
FOR OFFICIAL USE

Fill in these boxes and read what is printed below.

Day Month Year Number of seat Scottish candidate number

L I   0 0 2 0 / 4 0 2   6 / 1 1 6 1 0

0020/402

*0020/402* ©

G

ADMINISTRATION
STANDARD GRADE
General Level

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.

Full name of centre Town

Forename(s) Surname

Date of birth

N A T I O N A L
Q U A L I F I C A T I O N S
2 0 1 0

T U E S D A Y ,  4  M A Y
1 0 . 2 0  A M  –  1 1 . 3 5  A M

KU PS



Page two[0020/402]

��
��
�

�
�	
�

��
	



�	
	�
��
�
��
�

�
��

��
��
��
��
	

��

�
�	
�

��
	

�
�	
��
��

���

�	
��
��
��
��

�
��
��
��

�
��
�



��
��
�	

�
�
��
��
��
�

��
��

�
�

	�
���

��
�



��
��
�	

�
��
��
��
�
�	
�

�
 �

��
���
	�
���

�
�
��
���
��
�

!�
��
�"
�


��
��

�
 �

��
���
	�
���

�
�
��
���
��
�

�
���
��
�	
�



�
��

#�
	

��
���
�

�
�	
�

��
	

$
��

�	
��

�

�	
	�
�

%�
��
	

�
�	
��
��
��
��
��

�
 �

��
���
	�
���

�
�
��
���
��
�

�
"	
�	
��
��

� 

�
 �

��
���
	�
���

�
�
��
���
��
�

&
�"
	�
��
��
�%
��
��
�

�
 �

��
���
	�
���

�
�
��
���
��
�

��
��
�	
��

���
��

��
��
�



��
��
�	

�
��
��
�
��

���
��

�
 �

��
���
	�
���

�
�
��
���
��
�

��
�
��
�


� 
 �
�



�	
��
���
�



��
��
�	

��
��
�'�
	�
%	
�(

�
�



��
��
��
�

�
	�
��
��
��
#�
��
')
��

*�
��
�

�

�
�	
�

��
	

$
�	
���
��
��
��
���

*+
!!
,-
�,
��



��
��
��
��
�
�	
�

��
	

,�
	�
��
�
��
�

1.



1. (continued)

The organisation chart of Fizzle Ltd is shown opposite.

(a) Using this organisation chart:

(i) identify 2 members of staff who have a line relationship;

(ii) identify 2 promoted members of staff who have the same level of

responsibility.

(b) Describe one task which would be carried out by each of the following

members of staff on a regular basis.  Your answer must be specific

to each department.

Sales Director

Administration Assistant in the Finance Department
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1. (continued)

(c) Define the following terms.

(i) Chain of Command

(ii) Span of Control

(d) (i) Name one piece of software used in the Purchasing Department.

(ii) Describe one task carried out using this software in the

Purchasing Department.
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2. (a) Damian Duggan is responsible for arranging travel within Abacus plc.

Recently the following problems occurred.

Suggest how these problems could be avoided in future.  Give a

different solution for each.

(i) Damian forgot that an employee told him he required a ground

floor room with disabled facilities and he booked a first floor

room.

(ii) John Peters, Purchasing Manager, complained that he has to use

his own money when on business trips.

(iii) The Managing Director was furious that Damian had booked her

into a 2-star hotel.

(iv) Henry Jones, Sales Manager, didn’t know his flight number when

arriving at the airport.
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2. (continued)

(b) Suggest and describe 2 paper-based sources of information which could

be used when arranging travel.

1

2

3.

Gillian MacDonald has recently joined MD Ltd as a Reprographics

Assistant.  She has been asked to produce a new Sales Brochure for

customers but is unsure what equipment to use.

Suggest 2 items of equipment she could use and explain how each would

be used in the production of the Sales Brochure.

1

2
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4. Jules plc is considering introducing an open-plan layout and flexible

working arrangements.

(a) At a recent staff meeting employees expressed the following concerns.

Suggest a different solution to each of the concerns raised.

(i) “How can I be sure that there will be somewhere for me to

complete my work when I need to come into the office?”

(ii) “What about security in an open-plan office – isn’t it more likely

that personal items could be stolen?”

(iii) “How can I hold confidential meetings?”

