
 

 

Commentary on candidate 
evidence 

The candidate evidence has achieved the following marks for each question of 

this question paper. 

Question 1  

Outline ways in which the staff in the case study could have been more 

effective in planning and supporting the meeting. 4 marks 

Candidate 1 

 

This candidate was awarded 3 marks.  

 

The first bullet was not awarded a mark because the case study states that 

everyone was at the meeting. The second bullet was awarded a mark for stating 

that an agenda was issued to inform discussion and come prepared. The third 

bullet was awarded a mark for mentioning timings for discussion. The fourth 

bullet was awarded the final mark for ensuring that everyone was allowed to 

speak. The final bullet was not awarded a mark because a priorities list is not 

suitable for solving the problem.  
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Candidate 2 

This candidate was awarded 4 marks.  

 

All the points the candidate made were correct and are issues in from the case 

study.  
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Candidate 3  

 

This candidate was awarded 3 marks.  

 

The first statement was not awarded a mark because it does not solve a problem 

from the case study.  
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Candidate 4 

 

This candidate was awarded 3 marks.  

 

The first statement was not awarded a mark because it does not solve any of the 

problems in the case study. 
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Candidate 5  

 

This candidate was awarded 3 marks.  

 

The first sentence was not awarded a mark because it does not solve any of the 

problems in the case study.  
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Candidate 6  

 

This candidate was awarded 4 marks.  

 

All four points they have made were correct and relevant to the case study.  
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Candidate 7 

 

 

This candidate was awarded 4 marks.  

 

All four points they have made were correct and relevant to the case study.  
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Candidate 8 

 

This candidate was awarded 4 marks.  

 

The first paragraph was not awarded a mark as the documents were ready, so it 

would not have solved any of the problems. However, the candidate correctly 

outlines another four points, so can still receive full marks.  
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Question 2 

Compare formal minutes with action minutes. 2 marks 

Candidate 1 

 

This candidate was awarded 1 mark.  

 

A mark was awarded for the comparison about time taken to produce, however, 

no other comparisons were made. The first tick does not carry a mark, it is just to 

show the first part of a comparison. Some candidates think that the two 

statements in a comparison will be worth two marks, but this is not the case. 
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Candidate 2  

 

 

This candidate was awarded 0 marks.  

 

The candidate showed a lack of knowledge about both types of minutes. 
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Candidate 3 

 

This candidate was awarded 0 marks. 

 

Neither of the points made were correct.  
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Candidate 4 

 

This candidate was awarded 2 marks.  

 

This candidate gave four statements, all of which would have been awarded a 

mark. This is a good example of a candidate using BOTH. It should be noticed 

how much shorter in length this answer is in comparison to other candidates who 

struggled to phrase a compare where they are looking at differences. 
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Candidate 5 

 

 

This candidate was awarded 0 marks. 

 

The candidate lacked knowledge of the different types of minutes. 
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Candidate 6  

 

 

This candidate was awarded 1 mark.  

 

A mark was awarded for the first point the candidate made. However, the second 

point was not awarded as they are not comparing the same feature of formal and 

action minutes.  
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Candidate 7  

 

 

This candidate was awarded 0 marks.  

 

Action minutes are more than just a record of decisions, plus the ‘word for word’ 

would suggest the candidate does not have knowledge of the different types of 

minutes. 
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Candidate 8  

 

This candidate was awarded 0 marks.  

 

The candidate does not show understanding of action minutes. 
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Question 3 
Describe how e-diaries could be used to plan and organise a meeting.         
4 marks 

Candidate 1 

 

 

This candidate was awarded 4 marks.  

 

All bullets were correct and awarded marks. 
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Candidate 2 

 

 

This candidate was awarded 3 marks.  

 

Although the candidate provided four sentences, the third sentence is too similar 

to the first one and therefore was not awarded a mark.  
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Candidate 3 

 

 

This candidate was awarded 4 marks.  

 

All points made were correct and awarded marks.  
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Candidate 4 

 

This candidate was awarded 4 marks.  

 

Each paragraph was awarded a mark. The candidate could have secured a 

further mark for the final point if they had not already gained the full four marks 

prior to this. In the third paragraph the description of time range was correct – so 

delegates knew they were to attend and at what time. The event description is 

the notes section of an appointment, and this is a technical term in some e-diary 

systems, so was awarded a mark.  
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Candidate 5 

 

This candidate was awarded 3 marks.  

