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READ THESE INSTRUCTIONS FIRST

Write your Centre number, candidate number and name in the spaces provided on the cover sheet.
Answer all questions.
Print your answers for Question 1, Question 3 and Question 4 on the separate printer paper provided, and
for Question 2 on the insert.
Two copies of the insert are enclosed.
Start each question on a fresh sheet of A4 paper.
If you use continuous stationery, separate the sheets before handing them in.
Ensure that each sheet contains your Centre number, candidate number and name and the number of the
question.
At the end of the examination place your answers inside the cover sheet and fasten them securely together
before handing them in. Do not include any work which is not to be marked.
If you experience any fault with your computer, tell the invigilator immediately.

The number of marks is given in brackets [  ] at the end of each question or part question.
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1 Produce the following on A4 plain paper making all the amendments and corrections indicated.

Use single line spacing except where instructed otherwise. [30]
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2 You have received a letter of complaint from a customer who did not enjoy her recent holiday to
Cyprus. It was booked through Premier Holidays.

The customer complains of delays on the outgoing flight and poor hotel accommodation.

Compose a letter from the details below. Use today’s date and the reference JW/C26.

The letter will be signed by Josephine Woodward, Customer Services Manager.

Use the headed paper (Insert) to print the letter. [30]

Details

• The customer is:   Ms P Hart
69 Benidorm Gardens
Swindon
SN1 4BS

• Thank Ms Hart for her letter received two days ago (use correct date).

• Tell her you are sorry to hear of her complaints.

• Inform her that you will contact the hotel about the poor accommodation. 

• Explain to her that delays in flight times are a matter for the airline but she should be able to
claim compensation through her holiday insurance.

• Ask her to complete the complaints form which you are enclosing with this letter.

• Assure her you will deal with the complaint as soon as you receive the completed form.
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3 Produce the following Memorandum on A4 plain paper.

It is from the Managing Director and is addressed to all branch managers.

Use today’s date and the subject heading ASIAN HOLIDAYS. [20]
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4 On a sheet of A4 plain paper, display the following table.

Rule as indicated in the draft.

Retain abbreviations in columns 3 and 4. [20]
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