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INSTRUCTIONS TO CANDIDATE

1.
2. Amswer ALL questions in section A and ANY THREEE drnsection'B
3.
4

The paper consists of TWO sections: A and B.
Marks for each question are indicated in the brackets.

Candidates are provided with a separate answer booklet.

DO NOn this question paper

This paper consists of THREE (3) printed pages

Candi,uld check the guestion paper o axertain that all pages are printed as

indicated and that no questions are missing.
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SECTON A (40 MARKS)
Answer ALL questions in this section.

To understand-communitter, knowledage; of itselements s neosssary. sate FOUR elements in
the’<c'd mm-u rn9cat’i‘o n’ p~r'ocess. (4 Marks)
The choice of medium determines how well a message is conveyed. State FOUR factors that
one should consider when selecting a channel of communication. (4 Marks)
Outline FOU R w.ays.through which language can be a barier to effective communication.

(4 Marks)
An organization relies on different sourcestogat he r in fa b out its internal and external
publics. State FOUR sources of information in an organization. (4 Marks)
Written communication is the most reliable mode for communicating formally. State FOUR
types of written communication that can be used in an organization. (4 Marks)
Non-verbal communication is vital in complementing speech. State FOUR messages
communicated by upright posture during a formal conversation. (4 Marks)
Active listening is an important skill that should be employed during face to face

co mmnication, State FOUR active listening techniques that can be employed during

interactions. (4 Marks)
Expression of etiquette by employees improves the image of an organization to its clients. State
FOUR ways thet a person can use to demonstrate etiguetnid Fimg «¢ Fienis.,

(4 Marks)
Teamwork is a requirement for any organization to thrive. State FOUR advantages of
embrack in an organization. (4 Marks)
Firms introduce policies to enhance coordimatiens a off. 1State-four arganizational

policies. (4 Marks)
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SECTION B (60 MARKS)
Answer THREE questions in this section.
11 Communicatio N, is.c-on roce ss hecause ktakes place in sages where the sender and the: recever
play differentroles.
a. Discuss the stages involved in the communication process. (12 Marks)
b. Explain FOUR flows of communication. (8 Marks)

12. There._h as be.en a_re.c.u rring problem of failure to meet deadlines by the staff in your
organization, something that is affecting the general performance of the members and the
organization in general.

a. Assume that you are the general manager, write an internal memorandum reminding
members the importance of working with deadlines and the repercussions for failing to
meet deadlines henceforth. (10 Marks)

b. Discuss FIVE disadvantages of written communication (10 Marks)

13. For an interviewer to gather maximum information from an interviewee, they must employ
some practices for effective questioning.

a.o-Describe FIVE effective questioning techniques that the interviewer should adopt.
(10 Marks)
b. Explain FIVE advantages of appropriate dress code in the workplace. (10 Marks)

14. Conflicts are bound to ocour in every group as & resu Ftvofstiaending .
a. Explain FIVE types of conflicts that may arise at the workplace.

(10 Marks)
b. D E conflict resolution techniques thet can ke employed o hande conflicts

in an organization. (02011 M3 rckes))
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