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SECTION A  o t

SECTION A – Multiple-choice questions

Instructions for Section A
A  all t o   l o  t  a  t o  o  lt l o  t o

oo  t  o  t at  correct o  t at best answers t  t o
A o t a  o   a  o t a  o  0

a  ll not  t  o  o t a
o a  ll    o  t a  o  a   o l t  o  a  t o

Question 1
A  t at   o  a  a l at o   o  o
A.  a l  to o l t  t t  ta
B. a  a  l t   t  la  a l at o
C.  a a  t o   o l  t at o
D.  a l a  t  a o  t o   t  a l at o

Question 2
T o a   a  lt  o  a a o  a o  o  o t
T    a
A. t o  o l
B. o t a  o l
C. a a  o l
D.  t o  o l

Question 3
a   t  at o al alt  a  a t   o  o   o la     o l  o  

a  t  ot t al o  a  o   a   to o l t  a  a t o   o la  
 ta t  o t  to t

A. t  o l t  l t o  o
B. t  a a   t  o la
C. t   a at o  o
D. t  t  l a  to t  o t  o  t  o la
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SECTION A  o t
TURN OVER

Question 4
a   a t  a o t  t t   a t  to  a o t  t  to  at o  to o l t  
o  a t  a  o a  a l t  t   o  o  o t  t  

  t  o t a o at  o t  o  a  

A. B. C. D.

Type la to to to to

Processor 7 720  a 7 0 240 al 2   0

RAM 2 B  B 2 B 4 B

Hard drive 00 B  TB 20 B  TB

Video card  B  B 2 B  B

DVD drive

LCD screen  A 2  22  24  

Other a T  a  TB t al 
a  

lt  
a  a

Cost 000 00 000 200

Question 5
 a  a o t  o at  t  t  o t o ta t to a  

A. t  a  o  al a  o  a  o  t  t t
B. t  l t a  t  lat t o t a   o  t  o at  t
C. t  o o  o at  t   o at l  t  t  t  a a
D. t  o at  t  ll  at  at l a t o  a a  to   to at

Question 6
A t  o t a
A. o t  a  to t  l  
B. o t  to  o
C. t t  a   t  at
D. a t at    a  o  a l a t t

Question 7
t al o   t

A. al o
B. o  a  o  loa  o a
C.  o  al o  a  
D.  o  al o  a  t  a  l
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SECTION A  o t

Question 8
 ol  o tl   t  ol  at t  l t

A. B. C. D.

o o o a  o t

B B A

o o t o o t t

lo  att all o a  o lo  att

Question 9
a t  a a  

A.   o  a  o  t  a  
B.   t  a   a  a
C. lo  o  t  a   a t  a
D. a  t  a o t o  a tat o   t  l  t

Question 10
at  t  t o  o  a t o  o  a l   to ta  t  a  o l

A. t  t  l t  t  t  o l  a  ol  o  o  a ol t o  t l
B. t  t  l t  alat  t  o l  a  ol  o  o  a ol t o  t l
C. t  t  o l  alat  t  o l  a  ol  o  o  a ol t o  t l
D. t  t  o l  ol  o  o  a ol t o  t l  a  alat  t  o l

Question 11
a a a  t   la to  o  at o  o  a   t  to   o  T  a  B o  
 tl  ot o l  a  a ot o  t   a a  o   t   t  to a  
o  a  a a to

A. a t t l t    a  to
B.  t  o  o  o t o   t  o
C.  t at t  A  o   a t at  a  o l
D.  t at t  t o  a l   l  to t  la to



  20  T  T  A

SECTION A  o t
TURN OVER

Question 12
a o   t  l   to o la  t at  a ot o t to t  t t  a a  t  l   o ato  

att t  to  a a   t  o o  o  t  a  t  
  t  o t a o at   o  a t o  o  a a to ta

A. 
 a   t  o
 t t  t t o t o
 a l a o  t  a ol t o

B. 
 a t o  t  o
 a l a o  t  a ol t o
 t t  t t o t o

C. 
 a   t  o
 a l a o  t  a ol t o
 t t  t t o t o

D. 
 a t o  t  o
 t t  t t o t o
 a l a o  t  a ol t o

Question 13
A  lo  a t  to a   t at lo  a ot a   o  t  t o  o t  All 
o t  o  t  t o  a to at all  o  o  at t
o  a  t  t  a

