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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.

A succession of stories have emerged concerning the weird and wonderful methods some

companies employ to get the best out of their staff.  In one national superstore bosses

decided that staff should impersonate the Simpsons.  The reasoning behind this is that if

you are having a laugh then you will greet customers with a smile on your face and are

therefore more likely to do a better job.

The reality is that getting the best out of your staff, or out of yourself, is not rocket

science—it’s about being in a positive frame of mind and being confident that you are

going to be able to give of your best.  Approaching a job interview in a positive frame of

mind will increase your chances of being successful.  Positive thinking doesn’t always

work, but negative thinking never does.

There is no doubt that, in a team, the qualities of the leader are a key feature.  David

Brent of “The Office” offers a perfect example of a boss who thinks he can get the best

out of his staff by being funny, when in actual fact everyone is laughing at him behind his

back.  In successful workplaces, the leader has good people skills, can have a laugh with

their staff but also has the ability to pick them up and push them to achieve greater

things.

There isn’t one single motivational technique that works for everyone—the skill is in

finding the best way to help individuals improve their performance and be successful.

Adapted from an article in The Scotsman

QUESTIONS

Answer ALL the questions, 1– 4.

1. In addition to “good people skills”, outline 4 leadership skills you would expect

to see in an effective leader.

2. Describe 3 ways in which a team may be affected by poor leadership.

3. Discuss the advantages and disadvantages of recruiting internally and

externally.

4. The job description and person specification are used in the recruitment and

selection process.  Compare these 2 documents.
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SECTION 2

Answer any TWO questions.

1. (a) Outline 4 flexible working practices which may exist in an organisation.

(b) Discuss the impact of flexible working practices on the modern working

environment.

(c) Describe ways in which an organisation can prevent computer viruses.

(d) Justify the expense of installing electronic safeguards in a computer

system.

2. (a) Describe 3 consequences and their implications to an organisation of

inadequate preparation for meetings.

(b) An Administrative Assistant will use a variety of software when planning a

meeting.  

Discuss the use of at least 3 software packages for this purpose.

(c) Justify why some teams use Action Minutes.

(d) Outline the benefits of dealing with customers face to face.

3. (a) Outline the factors which will determine whether an organisation will train

customer service employees in-house or externally.

(b) Justify the provision of a staff counselling service within an organisation.

(c) Discuss good practice an organisation would adopt to ensure complaints

are handled effectively.

(d) Describe ways in which a Senior Administrative Assistant would ensure

that time is managed effectively.
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4. (a) Describe 2 long-term implications to the organisation of using poor

quality information.

(b) Describe 3 types of information used by an organisation when making

decisions.

(c) Establishing good practice in electronic file management is important to all

organisations.  

Discuss the benefits of this and the consequences of poor file management.

(d) Outline 2 offences under the Computer Misuse Act 1990.

5. (a) (i) Outline 2 features of a Personal Development Plan.

(ii) Describe 2 methods of monitoring the progress of an employee's

Personal Development Plan.

(b) Suggest a way in which each of the following spreadsheet features may be

used.

• Comments

• Conditional formatting

• Dynamic linkage

• Named range

(c) Discuss how office layout can affect productivity.

(d) Justify the expense to an organisation of introducing an intranet.

[END OF QUESTION PAPER]
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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 work as an Administrative Assistant for Tayforth Caravans Ltd.  The

company is a small, family-owned caravan dealership.

The business sells new and pre-owned touring caravans.  They have a

workshop which carries out servicing and repairs to the caravans and a shop

which sells accessories.

You report directly to Heather Wright who is the Manager in charge of Finance

and Sales.

Heather has requested that you complete the following tasks on her behalf.

These tasks are detailed in the following memo and should be completed

today.  The e-files required for the tasks can be found in the folder Tayforth.

Familiarise yourself with these files before starting the tasks.
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TO

MEMORANDUM

FROM

DATE

SUBJECT

Administrative Assistant

Heather Wright, Finance and Sales Manager

5 June 2008

Today’s Job List

1 a Jack and Anna McLeod phoned yesterday to enquire about a new caravan.  As 

they have a small car, the weight of the caravan cannot exceed 1500 kg and their 

budget is between £10,000 and £12,000.  The caravan should have at least 4 

beds; one of which must be permanent.

