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Introduction



Welcome to How to Pass Higher Administration and IT. This book has been written specifically to prepare you for the Higher Administration and IT course. It will help you to prepare for the Coursework: IT Assignment and Question Paper. This book is intended for use in the classroom by students and teachers alike; however, it can also be used to supplement the work done by you in school or college when preparing/revising for ongoing and Course Assessments.


How to use this book


The book contains some features that will help you to make the most of your study of Administration and IT. They are:
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What you should know


These sections are there to emphasise the learning outcomes that you must know so that you can demonstrate enough knowledge and understanding to easily meet the standard required for all areas of the course as set by the SQA. You will be assessed on these areas in the course assessment.
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Hints & tips


This feature gives you extra information to help you achieve top marks and common mistakes to avoid.
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Remember


This feature provides examiners’ advice on what key terms to remember, and how. It also suggests what you need to do to gain the maximum marks available in your final course assessment.
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Activity


An activity will help you to apply your skills, knowledge and understanding of a topic.
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Exam-style questions practice


These questions will reflect the type of questions which appear in the external question paper.
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Note


Extra information and useful pointers.
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E-files


E-files are available to download, free of charge, to assist in the completion of the practice assignment and word processing/spreadsheet /database examples. The e-files can be accessed via the Updates and Extras section of the Hodder Gibson pages at www.hoddereducation.co.uk, but it should be noted that, in line with the aims and objectives of the course, specific solutions are not provided.
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The course


The Higher Administration and IT course is split into two areas:





•  Administrative theory and practice



•  IT applications.





This book has seven main chapters which cover the knowledge and understanding and the mandatory skills required for each component.


Course assessment


The course assessment for Higher Administration and IT is made up of two components: a written question paper and an IT-based assignment.


Component one: question paper


The question paper is set by SQA and will be done during the main examination diet. The exam is closed book – which means you won’t have access to notes or books. It is designed to give you the opportunity to show the examiner that you can apply your knowledge and understanding of administrative theory from all aspects of the course and draw valid conclusions on evidence provided.


The question paper has two sections to be completed within a time limit of 1 hour 30 minutes.


Section 1 (10 marks): this will consist of some information in the form of a ‘case study’ (known as stimulus material) and a set of mandatory questions (this means you have to answer ALL of them), each worth between 1 and 6 marks. The questions are based on the information provided in the case study and on the knowledge and understanding you have gained while studying the course.


Section 2 (40 marks): this section will also be made up of mandatory questions based on all sections of the course (each worth between 1 and 6 marks) – this ensures that the question paper gives a balanced coverage across the course.


Command words


Command words are used in each question in the Question Paper. The command word is the FIRST word of the question and is there to help you answer the question in the way it is expected.
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Hints & tips


A command word is not a polite request to do something – you must attempt to word your answer in the required manner.
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Below is a list of the common command words used in Higher Administration and IT questions with some hints on the best way to answer them.
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Exam questions


You need to practise using command words by answering as many past paper questions (old and new) as you can.


You should try to identify the differences between what appear to be similar questions – i.e. the same topic but using a different command word. This should help you understand the quantity and quality of writing needed to gain full marks.
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Remember


Take care using solutions to past paper questions – they tend to only give basic facts/statements relating to the question regardless of the command world.
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It is also important that you read the question carefully – I know you have heard this many times but it is easy to skim over a question when in an examination situation.
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Exam-style questions (example)


Explain the importance of effective file management on the intranet. (3 marks)


Suggested answer
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Comments from marker


The first sentence is a straightforward and valid point and would be awarded one mark. The second sentence is another valid point and the third sentence is a development point (re information being in one place). This response would gain the full three marks available.


Note the use of link words – ‘as’, ‘therefore’ and ‘also means’. More importantly, the question has not been repeated three times – never a good idea.
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Component two: assignment


This assignment is worth 70 marks (58 per cent of the overall mark) and will be completed by you in school or college under a high degree of supervision and control over a single 2-hour time period. Evidence of the completed task will be printed and submitted to the SQA by the due date for marking.
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Hints & tips


Original printouts of your IT tasks must show your name and centre clearly displayed on each printout but they must be typed, not handwritten.
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The assessment will assess your skills, knowledge and understanding as follows:





•  The use of complex IT functions in word processing, spreadsheets, databases, desktop publishing, e-diary and presentation software to produce, process, manage information and solve problems.



