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Duration — 1 hour 30 minutes

Total marks — 50

SECTION 1 — 10 marks
Attempt ALL questions.

SECTION 2 — 40 marks
Attempt ALL questions.

Write your answers clearly in the answer booklet provided. In the answer booklet you must
clearly identify the question number you are attempting.

Use blue or black ink.

Before leaving the examination room you must give your answer booklet to the Invigilator; if you
do not, you may lose all the marks for this paper.
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MARKS
SECTION 1 — 10 marks

Read the following information and attempt ALL the questions that follow.

Holding meetings is an art and a science. But with remote meetings, it’s art and science
at a whole new level.

Sometimes the remote factor makes meetings annoying, awkward, inconvenient, and
downright infuriating.

Why are remote meetings often so unsatisfactory? It’s hard to say, but it could be lack of
awareness, faulty software, sluggish Internet connections, and tuned-out participants.
Maybe remote workers just hate meetings — that’s why they choose to work away from
the office.

Whatever the case, remote meetings can be unproductive. Thankfully, it doesn’t need
to be this way.

Here are some tips to holding successful remote meetings:

Use the best software available.

E-mail relevant documents to everyone beforehand.
Before speaking, each participant should say their name.
Have a strong chairperson.

Give everyone the chance to talk.

A T

Limit the number of participants.

Business strategist John Spence makes a great point. He writes, ‘nearly all of the rules
for a typical face-to-face meeting still apply’ to remote meetings.

In order to have a good remote meeting, you should also know how to hold a good
normal meeting. Yes, you’re running a remote meeting, but that doesn’t require radical
rewriting of all meeting rules.

The following questions are based on ALL the information provided and on knowledge
and understanding you have gained while studying the course.

1. The case study above states that remote meetings can be unproductive.

Outline three benefits of remote meetings. 3

2. |Itis the Chairperson’s duty to ensure that everyone has a chance to talk.

Describe other duties the Chairperson has during a meeting. 4

3. Justify which documents should be e-mailed to all participants in advance of a
remote meeting. 3
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MARKS
SECTION 2 — 40 marks

Attempt ALL questions

4, Describe the possible implications for an Administrative Assistant who has poor time
and task management skills. 6

5. Outline the essential skills and qualities a Senior Administrative Assistant should
possess. 4

6. Discuss the reasons why some teams are more effective than others. 6

7. Describe the digital technologies that enable team members to work in different
locations. 6

8. Justify the need for a team leader to maintain regular contact with staff who
telecommute. 4

9. Compare a mystery shopper with a customer focus group, as a way of gathering data
on customer service. 4

10. Outline suitable methods of informing staff of changes to legislation. 4
11. Discuss the features of word processing and database applications that an

Administrative Assistant would find useful when organising a meeting. 6

[END OF SPECIMEN QUESTION PAPER]

Acknowledgement of Copyright
Section 1 — Article is adapted from ‘The 8 Rules for Effective Remote Meetings’ by Daniel Threlfall taken

from https://www.teamgantt.com/blog/the-8-rules-for-effective-remote-meetings
Reproduced by kind permission of Daniel Threlfall.
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General marking principles for Higher Administration and IT

Always apply these general principles. Use them in conjunction with the detailed marking
instructions, which identify the key features required in candidates’ responses.

@)

(b)

(c)

(d)

(e)

(f)

(€

Always use positive marking. This means candidates accumulate marks for the
demonstration of relevant skills, knowledge and understanding; marks are not deducted for
errors or omissions.

If a candidate response does not seem to be covered by either the principles or detailed
marking instructions, and you are uncertain how to assess it, you must seek guidance from
your team leader.

For compare questions, candidates must demonstrate knowledge and understanding of the
similarities and/or differences between things, features, methods or choices. This does not
need to be a comparative sentence. Up to the total mark allocation for this question:

e award 1 mark for each accurate point of comparison.

For discuss questions, candidates must make accurate relevant points that are more than
just naming. There has to be an element of discussion within each point. Award marks for
development and examples of a point.

¢ Award 1 mark for each discussion point.

For describe questions, candidates must make a number of relevant factual points, which
may be characteristics and/or features, as appropriate to the question asked. These points
may relate to a concept, process or situation. Candidates may provide a number of
straightforward points or a smaller number of developed points, or a combination of these.
Up to the total mark allocation for this question:

o award 1 mark for each relevant factual point
e award 1 mark for any further development of a relevant point, including
exemplification when appropriate.

For outline questions, candidates must make a number of brief statements appropriate to
the question asked. These may include facts, features or characteristics. Up to the total
mark allocation for this question:

o award 1 mark for each accurate statement.
For justify questions, candidates must give good reasons to support suggestions or explain

the reason(s) for or against the issue raised in the question. A development point can be
given.

