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Command Words 

 

• State - listing or bullet points would be acceptable here. 
 

• Suggest - more than just naming or stating.  Put forward a 
recommendation or advise on a possible course of action. 

 
• Outline - Identify key features and provide a brief description 

where appropriate. 
 
• Describe - Give a description and use examples where possible 

as part of the description. 
 
• Explain - Give a definition and then an example as to how 

something may or may not be affected. 
 
• Discuss - Give advantages and disadvantages where 

possible.  Use examples to expand your answer, and if possible, 
give a conclusion to your answer. 

 
• Compare - You must be able to compare the similarities or 

differences between the items, again giving a conclusion if 
necessary.  Key words that could be used as part of your answer 
are "whereas", "however", "on the other hand", "both have" etc 

 
• Justify - You must be able to give reasons why a certain course 

of action is being taken. 
 
• Implications - You should be able to state what the likely 

outcome of a particular action will be in the longer term, either to 
an individual or the organisation. 

 
• Consequences - You must be able to identify the initial impact of 

the action being followed. 
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Higher Administration – Self Evaluation Checklist 
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Higher Administration – Self Evaluation Checklist 
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HIGHER ADMINISTRATION & IT   
Time and Task Management      
 
 
 
 
TASK 1 - The table below lists the main skills required for effective time and task management.  
For each one, explain how that particular skill helps with time and task management.  The first 
one has been completed for you: 
 

Skill Description 

Prioritisation 
 
 

It is important to decide which tasks are the most important and make 
sure you complete these tasks first. Prioritising helps you to allocate your 
time where it is most needed and most wisely spent, freeing you and your 
team up from less important tasks that can be attended to later. 

Organisation 
 
 

 

Delegation 
 
 

 

Assertiveness 
 
 

 

Negotiation 
 
 

 

Control 
 
 

 

Evaluation 
 
 

 

Resource 
Management 
 
 

 

 
TASK 2  
 
Describe ways in which a Senior Administrative Assistant would ensure that time is 
managed effectively.   6 marks  
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HIGHER ADMINISTRATION & IT   
SMART Targets        
 
 
 
 
TASK 1 – Complete the table below explaining what is meant but each part of a SMART target.  
The first one has been done for you. 
 

S SPECIFIC Is the target well defined and does it state exactly what is required 

M 
MEASURABLE 

 
 

A 
AGREED 

 
 

R 
REALISITIC 

 
 

T 
TIMED 

 
 

 
TASK 2 – Complete the table below re writing each target listed as a SMART target. 
 

Non-SMART Target  SMART Target  

I will learn to ride my bike  
 

I will pass my Higher Administration and IT 
exam 

 
 

All employers will be able to use the 
machines 

 
 

Correspondence must be replied to quickly  
 

The Administrative Assistant is to attend a 
training course in the use of Advanced MS 
Word features 

 

By next March sales must get better  
 

All telephone calls must be answered 
promptly 

 
 

All committees must hold meetings  
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HIGHER ADMINISTRATION & IT   
Monitoring Targets        
 
 
 
TASK 1  
 
Describe 2 methods used by individuals to ensure their work targets are met.   

 4 marks 
 
 
Outline ways in which an individual’s personal targets could be monitored and controlled by their 
line manager.   4 marks 
 
 
TASK 2 – Match the following methods of monitoring targets to the appropriate definition. Type out each 
completed definition in your document or create a table like the one below. 
 

          7 marks 

 
 

 
SAMPLE CHECKS  

 

 This is a chart that a manager could put up to allow individuals 
to see at a glance key dates and the tasks that must be 
completed. It can also be used to monitor when tasks have 
been completed. 
 

 
LINE MANAGER 

 

 Where an employee is paired with a more experienced 
member of staff who can be called on for help and advice 
 

 
BUDDY SYSTEM 

 

  
where some but not all the tasks are looked over by the 
immediate supervisor 
 

 
MENTORING SYSTEM 

 

 The person directly above you in the organisation chart will 
check that your work at regular intervals to see how you are 
progressing 
 

 
GANTT CHART 

 

 Where an employee is assigned a more senior member of staff 
who can be called on for help and advice 
 

 
SYSTEM CHECK 

 

  
Staff and managers will get together to discuss progress. 
 

 
REGULAR MEETING 

 

 where current procedures are reviewed, and changes made to 
improve efficiency 
 

TASK 3 
 
Outline the best way to deal with unforeseen changes in priorities within the workplace           4 marks 
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HIGHER ADMINISTRATION & IT   
Time and Task Management       
 
 
 
 
TASK 1 – In the table below list 4 time stealers and next to each how they can be avoided.  The 
first one has been completed for you: 
 

Time Stealer Strategy  

Telephone Interruptions List the calls you want to make and what you want to 
achieve from the call.  Have a specific time of day where 
you make calls, and you can also divert your incoming calls 
to voicemail is you are working on an urgent or complicated 
task. 

