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SECTION A (20 marks)
Answer ALL the questions in this section,
List four users of a business report. 2 marks)

State two reasons that make it necessary to include a reference number in 2 business letter.
(2 marks}

Identify four custorner care skills that an employee of a business enterprse should possess.
{2 marks}

Match cach of the following non-verbal expressions with the appropriate interpretations:

i) Noeye contact Suspicion;

(if)  Sideway glance of eves Self confidence and enthusiasnt;
(i) Leaning forward in a chair Disinterest;

(iv}  Standing erect and straight Nervousness.

(2 marks}

Outline two benetits of downward communication to an employee of an organizatjon.

(2 marks)
State two limitations of mectings i an organization. {2 marks)
Highlight two disadvantages of asking closed questions during an interview, (2 marks)

State two ways in which courtesy may be demonstrated when writing a business letier.

2 marks)
Outline twe circumstances under which status-consciousness may hinder eifective
conununication in a business enterprise. {2 marks)
Explain the meaning of the term protoeol as used in communication, {2 marks)
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SECTION B (80 marks)
Answer any FOUR guestions from this section.
State five indicarors of ethical communication in an organization. {5 marks)

Highiight five factors that may determine the space maintained between parties duning a
face to face communication situation, {3 marks)

Explain five measures that the Management of an organization may take to cnhance
mtemal communication. (10 marks)

The following are the steps that should be followed in the communication PTOCEss,
Rearrange them in the correct sequence:

{1) Message decoding;

{11} Choice of communication medium:
(iif}  Interpretation of message;

(iv)  Provision of feedback;

{v) Message couception;

(vi}  Message encoding,

{3 marks}
State five activities that a chairperson should carry out at the cnd of meeting,

{5 marks)
Fxplain six steps that should be followed when WrIDY a surmary, (12 marks)
Onutline six qualities of a good questionnaire, {6 marks}
Distinguish between probing and prompting as applied during an mterview,

(4 marks)

Fxplaim five ways in which a participant may portray etiquette during a meeting.
{10 marks)

State two advantages of using each of the following visual sids during a business
presentation;

{1} LCE projeciors;
{11} white boards.

(4 marks)
Outline six conscquences of poor communication in a business cnterprise.

{6 marks)
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Despite receiving several verbal warnings from the Manager, Mr. Kimson has continged
to absent himself from work without valid reagons. Assuming that you are the manager,
write & memorandum warning hitn against this mal-practice. {10 marks}

Explam each of the following types of customers:

(1) loval customer:
{11}  wandering customer,

(4 marks}
As the secretary to Moto Enterprises Staff Welfare Association, outline six agenda ftems
to be discussed at a forthcoming Annua) Genera Mecting, {6 marks)
Explain five limitations of formal communication in an arganization. {10 marks)

Explam five guidelines that should be followed when using tlnstrations in a business
Teport, (10 marks)

Explain five positive contributions of grapevine commusication in a business
enterprise. {10 marks}
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