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D Introduction 

Niccolo Machiavelli once said that " ... there is nothing more difficult to take in 
hand, more perilous .to conduct or less uncertain of success, than to take the lead in 
the introduction of a new order of things ... " and I personally feel that these must 
be words of great encouragement, many years later, to teachers, tutors, lecturers 
and others involved in the very exciting and rapidly-changing world of education. 

Change 

It does appear, however, that no sooner has one mastered one massive change than 
another appears and, even before the fresh challenge has been faced and dealt with, 
another newer one is already appearing on the horizon. Nowhere has this been 
more true than in the field of Business Administration which has seen so very 
many much-needed, progressive and forward-looking changes in recent years. The 
challenges are great but we must constantly remind ourselves that so too are the 
rewards. 

With the advent of competence-based assessment - an excellent change in my 
opinion - have come many major changes for educators in this vocational area and 
most people have managed, successfully, to cope with the revolution and to see to 
it that students and trainees have received quality training, tutoring, teaching and 
eventual assessment. As a result of change, however, one is constantly under great 
pressure to adapt to the changes in examination/course/programme syllabi. 

Rationale and Content 

I have written this second pack of assignments to follow up my first volume -
Integrated Assignments in Secretarial, Office and Business Procedures. I have used 
eighteen of the companies already used in the above-mentioned pack as the basis 
for this current pack in the hope that it will lead to progression from Levels I and II 
to Level III - the level at which this pack is aimed. 

Current philosophy is that we must afford our trainees or students progression 
and this, I trust, is the case for those who work from the initial volume through to 
the present publication. Each assignment is based in a real-life office situation, 
peopled by characters and staff/personnel already familiar to users of the previous 
pack. Each assignment begins with a list of skills, subdivided into main skills and 
associated or related skills together with a list of the principal resources required to 
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carry out the work. Being ever mindful of economies and cutbacks in training 
generally, I have tried - where possible - to keep the resources required to an 
absolute minimum but would like to point out that the real office, on work 
placement, etc, is a terrific resource in itself. Indeed it is perhaps the most excellent 
resource we, as trainers, are ever likely to have available. 

Each assignment also contains a scenario or pen sketch of the background to 
the company in order to bring realism to the tasks to be carried out. Users need 
not, it should be noted, have worked through the previous pack to benefit from the 
assignments included here, although this would obviously be very useful. Each 
scenario is, however, fresh and original yet still based on the original company 
profiles in the previous pack. 

On Being a Carrot - Achieving Realism 

During teacher training at Stranmillis College of Education in Belfast, one lecturer in 
speech and drama was encouraging his students to be more natural and relaxed in 
front of the classes they were teaching and, in order to encourage them, he invited 
them to think of a vegetable. One young man conjured up an image of a carrot and 
when he was told to behave like a carrot he made vigorous attempts to imagine 
himself drilled into the soil with his hair providing the leafage visible above the 
ground. When approached by the lecturer and asked the question: "Which 
vegetable are you?" the young man replied: "I'm pretending to be a carrot." 
"Young man," said the lecturer, "you have identified part of the problem; you are 
only pretending to be a carrot. You must learn not to pretend but to BE!" While the 
student looked a little bewildered and bemused, at the lecturer, he knew exactly the 
meaning of this somewhat strange statement and it should be emphasised again, 
when using assignments of the nature provided here, that students should be 
encouraged to BE and not to pretend. 

The more often simulation is used, the less realistic the situations become and it 
also becomes very difficult eventually to assess the work. Encourage your students 
to think themselves into the roles described in an attempt to make the assignment 
work much more meaningful, both for assessment and training purposes. 

Each assignment also includes a list of tasks to be carried out within a specified 
time limit and it is expected that students at Level III will be able to prioritise the 
workload so as to be able to complete the tasks required within the time limits 
given. Level III involves 'Complex/skilled and/or supervisory work' and much of 
this is, of necessity, included in these assignments in order to meet the criteria 
specified by the NWPSS. 

Users of the pack will notice tha_t each assignment is modular in form while still 
based in as realistic a situation as possible in order to prevent the tasks from 
becoming artificial or from appearing to be too contrived. All assignments do, 
however, include some extra, or superfluous, tasks in order to make the work as 
realistic as possible. For more detailed analysis of assignment content see the Matrix 
of Skills which follows this Introduction. 
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Research 

As with the previous pack of assignments, these present assignments are based on 
recent, relevant research into activities undertaken in offices in the 1990s and every 
attempt has been made to create an accurate impression (as far as possible) within 
each one. It is always quite a difficult task to generate realism from paper-based 
exercises, but users should find that these assignments do provide a realistic 
working backdrop for the tasks required since they are based on recent research. 

Each assignment is structured in such a manner that it can be used in either of 
two ways: 

(a) for training purposes; OR 
(b) for assessment off-the-job. 

It has not, however, been possible to include such assignments for the elements 2.1 
and 2.3, ie 'Use and develop manual and computerised filing systems' and 
'Organise and present information in a variety of formats', since these, it is felt, 
could only realistically be undertaken in on-the-job training/assessment. It would be 
foolhardy, if not unpardonable, to attempt to generate assignments in a pack of this 
size to assess or train for these two elements of Unit 2 - Researching and Retrieving 
Information. 'Health and Safety at Work' has been tested throughout all of the 
assignments where appropriate as it, again, did not appear to make sense to 
attempt to include a separate assignment on this subject in an effort to maintain 
realism and credibility with users of the pack. 

Assessment Procedures 

When preparing assignments of this nature one is frequently asked about the actual 
assessment procedure. "Should we have a marking scheme?" is a favourite 
question. A definite "No" is the answer. Your marking scheme has already been 
prepared for you in the form of the course/programme document which spells out, 
clearly, the criteria to be used for assessing the performance of students or trainees. 
Most examining boards/validating bodies also supply guidance for assessors as to 
the type and amount of evidence required and some even indicate the type of 
underpinning knowledge and related skills which it is expected students or trainees 
should have before asking to be assessed on the individual elements of units. 

Standards of assessment documentation vary from examining board or 
validating body to body but, generally speaking, the documentation is more than 
adequate and any problems or queries should usually, in the first instance, be 
discussed with the person appointed by the examining board/validating body to 
supervise the programme of delivery. Again, most are practising tutors or teachers 
themselves and are only too happy to share information and to suggest solutions 
from their own personal experience. 

Despite the obvious and natural concerns of those attempting to train and 
assess students for Diplomas, particularly at Levels III and IV, it is encouraging to 
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remind ourselves again of the words of Machiavelli and to remember that we are 
pioneering new developments and rising to the challenge instead of stagnating in 
the pond. That, in itself, should be stimulus enough to encourage us to aim for the 
sky and to reach it by achieving and maintaining the very high standards to which 
we, and hopefully our students, aspire. 

Good luck to all users of these assignments; may you find them interesting and 
fun to work through and, most importantly, good luck with your Level III 
qualifications. 
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D Matrix of Skills 

Element ASSIGNMENT 
of 

Competence 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 

1.1 * 
1.2 0 * 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

1.3 0 * 
2.2 0 0 * 0 0 0 0 0 

3.1 0 0 0 * 0 

4.1 * 0 

4.2 0 * 
5.1 0 0 0 0 0 0 0 * 0 0 0 0 0 0 0 0 0 0 

5.2 0 0 * 0 0 0 0 0 0 

5.3 0 0 * 0 0 0 0 0 

6.1 0 0 0 0 0 0 0 0 0 0 * 0 0 0 0 0 0 0 

7.1 0 * 0 

7.2 0 * 
8.1 * 0 

8.2 0 0 * 9.1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 * 0 0 

9.2 * 9.3 * 
* = Main skill. o = Also covered. 



D Assignment One: 
David Daniels Design 
Unit 1: Communication Systems 
Element 1.1: Organise allocation and despatch of mail 

Target Time: H hours 

Main Skills 

1 Processing mail correctly and 
distributing promptly to correct 
locations 

2 Preparing mail correctly for despatch 
and, where applicable, using the 
correct current postal rates 

2 Monitoring processes 
3 Analysing and explaining procedures 

to superiors and to junior colleagues 
4 Maintaining effective and efficient 

working relationships with superiors 
and junior colleagues 

5 Prioritising tasks to meet deadlines, 
schedules and target times, etc 

1 

3 Identifying and selecting delivery 
services to suit the specific 
requirements 

6 Following implicit and explicit written 
and oral instructions accurately 

4 Monitoring the work progress of 
others to ensure that instructions are 
precisely followed 

5 Keeping records up-to-date, legible 
and accurate 

6 Delegating tasks to others within 
accurate parameters and monitoring 
progress of same 

7 Following and implementing safe 
working practices at all times 

8 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Planning the volume of work to time 
schedules as appropriate and meeting 
targets and deadlines 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Supplies of stationery - letter-headed, 
memo paper, etc 

Post Office Guide 
Classified Directories 
Street Directories 
Telephone. training equipment 
Letter opener 
Franking machine 
Paper shredder 
Letter-weighing scales 
Calculator 
Stapler 
Postage Received Book 
Postage Out Book 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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David Daniels Design - Scenario 

David Daniels Design is a world-famous Interior Decorating and Design Studio 
owned, managed and run by David Daniels himself, despite declining years. He is a 
fascinating person for whom to work but he is extremely well-known to his staff for 
his fiery temper and for the very volatile mood changes which we all have to put 
up with from time to time. 

As he has progressed in years he has been handing over more and more of the 
responsibility for the day-to-day running of the business to his assistant Ian, while 
you have to get on with the heavy burden of administrative tasks which clutter 
your desk each day. 

While he does not really involve himself in the daily grind of office affairs, Mr 
Daniels has a very good mind and he knows exactly what is going on and, more to 
the point, what is not going on when he is absent abroad on business. 

You arrive in the office to find a note from him in his usual inimitable style­
full of exaggeration and hyperbole, but nevertheless it highlights just how very 
sympathetic and caring he can be with staff for whom he really cares and you are 
one such person. You have been working for him since gaining your Level II 
Business Administration Diploma and he has agreed to countersign your 
competences for skills/elements, etc which you have to have accredited on-the-job, 
in the workplace. He is keen to see that you pass all elements of your Level III 
Diploma and, upon successful completion, he has promised you an increase in 
salary and an additional bonus payment or incentive payment. He realises also that 
he may lose you if he does not reward you suitably. Good staff are difficult to find 
and he is aware of this fact. 

Read his note carefully and, while the tasks could easily be carried out by a 
junior, implement them yourself as no-one else is competent - in his opinion - to 
do this type of work. Good luck; be patient and enjoy your work! 
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List of Mail to be Dealt With 

1 Send the 3-page introductory leaflet about our Interior Design Services to: 

Send this 1st class mail. 

2 Send a similar leaflet to: 

Mrs Sally Arnold, 
42 Shellbridge A venue, 
Portrush Road, 
COLERAINE, 
Co. Londonderry, 
N. Ireland BT52 4HQ 

Ian Craig, Esq., 
41 Deramore Place, 
RANDALSTOWN, 
Co. Antrim, 
N. Ireland BT61 7IY 

7 

Also 1st class mail. Please use weighing scales to check that the standard rate for 
1st class letter post is sufficient. I do not want clients to think that we use a 
second-class service. We are a prestige company and, as such, always use the 
very best and quickest mode of delivery. Use the scales in the post room. 

