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Answer all questions in the spaces provided or on the plain A4 paper as appropriate.

Read the Background Information.

Castle Housing Association

Housing associations aim to provide accommodation for people who face difficulties
renting or purchasing their own accommodation. They achieve this by modernising
existing properties and by arranging the building of low-cost housing.

Castle Housing Association (CHA) operates in London and the south east of England.
It currently owns and manages over 10000 homes and is involved in several low-cost
housing projects across the London and South East region.

CHA is organised into three divisions.

* Housing and Customer Services

This division deals with the management and maintenance of CHA’s rented
properties. It also provides a range of customer services, such as ensuring effective
communication with customers, paying rent online and offering safety checks on
properties.

¢ New Business

This division deals with new housing development schemes and house sales.

¢ Finance and Corporate Services

This division deals with all administrative, human resources and financial functions
of CHA.
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1 Read Item A and then answer the questions that follow.

Item A
The RAF housing development

In 2008, CHA began work on converting a disused RAF base (purchased from the
Ministry of Defence) into 50 flats. All of the flats will be offered as rented
accommodation to families in urgent need of housing. CHA’s New Business
division is dealing with this development.

Brian Hardwick, the Site Manager, uses a spreadsheet to monitor the progress of the
development. He also uses this spreadsheet to calculate the shortfall in the total
number of flats modernised by the building contractor. The shortfall is the number
of flats not developed by the completion schedule.

The development of the 50 flats was planned to be completed in three phases:

e Phase 1 — 10 flats to be modernised by 06/10/2008

e Phase 2 — another 20 flats to be modernised by 15/12/2008

e Phase 3 — the final 20 flats to be modernised by 16/02/2009.

Brian is disappointed that Phase 1 was not completed until 20/10/2008. Phase 2 was

due to be completed by December 2008. Although it is now January 2009, this
phase has also overrun its scheduled completion date.

The building contractor has said that, given the high standard of work required by
CHA and our current level of resources, it is not possible to modernise more than
three flats per week.

Brian realises that CHA’s usual standard of customer service has not been met and is
concerned about meeting the Phase 3 completion date of 16/02/2009.

1 (a) Recall the spreadsheet called CHA’s RAF HOUSING DEVELOPMENT.
1 (a) (i) Enter your name and candidate number into the header of the document.
1 (a) (i) Update the spreadsheet using the following data.
Actual

Date Flats modernised each week

29/12/2008 0

05/01/2009 0

12/01/2009 1

(1 mark)

0 3
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(iii)) Calculate the Actual: Total flats modernised for the following dates, by
replicating the formula in cell F19:

29/12/2008

05/01/2009
12/01/2009 (1 mark)

(iv) Save and print a copy of the amended spreadsheet.

(1) Brian calculates the shortfall in the total number of flats modernised in the
following way:

Shortfall = Planned total flats modernised — Actual total flats modernised

Insert a formula in cell G4 to calculate the shortfall for 08/09/2008.

Copy this formula into cells G5 to G22. (2 marks)
(i) Save and print a copy of the amended spreadsheet showing the formulae.

(iii) Produce a line graph showing the shortfall in the total number of flats
modernised between 08/09/2008 and 12/01/2009.

The line graph should have a suitable title and axis labels. (3 marks)
(iv) Save the spreadsheet and graph. Print a copy of the line graph.

Brian has been requested by CHA to report on the progress of the RAF housing
development.

Open the word processing file called PROGRESS REPORT.
(1) Enter your name and candidate number into the header of the document.

(1)) Write a brief report on the progress of the RAF housing development using
the information contained in Item A and the spreadsheet you saved in (b)(iv).

Your report should include:

* the graph you saved in (b)(iv) to support the issues identified

e arecommended plan of action for completing Phase 3 by the original
deadline of 16/02/2009. (6 marks)

(i11)) Save and print the report.
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1 (d) Brian wants to survey customer opinion on the quality of the flats modernised by
the building contractor. He has decided to construct a questionnaire which could be
completed quickly by the residents of the RAF housing development.

Open the word processing file called CUSTOMER OPINION QUESTIONNAIRE.
1 (d) (1) Enter your name and candidate number into the header of the document.
1 (d) (i) Change the wording and the layout of the questionnaire to ensure that:

* the layout makes it easy for the residents to complete
* the instructions are clear

* the wording of the opening and closing paragraphs is appropriate.
(6 marks)

1 (d) (i) Save and print the questionnaire.

Turn over for the next question

Turn over p
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2 Read Item B and then answer the questions that follow.

