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INSTRUCTIONS TO CANDIDATES

This paper congisis of TWO sections: A and B.
Answer ALE (e gitesiiong i seciton A and FOUR guestions from section B in the answer hookler
provided.

Macimim maris for each part of @ guestion are ay indicared,

Candidates should answer the guestions in English.

This paper consists of 4 printed pages.

Candidates should check the question paper to ascertain that all the
pages are printed as indicated and that no gquestions are missing,
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SECTION A (20 marks)

!

= Answer ALL the questions in this section, i =R
o Wt 3
I List four users of a husiness report. © - h‘“' :, ! 1P "i {2 marks)
s, AN .
2, State two reasons that mal:e it necessary 1o include a lei'erem:a numbet in a business letter.
-l r":'." ple (2 miarks)
3. Identify Enurwh jhu.Lan_mnplqyee of a business enterprise should possess.
r ""ll -5
{2 marks)
4. Match each of the fnlluwing nn'nal.'-:rhul expressions with the appropriate interpretations:
(1} - Noeye contact Suspacion;
(it Sideway glance of cyes Self confidence and enthusiasm;
{iit) Leaning forward in a chair Disinterest;
(v} Standing erect and straight MNerviousness,
(2 marks)
3. Dutline two 1:r¢m:h 15 of downward communication 1o in employee of an organization,

Yy v -Hiﬂ;_. BT 2 marka)
fa, State two {imitationeef meetings in an organization. | kY (2 marks)
1. Highlight two disadvantages of aﬁig;@iﬁﬂ_ﬂyﬁti_qq:ﬁ Elul;'l g an 1]11LT'|'1E1-'¢ (2 marks)
5 State two ways in whichigourtesy may be den mstrated w .

o P marks)
3 Chatline two circumstances under which E-H.-ll!..lh EDI!.hEH.'lLI.'-‘-‘]‘I-.‘_H';r iy hinder eHective
communication in o business enterprise. = 7 n * i otd | YeCRgTIF (2 marks)
e
10, Explain the meaning of the term pr{rtr:u.i,_h a3 used in mmmumcaimn (2 marks)
e COET o Bammed Mg il
vty
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SECTION B (80 marks) 0 - s
J. f i."'l.':l'_r..l +r-¥ I =" P
Answer any FOUR guestions from ’jl'ﬁ' sﬁf_'.rfﬁﬂ,l'. L 4! 4

,v*.h KL

."'l
State five indicators ﬂf-iaﬂlmau_mmumgalm&m an urg,amzﬂuun ":1 : ..,| e fﬁ marks}

Highlight five factors that may detesmine the Wﬂl&hﬂﬂm parties during a
face to face communication situation. _‘::I" b L (5 murks)

= Ayt \
Explain five measures that the Mq:&gcmmt of an ‘organization may take to enhance QN
internal communication. | 7 H._,:”L. Wil Wi e (10 rarks)

The following are the steps that should be followed in the communication process.

Rearrange them in the cotrect sequence:

(i)  Message decoding; =

()} Choice of communication medium; =
(iil)  Imerpretation of message:y

(iv)  Proviswon of feedback; &

{v) Message conception;

{vi) Messapz encoding. 4

(3 marks)
State five sctivities that a l::halrEcrmn should r.an'_',' out at the end of & mecting.
ity poink ] @b e T Y (5 marks)
- Laalills 7 it bbe mon ) ewr band
— s | renph '-\.J-r.!'
Explain six steps that should be followed when Wntmg a SUMTary, -w. mu' (12 marks)
‘\c_f |;;'\-' 'L__Jlr' "'f"' i ! ”"':'-r I:!I' et |'- i
[ gufil 8
Chutling six qualities of & good ql._uzstmnﬂmm o r" et heath | e .iu.w[ﬁ arks)
L |'.|-'l.' =:_IJ':'" ".-‘_
Distinguish between probing and prompting as apﬁi @
i roarks)
Explain five ways in which a ]mrhu]:mnl may pm‘l.r:a:.r eliquetle during a meeting
<gfh UHENT —slllenl®Y . _ geging (10 marks)
— e i Hoat <- Iunl'l:'ll—l-r'-l o
1 L
State two advantages of using each of the following visual aids during a business
presontation: ~ i [ gl b s kieed
= i 1_
i ol = ".r-\,'- ! I] \"'5
i) LCD projectors; ' N aed) \ ’] g .j:'?"
(n}  while boards, _ ST P _ led) o
o ettt i ien (CX008 S0CT (4 marks)
/:
Ouiline six consequences of poor communication in abusiness enierprise..
I!lj”“-'l-“""":'ﬁ' o £, 1S (6 marks}
=3 1 5' I ,
[ .1, gt
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Despite receiving several verbal warnings ﬁ‘nm Lhn: "-Tmﬁagcn Mr, Kimson has cotttinued
to-absent himself from work without valid reasons. Assuming thal you sre the manager,

write a memonindum warning him against this mal-practice. { Wy marks)
Explain each of the following types of customens:

{h) loval customer:

{t1}  wandering customer.

(4 marks)

As the secretary (o Moto Enterprises Staff Welfare Association, outline six agenda items
to be discussed at o forthcoming Annual General Meeting. {6 marks)

Explain five limitations of formal communication in an organization, {10 marks)

Explain five guidelines that should I:uz E"ullnwu,i u:.fhr;q psing illustrations in a busingss

g i £ sl VALY
fepord vengitaaHgn NP T gry {30 ansiy
X aw'-'m.-a '
Explam five positive contnibutions of grapewnu communication in o business
cnilerprise. £— S ) » ¥ (10 marks)
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