A. allo   to at   t o  a all
B. at  t  a  o  t  all to t t o
C. t t   t o  at  to  at 2 a   at a
D. t t   t o  at  to   t  o t  o  

Question 14
o  t a t  a o la    o tat o  to lo  

A. a t  la  t o t l   
B. l  t  t  t al o a  l tt
C. a l  a  a t o  t  o a  a al o t
D. a t  a a t  a t at t  o la

Question 15
T   a o t  at a  lo  20 o l  a  a  lo  o   to lastname
T  t a  to o at  t  a   to
A. a  a  at  ta  t
B. a l all t    t   lo
C. a  a l   t a  t a  
D. t a  o at o  t o  t   ot  oa

Question 16
T a  a  o l  o  a a t a o o  o  tl   t t  o att  ta   

 a o  l   o ato  a  a ot l  T a  ol  t  o l
o  a   t l  T a

A. a a  a  o t  t a  o  o  T a
B.  T a  a  to a l a  o  t  a o
C.  T a  a o  a o t  o tat o
D. a  t  o l  to a o   l   o ato
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SECTION A  o t

Question 17
A a l   oto o   lo  to a  o  o  a a  A t  a  o t  o  lo  o  a  
t  oto o  o t alt  o l
T  t  o   a a  
A. l t al
B. al
C. a al
D. olo al

Question 18
A oo    a  t  a l t  to t t   t  l
To o t  t  o  t at t   o t a  ollo  
A. lo at  all t   t o  a a la l
B. a al  a   o  o t a  a  at  a  o t
C. o to  o t a  o  a o at  a t t  a    o at o  o  a t o
D. o to  t   t o  o   a t t  t at o  l  a  o t olla l

Question 19
l t t  ol  t at at  t  t o t t l  o  a 200 a  t  a al

A. B. C. D.

Main 
Heading

 o t
4 o t ol

 o t
 o t ol

a  o t
4 o t ol

a  o t
 o t ol

Subheadings  o t
 o t ol

a  o t
2 o t ol

 o t
2 o t ol

a  o t
4 o t ol

First 
paragraph
after heading

a  o t
 o t
o  a
t l  t  

0  

 o t
9 o t
o o  a

t l  t  
0  

 o t
 o t

o o  a  
t l   l t

a  o t
9 o t

o  a
t l   l t

Body
paragraphs

a  o t
 o t 

o a  t  
a a a

t l   l t

 o t
9 o t
 o t a  

o  a  a t  
a a a

t l  t   
0  

 o t
 o t 

o a  t  
a a a

t l  t  
0  

a  o t
9 o t
 o t a  

o  a  a t  
a a a

t l   l t

Dot points
(bullets)

  a  ol
ot t

  a  ol
t  0  

  a  ol
t  0  

  a  ol
ot t

Column 
width

7  o  ol  
o  A4 a

  t o ol  
o  A4 a

  t o ol  
o  A4 a

  t  ol  
o  A4 a
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END OF SECTION A
TURN OVER

Question 20
Al t  a o t t  at   o tat o  o  a a   o l  a  t  

 o  t  ta  t at Al t ll o  a
A.
  t  o l  a  t
 at  t  o l  a  t  at o
 at  a  a al a  o  a  T  t lat
 t t  o l  a   a al o  a
 a  a  to t  o l  a   a al
 t t  al o l  a   a al o  a o al
B.
 at  a  a al a  o  a  T  t lat
 a  a  to t  o l  a   a al
 t t  o l  a   a al o  a
 at  t  o l  a  t  at o
 t t  al o l  a   a al o  a o al
  t  o l  a  t
C.
 at  a  a al a  o  a  T  t lat
 at  t  o l  a  t  at o
 a  a  to t  o l  a   a al
  t  o l  a  t
 t t  o l  a   a al o  a
 t t  al o l  a   a al o  a o al
D.
  t  o l  a  t
 at  a  a al a  o  a  T  t lat
 at  t  o l  a  t  at o
 a  a  to t  o l  a   a al
 t t  o l  a   a al o  a
 t t  al o l  a   a al o  a o al
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Question 1
t t  t o   to o ta t a l  