•  The use of electronic research to source and effectively communicate complex information.



•  To display a wide range of administrative and problem-solving skills related to the administrative function viz planning and organising.





The assignment requires you to apply skills and knowledge of IT applications to produce, manage and analyse information and to solve problems.


Marks will be awarded for demonstrating skills in the use of the different IT applications as follows.






	Task

	Mark allocation






	Spreadsheet / Database / Word Processing

	20 marks will be allocated to each of these areas, with a variance of (plus or minus) 4 marks in each area






	Communication
(e.g. presentation, email, e-diary, internet)

	10 marks will be allocated with a variance of (plus or minus) 2 marks






	TOTAL

	70 marks
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Remember


You can only be awarded marks for evidence submitted – make sure you print ALL evidence requested in the task – COUNT and CHECK!
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Finally


Revise, revise, revise your notes! There are many books with tips on how to revise effectively, but really it is down to you to go over ALL areas of the Administrative Theory and Practice and learn by whatever method suits you – mind maps, flash cards, etc. However, if you are aware of the meaning of the command words and what is expected of you, and you practise how to answer them properly, it will become second nature to you and all you have to do is fill in the blanks!


Practise, practise, practise your IT skills Become an expert! There are lots of exercises based on the functions of the software you use – if you know how to do them (quickly and efficiently) by repeating them over and over, again it will become second nature to you and all you have to do is input the data!


Make your examiner smile When he/she opens your script/printouts and recognises evidence of hard work and proper preparation when marking your exam paper, you know it makes sense!




[image: ]


Please see National 4 & 5 Administration and IT by Anne Bradley and Adam Stephenson, if looking to revise any of the topics covered in this book.
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Component 1 Administrative theory and practice



Chapter 1


Factors contributing to the effectiveness of the administrative practices within an organisation
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What you should know


There are six topics to this chapter. By the end of this chapter you should be able to:





1  Understand the role of Administrative and Senior Administrative Assistants.



2  Describe strategies for effective time and task management and their importance.



3  Describe the characteristics of effective teams.



4  Explain strategies to ensure compliance with workplace legislation.



5  Describe the appropriate steps to manage information and how to maintain security and confidentiality.



6  Explain the impact of modern IT on working practices.
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1 Administrative and Senior Administrative Assistants


An Administrative Assistant helps with the smooth running of an organisation’s office and handles basic clerical duties. Often an Administrative Assistant will progress to become a Senior Administrative Assistant, at which point assisting company managers is added to the role. Generally, the duties of these two professionals are virtually the same, but the Senior Administrative Assistant typically takes on more responsibility than the Administrative Assistant.


Both the Senior Administrative Assistant and Administrative Assistant are likely to work with office software (word processing, database, spreadsheet, presentation and email programs) and associated hardware. The training of new staff members may also be a duty of both these professionals. However, there are certain responsibilities that distinguish one from the other.






	
Administrative Assistant


	Senior Administrative Assistant






	




•  Carries out routine tasks delegated by the Senior Administrative Assistant







	




•  Does the type of work more concentrated on attending to the needs of managers












	




•  Enters/updates business data into a database or spreadsheet



•  Maintains documents and files







	




•  May also be given the authority to supervise other staff in the office, overseeing their tasks












	




•  Assists with scheduling meetings



•  Sends emails to colleagues



•  Prepares documentation for meetings







	




•  Often prepares reports and presentations for managers to use or delegates these tasks to an Administrative Assistant












	




•  Greets and directs visitors



•  Deals with answering incoming calls







	




•  Is responsible for managing the daily schedule and setting up personal appointments for one or more high-level managers in a company













Senior Administrative Assistants are called upon to do duties that require greater sensitivity and therefore generally have more experience than an Administrative Assistant. Both the Administrative and the Senior Administrative Assistant offer advanced administrative support for managers and heads of department. What separates their jobs from other positions that involve more routine and clerical tasks is the level of confidentiality and responsibility that is required.




