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Thix paper consists of TWO Sectiony: A and B.

Answir ALL the questions in Section A, and any FOUR guestions in section B,
Write ail the answiors in the spaces provided in this question papey

Mettimmm marks for each part of a gicestion are indicated,

Candidates should answer the questions in English.
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SECTION A (20 marks) i

Answer ALL guestions in this section,

1. ‘Sharing of meaning” is a very important aspect of effective communication. Explain the

meaning of this statement. {2 marks)
(i}
(ii) E . I
== I
2. State two barriers of communication that may be associated with feedback. (2 murks)
A TS
(i1} =

3 Identify four physical aspects that may be observed in an interviewee during an
interview. (2 marks)

o S e s

(1) Y .

4, State two advantages of holding staff meeting for all employees in an organization.
(2 marks)

(i} ————

(i)
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5. Outline two problems that may arise if an organisation send out & wrilten document that is
mcormectly punctusted. (2 marks)

{a}

(i

6. State two advantages of visual communication { 2 marks)
3 (i)

{ii} S

Y

7 State two benefits that an organisation may denve from upward communication.

{ 2 marks)
(i) R
i1)
8, Identify two possible causes of physical noise which may bur communication in an

organisation, (2 marks)
{i) -
{i1) e

g, List four types of reports that are writien in an engineering firm, (2 marks)
(i}

{ii)
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10, Identify four skills that promote good customer care in &n organisation, (2 marks)

i)

(ii) R e =M.

(iii)

(iv]

|
SECTION B ( 80 marks)
Answer any FOUR guestions from thix Sectign.

11.  {(a) Distinguish between interpersonal snd intripersonal communication, {4 marks)

(b}  Explain four ways in which Internet can be used #s a means of communication in an

argenisation.

(8 marks)

(e} As chairperson, explain Teor roles you would play during a meeting 1o ensure its

RUMCCERE.

12,  (a)  Explain the meaning of the following terms as used in communication;
(i} etiquette;

(i1}  protocol;

{iit)  customer cure.

(8 marks)

{6 marks)

(b}  write an essay of about 300 words on the topic, "The importance of insurance to

investors”™.
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14, (a)  State four roles of reports in an organisation. {4 marks)
(b)  Explain three reasons that make it necessary to break writing into paragraphs.
(6 marks)

{c) The management of Pendo Works Limited has noted that onauthorized personnel have
been gaining entry into the workshops. As the workshop supervisor, you have been

i! rejguired Lo write a memorandum Lo all workshop lechnicians requesting (hem to
' restrict access to workshops to only workshop staff. Write the memorandum
i_ (10 marks)
15, fa)  Explam three considerations an interviewer makes at the preparstion stage of an
interview. {6 marks)

(b}  Explain the reasons that make it necessary 1o consider each of the following
factors when selecting a medium of communication;

(1) reliability of the medium;

(i1}  confidentiality of the message.
{4 marks)

{c}  As the secretary to the stafl welfare Association in the organisation you work
for, draft a notice inviting members for an annual general meeting, Include the

16, {a)  Explain the five clements of the communication process. {5 murks)

(b}  State five ways through which the management of an organisation obtains feedback
from its employees. {5 marks)

{c)  Explain the ways m which each of the following principles of ¢fective communication
may be portrayed in business writing;

(i) Clarity;
(i) Consideration;
(i) Concreteness;
(iv) Correciness;
(v) Courtesy.
(10 marks)

L
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