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MARKING

TASK 1 (46 marks)

Describe five qualities you would need to be an effective leader of a team. (2.2 — 30 marks)

sufficient interest in people to want to get the Job done ...
Nz L (o X e [ a ([ To] oI (o] o 1= YRR
L= e e ToTo N1 =1 (=T o 1= PO
a good listener who takes notice of iNdividual's VIEWS ..........coouiriiiiiiii e s
uses individual's Views, Where POSSIDIE ...........ooiiiiiiiiii ettt e e e e e aae e e e aaes
mMakes deCiSIONS ON SOUNT FEASONMING .....utieiiiiiitiet ettt e ettt s e e ettt e et e e e s b e e e atb e e eaae et e sab e e e e be e e ene e e st e e anbeeeeaneeenaneeas
does not make decCiSiONS ON IMPUISE ....ceeiiiiiiie e e e e e e e e e e e s e e e e e e eeaaaaeeeseaannnsasrseenneeeeees
OWNS hiS OF her OWN ProbIEMS ... e e e e e e et e e e e e e eesesa s nnnabeaeeaeeeeeeeas
never places the burdens of his or her problems on subordinates ...........ccccciiiiiiiiiii
= 3 a1 o] ] ¢= T To F= T o - PSSR
sets good example t0 be FOIIOWEA ...........uviiiiie e e e e e e e e e b e e e e e aneeeaean
is sensitive t0 INIVIAUAI'S NEEAS .........eiiiiiiii ettt e et e e sanee s
knows what motivates each individual and uses that Knowledge ...........ccccooiiiiiiiiiiiie e
1= TR =Y =T o] o] o] o4 F= | (= IR UUTPRPR
helps, rather than criticises if the job is NOt Well dONE .......ooieiiiie e
[ES3E= 1o [o oo I eZoT 0 0] 018 ] 7= | (o] PSPPI

Give four ways in which you could react to unjustified criticism. (2.4 — 16 marks)

disagree with the criticism without getting UPSet ...
try to diffuse the situation CalMIy ... ..o et e e et e e e e e e e e e e nneeas
keep a firm voICE @t @ll LIMES ........ooiiiiiie e e e et e e e e e et te e e e eetaee e e e sebseeeeseensneeeaeanns
use body language to affirm what YoU are Saying ........ccocciiiiiiiiiiii e e
do not let personalities come iNto @ny diISCUSSION ........oiiiiiiiiiiii e e
only make statements about yourself, not about the CritiC ...........ccceiiiiiice e
show your understanding of the invalid criticism by repeating it back but at the same time say that you do

NOT AGIEE WIth it ..ttt h e a e e ettt e st e e e e e e et e e e sa bt e e eabe e e saneeenaneeas
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TASK 2 (30 marks)

e Give six points that should be considered when writing a report. (3.3 — 30 marks)

an introductory paragraph should D& GIVEN ..........ooiiiiiiiiii e
an evaluation should be given, if @PPrOPriate ........ccooiiiiiiii i e e e e e e e e e e eeeaaes
b= eto] Lo [ L] o) o = a o 0] o I o= o [ LY/=T o RSP
it should be an objective statement of facts ..........oooiiiii e
it should not give personal opinions, unless instructed t0 d0 SO .......ooiiiiiiiiiiiiiii e
if requested to make suggestions these should be listed as 'recommendations' and should be brief and to
11T o110 AP PP PP TR SPPPPPP
it should be set out in @ l0giCal MANNET ........ooiiiiiiiee e e e e e e e e e e e e e eeeas
the amount of background information needed will depend on how much previous knowledge the recipient
[0S T Y=L E Y=Y oY 1 [ (] o] [P
sensitive areas should be carefully considered and advice sought, if in doubt ...,
it ShOUIA D@ €aSY 10 FEAA .....oiiiiiiii et e e e e e e e e e e et e e e e e e e e e e e e e e
it should have topic headings, as apPropriate .........oooiiiiiiiiii e
it should have sub-headings, s apPPrOPriate .....c.euuiiii i e et e e e e e e er e e e e eataeaeees
layout should be used to break up density Of tEXt .......cccooiiiiiiiii i
pages should be NUMDEIEA ....... .o e e e e e e e e e e e e e e e e et e eaaeeeaan e e e e eeaans
sentence |engths Should De VAried ...t e e e
language style Should De SIMPIE ...t e e e e e e e e
it should not contain explanatory information or charts or graphs (these should be attached as appendices)
an index of the report and appendices should be provided ............ccccceiieiiiiiiiiiccee e

sources of assistance should be acknowledged ...

