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Answer all the questions you can, in the spaces provided.

Read each question carefully before you answer it.

Write your answers clearly.

Before leaving the examination room you must give this booklet to the invigilator.  If you do
not, you may lose all the marks for this paper.
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1. Study the 5 pictures below showing equipment/software used in different

departments.

Match the equipment/software to the departments below.
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DEPARTMENT PICTURE

Personnel/Human Resources

Reception

Finance

Mail Room

Reprographics

A B C

D E



2. Below is the organisation chart for Toy Town.

(a) State one advantage of displaying an organisation chart in the

reception area.

_____________________________________________________________________

_____________________________________________________________________

(b) State the name of the employee to whom Ross Burns reports.

_____________________________________________________________________

(c) Alex Smith needs help with a finance problem.  Ray Higgins has the

week off.  What should Alex do?

Alex should ________________________________________________________

_____________________________________________________________________

(d) Which department would arrange staff training?

_____________________________________________________________________

Page four

KU PS

DO NOT

WRITE IN

THIS

MARGIN

Marks

1

1

1

1

[0020/401]

Amy Taylor

Manager

Clinton Boyd

Human Resources

Supervisor

Ross Burns

Administration

Assistant

Alex Smith

Administration

Assistant

Amy Scott

Administration

Assistant

Peter Marsh

Administration

Assistant

Ray Higgins

Finance 

Supervisor

Niamh McDonnell

Sales 

Supervisor

Bilal Viqar

Purchasing

Supervisor
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2. (continued)

(e) Choose one task that would be carried out by Peter Marsh,

Administration Assistant, on a regular basis.

Tick (✓) the appropriate box.
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Tick (✓)

Supervise staff within the

Purchasing Department

Update the supplier database

Arrange interviews

Calculate staff wages

[Turn over



3. The following problems have arisen at Snazzy plc.  How could these be

avoided in the future?  Use a different solution for each problem.

(a) Visitors were unsure what to do when the fire alarm sounded recently.

Snazzy plc should _____________________________________________

______________________________________________________________

(b) The receptionist did not know which staff were in the building when

the fire alarm sounded.

The receptionist should ________________________________________

______________________________________________________________

(c) Appointments have been double-booked.

Snazzy plc should _____________________________________________

______________________________________________________________

(d) Visitors have been found in unauthorised areas.

Snazzy plc should ______________________________________________

______________________________________________________________

4. The following statements are either TRUE or FALSE.

Tick (✓) the appropriate box.
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TRUE FALSE

(a) A spreadsheet application could be

used to search the Internet.

(b) A word processor could be used to

prepare a memo.

(c) A database could be used to store

employee information.



5.

Study the picture above.

Identify 2 hazards shown in the picture and state what action should be

taken to prevent each of them happening again.
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FIRST HAZARD

______________________________________________________________

______________________________________________________________

ACTION TO BE TAKEN

Pearce plc should ______________________________________________

______________________________________________________________

______________________________________________________________

SECOND HAZARD

______________________________________________________________

______________________________________________________________

ACTION TO BE TAKEN

Pearce plc should_______________________________________________

______________________________________________________________

______________________________________________________________
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6.

Munro plc has an open plan office layout.  The following problems have

been identified.  State a different way of solving each of the problems.

PROBLEM 1

There is nowhere to hold confidential meetings.

SOLUTION 1

Munro plc should _____________________________________________

______________________________________________________________

______________________________________________________________

PROBLEM 2

It is noisy and staff often find it difficult to concentrate.

SOLUTION 2

Munro plc should _____________________________________________

______________________________________________________________

______________________________________________________________

PROBLEM 3

A member of staff had her handbag stolen.

SOLUTION 3

Munro plc should _____________________________________________

______________________________________________________________

______________________________________________________________
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7. Carol James is an Administration Assistant in Grants plc in Inverness.  She

has a box of catalogues which must arrive in Leeds tomorrow.

Which 2 of the following methods could be used to solve this problem?

Tick (✓) the appropriate boxes.
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Tick (✓)

Send by e-mail

Send by courier

Send by fax

Send by Special Delivery



8. The following spreadsheet and bar graph have been created by Keith

Carsewell, Sales Assistant with Moffat Mobiles plc.

(a) Keith wants to calculate the total sales.  State the formula that should

be entered in cell B7.

Keith should enter ____________________________________________

(b) Give one advantage of presenting this information in the form of a bar

graph.

______________________________________________________________

______________________________________________________________

(c) Name one other way this information could have been presented.

______________________________________________________________
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A B

1 Branch Sales for year ended December 2007

2 £000s

3 Elgin 750

4 Aberdour 450

5 Oban 600

6 Moffat 200

7 TOTAL

BRANCH SALES FOR YEAR ENDED DECEMBER 2007

BRANCH

Elgin Aberdour Oban Moffat

800

700

600

500

400

300

200

100

0

S
A

L
E

S
 (

£
0
0
0
s)
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9. Paul Nichol owns a small business.  He does not have access to the Internet.