 
 
 
 

 

 
 
 
 

 

 
 
 
 

 

 
TASK 2  
 
Discuss the effects of Poor Time Management on an organisation.   4 marks 
 
 
 
TASK 3  
 
Justify the use of Time management techniques within a business environment.   4 marks   
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HIGHER ADMINISTRATION & IT   
Effective Teams         
 
 
 
TASK 1 – The passage below has been taken from the Belbin website “Team roles in a 
nutshell”.  Read the passage and insert the missing words into the correct location. 
  
Ever wondered why some teams just seem to work and others hit the rocks? When things do not work, it 
is obvious to all and it often has a profound effect on the people involved, as well as the project or 
objective to be achieved. In the 1970s, Dr Meredith Belbin and his research group set about observing 
teams, with a view to finding out where and how these differences come about. They wanted to control 
the dynamics of teams to discover if – and how – problems could be pre-empted and avoided. 
 
As the research progressed, the research revealed that the difference between success and failure for a 
team was not dependent on factors such as intellect, but more on behaviour. The research team began 
to identify separate clusters of behaviour, each of which formed distinct team contributions or “Team 
Roles”. A Team Role came to be defined as: “A tendency to behave, contribute and interrelate with 
others in a particular way.” It was found that different individuals displayed different Team Roles to 
varying degrees. 
 
The first Team Role to be identified was the “Plant”. The role was so-called because one such individual 
was “planted” in each team. They tended to be highly creative and good at solving problems in 
unconventional ways. The Monitor Evaluator was needed to provide a logical eye, make impartial 
judgements where required and to weigh up the team’s options in a dispassionate way. 
 
 Co-ordinators were needed to focus on the team’s objectives, draw out team members and delegate 
work appropriately. When the team was at risk of becoming isolated and inwardly focused,  
Resource Investigators provided inside knowledge on the opposition and made sure that the team’s idea 
would carry to the world outside the team.  

 
Implementers were needed to plan a practical, workable strategy and carry it out as efficiently as 
possible. Completer Finishers were most effectively used at the end of a task, to “polish” and scrutinise 
the work for errors, subjecting it to the highest standards of quality control.  

   
 
Teamworkers helped the team to gel, using their versatility to identify the work required and complete it 
on behalf of the team. Challenging individuals, known as Shapers, provided the necessary drive to 
ensure that the team kept moving and did not lose focus or momentum. 

 
Whilst some Team Roles were more “high profile” and some team members shouted more loudly than 
others, each of the behaviours was essential in getting the team successfully from start to finish. The key 
was balance. For example, Meredith Belbin found that a team with no Plant struggled to come up with 
the initial spark of an idea with which to push forward. However, once too many Plants were in the team, 
bad ideas concealed good ones and non-starters were given too much airtime. Similarly, with no Shaper, 
the team ambled along without drive and direction, missing deadlines. With too many Shapers, in-
fighting began, and morale was lowered. 
If work requires Team Roles other than our own, it is a much better bet to find and work with others who 
possess roles complementary to our own.  

 
 
 
 
 

Investigator    Monitor Evaluator   Behaviour  

Co-ordinator    Plant     Belbin 

Implementers   Complementary   Teamworkers 

Completer Finishers  Resource Investigator Plants 

Planted    Shapers 
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HIGHER ADMINISTRATION & IT     
Effective Teams        
 
 
 
TASK 1 - Complete the boxes below in your word processing document, to show the skills 
required to be part of an effective team – the first one has been completed for you.                                                    
6 marks 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
TASK 2 – Answer the questions below in a word processing document 
 
Question 1 
Outline 2 features of an effective team.                                                                    2 marks 
 
Question 2 
Discuss how effective time management can ensure that targets are met.   

6 marks 
 
Question 3 
Discuss the benefits of effective team working to an organisation. 
                                                                                                                                  6 marks 20 
 
Guidance Information – Command Words 
Outline - A brief sketch of content. More than naming, but not a detailed description.  You will 
not be expected to develop your answers - no credit will be given for examples. 
Compare - Demonstrate knowledge and understanding of the similarities and/or differences 
between methods/choices.  Answer should be structured in such a way that each statement 
compares a similarity or a difference 
Discuss - Communicate ideas and information on a subject.  It may be possible to debate two 
sides of the statement.  You will not gain full marks unless your answer is organised, well-
reasoned and cohesive.  Examples/illustrations could be used.  Within some contexts, 
conclusions may be required and/or the best course of action suggested. 
 