 

The final paragraph was not awarded as it is a repeat of the ‘who is available’ 

and ‘facilities’ points. 
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Candidate 6 

 

This candidate was awarded 4 marks.  

 

Each sentence was awarded a mark. 
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Candidate 7 

 

 

This candidate was awarded 3 marks.  

 

The candidate was not awarded the mark for double-booking because that is 

incorrect. This is a common error, we will accept that the e-diary alerts the user to 

a conflict, but it does not prevent double-booking. 
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Candidate 8 

 

 

This candidate was awarded 3 marks.   

 

Each statement was correct and awarded marks.  
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Question 4  

Describe the responsibilities of both employees and employers under the 

Health and Safety at Work Act. 6 marks 

Candidate 1  

 

This candidate was awarded 4 marks.  

 

The first two points gave no clear description of what the employer or employee 

were doing. Safe and efficient do not go together, and comfortable is not relevant 

to health and safety therefore, neither of these points were awarded a mark. 

However, the candidate was awarded a mark for first aid kits being made 

available. A second mark was awarded for cable management. The third mark 

was awarded for taking care of themselves. The last mark was awarded for 

reporting anything dangerous.  
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Candidate 2 

 

This candidate was awarded 6 marks. 

 

We did not award the areas underlined, because it is not necessary for 

employees to know who all the first aiders are, and it is not general employees 

who would need to re-stock first aid boxes. However, this candidate was a 

warded a mark for the first part of each of these sentences. 
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Candidate 3 
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This candidate was awarded 5 marks. 

 

For employer responsibilities they were awarded three marks providing training, 

first aid kits and displaying posters. For employee responsibilities two marks were 

awarded for following rules and reporting incidents. The second point within 

employee responsibilities was a repeat so no mark was awarded for this. 
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Candidate 4 
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This candidate was awarded 6 marks.  

 

The first three paragraphs were each awarded a mark with the fourth point being 

awarded two marks due to referencing both employer and employee in answer. 

The final mark was awarded in the last paragraph.   
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Candidate 5 
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This candidate was awarded 6 marks.   

 

Each paragraph was awarded a mark. 
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Candidate 6 

 

 

This candidate was awarded 6 marks 

 

All points were awarded a mark. 
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Candidate 7 

 

 

This candidate was awarded 4 marks.  

 

The first two statements were not awarded marks as an organisation does not 

have its own legislation. The candidate likely did not intend to write this in this 

way, and it is a good reminder to read over what is written. The final four 

statements were awarded marks. 
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Candidate 8 

 

 

This candidate was awarded 5 marks. 

 

The first paragraph was awarded two marks, one mark for mentioning employees 

reporting, then a development mark for detailing what the employer must do.  All 

other paragraphs were awarded a mark.  
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Question 5 

Justify the need for an Administrative Assistant to have good time and task 

management skills. 4 marks 

Candidate 1 

 

 

This candidate was awarded 1 mark.  

 

The mark was for completing work before deadlines and not falling behind. The 

second point could not be awarded as it is not a justification. The third point could 

not be awarded because it is unclear what the candidate meant by work flow 

being smoother. The fourth point also could not be awarded as there was no 

justification. 
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Candidate 2 

 

 

This candidate was awarded 2 marks.  

 

These were awarded for the first sentence on time and the second sentence to 

standard. The third sentence did not answer the question and the last sentence 

had no justification, therefore neither could be awarded marks. 
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Candidate 3 

 

 
This candidate was awarded 2 marks.  
 
One mark for reduce stress and another for meet deadlines. Trustworthy was not 
relevant in this instance and the final point could not be rewarded as it was a 
repeat of meet deadlines.  
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Candidate 4 

 

This candidate was awarded 4 marks.  

 

They were awarded marks for miss deadlines, less stress, reduced staff turnover 

and higher productivity. The last point would not have been awarded as it is 

repeating the idea of meeting deadlines and the impact it will have. 
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Candidate 5 

 

This candidate was awarded 3 marks.  

 

The first two paragraphs were only worth one mark, they are repetitive about 

meeting deadlines, the second paragraph was slightly stronger so that is where 

the mark was awarded. The final two paragraphs were each awarded a mark. 
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Candidate 6 

 

This candidate was awarded 2 marks.  

