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Sample assessment answers:
Applied Business Communications and Personal Skills (ABPS)


Task 1

(a) Formal feedback should be provided to you by the Customer Accounts Manager, at your 

annual performance appraisal.
(b) You showed initiative by  offering to help
(c) The feedback from the Customer Accounts Manager suggests that organisation of time is one of your 
strengths.
(d) It is important to prioritise tasks according to  urgency and importance.
(e) Asking your supervisor what you could do better, would help you to identify your  weaknesses.
(f) Learning to prioritise tasks, helps you to  organise your time.
(g) Making suggestions which would improve the efficiency of your department would show  initiative. 
Task 2 
	
	True
	False

	Emails should only be used for communications within an organisation.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Where it is thought that the recipient is very busy, a telephone call is a more appropriate form of contact than an email.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	It is acceptable to use a mobile phone for business phone calls.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	You should raise your voice when making a phone call in an open-plan office.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Email may be used when the sender needs to send confidential documents with the message.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	It is normally advisable to have mobile phones switched off during meetings.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	When contacting someone abroad, it is normally cheaper to phone than it is to email.
	 FORMCHECKBOX 

	 FORMCHECKBOX 



Task 3

	Trudie Baron

57 Fleetwood Street

Chesterhill

CH34 9NV

t: 01248 757575

e: ca@fashionnobility.com

131 Carter Road

Smithtown

SM12 6PL

Customer ref: T4962X

15 March, 20XX
Dear Mrs Taylor,

Catalogue request

Thank you for your letter of 9th March 20XX. I am sorry that you have not received our catalogues recently. The last one we sent to you was posted to your old address and was returned to us undelivered. Now that you have informed us of your new address, I will ensure that you are sent our catalogues regularly once again.

I am sending you the current catalogue (summer 20XX) under separate cover. Trudie Baron does not make a charge for its catalogues.

If you require any further assistance, please do not hesitate to get in touch.

Yours sincerely,

Alex Morris
Customer Accounts 


Task 4
	
	True
	False

	It is advisable to use a block of capital letters to emphasise a point.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Darius should click on ‘reply’ to Sally Longden’s email, rather than typing her email address into a new email.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	The level of familiarity of greeting is inappropriate.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	It is appropriate for Darius to comment on the customer’s size, as this is relevant to her query.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	There are less than four spelling mistakes in Darius’s email.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Darius should have offered to deal with any further enquiries himself.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	The complimentary close (signing off) of Darius’s email is inappropriate.
	 FORMCHECKBOX 

	 FORMCHECKBOX 




Task 5

(a) Which standard agenda item gives you the opportunity to raise this issue? 
(Answer in no more than 10 words) 

The agenda heading ‘any other business’.
(b) How should the minutes of the previous meeting be dealt with at the forthcoming meeting?
(Your answer should be approximately 20 – 50 words)

These should be checked at the meeting. Once it has been agreed that the minutes accurately reflect what took place, they should be signed by the chairperson.
(c) When discussing the tone and content of emails being sent out, you plan to use some examples. Would you use some general examples or use the draft email by Darius Desai shown in task 4? Give an explanation for your answer.
(Your answer should be approximately 20 – 50 words)

Contributions to the discussion in the meeting should be courteous and respectful. It is likely that Darius would feel uncomfortable if the issues with his email were pointed out in front of the team. Therefore, general examples should be used.
(d) Explain why minutes of previous team meetings should be retained. 
(Your answer should be approximately 35 – 75 words.) 

Minutes provide a record of the discussions which took place, any decisions which were made and any action which is to be taken. The minutes therefore are a useful reference. There may be, for example, a disagreement about what was agreed at an earlier meeting. This may be resolved by referring to the minutes of that meeting.
Task 6

You have discovered that Darius has not been taking your advice with regard to his email communications. He has not changed the wording of his emails in light of suggestions which you have made. Instead, he has sent out the original versions.

(a) Which of the following is the most appropriate course of action for you to take, in the first instance?