Listening Skills 

Teams need team players who can 

absorb, understand and consider other 

points of view without debating and 

arguing every point. 
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HIGHER ADMINISTRATION & IT    

Effective Teamworking 

 

Task 1 

In your own words, describe each of the following steps within Tuckman’s Model (Page 25 of 
theory notes) 

Forming  

Storming 

Norming 

Performing 

 

(12 marks) 

 

Task 2 

Using Internet resources – can you find any other steps that add to Tuckman’s model?  
Describe these as above (6 marks) 

 

Task 3 

Describe 3 factors that could cause a Team to underperform – even if they have the correct 
composition of team members and roles. (6 marks) 

 

Task 4 

For the above Task 3, suggest and outline 3 solutions that could be employed to improve an 
under-performing team (6 marks) 
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Higher Administration and IT 

Effective Teamworking 

 

Task 1 

Make 3 lists as follows: 

1) Benefits of effective teamwork to the employee 
2) Benefits of effective teamwork to the organisation 
3) Benefits to both of the above       8 marks 

 

Task 2 

Discuss the impact effective team working can have an on organisation   8 marks 

 

Guidance: For an 8 mark ‘discuss’ question, you need to ensure your answer flows from one 
point to the next. Use of linkage words, such as “however”, “therefore” and “in addition” etc will 
help this flow. You need to make a minimum of 3 separate points and to have fully 
explained/described/discussed each of these 3 points in detail to gain full marks. A discuss 
questions should be a 360-degree answer – you can include positive and negative points – 
unless you are asked to “discuss the advantages of…” specifically. 

 

Task 3  
 

Discuss reasons why some teams are more effective than others.     8 marks 

 

Task 4 

2014 Paper 1 

Outline 4 skills you would expect to see in an effective team leader    4 marks 
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HIGHER ADMINISTRATION & IT    
Workplace Regulations    
 
 
 
TASK 1  
 
Choose the correct answer to each of the following questions and type out the full sentence in your 
word processing document. More than one option may be correct. 
 

With reference to the HASAWA, a 
trainee is responsible for: 
(a) Safety of equipment 
(b) Nothing at all 
(c) His or Her own safety 
(d) His and her own safety and 

that of their colleagues 
 

Under the HASAWA an employer must: 
(a) Provide a bright and cheerful place of 

work 
(b) Safeguard the safety and health of all 

employees 
(c) Give all staff a personal copy of the safety 

policy 
(d) Report all accidents of any kind to the 

enforcement officer 

In which year was the health and 
safety at work act enacted? 
(a) 1947 
(b) 1974 
(c) 1957 
(d) 1975 

 

The Health and Safety at Work Act: 
(a) puts all the responsibility for safety on the 

employer 
(b) puts all the responsibility for safety on the 

employee 
(c) Shares the responsibility for safety between the 

employer and the government. 
(d) shares the responsibility for safety between the 

employer and the employee 

  (6) 
TASK 2  
Answer the following questions: 
 
Outline the legislation an organisation must consider with regards to customer service employees whilst 
working at their computer workstation.   (6) 
 
TASK 3 
 
Match the points below with the correct Legislation.  Write the legislation with the correct 
corresponding point into your word processing document.  (4) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Health and Safety at Work Act 1974 Health and Safety 

(First Aid) 

Regulations 1982 

The Fire (Scotland) Act 2005 The Health and Safety (Display 

Screen Equipment) Regulations 

1992 

Employers must 

provide eye tests 

and give 

employees 

regular breaks 

away from VDU 

screens 

Employers will carry out a risk 

assessment to assess any risk to the 

employees in respect of harm caused 

by fire in the workplace 

There must be a qualified First Aid 

person. 

Employees will attend any health and 

safety sessions and be familiar with 

the company health and safety policy 
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HIGHER ADMINISTRATION & IT    
Workplace Regulations    
 
 
 
 
TASK 1  
 
Write the following sentences into your WP document, putting the words below into the correct 
place. 12 marks      

 

 
 
TASK 2  
 
Answer the questions below in your WP document. 
 
Question 1 
 
Legislation exists to ensure the security and confidentiality of information.  
Outline 2 features of:  
(a) GDPR   
(b) The Computer Misuse Act 1990        4 marks  
 
Question 2 
 
Suggest and justify the use of 2 methods of communicating legislative information to  
employees           4 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
  
Office Layout can have an impact on workflow within an organisation. 
Workflow is defined as: 
 

A Workflow is a sequence of tasks that processes a set of data. ... Any time 
data is passed between humans and/or systems, a workflow is 
created. Workflows are the paths that describe how something goes from 
being undone to done, or raw to processed 

 
 
In other words, workflow describes how the work flows through the 
organisation with information being passed from one employee or department 
to another employee or department.  For example – a customer order may be 
taken by the Sales Dept or Admin Dept. They will pass this to the warehouse 
or production department. When the product is ready, it will be passed to the 
despatch area. The order will then be passed to the Accounts or Finance 
Dept who will send an invoice or request for payment.  
 
The better a workflow is, the faster and more accurately information will flow 

through the organisation. 
 