¢ Award 1 mark for each accurate justification.
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Detailed marking instructions for each question

Section 1
. Max " .
Question | Expected response mark Additional guidance

1. e Can minimise staff travel and accommodation costs. 3 | Award 1 mark for each valid
e Productivity and time is not lost due to travelling and jet lag. benefit statement.
e Can link teams across the globe and helps create effective teams.
e Staff do not need to be in work to participate in discussions. Or any other suitable response.
e More people are able to participate in meetings.
o Visual remote meetings can be good for staff relationships, rather than sending

e-mails.

e Meetings can be recorded and accessed at a later date.
e Staff may be happier not to travel, as can upset family life.

2. e To ensure the meeting is quorate, according to the constitution — otherwise the 4 | Award 1 mark for each valid

meeting has to be postponed.

o To start meeting punctually and to ensure it does not overrun.

e To approve the minutes of the previous meeting and sign them off after dealing
with any matters arising.

o To allow adequate discussion time for each item while ensuring that repetitive
comments are curtailed.

¢ To maintain good order ensuring participants are courteous, polite and
non-aggressive.

e To decide when there has been adequate discussion and then call a vote ensuring
compliance with constitution rules.

e To sum up discussions prior to voting highlighting important points and clarifying
misunderstandings.

¢ To make a casting vote if there is a tie.

description point.

Award 1 mark for each valid
development point.

Award up to 3 marks for
describing any one duty.

Or any other suitable response.
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Question

Expected response

Max
mark

Additional guidance

3.

o Notice of meeting alerts — reminds staff the meeting is taking place and attendees
can give their apologies if they are unable to attend.

e Agenda informs participants of the topics and approximate timings.

e Briefing documents allow attendees to prepare/familiarise themselves with the
topics.

e Minutes of previous meeting can be read and checked for accuracy or can inform
those who were not at that meeting what was discussed.

¢ Notice of meeting — there may be a legal requirement to send this out at a set
time before the meeting.

e Written instructions on how to access meeting software and hardware required to
join the meeting.

Award 1 mark for each valid
justification point.

Award 1 mark for each valid
development point.

At least 2 documents need to be
justified.

Or any other suitable response.

Do not award marks for documents
specific to an individual, for
example, personalised
travel/accommodation
documents.
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Section 2

o Tact/discretion when dealing with sensitive situations.

¢ Organisational skills, to ensure that targets are met.

o High level of digital literacy and IT skills.

e Coaching/mentoring/developing skills, to provide support to staff.
e Motivation, to ensure that staff are encouraged to meet targets.

o Delegation skills, to allocate tasks fairly/take account of skills.

¢ Good time management, to ensure deadlines are met.

e Able to communicate with people at all levels in the organisation.

Question | Expected response rraarxk Additional guidance
4, e The quality of their work could be poor, in an attempt to meet deadlines. 6 | Award 1 mark for each valid
e They may not be trusted with important or high level tasks — this could affect description point.
their chances of promotion.
e Relationships with other team members may suffer, as other members of the team Award 1 mark for each valid
may not be able to proceed with their own work. development point.
o They may suffer from stress — this could result in illness/absenteeism.
e They may receive a poor appraisal, affecting pay and/or future career. Award up to 5 marks for
e They may be sent on training courses. describing any one implication.
o They could be given a mentor or buddy to check on their work flow.
e They may become quiet and withdrawn — stop communicating with other team Or any other suitable response.
members.
¢ They may be given a verbal or written warning.
¢ |If they feel unsupported, they could take out a grievance against the organisation.
5. e Patience, to be able to work with other staff. 4 Award 1 mark for each valid brief

statement.

Or any other suitable response.
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Question

Expected response

Max
mark

Additional guidance

6.

e Team composition — the right balance of people/roles.

¢ Nature of the task — how challenging and/or structured the task is, and if team
members believe in it.

e Presence of a good leader — this helps to promote a positive atmosphere, provide
good co-ordination and manage conflict.

e Team members support one another when working on projects together — this
leads to better decision making and taking more risks.

o All team members have a clear idea of what they are there to achieve — they have
clear goals.

o Team members believe in shared goals — they have a common direction.

o Shared knowledge means there is better coverage for any absences.

e Team members have different skills and personalities — this leads to better
productivity.

e Strong/open communication between team members — team members encouraged
to express their opinions, suggest ideas and are prepared to compromise.

e The longer a team is together, the more effective it is likely to be — a team will
work as a cohesive group, pulling together, meeting targets and deadlines.

e Effective teams are normally small — Belbin states 4-6 people.

Award 1 mark for each valid
discussion point.

Award 1 mark for each valid
development point.

There must be at least 2 reasons.
Award a maximum of 5 marks for
any one reason.

Watch for repetition.

