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This paper consists of TWENTY (20) guestions in TWO sections; A and B.

Answer ALL questions in Section A. Answer questions 16 and 17 and any other ONE question in
the answer booklet provided.

Marks for each part of a question are indicated.

Candidates should answer the questions in English.
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Candidates should check the question paper to ascertain that all
the pages are printed as indicated and that no questions are missing

© 2016 The Kenya National Examinations Council.
' Turn over



SECTION A: (55 marks)
Answer ALL questions in this section.

Explain two circumstances under which the management of an organization may issue

4 ; B L 4 f~om
written orders. s ey & (e €O P (4 marks)
IR PR T ) oo s

Highlight three indicators of consensus on an issue during a meeting., - ' (3 marks)
Outline four characteristics of a good filing system. (4 marks) ™
. : : =T : !
State three disadvantages of asking open-ended questions during an interview. (3 marks)
Highlight five benefits that an organization may derive from eff{.(itu:egextemal
communication. ok N A “;"‘ ‘E‘& e & e (5 marks) Vv
s B
. /%"l:b\)‘(u o (’};\{"\(”\Y\Q(
Explain twe circumstances under which electronic channels of communication may
be approprlate. Cuirie St te paniag (4 marks)
3 \N\‘\ N Seedivesy (O e -~
7. For each of the following sentences, fill in the blank spaces with the correct preposition:
(1) The debit total should be identical {4 the credit total.
>
(i1) Why were you so angry g ,=~f1;"‘»‘ me this morning?
(i) ~ Jackson, twga‘{)ther visitors will be coming.
(iv)  They have been living here ;j,;j;;g;” (4 ~ 1985.
(v) B¢ the two, Hendrik is more reliable.
5 e
(vi)  The cake was shared P RaAnd the two young men.
(3 marks)
8. Explain two conditions that should be met for a meeting to be considered * ‘properly
convened.” ey _ : (4 marks)
9. State three guidelines that an interviewee should follow du];}ng a skype 1nlerv1ew d((emi e
. i N hovew oW morar . sea Apasd Ceronld
SpennidsBiia- R BT Lo e i (3 marks)
AUOTA S answ e ‘\" Lo conshoty bekuit ancw o ing - i
o \lgkens Ao ABESATONS akkes >
10.  Explain two pgoblems.that may arise in an organization where the management discourages
horizontal communication. (4 marks) »
*
o 11. Identify six oral methods that may be used for external communication in a firm. (3 marks)
: 4“‘(“'.(&]""']'.“'{_ ,?_Lu».é-—ﬂil Nu _-“,
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s The Managing Director of Kitini Foods and Bakers is away in a foreign country. State
three reasons that may make the administrative secretary choose to consistently update him

- Ji { 2 ‘14\
through email. R (o8 e KB i nt (3 marks)
"\.M‘i‘ s -\\, )\"‘v{ :
5 \IJ -
13.  Outline four benefits that an organization may derive from using an electronic filing "
system. - o tt STy (4 marks)

s t?"f' gq{/\if v

=

14.  Explain two strategies that a manager may adopt while using the grapevine for the benefit of

the organization. (4 marks) |
15. With reference to four examples, explain the meaning of the phrase ‘body language’.
SAvcn s o” (4 marks)
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SECTION B: (45 marks) X U\}a“
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Answer questions 16 and 17 and any other ONE question from this section. %
c%\'( :3\‘ \0\10‘}? C\& Shﬁ
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16. (a) State three advantages of an oral report. “f\-o Y s i‘& (3 marks)
_,\r( = \\u &
S (b) ¥ The management of Edeny Foods and Beﬂ(cry lened is concerned about an
3 “ § increase in staff turnover over the l@t; one year. As the communications assistarit,
[ = 3 , gy ¢ -
S ¥ you have been requested to investigate the matter and write a report. Assuming
A s N < P e 2 :
= you have completed the investigations, write the report. (12 marks)
& S
17 “(a) Outline three ways in which language may bar effective communication. (3 marks)
(b) In relation o uffectlve communication, distinguish between ‘courtesy "and A
~‘consideration’. el s (4 marks) C}>
. p
E - (c) Explam four reasons that make it necessary for the management of an orcramzatlon
' = - M Lan s / =2 g a+="
| JT 10‘115.1:,\1_13\10 its employees. .o &am Dl eopver ' Q: o \i-““" (8 marks)
= - 4 L_,._‘.F{?.. ‘.,-\_5"{\

18. (a) The Board members of Zawadi Foods and Bakers Limited w;fl be holding their
quarterly meeting in a month’s time. As the secretary to the Board, draft the notice
and the agenda for the meeting. (7 marks)

(b) Explain four features of a good essay. (8 marks)
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19.  (a)
(b)
(c)
20. (a)
(b)
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Outline four characteristics of a good public s eakt,r . o (4 marks)
g P p \"\ \{0 ,(9
\ l{\\'L
State five ways througﬂllhwhlch the mana%ment may dlscourage upward
communication in an organization. % S ﬁ}g (5 marks)
.l. " K\Q

Highlight six duties of a chairperson during a meeting. ”% @i{\ o (6 marks)
: s h\ ax~

Explain five strategies that an interviewer may adopt in order to be effective e

during an interview. - g8 ~er—pcleesET B lTTTe b1 g pisARd Gnne (10 marks)
= AT AN Sy €S 2 A2y :
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Highlight five mistakes that the management of an organization may make when
communicating with its publics. > Ol ')*. o5 (5 marks)
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