Question 1 
 
Describe how a badly designed office layout could have an impact 
on workflow  4 marks 
 
Question 2 
 
Describe, in your own words: 
 
Open Plan Office Layout 
Cellular Office Layout 6 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
 
 
Using the template below – create the 2 different types of 
layout – open plan (flexible) and cellular by positioning 
desks/walls, room dividers and common areas on the template. 
Use a word document to do this. 6 staff plus a manager work in 
this office. They need desks, chairs, dividers/walls and a 
photocopy and kitchen area. 20 marks 
 
 
 
 
                               
                               
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Main Entrance door 



   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
 
Question 1 
 
Compare a cellular and open plan/flexible layout 4 marks 
 
Question 2 
 
State 2 advantages and 2 disadvantages of each type of  
office layout 4 marks 
 
Question 3 
 
Describe the possible impact a poorly designed office  
space could have on an employee’s morale and wellbeing  
 4 marks       
 
 
Question 4 
 
 
Describe, in your own words, what the term “ergonomics” means2 marks 
 
 
Question 5 
 
 
Describe, in your own words, the following terms: 
 
 

i) Hot Desking  
 

ii) Hot Room  
 

iii) Break Out Area 6 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
 
Working Practices means “how people work” i.e. whether they 
work part-time, full-time, flexible hours, shift work, only at busy 
seasons etc 
 
 
Question 1 
 
Using your theory notes (Page43 – 45), describe, in your own 
words, the following terms: 
 
 
Flexible working practices 
 
Flexitime 
 
Part-time 
 
Job Share 
 
Fixed Term 
 
Teleworking 
 
Homeworking 14 marks 
 
 
Question 2 
 
Compare tele-working and homeworking 4 marks 
 
Question 3 
 
Compare a permanent contract to a temporary contract 2 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
 
 
Question 1 
 
Describe 2 advantages of homeworking for the employee and 
2 advantages of employees working at home to the employer 4 marks 
 
 
Question 2 
 
Describe 1 disadvantage of tele-working for the employee and 1 
disadvantage to the employer 2 marks 
 
 
Question 3 
 
Outline, and give a brief description of a cost that an organisation 
may have if allowing employees to work from home 2 marks 
 
 
 
Question 4 
 
Discuss the changes in society and the economy that have led to 
organisations requiring to consider flexible working practices for 
their employees 8 marks 
 
 
Question 5 
 
Outline 4 flexible working practices than an organisation could offer 
to their employees 4 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
 
ICT (Information Communications Technology) has had a large 
impact on how people work.   People can now communicate 
from anywhere in the world at the touch of a button. 
Information flows faster and this can help decision making in 
an organisation in addition to how, and where, people work. 
 
Using your theory notes (page 46) – answer the following questions 
 
Question 1 
 
Compare the use of audio conferencing and video conferencing for 
conducting a meeting with colleagues who work overseas 4 marks 
 
Question 2 
 
Describe 2 benefits of using e-mail within a business organisation 
and 2 disadvantages of using email to communicate 4 marks 
 
Question 3 
 
Describe 3 possible negative issues when using IT in a business 
organisation 6 marks 
 
Question 4 
 
Compare video conferencing and web conferencing 2 marks 
 
Question 5 
 
Discuss the need for a business organisation to invest in IT and the 
possible benefits of this investment 4 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 
 

 
File Management is an important issue. Millions of pieces of 
information on millions of people is held by organisations all 
over the world. How they organise their data and keep it safe 
and secure is crucial if the organisation is to be successful. 
 
Use your theory notes (Pages 47 and 48) to answer the 
following questions: 
 
 
Question 1 
 
Describe, in your own words, what a centralised filing system is 3 marks 
 

Question 2 
 
Describe 4 types of data that may be held within an organisation 4 marks 
 
Question 3 
 
Briefly describe the following terms: 
 

• Data integrity   

• Access Rights 

• Read Only files 

• Encryption 8 marks 
 
Question 4 
 
Describe, giving examples, what type of security could be in place to protect 
computer hardware and customer details held electronically  

 5 marks 
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   Higher Administration & IT 

 
   Impact of IT on the workplace 
 

 
Using your theory notes (Pages 49-51), and in your own words, 
answer the following questions: 
 
Question 1 
 
Describe the consequences for an organisation that has a poorly 
organised information system – include in your answer the impacts 
on employees, profits, and customers 6 marks 
 
Question 2 
 
Outline the basic elements of a good file management system 
 2 marks 
 
Question 3 
 
Discuss the consequences of an organisation failing to follow 
GDPR practices when dealing with customer information 4 marks 
 
Question 4 
 
Describe how paper-based information can be kept securely in an 
organisation 3 marks 
 
Question 5 
 
Compare paper-based and electronic information 2 marks 
 
Question 6 
 
Why should an organisation invest in training staff to use ICT well? 
Outline at least 3 points and give examples 3 marks 
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   Higher Administration & IT 

 
  Communication 
 
 

Communication is the lifeline of any and every organisation 
 

Communication matters in an organisation. Whether it is between 
employees, between employees and management, between employees 
and customers or between employees and suppliers – good 
communication is a serious factor in ensuring the successful operation 
of a business. Poor communication can result in many negative 
consequences and ultimately, the failure of the business. 
Using your theory notes (pages 53 – 57), answer the following 
questions: 
 