[image: ]


Exam-style questions practice





1  Compare the duties of the Administrative Assistant with those of the Senior Administrative Assistant. (3 marks)
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2 Time and task management


The definition of time management is given as ‘the ability to use one’s time effectively or productively, especially at work’ and task management can be defined as ‘finishing an assigned piece of work in a certain amount of time’.


Generally speaking, this means developing procedures and tools that increase efficiency and productivity in the workplace. This sounds simple, but it can become a problem that has to be addressed in many modern workplaces.
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Why?


When trying to manage time we realise we only have a certain amount of time available yet the number of tasks seems to be ever-increasing. In other words, no matter how organised we appear to be there are still only 24 hours in a day! Therefore, time and task management skills are essential for any administrator who can find themselves performing a great variety of tasks during the working day.
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Remember


A skill is something that you can learn and become better at with practice.
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These skills can be broken down into stages as follows:





•  planning



•  delegating



•  organising



•  directing/controlling.





Collectively these are known as organising strategies. It can seem to be daunting to be good at all of these, but to be effective it is best to break them down into steps.


Planning


Whether it is a special event (e.g. a promotional launch event, special presentation) or regular events (monthly management meetings, business trips, file management) it is important to plan ahead.


Creating a to-do list, action plan or a priorities list are the most obvious methods as this will help to identify individual tasks that need to be done and, perhaps even more importantly, the order they need to be done in to effectively overtake the demands of the completed task.
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What is a to-do list?


This is a list of all the tasks that need to be carried out over a period of time. They list everything that you have to do, in the order that they need to be done. Organising your tasks with a list can make everything much more manageable and will help you feel organised and stay focused.


As you cross items off your to-do list, you will feel a sense of progress and accomplishment that can be missed when rushing from one activity to the next. The knowledge that you are making progress will help motivate you to keep moving forward rather than feeling overwhelmed.
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What is an action plan?


An action plan is a document that lists what steps must be taken in order to achieve a specific target or goal. The purpose of an action plan is to clearly identify what resources are required and the timescale needed to complete specific tasks.


A well-developed action plan identifies the tasks to be done and who is responsible for completing them. It allows a complex task to be broken down into smaller, more manageable SMART targets.


S – Specific – exactly what has to be done – well defined.


M – Measurable – how much has to be done – know when it has been achieved.


A – Attainable/Agreed – should be acceptable to all.


R – Realistic – be within your capability and have the resources available.


T – Time-based – has a start and end date – enough to complete the task.
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To make these lists or plans more effective it is important that they are prioritised – some tasks are important and some are urgent – some are both!
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What is a priorities list?


All daily work needs clear priorities – time is always limited and so one of the biggest challenges for an Administrative Assistant is to prioritise work accurately on a daily basis.


The following steps can be used to prioritise workload:





1  Collect a list of all your tasks. Review your to-do list. At this stage, the order or number of items is not important.



2  Identify what is urgent and what is important. See if you have any tasks that need immediate attention, i.e. work that if not completed by the end of the day or in the next few hours will have serious negative consequences (for example, a missed client deadline, a missed publication or release deadline).



3  Assess value. Look at your important work and identify what carries the highest value to the organisation. In general, it is important to recognise exactly which types of tasks have priority over others, for example, focusing on client projects before internal work.





Another way to assess value is to look at how many people are affected by your work. In general, the more people involved, the higher the priority.





4  Order tasks by estimated effort. If you have tasks that seem to have the same priority, think about starting on whichever one you think will take the most effort to complete. But, if you feel you can’t focus on more difficult work, then it can be motivating to check a small task off the list first.



5  Be flexible and adaptable. Uncertainty and change are always a possibility. Know that priorities can change, often when least expected. It is important, however, to stay focused on the tasks you are committed to completing.



6  Be realistic and know when to cut tasks from the list. You probably can’t get to everything on the list.





After you prioritise your tasks and look at your time estimates, cut some tasks from the list, and focus on the priorities that you know you must and can complete during the day.
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Example
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Monica is sitting at her desk using the time she allocated in her diary for file management – making sure all the files and folders that have been sitting on her computer desktop are put into appropriate locations on the organisation’s server. After just 5 minutes the phone rings and, of course, she answers it. It is an automated voice telling her that she could be eligible for compensation for having been mis-sold insurance. She is a bit annoyed and decides to continue with her work and to ignore her ringing phone.