(iv) “If I am working from home, how will I find out about decisions

made at meetings?”
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4. (continued)

(b) (i) Suggest one advantage to an employer of introducing

teleworking.

(ii) Suggest one advantage to an employee of teleworking.
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[0020/402]

5. Abby Willis owns a small dancewear shop.  She is considering using a

website to attract customers.

(a) Identify 2 pieces of information that could be included on her

website.

1

2

(b) Suggest 2 ways of making the website user-friendly. Do not include

anything which has been mentioned in Q5(a).

1

2
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6. The following problems have recently been experienced within the

reception area of Montez Packaging Ltd.

Suggest one way in which each of these problems could be avoided in the

future.  Give a different solution for each.

(a) A visitor was found in a restricted area.

(b) A customer remarked that the reception area gives a poor impression of

the organisation.

(c) The receptionist wastes a lot of time writing regular appointments into

the Appointments Book.
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Page twelve[0020/402]

7. IT Training Solutions uses a spreadsheet application to record the monthly

income received from various training courses.

(a) The IT for Beginners figure for January should have been 500 and not

450.  Name the 2 other cells that will change if the correction is made

in cell B6.

(b) How should the above income figures have been formatted?

(c) Suggest how IT Training Solutions could show TOTAL INCOME

figures in a way which is easier to understand.

(d) The Managing Director is at a meeting with the Bank Manager and

has phoned to request a copy of the above spreadsheet immediately.

The new Administration Assistant is unsure how to send it to him.

Solve this problem.
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7. (continued)

(e) Staff at IT Training Solutions have experienced the following

problems.

Suggest one action which could be taken to prevent each of these

problems in the future.  Each of your suggestions must be different.

(i) Computer operators have complained that direct sunlight makes

it difficult for them to read the information on the screen.

(ii) Staff were unsure what to do when the fire alarm sounded.

(iii) An employee was caught smoking in the staff toilet.
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8.

Explain how the following software/equipment can enhance a presentation.

Presentation Software eg PowerPoint

Data/LCD Projector
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9. The Computer Services Department of Bonanza Operations has identified

the following problems.  Suggest one solution to each of the problems.  A

different solution must be given for each.

(a) All staff are able to view confidential information relating to staff

salaries.

(b) Some staff cannot locate files they previously saved.

(c) Staff were concerned that files could be lost if the hard drive was

damaged.
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10. Explain what is meant by each of the following terms.

E-commerce

Job Description

Induction Training

Internal Mail
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11. Pukka Print has employed a new Administration Assistant who is unsure

how to deal with the following.  Advise the new Administration Assistant

on what action to take.

A different suggestion should be given for each.

(a) Sending a large box of programmes to Manchester for an event next

week.

(b) Sending a reference for a previous employee.

(c) Informing all employees of a staff training day next week.

(d) Confirming a booking for a conference to be held in July.
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12. Give one advantage and one disadvantage of the use of videoconferencing.

Advantage

Disadvantage
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13. (a) This morning a member of staff in Barack plc received an electric

shock when she tried to fix a paper jam in the photocopier.  She had

been unsure of how to deal with the paper jam.

As the Health and Safety Assistant you have been asked to complete

the following reminder on the action to be taken if the photocopier

develops a fault.

(b) The Health and Safety Officer wishes to display this notice on the

wall beside the photocopier.  Usually, after a while, notices tear and

become hard to read.

How can the Health and Safety Officer ensure that this notice will last

a long time?

Page nineteen[0020/402]

[END OF QUESTION PAPER]

DO NOT

WRITE IN

THIS

MARGIN

KU PSMarks

3

1

REMINDER TO ALL STAFF

The following action should be taken if the
photocopier develops a fault.

1

2

3

DO NOT ATTEMPT TO FIX THE FAULT YOURSELF!



[BLANK PAGE]



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Gray Gamma 2.2)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends false
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments false
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage false
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (Color Management Off)
  /AlwaysEmbed [ true
    /3Of9Barcode
    /Goudy
    /Goudy-Bold
    /Goudy-BoldItalic
    /Goudy-Italic
    /Helvetica
    /Helvetica-Bold
    /Helvetica-BoldOblique
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [595.276 841.890]
>> setpagedevice