3 Send the in-house memo in a re-usable brown envelope (with the lines on) to 
Franz in Fabrics. Mark this confidential as this contains information which 
should not be made public knowledge to any other employees. Perhaps you 
should deliver this personally, although I know you have zillions of other things 
to do. 

4 Send the book - Daniels on Design - weighing 2lb - to Lady Edwardson at her 
London address. You will find this address on her personal file. Prepare a 
suitable short inscription for her, something like, to dearest Lady E from David 
Daniels, .......... , 199-. 

5 A box arrives on your desk wrapped in brown paper and tied with string. The 
postal code is County Fermanagh, Northern Ireland. What do you think you 
should do with this parcel? Act quickly but do not alarm other staff 
unnecessarily. You will have to use your common sense in this instance. 
Remember what I say: "Common sense is not always common practice." 
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6 There have been three internal applications for the post of Archivist. Send a brief 
memo to all three applicants, names below, thanking them for their applications 
and promising them that interviews will be held within the next ten days. They 
are all short-listed. Do not let them know that they are the only three applicants; 
indeed do not disclose the number on the shortlist at all. 

Applicants: Pierre Claremontague, Sales and Marketing Librarian; 
Cynthia Arnott, Fabrics; and 
Karen C. Scott-Burrows, Prints. 

7 Send the letter which I have already addressed (in the top drawer of my desk) 
by air mail to Germany. It is only three sheets of light air mail paper. Make sure 
you use the correct postage. Do not frank this item. Use an actual postage 
stamp. Remember - PROCEDURES! 

8 Post the account with the cheque for £5600 to Harvey Nichols in settlement of 
my personal account. Address on the account - Knightsbridge - just around the 
corner from our offices. Perhaps this could be delivered by hand - a courier 
perhaps or a biker? 

9 I need to send some tufts of carpet to Saddam Mohamed Fadel in Jeddah, Saudi 
Arabia. Investigate the PO Guide to see how we can do this and then organise 
delivery. On second thoughts, do you think we should use an international 
courier, DHL perhaps? You find out! 

10 Fourteen C6 size letters arrive marked for my attention. You have my permission 
to open all my mail except that marked PRIVATE or CONFIDENTIAL. Use the 
letter opener to find out who has been writing to me this time! 

11 In the filing cabinet, of which only you have the keys, you will find - in the 
third drawer at the back - a file marked ROBB. Send this file in full to Robert 
Robb, Templemore Beach Hotel, Templepatrick, County Antrim, Northern 
Ireland, BT61 3ZF. Mark it STRICTLY PRIVATE AND CONFIDENTIAL. This is a 
commercially confidential item; it's actually a tender for the refurbishment of this 
very elegant cathedral-like hotel. 

12 There are four A4 size envelopes which require to be sent by second class mail 
but they will not fit into the franking machine. Use the correct equipment to 
prepare the adhesive franked strips for these envelopes and then affix to the 
envelopes which should be addressed landscape style. 
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13 Deal with any incoming telephone calls and keep a note on paper of all calls no 
matter how trivial, apart that is, from Nell, my housekeeper. She is neurotic and 
has frequent bouts of depression which I have to talk her through. I'm arranging 
for her to see my psychotherapist as a special birthday present. Tell her you're 
busy and that you'll call her back, but don't bother. She'll simply have another 
gin and tonic and be fine when you call her. Don't worry about her fire alarm 
calls. 

14 Complete the Postage In Book and the Postage Out Book for all items of mail. 
Remember - Procedures! Records should be kept up-to-date, legible and accurate 
at all times! 
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D Assignment Two: 
Pollock & Pollock 
Unit 1: Communication Systems 
Element 1.2: Use the telephone system to the full 

Target Time: H hours 

Main Skills 

1 Making, receiving and transferring 
courteously, using approved 
organisation procedures, telephone 
calls within the company 

2 Screening incoming calls in 
accordance with approved 
organisation procedures 

3 Representing (effectively in both 
content and style) the principal in 
respect of calls made and received on 
his behalf 

4 Recording messages accurately and 
passing them on promptly to the 
correct person and/or location 

5 Transmitting and receiving clearly 
and accurately answering machine 
messages 

6 Maintaining a proper balance 
between economy and the efficient 
use of time, in accordance with the 
organisation's rules and procedures 

7 Keeping a schedule of calls up-to­
date, legible and accurate 

8 Delegating tasks to others within 
accurate parameters and monitoring 
same 

9 Following and implementing safe 
working practices at all times 

10 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Operating a multi-line telephone 
system 

2 Using telephone answering machines 
3 Using directories as appropriate 
4 Operating internal and external 

paging systems 
5 Monitoring use of telephone system 

and progress of calls 
6 Using judgement and initiative 

Resources 

Telephone training equipment/ 
switchboard - multi-line 

Word Processor or Typewriter 
Telephone Message Pads 
List of telephone extensions for the 

company 
Telephone Directories 
Classified Directories 
Tannoy/Public Address System 
List of calls - attached 
Telephone Interruption List- BAil pack 
Interruption Task- attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Pollock & Pollock - Scenario 

You are the Personal Assistant of Mr Peter Pollock - the co-owner of this 
prestigious advertising company in High Holborn, London. He is a very bad­
tempered executive and his workload has increased lately to such a degree that he 
is virtually unable to cope with the steady stream of callers - both personal and 
telephone callers. 

Molly - the receptionist/telephonist is off for a week's holiday at present so, in 
addition to your already overloaded administrative and and secretarial function, you 
have to look after all the telephone calls. This has meant that you have, in effect, 
had to bring all your work to the front of the offices in High Holborn in order to 
perform the receptionist part of the job. This is easy as the number of personal 
callers (without appointments) is limited. Most clients have knowledge of the 
volume of work which passes through the company and, therefore, have the good 
manners and good sense to book time with the advertising or account executive 
they wish to deal with in advance. 

The telephone system in Pollock & Pollock, however, is used to the fullest 
degree possible - both incoming and outgoing calls to the extent that, at times, the 
switchboard is jammed, particularly on days when jobs are advertised in Campaign 
or Marketing - the two trade journals which contain the advertisements for new 
staff. Everyone seems to be trying to gain employment in P&P, and especially all 
those executives recently made redundant as a result of the worldwide downturn in 
advertising expenditure. 
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Please carry out your original secretarial function and also look after the 
telephone - incoming and outgoing calls - taking care to delegate the responsibility 
to Sal when you take a short break for coffee. Keep the Register of Callers legible, 
accurate and fully up-to-date at all times and ensure that all incoming and outgoing 
messages are accurately received and transmitted. Good luck and enjoy your work! 
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REGISTER OF CALLERS 

DATE NAME OF CALLER FIRM TIME OF REFERRED TO 
ARRIVAL 
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To ................................................................... . 

Date ................................................................ . 

WHILE YOU WERE OUT 
Mr/Mrs/Miss .................................................... . 

of .................................................................... . 

Phone No ........................................................ . 

Telephoned Please call him 

Called to see you Will call again 

Wants to see you Urgent 

MESSAGE 

Operator 

Telephone 
Message 
Message for 

Date 

Time 

Caller 

Call Back Number 

Message 

Taken by 

Telephone Message 

Time Received ..... . Date 

From ..... . 

Message 

Received by 
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D Assignment Three: 
Bailey, Bailey & Mills pic 
Unit 1: Communication Systems 
Element 1.3: Transmit and receive information using 

electronic equipment 

Target Time: 2 hours 

Main Skills 

1 Using the most appropriate 
transmission system, in relation to 
urgency, cost and security 

2 Selecting the equipment correctly 
and using same following laid down 
operating instructions 

3 Preparing written and typescript 
material accurately and correctly for 
transmission 

4 Transmitting information to correct 
location within the required 
deadlines 

5 Promptly delivering incoming 
information to the correct location/s 

6 Monitoring and maintaining the 
clarity and completeness of outgoing 
and incoming transmissions 

7 Rectifying and reporting any/all faults 
promptly and efficiently 

8 Keeping records up-to-date, legible 
and accurate 

9 Delegating tasks to others within 
accurate parameters and monitoring 
progress. 

10 Following and implementing safe 
working practices at all times 

11 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Prioritising tasks as appropriate 
2 Using appropriate and accurate 

keyboarding techniques 
3 Using dictionaries and other 

reference sources 
4 Using electronic and other directories 
5 Reading and interpreting operating 

instructions 
6 Using accepted telex conventions 
7 Accessing electronic mail/E-mail via 

modem 

Resources 

Typewriter or Word Processor 
Computer Terminal linked to E-mail 

system 
Telex system 
Fax system 
Telephone training equipment 
Fax, Telex and Telephone Directories 
Electronic Paging System 
Equipment manuals 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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-----PUBLISHERS-----

190 Floral Street, Covent Garden, London W1 
Tel: 081 898 4563 Fax:081 786 2635 
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Bailey, Bailey & Mills pic- Scenario 

When you commenced work at Bailey, Bailey & Mills pic, you were employed as a 
junior VDU operator but, before too long, you had proved that you had ability way 
beyond the duties which were required of you. For this reason, Mr Bailey Senior - a 
real gentleman - put you forward for promotion within the company and, as a 
matter of fact, and to the great horror and surprise of the more senior staff, you are 
now totally and completely responsible for the Technology Department within this 
very important and expanding company. 

BB&M pic has recently launched a new wave of textbooks aimed at people 
wishing to learn new languages and this has been very successful, what with the 
SEM and several other important happenings such as the Channel Tunnel, etc. 

Nowadays, a great deal of the communication in BB&M takes place via 
electronic equipment whereas, before, most of the correspondence and 
communication took place via the printed page. 

You have ultimate responsibility for all equipment and that includes reporting 
and, if possible, rectifying faults. This is a very responsible post and one which 
meets with a lot of trouble and confrontation in the form of Mrs Mary Rogers who 
wanted to be in the position after eighteen years of loyal service with this 
longstanding Covent Garden publishing company. Nevertheless, you manage to 
maintain effective working relationships in spite of many difficult moments and the 
inevitable confrontations which take place. Do not worry; this happens in most 
companies and, if you were to move jobs, you would probably find equally testing 
personnel there as well. 

You arrive in the office this morning at 11.00 am - you work flexitime - to find 
the attached list of duties on your desk. Do your very best to clear up all this work 
with help from colleagues where necessary, before you take lunch at 1.00 pm. Good 
luck and enjoy your work - in spite of Mrs R! 
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D Assignment Four: 

Graham, Muir & Allen 
Unit 2: 
Element 2.2: 

Researching and retrieving information 
Locate and abstract information from 
unspecified sources 

Target Time: H hours 

Main Skills 

1 Identifying the correct sources for 
specific information requests 

2 Promptly researching specified 
information needs 

3 Abstracting correctly the relevant 
elements of information 

4 Reporting to the principal where 
potential or available sources of 
information are exhausted without 
success 

5 Checking all information content for 
accuracy and relevance 

6 Following and implementing safe 
working practices at all times 

7 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Using a variety of reference sources 
2 Identifying and extracting relevant 

information 
3 Assessing quality and accuracy of 

information 
4 Prioritising tasks where necessary 
5 Following implicit and explicit oral 

and written instructions 

Resources 

ABC World Airways Guide 
British Rail Timetables 
British Airways Shuttle Timetable 
Telephone Directories 
Classified and Street Directories 
A-Z for London 
Access to viewdata 
Copy of the Data Protection Act 

35 
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GRAHAM, MuiR & ALLEN 
( D E N T A L S U R G E 0 N S ) 

129-133 Pan Road, Basingstoke, Hampshire RG24 2LK 
Telephone 0256 76892 Fax 0256 89821 

Telex 890236 GRMUAL G 
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Graham, Muir & Allen- Scenario 

You have been working for GM&A for six months now and after your initial 
induction period, you have been promoted to the post of Personal Secretary to all 
three dentists. This is very demanding and Melanie Marrs is none too pleased. She 
had been working in the organisation for several years but you managed, somehow, 
at the interview, to get the job. I think it may be that your qualifications are 
particularly relevant and up-to-date. A Level II Diploma in Business Administration 
is a very good starting point. 

