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CERTIFIED SECRETARIES (CS) 
 

FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 

MONDAY: 20 April 2026. Afternoon Paper. Time Allowed: 3 hours. 
 
This paper consists of five (5) questions. Answer ALL questions. Marks allocated to each question are shown at the 
end of the question. Do NOT write anything on this paper.  
 
QUESTION ONE 
(a) Highlight THREE roles of a sender in ensuring effective communication within an organisation.  (3 marks) 

 
(b) Outline THREE types of communication barriers that may arise within organisations.  (3 marks) 
 
(c) Analyse THREE stages of the communication process citing relevant examples.                   (6 marks) 
 
(d) A department manager has observed that employees often carry out tasks incorrectly because they misunderstand 

instructions. 
  

 Required: 
(i) Explain FOUR possible causes of these misunderstandings in the workplace. (4 marks) 

 
(ii) For each cause identified in (i) above, propose a practical solution that the manager could implement to 

improve communication and task accuracy while citing relevant examples. (4 marks) 
 (Total: 20 marks) 
 

QUESTION TWO  
(a) A newly appointed manager is reviewing how information moves within the organisation in order to improve 

efficiency and coordination among employees. 
 

 Required: 
Explain THREE types of organisational communication flows that the manager is likely to observe within the 
organisation, illustrating each with relevant examples.  (6 marks) 

 
(b) Explain THREE principles that promote effective communication in the workplace.  (6 marks) 

 
(c) A project team in an organisation has been experiencing delays and errors due to poor coordination and ineffective 

communication among its members. 
 
Required: 
(i) Analyse FOUR causes of poor communication and coordination within the team.  (4 marks) 
 
(ii) Propose FOUR practical strategies that the organisation could implement to improve communication and 

coordination, giving relevant workplace examples. (4 marks) 
 (Total: 20 marks) 

 
QUESTION THREE 
(a) Highlight THREE benefits of effective records management within an organisation.  (3 marks) 

 
(b) Outline THREE characteristics of a good record.  (3 marks) 
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(c) Compare manual and electronic records management systems by highlighting THREE key differences.  (6 marks) 
 

(d) Sawa Insurance Company is transitioning to digital records. 
 
Required: 
Evaluate FOUR challenges that the company might encounter during this transition.  (8 marks) 

    (Total: 20 marks) 
 
QUESTION FOUR 
(a) List THREE types of non-verbal communication used in organisations.  (3 marks) 

 
(b) Identify FIVE barriers to effective public speaking.  (5 marks) 
 
(c) Examine THREE ways technology has improved communication in organisations.  (6 marks) 

  
(d) A stockbroker delivered a presentation to potential clients but failed to engage the audience effectively, resulting in 

low interest and minimal client follow-up. 
 
Required: 
(i) Explain THREE possible causes of the stockbroker’s ineffective presentation. (3 marks) 

 
(ii) For each cause identified in (i) above, recommend a practical improvement that could enhance audience 

engagement in future presentations.  (3 marks) 
   (Total: 20 marks) 
 
QUESTION FIVE 
(a) Identify THREE characteristics of written communication that are effective.  (3 marks) 

 
(b) Outline FIVE components of a formal business email.  (5 marks) 
 
(c) Describe THREE types of business reports used in organisations.  (6 marks) 
 
(d) Usafi Detergent Company is facing challenges managing records. 
 

With reference to the above company, evaluate THREE stages of the records lifecycle.  (6 marks) 
 (Total: 20 marks) 

……………………………………..………………………………… 
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CERTIFIED SECRETARIES (CS)  
 

FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 1 December 2025. Afternoon Paper.             Time Allowed: 3 hours. 
 
This paper consists of seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT 
write anything on this paper.  
 