 

The two marks were awarded in the first paragraph, for deadlines and correct 

standard. No mark was awarded further down the paragraph for delegation, in 

this instance as there was no reference to the delegated tasks being more 

challenging. The last two sentences did not provide any further information, 

therefore, were not awarded any marks. 
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Candidate 7 

 

This candidate was awarded 4 marks. 

 

One mark was awarded for each sentence, this was a good answer. 
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Candidate 8 

 

 

This candidate was awarded 3 marks. 

 

All points made by the candidate were awarded a mark. 
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Question 6 

Discuss the advantages and disadvantages to a business of using social 

media as a method of communication. 6 marks 

Candidate 1 

 

This candidate was awarded 6 marks.  

All point that were made were relevant. It would have been possible to award 

more than six marks. Both advantages and disadvantages were discussed so all 

six marks were awarded.  
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Candidate 2 

No response 

Candidate 3 
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This candidate was awarded 6 marks. 

 

We identified more than six correct responses to this question. The candidate 

discussed examples of advantages for wide reach, quick response, posting 

opinions and so others can see your thoughts. The disadvantages mentioned 

were high volume can mean businesses miss posts, social media hacked and 

informal which may make it less trustworthy.  
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Candidate 4 

 

This candidate was awarded 4 marks. 

We did not award the identification of twitter/Instagram as it is not an advantage 
or disadvantage. The final paragraph was not awarded a mark as this was similar 
to the point on wider reach.  
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Candidate 5 
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This candidate was awarded 5 marks. 

 

The first paragraph and the start of the second paragraph were awarded marks. 

We did not award the second half of the second paragraph about not having 

access because that is not a disadvantage of the use. In the third paragraph 

marks were awarded for negative comments causing reputation damage and 

customer thinking twice about purchasing the products. There was no mark 

awarded for the fourth paragraph made because, again, this is not an advantage 

or disadvantage of the use of social media. A mark was awarded in the final 

paragraph for ‘you are relying on people sharing your posts’. 
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Candidate 6 

 

This candidate was awarded 3 marks.  

 

Marks were awarded for cost effective, wide reach and negative comments. No 

marks were given for lack of wifi because that is not specific to the use of social 

media. 
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Candidate 7 

 

This candidate was awarded 4 marks.  

 

This candidate started the response well, gaining marks for their first three 

statements, then the final sentence. They were not awarded a mark for 

customers feel alienated, because we did not accept any barriers of access to 

social media/wifi/internet as a disadvantage of the method. We also did not 

accept limiting what you can say as this is not the case for all social media and 

an alternative social media platform would be selected. 
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Candidate 8 

 

 

This candidate was awarded 4 marks. 

 

The last point could not be awarded a mark as the candidate’s point was not 

clear and we did not accept access issues to social media as a disadvantage. 
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Question 7 

Describe the following methods of monitoring and evaluating customer 

care. 6 marks 

♦ Customer focus groups  

♦ Written surveys 

♦ Suggestion schemes  

Candidate 1 

 

This candidate was awarded 6 marks.  

 

The first mark was for describing a focus group – random customers and pre-set 

questions, with a development mark being awarded for customers feeling 

valued/voice matters. Another development mark is awarded for ‘they may 

influence opinions’ and a final development mark for mentioning that costs are 

paid. The fifth mark is for describing written surveys. The final mark was given for 

describing suggestion schemes. The development marks in the written surveys 

section, questions be explained and response rate low, were mark worthy but 

could not be awarded for this candidate. As outlined in the marking instructions, 

there was a maximum four marks for describing any one method. In this script, 

this candidate was awarded four marks for focus groups and then requires one 

mark from surveys and one from suggestion schemes.  In this scenario the 

candidate cannot gain two marks from either surveys or suggestion schemes as 

the candidate must answer on each of the specified methods of customer care.  
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Candidate 2 

 

 

This candidate was awarded 3 marks. 

 

A mark was awarded for the customer focus group definition. Written surveys 

was also awarded one mark as we accepted it is a list of questions and one mark 

was awarded for suggestion schemes. Each of these points received one mark 

however, no additional mark was allocated for repeating ‘this will help them 

improve’ for each method. 
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Candidate 3 
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This candidate was awarded 3 marks.  