Wisely, at the promotion interview, you requested day-release to attend the 
local college to obtain a Level III Diploma and you are now the subject of close 
scrutiny by all those in the practice who do not believe in furthering their education 
by such methods. You have a duty to yourself to work hard both in the job and at 
the college in order to prove your worth, although Mr Graham, the senior partner, 
is delighted with the high standard of your work. 

Today you have been left to handle all the front-of-house reception work along 
with your usual secretarial duties for the three professionals and, in addition, there 
are numerous requests for information which you will have to try to track down. 
The sources where you will find the information are not always specified as the 
dentists feel that this is really part of your research function; you should be able to 
source the information, extrapolate the correct facts, figures or whatever other 
information is requested and then present it in a legible and accurate fashion, 
taking great care, of course, to check that it is the correct information required. 

Read the attached lists of information requests very carefully - and the memo 
from Mrs Muir, the female dentist - before you begin working. Good luck and 
enjoy your tasks! 
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( MEMORANDUM) 

From: Date: 

To: Subject: 

GRAHAM, MuiR & ALLEN 
( D E N T A L S U R G E 0 N S ) 
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D Assignment Five: 

Cumming, Cutnming & 
Jones Ltd 
Unit 3: Reception 
Element 3.1: Receive, screen and assist visitors 

Target Time: 2 hours 

Main Skills 

1 All visitors received courteously and 
identity established 

2 The nature of the visit and the needs 
of the visitors are identified and 
matched to the products and/or 
services of Cumming, Cumming & 
Jones Ltd 

3 Visitors within own scope of 
responsibility at CC&J are dealt with 
directly 

4 All other visitors referred to relevant 
parties in accordance with CC&J 
procedures 

5 The structure, services, etc of CC&J 
are accurately described and 
promoted to all visitors 

6 Non-routine and any emergency 
demands are dealt with promptly 
and effectively 

7 Mr Cumming Senior (the principal) is 
protected from all unnecessary 
interruptions at all times 

8 All records are kept up-to-date, 
legible and accurate at all times 

9 Safe working practices are followed 
and implemented at all times 

10 Security and confidentiality 

procedures in CC&J are followed and 
implemented at all times 

Associated Skills 

1 Operating the telephone system 
2 Listening to, and interpreting, 

information 
3 Taking and transmitting oral and 

written messages 
4 Conversing with visitors, disclosing 

only appropriate information 
5 Completing forms and records 
6 General interpersonal skills 
7 Judgement and decision-making 

Resources 

Typewriter or Word Processor 
Telephone training equipment 
Pens and pencils 
Legal Aid leaflets 
Register of callers 
Appointments book 
Tea/coffee-making facilities 
Miscellaneous magazines for coffee table 
Reception desk/area 
Stationery - memo, headed paper, 

envelopes, etc 
Telephone Message Pad 

D.C. McFetridge, Business Administration Level 3 Pack
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Cumming, Cumming & Jones Ltd- Scenario 

During the past year you have been employed as a mail clerk in the mail room of 
Cumming, Cumming & Jones Ltd- a small expanding group of solicitors practising 
in Hampstead, North London, and now planning to specialise in matrimonial and 
probate work. 

Sylvia Cumming, the wife of Mr Cumming Senior, used to be in charge of the 
administrative side of the business but she has now become much more actively 
involved in her charity work in the parish and has relinquished her post. As a 
result of this, there has been a reshuffling of personnel within the company and, as 
a result of your past efforts and hard work, you have recently been promoted 
justifiably to the post of Head Receptionist. 

Mr Cumming Senior has spent rather a large amount of money on the 
refurbishment of the company's offices and you are now in charge of the total 
reception arena. 

Unfortunately now that Sylvia has left and has no wish to be contacted with 
respect to the business, you have no one to refer to for advice or assistance. You 
have shown in your past work that you are more than competent at junior clerical 
tasks, but you must now prove beyond a shadow of any doubt that you are more 
than capable of executing the tasks for which you are responsible in your new and 
exciting post. 

Today it seems is one of the busiest of the season, right after the recent public 
holiday. You should handle the following visitors with the utmost care and caution 
as those who visit your company are sometimes naturally a little apprehensive of 
legal matters. 

Good luck! 
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List of Callers 

1 A tall aristocratic-looking lady in a brown coat wearing dark sunglasses (despite 
the snow) arrives in reception and is dabbing her eyes with a handkerchief. Be 
courteous to her and ascertain her requirements. Remember: she looks more 
than a little bit upset. Direct her to the appropriate department and, if she is to 
be kept waiting due to the lack of an official appointment, offer her a cup of tea 
or coffee and a magazine. Do not pry too much into her personal affairs and use 
her correct form of address. She happens to be Lady Angelia Bellini. 

2 Mr Cumming Senior is keen to move the business into the specialist areas of 
Matrimonial and Probate work. The next caller, Mr Timothy Anderson, has 
called in connection with the purchase of a house in nearby Belsize Park. Decide 
whether or not to refer him to Mr Douglas (the newly-appointed solicitor) or 
decide whether you should refer him to Hail, Hamilton and Harty, the firm of 
reputable solicitors in nearby Primrose Hill. Remember, of course, that you 
should be making every effort possible to match the services of CC&J to the 
needs of the clients. Also, it should be pointed out, Mr Cumming's keenness to 
move into specialist areas does not mean that he can, at this stage, afford to 
throw away any run-of-the-mill work which happens to be presented to him. 
Work of any kind, no matter how dull it appears, can usually mean money to 
keep the business going. 

3 The next caller simply wants a leaflet on Legal Aid. You do not have to refer 
him to a solicitor since the issuing of such leaflets is within your remit. 
Remember to be polite to this visitor and explain the appointments procedure. 
Also give him the name and address of CC&J as it appears that he is not 
bothered whether he uses CC&J or another solicitor with a Legal Aid sticker in 
their office window. 

4 Mr and Mrs Winterman (Swiss confectioners from nearby Lavender Hill) have 
an appointment to see Mr Henry Cumming (Sylvia's son) regarding the 
preparation of their Wills. He has not yet arrived since his car is giving him 
trouble and he lives in faraway Pimlico. Perhaps a little tea or coffee would help 
to ease the pain of waiting. 

5 Melanie Whitfield (a twenty-year-old single parent) calls at the desk and wants 
to know if she can have a solicitor's letter sent to her neighbours who are having 
all-night noisy parties. You should explain the procedure for this type of work 
and then redirect her to the appropriate authority on this matter. 
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6 Sylvia telephones from Munich where she is attending a charity gala 
performance in aid of her favourite children's charity and demands to speak to 
her husband. She is using the charity office telephone and does not wish to be 
delayed due to costs; neither does her husband wish to be disturbed. Perhaps 
you should take her number and ask her to agree to her husband calling her 
back as soon as the client he is currently seeing has left his office. Think quickly 
- Sylvia can be very demanding, difficult and impatient. You should know all 
this - you've worked with her long enough to know all about it! 

7 No sooner have you cleared the Sylvia problem than Deirdre (Sylvia's daughter) 
telephones and asks to speak to her father. He was rather short with you over 
the Sylvia telephone call. Do you think it wise to allow Deirdre to speak to him 
about her tuition fees for the Berlitz language course. Decide quickly whether or 
not this one can wait - at your peril! 

8 There is a short lull for ten minutes just before coffee is usually served to the 
partners so you decide to update all your record books. Complete these 
accurately and legibly as they are the source from which, from time to time, 
information is taken on which fees and accounts are based. When you have 
completed the records, check them carefully, especially the times of 
appointments and the spelling of clients' names. 

9 While you are completing the records, Melanie - the temp - flies past carrying a 
typewriter the wrong way around. Do not shout at her as she may panic and 
drop the typewriter. Give her a demonstration of how she ought to carry a 
typewriter and point out to her the importance of assuming a responsible 
attitude for her own safety in the office in accordance with health and safety at 
work regulations. 

10 You use a VDU as part of your work and type routine letters and memos in 
between receiving and directing visitors. The tea-boy, Roger, is by nature a very 
inquisitive person and you have several times caught him staring at the screen 
reading the names of the people to whom you are writing. Take care to see to it 
that he does not get too much information about the goings-on within the 
business, especially as he has been known to be indiscreet with regard to those 
who visit the company. Perhaps a timely word in his ear about the great 
importance of security and confidentiality would not go amiss, especially since 
you see yourself not only as the head receptionist but also as a custodian of 
information of a very confidential nature. Who knows, in the near future when 
you have further proved your worth to the company, you may progress to an 
even more senior position within CC&J. 
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D Assignment Six: 
Purley Wood & 
Associates pic 
Unit 4: Arranging Travel 
Element 4.1: Arrange travel and accommodation 

Target Time: 2 hours 

Main Skills 

1 Travel, accommodation, entertainment 
and personal requirements of Mr T 
Wood- Senior Partner- and his 
associates to be identified 

2 Preparation of clear, accurate 
itineraries containing all the 
arrangements made to be compiled 
well in advance of the date of 
departure 

3 The maintenance of a proper balance 
between economy and the efficient 
use of time in accordance with Purley 
Wood & Associates plc's rules and 
procedures 

4 Correct bookings selected, made and 
confirmed 

5 Obtaining travel documents and 
checking for any discrepancies which 
should be immediately identified and 
rectified 

6 Arranging correctly credit transfers, 
currency and travel cheques 

7 Medical packs arranged for overseas 
emergency and high risk areas 

8 Safe practices always followed and 
implemented 

9 Security and confidentiality 
procedures are followed and 
implemented at all times 

Associated Skills 

1 Using external resources, eg, travel 
agencies, banks, etc 

2 Dealing with both oral and written 
communication 

3 Dealing with financial transactions, 
national and international 

4 Checking for accuracy in detail 
5 Calculating the optimum cost, route, 

method of travel, etc 

Resources 

Typewriter or Word Processor 
Telephone training equipment 
British Rail Timetable 
ABC World Airways Guide 
British Airways Shuttle Timetable 
Access to Telex 
Access to Fax 
Dictionary 
Stationery - including headed paper, 

memo paper and envelopes, etc 
AAIRAC Hotel Guides 
Michelin/Egan Ronay Restaurant Guide 

Books 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Purley, Wood & Associates pic- Scenario 

Up until one week ago you were employed as a junior clerk in the mail room of 
Purley, Wood & Associates plc in Croydon, Surrey. You have, however, excelled 
yourself through distinguished work and through the achievement of a national 
vocational qualification at Level II. Now, however, you are aiming for an award at 
Level III in Business Administration (Secretarial) and, in this regard, you have been 
promoted by Mr Tom Wood, the senior partner, to the position of Travel Clerk 
within the company. 

Your mail room supervisor wanted this position but Mr Wood by-passed him 
and gave you the opportunity to prove your worth to the company. Therefore, you 
are still under scrutiny from all personnel within the company and particularly 
under the very critical eye of the mail room supervisor who is not particularly 
enthralled at the prospect of your promotion. 

