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SECTION A (10 MARKS)
Multiple Choice Questions
Attempt ALL questions
1. Personal appearance is an element of 
A. Grooming     
B. Communication   
C. Status    
D.  Non-verbal communication
1. The introduction, body and conclusion are parts of
A.  Communication skills    
B.  Essays     
C. The body                     
D. Programs
1. Visual communication includes the following elements
A. Models and graphs    
B. Television and models 
C. Receiver and sender  
D. Emojis and medium 
1. Difficult words and by-passed instructions are            
A. Physiological barriers    
B. Mechanical barriers          
C.  Physical barriers         
D. Semantic barriers
1.  Communication strengthens the following in an organization.
A. Company     
B. Relationships          
C. Growth         
D. Managers


1.  Letter, e-mail and memorandum are examples of  
A. Written communication          
B.  Feedback                 
C.  Channels of   communication                
D.  Sender’s ideas       
1. Information transmitted to the people of the same level in an organization is under 
A. Diagonal communication     
B. Deputy principal communication                 
C.  Horizontal communication           
D.  Vertical communication
1.  In letter writing, the principle of courtesy is important, which of the following is an example of a courtesy word?
A. Help                   
B. Polite                  
C. Sorry                
D. Forgive
1. A customer who always returns to your organization is a       
A. Patient customer
B. Satisfied customer                       
C. Impatient customer                    
D. Unsatisfied customer
1. Which of the following comes first in a letter of complaint?
A. Salutations
B. Complementary close
C. Shortcomings in the supply of goods
D. Signature





SECTION B: (40 MARKS)
Answer all questions in this section
1. Name FOUR channels of communication used in an organization                      (4 Marks)
1. [bookmark: _Hlk529387574]Define the TERM office protocol		             	                                (2 Marks)
1.  State THREE parts of written minutes                                                               (3 Marks)
1. A notice is an important document in the preparation of a meeting. List THREE contents of a notice	                                                                                                       (3 Marks) 
1. Explain THREE advantages of the use of visuals in speech presentation            (3 Marks)
1. Explain THREE reasons why feedback is important in communication              (3 Marks)               
1. Explain THREE benefits of external communication in an organization             (3 Marks) 
1. Identify any TWO factors that make oral communication effective                    (2 Marks)
1. [bookmark: _GoBack] Highlight TWO ways the management of an organization may minimize grapevine communication                                                                                                       (2 Marks)
1. Explain any THREE strategies that may make a meeting more successful         (3 Marks)
1. List TWO ways used in writing an effective summary                                         (2 Marks)
1. Explain any TWO routes of communication in an organization                           (4 Marks)
1. List TWO qualities of a good report                                                                     (2 Marks)
1. Identify any FOUR important preparations that an interviewee should observe (4 marks)
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