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INSTRUCTIONS TO CANDIDATE 

1. This paper consists of TWO sections A and
P
B
r in

.
ted  By And Vocational College

 
Date: 25.07.2025 08:23 AM 

2. Answer ALL the questions in each section. 

3. Marks for each question are indicated in the brackets. 
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SECTION A (10 MARKS) 

Answer all questions in this section. Each question carries one mark 

1. Select the mPriontsetdaBpyp: BrutcohnsiecarlvAendoVffoiccaetiorneafl rCeosl lhegme ents during a meeting. 

A. Hand ovDearte:it2e5m.07s.2o0n25e0b8:y23oAnMe, casually to customers. 

B. Serve drinks without asking for client’s preferences 

C. Present refreshments of preference on a clean tray 
Printed By: Technical And Vocational College 

D. Serve alternative drinks without asking for preferences 
Date: 25.07.2025 08:23 AM 

2. Choose from among the following, the principle that will ensure an Office Assistant 

provides the best customer service. 
Printed By: Technical And Vocational College 

Date: 25.07.2025 08:23 AM 

A. Follow-up on only the customer’s positive feedback 

B. Take time to find out customer’s expectations 

C. Follow up on only the customer’s negative feedback. 

D. Ignore your customer’s comments and expectations 

3.  is NOT considered as an appropriate office supply. 

A. Pens 
Printed By: Technical And Vocational College Date: 

25.07B.2.0F25il0in8:g23tAraMys 

C. Sticky notes 

D. Dirty utensils 

4. Identify the practice that is NOT recommenPdreindtewd Bhye: nelcivhneicraiel  As.nd Vocational College 

Date: 25.07.2025 08:23 AM 

A. Direct the delivery to the right person without questioning 

B. Accept unknown packages without questioning 
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08:23 AM 

D. Sign delivery documentation Printed By And Vocational College 

5. Choose the best period to give feedback toDcaltiee: n25ts.0.7.2025 08:23 AM 

A. When it is convenient 

B. Immediately andPrai nctecduBrya: Technical And Vocational College Date: 25.07.2025 

08:23 AM 
C. Only if they ask immediately 

D. With personal opinion added 

Printe6d.By: nAtnadiVlsocaatci olneaal  nCoal l engde  efficient working environment. 

Date: 25.07A.2.0L25e0a8v:2in3 gAMfiles on the floor everyday 

B. Having overflowing bins all over 

C. Keeping surfaces tidy and dust-free 
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D. Ignoring spills and water on the floor 

7. Select an ideal answer on how you will respond if a phone rings while you are serving a 

client. 
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A. AnswerDtahtee: 2p5h.0o7n.2e02a5n0d8:i2g3nAoMre the client 

B. Tell the client to wait and leave abruptly 

C. Excuse yourself politely and answer briefly 
Printed By Technical And Vocational College 

D. Let the phone ring endlessly without response 
Date: 25.07.2025 08:23 AM 

8. Identify the contents of an effective feedback documentation. 

A. Client name, date, concern and resolutio
P
n
rinted By: Technical And Vocational College

 
Date: 25.07.2025 08:23 AM 

B. Date and name without resolutions made 

C. Only positive comments given by clients 

D. Date and verbal statements of the clients only 

9. The receptionist should pick up the call by the  ring. 

A. Fourth 

B. Third 
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25.07C.2.0S25ix0t8h:23 AM 

D. None 

10. Identify the reason why it is important to handle clients promptly and professionally. 

A. To finish work early enough before timePrinted By: And Vocational College 
Date: 25.07.2025 08:23 AM 

B. To avoid being blamed by clients 

C. To maintain organizational image 
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SECTION B (40 MARKS) 

Answer ALL questions in this Section 

11. Identify FOPrUintRedpBrya: cBtchcnticgaol Aondd tVeolceaptiohnoanl Ceoelletgiqe uette. (4 Marks) 

12. List THREDEatee: s2s5e. 0n7t. 2ia0 2l 5s0t8e:p2 3s  AyMou will undertake as an Office Assistant to use, clean and 

maintain kitchenware properly.so as to promote hygiene and efficiency. (3 Marks) 

13. Mention THREE actions you should take to appropriately escalate visitor queries. 
Printed By Technical And Vocational College 

Date: 25.07.2025 08:23 AM 
(3 Marks) 

14. State FOUR important steps of recording and directing deliveries accurately to support 

efficient office operations. 
Printed By Technical And V
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15. State THREE practices in preparing hot beverages appropriately to ensure client 

satisfaction and professionalism (3 Marks) 

16. Identify THREE key practices of handling clients promptly and professionally that boosts 

their trust. (3 Marks) 

17. List FOUR ways of providing feedback to clients accurately in order to show commitment 

to service. (4 Marks) 
Printed By: Technical And Vocational College 

Date :1285..07Id.2e0n25ti0f8y:2T3 HA MREE ways of collecting and documenting client feedback in order to improve 

customer service. (3 Marks) 

19. List FOUR important practices of maintaining a clean and efficient environment to 

promote health and professionalism. Printed By: Technical And(V4ocMatiaonrkalsC)ollege Date: 

25.07.2025 08:23 AM 

20. Identify FOUR major elements that should be considered for a well-managed visitor 

control. (4 Marks) 
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Printed Technical And V(o3caMtionaarlkCso)llege 

22. List TWO practices that should be fDoaltleo: 2w5e. 0d7 . 2 0w2 5h0e8n: 2 3  sAeMrving office refreshments 

appropriately in order to contribute to a conducive office environment. (2 Marks) 
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