Question 1 
 
An external customer means someone contacting the business who does not 
work in the business. Describe 2 benefits to the organisation of good 
communication with external customers 2 marks 
 
Question 2 
 
An internal customer means a person or department within eh business that 

communicates with another person/department within the business. Describe 
2 consequences of poor communications with internal customers. 2 marks 
 
Question 3 
 
Compare written communication with electronic communication and include 
at least 2 similarities and 2 differences between the two. 4 marks 
 
Question 4 
 
Discuss the immediate and longer-term consequences for the organisation of 
its employees do not communicate well with each other and with external 
customers 6 marks 
 
Question 5 
 
Identify 3 barriers to communication and suggest a solution for each barrier.6 marks 
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   Higher Administration & IT 

 
   Customer Care 
 
 
 

Question 1 
 
Using Internet resources, find 2 examples of a customer care policy or 
statement from well-known organisations. Outline at least 3 points they have 
in common which you consider to be positive.  Include the URL of the policies 
you used with your answer. 
  5 marks 
 
Question 2 
 
Discuss the following statement. Do you think this is true or false?  What 
impact does this have on the organisation? 
 
“A customer who has a good experience with your company may tell 5 other 
people. A customer who has a bad experience with your company may tell 9 
other people” 
  6 marks 
 
Question 3 
 
Explain the link between Communication in an organisation and the  
quality of its Customer Care. 3 marks 
 
 
Question 4 
 
Describe the possible impact on staff morale, turnover and wellbeing if an 
organisation has a poor customer care system and reputation 3 marks 
 
Question 5 
 
Explain the following terms in your own words: 
 
Loyalty Schemes 
Mission Statement 
Market Research 3 marks 
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   Higher Administration & IT 

 
   Customer Care 
 
 
Question 1 
 
Explain what “Standards of Service/Service Level Agreements” 
means 2 marks 
 
Question 2 
 
Give 3 steps that should be included within a complaints policy 3 marks 
 
Question 3 
 
Describe a loyalty scheme that you are familiar with and state one 
benefit of this to the customer and one benefit to the organisation3 marks 
 
Question 4 
 
Compare the use of an online survey with a customer focus group 
for gathering feedback from customers 4 marks 
 
Question 5 
 
Explain the difference between “Field Research” and “Desk 
Research” 4 marks 
 
Question 6 
 
Justify the need for an organisation to invest in Market Research 
each year 4 marks 
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   Higher Administration & IT 

 
   Customer Care 
 
 
Question 1 
 
Explain, in your own words, what TQM stands for and what it 
means 4 marks 
 
Question 2 
 
Compare the use of a Mystery Shopper and a Suggestions Box as 
means of gathering customer feedback 4 marks 
 
Question 3 
 
Explain how Quality Management is linked to Customer Care  
 2 marks 
 
Question 4 
 
Discuss the consequences for an organisation that does not 
consider customer care to be a priority 6 marks 
 
Question 5 
 
Suggest 2 ways in which poor communication between staff in the 
organisation could be improved and explain why this should be 
important to the organisation 4 marks 
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Past Exam Questions by Unit 
 
 

Uni
t 
1 P

A
P

ER
/ 

SE
C

TI
O

N

/ 
Q

 Describing strategies for effective time and task management and their 
importance 

M
ar

ks
 

1 
2006 
2/Q1d 

(i)  Identify a consequence of poor delegation.  
(ii)  Describe the implications of failing to delegate and suggest reasons 
why some managers are reluctant to delegate 

2 
 
6 

2 
2006 
2/Q4c 

Outline ways in which a senior admin asst could monitor the progress of 
a large-scale project 

 
4 

3 
2006 
2/Q4d 

Discuss how effective time management can ensure targets are met 6 

4 
2007 
2/Q1a 

Describe 2 methods used by individuals to ensure their work targets are 
met. 

4 

5 
2007 
2/Q2a 

“Successful teams need effective leaders.” Outline 4 qualities of an 
effective leader. 

4 

6 
2007 
2/Q4a 

Identify 3 time stealers and outline one way of reducing the effect of each 
time stealer. 

 
6 

7 
2007 
2/Q4b 

Describe 3 skills required by an individual to ensure effective task 
management. 

6 

8 2008 1/Q1 
In addition to “good people skills”, outline 4 leadership skills you would 
expect to see in an effective leader. 

 
4 

9 2008 1/Q2 
Describe 3 ways in which a team may be affected by poor leadership. 
 

6 

10 
2008 
2/Q5a 

(i)  Outline 2 features of a Personal Development Plan. 2 

11 
2009 
2/Q1d 

Identify 2 time stealers and for each suggest how these can be avoided. 4 

12 
2009 
2/Q5c 

Describe 3 methods of monitoring and controlling targets. 6 

13 
2010 
2/Q1c 

Outline 4 benefits of good leadership. 4 

14 
2010 
2/Q3c ii 

Justify the need for employees to develop good time management skills.  
3 

15 
2011 
2/Q1c 

Describe 3 long-term implications for a senior manager who fails to 
delegate tasks to his team. 