Mr Tom Wood does a great deal of travelling in connection with the work of 
the company and you are responsible for organising all his travel and 
accommodation - right down to the very last minute detail. While he is not terribly 
fussy about food or accommodation, his wife is terribly difficult to please. Be it 
Brixton or Bruges, she expects you to find them the very best type of 
accommodation and eating establishments available. This is something of a task as 
your predecessor left, due to her inability to come up to the high standard expected 
by Mr Wood's wife! 

Nevertheless, Mr Wood has every confidence in your ability and he has told his 
wife that she is not to be quite so demanding. You are meticulous iri your planning 
and will no doubt be able to please both of them. 

Good luck with the work which lies ahead for you! 
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D Assignment Seven: 
Ransome, Peters & 
Brownlees 
Unit 4 Arranging Travel 
Element 4.2: Plan and organise business visits 

Target Time: 2 hours 

Main Skills 

1 Planning and organising business 
visits after establishing the 
requirements for meetings within 
RP&B and other companies 

2 Obtaining essential information and 
identifying individual contacts 

3 Making special arrangements for 
social and/or informal contacts within 
travel schedules 

4 Planning visits to operate within a 
prescribed time schedule 

5 Making allowances for unspecified 
events within the programme of 
travel 

6 Preparing travel programmes, 
including purpose and agenda, for 
the visits and distributing same in 
advance 

7 Making and confirming arrangements 
for meetings 

8 Preparing detailed meeting briefs for 
Mr Alfred Peters (principal) 
accurately and as directed 

9 Following and implementing safe 
working practices at all times 

10 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Researching relevant information 
2 Communication skills - oral and 

written 
3 Planning and prioritising 

appointments within specified time 
schedules 

4 Preparing information briefs 

Resources 

Typewriter or Word Processor 
Access to Fax 
Access to Telex 
ABC World Airways Guide 
British Airways International Timetable 
Dictionary/on-line spelling verification 
Stationery - including headed paper, 

memo paper, postcards, compliment 
slips and envelopes, etc 

AAIRAC Hotel Guides 
Michelin!Egon Ronay Restaurant Guide 

Books 
A4 plain typewriting paper 
Photocopying/xerox equipment 
Telephone directory and Classified directory 

(UK) 
Telephone training equipment 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Ransome, Peters & Brownlees - Scenario 

After only seven months as an accounts clerk at Ransome, Peters & Brownlees you 
decide (after much consideration) that accounts are not for you. You do, however, 
very much like the company for which you are working and are in a difficult 
situation. You do not want to give up your job and you do not want to leave RP&B; 
you do, however, know quite well that you could not (under any circumstances) 
spend the rest of your life (or even another day for that matter) totalling accounts 
and receiving payments from clients for services rendered. 

You decide, therefore, to speak directly to Mr Alfred Peters - the principal -
and to tell him the truth. He is not in the least bit shocked; in fact he is very 
pleased to find that you are able to talk so openly to him about your situation. 

~. . -
.+ 
6rOOb LUC!< Rf g Bt' 

1/ /1' 

~ ~ .... "'l 
~

~

. . -

'< • 

As in the past, Mr Peters has a solution to what he refuses to acknowledge as 
'a problem'! Valerie, in Travel, is due to go off on maternity leave at the end of the 
week and, even after two days of solid interviewing, the company has been unable 
to find a suitable replacement. Valerie has indicated that, after she has her baby, 
she may not be coming back to work as her husband has just received promotion 
and she would prefer to be at home with the new child. This situation is absolutely 
made for you; you could simply move sideways within the company as your Level 
II Diploma also included some travel bookings and accommodation work, including 
the use of information technology. 

Mr Peters offers you the job on Friday and on Monday morning you arrive at 
work to be shown to your new desk where you find the following handwritten note 
from Valerie who is delighted to be able to stay at home to relax in preparation for 
the arrival of her baby. 
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RANSOME , PETERS & BROWNLEES 

567 MILTON HIGHWAY 

MILTON KEYNES 

MK13 6JK 

0 
RANSOME, PETERS & BROWNLEES 
·---------ACCOUNTANTS----------

567 Milton Highway, Milton Keynes. MK13 6JK 
Tel: Milton Keynes 908678 Fax: Milton Keynes 935467 Telex: 90564 7 RAPEBR G 
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D Assignment Eight: 
Walker pic 
Unit 5: 
Element 5.1: 

Preparing and producing documents 
Produce text from oral and written 
material using an alphanumeric keyboard 

Target Time: 2 hours 

Main Skills 

1 Producing error-free documents from 
screen, manuscript and amended 
typescript within a restricted period of 
time 

2 Producing error-free documents from 
pre-recorded speech within a 
restricted period of time 

3 Producing, from brief notes and 
spoken instructions, error-free 
documents composed within a 
restricted period of time 

4 Identifying and remedying any 
uncertainty in the source text in order 
that the intended meaning is 
conveyed 

5 All documentation to be presented in 
accordance with the organisational 
house style using accepted 
conventions 

6 Reporting any equipment faults or 
dealing with same promptly 

7 Arranging work schedules to 
accommodate changing priorities and 
deadlines 

8 Following and implementing safe 
working practices 

9 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Using appropriate keyboarding 
techniques in order to produce 
documents 

2 Accurate and acceptable document 
presentation 

3 Using dictionaries and other reference 
sources 

4 Proofreading and correcting 
documents using proper techniques 

5 Prioritising tasks 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Dictionary or on-line spelling verification 
system 

Notes for composition of letter­
attached 

Manuscript for document preparation -
attached 

Material to be prepared on audio-tape 
for document preparation - attached 

Correction materials 
Stationery - including headed, memo, 

labels and envelopes, etc 
Interruption task 
Secretarial Handbook - reference only 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991



~
BOATBUILDERS 
Tranmere Lane, Borehamwood, Hertfordshire SA34 SJN 

Tel : Borehamwood 9870 Fax: Borehamwood 7868 
Telex : 986751 WALKER G 

73 



74 

Walker pic - Scenario 

Some months ago you went along to Walker pic for an interview as a principal 
telephonist/receptionist but you were very disappointed when you learned that you 
were not given the position. 

You were, however, fortunate enough to be offered the position of clerk-typist; 
Mr Walker pointed out to you on that occasion that the girl who had been doing 
the job temporarily had performed best in the test and at the interview, but he had 
no hesitation, when he reviewed your qualifications, including a Business Admin 
Level II Diploma, in offering you the post which you, in a rather disappointed 
manner, accepted as you had already had several other interviews and had little 
success - through no fault of your own, but simply because of the highly-qualified 
opposition on each of those memorable occasions. 

Walker pic is expanding and business has never been better despite desperate 
attempts by the opposition - Errickson Boatbuilders - to outwit the Walker 
Boatbuilding organisation. Mr Walker is now in the very nice position of recruiting 
more staff for his company and, luckily as well as deservedly, for you, he is also 
hoping to offer several promotions within the company to those staff who have 
proved their worth and loyalty to the company. 

Elizabeth in Personnel has left you the following short note indicating that, 
during the next few days, your work will be very carefully monitored and reviewed 
as a possible post for senior staff in the clerical/document production area may well 
be on its way to you, if you can sustain your very high level of output. Read 
Elizabeth's note very carefully; it contains much good advice and then carry out the 
tasks assigned to you in the best way you know how. The work includes many 
spelling errors which you should alter along with any obvious grammatical faults. 

Good luck with your tasks and good luck in the promotion stakes!! 
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Note to Tutor 

The attached manuscript - handwritten - is also suitable for recording on 
audio-tape for presentation to students for document preparation. 

The material should be dictated, preferably office-style, within the range of 80 
to 100 words per minute - or faster, if within the ability range of the students. 
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D Assignment Nine: 

Peters & Jones pic 
Unit 5: 
Element 5.2: 

Preparing and producing documents 
Present narrative, graphic and tabular 
information using an alphanumeric 
keyboard 

Target Time: 2 hours 

Main Skills 

1 Producing error-free documents of 
approximately 300 words from a 
variety of sources within a restricted 
time period 

2 Identifying and remedying any 
uncertainty in the source material in 
order that the intended meaning is 
conveyed 

3 All styles and formats should be 
presented to acceptable house 
standard using acceptable conventions 

4 Reporting any delays to Mr Timothy 
Jones - the Administration Manager -
which might mean the failure to meet 
any deadlines set 

5 Ensuring that information produced 
correctly reflects the source from 
which it was taken 

6 Following and implementing safe 
working practices 

7 Following and implementing security 
and confidentiality procedures 

Associated Skills 

1 Using appropriate and accurate 
keyboarding techniques 

2 Constructing narrative, graphic and 
tabular modes of information 
presentation 

3 Combining material in a logical 
sequence 

4 Using a variety of reference sources 
5 Extracting relevant information from a 

variety of sources 
6 Using acceptable proofreading and 

correction techniques 
7 Using suitable computer applications, 

ie, input and output, and use of 
software packages 

8 Prioritising tasks 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Dictionary or on-line spelling verification 
system 

Manuscript and notes for document 
presentation 

Correction materials 
Source materials - attached 
Stationery, including headed, memo, 

labels and envelopes, etc 
Interruption task 
Computer software packages 
Reference books 
Desktop publishing system (or software 

for Computer) 
Access to viewdata 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Peters & Jones pic- Scenario 

Unlike many other engineering companies these days, Peters & Jones plc is growing 
and expanding at a terrific rate much to the surprise and chagrin of its many 
competitors. 

Mr Timothy Jones- the son of Mr James Jones- is the Administration Manager 
and, under his supervision and tuition, together with additional day-release training 
after acquiring your Level II Diploma in Business Administration, you have been 
promoted to the position of senior clerk/typist in the company's head office in 
Copthorne, West Sussex. The London office is simply a small flat in Seven Sisters 
belonging to Mr Allen Peters- the other partner in the company. It houses a 
secretary who works only mornings, but with current plans for expansion, he could 
soon be working full-time in the flat which is only infrequently used by Allen as a 
pied-a-terre on his irregular weekend theatre trips to the city. 

As Peters & Jones has expanded, the engineers have had to become more au 
fait with information technology in the form of CADCAM equipment which makes 
their work so much more straightforward and interesting. You too, have had to 
encompass word processing, computer technology applications and desktop 
publishing software. You are now, after a period of six months in using the 
equipment, fully in control of the technology, whereas, at the beginning, you had 
the express feeling that it was very much in control of you. 

Mr Timothy is a fine man to work for but he is very demanding and, as you 
have grown to know more and more about the operation and personnel of the 
company, he gives you less and less information each time he assigns you a task to 
perform. For this reason, you have to extract information from a variety of sources, 
viewdata, books, files, price lists, etc in order to complete your work. Read carefully 
the following memo he has left you and carry out all his requests for his return to 
the office at 3.45 pm this afternoon. Remember to prioritise your work and to deal 
with any emergency situations in your usual tactful manner. 
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What If Task 

You are in the middle of word processing the minutes of the Safety Co-ordinating 
Committee when the word processing system breaks down. What do you do? 

(a) Do you simply abandon the word processor? 
(b) Do you seek to repair it to the best of your ability? 
(c) Do you bother to read the repair manual which is virtually incomprehensible? 
(d) Do you telephone the repair engineers? 
(e) Do you seek assistance internally, ie, within P&J plc? 
(f) Do you transfer your work to the electronic, electric or manual typewriter? 
(g) Do you telephone, as he has suggested, Timothy who has by now left Seven 

Sisters and is in his car, a Rover 820i, on his way back to Copthorne? 

