on Flight

EZ546

Arrive Aberdeen 

Airport 0930 hrs

Arrive
Glasgow Airport 

1900 hrs

Check-in one hour before take-off at Glasgow and Aberdeen Airports.



[0020/401]

16. (continued)

(a) Using the information on the opposite page, complete the itinerary

below.

(b) How could Adam pay for his taxis?

_____________________________________________________________
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ITINERARY FOR ADAM EL KASABY

Travelling to Aberdeen

On

hours

Check-in for Flight EZ324 to Aberdeen

Airport

Check-in for Flight EZ546 to Glasgow

Airport

hours Arrive Aberdeen Airport

hours

hours

to

hours

0830 hours Depart Glasgow Airport

1800 hours

1610 hours Taxi to Aberdeen Airport

1900 hours Arrive at Glasgow Airport

0945 hours
Taxi to Financial Solutions Head Office at 

45 High Street, Aberdeen

Lunch at The Grand Hotel, 55 High Street,

Aberdeen

1130 hours

to

1330 hours

[END OF QUESTION PAPER]



ACKNOWLEDGEMENTS

Question 6 – Photo of Shiny Stamp date stamp.  Permission is being sought from Shiny

Stamp Co.
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