 

We did not award a mark for the first two paragraphs as they were not specific to 

focus groups.  A mark was awarded for the first paragraph of written surveys for 

doing in own time without pressure. A second mark was awarded for suggestions 

schemes for mentioning how it gives ideas to help improve. The third mark was 

awarded for saying that comparisons can be made from suggestions schemes.   
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Candidate 4 

 

This candidate was awarded 6 marks. 

 

Two marks were awarded for customer focus group, with a mark for taking part in 

a discussion and providing feedback, the second mark for the disadvantage. Two 

marks were awarded for the written survey paragraph, with the first mark being 

for physical questionnaire and the development of this being honest and 

accurate. A mark was awarded for the first point in suggestion schemes for ways 

of improving customer care and final point for low response rates. 
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Candidate 5 

 

 

This candidate was awarded 3 marks.  

 

The first mark was for customer focus groups as this comment was accurate. 

Suggestion scheme description was not accurate, this was more like focus group, 

so was not awarded a mark. The first point on written survey was awarded a 

mark as well as the second point because it shows understanding of the method. 
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Candidate 6 
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This candidate was awarded 6 marks.  

 

The first two marks were awarded for customer focus groups, three marks were 

awarded for written survey and one mark for suggestion scheme. The candidate 

made more points than marks available, the final sentence is also markworthy, 

but they already have maximum marks for this question. 
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Candidate 7 

 

 

This candidate was awarded 6 marks.  

 

All points made by the candidate were awarded a mark. 
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Candidate 8 

 

This candidate was awarded 4 marks.  

 

All points made were awarded a mark. 
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Question 8 

Justify the importance of having good file management in an organisation. 

4 marks 

Candidate 1 

 

 
This candidate was awarded 3 marks.  
 
A mark was given for version control, files can be easily found and backups.  
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Candidate 2 

 

This candidate was awarded 3 marks. 

 

Each statement was worth a mark with the final mark being awarded because of 

the impact on other people. The first part of the final sentence could not be 

rewarded as it is a repeat, but the second part is a development. 
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Candidate 3 

 

 

This candidate was awarded 4 marks.  

 

Information being found quickly and easily was awarded one mark. The second 

mark was awarded for safe and secure. The third mark was awarded for not 

violating GDPR and the last mark was awarded for less stressful environment. 
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Candidate 4 

 

 

This candidate was awarded 3 marks.  

 

This candidate’s final point about finding files quickly was not awarded a mark as 

to this was a repeat of first point. Each other point was awarded a mark.  
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Candidate 5 

 

This candidate was awarded 1 mark. 

 

Only the first point made was awarded a mark. The rest were not clear enough to 

gain a mark.  
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Candidate 6 

 

This candidate was awarded 2 marks. 

 

Marks were awarded for less stress and quickly able to find files. A mark was not 

awarded for the second paragraph as it is not specific. The last two points are 

repeats of first two statements, so marks are not awarded for the point or the 

developments. 
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Candidate 7 

 

This candidate was awarded 4 marks.  

 

All the points that were made by the candidate were awarded. This is a good 

example of a succinct answer. 
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Candidate 8 

 

This candidate was awarded 3 marks.  

 

The only point that was not awarded a mark was the last paragraph as there was 

no justification/relevance of creating a folder to helping file management. 
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Question 9 

Discuss ways in which an organisation could monitor the progress of its 

targets. 6 marks 

Candidate 1 

 

 

This candidate was awarded 2 marks.  

 

Marks were awarded for Gantt chart – breaks down tasks, and see what has 

been done and what still needs to be done. We did not award the third point as 

this was a repeat of the earlier point on what was still to be done.  No mark was 

awarded for sampling because there was no mention or linking to targets, and it 

is not clear what good working order means. No mark was awarded for the final 

meeting sentence because it was not clear how it linked to targets, what is being 

explained to who? 
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Candidate 2 

 

This candidate was awarded 4 marks.  

 

The Gantt chart paragraph was awarded three marks. The first meetings 

paragraph was not awarded any marks because it was vague. The final point 

about meeting with line manager was awarded a mark. This is a good example of 

the fluid way in which marks can be awarded. There could have been four marks 

given to Gantt charts and one each to the other two methods. 
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Candidate 3 

This candidate was awarded 1 mark.  

 

They were awarded the first mark for appraisals as they had an accurate 

description for using appraisal to monitor. The rest of the answer was inaccurate, 

therefore was not awarded any marks. 
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Candidate 4 

 

This candidate was awarded 3 marks.  