OR 

(h) Do you decide to take another course of action? 

Be prepared to give your reasons to Timothy upon his return; you know exactly 
how demanding he is and how much he depends on you! 



MEMORANDUM 

Date: 

From: 

To: 

Subject: 
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D Assignment Ten: 
Greenwood & Goodwood 
pic 
Unit 5: 
Element 5.3: 

Preparing and producing documents 
Organise and arrange the copying, 
collating and binding of documents 

Target Time: 2! hours 

Main Skills 

1 Selecting and correctly using 
reprographic equipment and 
materials cost-effectively 

2 Preparing documents correctly for 
reproduction 

3 Producing copies of appropriate 
quality from original documents 

4 Collating, fastening and distributing 
correctly copies taken, and the 
original documents 

5 Reporting equipment faults and 
dealing with same promptly 

6 Keeping wastage of materials to an 
absolute minimum 

7 Conveying precise requirements to 
colleagues and confirming where 
appropriate 

8 Delegating tasks to others accurately 
and monitoring progress 

9 Planning and monitoring work 
progress to meet all deadlines set 

10 Keeping records up-to-date, legible 
and accurate 

11 Following and implementing safe 
working practices at all times 

12 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Operating reprographic equipment 
safely and efficiently 

2 Supervising and supporting the work 
of junior staff 

3 Allocating resources economically 
4 Maintaining effective working 

relationships with superiors and 
junior staff 

5 Prioritising tasks as appropriate to 
the work situation 

Resources 

Typewriter or Word Processor 
Photocopier with enlarge/reduce 

function together with collating and 
binding options (if possible) 

Scissors 
Glue 
Stationery - A4, AS and A3 sizes 
Paper for use in photocopier 
Memo paper 
Manuscripts for preparation - attached 
Binding equipment (if not available on 

reprographic equipment to be used) 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Greenwood & Goodwood pic - Scenario 

You are personal assistant (recently promoted) to Anne Greenwood, a partner in 
Greenwood & Goodwood plc - the wine merchants of wide acclaim throughout the 
United Kingdom and further afield. 

Anne is fairly well-organised but one of the principal reasons why she has had 
you promoted from secretary status to Personal Assistant is that she knows she can 
rely on you to use your initiative. She also knows that you are excellent at the 
fostering and maintenance of good working relationships with oth.ers in the 
company, which is rapidly expanding thanks to the very dedicated and hard work 
of Anne and her other partners. She has had an additional burden this year as Ian 
Ball, one of the senior members of the company, has been extremely ill with heart 
trouble and it looks most unlikely that he will be returning to work before the end 
of the year. Therefore, she has additional work to carry out; you are therefore 
invaluable and, as she so often puts it: you are her 'right arm'. 

This means, in essence, that as well as carrying out your own duties as 
personal assistant you also have to supervise the work of junior staff. Anne is a 
frequent traveller to Europe in search of new wines, etc and recently she has been 
extending her travel to Australia, New Zealand and Chile in search of the more 
popular wines for the cheaper and fast-changing sector of the wine market. It is not 
unusual to arrive at work to find that Anne has left on a flight to Chile without any 
prior warning. In her absence, however, you are left with lots to do including her 
usual midnight notes which she has 'flown into the office' to place on your desk! 

Today is such a day. Good luck as you execute, painstakingly, the attached list 
of duties for Anne who has just lifted her 'always-packed' suitcase and flown to 
New Zealand for an urgent meeting -last-minute as usual! Hold the fort! 
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D Assignment Eleven: 

Pippa Fashions 
Unit 6: Processing correspondence 
Element 6.1: Identify and respond to correspondence 

for own action 

Target Time: 2 hours 

Main Skills 

1 Correctly identifying and prioritising 
correspondence for own action 

2 Promptly passing to correct 
recipients correspondence outside 
own area of responsibility 

3 Promptly answering own 
correspondence according to its 
priority 

4 Maintaining a proper balance 
between speed, mode and cost of 
response 

5 Using the correct language and 
grammar in order to convey the 
correct tone 

6 Checking for accuracy all 
correspondence prepared by self and 
others, including errors or omissions 
being identified and corrected as 
appropriate 

7 Signing own correspondence, as 
appropriate, prior to distribution 

8 Clearly annotating the postage class 
or service required for the 
correspondence 

9 Keeping records up-to-date, legible 
and accurate at all times 

10 Following and implementing safe 
working practices at all times 

11 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Prioritising tasks as appropriate 
2 Using appropriate accurate 

keyboarding techniques 
3 Preparing documents using the 

correct style of presentation 
4 Composing and dealing expediently 

with routine correspondence 
5 Using dictionaries and other 

reference sources, including on-line 
spelling verification in the case of 
word processor or computer usage 

6 Using accurate proofreading and 
correction techniques as appropriate 

7 Communicating with superiors and 
juniors by telephone and also face to 
face 

Resources 

Word Processor or Typewriter 
List of Correspondence Received 
Dictionary or on-line spelling verification 
Headed stationery - including memo, 

A4, AS letter-headed, etc 
Telephone training equipment 
Interruption tasks - attached 
Correction materials for manual or 

electric typewriters 
Postage Out Book 
Record of Correspondence to be posted 
Record of Correspondence to be referred 

to a third party - attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Pippa Fashions - Scenario 

You are now the Principal PA to Ms Pippa Carling, having recently been promoted. 
Business for Pippa Fashions - and particular for Pippa herself - has grown and 
expanded to the extent that she now has three PAs of which you are the Principal. 
Pippa is rather pleased with herself for recruiting you straight from college with a 
Level II Diploma in Business Administration and she has encouraged you to 
continue with your secretarial/business administration studies on a part-time basis 
at the local college, hopefully eventually leading to the award of a Business 
Administration Diploma at Level III. 

However, in the daily running of Pippa Fashions, there is little time to speak of 
qualifications or training. Work is piling up on your desk despite your excellent 
organisational skills and in spite of the able assistance you are given by Susan and 
Stephen - your two assistants in Pippa's private offices. 

As usual, Pippa travels a great deal, throughout the length and breadth of the 
country in connection with her work and her hatred of driving has not diminished; 
she still requires you to organise most of her travel with British Rail, especially her 
trips to other branches and offices of the company. She has now opened an office 
in Edinburgh and things are looking very good in the Scottish market, so you can 
bet that there will be more travel to Scotland in the near future. 

Today, Pippa has flown to Paris to see the new collections for autumn; you 
understand fully how far ahead the buying of fashion takes place. She has, 
however, popped into the office and left you instructions which you should follow 
and implement closely in connection with responding to some of her accumulating 
piles of correspondence. Pippa is notorious for not replying in time to 
correspondence and is frequently criticised for this; this is one of the reasons why 
she has appointed you as her Principal PA; she wants you to use your initiative to 
deal with correspondence in her absence. Good luck! 
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RECORD OF CORRESPONDENCE TO BE POSTED 

DATE LETTER/MEMO/ ADDRESSED TO CLASS OF POST 
INVOICE (1st, 2nd or 

Air Mail, etc) 
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RECORD OF CORRESPONDENCE PASSED TO A THIRD PARTY FOR ACTION 

DATE LETTER/MEMO/ ADDRESSED TO PASSED SIGNED 
INVOICE TO FOR 
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D Assignment Twelve: 
County Cars 
Unit 7: Organising work schedules 
Element 7.1: Manage appointments 

Target Time: 2l hours 

Main Skills 

1 Negotiating and agreeing 
appointments within given time 
constraints 

2 Confirming appointments as a matter 
of course at all times 

3 Entering all relevant information and 
essential information into the 
appropriate scheduling aids 

4 Entering action notes into all 
scheduling aids and monitori:rfg 
progress 

5 Dealing promptly and effectively with 
all non-routine and emergency 
demands 

6 Ensuring that all scheduling entries 
are up-to-date, legible and accurate 

7 Following and implementing safe 
working practices at all times 

8 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Prioritising tasks 

2 Planning and prioritising 
appointments within given time 
schedules 

3 Communicating both orally and in 
writing with superiors and juniors 

4 Operating and using computerised 
diaries and scheduling aids 

5 Negotiating with superiors and juniors 
6 Maintaining effective working 

relationships at all times 
7 Dealing with interruptions 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Diaries - pocket and desk types 
Personal organisers and visual planners 

-manual or computerised 
Filing system 
Dictionary or on-line spelling verification 
Stationery - letter-headed, memo, 

envelopes, etc 
Access to Facsimile 
Access to E-mail 
Access to Telex 
Telephone training equipment 
Interruption task - attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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County Cars - Scenario 

You are employed as the Personal Secretary/Personal Assistant to the two principals 
in County Cars- Tony Hopkinson- the owner; and Ian Simpson- the General 
Manager. Both are very busy businessmen and they are both, unfortunately, well­
known for being weak at managing appointments. Tony, particularly, who travels a 
great deal in connection with his work, is unreliable, not turning up at meetings 
and other important engagements. 

In your previous position within the company, you worked as a travel clerk, 
and during that time, you learned just how totally chaotic Tony actually is. You 
organised all his personal travel and also the travel of his wife and son who 
sometimes accompanied him on his various journeys. On one occasion his son 
turned up at Heathrow with his mother to meet Tony who was supposed to be 
travelling from Birmingham to Heathrow to fly on for a short holiday to Europe but 
Tony did not appear. He decided to stay on in Birmingham for another day 
neglecting totally to inform you or his wife or son. Needless to say, angry words 
were exchanged and you, personally, felt you were to blame, even though you 
could not account for the fact that your boss chose not to follow the plans and 
travel arrangements which you had, so carefully and painstakingly, made on his 
behalf. At any rate, Mrs H. and her son travelled on to Amsterdam minus Tony, 
who followed the next day! This is the sort of situation which you wish to avoid at 
all costs since a repetition of this would probably lead to a Hopkinson v Hopkinson 
case in the matrimonial courts! 

