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TASK 1 (36 marks)

» Seven advantages of using the telephone as a method of communication. (4.1, 4.2 - 21 marks)

1SS0 [ o TSP PP PO PPPOUPPPPPPIN

it is relatively cheap, if calls are kept brief and to the point

it is easy to use

can be used at any time of the day
allows people to build personal relationships
offers facilities such as three-way calling
instant feedback is obtained
voice can be used to emphasise points
tone can imply feelings
tone can imply attitudes
listener's attention can be checked
understanding can be checked
supplementary questions can be asked
less time consuming than keying-in a document and mailing it

mail room services are not used

avoids delay in information being received

e Give five disadvantages of using the telephone. (4.1, 4.2 - 15 marks)

it does not provide written proof of a discussion
it does not provide written proof of a transaction
different time zones mean that a daytime call in one country could be a night-time call in another country
a poor impression can be given unless correct telephone techniques are used
language differences can be a problem

caller needs to be able to speak clearly and unambiguously

caller needs to have confidence when talking to strangers

message may be misinterpreted if caller has not planned the call
call can be time wasting if relevant information is not to hand
message may be misheard if there are problems with the telephone connection
messages may be misinterpreted if the listener has hearing problems
messages can get confused if they are too long
long messages can be quickly forgotten

difficult questions can be hard to answer

the point of the call can be lost if conversation drifts into chatter
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TASK 2 (36 marks)
Part1
e List six rules for written communication. (3.3 - 24 marks)
IT MUST HAVE
L= e [=T= = T o PSPPSR OPRRTRT
ToTo o= T I3 { (U (o (0] = SRS UR PP
E= e (== T =)o U | PP P U PP SPU PR OPPPPPI
= Yo o1 o] o g E= 1 (=IN=1 4 [PPSR
relevant content matched against the @iM ... e
NO UNCIEAT JANGUEATE .. .eeiiiiiiiieiiie ittt ettt e ettt ettt e s bt e ettt e s bt e e ek st e e sttt e ee e e e aa b e e e aabe e e eaneeesaneeeebneenan
(Lol [oTqTo I oT QY o] o VR =1=T 1 (=T o [o =T RSP ER
[T [o] aTe I o T gVIV o] o VAN o T= =T =1 o] =TSP PPRTPRN
abbreviations EXPIAINEA ... ..ot ne e aae s
Part 2
What is meant by the word 'slang'. (3.3 - 6 marks)
words in common use that are used informally and are not considered part of Standard English ............cccc..c...
phrases in common use that are used informally and are not considered part of Standard English .....................

particular words or phrases in common use that are used informally and are not considered part of

Standard

L= gV |1 o RSP ER

e  Why slang should not be used in business communication. (3.3 - 6 marks)

[ T aF=T o] o fo] o =1 (- NSRS
it IS UNProfESSIONAl ....ooeiiieeee e e e
It IS UNDUSINESSIKE ..o
it can be considered OffENSIVE .........oooiiiiiiiiii
IEHS DA TASTE ...eeeeieie s

the message could be misinterpreted ..o

TASK 3 (28 marks)

e Give four reasons why objectives should be set when undertaking a task. (1.1, 1.3, 2.2 - 24 marks)

to establish what is t0 be aCCOMPIISNEA ........ooooiie e e eabare e

to plan and monitor work

to establish timescales and dEAAINES ..........coeiiiiiiiiieeeeee ettt e e e e e e e e e e e e e e e e e et e aeeeeaeeaes

to provide direction

to give a clear indication of what is t0 be achieved ...

to indicate the competency required

to encourage consistency
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e Two visual aids that could be used to show what the department has achieved. (1.2 - 4 marks)

WAL CRAITS ..ttt e et e et e e et e e et e e e
LoTo] 1ol I o o T=T (o TSSO PRRPPI
computeriSed ProJECE PIANNEIS.......coi it et e et e e e s et e e e st e e e e e enneeeeas

Manual ProJeCt SCREAUIETS ........ccoiiiiiiie et e et e e e bt e e e s st e e e e s anbeeeeeean
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MARKING
TASK 1 (35 marks)

e Memo. (3.3 — 15 marks)

