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[bookmark: _GoBack]SECTION A (10 MARKS)
Answer all questions in this section. Each question carries one mark 
1. Which of the following is not a barrier to effective communication? 
A. Noise
B. Clarity
C. Language differences
D. Emotional interference
2. Active listening involves?
A. Interrupting the speaker 
B. Providing feedback
C. Ignoring non-verbal cues 
D. Preparing your response while the other person is speaking
3. Which of the following is an example of non-verbal communication?  
A. An email 
B. A handshake
C. A phone call
D. A written report
4. The primary purpose of using visual aids in a presentation is to?
A. Fill time 
B. Confuse the audience
C. Enhance understanding 
D. Impress the audience with technology
5. When writing a business email, it is important to?
A. Use informal language 
B. Be concise and clear
C. Avoid proofreading
D. Use as many technical terms as possible
6. Which of the following non-verbal forms of communication shows that one is attentive? 
A. Asking questions 
B. Fidgeting 
C. Leaning back on a chair 
D. Sitting upright 

7. Which one of the following is a type of communication? (1 mark) 
A. Public relations communication 
B. Feedback communication 
C. Intrapersonal communication 
D. Group communication 
8. Putting yourself in another person’s situation is referred to as________________.
A. Empathy 
B. Apathy 
C. Sympathy 
D. Courtesy 
9. Television and video clips are electronic forms of____________________.
A. Communication 
B. Visual communication 
C. Telecommunication 
D. Audio-visual communication 
10. Which of the following is a component of minutes? (1 mark) 
A. Appendix 
B. Reference 
C. Preliminaries 
D. Body 

SECTION B (40 MARKS)
Answer all the questions in this section
11. List FOUR ways through which business people can use Information Communication Technology (ICT) to interact with their customers.        (4 marks)
12. Outline FOUR disadvantages of mobile phones as a means of communication. 
                                                                                                                (4 marks) 
13. Outline TWO ways in which feedback can lead to the growth of an organisation. 
                                                                                                                (2 marks)
14. Explain the difference between hearing and listening.                       (4 marks)
15. State TWO advantages of non-verbal communication.                        (2 marks)
16. State TWO disadvantages of non-verbal communication.                    (2 marks)
17. State TWO benefits of email to a business person.                              (2 marks) 
18. Outline TWO ways in which feedback can lead to the growth of an organisation.
                                                                                                              (2 marks)
19. State ONE strategies that can be used to overcome communication barriers in a multicultural workplace.                                                                         (1 mark)
20. Describe a situation where non-verbal communication might be more powerful than verbal communication.                                                                  (2 marks)
21. State THREE key elements of effective communication.                      (3 marks)
22. Define the term encoding as used in communication.                         (2 marks)
23. State ONE element of a good paragraph.                                             (1 mark)
24.  List THREE key differences between formal and informal communication. 
                                                                                                              (3 marks)
25. Explain the following types of communication:                                     (6 marks)
(a) Vertical communication
(b) Intrapersonal communication
(c) Grapevine communication
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