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1. The Internet has many uses for an organisation. KU| PS
(a) Suggest 2 advantages of using the Internet as a source of
information.
1
2
2
(b) Suggest one disadvantage of using the Internet as a source of
information.
1
(¢) Halfords Electronics has set up a website on the Internet.
The following customer complaints have been received by telephone.
Provide a different solution to each of the problems identified.
(1) Some customers were unaware the company had a website.
(11) Some customers were unable to find what they were looking for
on the website.
(i11) Although they can view products on-line, customers are unable to
buy products on-line.
3
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2. Client records of Megan’s Pet Grooming Services are stored on an

electronic database. An extract is shown below.

Owner Address Postcode | Pet Name Typeiof

Name Pet
gj;?lllitehers ZthiSlté%L\;\?ne G129DK | Meesha Dog
L | ERRSES 170 [|e
Jim O’ Meara gﬁggg’g@?“eet G41ST | Ginger Cat

Study the above and then answer the following questions.

(a) Samantha Ogilvie has just started working at Megan’s Pet Grooming
Services. It is her responsibility to manage the electronic database.
She is experiencing the following problems.

Suggest one solution to each of these problems.

(1) She is unable to sort the database by the owner’s surname.

(i1) She has added a new field to record the owner’s telephone
number but the “0” at the start is missing.
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2. (a) (continued)

(111) She needs to contact all cat owners held on the database.

(b) Explain what is meant by the term “back up”.
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3. (a) Describe 2 uses of an organisation chart for employees.

1

(b) Name the term which means “the way in which instructions are passed
down”.

(¢) Identify one advantage and one disadvantage of a flat management
structure.

Advantage

Disadvantage

4. Name and describe 2 items of equipment which could be used in the
Reprographics Department. (You may use examples to support your
answer.)

1
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5. The following problems have recently been experienced within Reid & Co.

Suggest one way in which each of these problems could be avoided in the
future.

Give a different solution for each.

(a) Several members of staff complained to the Training Officer that they
could not see his recent Health and Safety presentation clearly.

(b) The Sales Manager had received complaints that her weekly sales
briefing meeting did not motivate the staff as it was boring.

(¢) Complaints had been received from customers that the pictogram used
to provide information on the best-selling products was not very exact.

[Turn over
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6. (a) Explain what is meant by the term external mail.

b )

(i)

Describe one advantage of using a fax machine for sending and
receiving mail.

Give one example of outgoing mail which would not normally be

faxed.

(¢) A member of staff has complained that she has not received a fax
which she knows had been sent to the organisation.

How could this problem have been avoided?

[0020/402]

Page eight

DO NOT
WRITE IN
THIS
MARGIN

Marks KU PS




[Turn over for Question 7 on Page ten

[0020/402] Page nine



7. Maureen Mclntosh is a Travel Administrator with Nabo & Son, based in
Oban.

Maureen has started to make the arrangements for a business trip to
Glasgow for Eilidh Agnew. Unfortunately, Maureen has taken ill and you
have been asked to finish the arrangements by using her notes to complete
the itinerary.

Below are the notes made by Maureen.
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7. (continued)

(a) Using all of the information given, complete the following itinerary

for Eilidh Agnew.
NABO & SON
ITINERARY OF
VISIT TO
ON
...... 0813 hours Depart
hours Arrive ..
...... 1230 hours Lunch
...... 1500 hours Meeting
...... 1821 hours Depart
hours Arrive ...

(b) Eilidh Agnew will pay for lunch by business credit card.

Explain clearly one advantage of using a business credit card.

[0020/402]
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8. (a) Describe one task which would be carried out regularly by each of the
following employees working in the Sales Department.

(1) Sales Representative

(i1)  Administrative Assistant

(b) Computer software is widely used in all departments.

Name 2 software applications and describe how they would be used
within the Sales Department.

Your answers must be specific to the Sales Department.

1
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9. Anne Marie Murphy, Managing Director of Geena plc, emptied the staff

complaints box and read the following concerns.
Suggest a different solution to each of these concerns.

(a) “I had to leave a customer waiting for ages while I tried to find his
computer file, in order to answer a question.”

(b) “The drawer in the filing cabinet will not accept any more files where
the surname starts with ‘M’.”

(¢) “I am fed up travelling to monthly meetings held at Head Office.”

(d) “I spent ages working on a report which was then deleted by someone
else.”

(e) “We missed out on a special offer because our order form was delayed
in the post.”

[Turn over
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10. Anisa Jamieson is the Receptionist for Taylor Ltd.

[0020/402]

(a)

—

"I
S

N

i :\!!') 4

Anisa has experienced the following problems recently.

How could these problems have been avoided?

(1)

A visitor was able to see a confidential file left on screen.

(ii)

the correct extension number.

She was unable to transfer an incoming call as she did not know
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(b) Security is one responsibility of a receptionist. Suggest 2 ways in
which Anisa can ensure security within Taylor Ltd.

Your answers should not repeat any points made in (a).

1

2
(¢) Anisa uses an electronic diary to record appointments. Give
2 advantages of using an electronic diary for this purpose.
1
2
2
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11. Lisa Gallacher, Human Resources Manager of Robinson Insurance, has
sent the following memo to Heather York, Managing Director.

MEMORANDUM

To: Heather York, Managing Director

From: Lisa Gallacher, Human Resources Manager
Date: 5 May 2009

Subject:  Staff Concerns

The following problems have been identified:

1 The new open plan office layout does not allow
homeworkers/teleworkers to complete any tasks in the
office.

2  Personal items belonging to staff have been stolen.

3 Two administrative assistants in the Sales Department no
longer wish to work the full week.

I would be grateful for your suggestions.
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Suggest one solution to each of the problems identified on Page sixteen.
Each solution must be different.
Solution 1
Solution 2
Solution 3
3
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12. (a)

(b)

[0020/402]

Identify 3 different health problems which may arise in
organisation where employees are using I'T' equipment regularly.

Problem 1

DO NOT
WRITE IN
THIS
MARGIN

Marks | KU| PS

any

Problem 2

Problem 3

Suggest how each of the above problems in 12(a) could be solved.
Give a different solution for each.
Solution 1 must match Problem 1 and so on.

Solution 1

Solution 2

Solution 3

[END OF QUESTION PAPER]
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