Structure: 91T o L1 T S

(=Tt o] (=Y ol = g = 0o NSRS

Tone: APPIOPHALE 10 FECEIVET ....oiiiiiiiiiie ettt as
Style: NO SIANG, OF ClICNES ..ot e e e e e e nneeas
relaxed, but NOt Chatly .....ooooii i
oo o7 15T PP PP SPTPP
€aSY 10 UNAEISIANG ...ttt e e e e e e e e e e eaaene

grammatiCally COMTECT ..ot e e e e e aeaeeeeeesanannes

e Four ways of dealing with criticism. (2.2, 2.3, 4.2 - 20 marks)

try to disagree with the criticism without getting UpSet ...
if it is valid try to accept it in an assertive MannEr ...........ccoo i
if the criticism is valid offer a brief apology, if necessary, and say how you will try to remedy the matter.........
if it is not valid you don't have to accept it but you do need to diffuse the situation calmly ...,
try to keep a firm voice @t @ll tIMES .....oooeiiiieeeee et e e aeee e
use body language to affirm what you are saying

do not let personalities come into any diSCUSSION ........oiiiiiiiiiii e a e e e e s
only make statements about yourself, not about the CritiC .........ccoceeeiiiieii e
show your understanding of an invalid criticism by repeating it back but at the same time say that you do

NOL AGIEE WIth it ...ttt h e e e e et e sae e e s e e e an e e e sab e e e e be e e nneeenaneeas
TASK 2 (26 marks)

. State and describe three personal qualities of a successful team member. (2.1 - 18 marks)

FoLo o e et 141 10407 11 o) I U
because of the ability to keep all members of the team informed about progress and actions .............ccc.........

FEIADIIIEY ..o
because of the ability to meet commitments to the team ...
to keep the team informed of any problems that might affect progress of an objective, target, etc ..................

LT o= ST
because of the ability to respect all members of the team ...........ccoooiii i

and to listen to other people's views and ideas
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e Give two rules for dealing with problems within a team. (2.1 — 8 marks)

they should always be dealt With OPENIY ... ... ettt e e e
they should always be dealt with TaCtfUlly ...........ocooiiiiii e e e
they should never be the SUDJECE Of GOSSIP ..o

TASK 3 (27 marks)

e Six things you should do before making a telephone call. (4.3 — 12 marks)

make sure the name of the person to be called is KNOWN ..o
check the telephone number and extension to be Called ...
check the time differences, if apPliCADIE .........coiiiiiiii e
jot down headings to be talked about/prepare an agenda ..........coccueeeiiiieiiiee e e
make sure the headings/items are in the order to be diSCUSSEd .........cccccviiiiiiiiiiiiii e
always have a pen or PeNCil 10 AN ........ooiiiii et st e b

always have a notebook t0 hand ... ettt e et e e e e e e e e eneeeeas

o State what you would do if the person is unavailable (explain your answer). (4.3 - 6 marks)

ring them back later, rather than asking the person to call YOU .......cccccooiiiiiiiiiii e

because this is better than waiting for a call that may never be made ..........cccccoeveiiiiiiiiiiiniec e,

and YouU KEEP tHE INILIALIVE .............oeeeeeeee ettt e e e e e e e
find out when he or she Will De DACK .........c.ooiiiii e e
ask for them 10 MNG YOU DACK .......oo ittt s ne e e et e e
be prepared t0 [eave @ SOt MESSAQE ......coii ittt e e et e e e e et e e e s e e e e e e anreeeaeean
be prepared to leave a short message on an answering machine ...

include your name and number in the answering machine MesSage ..........ccocvviiiiiiiiiei e

e What should you say when the person you wish to speak to answers the phone. (4.3 - 3 marks)

Lo TN =Y o 1U T 4 T=T o 41 S SRR
give the name of YOUr OrganiSatioN ...t e ettt e e e e e e e et e e e e enteeeaaeenneeeas

S VA )V Ve LU =T =Yz | 13 o SRR
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e Give two ways of end a call. (4.3 - 4 marks)

review the iNfOrmMation FECEIVE ............iiiiii et et e e e e e e e e et e e e e e e e s e e e s eaaanaeeees

thank the person for his Or REr el .........e e

e  Who should end the call? (4.3 - 2 marks)
the person Who made the Call ............ouiiiiiiii et

TASK 4 (12 marks)
e List six things that stop you doing what you had planned for the day. (1.3 -12 marks)

LS =Y o] g o] g ST o= | - PRSP
[101=T=) ([ To [P OO PPPPPPPPPR
0= 0= Yoy PPN
(=TS T= T (o PP
o o F= 11131 o U UURUPPPPRPPRRPIN
(8T g o 8 Ted (U= 1 | PSP PO PPPPPPPPPR
being asked t0 O UNEXPECIEA tASKS ......oovviiiiiiiiiiiiee e e e e e e e et aaaaas
[oTo] | 1= T= To [ U 1= | U UURPPP PPN
[oTo]|[=F= To [N T=Ro T T o] [ o = VAU UURSPPPPRRRPRRPIN
breakdown Of MACIINEIY ...ttt e e e e e e e e e e e e e e e e e s

INSUTTICIENT FESOUICES .. .oeviiiiieeete ettt et et e e et e e e e e et e e e e e et ae e e e e estaaeeeeeeesan e eesessanaeesessnnnaaeees
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