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The sample learner answers provided in this assessment guide are intended to give guidance on how a learner might approach generating evidence for each assessment criterion. Answers do not necessarily include all of the evidence required to meet each assessment criterion. Assessor comments intend to highlight how sample answers might be improved to help learners meet the requirements of the grading criterion but are provided as a guide only. Sample answers and assessor guidance have not been verified by Edexcel and any information provided in this guide should not replace your own internal verification process.


Any work submitted as evidence for assessment for this unit must be the learner’s own. Submitting as evidence, in whole or in part, any material taken from this guide will be regarded as plagiarism. Hodder Education accepts no responsibility for learners plagiarising work from this guide that does or does not meet the assessment criteria.


The sample assignment briefs are provided as a guide to how you might assess the evidence required for all or part of the internal assessment of this Unit. They have not been verified or endorsed by Edexcel and should be internally verified through your own Lead Internal Verifier as with any other assignment briefs, and/or checked through the BTEC assignment checking service.
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For attention of the learner


You are not allowed to copy any information from this book and use it as your own evidence. That would count as plagiarism, which is taken very seriously and may result in disqualification. If you are in any doubt at all please speak to your teacher.
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Command words


You will find the following command words in the assessment criteria for each unit. These descriptions may help you to understand what you have to submit for each Pass, Merit and Distinction grading criterion.






	Outline

	Write a clear description but not a detailed one.





	Explain

	Set out in detail the meaning of something, with reasons. More difficult than ‘describe’ or ‘list’, so it can help to give an example to show what you mean. Start by introducing the topic then give the ‘how’ or ‘why’.






	Compare 

	Identify the main factors that apply in two or more situations and explain the similarities and differences or advantages and disadvantages.






	Assess

	Give careful consideration to all the factors or events that apply and identify which are the most important or relevant.






	Describe

	Give a clear description that includes all the relevant features - think of it as ‘painting a picture with words’.






	Justify

	Give reasons or evidence to support your opinion or view and show how you arrived at these conclusions.









Introduction


Unit 7, Providing Business Support, is an internally assessed specialist optional unit with three learning aims. It focuses on the roles and functions which provide support for a business. The unit identifies the equipment used to provide support for the business and how it should be used both efficiently and safely. The final part of this unit is an introduction to the tasks and activities that need to be completed before, during and following a meeting.


This unit also provides an opportunity to plan and participate in a meeting.


This book includes:





•  Guidance on each learning aim – all the topics in the learning aims should be studied, and the book includes useful suggestions for each. Examples are included, but these could be replaced by local examples from your area.



•  Evidence generated by a learner for each assessment criterion, with feedback from an assessor. The assessor has highlighted where the evidence is sufficient to satisfy the grading criterion, and provided developmental feedback when additional work is required. This material provides support for assessment.



•  Examples of assignment briefs, with clear guidance on the evidence you will need to generate and submit for each grading criterion, and the format in which the evidence should be submitted.





Answers to the knowledge recap questions provided in the learning aim summaries can be found at the back of the guide.




Learning aim A


Understand the purpose of providing business support


Learning aim A provides the opportunity to get a better understanding of the activities and tasks which provide support for a business and to understand the purpose of business support.


Assessment criteria
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	Explain the purpose of different types of business support in two contrasting businesses.







Topic A.1 Types of support


There are a lot of activities which need to be implemented effectively for a business to operate efficiently.


Dealing with visitors


The employee whose role it is to welcome visitors is responsible for creating a good first impression. They must be friendly, polite and have excellent verbal and non-verbal communication skills. Dealing with visitors will involve:





•  welcoming and greeting the visitor



•  logging visitor details and if relevant providing name badges



•  providing the visitor with accurate information



•  dealing efficiently with problems



•  showing the visitor to facilities or a meeting room



•  arranging car parking or taxis.





Organising travel and accommodation


The employee responsible for organising travel and accommodation bookings needs to be organised and efficient. They will be responsible for:





•  understanding the itinerary, budget and any special requirements



•  booking appropriate travel and hotel arrangements to match the dates on the itinerary



•  communicating professionally, accurately and clearly



•  collating and checking travel documents, visas and hotel confirmations



•  keeping records



•  dealing with any problems



•  evaluating the accommodation for quality and facilities for any future visits.
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Managing diaries


A diary system should schedule business activities, meetings and appointments. To be effective, entries need to be up to date and secure. Electronic diaries allow you to share information, identify convenient times for meetings, know the whereabouts of staff and prioritise activities. They can provide reminder prompts when important tasks need to be completed and when external meetings are due.