Some emails pop-up while she is working and she opens her email program – to discover it is a funny email. She is amused and reads the email. She decides to check her social media page while online, returning to her file management task after some time has elapsed. She is now behind in her work and has to miss her scheduled morning break to catch up.


To get on top of her workload Monica tries to write some emails while she chats on the phone to her customers. Her customers are frustrated by her lack of attention and her emails are full of typos and errors!
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What was urgent and what was important?





[image: ]  Answering the phone is urgent: if you ignore it the caller may ring off and you will not know why they called. However, it may not be important.



[image: ]  Doing regular file management tasks is important. It is not initially urgent but, if left too long, it may become more pressing because you will be unable to locate files or other related problems.








[image: ]  Reading funny emails or checking social media is neither urgent nor important – it is a distraction which needs to be minimised – more on that later.








[image: ]  Scheduled breaks provide valuable downtime – enabling more effective work to be achieved.



[image: ]  Urgent tasks demand immediate attention – but whether they are done may or may not matter. Important tasks matter – not doing them will have consequences. If the task is important but time is short, then delegating the task should be considered.
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Hints & tips


In order to achieve good time and task management it is important to understand the difference between Urgent and Important!
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and finally,





[image: ]  Although Monica thinks she is making good use of her time, in truth she is probably taking more time to finish her workload while multi-tasking compared with completing the same tasks in an orderly way. It is better to focus on one task at a time – producing higher quality work.






Delegating


Once tasks have been broken down into steps by the action plan or to-do list, it will be easier for the Senior Administrative Assistant to consider whether any can be delegated to an Administrative Assistant. It is important to remember that it can sometimes take longer to delegate a task (because it is complicated to explain) than to do it! However, if the task is easy to explain – but time-consuming to do – it is a perfect task for delegation.


Once a task/event has been broken down into logical steps/parts, effective delegation can happen by considering the following:





•  Does the whole task need to be done straight away?



•  Do all of the parts of the task need to be done immediately?



•  Can they be done by someone else easily and effectively?





Although delegation is a good idea to ensure that deadlines are met, it is important to be aware of the level of control needed over a task. It is important to find the correct balance between micromanaging on the one hand and trusting others to do a task with the minimum direction.


Delegation is a skill – failure to develop this skill can result in making the mistake of taking on too much work. This can lead to poor quality work, stress and low morale. See Benefits and Consequences table (page 9).
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Note


A micromanager is a manager who insists on controlling or doing all of the work themselves!
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Organising


Being organised doesn’t happen by accident or chance. It is a good idea to schedule time in your diary – first thing in the morning or last thing at the end of the working day – to think about what needs to be done that day or the next. Taking time on a regular basis to think about what has to be done and when – especially those tasks with time-limits or deadlines – will mean less stress in the workplace.


Keeping tidy helps with being organised in the workplace. It is easier to stay on top of things if your workstation is tidy. If everything is on your desk or computer desktop, then it is impossible to prioritise what needs action, what doesn’t and what has been actioned. Having a place for everything and everything in its place means that you will be able to see at a glance what needs doing.
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Directing and controlling


A properly thought out action plan helps break large-scale events or tasks down into manageable steps, making it easy to see everything that needs to get done, when it needs to be done, and so can be completed in small pieces at a time – and by more than one person through delegation.


There are various methods which could be used to monitor and evaluate the progress of delegated work.






	
Method


	Example






	Review meetings

	A manager can carry out periodic checks on progress by meeting with the member(s) of staff on a regular basis to ensure progress is being made as scheduled and can offer support and advice when required.






	Mentoring

	A more senior member of staff can be assigned to a junior member of staff to oversee the task as it is completed. This would ensure that any problems could be addressed immediately and would allow the junior employee to complete the task with less stress.






	Buddy system

	Similar to mentoring, except that the member of staff would be at the same level. The Buddy would have more experience and be familiar with all the details of the job and be available for help and advice.






