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Instructions to candidates

1. Write your name, centre and candidate number on the answer booklet (s)
you use.

This examination paper consists of four (4) Sections, A, B, C and D.
Answer all the questions in the four sections.
Answers should be written in the answer booklet(s) provided.

Start your answer to each question on a new page in the answer booklet.

A R

When you have finished writing, tie together all the booklets you want to
be marked,
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SECTION A — Short answer questions [20 marks]
Answer all the questions in this section.

1. Explain how coherence in a paragraph is achieved. [2 marks]
2. What type of advertisement is illustrated in Figure 1 below? Explain the
advantage of such an advertisement. [2 marks]
Figure 1

3. Whenis feedback to a message said to be delayed in the communication
process? [2 marks]

4. Describe a body posture that sends out messages of self-confidence and
motivation? ’ [2 marks]

5. Explain how status differences in work environments can create a

communication barrier? [2 marks]
6. Explain two of the instances in which a summary of the message is usefu] in

business communication. [2 marks]
7. How can messages on a telegram be made brief?. : 2 marks]

8.  Explain why brevity is important as a criterion for evaluating content in

business communication, [2 marks]
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9.  State two of the tips one should remember when writing a letter of complaint.

[2 marks]

10.  'What type of report would be written by someone who witmessed a vehicle
crashing onto a street light pole and why that report? [2 marks]
SECTION B - Essay [25 marks]

Write a well organised one and a haif (1'/)) pages long essay in which you discuss
how it would have been advantageous if Mr Bodiredi in Situation I below could have
used andio visual aids in making his presentation,

Situation 1:

The Reetsanang Paper Making Company has recently done an overhaul
of the machinery in the plant. As a result a d ay is set aside to
orientate the staff on how the machines are operated. On that day the
workers assemble at the dining hall and Mr Bodiredi from the company
that supplied the machinery is there to address them. When everyone
was quiet Mr Bodiredi started his lecture about the machines and how
they are to be operated. Some few minutes later almost a quarter of
the people were dozing and looked uninterested, some walked in and
out of the hall while a few asked questions for clarification to which.Mr. -t
Bodiredi was in pains to answer because he cbuld only describe the
machines. When the workers went back to their work-stations they
just looked at the machines in puzzlement.
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SECTION C - Case Study | {25 marks]

Read the case presented by Siruation 2 below and answer the four (4) questions that
follow.

Situation

VACANCY: ADMINISTRATION OFFICER

Applications are imvad from suitably qualified people for the above post in the
Amamey Generals Chambers tenable In Pakapye,

TIfE

CIA}Sil\G nm: 21 3k Apr] 2007
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Situation 2 Continued..,

Your organisation recejved twenty five (25) responses to the advertisement
above. A selection panel of five officers was assembled and all the applications
were reviewed. From the twenty five, a short-listing was done and five (5)
candidates were selected for an interview because their credentials were
relevant for the job, while the other twenty (20) didn ot meet the
requirements for the job. A day was set for the interview and the five
candidates were informed of their interview date and time,

On the morning of the interview the interviewees all arrived for their nterview
at 07:30hrs. They reported at Mr Mosomane, the Human Resource Manager's
office as the invitation for the interview had indicated. However they had to
wait outside since hehad notyet arrived for work and the other officers
seemed not to know about the interview. After a while they started talking
among themselves only to be told by the other workers that they were making
noise and should move away from the building. The five moved away to wait
under a tree some distance away.

Mr Mosomane arrived at 07:45 hrs and was told that the people who had come
for an interview were waiting for him under the tree. Apparently he had
forgotten about the interview and hurriedly went to apologise tothe waiting
group. Kitso, who at that time was very upset because he got bird waste on his
white shirt while waiting under the tree, told him off. M Mosomane asked
them to give him a few more minutes so that he could get everything

- Organised, . oo e e e - T i et

He went into his office and picked a pen and paper to scribble a few questions
for the interview. Unfortunately he could not locate the advertisement for the
job and he just wrote some questions drawn from his memory. Therafter he
approached his colleagues who had previouslty been on the selection panel to
ask them to join him to form an interview. panel. Ms Kurusa was getting ready
to go for a meeting and thus could not join, while Mrs Dintwe was away on
leave. Mr Kelone was working on an urgent assignment and did not have the
time. Only Ms Morabaraba was available and together with Mr Mosomane they
discussed how they could go about the interview. They finally agreed that it
would be impossible to have the interview because they did not form a quorum
and had not made the necessary preparation for the interview. The interview
was postponed to the following week and Mr Mosomane went to inform the
interviewees about this change of plan.

Questions

I.

Identify three aspects which show that the interview described in Situation 2
was not properly prepared for. Explain how this presents a problem and how

the aspects should have been handled. 7 [6 marks)
Prepare five questions that the interviewees should be asked when being inter
viewed for the job in the advertisement in Situation 2. : [5 marks]

Write in memorandum format, briefing notes for the interview panel to help
them to get ready for the interview. [10 marks]

Using the information presented in Situation 2 above, generate a practical
interview schedule that will be followed on the day of the interview. [4 marks]
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SECTION D - Practical {30 marks]

Use Situation 3 below to write an appropriate letter of enquiry to obtain the
information required by the Training Committee in your organisation.

Situation 3:

The Training Committee in your organisation meets after every three
months to look into the training needs of the employees and come up with
strategies for addressing those. During one meeting the Committee
established that there was a need to train all of the fifteen Secretaries in
the regional offices, in Front Desk Management.  As the Chairperson of the
Training Committee, you have been assigned the task of identifying a
relevant institution in one of the SADC countries and enqguire about the
possibility of having a special short training programme for all of them so
that the needs of the organisation are met and that the employees could
all be trained together. The Committee would Like your feedback at their
next meeting.

END OF PAPER v
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