 

The first three points they made were strong so were awarded a mark each. The 

appraisal answer was not an accurate description, therefore could not be given a 

mark. 
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Candidate 5 
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This candidate was awarded 1 mark 

 

The mark was for the fourth point made. The candidate struggled to show any 

specific knowledge. 
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Candidate 6 

 

This candidate was awarded 6 marks.  

 

Gantt charts were awarded three marks and three marks for action plans. There 

would have been no marks awarded for the PDP as it is more about the 

individual’s targets rather than the organisation’s targets. 
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Candidate 7  

 

 

This candidate was awarded 2 marks.  

 

It was felt this candidate had limited knowledge of the topic and again, no marks 

would have been awarded for PDP as it is for the individual, not the organisation. 
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Candidate 8 

 

 

This candidate was awarded 0 marks. 

 

Neither of the statements on Gantt charts was awarded a mark. Looking at both 

statements, the candidate had a lack of knowledge. 
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Question 10 

Describe features of the Freedom of Information Act. 4 marks 

Candidate 1 

 

 

This candidate was awarded 1 mark. 

 

The mark was awarded for the second point that information cannot be withheld. 

The other points made were weak and seemed to be referring to GDPR not FOI. 

Candidate 2 

 

 

This candidate was awarded 0 marks.  

 

Only one point was made and it was incorrect. 
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Candidate 3 

 

 

This candidate was awarded 0 marks.  

 

It seems the candidate has confused FOI with GDPR. 
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Candidate 4 

 

This candidate was awarded 1 mark.  

 

The only point that was awarded a mark was in the third paragraph as the public 

sector does need to proactively publish some data.  

Higher Admin and IT Question Paper 2022 Commentaries

SQA | www.understandingstandards.org.uk 83 of 94



 

 

Candidate 5 

 

This candidate was awarded 0 marks.  

 

The responses were inaccurate, they mainly relate to GDPR. The final point 

given did not make sense. 
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Candidate 6 

 

This candidate was awarded 2 marks.  

 

A mark was awarded mark for organisations publishing information on their 

activities. The second mark was awarded mark for members of public requesting 

information held. 

Candidate 7 

 

 

This candidate was awarded 1 mark.  

 

The first point the candidate made was accurate. 
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Candidate 8 

 

This candidate was awarded 0 marks. 

 

All points made by the candidate related to GDPR not FOI. 
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Question 11 

Outline features of reliable information. 4 marks 

Candidate 1 

 

This candidate was awarded 1 mark.  

 

The first two points are lists, not an outline. The last point on website was worth 

one mark. 
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Candidate 2 

 

This candidate was awarded 1 mark. 

 

A mark was awarded for the point they made about it being biased. The rest of 

the response does not answer the question. 
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Candidate 3 

 

This candidate was awarded 1 mark.  

 

The mark was awarded for reliable websites rather than using sites anyone can 

post on. No mark was given for grammar and no mark was awarded for the fourth 

paragraph. The third paragraph is a repeat of paragraph two. The final point is 

not relevant. 

Higher Admin and IT Question Paper 2022 Commentaries

SQA | www.understandingstandards.org.uk 89 of 94



 

 

Candidate 4 

 

This candidate was awarded 1 mark. 

 

No marks were awarded for the first line because it is two features stated with no 

outline. A mark was given for sources due to the examples given. No mark was 

given for the third point as it was a repeat. 
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Candidate 5 

 

This candidate was awarded 1 mark.  

 

The mark was awarded for the author being trusted. The rest of the points were 

not awarded marks because valid date and errors with spelling are both incorrect, 

and the final paragraph doesn’t make sense. 
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Candidate 6 

 

 

This candidate was awarded 2 marks.  

 

The first two points were awarded. Marks were not awarded for the ‘well 

designed website’ point as it does not tell us how a reader would know it was 

reliable. 
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Candidate 7 

 

This candidate was awarded 1 mark.   

 

The first sentence was awarded the mark but in the second sentence people’s 

opinions is not a feature, so was not awarded a mark. The remaining points are 

all related to sources and the first mark was given for this already. 
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Candidate 8 

 

This candidate was awarded 1 mark.  

 

The mark was awarded for the second paragraph about non-biased. No other 

marks were awarded because most points are focused on primary/secondary 

information. 
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