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INSTRUCTIONS TO CANDIDATES

This paper consisis of SIXTEEN questions in TWQ sections; A and B.
Answer ALL questions in section A and any FOUR questions from section B
in the answer hookler provided,

Meaximm marks for each part of a question are as indicated

Candidates should answer the questions in English.

This paper consists of 4 printed pages.

Candidutes should check the gquestion paper to ascertain that all the
pages are printed as indicated and that ne questions are missing,
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SECTION A (20 marks)
Answer ALL the guestions in this sectiomn.

1. State two essentials of effective communication. (2 marks)
2. Explain the term encoding a5 used in the commumnicition process. {2 marks)
3. Distinguish between miermal and external communication. {2 marks)
4. Name four types of audio visual communication. (2 marks)
5. Describe dizgonal communicalion as applied in an organization. {2 markx)
6, Explain the term projocol as used in communication. (2 murks)
i Differcntiate between a descriptive essay and & namative essay. (2 muarks)
8. Outhine two advantages of wnitlen reports. (2 morks)
9, Explain the purpose served by agenda of a mecting. {2 marks)
10,  Explain the term interview, (2 marks)
SECTION B (80 marks)
Answer any FOUR gquestions from this secpion
11. {a)  Highlight five roles played by communication in an organization, ( 100 marks)
(b}  Eaplain five barners to effective communication, {10 marks)
12, (w) {1 Distinguish between intra-personal and inter-personal communication, stating an
example in each case.
(i}  Describe three stiges of inter- personal communication. { 10 marks)
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The telephone 8 one of the most commonly nsed devices In ol communication,
(i} Ctline five dizadvaniages of the welephone as a medium of communication.

{ii)  Outline five talking habits which a caller can adopt o improve the effectiveness

of a telephone conversation.
(10 marks)
{1} Deseribe each of the following methods of upward commumication:
Iy open door policy;
(i)  social gathering.
(ii)  Explain three bencfits of upward communication in an organization.
{10 marks)

Achent's debt 10 a business is overdue. Wnite a letter to the client demanding payment
of the debt. {10 marks)

(i} Highlight six charactenstics of a good report,

(i)  Outline four contents of an investigative report.
(10 marks)

Explam five stralcgics that a charperson may adopt in order 1o steera meeting
sinoothly and successfully, (10 marks)

Explain the [ollowing terms as used in job interviews:

(i) sCreening:

{ii} selection testa.

{4 marks)
Expluin three phases of conducting an inferview. (6 marks)
Highlight five ways through which businesses may inferact with their costomers using
information communication technology (1CT). (10 marks)
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16. (a) (1 Explain the term etiguette as used in communication,

(iiy  Highlight four reasons that make etiqoetic imporiant in an organizanon.
(10 marks)

(b) Tt is common practice these days for organizations 10 set up corporate commuinications
departments. Explain functions served by such departments. (10 marks)
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