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Comimunication Skifls

SECTION A: COMPULSORY QUESTION 30 MARKS!

Case study

Sandra, a focused and energetic 41 year old chiropractor had just self-pubiished her first book. She consuited me to
learn how to speak with ease and confidence about her work at book launches and networking evenis. She confessed,
one day she wouid like to get paid for speaking professionally. Sandra was already a reasonable speaker but tacked
the “personal fouch”. She realized her inabiiity to connect heart to heart, meant no real engagerent and therefore ro
sales.

With further investigation we identified two main issues: Sandra felt no joy in public speaking ~ it was a chore to be
whizzed through and “ticked off’ and Sandra was uncomicriable with holding eye contact in groups — she was scared
of seeing a lack of interest reflected dack to her.

Afier coaching Sandra in non verbal rapport-building technigues, 1 challenged her to undertake a 2 wesk exercise ¢
make zn intention to be 100% with every one she came into contact with and to sustain a geﬂti° eye gaze a litlle longer
than usual. She was dubious but willing to give it a go - “as long as it didn't take too fong.”

Sandra resorted a moment of pivotal iearing for he ,r She went into a bread shop as she did evary Saturday morning
g

to bu /aiﬂamette She decided to be 100% with the a: y". She made her interition as she walked in, planted her
faet, Incked at him with her whole body and said, w“it for it, “I'd like & haguette please” while offeing a gentis g

, Ingked
Jail, ihe bread-guy stopped siill, lockad her in the eve and sald, "Let me get you a good one”. He carefu”‘
ihe hest baguetie for her. Now, avery Saturday Sandra enjoys buying from the bread-guy who she now knows i called
rad, instead of ficking it off as yet another chore. Sandra realized “the persenal touch” even with a stranger takes only

s bt

seconds and vields ongoing beneiits.

1 person, let's see what happened n,'r 1 she
raating the essential message of wnat she waniad { ‘r

aunches and events. nara Venis 1o ps i:ca creating trust and rapport on 2 very perse na‘ ieve
Siowly she started to relax info enjoying herssl cs-nr:i began ‘Lo make an impact whanever she spoke.

dra emme me o say: “Waow, I had ¢ .n""si was possibie to enjoy public speaking. [ now grah svery
" Book sales are steady and she's n ch‘-pa,bnsmd her second title. She's also just beern asked
joy in ‘

DGy

paak
-:—a'«;e at d,ma.t heaith conference ’o‘t : first time next year. Sandra found jo puo:ic speaking
noitunities it brings to fife.
a) What ware the main chafienges Sandra was experiencing with public speaking. Justify your ansviers by citing
Poiris in the case study {8 Marks)
b) Paint out FOUR ways the writer helped Sandia overcome her public speaking chalienge (& Marks)
¢) Gutline FGUR key personal qualities that a good faciiitator / trainer should possess. (4 Narks)
d) Highlight THREE non-verbal Sandra used this case study that worked in her favour. (6 Marks)
e) Identify FOUR Ps of Presentation Skills that Sandra has utilized in this case study (4 Marks)



Communication Skiils

SECTION B: ANSWER ANY TWO QUESTIONS {20 MARKS EACH?,
QUESTION 2

Janet is keen on becoming a trainer but has received a poor results following & major assessment with the folic:

remarks: Poor listening skills, weak Guestioning techniques, weak reading skills and poor facilitation skills.

a) Describe FIVE characteristics Janet should adopt in order to be considered » a oend listener {% Marks)
b) Highlight FOUR questioning techniques she should utilize, provide suitatic examples {4 Marks
¢) Explain FOUR reading techniques that Janet should use giving relevant ean

o

[s¥)

¢) Point out THREF roles Janet play and FQUR crucial skills she shouid acgurs i order to be considerer

competent facifitator {7

QUESTION 3

.-\;f‘nvf\ : ."v‘--:."
. 181 \VL, ft‘f&!:(:"

Cemmunication is the backoone to sfiective transmission o

setting.

a) Discuss FIVE methods of communication

6} Describe FIVE key factors one needs ! © consider when choosin

y_;

suitable sxampias to 3 support your peints.

UESTION 4

D

g
l

a) Gompare and contrast any TWG methods used to colles daiz, o7

weaknesses of each method. {15 Marks)

b) Outline FIVE methods you can use to ensure that you communicate yOuT massage o any audiens

\h

successfully {12 Mark:

)
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Communication Skills

QUESTION §

Reports should be well-written, clearly structured and expressed in a way that holds the reader’s attention and meets
their expectations. The true value of the research may be assessed through a report since the written report may be
the "only tangible product of hundreds of hours of work.

a) Explain the contents and relevance of each of the following pa-is that are found in a report:

i) Executive Summary

ii) Body
iii) Appendices (12 Marks)
b) Outline FOUR major differences between a report and an essay (8 Marks)

End of Exam
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