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1. (a) Explain in detail the process of communication.                           10 Marks 

 

(b) Discuss any five factors that could interfere with the success of the 
communication process.                       10 Marks 

 (TOTAL : 20 MARKS) 

 

2. (a) Organizations use both oral and written media to communicate both  

 internally and externally. 
 

 Required: 

 

(i) Mention two examples of oral media and two examples of written 

media of communication used in organizations.          4 Marks 
 

(ii) Discuss situations when oral media are more effective than written 
media, and when written media are more effective than oral media.  

12 Marks 

 
(b) What are the disadvantages of the grapevine as a means of communication 

in an organization?               4 Marks 

(TOTAL : 20 MARKS) 

 

3. (a) Imagine that two days ago you took an important business partner to lunch 
  at  Tidyere  Restaurant.  However,  while   in   the  restaurant,  the  waiters 

  kept ignoring your  table   and serving  other people, even those who came 
  after  you.  By  the  time  one  waiter  came  to  your table it was very late.  
  You  had  to  eat  in  a  hurry  to  be  in  time  for  an  important  afternoon  

  meeting.  You  felt very embarrassed  by  this treatment and also you both  
  were late for the meeting anyway. 

 
  Required: 

 

Write an appropriate letter to the manager of Tidyere Restuarant. 
10 Marks 

 
(b)      When writing a letter asking for adjustment, what are three of the 7Cs that 
 you would consider most important?  Explain why they are important. 

                                                 10 Marks 
 (TOTAL : 20 MARKS) 

 

4. (a) Discuss the importance of visual aids in oral presentations.         10 Marks 

 

(b) Choose any three types of visual aids and discuss their advantages and 
disadvantages.                                               10 Marks 

(TOTAL : 20 MARKS) 
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5. (a) Management,  at the organisation where you work,  wants to change the  
current system of overtime.  Instead of giving the workers money for 

their overtime hours, they will ask the workers to take time off.  The 
Chief Executive Officer is not sure how the proposed system will be 

received by the workers.  He has, therefore, asked you to interview a 
cross-section of the workers to discover their views on the proposal.  
After the investigation you are to write a report to the Chief Executive 

Officer. 
 

After interviewing the workers you have gathered the following facts:  

 Most workers strongly oppose the proposed system because 

- Overtime pay supplements their wages which are low. 
- When people take time off there will be a shortage of workers.  

 

 The few people who welcome the idea are senior members of staff 

whose salaries are high. 
 

 Any other points you may wish to add.  

Required: 

Write a short formal report to the Chief Executive Officer and make 
recommendations that are necessary.       

                                                                   (TOTAL : 20 MARKS) 

 

6. (a) Imagine  that  you   are   the   supervisor  of  the  accounts  section  in  the  

  organization you work for.  Recently, there have been frequent requests 
 for the replacement of tools in the maintenance section.  You heard from 

 the grapevine that the workers sell the tools and pretend that they have 
 been stolen. 

 

Required: 

Write an appropriate memorandum to the supervisor of the maintenance 

section.                           14 Marks 

 

(b) State the main differences between a letter and a memorandum.   6 Marks 

 (TOTAL:  20 MARKS) 

 

7. The workers, in the organization where you work, are on strike.  The y are 
demanding better working conditions and higher wages.  As a result of this, 

production has gone down. Management is making an effort to solve this 
problem. 

 

Required: 

Write in detail the steps which management should take to solve this problem to 

satisfy both parties.                                                            20 Marks  
       (TOTAL : 20 MARKS) 

E N D 