2

 a

Question 2
a o  a   t  a o t o   o t    att t  to t t  t  t  o  ot o  

T  t   o  t   a   t  a  t a  a  t  o  ot a a  to  a a  a  a  t  t  
la  o   la  
at  t  o t l l  a  o   o l

 a

Question 3
A    a t  a o t  tool o   o t  T  tool t  t  o at o  lo  
T   t  o  o  t  o  o t o ta t t  A   to l    t   o t  a  

 a  l  a l at o
  o  t o a  l

 a a t

 B   at

 total A

 a  

   a

  ol t o  

 ta  a tat o

  ta  a

4 a

SECTION B – Short answer questions

Instructions for Section B
A  all t o   t  a  o
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SECTION B – continued
TURN OVER

Question 4
Joshua was repairing a client’s computer and found that the hard disk was faulty and needed to be replaced. 
The diagram below shows the steps that Joshua followed when replacing the hard disk.

Machine 
serial number 

noted;
computer 

location noted

Remove the 
hard disk
from the 

machine and
note its serial 

number

Process 1

New hard disk 
serial number 

noted; hard
disk installed

Check and 
test that the
computer 
functions

Process 2

Tick ( ) one box that best describes Process 1 and one box that best describes Process 2.

Process 1 Process 2

  Identify the cause of the problem and discuss 
with client

  Replacement hard disk sourced; notify install 
date and cost to client

 Note and save BIOS settings

 Back up and verify hard disk before removal

  Leave user documentation with the client for 
training

  Client completes an evaluation sheet on your 
work and signs off on repair

 Run full virus scan on hard disk

 Restore backup information to the hard disk

2 marks

Question 5
Your business installed several new networked computers. Your tasks were to
 install the hardware re uired
 install the software re uired
 create a star network with a switch hub
 provide an Internet connection for the computers on the network.

It is six months since the installation was completed and it is time to do an evaluation.
List and explain two ways to evaluate the work you completed.

1.

2.

2 marks
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SECTION B – continued

Question 6
es purchased the components for a computer and built the computer himself. He had a choice of two popular 

operating systems. One was described as Open Source and the other was described as Commercial.
a. Other than cost  identify one advantage of an Open Source operating system and explain this advantage.

Advantage Explanation

2 marks

b. Identify two advantages of a Commercial operating system and explain these advantages.

Advantage Explanation

4 marks

Question 7
Lina is an employee at a local computer printing business. She was in ured when she opened the top drawer of 
a four drawer ling cabinet and the cabinet tipped over.
Brie y describe two le storage or ling cabinet maintenance procedures that could have helped prevent this 
accident.

2 marks
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SECTION B – continued
TURN OVER

Question 8
A company is deploying laptops to all its staff. All staff will be asked to follow a set of guidelines that will allow 
them to share les. The guidelines include the following.
 Employees can share les between company owned computers only.
 All software installed on company computers must be approved by the Information Services epartment.

Explain three issues that the company is addressing, using these guidelines.

1.

2.

3.

3 marks

Question 9
The Help esk operator for a large company received the following three support calls in uick succession. 
Prioritise the calls by placing the numbers 1, 2 and 3 in the boxes with 1 being the most important.

  The Company Chairperson’s assistant wishes to purchase a personal gift and cannot access the Internet 
to make her purchase.

  The Board of irectors needs a video conferencing link in two hours to discuss an issue with a sales 
representative in Asia.

  The Administration Manager needs a toner cartridge installed in one of the marketing department’s two 
laser printers.