Using paper-based sources of information, how could the following

problems be solved?  Use a different solution for each.

(a) A client will be arriving from London this afternoon.  Paul needs the

telephone number of a local taxi firm to pick him up from the airport.

Paul should ______________________________________________________

_________________________________________________________________

(b) Paul wishes to travel from his home in Edinburgh to Perth, but he is

unsure of the train times.

Paul should ______________________________________________________

_________________________________________________________________

(c) Paul is unsure how to spell “communication”.

Paul should ______________________________________________________

_________________________________________________________________
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10. Killean High School prepares and produces its own student magazine,

shown below.

(a) Name one piece of software that could be used to prepare this

magazine.

______________________________________________________________

(b) State 2 features of this application which could be used to make the

magazine interesting and appealing to pupils.

(i) __________________________________________________________

__________________________________________________________

(ii) __________________________________________________________

__________________________________________________________

(c) Name one piece of equipment which could be used to produce a copy

of this magazine for each pupil.

______________________________________________________________

______________________________________________________________

Page twelve

KU PS

DO NOT

WRITE IN

THIS

MARGIN

Marks

1

2

1

[0020/401]

�������
���	

��������	�
������������������
�����

�������
���	



[0020/401]

11. Para plc has a website and e-mail facilities.

Give a different solution to each of the following problems.

(a) Very few customers are aware that the firm has a website or e-mail

address.

Para plc should ___________________________________________________

_________________________________________________________________

(b) Customers complain it is hard to locate information quickly on the

website.

Para plc should ________________________________________________

______________________________________________________________

(c) Customers cannot purchase goods using the website.

Para plc should ________________________________________________

______________________________________________________________
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12. Kingston Ltd uses a computer database to store employee information.

Part of the database is shown below.

Solve the following problems using a different solution for each.

(a) Scott Mackintosh wishes to find out the names of all employees who

work in the Sales Department.

Scott should __________________________________________________

______________________________________________________________

(b) All staff have access to the employee database.

Kingston Ltd should ___________________________________________

______________________________________________________________

(c) Raymond Clark, Administration Assistant, went to a meeting and left

confidential information on his computer screen.

Raymond should ______________________________________________

______________________________________________________________
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KINGSTON LTD – EMPLOYEE DATABASE 

FIRST NAME SURNAME DEPARTMENT JOB TITLE SALARY

Yvonne Erskine Sales Sales Manager £50,000

Helen Johnstone Human Resources
Human Resources

Assistant
£15,000

Peter Grant Sales Sales Assistant £15,000

Scott Mackintosh Human Resources
Human Resources

Manager
£60,000

Amal Osman Finance Finance Manager £45,000



13. Below is a list of terms.

A File management

B Internal mail

C EHIC (European Health Insurance Card)

D Business credit card

E Search engine

F Bar chart

Match one term above with the definition in the table below.  The first one

has been completed for you.
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Definition Letter of Term

The way in which information is

stored and organised.
A

Used to pay for dinner when

entertaining customers.

Information sent/received within

the organisation.

Allows a person to get reduced cost,

sometimes free, medical treatment

while they are in any European

country.



14. State how the following mail would normally be sent by an organisation.

Use a different method for each.

[0020/401] Page sixteen

KU PS

DO NOT

WRITE IN

THIS

MARGIN

Marks

2

Document Sent by

___________________________

___________________________

___________________________

___________________________



[Turn over for Question 15 on Page eighteen

[0020/401] Page seventeen



15. Keira King, Sales Manager at Neon Signs Ltd, will be attending a Sales

Conference in Manchester.

She wishes to stay in a 3 star hotel in Manchester for one night on 

25 June 2008.  She has requested a double room with en-suite facilities.

The following hotels are available.

Royal Bridge Hotel **

Manchester Motel *

The Lexington Hotel ****

The Grand ***

(a) Using the information above, complete the Accommodation Order

Form below.  
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NEON SIGNS LTD

ACCOMMODATION ORDER FORM

Name Keira King

Department ___________________________________

Accommodation _________________________________

Date(s) _______________________________________

Special Request(s)_______________________________

____________________________________________

Authorised



[END OF QUESTION PAPER]

15. (continued)

(b) Keira must pay for the following.  State one method of payment for

each.  A different method must be used each time.

(i) Train ticket to Manchester__________________________________

(ii) Taxi to hotel ______________________________________________

(c) Keira uses her own money to pay for items when on her business trip.

What is the name of the document she must complete on her return?

Tick (✓) the appropriate box.
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Tick (✓)

Itinerary

Accident Report Form

Expenses Claim Form

Travel Booking Form
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