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You should have the following for this examination:
Answer booklet;
This paper consists of TWO sections; A and B.
Answer ALL the questions in section A. Answer Question 16 any other TWO questions from section B
in the answer booklet provided.
Marks for each part of a question are indicated.
Candidates should answer the questions in English.

This paper consists of 4 printed pages.

Candidates should check the question paper to ascertain that
all the pages are printed as indicated and that no questions are missing.

© 2021 The Kenya National Examinations Council Tarn over



©

10.

11.

|2

13.

SECTION A (55 marks)
Answer ALL the questions in this section.

Certain factors influence a person’s choice of medium of communication. Outline four such
factors. cosi QRSNIAT G EuSy(; (4 marks)
DATAI \\ Xy

Explain the function of each of the following features of a good essay:

(a) completeness; (2 marks)
(b) coherence. (2 marks)
Outline three advantages of a written report. (3 marks)
Distinguish between the agenda and the minutes of a meeting. (4 marks)
State three indicators of ineffective communication in an organization. (3 marks)
st Q\nw‘w\w\] i
- SO~ ?1@ T K\::YMM 3 =
Oulline three functions of visual aids in a business presentation. (3 marks)

Explain two ways in which the management of an organization may promote the spread of
grapevine communication. (4 marks)

State three factors that may hinder the effectiveness of a job interview. (3 marks)

Outline three techniques that should be adopted to enhance effective listening during a

conversation. ; Sely fdoveren s (3 marks)
Togal LxRyesren RSz OF Noysstan
Outline four benefits of upward communication to an employee. (4 marks)
£ Ry roatral  undevstandin \ s s T e~ U

VxS s oa \LT\\‘\'%‘ _ r ” " ) -
Explain the role of The following sections in an investigative report:

_ nakun
(@)  procedures; SXR B SAGY SRR (2 marks)
(b) recommendations.. (2 marks)
List four bases on which documents may be classified in a organization. (4 r_narks)

The management of Poppers Restaurant regularly calls for staff meetings. Outline four reasons
that may account for such a practice. g 3 (4 marks)

1507/212A  1804/201 1904/201 1908/201
1801/201 1901/201 1905/201

18027201 1903/201 1907/201

Oct./Nov. 2021 2



14. State four traits that a successful public relations officer should POSSESS. (4’ marks)
Mome  pag al \;ngtcm»[w-) xuden A enguage
s AMsleopo
15.  Match each of the following non-verbal cues with their correct interpretations:
Non-verbal cues Correct interpretations
(a) | Speaking with back turned > boredom
(b) | Shifting positions frequently ¢ disinterest
(c) |Biting nails A attentiveness
(d) | Nodding the head a nervousness
(4 marks)
SECTION B (45 marks)
Answer question 16 and any other TWO questions from this section.
16. (a) Explain foar circumstances under which a meeting may fail to achieve its objectives.
e DRI 13 ‘*?\5“?‘-?5;1#-\,‘ e (8 marks)
Liomsy Tem Mg (-\\r'l Cont
(b) Outline four types of information that should be contained in the terms of reference of
an investigative report. (4 marks)
AN cambonct S\ :::" e
D
(c) State three ways in which a manager may demonstrate courtesy when writing a
business letter. ) (3 marks)
SNeUA waye ¥
17. (a) Outline three advan tages of the subject method of document classification.
e (3 marks)
(b)  Explain three benefits of an on-line job interview to an interviewee. (6 marks)
(©) Explain three indicators of poor public relations in an organization. 6 m_arks)
Vides
e |
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18. (a) Explain three strategies that the management of an organization may adopt to enhance

the effectiveness of downward communication.  cwaxaad  CWISWERECS (6 marks)

P A develd;ed) inded slenrmad b R
t\’v\d\:) R RO é)sw.s't-n’) &\ By

(b) Outline three differences between oral communication and written communication.

Q"a LoGeA o osuth AD  \naeene (6 marks)
DroAmXion O ChelSeq? Gy desdsried
(c) State three characteristics of formal communication. (3 marks)
Vot axy LSOEA T dgeulne Voeue  Sugnoruam -

Vil e Al alap -
198 i(a) The following are the steps involved in the process of communication:

Message encoding;

Message decoding

Supply of feedback

Choice of medium of communication
Message conception

- Transmission of message.

1

Arrange the steps in the correct order. (3 marks)

(b) Write an essay of about 250 words on the topic, “Measures that the government may
take to minimize corruption in Kenya. (12 marks)

2050 (a) Explain three shortcomings of the cellphone as a means of business communication.
(6 marks)

(b)  The chairperson of a meeting is required to summarise decisions as the meeting

progresses. Explain three reasons that may account for this requirement.
o bnina out ovne deckiwn. :
Te erebic maermh hmJ:?{B membey J&s‘ iSean come oot Amr L_‘) (6 marks)

(c) Outline three circumstances under which communication breakdown may be attributed
to feedback. (3 marks)
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