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SECTION A: (10 MARKS) 

Answer all questions in this section. Each question carries one Mark. 

 

1. The flow of information from the supervisor to a junior staff is called; 

A. Downward.  

B. Upward. 

C. Horizontal. 

D. Vertical. 

2. One of the following statements is part of active listening; 

A. Maintaining eye contact. 

B. Scrolling through the phone. 

C. Reading a newspaper. 

D. Making a phone call.  

3. The word encoding is defined as; 

A. The deciphering of a message received. 

B. The meaning of what was sent or received. 

C. The encryption of a message to be sent. 

D. The feedback that you send. 

4. The response a sender receives from a decoder is; 

A. Feedback. 

B. Barrier. 

C. Social services. 

D. Process. 

5. Telephone, letters and emails are examples of; 

A. Encoding. 

B. Decoding. 

C. Message. 

D. Channel. 

6. Select a factor that causes misinterpretation of messages in many organizations. 

A. Eye contact. 

B. Competent. 

C. Telephone.  

D. Barriers. 