 
6 

16 
2011 
2/Q1d 

Justify the need for a manager to monitor and evaluate tasks. 4 

17 2013 1/Q4 Justify the need for employees to have good time management skills. 2 

18 
2013 
2/Q3a 

Outline 4 ways a team leader may monitor the progress of a project. 4 

19 
2013 
2/Q4a 

Outline 4 features of effective targets. 4 

20 
2014 
2/Q1b 

Describe 3 methods of monitoring and controlling targets. 6 

21 
2014 
2/Q5b 

Describe 3 time management techniques. 6 

22 
2015 
2/Q1a 

Outline the reasons why a team leader may be reluctant to delegate. 4 
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Uni
t 2 P

A
P

E

R
/ 

SE
C

TI

O
N

/ 

Q
 

Describing the characteristics of effective teams M
ar

ks
 

1 
 

2006 
2/Q3a 

Outline 2 features of an effective team 2 

2 
2007 
2/Q2b 

Discuss the benefits to the individual and the organisation of effective 
teamworking. 

8 

3 2009 1/Q5 Discuss the features of an effective team. 6 

4 
2010 
2/Q4d 

Describe 3 features of an effective team. 6 

5 
2011 
2/Q5c 

Discuss reasons why some teams are more effective than others. 4 

6 
2012 
2/Q5c 

Discuss the advantages and disadvantages to an individual of working as 
part of a team. 

8 

7 
2013 
2/Q3c 

Discuss reasons why a team may be ineffective. 8 

8 2014 1/Q1 Outline 4 skills you would expect to see in an effective team leader. 4 

9 2014 1/Q3 Discuss the benefits of an effective team. 6 

10 2015 Q4 
Discuss the benefits of team working for the organisation and the 
employee. 

6 

11 
2015 
2/Q2c 

Discuss the reasons why some teams are more effective than others. 8 

 

Uni
t 3 

PAPER/ 
SECTION/ 
Q 

Explaining the strategies to ensure compliance with workplace 
legislation M

ar
ks

 

1 2006 1/Q4 

Outline ways in which an organisation can ensure the security and 
confidentiality of customer files held 
(a) electronically. 
(b) on paper 

 
 
 
4 

2 
2006 
2/Q5ci 

Describe 2 key responsibilities employers have with regard to Display 
Screen Equipment Regulations 

 
4 

3 
2006 
2/Q5cii 

Suggest possible implications for the employee if Display Screen 
Equipment Regulations are not followed 

 
4 

4 2007 1/Q2 

Legislation exists to ensure the security and confidentiality of information. 
Outline 3 features of: 
(a)  The Data Protection Act 1998 and; 
(b)  The Computer Misuse Act 1990. 

 
 
3 
3 

5 
2009 
2/Q4d 

Outline and justify 2 ways of making sure employees are aware of new 
legislation or changes to legislation affecting the office environment. 

 
4 

6 2013 2/5b Describe the benefits of induction training. 6 

7 
2008 
2/Q4d 

Outline 2 offences under the Computer Misuse Act 1990. 2 

8 2010 2/2b 
Describe 2 key responsibilities employers have with regards to Display 
Screen Equipment regulations. 

 
4 

9 
2012 
2/Q3a 

Outline 4 rights of the individual as outlined in the Data Protection Act. 4 

10 
2013 
2/Q5a 

Outline 2 features of the following legislation: 
i. The Data Protection Act; 
ii. The Copyright, Designs and Patents Act. 

 
4 
 

11 
2014 
2/Q4a 

Outline 4 principles of good information handling. 4 

12 
2015 
2/Q5a 

Outline the ways of informing staff about changes to legislation. 4 
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Unit 
4 

PAPER/ 
SECTION/ 
Q Explaining how modern IT has had an impact on working practices M

ar
ks

 

1 
2006 
2/Q3c 

Describe and justify 2 working practices that could be introduced which 
would reduce high staff turnover 

 
6 

2 
2008 
1/Q1b 

Discuss the impact of flexible working practices on the modern working 
environment. 

8 

3 
2009 
2/Q2b 

Discuss ways in which flexible working practices can improve the 
work/life balance of employees. 

 
8 

4 
2009 
2/Q4b 

Describe 2 possible consequences for the employee moving from a 
cellular to an open plan office layout. 

 
4 

5 2010 1/Q4 
Discuss the advantages and disadvantages of flexible working for an 
employer. 

6 

6 
2010 
2/Q5a 

Outline the benefits of an organisation’s decision to change from a 
traditional cellular office layout to an open plan layout. 

