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1.  This paper consists of TWO sections: A and B. 
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3. Answer question ELEVEN (11) and any othPer irntTedWByO: eNsotrithoTneschinnicsael cAtnidoVnocBa.tional College 

4. Marks for each question are indicated in the Dbartae:c2k2e.0t7s..2025 10:41 AM 

5. Candidates are provided with a separate answer booklet 

6. DO NOT write on thPer inqteudeBsyt : Technical And Vocational College Date: 22.07.2025 

10:41 AM 
 
 
 
 

 

 
This paper consists of THREE (3) printed pages. 

Candidate should check the question paper to ascertain that all pages are printed as indicated 

and that no questions are missing. 
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Date: 22.07.2025 10:41 AM SECTION A: (40 MARKS) 

Attempt ALL questions in this section 

1. Self-awareness is a key component of self-management in a workplace. State FOUR importance 

of self-awarene
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l College Date: 22.07.2025 10:41 AM 

(4 Marks) 

2. During staff training, the HR officer stressed on the importance of maintaining healthy lifestyle 

practices at work. List FOUR healthy lifestyle practices that the employee should adopt to 

improPvreinttehdeBiyr uAnadliVtyocoatfiolniafleC.ollege (4 marks) 

3. EmploDyateer: s2 2 .s0e7e. 2k0 2 5em1 0p: 4l1oAyMees  who possess ethical professional behavior. State FOUR values 

employees should possess to demonstrate ethicParlinbteedhBayv:.a l And Vocationa(l4Cmolleagreks) 

4. Teamwork is an essential part of workplace sucDcaetses: .2 2L. 0i7s.t2 0F2O5  1U0:R41eAlMements of effective teamwork 

that contribute to workplace success. (4 marks) 

5. Bookshell LTD is planning to start personal development program for its employees. List FOUR 

ways in which the employees will benefit from this program. (4 marks) 

6. Problem solving skills is a crucial skill for employees and organization to handle hard situations. 

State FOUR skills used when solving problems in an organization. (4 marks) 

7P.rintIeddeBnyt: iBfuicngaohonimcael  ArnndeVeodcast iocnoanl  Ctroilbleugetes significantly to the productivity and success of an 
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ate FOUR reasons for identifying customer needs to an organization. 

(4marks) 

8. John has been experiencing difficulties when providing feedback to his customers. State FOUR 
Printed By Technical And Vocational College 

ways he can provide feedback to his customers. Date: 22.07.2025 10:41 AM (4 marks) 

9. The manager at TAM LTD has received several complains on ethical violation within the 

PcroinmtedpBayn:yB.unLgiosmt al iAnndwVhocicathiontahleComlleagneager can address these ethical violations 

Date: 22.07.2025 10:41 AM (4marks) 
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10. Poor self-management can affect employees neDgaattei:v2e2l. 0y7.. 2S0t2a5t1e0F: 4O1  AUMR consequences of poor self- 

management in the workplace. (4 marks) 
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Date: 22.07.2025 10:41 AM SECTION B: (60 MARKS) 

Attempt Question 11 and ANY other TWO questions in this section. 

11. Sarah, a 32-year-old supervisor, works in a fast-paced cleaning company. Sarah has been 

working long hours (70 hours per week) with frequent deadlines and tight project 

timelines. She reports feeling a high level of stress due to the pressure to deliver high-quality 

work on time and the lack of support from her manager. As a result, she has experienced 

headaches, digestive issues, difficulty sleeping, and increased irritability. She also complained 

on feeling overwhelmed and anxious, particularly when faced with unexpected changes or 

challenges at work. 

a) Explain FIVE ways in which the stresDsatlee: v2 2e.l0s7 .m2 0a2 5y 1i0m: 4p1  aAcMt Serah performance at work. 

(10 marks) 

b) Discuss FIVE strategies she can use to manage her stress levels. (10 marks) 

12. Angela has worked in the human resources department for five years. She is interested in 

growing professionally but feels stuck in her current role. Her manager suggests she consider 

personal development plans and professional training courses. 

Printed Bay): BuEnxgopmlaaihniwcalaAynsd VAocnagt ioenlaal  Ccoallengeengage in professional and personal development. 
Date: 22.07.2025 10:41 AM 

(10 marks) 

b) Describe FIVE benefits of ongoing professional development to both the employee and 

the organization. (10 marks) 
Printed By: Technical And Vocational College 

13. A team of customer service representativesDiaste:f2a2c.0in7.g202in5 t1e0r:4n1aAl Mconflicts, resulting to poor 

performance, hence customer complaints. The team leader is concerned and wants to restore 

PrinteefdfBeyc:tBivuneortohrTkecbhaniscealdAondnVcoocamtiopnaalnCyolpleogleicies. 

Dat ea: )22.D07i. 2s0c2u5s1s0 :F41IVAME reasons that contributed to these conflicts within the team. (10 marks) 
Printed By: Technical And Vocational College 

b) Explain FIVE strategies that will be useDdateb: y22t.0h7e.2t0e2a5 m1 0 : 4l e1  aAdMer to resolve these conflicts. 

(10 marks) 

14. Ruth works as a rec
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services and unclearDacteo: m2 2m. 0 7u. 2n0i2c5a1t0io: 4n1 .A MRuth  needs to respond to the patient’s complaints 

effectively in line with the clinic’s feedback policy. 

a) Describe FIVE steps Ruth should follow when solving these complains. (10 marks) 
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se to provide feedback to the customer. (10 marks) 
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