Your work is even more difficult in that you also have to organise the 
maintenance of the diary and social calendar of Ian. He is a very easy-going and 
calm man but he, too, can be careless about his appointments. Therefore, you know 
only too well that you have a very difficult job ahead of you. You constantly have 
to revise the plans and reschedule appointments and physically to take the personal 
organisers belonging to Tony and Ian from them and write - for them - their 
appointments, using different coloured pens, highlighters, etc, and even then 
sometimes things still go wrong. Good luck with your tasks! You'll need it! 
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D Assignment Thirteen: 
Alessandra Trading 
Company 
Unit 7: Organising work schedules 
Element 7.2: Organise own work schedule 

Target Time: 2! hours 

Main Skills 

1 Identifying regular and ad hoc tasks 
and. prioritising same 

2 Completing identified tasks in order of 
priority with the appropriate time and 
effort allocation 

3 Catering for unexpected events within 
a flexible plan 

4 Recognising changes in priorities and 
adapting work schedules accordingly 

5 Identifying, obtaining and co­
ordinating relevant assistance in order 
to meet specific demands and 
deadlines set 

6 Delegating tasks to others with 
accurate definitions and monitoring 
progress 

7 Adapting and developing an effective 
professional performance through the 
use of planning and scheduling aids 

8 Following and implementing safe 
working practices at all times 

9 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Scheduling work within realistic 
deadlines 

2 Using influence and negotiating skills 
3 Monitoring office procedures and 

processes effectively 
4 Allocating resources economically 
5 Communicating and co-ordinating 

work schedules with superiors and 
juniors 

6 Prioritising tasks 
7 Dealing effectively and efficiently with 

interruptions in a suitable, tactful and 
diplomatic manner 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Dictionary or on-line spelling verification 
Stationery - letter-headed, memo paper, 

envelopes, -ate 
Computerised and manual planning and 

scheduling aids 
Diaries - desk, pocket and personal 

organisers 
Correction materials 
Highlighters and other suitable materials 
Telephone training equipment 
Interruption task - attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Alessandra Trading Company - Scenario 

After a stormy introductory period of work in Alessandra Trading, you have been 
promoted to become the Principal Personal Assistant of Ms Alessandra Carlatto -
the renowed Spanish entrepreneur with the scissor-sharp tongue and the wit and 
charm to match a very fiery character. Initially you were terrified of her, principally 
because of the volatile nature of her relationship with her then partner Simone 
Lynne who was really a very ineffective member of the company. Simone simply 
wanted ALL of the privileges and NONE of the responsibilities, of which there are 
many, of running the Alessandra Trading Company. Therefore- she simply had to 
go. Alessandra bought her out after a very turbulent meeting with Simone and her 
legal advisers. Nevertheless, since Simone's departure, Alessandra has never looked 
back, mainly because it is against her Spanish nature and secondly because she is, 
essentially, a very good and shrewd businesswoman. 

These days Alessandra travels extensively and leaves you to organise your own 
work schedule independently of her instructions. This is a rather grand compliment 
since Alessandra can be very didactic and prescriptive about how her staff spend 
their time. You have earned, and not before time, the respect and admiration of Ms 
Carlatto since you have managed to pull her out of several potentially very difficult 
and embarrassing situations. 

The easy part of your work is planning Alessandra's schedules since she is 
reasonably honest with you and gives you fair warning of her commitments and 
business intentions. She does, however, have a rather tempestuous relationship (if it 
could be called that) with a German businessman - with only a Christian name as 
far as one is able to gather, ie, Hans. You are often caught in the middle of her 
disagreements and have to shelter her from this man. You arrive at your desk today 
to find the following list of instructions from Ms Carlatto. Follow and implement 
secure and confidential working procedures at all times and execute her instructions 
using your initiative as necessary as efficiently and as effectively as possible. Good 
luck and enjoy your work! 
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Interruption Task 

(To be handed out after 45 minutes) 

A telephone call comes in from Hans who has arrived at Heathrow after a rather 
difficult and, as far as you can gather, lengthy (inexplicably) journey from Miami. 
This should normally be around 8-9 hours but he seems to believe that he has been 
travelling for over 24 hours. He wishes to speak to Alessandra, but she has left 
express instructions that he is not to know her whereabouts. 

Perhaps you should advise him to fetch a taxi and to travel to an hotel - the 
Basil Street, behind Harrods - where he usually stays during intermittances in the 
relationship, and then you can advise Alesi of his whereabouts by telephone in 
order that she does not inadvertently bump into him - or vice versa - leave it up to 
her! 

Deal sensitively with this call. Despite the fact that there are problems, you 
must remain professional at all times!! 
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D Assignment Fourteen: 

Grahams, Peters & Clarke 
pic 
Unit 8: Servicing meetings 
Element 8.1: Organise and prepare for meetings 

Target Time: H hours 

Main Skills 

1 Carrying out all planning and 
booking procedures correctly and 
confirming these arrangements 

2 Agreeing agenda items with Jeremy 
Rosen, the principal, or other chair of 
meetings convened 

3 Checking for relevance, and 
accuracy, all meeting and other 
papers; identifying and correcting 
any possible errors or slips 

4 In advance of the meeting, 
despatching all relevant papers, as 
directed, to participants 

5 Fully briefing, prior to the meeting, 
Jeremy Rosen, the principal, or any 
other chair of the meeting convened 

6 Fully preparing meeting room(s) in 
advance of the meeting(s) 

7 Identifying audio-visual requirements 
and any other necessary equipment 
and ensuring that same is provided 
in excellent working order 

8 Ordering suitable refreshments as 
directed 

9 Following and implementing safe 
working practices at all times 

10 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Communications skills - oral and 
written 

2 Using suitable correction techniques 
and carrying out thorough 
proofreading 

3 Setting up meeting rooms and also 
setting up and checking, for faults, 
appropriate, relevant audio-visual 
aids 

4 Prioritising tasks as necessary to fit 
into the given schedule within 
specified time constraints 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Photocopier or Duplicator 
Stationery - plain and headed paper, 

including memo paper 
Flip chart(s) 
Overhead projector(s) 
Suitable pens for use in conjunction 

with flip charts and ohps 
Glasses and water jugs 
Blotters 
Pens and stationery for meeting rooms 
Manuscripts - attached 
Meetings Room Booking Form -

attached 
Access to Fax or Access to Telex 
Meetings Template - manuscript 

attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Grahams, Peters & Clarke pic - Scenario 

You have been given an increase in salary at Grahams, Peters & Clarke pic after 
your initial three-month trial period since they are exceptionally well pleased with 
both the standard of your work and with your commitment and loyalty to the job 
and to the company. This is reassuring as you had always doubted the words of the 
wise that commitment and earnest, loyal good workmanship would pay dividends 
in the long term. Well, you have not had to wait too long for your rewards- many 
have to wait much longer than three months! However, to be quite honest, few are 
as worthy of promotion and pay increases as you are. 

You have, in the past three months, foregone social arrangements and plans in 
order to see the company through particularly busy patches. GP&C pic is a large, 
and growing, international company with representatives, or brokers, so-called, in 
most continents of the world. The two principal offices, however, are in London 
(where you are at present based) and Paris. 

Mail and contact with the Paris office is ongoing, like a never-ending stream! 
However, after another three months, you have been promised a four-week 
secondment to the Paris office to see how they carry out their procedures at that 
end of the business. This, you are really looking forward to, but in the meantime 
there is a lot of work to do. 

Recently, a great deal of your time has been taken up in the secretarial function 
of servicing meetings. This has been particularly interesting as it has given you a 
much more accurate picture of what GP&C pic is all about. You now know the full 
organisational hierarchy inside out and you have been able to meet many of the 
Paris personnel through this function. 

Today, Jeremy has gone to Paris on recruitment business, and you have been 
left a list of duties in his inimitable hand! Please read carefully the attached list of 
instructions about the Meetings Schedule for the following week and organise all 
the various events to the best of your ability. Good luck and enjoy your tasks! (PS. 
Enjoy your Paris trip in the not-too-distant future!) 
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D Assignment Fifteen: 

Burnalls Fashions pic 
Unit 8: Servicing meetings 
Element 8.2: Administer and take notes of meetings 

Target Time: 2-l hours 

Main Skills 

1 Checking all previously planned and 
booked arrangements before the 
meeting 

2 Taking remedial action to meet 
changes or unforeseen requirements 
as necessary 

3 Providing, at the meeting, additional 
or spare papers as directed by the 
principal 

4 Accurately recording the identity and 
designation of attenders and non­
attenders at meetings 

5 Taking notes which will enable a 
sufficient and accurate record of the 
meeting 

6 Transcribing a formal record which 
reflects the outcomes of the meeting 

7 Checking the formal record for 
accuracy and having same approved 
by the principal, or other chair of the 
meeting 

8 Despatching copies of the formal 
record of the meeting to participants 
within the prescribed/required 
timescales 

9 Delegating tasks to others in an 
accurate manner and monitoring 
their progress 

10 Following and implementing safe 
working practices at all times 

11 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Communication skills - oral and 
written 

2 Problem-solving, particularly in the 
event of contingency arrangements 

3 Identifying key points for the official 
minutes record 

4 Operating, correctly, audio-visual 
aids 

5 Prioritising the work schedule to 
meet deadlines and working within 
realistic time constraints 

Resources 

Typewriter or Word Processor or 
Computer Terminal 

Dictionary or on-line spelling verification 
Stationery - pens, paper, etc for self and 

also for those attending meetings 
Blotters 
Glasses and water jugs 
Ashtrays and NO SMOKING signs as 

appropriate 
Minutes Record Book 
Photocopier 
Interruption Task - after 30 minutes -

attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Burnalls Fashions pic - Scenario 

You have recently been promoted from your position as a clerk in the Accounts 
Office of Burnalls Fashions pic in Kingston-upon-Thames to the position of Personal 
Secretary to James Stinson - one of the senior partners in this prestigious fashion 
company which specialises in clothing/high fashion for the Yuppie generation of 
baby boomers- that segment of the market with loads of disposable income. 

Business has been very good at Burnalls despite a downturn in consumer 
spending generally; others on the high street have been complaining about the poor 
sales figures for this time of the year but Burnalls are still 'in there' and aiming to 
increase their already growing and enormous share of the market. 

Looks ~ ~ like.. ~ you'd wea.P 
f"o a tfeYHaf"t"oV! ~ a ~ ( 

Recently there has been a period at Burnalls where nothing much seems to 
have happened in the administration section except for the organisation and 
cancellation and postponement of a series of very high-powered meetings. It 
appears, if the office grapevine is to be believed, that Burnalls is planning to buy 
over another major department store in the town and to extend their range of 
clothes to include the even more up-market German and Japanese designer 
garments which are so much in vogue with the market segment currently being 
targeted. 

It is your job to be present at all meetings as requested by James Stinson in 
order to see that everything runs smoothly and also to take the minutes of the 
meetings before having them approved by JS. Eventually, you send these records/ 
reports, etc out to those who attended and also to those who did not. 

Read carefully the attached note from James and carry out all tasks required to 
the very best of your ability. Good luck and enjoy your tasks! 
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BURNALLS FASHIONS pic 

RECORD OF MEETINGS - ACTION LIST 

DATE OF TITLE/NAME VENUE AT WHICH PRINCIPAL IN ACTION 
MEETING OF HELD ATTENDANCE REQUIRED 

COMMITTEE/ 
MEETING 



183 

D Assignment Sixteen: 
Beit Engineering pic 
Unit 9: Office Resource Administration 
Element 9.1: Maintain office supplies 

Target Time: 2 hours 

Main Skills 

1 Maintaining office supplies at 
operational levels 

2 Identifying variations in stock usage 
and, as a result, adjusting ordering 
procedures accordingly 

3 Dealing promptly with reported or 
witnessed equipment faults and/or 
any storage problems 

4 Safely handling and storing stock 
5 Keeping stock and issue records up­

to-date, legible and accurate at all 
times 

6 Delegating tasks to others with 
accurately-defined instructions and 
monitoring progress of same 

7 Following and implementing security 
and confidentiality procedures at all 
times 

8 Following and implementing safe 
working practices at all times 

Associated Skills 

1 Prioritising tasks, as appropriate 
2 Operating manual or computerised 

stock control systems 

3 Reconciling inventories as appropriate 
4 Following implicit and explicit written 

and/or spoken instructions 
5 Composing letters and memos from 

minimum guidelines, ie, written 
instructions from the principal 

Resources 

Word Processor or Computer Terminal 
Typewriter 
Stationery - headed paper, memo paper, 

envelopes, etc 
Stock Control Package - computerised 

system 
Variety of office consumables - pens, 

paper - plain; and headed - A4/A5, 
highlighters, correction fluid packs, 
computer listing paper, brown 
wrapping paper, string, etc, spirit 
duplicator fluid, Gestetner duplicator 
ink 

Stock Control Cards 
Stocktaking Inventory Control Sheet 
Photocopier 
Telephone training equipment 
Interruption task - to be handed out 

after 25 minutes 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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Beit Engineering pic- Scenario 

You were, until one month ago, employed as a junior stock control clerk in the 
general offices of Beit Engineering plc. You have, however, to your credit, been 
promoted to the position of senior stock control clerk with more autonomy and also 
much more responsibility. Privilege always brings responsibility and you have, on 
this occasion, been rewarded for enabling the company to track down where stock 
was disappearing to during a recent review of the company's stock control systems. 