 
4 

7 2011 1/Q1 Outline 4 benefits of homeworking.                                   4 

8 2011 1/Q2 Other than homeworking, describe 3 flexible working practices. 6 

9 
2011 
2/Q2c 

Discuss how productivity is affected by office layout. 6 

10 2012 1/Q1 Outline flexible working practices that an organisation could offer. 4 

11 2012 1/Q2 Describe the impact of flexible working on an organisation. 4 

12 
2012 
2/Q2d 

Describe ergonomic features that would ensure a good working 
environment. 

6 

13 2013 2/1b 
Describe 3 working practices that could be introduced to reduce staff 
turnover. 

6 

14 
2007 
2/Q4c 

Discuss how developments in ICT have had an impact on: 
 (i) workflow, and; 
(ii) working practices. 

 
 
8 

15 
2006 
2/Q2c 

Describe the benefits of using a form in a word processing package to 
collect data from customers 

 
6 

16 
2006 
2/Q3b 

Describe ways an intranet can assist communication between members 
of a team 

6 

17 2007 1/Q1 
Outline 2 ways in which organisations can ensure the security of 
electronic data. 

2 

18 2007 1/Q5 
Identify 2 possible consequences of poor data management to an 
organisation and discuss the long-term implications. 

 
6 

19 
2007 
2/Q5d 

Describe 3 possible features of a website which would encourage 
customers to buy on-line. 

 
6 

20 
2008 
1/Q1c 

Describe ways in which an organisation can prevent computer viruses. 6 

21 
2008 
2/Q4c 

Establishing good practice in electronic file management is important to 
all organisations. 
Discuss the benefits of this and the consequences of poor file 
management. 

 
8 

22 2009 2/3a Describe features of a good e-commerce website. 6 

23 2009 2/3c 
E-mail is an important method of communication.  
Discuss the impact of e-mail on an organisation. 

 
6 

 
 

24 
 
2009 2/5d 

Compare the use of a database and a spreadsheet for storing and 
analysing information. 

 
4 

25 2010 2/2a 
Suggest and justify 2 methods of ensuring the security and confidentiality 
of electronic information. 

 
4 

26 2011 1/Q3 
Discuss the factors regarding IT that need to be considered for 
employees who want to start working from home. 

 
8 



 

30 

 

27 
2011 
2/Q1b 

Discuss the advantages and disadvantages of e-commerce to an 
organisation’s customers. 

 
6 

28 
2011 
2/Q2d 

Suggest and justify 3 features of presentation software which a speaker 
would find useful. 

 
6 

29 2012 1/Q4 Justify the use of database software to store employee records. 3 

30 
2012 
2/Q1b 

Describe how developments in ICT have had an impact on workflow. 6 

31 
2012 
2/Q1c 

One potential disadvantage of a network is that viruses can spread very 
quickly. 
Discuss the consequences and implications of an organisation failing to 
protect its network.  

 
8 

32 
2012 
2/Q4a 

Integrity of data is about keeping data secure from human error or 
malicious intent. 
Outline 3 ways of ensuring data integrity. 

 
3 

33 2013 1/Q3 
Describe 3 software applications that can be used by an Administrative 
Assistant. 

6 

34 
2013 
2/Q1d 

Justify the need for staff details to be held in a relational database. 2 

35 
2013 
2/Q2c 

Discuss the advantages and disadvantages of using the internet as a 
source of business information. 

8 

36 
2013 
2/Q4c 

Discuss how effective data management can be ensured within an 
organisation. 

8 

37 
2013 
2/Q4d 

Justify the introduction of a centralised IT department. 2 

38 2014 1/Q4 Compare audio conferencing with video conferencing. 2 

39 
2014 
2/Q2b 

Describe 3 possible features of a website which would encourage 
customers to buy online. 

6 

40 
2014 
2/Q4c 

Discuss the positive and negative effects of using e-mail in an 
organisation. 

8 

41 
2014 
2/Q5a 

Outline 4 features of presentation software. 4 

42 2015 1/Q1 Outline 4 advantages for employees working from home. 4 

43 2015 1/Q2 
Discuss the factors regarding IT that need to be considered for 
employees who want to start working from home. 

6 

44 
2015 
2/Q1c 

Justify the need for an organisation to monitor the work/life balance of its 
employees. 

2 

45 2015 Q4d Discuss how the physical environment can affect staff morale. 8 

46 
2015 
2/Q5b 

Describe the benefits of flexitime to the organisation and the individual. 6 
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Unit 5 
PAPER/ 
SECTION/ 
Q 

Explaining benefits of good, and consequences of poor, 
customer care M

a
rk

s
 

1 2006 1/Q1 
State 2 benefits to the organisation of having an effective customer 
service policy 

2 

2 
2008 
1/Q3c 

Discuss good practice an organisation would adopt to ensure 
complaints are handled effectively. 

 
8 

3 2009 1/Q3 Justify why customer satisfaction is important to an organisation. 4 

4 
2009 2/Q1 
a 

Outline 2 features of a Mission Statement and justify the importance 
of this statement to the organisation. 