TASK 3 (24 marks)

« Give four guidelines that you should consider when asking an office junior to complete a task. (2.3 - 12

marks)

IAENTITY YOUT ODJECHIVES ..ottt ettt e ettt e st e e b e e e bre e s nnes 3
plan what you are going 10 FEQUEST ... . e ittt ettt e e e et e e e e e nbe e e e e e naeeea e e anreeeaaaan 3
PICK the FIght MOMENL ... et e e e e e e e e et e e e e eatsae e e sabeeeeeesnbaeeeesaasraeeeeean 3
use style of language which is appropriate to the individual ..o 3
make sure your manner is appropriate to the individual ............ooo i 3
T (=T g T=T o] T o] o] 4 =1 (= YRR 3
oo a=T o] o] (o] o] A E- 1 (=1 )R PP 3
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* Give four ways of dealing effectively with these interruptions. (2.4 — 12 marks)

=0 o o )11 1= SRR

be firm about time

treat the interruption as a meeting and work to an 'agenda’

use body language to indicate that the interruption is not welcomed ...

learn how to say 'no'
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TASK 1 (32 marks)

Give four reasons why written communication is important in a business. (3.1 - 16 marks) (accept
any other alternative and sensible answers).

CaN file releVaNt AOCUMENES ........euiiiiiiiiieeeeeeeee et e e e e e e e e e e e e e e ee et s b s s e aeeeeeeeeeeeeaesasasssssssssnnnnnneeeeeeeens

o [oTelN o g 1=T o) Aez= T I o =N oTo] o] =T USRS URPRRRN

long, complex or important information can be studied carefully ..........ccccoeiiiiiie e
can be used as formal QUENOTILY .........ooiiiiiiii e e e e e e e s et e e e e s e te e e e e snntaeeeeesentnaeeaeaannes
permanent record of what was said and agreed ............cociii i e
distances sender from FECIPIENT .........oo i et e et e e e e et e e e e e et eeeeesesteeeeesebaeseeesebeeeeeeaaases

able to give information by a graph, table or illustration .............cccviiii i

Give four advantages and four disadvantages of e-mail. (3.1 — 16 marks)

Advantages (8 marks)

L T L= Y =T o) o OO PP P PP PU PR UPPPOPP

graphic and text sent leCtroNICallY ......... ..o et ettt e e e enae e e e e

recipient's location immaterial, provided communication link available ...............cccccooiiiiiiiiie e,
TEIALIVEIY CREAP .ottt e e bt e a et e e ekt e e aae e e eae e e e sa b e e e aabe e e sneeesneeeebreenan
oYy aa b= T =YY A ¢ =ToTo] o I o] o1V o [=To PR URPR
[Ty T 0 U - ox=T o T o 1= 0 o 1 = To [P PP URPRRN
MEeSSAges Can be SAVEA 10 QISK ....ciiiiiiiiiiii ittt e et nae
== AR (o3 (1] o o] o I (o T USRS

those with an Internet link can receive messages anywhere in the world ...