Hermione Bennett - your boss - has also been promoted and so has Albert 
Graham. These are your two principal leaders in Beit Engineering plc and it is to 
them that you answer, when required. 

Hermione has a great fear of computerisation as she has worked all her life 
without the aid of computers and now sees no good reason why she should 
change. Mr Bennett - her husband - has decreed that, as long as Hermione still 
works for the company, she can continue with the manual system despite an outcry 
from Albert Graham who frequently, on the other hand, complains about 
irreconcilable differences and discrepancies between the two systems. He disagrees 
with Mr Bennett about allowing the two systems to run concurrently. You are, 
however, caught in the middle of this dilemma and frequently (as well as carrying 
out your official duties) have to keep these two from each other's throats. 

You arrive at your desk to find that Hermione has left you a note. You have 
been off on a morning's leave during which time Hermione and Albert have had a 
violent disagreement. Try your best to sort out the problems she has left for you -
without giving offence to either her, her husband or to Albert. Good luck with your 
tasks. Enjoy your work! 



186 

~ o,. !Af.lot. locltj ~ be. o H c1h ~~..... 
H-1 s "' o ITt .. ':, 0 A ~ ~ .J 1u l lh """) -J.. 
1 h&\vt. ~ l-et. mo s ~ AAI ~ l l-JW cJ, ~ ("(._ 

~ ~ ~ ~~ . 

I) ~ "'e; ~ b ~ ~ .2oo t-«A.tr\j 

of ~ ~ ~ ""h"J ~ ~ ~
~~ "<tW ~ \ s ~~ ~ ~ A \k.-t 
~ ~ ~ ~ ntttr ~~ ~

I ~ k.c, H ... J ; ~ St. ~ ~ ~ ~ ~ I ki\IW' ~
~ ~~~~ 4 !O"t?. 

J lVt'( t- b w.-. s b ck c ,Jn \1..\ J o.J. a. c c ~ f,r-
3 ~ J ~ M-el. \1 Y't n ~ ~ t- ~ ~1 ~
~ Jleo ~ s of ~ ~
~ Kh ~ ~ ~ ~ ~~

\o 2?o\D"S'df o I a..r 1- ~ j ~ ~ h 
~ ~ · 

~~~ 1 ~ Work>j ~ b ~~~
So ~ ~ h, ~~ ~ ~ ~ ~

~ ~ "' f' o ell.) cUrrd . I've. f'"t le.-dtA) 
- t> 



187 

h 0 w tv e .. I a,J Alb .... ~ ~ r..) vr s t.-4- n.e.. f. 0 .... "c.-e. 
H-,J 11\'t L,! ~ j • ~ 1t. " k- cl"""" .•. 

~ ~ ~ ~ b; 1- ~ ~ ~ ~ ~

tlJ IY\.,.. '· ~ j'(..l- "-" ~~ l .J. ~ \-

~ . 

~ ) C4u IJ. J o <1 11ftA,,,h. H:t._ ~ ...l 
~ of K.t_ tl Q}Aii Is \ lv t... A. ~ L 

rr :J w ~ Itt. ~~ e.._ hf1 tcv.M. ~ • .'lL 
1\'tt.J.. k. m ....k COfieo ...{. ~ ~ I' r.t. ~
.9o+ K ~ l-t.r ~ ~ ~ l- ~ o.clJ). 

/k41\1 ui'") }k ~ ~ ~
~ ~ C'\M'" ~ s; ~·~ · 

1\tl\ ~ ~ ~~ - no}- ~ ~ h 
A\ ~ rtfi<:v ""a Vf a."'k., lV., pr-tc_,; ou.s 

~ ~ ~ ~~ ~ ~ ~
tl. l. ~ 6"f. S kk 111 0¥tll'\t!t\ ~ ~~ (leoet\ ~ So J{.; 

~ ~~ )'" b 'a . 
()),, ~ ua;, ~ ~ ~ ~
~ ~ ~ ~ ~ h, ~~ (7)\,V 



188 

i ekr l ,..._ o.t\cl ~ i 11\...1\.. n ~~ h. " o i-1 s ~·
'h ~ ~~ ~~ nn1 tl)so d'MJr cr1{u­

~ ~~ ~~ ~ · 

I ~ .. tt..r t ... , nn, in o1L ~ ~ £ o 

a- s ~ \ ~ ~ ttlf ~· ~ Jo, e\t ~ ~
~ i ~ ~ M ck..v-w l'? A l1 ..... t .1 ( £t ~ 1 

I ~ 0\)la •• A) eN hoW i t\li- ~ ~ k;,J. 't 
~ ~ C\ ~ ~ - ;:- · ~ cl.1 c.cl 

~~ ~u""') . ~~ t.:'"Mt. 

frl ~ l.t J hm O'I'\1W 1-v\ \.l. ~ If'.. ~ ~ 1. 

~ lh ,.g ~
~ ~ ~ (M U$ud). 

~



STOCK CONTROL CARD 

Description ____________ _ Bin No ~

Stock No _____________ _ Block No ________ _ 

Maximum Stock ___________ _ Location ________ _ 

Minimum Stock ___________ _ 

Re-order Level ___________ _ 

STOCK RECEIVED STOCK ISSUED ON ORDER 

Date Goods Qty Date Reqn Qty BALANCE Date Order Qty 
Reed No No 
No 

189 



STOCKTAKING INVENTORY CONTROL SHEET 

Stationery Stock as at ______________________ _ 

Stock No Description Maximum Stock Minimum Stock Re-order Level 

I 

-

190 Signed _______ _ 



191 

1) P ~ ... SI-n!. e,... bl1 e...J. ~ ~
~ t-e... ~ t-. ~ / ~ ~

~ ~ ~ "' k.- ~ d ~ )s o.JJ. 
~ lo ~ K.J ~ Scc.s "-k. ~

) 

a) ~ .. ~ .. ~

~ ~ bit; ~~
c) "cc (1)-c:; ~ . 

II\ ~ ~ IJ"t... tl\ a:> k t 41t. ~ ( ~
~~ ~~~ \u:., ~ J. COtwfvk.r. 

~ ~~ ~ sk.,J ~ (.2.oo -Ho ~
~ ~ k... sbk. o{ ~ ~ ~

~~ t.e. rl . 

4) ~ j." f ~ j. ~ 4 J ~
b) d.. ~ o\) ~ l-te ~~ ovv-- (fy­

<M ~ ~ C.tr b.. i ~ ? 

r) ~ Jkw_ ~ ~ ~ ·~

d) tdSo, L we. ~ ~ J.l t't.. 
~ ~~ ~ ~~ ~ ~

~ bt. ),., ~ ? 

~ M ~ ~ vr ~ ~~ ~ ~
" en ff Its cfl-kr 1 ~ .., ~ , "1 o ~ ~ rf.SO ltt't. 

bdJ5t h! 



~

192 

3) 11 trt. h ~ ~ t.l1 C ~ ;,.. b Jm.-, 0 ..n-

~ 0 fticer - IJ); ~ O. rd6f- tf.. ... ~
1<-J(. eM· t.. 1\ o ~ t.._ ki "j c "j n i 3 "'"'e. o ~
w )_ t>-e ~ 1!. 0 ll 0 o./)"" 5 h, c.k. 0 ~ sri ri t 
d ufli c. A-b- ~ · 

J) u"' ~ ( rn ~ r o ~~~ Ki s 0\) t- h 'trtQ ~
ltJ o..s h ~~ ~ uh ~ cu-e. t{ Pwt- KM i .s ~ ~~
d ~ j trou.s ~ · A ff ~ ~~ ~ C.o\ll.l 
co. ~ u.s \.o J Ls ~ ih "'" c.R.AUJ J 4-
s"' fke. - "''-C orclt "j h, ~~ l.r . 
~ ~ Crtcl ~ Utls ~ 1)\ ~

t-k CVf b o ~ we. tt-t,. tfu:, ~ cl S f.ou Ll. ~
~ ·

~ ~ 0 ~ Ot" w orJ. f l'bCfSS) "'- w D.rl'\il\5 ndhct 
~ ~ ~· J u ,J., bo ~~ ~ ~ ~ 0 

S G)o KING·. Df\NC.EIZ..ous ~ f'Jr\lCALS "(\rce_ 0\ H..... 
~ JdDt · ~ ~ ~ Sho\ll.J.. ~ ~

lte.. ~~ ~ l .. h,.. kl\ It tr\,; ~ h> et'\.s!,k 

\t J- ~ cue. ~•• :i "j fu ,, Wi it. ~ ...A. te -

~~~

~ ~ ~~ ~ u•. We. ~ ~ "'-­
poh.,t..J.. P\i ~ f-m- l.ih_, ..... L,,) 

~ ~ u,Nf.Th. L,,T,NG- A"o • ~~

~ ~



193 



194 

~ ~ i .s ~ l i J ~ o f S h ch.. 4 ss " eJ vy ~
~

~ me"A sec s ~ O:rff'q'riwh..: 

~~
6 ~ crj ~ Atr ~
~ ~~ ~
l ~ ;f b ltu.l ~ f"'CS 

t ~ ~ J JlQW !vy\.i ~ ~
~ ~ ~
~ ~ oi ~ ~ 81lliJ 
I hJl o{ ~
I h,l,( t} ~ ~~~~ ~ ~

'"""11 k.- I is h .... S ~~ (hi btc l "'!b. 
· ~

11 ~ ·f ~ ~ urUt, ~

8 ~ ~~~ ~~
5 C4Ywf ~ ~~ ri bb ~



195 

~ ~

bo ,w o t b I t.\C. h. ~· peAS 

11 b Ol'ts • ~ ~elL."' cl"Y'li C'l. ~ r ~. 

~~-
I 3 ~ i ~~ l'j k ~

b f '- ,h.s ~ ~ w holfi"'j f"'f'"· 
$ bJl.s ai- ~ ~ 'n-w..j/ c6hl · 

I L. »1, ti- ~ ckyl;o...b- ~~~ ~
( ! tv1 ~ ~ ~ ~ dto.s t.. .cf.o bSt. ~ ;ius A 
h .s; '()" ~ ~~ f'Ch-f lr'l)l b; ~ ~ c.h 

~ ~ k.t.. ~~ ~ ~ ~ j . 
~~ 3 ccyti, p. r1\j ~~~ ~ ~

2. h be.s r{ ~ . J"f ~ ~ ;,l . 

~

b f "'ck 4 c ~ 1).. tJ \r}' cl . 
J bo ~ ~ S pvr-U- ~ ,J.r,.. &-fvaJ. 

\3 ~ o{ ~ ~ ~~
~ ~ ~ ~ ~ ~~



196 

Wt"t ~ ~ ~ ~~
~ ~~ ILJ. ~ ~
shc.l. ~ ~ t-t.')Visd·-iq)...-e.J.. ~
~ ~ 'iV erla ''s,'\ u\n--tl S ~• wi rt ~

~ rc. ~ cr{ ~ s ~

~·

II ~ d{ A4- ~~
1- ~ crJ Alt f ~ ~ . 