 
4 

5 2010 1/Q3 
Describe 3 consequences, and their implications, of poor customer 
service. 

6 

6 
2011 
2/Q4b 

Discuss the importance of good customer service to an organisation. 6 

7 
2012 
2/Q2c 

Justify the expense of training Administrative Assistants in customer 
care. 

2 

8 
2012 
2/Q5b 

Describe the areas that might be covered by a Customer Service 
Strategy. 

6 

9 
2013 
2/Q1a 

Outline 4 support systems that could be implemented to improve staff 
welfare. 

4 

10 
2015 
2/Q4a 

Outline the benefits of dealing with customers face-to-face. 4 

11 
2015 
2/Q4b 

Describe 3 methods of surveying customer satisfaction. 6 

12 
2015 
2/Q4c 

Justify the need to gather qualitative information from customers. 2 

 

13 2006 1/Q2 
Describe and justify 2 methods of market research to ensure that 
an organisation is meeting customer expectations 

 
6 

14 2006 2/Q2d 
Suggest and justify 2 ways customers can provide feedback to a 
supermarket 

4 

15 2007 1/Q4 

It is important to maintain communication links with customers in 
order to ensure quality of service.   
Compare 2 ways of communicating with customers to monitor 
satisfaction levels. 

 
 
 
4 

16 2009 2/Q1 b 
Outline 4 factors to be considered to ensure internal customer 
satisfaction. 

4 

17 2010 1/Q1 
Outline 3 areas of customer service that a mystery shopper might 
investigate. 

3 

18 2010 1/Q2 
Compare the use of a mystery shopper with a customer focus 
group. 

2 

19 2011 2/Q3 
Describe 3 methods a company may use to gather information 
about customer satisfaction. 

 
6 

20 2011 2/Q4a Outline 4 reasons given by customers for not complaining. 4 

21 2012 2/Q3b Describe 3 methods of researching customer satisfaction levels. 6 

22 2013 2/Q2a Outline the benefits of dealing with customers face to face. 4 

23 2013 2/Q2b 

Describe the following methods of research used by Customer 
Services: 

• Mystery shopper 

• Loyalty cards 

• Customer focus group. 

 
 
6 

24 2013 2/Q3d Justify the importance of a mission statement to the organisation. 2 

25 2013 2/Q5d Justify the need for a complaints policy. 2 
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Unit 
6 

PAPER/ 
SECTION/ 
Q Communication M

a
rk

s
 

1 2019 Q10 Discuss possible barriers to communication 6 

2 2018 Q2 
Describe possible drawbacks in using social media to complain to an 
organisation 

4 

3 2018 Q7 

An organisation has changed its fire evacuation policy. Discuss 
the methods of communication that could be used to inform 
employees. 

6 

4 2017 Q5 
Justify the use of presentation software for communicating to an 
audience 

4 

5 2016 Q3 Compare written and verbal methods of communication. 4 

6 2016 Q5 
Discuss the impact of poor communication between an 
administrative assistant and their line manager. 

6 

7 2016 Q6 Outline 2 benefits of using web0conferencing for a remote meeting 2 

8 
2018 
Specimen 

Outline suitable methods of informing staff of changes to legislation 4 

9 2018  Outline 3 benefits of remote meetings 3 

10 Sample Compare verbal and electronic methods of communication 4 

11 Sample 
Describe 2 methods of written communication and two methods of 
electronic communication 

4 

12 Sample 
Discuss the possible consequences of poor communication within an 
organization 

6 

13 2015 Q6 
Describe the consequences of possible communication barriers during a 
training session. 

4 

 
 

1 
2007 
2/Q5c 

Discuss how technology has had an impact on the conduct of the 
meetings. 

6 

2 
2008 
1/Q2c 

Justify why some teams use Action Minutes. 2 

3 
2010 
2/Q4a 

Outline 2 standard items in an agenda and justify their inclusion. 4 

4 
2010 2/ 
Q4c i 

 
Justify the use of Action Minutes. 

 
2 

5 
2011 
2/Q3c 

Discuss the impact of technology on the organising and running of 
meetings. 

8 

6 
2011 
2/Q5d 

Outline the use of 2 documents relating to a formal meeting and justify 
their importance. 

 
4 

7 
2012 
2/Q5d 

Justify the use of remote meetings. 2 

8 
2013 
1/Q5 

Compare Action Minutes and Formal Minutes. 2 

9 
2014 
2/Q3c 

Discuss the use of technology during a meeting. 8 

10 
2014 
2/Q3b 

Describe the following documents: 

• Notice of meeting 

• Agenda 

• Minutes of meeting. 

 
 
6 

11 
2015 
2/Q2a 

Outline the factors which would be considered when choosing an external 
venue for a team meeting. 

4 

12 
2015 
2/Q3c 

Discuss the role of the Chair and the Secretary prior to a meeting taking 
place. 

8 

13 
2015 
2/Q3d 

Justify the need for an effective chairperson at a meeting. 2 
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