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1. 'The following problems have been identified at Swift Insurance plc. Suggest
one way in which each of these problems could be avoided in the future.

Give a different solution for each.

(a) Clients have difficulty contacting Swift Insurance outwith business hours.

(b) Homeworkers are not being informed about decisions made at meetings.

(¢) An unauthorised member of staff accessed a computer file containing
confidential information.

(d) 'The Mailroom Assistant complained about the amount of time he spends
delivering the weekly newsletter to every employee.
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2. Name and describe 2 different work areas within an open plan office.

1 Name
Description

2 Name
Description
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3. (a) Part of the organisation chart of Holidays-R-Us is shown below.
Louis Richards
Managing Director
Kath Smith Aaron Sim
Sales Manager Purchases
Manager
Mark Lewis Lee Wong Mags Morris Khuram Patel
Sales Assistant Marketing Buyer Purchasing
Assistant Assistant

(1) Using this organisation chart, give an example of 2 employees who
have a line relationship.

1

(i1) Using this organisation chart, give an example of 2 employees who
have a lateral relationship.
1
(b) Explain the following terms.

(1) 'Tall Management Structure

1
(11) Delegate

1
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4. Connor’s Cake Company uses a database to store customer records. Part of

the database 1s shown below.

GOODS
NAME ADDRESS | TOWN POSTCODE |TEL NO ORDERED
Sally 26 Bute 0141 637 | ..
Brown Gardens Glasgow G44 2LLR 2643 Birthday cake
Erin 141 Mill ) 0131 561 )
Walker Road Edinburgh | EH4 6BH 4767 Wedding cake
Stephanie 78 East 013552
Graham Hairmyres Kilbride G75 6ZP 67106 Cupcakes
Road
142
Jack 01330 )
Brailley Glasgow Banchory |AB312]JD 913993 Wedding cake
Road
Meg 16 Ingram : 01698
Wilson Road Hamilton | ML9 6BL 167286 Cupcakes
(a) (i) Suggest another appropriate field that may be added to the above

database.

(11) Using your answer to part (i) state how this new field should be

formatted.

(b) Explain clearly how you would identify all customers who have ordered
cupcakes.
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5. You are the Admin Assistant to Peter Hamilton, Purchases Manager of Popinjay
Production Litd, based in Edinburgh. He will be attending a trade conference in LLondon
from Thursday 16 June to Saturday 18 June 2011.

He e-mails you the following information.

8=

HE New Message

File Edit View Insert Format Tools Message Help
s 2 — = »
=" . :Lf \'
Send : ] Paste Check

To: I Admin Assistant
From: I Purchases Manager

Subject: I London Conference

e

Travel

I must arrive in London by 1030 hours on 16 June.
I would like to return on the first flight from London on 18 June.
I would prefer to fly economy class.

Accommodation

I would like to stay at the Quayside Hotel, 26 Mill Road. I will
require a non-smoking room on the ground floor. There should
be internet access in the room.

You access the following flight information.

NORTH SOUTH AIRLINES
FLIGHT SCHEDULE - EDINBURGH TO LONDON
Monday to Friday Saturday and Sunday
FLIGHT NO DEPART ARRIVE FLIGHT NO DEPART ARRIVE
NS101 0900 hours 1000 hours NS104 0830 hours 0930 hours
NS102 1030 hours 1130 hours NS105 1630 hours 1730 hours
NS103 1800 hours 1900 hours
NORTH SOUTH AIRLINES
FLIGHT SCHEDULE - LONDON TO EDINBURGH
Monday to Friday Saturday and Sunday
FLIGHT NO DEPART ARRIVE FLIGHT NO DEPART ARRIVE
NS211 0700 hours 0800 hours NS214 1000 hours 1100 hours
NS212 0900 hours 1000 hours NS215 1800 hours 1900 hours
NS213 1650 hours 1750 hours
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5. (continued)

(a) Using all of the information given, complete the following Travel and

Accommodation Order Form for Peter to sign.

