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Text A

The Examination
There are two texts.  Read each text carefully and answer all of the questions.

Mr J Walker
12 Brighton Avenue
Highfield
HA7 2DT

10 January 

Dear Mr Walker,

RE: Your complaint.

Many thanks for your letter of complaint dated 6 January.

I understand that you booked an appointment to see Dr Richmond on 3 January.   
You stated that on the day of your appointment you arrived on time and used the self 
check-in facility situated at the left-hand side of reception.  We purchased this system 
to offer a speedy check-in service to patients, which promptly alerts the doctor of your 
arrival.   However, upon reviewing the records logged by the facility, it would appear that 
your login attempt failed.  The doctor was therefore unaware that you were in attendance, 
hence your wait.

While I do apologise that you were waiting in excess of 30 minutes, there are notices 
displayed throughout the practice advising you to alert the reception staff if you are 
waiting for more than 10 minutes.  We have found this to be effective with other patients 
and our staff are always happy to help.

I have reported the incident to the company that maintains the self check-in facility.  
They assure me that this is the best system to use as it allows staff to dedicate more time 
to caring for patients.  They will be investigating the issue to prevent the system causing 
unnecessary problems in the future.

I appreciate that waiting when feeling unwell is not a pleasant experience.  The waiting 
area is constantly crowded and you must have felt uncomfortable.  Next time you visit 
the practice, you may like to check in at reception to give you peace of mind, although 
if queues are long please consider giving the self check-in system another try.  I do hope 
this gives you some confidence in using our practice again. 

Yours sincerely,
Alison Gravell (Mrs)
Practice Manager

The Highfield Practice
Moor Lane

Highfield
HA8 1NY
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1

Tick (✓) one box

A An article
B A letter
C An email
D An advert

  (1 mark)

A 3 January
B 10 January
C 6 January
D 30 January

  (1 mark)

2

3

What type of text is Text A?

A the practice manager
B the doctor
C the check-in system
D the patient

  (1 mark)

According to Text A, when was Mr Walker’s appointment?

According to Text A, records are logged by:

Tick (✓) one box

Tick (✓) one box

4

A crowded
B quiet
C uncomfortable
D a pleasant experience

  (1 mark)

According to Text A, the waiting area is always:

Tick (✓) one box
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5

A Call and pre-book
B Alert the doctor
C Jump the queue
D Report to reception 

  (1 mark)

According to Text A, what could Mr Walker do to check in next time?

Tick (✓) one box

6

Using Text A, identify three advantages of the self check-in system.
   (3 marks)
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7

Using Text A to support your answer, give two examples of how Mrs Gravell sympathised  
with Mr Walker.

                                                                                                                                                                                                                      

                                                                                                                                                                                                                        

                                                                                                                                                                                                                          

                                                                                                                                                                                                                     

                                                                                                                                                                                                                      

                                                                                                                                                                                                                      

                                                                                                                                                                                                                      

                                                                                                                                                                                                                        

                                                                                                                                                                                                                          

                                                                                                                                                                                                                     

                                                                                                                                                                                                                     

(2 marks)
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Text B

New Email
Message Options

<

() >

From: k.hague@accounts.co.uk

n.appleton@dispatch.co.uk
To:

Subject:

Date:

Dispatch policy

18 August

Good morning Naomi,

I’ve had an enquiry from an international company that may consider buying from us if our postal services are competitive.  
Can you please provide me with information about our dispatch policy including prices and delivery timescales, plus any 
additional information that might help.  

Many thanks,
Kelly Hague
Accounts Manager

From: n.appleton@dispatch.co.uk

k.hague@accounts.co.uk
To:

Subject:

Date:

RE: Dispatch policy

20 August

Good morning Kelly,

Orders received before 12pm (Monday to Friday) will be dispatched on the same day.  Any orders received after  
12pm will be dispatched the next working day.  

Delivery timescales are:
• 3-5 working days for UK 
• 5-10 working days for Europe
• 10-15 working days for the rest of the world (RoW)

UK buyers pay a standard postage charge of £3.50 (including VAT).  Europe and the RoW postage charges start  
from £4.50 (including VAT).  Prices depend on distance and border control charges.

An important point to note and advise all buyers of is that worldwide orders may be subject to tax at the point of entry.  
This is the buyer’s responsibility and is not covered by our postage charge.  Details of this process can be found at  
www.bordercostuk.net.

Our company has an excellent returns policy.  Most sellers state that buyers must pay for returns.  We, however, offer a 
freepost service by providing a pre-paid returns envelope with all of our products.  When returning goods, buyers must 
simply obtain proof of postage.  In my opinion, this provides good customer service and gives peace of mind to the buyer.

If you have any more questions, please get in touch.

Regards,
Naomi Appleton
Dispatch Manager
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8

A to inform
B to describe
C to persuade
D to instruct

  (1 mark)

The main purpose of Text B is:

Tick (✓) one box

9

A Border control
B Naomi
C The accounts manager
D A company

  (1 mark)

According to Text B, who does Kelly need the information for?

Tick (✓) one box

10

A Dispatch
B International postage
C Accounts
D Returns

  (1 mark)

In Text B, which department does Kelly work for?

Tick (✓) one box
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A UK buyers
B Most sellers
C Kelly Hague
D RoW buyers

  (1 mark)

According to Text B, who may be subject to an additional cost?

Tick (✓) one box

11

A Friday
B Monday
C Thursday
D Saturday

  (1 mark)

According to Text B, if an order was received on Thursday at 2pm, when would it be dispatched?

Tick (✓) one box

12

13

Give three reasons why it costs more to post to the rest of the world.  Use Text B to support your answer.

                                                                                                                                                                                                                      

                                                                                                                                                                                                                        

                                                                                                                                                                                                                          

                                                                                                                                                                                                                     

                                                                                                                                                                                                                      

                                                                                                                                                                                                                      

                                                                                                                                                                                                                      

                                                                                                                                                                                                                        

                                                                                                                                                                                                                          

                                                                                                                                                                                                                     

  (3 marks)
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14

Using Text B, give two examples of how Naomi thinks the company provides good customer service.

                                                                                                                                                                                                                      

                                                                                                                                                                                                                        

                                                                                                                                                                                                                          

                                                                                                                                                                                                                     

                                                                                                                                                                                                                      

                                                                                                                                                                                                                      

                                                                                                                                                                                                                      

                                                                                                                                                                                                                        

                                                                                                                                                                                                                          

                                                                                                                                                                                                                     

                                                                                                                                                                                                                     

   (2 marks)

END OF ASSESSMENT



We listen and respond

Highfield Qualifications

Practice Paper 2 ©Highfield 201829 August 2018

Page intentionally blank



We listen and respond

Highfield Qualifications

Practice Paper 2 ©Highfield 201829 August 2018

Page intentionally blank



We listen and respond

Highfield Qualifications

Practice Paper 2 ©Highfield 201829 August 2018

1Level Highfield Qualifications
Highfield House 

Heavens Walk
Lakeside

Doncaster
South Yorkshire

DN4 5HZ
United Kingdom

Tel: +44 0845 2260350   Tel: +44 01302 363277  
Fax: +44 0845 2260360   Fax: +44 01302 739144  

info@highfield.co.uk   www.highfieldqualifications.comReading

1 2 3 4 5 6 7 8 9 10 11 12 13 14 TOTAL

Mark(s) available 1 1 1 1 1 3 2 1 1 1 1 1 3 2 20

Mark(s) awarded

Marker signature
Date

Moderator signature
Date


