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INTRODUCTION
The annual qualification review provides qualification–specific support and
guidance to centres. This information is designed to help teachers preparing to
teach the subject and to help candidates preparing to take the examination.
The reviews are published in September and take into account candidate
performance, demonstrated in both on demand and series examinations, over
the preceding 12 months. Global pass rates are published so you can measure
the performance of your centre against these.
The review identifies candidate strengths and weaknesses by syllabus topic area
and provides examples of good and poorer candidate responses. It should
therefore be read in conjunction with details of the structure and learning
objectives contained within the syllabus for this qualification found on the
website.
The review also identifies any actual or proposed changes to the syllabus or
question types together with their implications.

PASS RATE STATISTICS
The following statistics are based on the performance of candidates who sat this
qualification between 1 September 2013 and 31 August 2014.
Global pass rate 29.0%*
Grade distributions of candidates achieving pass or higher
Pass 19.3%
Merit 8.5%
Distinction 1.2%
* This figure excludes absences on the day of the exam
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GENERAL STRENGTHS AND WEAKNESSES

Strengths
•

Majority of candidates attempted the entire paper.

•

Correct layout and identification of required means of communication in the
first question. Whilst many candidates struggled to identify a form of
communication when this qualification was introduced over the course of the
year there has been an improvement and many candidates now understand
the requirements of the first part of the paper.

Weaknesses
•

Parts of questions were omitted by some candidates.

•

Difficulty in meeting the requirements of the question, many were unable to
expand answers resulting in many one word answers.

•

Incomplete answers

•

Little linking of questions to the scenarios

•

Not reading the questions properly eg linking on to the topic of the question
and then writing everything they knew about that topic

•

Poor/little structure of answers
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TEACHING POINTS BY SYLLABUS TOPIC
Syllabus Topic 1: Structure of Business Organisations
Three learning outcomes from this topic were covered in the Series 3 2014
paper. AC1.3.1 and 1.2.1 in Question 1 and 1.3.3 in Question 2.
Candidates handled the questions concerning topic areas 1.3.1 and 1.2.1 very
well. They were able to identify administrative activities (1.3.1) and many
candidates scored 2 or more of the 4 marks available explaining the importance
of organization charts for receptionists. However, candidates lost marks because
explanations were incomplete.
In Question 2, 1.3.3 was tested. Very few candidates were able to describe how
the company could benefit from maintaining a database. Candidates understood
databases but were unable to describe how this would benefit the company. This
could have been because candidates did not know or candidates did not read the
question properly.
Syllabus Topic 2: Working in an Administrative Role
Four learning outcomes from this topic were covered in the Series 3 2014 paper.
In Question 2 topic areas 2.1.2 and 2.1.1 were tested. 2.1.2 asked why
particular skills were important for an Administrator. Three skills were provided
for candidates who then needed to explain why each of the skills was important.
The majority of candidates were only able to suggest one explanation for each of
the three skills identified.
In Question 4 topic areas 2.2.3 and 2.2.5 were tested. Both these areas caused
problems for the majority of candidates. Many did not understand performance
monitoring (2.2.3) and omitted the question. However, some centres had
covered this part of the syllabus in detail.
Where candidates were able to provide ways of improving performance (2.2.5)
the majority of candidates did not expand answers and therefore missed out on
additional marks.
Syllabus Topic 3: Communication in Business Organisations
Question 1 on each paper carries ten marks across syllabus topics 3.3.1, 3.3.2,
3.3.3, 3.3.4. producing written communications for a range of purposes. This
question was problematic for candidates when the qualification was initially
introduced. Candidates/centres appeared very unsure of the requirements even
though information together with sample questions were sent to centres.
Some candidates are still writing notes or guessing a format that might be
needed. Whereas it should be clear to candidates from the scenario the type of
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format required, candidates are suggesting telephone message, information
sheet, etc. By suggesting an incorrect format candidates are missing out on at
least 4 marks.
Whilst the majority of candidates are now able to select a correct format i.e.
email, memo, letter, etc. important information is being omitted. Candidates are
always asked to provide a date and usually a time, together with other relevant
information from the scenario provided. It is incorrect to copy ‘one week from
today’ into the answer. Candidates are required to work out the correct date. In
many instances this is not happening.
However, overall this part of the question 1 is now being correctly answered.
3.3.1 and 3.1.2 were tested in Question 2. 3.3.1 in this question covered
telephone calls and emails. The majority of candidates were only able to suggest
one advantage/disadvantage for telephone calls and emails so could only be
awarded half the available marks. Unfortunately, some candidates decided to link
telephone calls and emails together providing only one advantage and one
disadvantage. The question was clear and specific requirements highlighted.
3.1.2 tested knowledge of calendar software. The majority of candidates were
awarded the 2 marks available.
Syllabus Topic 4: Reception and Mail Services
Topic 3.3.3 was tested in Question 1. The question was about meeting the needs
of visitors to the company with disabilities. Many candidates appeared to struggle
with this question giving answers such as: ‘be nice to them’, ‘be polite’, ‘deal
with them before anyone else’, be kind’, ‘smile at them’. These are a selection of
incorrect answers provided.
Topic 4.4.2 and 4.4.4 were tested in Question 3. Both questions were about mail
services. 4.4.2 was generally answered well although many candidates could not
describe how pigeonholes were used in the delivery of mail. Topic 4.4.4 tested
knowledge of items of equipment used in the post room when processing
incoming mail. (Incoming was highlighted in the question). The majority of
candidates ignored ‘incoming’ choosing to identify equipment used for ‘outgoing’
mail, presumably because they couldn’t think of equipment which might be used
for incoming mail. This should have provided four straightforward marks but
unfortunately the majority of candidates could only suggest one or two items of
equipment.
Topic 4.3.5 was also tested in this paper. Candidates were unable to be awarded
all four available marks because of one word answers.
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Syllabus Topic 5: Business Procedures and Information Management
Topics 5.2.1, 5.2.4 and 5.1.3 were tested in Question 3 and Topics 5.1.1 and
5.1.2 were tested in Question 4.
Types of customer information retained by business organisations (customer
highlighted in the question) (5.2.1) proved problematic for candidates. Typical
answers were: identification number, next of kin, salary, qualifications. These
candidates appeared not to know anything about customer information apart
from names and addresses.
The majority of candidates were able to explain the importance of keeping
customer information confidential (5.2.4) providing sufficient knowledge for the 2
marks available.
Topic 5.1.3 the importance of following health and safety procedures. The
majority of candidates answered this question very well.
Both topics 5.1.1 and 5.1.2 were answered poorly. Very few candidates displayed
any knowledge of policies and procedures (5.1.1). Many candidates omitted this
question.
Unfortunately, the majority of candidates demonstrated little knowledge about
grievance procedures. A number of candidates thought this was something that
happened when a family member or friend had died and included church
services, prayers and help for the bereaved. It was disappointing given that the
paper is about business administration and candidates should have been able to
link this procedure to a business. The scenario was about carrying out
administrative tasks.
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EXAMPLES OF CANDIDATE RESPONSES
Question Paper Series 3 2014