	Appraisal

	This is where meetings take place to review performance and helps to identify any training and development required by staff. This can also help assess the member of staff’s career development.






	Personal Development Plan

	This is where an employee sets their own targets for future skills development. These targets would match with those of the organisation/department. Having a personal development plan helps you make sure your knowledge, skills and abilities are constantly upgraded.







Controlling and monitoring work and workflow can be achieved by setting targets for individual members of staff and the organisation as a whole. Once a target or goal is set, it can be easily measured against work achieved. This can be done using strategies such as updating and reviewing action plans and to-do lists regularly.


Gantt charts can also be used to check progress – especially if it is a large-scale event or project that is being organised.


What is a Gantt chart?


A Gantt chart shows tasks or events displayed against a time limit. It consists of a list of the tasks to be done (usually displayed down the left-hand side) and along the top is a suitable timescale – e.g. days, weeks and months. Each activity is represented by a bar; the position and length of the bar reflects the start date, length of time planned and an end date of the activity.


This allows you to see at a glance:





•  What the various tasks are.



•  When each task begins and ends.



•  How long each task is scheduled to last.



•  Where tasks overlap with other tasks, and by how much.



•  The start and end date of the whole project.





To summarise, a Gantt chart shows you what has to be done (the tasks) and when (time-scale). Gantt charts can be easily created and updated using a special software package such as MindView - Gantt Chart Software ®.
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Exam-style questions practice





2  Outline four methods which a Senior Administrative Assistant could use to monitor an employee’s work. (4 marks)



3  Describe three time management strategies a Senior Administrative Assistant could use to be more effective in the workplace. (6 marks)



4  Justify the need for a Senior Administrative Assistant to monitor and evaluate a Junior Administrative Assistant’s work. (3 marks)
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Dealing with changes in priorities


This a problem that everyone faces at some point or another, and while it is difficult to skilfully juggle changing priorities and competing responsibilities, it is not impossible. In order for a time management process to work it is important to know what aspects of our personal management need to be improved. Unexpected problems can disrupt even the most carefully organised schedule. Problems will always develop, so plan for them. Set aside some time each day to deal with unexpected issues – if nothing develops, you’ll have the benefit of extra time to complete other work or enjoy a short break.


Below you will find some of the most frequent distractions responsible for reducing effectiveness in the workplace. These are commonly known as time stealers. Fortunately there are strategies you can use to manage your time in a better way, be more in control and reduce stress.


Procrastination


If you have identified a task as both important and urgent, and you still keep putting it off, that is procrastination. Sometimes it is because you are unsure of how to do a task or it is an unpleasant task. Once you’ve decided that you really do need to do something, there are plenty of things that you can do to help you avoid procrastinating. Minimising distractions is the best way forward.






	Important task

	Suggested strategies to manage distractions






	Phone

	When making or receiving a call: be polite, listen and clarify but try to avoid excessive small talk, keeping calls as brief as possible.

Use voicemail wisely and set aside times to return missed calls.


Have a personal mobile phone – friends and family can then still reach you in an emergency.









	Email
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Only check your emails at set times of the day.


If possible, close your email when it is not being used. New emails flashing up on your computer screen can be a huge distraction.


Set up folders and use the Manage Rules function in your email software to automatically filter and file email messages.


Delete all irrelevant emails or emails that don’t specifically involve you.


People in organisations often use the ‘Reply to All’ function in their email. Although such emails may be relevant to certain people or departments if you are not one of them then delete.
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	Mail

	Open your mail near a waste-paper basket and bin what you can immediately.

Deal with mail immediately if possible, read, process and reply or action.


Aim to handle each piece of mail only once.









	
Computers


	Close programs and documents when you have finished using them – file your documents in a logical way.

Close web pages after you have finished reading them. This is especially important for news or social networking sites where information is updated constantly.









	Unexpected visitors/meetings

	

Try to avoid being interrupted – be firm with colleagues who just want to chat.


Let people know when you are available to meet and refer to these as appointments. The word ‘appointment’ is more formal and people are more likely to come for a specific reason. If visitors arrive at an inconvenient time then politely explain that you cannot see them and reschedule.
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