 FORMCHECKBOX 
 
 Refuse to help with the training of employees in the future


 FORMCHECKBOX 
 Ask the manager of the Sales Department if you can be transferred to that department

 FORMCHECKBOX 
 Inform your team supervisor of Darius’s actions
 FORMCHECKBOX 
 Inform the Customer Accounts Manager about Darius’s actions


Your team has been informed by the supervisor that the Sales Department will be short-staffed soon. Your team has been asked to help out by dealing with Sales Department correspondence. You feel that your time is fully committed until your assistance with Darius’s training is completed.

(b) Which of the following are appropriate actions for you to take?

(i) check whether you can adapt your schedule to see if you can accommodate this request

(ii) demand that the other two members of your team take on the extra work

(iii) enquire whether the extra work could be commenced after your help with Darius’s training is completed

(iv) negotiate for extra holidays for all the members of your team to compensate for the extra work

 FORMCHECKBOX 
 (i) only

 FORMCHECKBOX 
 (i) and (ii) only

 FORMCHECKBOX 
 (i) and (iii) only
 FORMCHECKBOX 
 (i), (iii) and (iv) only

(c) Which of the following is the most appropriate planning aid for the various tasks of, and events taking place for, your team?

 FORMCHECKBOX 
 Diary

 FORMCHECKBOX 
 Wall planner
 FORMCHECKBOX 
 ‘To do’ list

 FORMCHECKBOX 
 Job description


Another member of your team has asked if you can take on his workload this afternoon. He wishes to attend his son’s school sports day. You have a full afternoon’s work already scheduled. You feel that your own work is more urgent and important than your colleague’s.

(d) What is the most appropriate action for you to take?

 FORMCHECKBOX 
 Say ‘yes’, as you should always help your colleagues out

 FORMCHECKBOX 
 Say ‘no’, as you have no extra time
 FORMCHECKBOX 
 Suggest that he leaves his work unfinished

 FORMCHECKBOX 
 Tell Darius that he needs to work late to help your colleague out

Task 7

You are aware that the summer catalogue was delayed at the printers, because the order was larger than expected. You are confident that catalogues are now being sent out promptly.

(a) Should you deal with this email yourself or wait for your supervisor to return from holiday and pass it on to him? Give your reason for your answer. Your answer should be approximately 20 – 50 words.

I would deal with this matter myself. The email is addressed to me and I have the necessary information to reply to Maya Buyoya. So this matter should be cleared up swiftly, rather than waiting for the return of the supervisor. 

(b) It is well known within the organisation that Maya Buyoya is not always up to date with her own work. It seems that she has occasionally let other members of the sales team down by not meeting deadlines. Should you point this out to Maya when you next encounter her in the canteen? Give your reason for your answer. Your answer should be approximately 20 – 50 words.

I would not bring this matter up with Maya Buyoya. It is not my job to do this and it would be discourteous to criticise another employee in the canteen.
Task 8

Look back at your answers to tasks 3, 4, 5, and 7. Select one task where being courteous has helped you to resolve a conflict or achieve a desired result. Explain how you expect that being courteous would help the situation. Clearly state which task your answer refers to. Your answer should be approximately 50 – 100 words.

One example would be task 7. The email reply to Maya Buyoya should be courteous. Although the tone of Maya’s email is critical, the reply should be polite. The reply should clearly answer the points in Maya’s email and should focus on resolving the issue rather than on apportioning blame.

Any criticism of Maya, either in the email or in the canteen, should be avoided. It is important to diffuse any tension rather than prolonging it. In this way, a better working relationship can be established.
Task 9
	
	True
	False

	Being flexible involves responding positively to this change in your role.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Change should sometimes be viewed as a threat rather than an opportunity. 
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	You should adapt your communication style to suit the preference of the person you’re communicating with.
	 FORMCHECKBOX 

	 FORMCHECKBOX 



	
	True
	False

	Goals identified for your new role should be achievable and undemanding.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	It is your responsibility to identify goals for your new role and to inform your supervisor of these goals.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Short-term goals should be achievable within three months.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	The goal relating to the accounts training course is time-bounded.
	 FORMCHECKBOX 

	 FORMCHECKBOX 
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