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Answer ALL questions.
In Question 1, answer only ONE of options (a), (b) or (c).
1 Option (a)
Situation
You are the newly-appointed Assistant Manager of Leith Haven, a brand new
retirement home in Edinburgh, Scotland. The home is due to open within the next
two weeks. At the daily meeting with your Manager, Fiona, the following conversation
takes place:
You: Do you know how many residents will be coming to live here when we open 		
		for business?
Fiona:
		
		
		

So far, 20 new residents are expected within the first month of opening. We need
to do something to welcome them. They may feel anxious and scared, as most of
them will be moving to us from their own homes, so they won’t be used to living in
a large place or among so many other people.

You:
		

We need to write a notice that can be put up in each person’s room and in all 		
public places, welcoming everyone to Leith Haven.

Fiona:
		
		
		
		

That’s an excellent idea. Can I ask you to do that? I was going to write a notice 		
myself, so I made some notes to help me, but I am very busy now. Here are my 		
notes, some of which may not be in the best order. They may help you but think of
some other things to say as well. Remember: our new residents are well-educated,
so please write in full sentences, and in good, clear, well-connected English.

Here are Fiona’s notes.
Welcome, on behalf of directors, managers and staff.......Friendly and caring
environment........Hope you will enjoy your time here at Leith Haven.
We offer residents choice in all aspects of their care.......All residents always
treated with respect and dignity.
Privacy and freedom of choice........vital elements of life for everyone at LH.
Staff...compassionate and caring people...they play a crucial role in the welfare of
all residents....all staff fully trained to make sure we have a well-motivated team.
Family run home for older people...residential care on a permanent basis. Space
for 25 residents...all in separate, large, individual, en-suite rooms.
If you want to discuss anything about your care...please, speak to your key
worker, or any manager.
Task
Write the notice.
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Option (b)
Situation
You work as an Assistant Controller for Kalwest Airlines, one of the national airlines
of Australia. You are based at Kalnurra Airport, a large regional airport in Western
Australia. There have been complaints from some passengers about the amount of
time they have to wait at various places at the airport. Delays can occur between
arriving at the airport and boarding their aeroplane. You have been asked to do some
investigations to find out what is causing the hold-ups, and what should be done to
improve the situation.
You create a questionnaire that you use to question 100 randomly chosen passengers.
They are asked to fill in the questionnaire during their flight, and hand it in to the
flight attendant at the end of their journey. All the questionnaires are sent back to
you, and you create a chart with the results, as follows:
For each of these areas that you used at the airport today, please indicate how
long you waited, and whether you considered that the length of the wait was
acceptable or not.
No
Wait

1-5
mins

6-10
mins

11-20
mins

20+
mins

Acceptable Wait?
Yes 	No

Ticket Counter

14

28

25

26

7

67

33

Express Baggage /
Seat Check-in

5

19

21

35

20

45

55

Security Checkpoint

12

20

23

30

15

85

15

Boarding Gate Counter

4

13

16

42

25

60

40

Aircraft Boarding

23

21

36

15

5

80

20

After studying the results, you decide not to give details of all the figures in the
report, but to concentrate on three aspects of the waiting times; i.e. total waiting
times up to 10 minutes, waiting times longer than that, and percentages of
passengers who thought their wait was, or was not, acceptable. You write the report,
as a matter of urgency, to be presented to the Board of Directors of the airline, with
recommendations for improving the service.
Task
Write the report.

4

(40)

P45466A

Option (c)
Situation
You have just started a new job as Assistant to the Head of Human Resources at
Newland Enterprises, a large business in Auckland, New Zealand.
On your first day of employment, you ask your line manager about holiday
entitlement. He says:
I’m glad you mentioned that. I realise that it is some time since I mentioned holidays and
holiday entitlement to all our staff. Please take some notes, and then write a memo to
all staff, not from me but from you, giving up-to-date information. Some staff constantly
forget to ask about their holidays. And there are other new members of staff who will also
need to know about their holidays.
Please write these details down, to put in the memo – and please make sure that you write
in good, clear English, and in your own words. Some of our employees do not read or write
English very well, so it is important to make your message as clear as possible. In your
memo, you will need to change the order of the information I am giving you, to put it into
some form of priority.
These are the notes that you write down.
•

Longest serving members of staff get first choice of holiday dates, when
holidays are arranged at the beginning of the year, in January.

•

New employees get 22 days per year, as well as public holidays, for their
holidays. After 2 years with the company, employee gets 25 days per year.
This goes up to 28 days per year, after 5 years’ service.

•

11 days of public holiday in New Zealand during the year (January to
December).

•

Very important: maximum of 3 staff members from each department may be
away on holiday at the same time, during the year.

•

The company tries to honour holidays you have already booked before you
started at the company, but this cannot be guaranteed....in which case, the
company may reimburse your costs if you have to cancel an already booked
holiday.

Task
Write the memo.

(40)
(Total for Question 1 = 40 marks)
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2 Situation
You are the Senior Supplies Manager of Gig Engineering, a very large engineering
supply company in Newton Park, Port Elizabeth, South Africa. Your company supplies
large quantities of industrial equipment to manufacturing businesses throughout the
Eastern Cape region of South Africa. You receive the following letter.
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You meet immediately with Mike Lindley, Senior Director, and with Jonas Askwith.
The following conversation takes place.
Mike: Jonas, please explain exactly what happened. It looks as if a very serious problem
		 has occurred with this order.
Jonas:
		
		
		
		

I am very sorry. The day I took that order was my first day as Sales Manager. I had
had no training, and I took more than 20 large orders on that day. It’s clear that I
did not get the order right; I also failed to check the order when it arrived here, 		
and before we sent it to Eastern Cape Bridges. However, I am sure the 			
manufacturer also made some mistakes.

Mike: That’s true, but it doesn’t help us to put matters right.
He turns to you and says:
Mike: What do you suggest that we do?
You:
		
		
		
		
		
		
		

I shall write a letter straight away to Eastern Cape Bridges, and make a full 		
apology. I shall tell Mr Manutu that a new order will be rushed through today.
I have already checked that the manufacturer can supply a new order within four
working days. I shall tell him that we are willing to deduct 40% from the original
invoice price, as a sign of goodwill. I shall personally supervise the checking and
delivery of the new order. Finally, I shall tell Mr Manutu that our company will 		
ensure that proper training is given to Jonas, and to all our Sales Managers, so 		
that such a problem never happens again.

Mike: Thank you. Please, make sure the letter is written today.
Task
Write the letter.
(Total for Question 2 = 30 marks)

Question 3 starts on the next page.
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3 (In answering Question 3, remember that it is very important to use your own
words whenever possible, and to organise the list of main points in a
logical way.)
Situation
You are the Training Manager of an advertising business. Your company has recently
employed six new advertising apprentices, who have come to you straight from
school. They know very little about the world of advertising, and it is your job to start
their training. You read the following article in a trade magazine and decide to
write a list of the main points in the article, to help with your first training session.

Task
Write a list of the main points, taken only from the article.
(Total for Question 3 = 30 marks)
total for paper = 100 marks
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