Item B
CHA'’s Quarterly Newsletter

Amrita Patel works within CHA’s Housing and Customer Services division. She is
part of the Customer Services section and is responsible for ensuring effective
communication between CHA and its residents.

Amrita has been asked to investigate the introduction of a residents’ free quarterly
newsletter. CHA'’s residents vary in age — from young couples and single parents in
their 20’s to retired people aged 60 and older. Amrita must ensure that the ways in
which the newsletter is delivered will allow all customers to read it.

Amrita can use both printed and electronic medium. Each medium will have its own
problems regarding how the newsletter could be delivered to ensure that each
customer is able to view a copy of the newsletter. At the same time, Amrita has to
keep the delivery costs down.

2 (a) Analyse the ways in which the residents’ newsletter might be delivered to CHA’s
customers.

06

P14950/Jan09/BS05

Areas outside
the box will
not be scanned
for marking



Question 2 continues on the next page
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Amrita has drafted a possible layout for the front page of the A4, four-page newsletter
(shown below). The suggested content is indicated in italics.

The newsletter for Castle Housing Association residents

:

Issue 1 March 2009

Picture of CHA
Housing Team

YOUR HOUSING
AND CUSTOMER
SERVICES TEAM
IS HAPPY
TO HELP ON

0845 123 4567

or by e-mail on
customer@cha.co.uk

Our office is open
9am to 5pm
Monday to Friday

For emergency repairs
outside office hours,
residents should call on
0208 988 6543.

If you have any story
ideas or news items,
please contact
Amrita Patel
in
Customer Services

on
0208 132 46567

Get in touch with your local
residents’ association by
calling the Housing and
Customer Services
team on 0845 123 4567.

RAF DEVELOPMENT

BRINGS 50 NEW HOMES

PICTURE OF NEW
DEVELOPMENT

www.chahousing/RAFdevelopment.co.uk

To find out more go to

STORY ABOUT RAF DEVELOPMENT

CHA goes
computerised

STORY ABOUT REBECCA COOK
JOINING TEAM AND BRINGING CHA
INTO 21" CENTURY.

Picture of
Rebecca Cook

For further copies of this
newsletter please contact
Amrita Patel in the
Customer Services
Department on
0208 132 46567

Visit our website at: WWW.Cchahousing.co.uk

0 8
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2 (b)

Discuss the suitability of the newsletter’s front page (opposite) in terms of:
¢ layout of information

¢ use of font types, including emphasis
* possible use of colour and shading.

(11 marks)
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11

There are no questions printed on this page
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3 Read Item C and then answer the questions that follow.

Item C

Moving in

It is the responsibility of the Housing and Customer Services division to allocate
properties to the people on CHA’s waiting list. Gary Preston, a housing manager for
several CHA projects, uses a manual information system and keeps records of
potential residents on cards.

Each card contains: date registered, contact name, contact address, the number and
ages of the family unit, suitable location and special requirements, eg wheelchair
access. Points are recorded on each card depending on the urgency for re-housing.
The more points potential residents have, the sooner they will be re-housed.

Gary Preston puts red dots on the cards of those who are in most need for
re-housing. He files the cards in order of ‘date registered’.

Rebecca is Gary Preston’s assistant. She is concerned that the information system is
inefficient. It makes it difficult to find specific names and other details and takes
too long to select potential residents for re-housing. Gary has agreed she should
investigate a new electronic information system and report back to him.

Today, she received the following email:

From: Gary Preston Sent: Mon 19/01/2009 08:38
To: Rebecca Cook
Subject: Meeting with potential residents of the new RAF Development

I would like you to arrange a meeting with the 50 potential residents who
may be moving into the modernised RAF accommodation.

I have produced a PowerPoint presentation to be shown during the meeting.
Please arrange the necessary audio-visual equipment. I have marked the
cards of the potential residents with a yellow dot. You need to send an
invitation letter, with a reply slip, to each contact name.

I want to use a nearby community centre. Please check the availability of
this venue. The meeting should be held in the first week of February. I'll
leave you to decide on the exact date. Refreshments should be provided.

Regards
Gary

12
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3

(a) Using Item C, identify an electronic information system to replace the current
manual system and analyse why it might be easier to manage the waiting list data.
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3 (b) (i) Using Item C, list up to seven tasks which you think Rebecca should carry
out in preparation for the meeting with the 50 potential residents, moving into
the modernised RAF properties.

Use the Priority section of the table below to put the tasks into an order of
priority for completion (1 = completed first, 2 = completed second etc).

Tasks Priority

(4 marks)

1 4
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3 (b

(i) Justify your choice of tasks and their order of priority.
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END OF QUESTIONS
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