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        SECTION A (20 marks)
1. Effective communication involves;
A. Speaking
B. Facial expressions
C. Listening
D. All of the above
2. All the following are examples of effective communication skills except.
A. Arms crossed
B. Open body language
C. Eye contact
D. Calm voice
3. In the communication process, the sender performs the following:
A. Decoding ideas
B. Generating ideas
C. Encoding ideas
D. Sending the message
4. Anything that interferes with the senders creating and delivering a message and the receiver interpreting the message is called
A. Communication
B. Distraction
C. Distortion
D. Netiquette
5. Attitude barriers are behaviours or perceptions that prevent people from communicating effectively. They may result from personality conflicts and poor management.
A. True
B. False
6. Communication can be expressed through the following, except:
A. Time
B. Written or spoken words
C. Actions
D. Both spoken words and actions
7. Communication that makes use of telecasts, short films on the cinema screen, videotapes, and digital video discs is the latest medium of communication. It is a combination of sight and sound. It may make use of the written word also.
A. Visual
B. Audio-visual
C. Written
D. Non-verbal
8. Delivering a message by means other than speaking or writing is called _______________ communication.
A. Verbal
B. Non-verbal
C. Written
D. Oral
9. Agenda means things to be done and is usually sent along with the notice of the meeting. Which of the following is a significant feature of an agenda
A. Generally, the agenda is sent along with the notice of the meeting.
B. It is arranged according to the importance of the date
C. Controversial topics should be written at the beginning.
D. The topics are approved by the secretary after consulting the higher authority or the convener of the meeting.
10. An interview refers to a meeting between two persons to get a view of each other. Which of the following is not?
A. Selection/individual/personal interviews
B. Screening interview
C. Random appearance
D. Executive
11. Kenya Water Institute is an organization that requires communication for its daily usage. Which of the following is not the function of communication in the organization?
A. Provide practical information
B. Pursued their customers
C. Offer Excuses
D. Teach important life skills
12. Noise is anything that blocks or distorts in any way the message the sender intended to communicate. Which of the following best describes the statement?
A. Environment noise
B. Political noise
C. Psychological noise
D. Propaganda
13. Principles of communication help to ensure an effective communication process which one does not.
A. Clarity
B. Clearness
C. Correctness
D. Consideration
14. Staring and gazing in a communication is a bad thing.
A. TRUE
B. FALSE
15. The following are some common barriers to effective communication.
A. The use of jargon. Over-complicated or unfamiliar terms.
B. Emotional barriers and taboos.
C. Lack of attention, interest, distractions, or irrelevance to the receiver.
D. Good physical attraction
16. The following statement best describes encoding as a process. It occurs when the sender converts a thought, idea, or fact into a message composed of symbols, pictures, or words.
A. True
B. False
17. The following statement best describes psychological barriers. These are barriers related to the receiver’s physical state i.e., reduced hearing and poor eyesight.
A. True
B. False
18. The following statement best describes the sender in the communication process. He/she initiates the communication, composes the intended message, and encodes it into understanding forms
A. True
B. False
19. The following statement best describes what an advisory committee is. These committees consist of experts or people representing different groups. Their sole purpose is to advise.
A. True
B. False
20. There are times when writing is the best method of communication. It includes letters and circulars. Which of the following is a limitation?
A. Written communication is usually formulated with great care. The very prospect of writing makes a person conscious. He gives serious thought to his ideas and tries to organize them.
B. The receiver of the message can go over the message again and again. He can read and re-read it till he thinks he has properly understood it. Besides, there is less danger of losing any part of the message.
C. Written communication becomes a permanent record of the organization and can prove very useful for future reference,
D. It is time-consuming: it is time-consuming and difficult. It is not a skill that comes easily to everyone.

     SECTION B (40 marks)
21. State 4 psychological factors that may hinder effective communication among employees. (4marks)
22. List 4 ways of showing etiquette when communicating orally. (4marks)
23. State 4 ways in which information communication technology is used in communication. (4marks)
24. Explain 4 reasons why communication channels should be selected carefully (4marks)
25. Explain 4 factors that may enhance horizontal communication in the workplace (4 marks)
26. List 4 actions carried out by the secretary of a committee before a meeting is held. (4 marks)
27. What 4 challenges can an organisation face when using the internet to communicate (4marks)
28. State 4 ethical issues that should be observed when communicating {4marks}
29. State 4 ways in which a candidate may impress an interview panel (4marks)
30. Which 4 ways in which a customer care provider may meet the expectations of a customer (4marks)




[bookmark: _GoBack]SECTION C (40 marks)
(Answer any two questions from this section)
31. Meetings are formal or informal gatherings of members of an organization or office to discuss specific issues in an organisation.
(a) Briefly describe five terminologies used in meetings. (10 marks)
(b) Discuss five types of meetings. (10 marks)

32. An interview is a communication transaction in which an interviewer engages in questioning and discussion with an interviewee to gather information.
(a) Discuss how an interviewee prepares for an employment interview. (10 marks)
(b) state the challenges of the interview. (5 marks)
(c) Highlight the roles of the interviewer in an interview. (5 marks)

33. Customer care is the work of looking after customers and ensuring their satisfaction with one’s business and its goods or services.
(a) Describe five types of customers. (10 marks)
(b) Discuss five interpersonal and public relations skills. (10 marks)
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