Find all caravans that match their demands and print this information showing 

the manufacturer, range, model, the year of manufacture, price and weight. 

Print the search results in the above order.

b In advance of the managers’ weekly meeting, calculate and print the number of 

caravans held in stock from each manufacturer and their values.

c We are considering discounting all 2007 caravans by 10% in order to try and sell 

them before new deliveries arrive.  Create a database report showing the 

manufacturer, range, model, number of beds, price, discount amount and 

reduced price of all 2007 caravans.  Group the information by manufacturer and 

range.

Insert the company logo at the top of the report.  Insert your name at the 

bottom left of each page and insert a report footer—MAY DISCOUNTS.

2 Create and print a letter to Jack and Anna McLeod in response to their enquiry.

Mr and Mrs McLeod’s address is:

52 Muiryhall Street, Perth, PH3 8TE

Create a first paragraph that thanks them for their enquiry and say that we have a 

number of caravans that meet their requirements, then insert the results of your 

search.

Now insert standard paragraphs 1, 14, 3, 8 and 9 and key in the following 

information at the appropriate point.

Wheel clamp £67.90

£32.00

£36.00

£56.00

£23.90

Water barrel

Waste water container

Battery

Water pump

Total



3 Now for some work on the sales figures.

a i In the summary sheet, show the sales for each of the sections for April.  We 

also need to find out our projected yearly income for each section—use the 

monthly average to work out this figure.  Insert headings as appropriate.

ii April is our busiest month and we would like to know the percentage 

change in sales from March.  Show this as a chart.

Print the summary sheet in value and formulae view omitting columns C–E 

(on one page).

Print one copy of the chart.

b Find out the number and value of cheques received by the business in April.

Calculate the total bank charges for April.  There is a monthly bank charge of 

£25 which includes the processing of 12 cheques.  There is an extra charge of 

£0.50 for each additional cheque presented.

Print the complete summary sheet showing values.

Print only the bank charges section of this sheet in formulae view.
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[END OF QUESTION PAPER]
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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.  The files should be saved into a folder named

Tayforth.

Note:  Filenames need not be shown on master printouts.

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

the examination.

CARAVAN — this is a relational database file with 3 tables: NEW CARAVANS,

DETAILS and KEY.

NEW CARAVANS – 53 records

DETAILS – 53 records

KEY – 13 records

Primary Keys and relationships should be set as indicated.

STANDARD — this is a word processing file and should be presented as shown using the

PARAGRAPHS font Comic Sans MS 11 point.

Margins should be set at 25 mm (1").

Paragraphs should be keyed in to a table in the order as given.

HEADING — this is a word processing file and should be presented as shown using the

font Bradley Hand ITC 14 (or similar font).  Insert a suitable graphic.

SALES — this is a spreadsheet file with 2 separate sheets.  Name these sheets:

SALES and SUMMARY.

In the SALES sheet, format the Value column for currency.

In the SUMMARY sheet, format the January, February and March

columns for currency.

Key in data as given.

Note: You are required to send printouts of the prepared files (including downloaded files)

to the SQA.  These should be submitted, by the invigilator, along with the candidates’ 

printouts in each return envelope.
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Filename:  NEW CARAVANS
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Filename:  NEW CARAVANS (continued)
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Filename:  DETAILS
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Filename:  DETAILS (continued)
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Filename:  KEY
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Filename:  STANDARD PARAGRAPHS
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Filename:  STANDARD PARAGRAPHS (continued)
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Filename:  HEADING



Page thirteen[X214/303]

Filename:  SALES
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SHEET:  SALES
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Filename:  SALES (continued)

SHEET:  SALES
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Filename:  SALES (continued)

SHEET:  SALES
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Filename:  SALES (continued)

SHEET:  SALES
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Filename:  SALES (continued)

SHEET:  SUMMARY

[END OF INSTRUCTIONS TO TEACHERS/LECTURERS]
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