7

FAIL Response
Comments
This candidate made a good start by being awarded seven of the ten marks
available for the first part of this question. However, one mark was lost for
inserting an incorrect date (May instead of June). Her reasons for using a memo
(1b) were incorrect. No marks were awarded for 1 (a) ii. The candidate
attempted to list five ways in which the needs of visitors with disabilities could be
met. However, the response didn’t apply to visitors with disabilities.
Unfortunately, the score remained at 7 marks.
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MERIT Response
This candidate presented a good paper warranting a Merit grade. The first part of
the paper 1a and b was not complete. However, the candidate provided three of
the five points required for part 1a (ii). Two correct reasons were given for
identifying the reasons for sending a memo. All 6 available marks were awarded
for part c and part d attracted 2 of the 4 available marks. A higher overall score
would have been achieved had the candidate completed the first part of the
question with the information available in the scenario.
Overall a good paper.

9

DISTINCTION Response
This candidate was awarded 23 marks out of the possible 25 for this question.
All parts of Question 1a and b were answered correctly and fully and the
candidate was awarded 10 marks.
1 a (i) The candidate provided 4 out of the 5 ways of meeting visitor needs with
disabilities required.
The candidate was also awarded 6 marks for correctly identifying six
administrative duties in part c.
Three out of the 4 marks available for part d were awarded.
Overall an excellent paper.
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FAIL Response
3 a (i) This candidate either completely misunderstood this question or didn’t
know anything about external mail services. No marks were awarded. The
candidate clearly didn’t know anything about pigeonholes (3a (ii)). In 3b where
four items of post room equipment for incoming mail were requested again the
candidate provided a mixture of answers for outgoing and incoming mail. Only 2
marks were awarded. The candidate was awarded 2 of the 5 marks available for
Question 3c (i). 3c (ii) was omitted. The candidate scored 4 of the 6 marks
available for Question 3d. Had this candidate known about external mail services
this fail grade could have been a pass grade.

13

14

PASS Response
This candidate scored marks across all the parts of this question except 1a (ii)
which was about pigeon holes which was too vague for marks to be awarded.
Unfortunately, in 1b the candidate could only think of one piece of equipment
when processing incoming mail. The remainder of her answer was to list
equipment for outgoing mail.
In view of the fact that the candidate was able to answer parts of all the
questions except 1a (ii) this candidate ‘scraped’ a pass.
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MERIT Response
This is a very good paper with full answers to all questions. Question 1a (i) the
candidate scored 5 out of 6 marks available and whilst the candidate knew a
prepaid postal service was available didn’t appear to know anything about the
service, thereby losing a mark. This candidate did know about pigeonholes and
was awarded 2 marks. Three out of 4 marks were awarded for post room
equipment when dealing with incoming post. Three out of 5 marks were awarded
for customer information retained by businesses. Two marks were lost because
one point was a repeat and the second point was too vague – ‘customer’s
background information’.
This candidate also made a good attempt at Question 3d. Overall a very good
Merit grade.
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