2 marks

Question 10
hich is the most appropriate approach to use when rst documenting a new user system

Tick ( ) your choice and justify it.

  Save time and money by using another organisation’s documentation of a similar product as a template 
for your document

 Review the system, decide on the broad content and design a style that suits it

 se your existing documentation standards and write the documentation to t them

1 mark
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SECTION B – continued

Question 11
Made-To-Order Designs decided to create web-based documentation for its online order system.
The web page style guide includes the following.

 The business logo is in the top left-hand corner of the page.
 Each page has the words Copyright Made-To-Order Designs 2011’.
 Navigation buttons are laid out hori ontally next to the logo.
 Headings are Arial font, si e 24.
 Other text is Arial font, si e 12.
 Each screen dump has a caption.

a. Based on the style guide, draw an appropriate outline template design for the business to use for all its 
user documentation web pages.

2 marks

b. The table below lists two style guidelines. Suggest one reason why Made-To-Order Designs uses each 
guideline.

Style guideline Reason

Navigation buttons are 
laid out hori ontally 
next to the logo.

Each screen dump has a 
caption.

2 marks
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SECTION B – continued
TURN OVER

Question 12
Clive has a problem with his desktop. He receives an electric shock when he touches a component inside the 
computer. Steve sees the incident.
a. After turning off the power, what should be Steve’s rst action

1 mark

b. To whom will Steve report the incident

1 mark

c. hy will Steve be asked to ll in an incident report

1 mark

Question 13
Theo uses his computer to create and edit video clips. The computer’s disk con guration includes the following.

Device Speci cation Notes

CPU 3.2 GHz quad core

RAM 1 GB

1st disk drive 80 GB IDE/PATA 
(5400 rpm, 2 MB buffer)

Boot drive, containing all operating system and 
application software les

2nd disk drive I TB SATA 
(7200 rpm, 16 MB cache)

Data drive, used for all video clips, and 
application data les

3rd disk drive 1 TB SATA 
(7200 rpm, 16 MB cache)

Data drive, only used for temporary storage of 
completed projects (not used during editing)

While he edits his video clips, Theo also uses
 a graphics viewer to view and select still images
 a graphics editing program to create or modify still images
 a music player to select background music
 several word processing les to document his progress
 several spreadsheets to record details of the clips, les, music and images used
 a sound editing program to edit background music.

Theo’s system sometimes runs slowly.
Describe one change he can make to the operating system setup to improve system performance. Justify your 
answer.

2 marks
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SECTION B – continued

Question 14
Customers complained to AppsRus Help Desk about the time taken to resolve their issues. Your tasks are to 
investigate and improve the processing of customer problems. You begin by looking at the form, shown below, 
that the Help Desk uses to log the information received.

AppsRus

Date problem 
logged

Issue that needs 
to be resolved

Client name Technician 
assigned

Date 
completed

a. List two things to add to the form to improve the processing of jobs.

 1.

 2.
2 marks

b. Redesign the form, and add these two improvements.

AppsRus

1 mark
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SECTION B – continued
TURN OVER

Question 15
From the list below, tick ( ) three boxes indicating the most important requirements that industries commonly 
use when developing user documentation.

 use of colour

 number of pages

 clarity and readability

 only copyright material used

 identi cation of target audience

 speci cation model of printer used

 appropriate content, format and style
3 marks

Question 16
Jelena is the Occupational Health and Safety (OH S) of cer at her organisation. Surjeet complains that his back 
is cold in summer and warm in winter, but his head is always comfortable. Jelena checks Surjeet’s workstation 
and nds it complies with the organisation’s OH S policies.
What should Jelena do next?

2 marks
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SECTION B – continued

Question 17
The diagram shows a user at a workstation.

Listed below are some good OH&S features displayed in the diagram.
 the chair has a dynamic back rest
 feet are at on the oor
 wrists are at and straight in relation to forearms
 the top of the monitor is at or below eye level
 the work surface is stable

List three additional good OH&S features displayed in the diagram.