~~ ~ vr U'»cJil ~~ ~
t.) ~ sec s ~ ~
b) ~ ~~ ~ ~ C..hi1 ~
() ~ ~ ( ~~ ~ o.a n ~ - ao ~

S\-.c.k. ~ h<l ~ ~ ~~ ~~ ~ k 
~

n ~u :.i ~·~ ca..- ~ • J- -., .,.,.:v,,... ~ I J I h 
I o...#. ('. u, tJ J.; ffu- (bo '2. cro tU-.o I\! ! '· ! . . . . J 

4 ~~~ ~ ~ ~·
e) e.NM ~~ ~~ ~ ~~ ~ vr-fn ... 

~



STOCK 
NO 

001 

002 

003 

004 

005 

006 

007 

008 

009 

010 

011 

012 

LIST OF OFFICE CONSUMABLES HELD ON: 

(a) manual stock control system; and 
(b) computerised stock control system 

DESCRIPTION STOCK ON RE-ORDER 
HAND LEVEL 

A4 plain white paper - 92 reams 70 
bond 

A4 headed white paper - 160 reams 80 
bond 

Correction fluid packs 29 packs 25 

Black biro pens 61 packs of 12 50 

Yellow duplicating paper 300 reams 100 

Computer listing paper - 62 boxes 50 
cut sheets 

Highlighters 47 25 

Computer printer ribbons 71 60 

Brown wrapping paper 26 packs 50 

String - nylon 37 balls 60 

Spirit duplicator fluid 5 bottles 10 

Gestetner duplicator ink 9 tubes 15 

MAXIMUM 
STOCK 

250 

300 

75 

100 

300 

150 

50 

75 

75 

80 

20 

40 

197 

MINIMUM 
STOCK 

50 

50 

15 

30 

100 

25 

15 

30 

20 

30 

5 

5 
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D Assignment Seventeen: 

Party Planning 
Unit 9: Office Resource Administration 
Element 9.2: Maintain a petty cash system 

Target Time: 1! hours 

Main Skills 

1 Identifying expenditure heads and 
obtaining approval 

2 Obtaining approved funds in 
accordance with organisational 
procedures 

3 Ensuring that receipts and other 
financial records meet auditing 
requirements 

4 Identifying any need for adjustment to 
the imprest and seeking authority to 
execute this action 

5 Following and implementing secure 
and confidential cash handling 
procedures 

6 Issuing cash in accordance with 
organisational procedures 

7 Identifying all errors or discrepancies 
and dealing with same promptly 

8 Following and implementing safe 
working practices at all times 

Associated Skills 

1 Making accurate financial calculations 
2 Using budgeting and budget control 

skills and abilities 
3 Using oral and written communication 

effectively 
4 Prioritising tasks as appropriate 

Resources 

Typewriter or Word Processor 
Petty Cash Forms 
Petty Cash Book 
Coins (float) 
Ledger/Journal/Cash Book ruled paper 
List of instructions - attached 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991
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412 Brompton Road 
London 

SW1X 5HF 
Tel: 081 456 2019 
Fax: 081 984 5310 

Telex: 578134 PARPLN G 
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Party Planning- Scenario 

You are employed at the offices of Party Planning, the worldwide Party Planners 
who are expanding and growing beyond all recognition. Despite the current 
growth, however, the owner of the company - Petra Kennington - is reluctant to 
employ more staff. 

In times past you have typed up and prepared job descriptions for various 
other jobs for which Petra keeps on insisting she is going to place advertisements 
the next day; this, however, does not happen, with the result that you are still 
doing lots of jobs for the one basic salary and it is 'basic'. However, you enjoy your 
work and would be reluctant to leave, particularly since you get to meet so many 
interesting and varied types of people and you also have a fairly good expense 
account. Despite the fact that your job title has not really changed since you joined 
the company, you have certainly been given more responsibility and it has been the 
advice of those to whose advice you listen, that you should work yourself into a 
very strong position with the company to the extent that you know absolutely 
everything that goes on there. In this way, you will become indispensable and Petra 
will, sooner or later, realise this fact. She will rely upon you totally - indeed she 
already appears to be doing so. 

Today you arrived in the office to find another midnight note on your desk, 
detailing a list of duties to which you should attend in the absence of Petra on 
another of her globetrotting missions. Carry out all her instructions and see if you 
can sort out the Petty Cash in particular. Someone, somewhere is not following the 
correct procedure and Petra is relying on you (again, I hear you say) to sort things 
out. 

Read the instructions carefully and good luck with your tasks. Enjoy your 
work! 
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Petty Cash Requests 

NB: a voucher (attached) should be completed for each claim and, where 
appropriate, a VAT invoice should be attached in order for the claim to be 
processed. 

[BALANCE AT 11th= £134.11] 

1 Brompton taxis- my fare to Paddington on the 11th- £6 (including gratuity). 
2 Brompton taxis - David's fare to Heathrow on the 11th - £27 (including 

gratuity). 
3 Flowers for receptiofi - £15 - Stephens Florist, Brompton Road. 
4 Milk - supermarket - £2.75. 
5 Postage (2 parcels)- £6.75. 
6 String and nylon cord- Ryman- £3.45. 
7 Index cards - £2.35. 
8 Room Perfume- Floris, Jermyn Street x 2 bottles (£5 each). 
9 Carrier bags- new style- sample £42.50 (should this be in PC system?). 

10 Window cleaners- £11.50 plus £1.50 tip. 
11 Candles for Christmas display at reception- £6.79. 
12 Tinsel for office Xmas tree - £13.45 - Harrods. 
13 Sandwiches for guests- £9.75- Pelle, Brompton Road. 
14 Two cassettes for office music system- £7.99 each- Right Price. 
15 Taxi fare- £5- Joseph, Sloane Street to collect dress. 
16 Balloons - red from Bernard's - £4.11. 
17 Newspaper bill. (reception) - £13.60. 
18 Sellotape- 3 rolls- £3.12. 
19 Mont Blanc Ink - £3.45. 
20 Aqua Libra (4 bottles x £1.69) = £?. 
21 Potpourri for Petra's office- £3.50 (M&S). 
22 Adhesive labels- 2 packs- £1.79. 
23 2 correction ribbons for Pip's golfball typewriter - £3.68. 
24 Taxi fare to Shaker, Brompton South - £13 (including £2 gratuity). 
25 Dry cleaning of office table cloths- £17.50. 
26 2 Black and white ring binders for Glorria presentation at Holy Trinity- £7.50 

each. 
27 Ian's bus/tube fare to Victoria £2.30. 
28 2 erasers - Harrod's stationery department - £1.25. 
29 Dry cleaning of office/reception curtains - Brompton Dry Cleaning - £10. 
30 Donation tb Cancer Research Campaign - £5. 

Please enter all these transactions in the Petty Cash Book and ensure that you 
restore the Imprest to £175. Also make a list of those items which ought not to be in 
Petty Cash, eg, dry cleaning should come out of our Office Cleaning/Maintenance 
Budget. 

Are there any requests for Petty Cash that you feel should be refused on the 
grounds that they should realistically come out of another budget? 
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Make sure that you indicate where VAT is included (or not) in each of the 
above 30 transactions and make sure also that all arithmetical work is accurate and 
legible. 

Mary, when she kept the PC records, entered the details in such a mess that it 
was virtually impossible to decipher her handwriting; it was a disgrace and I am 
glad that she no longer has this responsibility. 

Also, please prepare a Job Description (yes, another one) for a junior accounts 
clerk and include the PC function as part of the Job Specification. Have all this done 
for me as quickly as possible (including the memo!). 

PK (Ms) 
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Petty Cash Voucher D_a_te ________ _ 

No 

For what required Amount VAT £ Total £ 

Signature 

Passed by Folio Number 

A valid VAT invoice must be attached to this Voucher if appropriate. 

Petty Cash Voucher D_a_te ________ _ 

No 

For what required Amount VAT £ Total £ 

Signature 

Passed by Folio Number 

A valid VAT invoice must be attached to this Voucher if appropriate. 
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D Assignment Eighteen: 
S Patel Enterprises 
Unit 9: 
Element 9.3: 

Office Resource Administration 
Ensure the use of authorised banking 
procedures 

Target Time: 1! hours 

Main Skills 

1 Processing all-transactions accurately 
2 Reconciling bank statements correctly 
3 Identifying all errors and 

discrepancies and dealing with same 
promptly 

4 Keeping records up-to-date, legible 
and accurate 

5 Monitoring work progress and 
priorities to ensure that all deadlines 
are met 

6 Delegating tasks to others in an 
accurately-defined manner and 
monitoring progress 

7 Following and implementing safe 
working practices at all times 

8 Following and implementing security 
and confidentiality procedures at all 
times 

Associated Skills 

1 Processing accurately financial 
transactions and calculations 

2 Processing relevant documentation 
accurately and efficiently 

3 Reconciling bank statements to S Patel 
financial records 

4 Maintaining records effectively and 
efficiently 

5 Prioritising tasks as appropriate 
6 Working with others and maintaining 

good, effective working relationships 

Resources 

Cheques (for payments) 
Credit Card Vouchers (for payments) 
Cash (for payments) 
Ledger/Cash Book and Journal ruled 

stationery 
Bank Statements 
Petty Cash Vouchers 
Paying-in slips/Lodgement slips 
Cash analysis forms 
Foreign currency 
Travellers cheques 
Standing order forms 
Direct Debit forms 

D.C. McFetridge, Business Administration Level 3 Pack
© Donald C. McFetridge 1991



Tobacconist & Confectioner 
142 North Parade, Sheffield S2 3LP 

Tel: Sheffield 45637 ·Fax Sheffield 98350 
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S Patel Enterprises - Scenario 

Since you started to work for Simon Patel and his wife, Rabab, at their retail outlet 
in Sheffield you have developed a wide range of secretarial, clerical, business and 
interpersonal skills. 

Simon and Rabab are very ambitious to succeed in the retail business and they 
are constantly travelling all over the country looking and searching for new 
properties and opportunities to expand their ever-growing empire of small retail 
outlets- mainly CTNs, ie, Confectioners, Tobacconists and Newsagents. To date, 
they have been very successful and, from Sheffield, they manage (by remote control 
at times) no less than thirteen retail operations as far apart as Aberdeen to 
Aberystwyth with many outlets in between. 

As you have stayed and progressed with the Patel Enterprises company, you 
have become more involved in the Office Resource Administration procedures that 
accompany a company the size of the Patel organisation. You have also become 
more heavily involved in the banking and money/accounting side of the company 
and this is particularly satisfying for you as you were an absolute 'ace' at dealing 
with this side of business affairs when you were training at College for your Level 
II Business Administration Diploma. Simon now kindly affords you day-release to 
study part-time for your Level III Diploma and you are actually being accredited for 
some of the elements on-the-job on the Patel premises. 

For this reason, if for no other, you should read carefully the attached list of 
banking duties attached by Simon and Rabab and carry them out to the very best of 
your ability. 

Simon and Rabab also like to 'holiday' and you have, for this reason, to deal 
with foreign currency. None of this causes you any problem as you are absolutely 
painstaking and meticulous in your work. 

Read the instructions carefully and execute the tasks to the nth degree as 
prospects with the Patel group look good. Good luck! 
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