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SECTION A (32 marks)

Answer ALL the questions in this section in the spaces provided affer eqach guesiion.

Outline four instances when it would not be appropriate to use written communication in an
organisation. (4 marks)
I
2, List three characteristics of a good report) (3 marks)
' |
3, State three reasons why memoranda are more frequently used than any other form of
writlen communication i an organisation. (3 marks)
1
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4, List three aspects of personal grooming that one should consider when preparng for a job
Intervicw, 03 marks)
5 State three roles of committes members during a meeting. {3 marks)

il List four benefits of using mobile phones o communicate. | (4 marks)
- :
, .
|
|
71 List three aims of communicating (o customers. {3 marks}
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| . - :
§.|  Outline three causes of negative feedback. {3 marks)
2. State three consequences of poor horizontal communication. (3 marks)
|
10, Rewrite the following|sentences according to the instructionf given after each. (3 marks)

(i) I'he contracton wiilised all the materials.
{Replace the underlined word with a synomvm.) |

(i} Jane (see) the thief walking away.
{ Wiite the word in brabkets in the covvect form.)

{iii)  The (farther, E'J rther) the children went, the more they got lost.
(Choose the carrect word.)
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SECTHIN B (68 marks)

Answer ALL the questions in this section in the spaces provided after guestions 14,

1. (&) Explain four ways by which a sender can minimize barriers to effective
commumication (8 marks)
(n) Explain five factors that may contribute to the failure of a meeting. { 10 marks)
|:|. The management of Nyumbani Supermarket has noted that some of their stock is expiring

before being bought. As the Assistant Operations Manager, you have been requested 1o
investigate the matter. Assume that you have completed the investgations and write the repor

| giving recommendations, { 16 marks)

13 Masomo Bookstore supplies stationery to several schools in Narok County. The bookstore will
not be in operation for one month, Write a circular fetter to all the schools informing them

about the closure and explaining the reason for it {16 marks)

14| Read the passage belpw and then answer the questions that follow.

The 14-seater public service vehicles, commonly referred to hs matatus, have fora long time heen
the most popular mode of public transport for Kenyans. Illml.*uw;r. duer o) vanous reasons, the
vehicles are being piished out of business: To bepin with) rising operation costs due to shonage of
spare parts and a surge in the number of high occdpaney vehicles are taking a wll on the matatus
T'he shortagesaf spare parts hias been caused by imporiers u.!hu are cautious due to plans by the
government to phase out the 14-seater matatus. These plans are part of & wider strategy 1o reduce

traffic congestion in major towns.

Faced with this reality, most transporters have moved fast|to acquire high-capacity vehicles
even as the govermment prepares to fully implement the new policy on urban public transport. A
spot check on most city routes shows that minibuses are pragually taking over and pushing the

| d-geater out of business. The Matatu Welfare Association says that it has registered a 25 per cent

decline in the number of 14-seaters on the roads. In fact mostjof them are being forced to operate

at might when the mimbuses take a break

| Dua to the increase in the pumber of high occupancy vehicles, many operators of public service
vehicles (PSV) have realised that it is not longer profitable 19 opernte & 14-seater vehicle, The
minjbuses have broughl about stiff competition which is nearly rendering the matatus useless
| Some matatu operators huve voluntanly decided to pull t'r:n:ir.'-'r:hn_'l-::.a off the road because they
can hardly edarn a profit as competition continues 0 iniensify,) Many passengers also favour the

minibuses due o the comtort thae the vehieles come with.
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Besides, minibuses charge regulated fares which have worked 1o the disadvantage of the 14-seaters
[us has brought relief 1o passengers who have been longing for comfon and predictable bus fires.
The 14-seaters charge fares based on weather conditions and demand for the service, Minibuses

are more comfortable because they are spacious and have enough legroom for relaxing

As | 4-seater owners count their losses, the minibus owners are planning to expand to other routes
i serve more commuters. Umoinner, for example, has applied for licences 1o serve other routes
like Jomo Kenvatta Intemational Airport,  Kenva Bus Services also recently stared serving
Pipeline Estate are as they awail hicences to operate in other routes. At present, many eperators of

P5Vs are going for vehicles with at least 50 PaSSENRCrs Capacity owing to their high profitubility

Although the minibuses seem o be doing well, they are facing some challenges. Their efforts to
Operate in some routes have been met with hostility, forcing them to withdraw, This is despite
the fact that the mataty industry is liberalised and one l-%-ili'l operale .. "y route as long as they
meeet the requirements. In addition, some mataty operatars feel that the 14-scater vehicles should
not be phascd out entirely as they have invested a lot oflmoney in the business. Such operators
argue that minibuses cannot operate effectively in some parts of the eeunifty, hence they will no
be economically viabie 1o the owiierd, !

General Motors, one of the beading Car assembly plants in Kenya, has become the main be neficiary
of the shift o minibusesdue 10 increased orders for bigger vehicles. The rising demand for the
buses his also attracted other auto dealers ke loyota T\':n_'.'al which recently entered the bus
assembly market. The two companies feel that there is 4 huge market for commercial vehicies
such as pick-ups, []'I;.Iﬂ.';'.h and buses. Sales of commercial apd public ransport vehicles account for
#0 per cent of all industry deals. When the government pplicy to phase out the 14-seater is fully

implemented, demand for higher cupacity vehicles is set th increase further

' Adapred from: Y Businegs Daily™ Weednesday, August 21, 2013

(a) State the meaning of each of the tollowing words and phrases as used in the passage

(1) aciujre
(1} take p break
{ini)  stiff
(1¥) ot ledst
(V) entirgly
(¥} hm:::'
|
bl In ahout 110 pwords, and according to the passage, explain why 14-seater matatus are
being phased out of business (12 marks)

(& marks)
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