Or any other suitable response.
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Question

Expected response

Max
mark

Additional guidance

7.

o File servers contain files that can be accessed remotely by all staff, ensuring the
most up-to-date information.

e Cloud storage — used to store files that can be accessed via the Internet using a
password.

o Web conferencing allows staff to have face-to-face meetings, view reactions and
emotions of participants, and this can build team spirit.

e Instant messaging (IM) allows short messages to be communicated passing on
information.

e Voice over Internet Protocol (VolP) allows team members to have one phone
number that can be used via a smartphone, for e-mails and IM.

e Chat rooms (chat apps) — for more informal communication, allows discussion on
work and social matters (helping to develop relationships).

o Internal blogs allow employees to share ideas and experiences quickly and in an
informal way.

e Virtual whiteboards allow real-time collaboration of ideas across the team (for
example, drawings and diagrams).

e E-mail.

Award 1 mark for each valid
description point. Award 1 mark
for each valid development point.

Award up to 5 marks for
describing any one technology.

Or any other suitable response.

Accept mention of specific
communication and file sharing
applications, for example, Office
365 (Teams, Yammer, OneNote,
and Groups), Google Docs, and
Google Hangouts.

Do not award marks for
smartphones, tablets or laptops
unless there is mention of
software or apps that allow file
sharing and communicating.
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Max

Question | Expected response mark Additional guidance
8. e Team leader can feel confident that work is progressing on time as others may be 4 | Award 1 mark for each valid
waiting to proceed with the next stage. justification point/reason.
o Staff who work at home may feel isolated, so this would help to make them feel
involved and supported, and prevent future issues arising, for example grievance. Award 1 mark for each valid
e Tasks can be discussed, ensuring the work is completed to the correct standard. development point.
e Staff can be informed of deadlines or changing priorities, in order to help them
manage their time. Accept any reference to staff who
¢ Informal chat can help a person feel part of the team. are not office based, for example,
e Staff member may feel shy/reluctant about making contact — team leader should working from home, working while
make the first move. travelling, and working in other
locations.
Or any other suitable response.
9. e Both provide immediate feedback. 4 | Award 1 mark for each valid

e Both a mystery shopper and a focus group can be expensive to set up and run.

e Customer focus groups are small groups of customers brought together to provide
the organisation with feedback on consumer issues — a mystery shopper
experiences the service and care the ordinary shopper receives.

e Customer focus groups can ask additional questions, seeking clarification — a
mystery shopper remains anonymous and cannot enquire further.

e Mystery shopper is usually tasked with evaluating specific/single aspects of

customer service — customer focus groups will have a wider range of experiences.

e Mystery shopper may provide a biased or subjective view — the customer focus
group will have a variety of opinions.

comparison.

Similarities or differences can be
given.
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Max

Question | Expected response mark Additional guidance
10. e E-mail to all staff to ensure they have something in writing to refer to. 4 | Award 1 mark for each valid
e Store policy documents on the intranet, so staff can have access to the most method.
up-to-date legislation.
o Display notices to highlight specific policies that are important. Do not award marks for details of
¢ Organise talks from relevant officials/trained staff to highlight changes and take the changes in the GDPR.
questions.
¢ Role plays — staff can practice situations, for example, dealing with a request for Or any other suitable response.
data from an outside agency.
11. Word processing 6 | Award 1 mark for each valid

Tables — to professionally layout the Notice of Meeting/Agenda.

Formatting features/styles — to prepare previous minutes.

Mail merge — to send letters to those attending.

Label wizard — to create name badges for attendees.

Online templates — to prepare business documents.

Organisational templates — saved to ensure house style complied with.
Search and replace facility, spell check and thesaurus — to ensure accuracy in
documents.

Database

Mail merge — to send letters to those attending.

Relational database (gives an element of security to personal data) — can be
queried to find attendees.

Data on staff/members — can be queried to find staff who have specific
requirements/searched for information about attendees.

Holding/storing information, for example possible venues for ease of access.
Calculated fields to work out costings/expenses.

discussion point.

Award 1 mark for each valid
development point.

Award a maximum of 5 marks for
either word processing or
database.

Watch for repetition.

Candidates must make reference
to organising a meeting in their

response.

Or any other suitable response.

[END OF SPECIMEN MARKING INSTRUCTIONS]

page 09




	HigherSQPAdministrationandIT QP
	HigherSQPAdministrationandIT MI CVR
	HigherSQPAdministrationandIT MI


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /PageByPage
  /Binding /Left
  /CalGrayProfile (Gray Gamma 2.2)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.3
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends false
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments false
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage false
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
    /3Of9Barcode
    /Goudy
    /Goudy-Bold
    /Goudy-BoldItalic
    /Goudy-Italic
    /Helvetica
    /Helvetica-Bold
    /Helvetica-BoldOblique
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (U.S. Web Coated \050SWOP\051 v2)
  /PDFXOutputConditionIdentifier (CGATS TR 001)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /BleedOffset [
        0
        0
        0
        0
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName (U.S. Web Coated \(SWOP\) v2)
      /DestinationProfileSelector /UseName
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /UseName
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [595.276 841.890]
>> setpagedevice