Using telephone systems to make, receive and transfer calls


The telephone allows a business to communicate with both existing and potential customers. Good telephone skills are important for the success of the business and these will include:





•  presenting a positive image of the business



•  following the business procedure for answering the telephone



•  having the correct information available when making a call



•  answering promptly and politely – introducing self and the business



•  finding out what the caller wants



•  providing information or transferring the call to the relevant person



•  taking and recording accurate messages



•  logging all calls.
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Organising and supporting meetings


For a meeting to run smoothly, a lot of activities need to be planned and coordinated.


Before the meeting the purpose, time and date should be agreed, the agenda prepared and delegates contacted. A room should be booked and all resources and refreshments organised. Delegates should be provided with a copy of the agenda, directions to the meeting location and any other relevant documents. Attendance should be confirmed.


At the meeting all equipment should be checked. Delegates should be welcomed and their attendance recorded. Notes should be taken on the main discussion points and agreed actions.


After the meeting the room should be left clean and tidy and any spare documents removed. The minutes should be produced, checked and circulated.


Producing documents


All documents must be clear, accurate and provide sufficient information. They should be professional, follow house style and have accurate spelling and grammar. Documents should comply with legislation such as the Data Protection Act.


Processing and storing information, both manually and electronically


When processing information the business must make sure that the sources are accurate and up to date. All documents should be organised and stored securely in an appropriate format, and so that they can be found easily. A business should have clear procedures for who has access to what information and how and when information should be archived. All collection and storage of information must comply with the Data Protection Act.


A business could store information in a manual filing system (for example, an alphabetically, numerically or chronologically organised filing cabinet), or electronically on a computer (files should be password protected, archived and backed-up as appropriate). There should be clear procedures for the deletion or disposal of files.
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Topic A.1 Knowledge recap questions





1. Why would an administrator need access to the itinerary to book travel and accommodation for managers or colleagues?



2. What are the benefits of a business implementing a set procedure for answering the phone?



3. What are the benefits of having an electronic diary system rather than a paper-based one?
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Topic A.2 The purpose of providing business support


To be successful a business will rely heavily on the efficiency of several business support processes. Accurate records, effective communication and good organisation will help the business make decisions quickly and remain competitive.


Ensuring consistency


The service provided by a business must be consistently efficient and of a high standard or customers and suppliers will move their custom elsewhere. Any documents or company resources must portray a consistent positive image and one that customers and suppliers link to trust and quality.


Making effective use of time


Well-organised diaries and efficiently planned travel arrangements will allow staff to be well prepared to meet potential customers or suppliers. Well-organised filing systems will prevent time being lost searching for information. Effective use of time will enable a business to prioritise activities, meet deadlines and stay competitive.


Providing support for managers, teams, colleagues and departmental processes


Business support processes can:





•  manage diaries so that managers know when employees are at meetings; regularly update the diary so that all staff know about any changes to team or departmental meetings; and prioritise events and set reminders for colleagues in electronic diaries



•  produce professional and clear documents in the house style



•  meet and greet visitors in a welcoming and professional manner



•  make travel and accommodation bookings which match itinerary requirements; and check the price and quality of accommodation



•  make preparations and arrangements for meetings and produce relevant documentation



•  maintain a log of visitors and telephone calls



•  maintain an effective filing system



•  provide telephone support and record accurate messages when staff are not available.





Providing effective service to internal and external customers


The business support process can provide effective service to internal and external customers by:





•  having up-to-date information on products



•  having knowledge of individual customer needs and expectations



•  using clear and efficient communication channels



•  creating professional documents with all the relevant information and no jargon
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Figure 1.3 A manual filing
system





OEBPS/OEBPS/images/2-2.jpg
Figure I.1 Organising travel is an important
aspect of business support





OEBPS/OEBPS/images/3-1.jpg
o

Figure 1.2 Good telephone skills present a
positive image of the business
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