Disadvantages (8 marks)

tranSMISSION DrEAKAOWN .......ooiiiiiiiii et e e e e s e s e e e s e e e s e e e s re e e e ne e e nnreesnnee s
EQUIPMENT DrEAKAOWNN ...ttt et e e bt e e bt e e eb b e e ettt e aas e e e sa b e e e enbeeesaneeesnaee s
address difficulties — if carelessly KeYed-in ... ... ettt e et a e
not possible to tell whether recipient has received the message, or opened it ..........ccccooiiiiiiii i,
easy to accidentally send e-mails before they are finalised ..o

J 18T g E= T o 18T Lo U o R SRS SRUTURUSPRN
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TASK 2 (18 marks)

e Produce a handout, headed 'Questioning during telephone conversations'. (2.3 — 6 marks)

heading USEd, @S INSIIUCIEM ..........ooiiiiiiiie e e e e e e e st e e e e st e e e eaneaeeeeeannraeeeeesnsaneens

effort made to display it as a handout, ie more than just a list of words jotted down as a memo ....................

e Give three reasons why the use of open questioning can be helpful during a telephone conversation with a
customer/client. (2.3 -9 marks).

GAIN INFOTMATION ...ttt e e bt e et e e bt eebe e e same e e e be e e e anb e e e enreeenaneeeas
encourage the maximum freedom Of FESPONSE .......iiiiiiiiiii e e e e e s e e seeeeaeeeens
maximise freedom in responding 0 @ ProbIEM .........ueiiiiiiie e
allow a person to express their feeling about @ matter ...
encourage further diSCUSSION ..........oiiiiiii ettt e e et e e e e e e e snee e e snnee s e e eaneeeennneeesnneeenn
ENCOUTAJE QUESTIOMNS ..ottt ettt ettt et e et bt s b e et e e bt e s et e e bt eshe e et e e beean e e sh e e eareeeneeseneeneennneas
reveal a person's attitudes, beliefs and Motivation ...
reveal how well a person can organise what they want t0 Say ...

reveal how well a person can express themselves without guidance or prompting .......cccccccviiiiiiiiiiiiiieneneeenn.

e One disadvantage of open guestioning. (2.3 — 3 marks)

[ ez= IRz 1) (oI T (o) Ao ) {1 4 =R PRPN

the answer may be irrelevant to what is required, without guidance or prompting .........ccccoeeiiieiiiininennne
TASK 3 (25 marks)

e Give five quidelines for writing minutes of a meeting. (3.3 — 25 marks)

standard DUSINESS 1QYOUL ...ttt e ettt e e s et e e e s et e e e e e e ntaeeeeeannneeens
WHHEN N The thifd PEIrSON ..ot e e e e e e e e e e e e s e st tebeteaaeaeeeeeasasannnnsnenrnnnnnes
discussions and decCiSIONS SUMMEAIISEA ........cciuiiiiiiiiiiiiie ittt et e e e e san e snee e e nanee s
T15] o) = T £=T g Lo (=TT O TP UR TP PPPPRUPOt
minutes Of the Previous MEETING .......ooo e e e e e e e e s ete e e e e s arae e e e e snrreeens
aE= LG TS T PSPPSR PO UPPP PP
=Y 1 1= gl o] U ES [ 1= T ST
date Of NEXE MEELING ...oeiiiiiei et e et e e e e et e e e e et e et e e e e abae e e aatseeeeesnsseeeeeanseneens

discuss draft MINULES WIith CRair ........oooiiiiie et et e et e e e e e e e e e e e e e e as

TASK 4 (25 marks)

e Please reply to the letter from Workforce Training plc. Attach the guidelines on writing minutes (completed
in Task 3). Mark the letter 'URGENT'. Use the letterheaded paper provided. (3.3 — 25 marks)

recipient's NAME AN AAUIMESS ....uuiiiiiiiiiieee e e e e e e e e e e et e s s e s e e e eaeeeeeeteeaeaaaaaeeeeaansesssaaananeeeaeaaaaaees
[etterh@aded PAPEI USEA ......oouiiiiiiiiiiiii ettt ettt s bt e e ettt e sttt e sb e e be e e nnb e e e nbn e e e anbeeeaaee
(8T g o [ 1Yo ISR

g E= T (T U o =T o ) PSR

LS a1 (0T U < PR
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[Tg] (oo [8Te3 (o] VAN oF-=1 =Te | x=T ] o PSPPSR
EST= 1101 =1 £ o [ TPURRRPPt
[oTo] gl o] 110 L= gk =T VA o3[ 1= T PPURRRPPt

o [T e 11 o] =Y g Lol [0 11U [ = J SRR
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