TRAVEL AND ACCOMMODATION ORDER FORM

EMPLOYEE DETAILS

Name: Peter Hamilton

Job Title: Purchases Manager

TRAVEL Tick (V)
‘ _ Single []
From: To: Return [ ]

Outward Journey

Departure

Departure time:
date: b

Return Journey

Departure

Departure time:
date: P

Preferred form of travel:

Special request(s):

ACCOMMODATION

Name and address of
accommodation:

Number of nights accommodation:

Special request(s):

Signed:

Date:

(b) Name one travel document which Peter Hamilton may use whilst on his

business trip.
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6. (a) Describe one task which would be carried out regularly by each of
the following employees. Your answer must be specific to each
department.

(1) Purchases Manager

(11) Admin Assistant in the Human Resources Department

(b) Explain the following documents.

Invoice

Credit Note
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[Turn over for Question seven on Page ten
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7. Stephanie Fraser, the Human Resources Manager of Cori Communications,
has received the following memo.

MEMORANDUM

TO: Stephanie Fraser, Human Resources Manager
FROM: Bill Stevens, Health and Safety Officer
DATE: 30 April 2011

SUBJECT: EMPLOYEE COMPLAIN'TS

Staff have identified a number of concerns.

Concern 1 A number of staff have tripped over a cable trailing from the
photocopier.

Concern 2 An employee received an electric shock when replacing the ink
cartridge in the printer.

Concern 3 During last week’s fire drill a new finance assistant did not know
the quickest route to exit the building.

Concern4 A number of computer operators are suffering from repetitive
strain injury (RST).

(a) Suggest one action which Stephanie Fraser could take to avoid each
of the above problems in the future. Each of your suggestions must be
different.

Action 1 must match Concern 1 and so on.

Action 1

Action 2

Action 3
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7. (a) (continued)

Action 4

(b) State 2 responsibilities of employees with regard to health and safety

in the workplace.

Your answers should not repeat any points made in (a).

1
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8. Caroline Khlosta, an Admin Assistant with Kinnaird & Walker, has been asked
to produce health and safety posters to be displayed around the organisation.
Caroline is unsure how to complete this task.

T'o complete this task suggest and describe

(a) one item of software

(b) one item of equipment
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9. (a) Belles Boating has transferred all its records to an electronic system. The
following problems have arisen.

1 Time is wasted searching for files as all files have been saved into one
folder.

A virus corrupted the computer network.

3 Important financial data was lost after being accidentally deleted.

How could these problems have been avoided? Give a different
suggestion for each.

Suggestion 1

Suggestion 2

Suggestion 3

3
(b) Suggest 2 advantages of storing information electronically.
Do not include in your answer anything used in (a) above.
Advantage 1
Advantage 2
2
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10. Name 2 items of equipment used when dealing with outgoing mail and

explain their use.

1
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11. 'The reception area of Majestic Motors is shown below.

(a) Sue Henderson, Receptionist, is experiencing the following problems.

Suggest how each of these problems could be prevented in future.

(1) Sue has no record of visitors expected today.

(11) She does not know if the Managing Director has already left for a
meeting at the bank.

Marks

(111) She is unable to tell the Human Resources Manager whether a job
applicant, who attended for interview, is still in the building.
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11. (continued)

(b) Liam Rowan, Admin Manager, has decided to redesign the reception
area.

Suggest 3 features, for use by visitors, which could be considered
when setting up the new reception area.

Feature 1

Feature 2

Feature 3
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12. Ross Walker, Training Officer at Ebony & Company, is responsible for giving
presentations to staff. Staff have complained that his presentations are dull
and uninteresting.

E.]Jont_] &5 Compang

Suggest 2 ways in which Ross could improve his presentation. (Your answer
should refer to equipment/software).

1

[Turn over]
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13. (a) Explain the following terms.
Search Engine
Hyperlink
2

(b) 'The Sales Manager at Cost-U-Less Cosmetics has received complaints
from customers that the website is not user-friendly.

What advice would you give the Sales Manager?

Do not include in your answer anything used in (a) above.

1
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14. 'The following problems have arisen within Spencer plc.

Suggest a different solution to each of the problems identified below to
prevent them happening in the future.

(a) Members of staff are preparing the same types of documents (including
letters, memos) in different styles.

(b) An urgent order form missed the postal collection.

[END OF QUESTION PAPER]

[0020/402] Page nineteen

Marks

DO NOT
WRITE
IN THIS

MARGIN

KU| PS




[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