1.

2.

3.
3 marks
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SECTION B – continued
TURN OVER

Question 18
List and explain two things to consider when converting printed documentation to online documentation.

1.

2.

2 marks

Question 19
Complete the Help Desk log shown below with the four most appropriate descriptions of either the problem 
or the solution.

Date Client Problem Solution

28/10/2011 Barry He has downloaded some photos 
from his digital camera, and the 
images do not t on the page

31/10/2011 Ellen Reset login password

2/11/2011 Mei She is trying to print some text on a 
web page directly from the Internet 
and it will not print

4/11/2011 David Access yesterday’s backup tape and 
restore required les

4 marks
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SECTION B – continued

Question 20
A client asked you why his hard disk always seems to be busy when he uses photo editing software. He also 
told you that when the photo editing software is running, other software runs very slowly.
Diagnostics generated the following CPU and RAM usage charts.

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30

100

80

60

40

20

0

time in seconds

percentage
CPU usage

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30

100

80

60

40

20

0

time in seconds

percentage
RAM usage

CPU usage

RAM usage

a. What do these charts indicate is happening with the software in the personal computer?

2 marks

b. Describe one way the system could be modi ed to improve its performance. Justify your decision.

2 marks
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SECTION B – continued
TURN OVER

Question 21
Distribution of software and data over the Internet often uses Archived’ or Compressed’ le formats, such as 

IP, RAR and Stuf t.
Tick ( ) the boxes which indicate four correct statements about archived or compressed les.

 The les are compressed by removing unused parts of the le.

 The les are compressed by converting numeric elds to binary.

 Some les cannot be compressed, becoming larger in the archive.

 For compatibility, all compression programs use the same formats.

 The le’s name, date and size information are stored in the archive.

 The data is encrypted, providing better security during transmission.

 Different compression schemes can be used for different types of les.

 The les contain inbuilt checksums to detect corruption during transmission.
4 marks
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SECTION B – continued

Question 22
Eloise is a freelance graphics and multimedia designer who does photo and video editing. Some of her client 
work also involves 2D and 3D animation.
Eloise wishes to upgrade her desktop computer because she has upgraded her software applications and they 
run too slowly on her existing computer. The speci cations of Eloise’s existing computer are described in the 
table below.

CPU Dual Core 32-bit

RAM 1 GB

video card 512 MB with fast GPU

hard disk drive 500 GB 5400 rpm

monitor 25-inch LCD

a. Suggest two upgrades that will help Eloise run her software faster, giving one reason to justify each 
upgrade.

 1.

 2.

2 marks

b. Eloise’s new software is a 32-bit version. Recommend to Eloise whether to upgrade to a 64-bit version, 
explaining your recommendation.

1 mark
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Question 23
A telemarketing company needs advice on a major server upgrade that will have the latest spyware, rewall and 
antivirus security. It is considering using RAID technology on the server, which will have an uninterruptible 
power supply (UPS). The RAID server has two large disk drives and automatically writes all data to both drives 
as a backup mechanism. 
If one drive fails the server continues, using the other drive. Since the other drive has a copy of the failed drive’s 
data, no data is lost. 
You are advising management about this RAID system.
a. Describe two types of data loss that this system does not prevent.

 1.

 2.

2 marks

b. Describe a strategy to protect against these data losses.

3 marks

Question 24
Sally is designing a user manual. It will be in loose-leaf, ring-bound A5 format (210 mm high, 148 mm wide). 
She will update it with amendments and inserted pages several times a year. Sally researched a number of 
proposed style elements.
Explain why Sally rejected each of the following styles.
a. Footers – All footers contain the revision number of the page and the date it was issued on the inside 

(binder) edge, and the page number on the outside edge. Page numbers are whole numbers, consecutive 
throughout the document.

1 mark

b. Page margins – Top margin is 15 mm. Bottom margin is 20 mm (including 5 mm footer). Left and right 
margins are 5 mm.

1 mark

END OF QUESTION AND ANSWER BOOK
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