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INSTRUCTIONS TO CANDIDATES
This paper consists of SIXTEEN questions in TWO sections; A and B,
Answer ALL the guestions in section A and any FOUR guestions from seciion B.

Maximum marks fo each part of a guestion are indicated.
Candidates should answer the questions in English.

This paper consists of 3 printed pages.

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

Answer ALL the questions in this secrion,

L, State two advantages of using visual communication, (2 marks)
i Explain the ferm ‘encoding’ as used in communication, e rgm"- {2 marks)
i R L el '

Fe* plocess 4 Joantadig floe ey I”;f_ﬁj,ﬁ: :
o Outling two characteristics of an effective chairperson of a meeting. (2 marks)
Tima geeqing. .
- DAl Y b akee ; £ 4 ; :
4. Explain two types of mformation that should be contained in the terms of reference section of a
rePOr. {2 marks)
3 State Four reasons that may make an employe to appear before a disciplinary comiittee.
(2 marks)
6. Statc two characteristics of informal communication. (2 marks)
1 st two {']?IJ'_:-HE:I }'?EEE s EL: dgﬁﬁfﬁ?edg?y}m&xfhﬂn {2 marks)
8. State two circumstances under which an urganizatimﬂl may use video conferencing as a meins
of commumcabon. I TeRy JReceE iieal ek pheaddiize f2ee. (2 marks)
_ £y A et e S -IR‘:J&; s J; Spa ol
. - . . ; R e IS0 B
o List four types of mectings that may be held in an organization. F o {2 marks)
10.  State four ways in which a sender may mifiniise barriers to effective COMMUNECATEN
(2 marks)

SECTION B: (80 marks)
Answer any FOUR guestions from this seclion.

1 ER Y Explam four activitics that a public relations officer may undertake to mmprove the
corporate imaze of an organization. (8 marks)

(b)  The management of the organization you work for intends (o carry out an inspection of
operations in two weeks® time. As the Assistant Operations Manager, Write a
smemorandum 1o all the members of staff informing them about this event. (% marks)

ic) Outline four benefits that the management of an organization may derive ffom
installing suggestion boxes, {4 marks)
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The company you work for recently interviewed candidates for the position of
Production Manager. As the Human Besouree Officer, wrile an appointment letter to
the successiul candidate. (10 marks)

Explain four roles of an interviewee in the process of recruitment interview. (8 marks)
Explain the term “protocol’ as used in commumication. (2 marks)

You are the secretary of the welfare committee of Jibu Enterprises. The commitiee
recently held a meeting dunng which the following agenda items were discussed.

.
| R
o

(i) starting a pouliry project.
{il)  increasing monthly contributions:
(mi)  tripto Lamu.

Write the minutes, (16 marks)

Outline four causes of poOr COMMUIMGAtIon in an Oreanizanon., (4 marks)
[

(1) Outline four disadvantages of usgng_ observation as a method of collecting data
for report weitiag. N Jecigivn rrdecng
Hej i Pluraping [Pditeed
(1)  Explain four characteristics u?’g go0d formal report.

{5 albe fﬂﬂ o &/ iRt -'T.rnfi'#z Mk
Explain four reasons that may haﬂaled to the increased use of mobile phones asa
means of communication, F&E AT o o sn s R {# marks)
'H,h |-";| AT o ey ,;.-’ Fre e w71
By tatele P pfh U Trerc b I Fale {ite
FExplain four raoles of non-yerbal communication during an oral conversation.
__H. r;J.-'l:ri; Ao igd. {EﬂlﬂIESJ

Outline four ways of portraying diplomacy when communicating. (4 marks)

Explain four disadvantages of using Information Communication Technology (ICT) to

COMIMUNIcAle in a0 organization. 75 p+ go-femgine S (& marks)
N
Explain four micrpersonal skj]ts that all"psrmn should posses to handle customers s
s - . ; (b
effectively. L .:-' e A fasws gof e o i mapks)
EM‘E.' Ei Ol el e -
Outlite four uses of feedback in the communication process, (4 marks)
G"-I'.E.I::'lﬂ J—"....;_j |"|'_'-_'-' I;I [ Jr..'«h'_l'lff;_.-lf';l' f??m‘.?&;ﬂ- ;I!:' ,I!I
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Explain four guidelines that a person showld follow when giving oral instructions,

(5 marks)
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