QUESTION ONE 
(a) Describe FIVE reasons why the sender’s role is important in the communication process.  (5 marks) 

 
(b) Explain FIVE benefits of records life cycle to an organisation.  (5 marks) 
 
(c) Analyse FIVE personal attributes that hinder effective communication among employees.  (10 marks) 

  (Total: 20 marks) 
 

QUESTION TWO 
(a) Highlight FIVE disadvantages of downward communication in an organisation.  (5 marks) 
 
(b) Describe FIVE ways the principles of ethical communication could influence workplace interactions.  (5 marks) 
 
(c) Discuss FIVE functions of ‘security’ as a feature of an effective records management system.  (10 marks)

  (Total: 20 marks) 
 

QUESTION THREE 
(a) Highlight FIVE benefits of maintaining a logical flow of ideas in paragraph development.  (5 marks) 
 
(b) Outline FIVE grounds that could lead to a proposal failing to attain the intended objective.        (5 marks) 

 
(c) Discuss FIVE stages of team development.   (10 marks) 

 (Total: 20 marks) 
 
 

QUESTION FOUR  
(a) Describe FOUR vocal elements of non-verbal communication used in public speaking.          (4 marks) 

 
(b) Discuss FOUR positive influences of technology on oral communication in modern organisations.  (8 marks) 

 
(c) Analyse FOUR benefits of using an electronic records management system.  (8 marks) 

  (Total: 20 marks) 
 
   

QUESTION FIVE 
(a) Highlight FIVE benefits of maintaining an efficient filing system in an organisation.     (5 marks) 

 
(b) Outline FIVE roles of ‘appearance’ as a form of non-verbal communication.    (5 marks) 

 
(c) Analyse FIVE ways in which the principle of ‘consideration’ enhances interpersonal communication.  (10 marks) 
   (Total: 20 marks) 
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QUESTION SIX 
(a) Highlight FIVE advantages of using online questionnaires for research.                    (5 marks) 

 
(b) Describe FIVE barriers to effective public speaking.                                               (5 marks) 

 
(c) Analyse FIVE ethical responsibilities considered when delivering a speech.              (10 marks) 
   (Total: 20 marks) 

QUESTION SEVEN 
(a) Highlight FIVE types of reports commonly used in organisations.                                            (5 marks) 

 
(b) Describe FIVE challenges of managing hybrid records systems.                                              (5 marks) 

 
(c) Analyse FIVE barriers to adopting cloud-based communication systems.                              (10 marks) 

    (Total: 20 marks) 
………………………………………………………………………… 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 18 August 2025. Afternoon Paper.             Time Allowed: 3 hours. 
 
This paper consists of seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT 
write anything on this paper.  
 
QUESTION ONE 
(a) Highlight FOUR perceptual barriers to communication. (4 marks) 

 
(b) Explain FOUR elements that contribute to an effective presentation.  (8 marks) 

 
(c) Discuss FOUR differences between “formal communication” and “informal communication”.  (8 marks) 

   (Total: 20 marks) 

QUESTION TWO 
(a) Highlight FIVE ways in which a speaker could incorporate non-verbal cues in a speech.     (5 marks) 

 
(b) Identify FIVE objectives of including a subject line in a memorandum.              (5 marks) 

 
(c) Discuss FIVE methods that could be used to promote ethical behaviour in an organisation.         (10 marks) 

 (Total: 20 marks) 

QUESTION THREE 
(a) State FOUR common uses of video conferencing in an organisation. (4 marks) 

 
(b) Explain THREE differences between “a proposal” and “a report”.           (6 marks) 

 
(c) Describe FIVE challenges associated with managing records lifecycle in an organisation.  (10 marks) 

  (Total: 20 marks) 

QUESTION FOUR 
(a) Summarise FOUR reasons why organisations classify records.        (4 marks) 

 
(b) Identify SIX limitations of using visual communication aids.     (6 marks) 

 
(c) Describe FIVE stages of the listening process.  (10 marks) 

  (Total: 20 marks) 

QUESTION FIVE 
(a) Identify FIVE guidelines that should be followed when indexing records. (5 marks) 

 
(b) Outline FIVE common mistakes that should be avoided when writing a corporate report.        (5 marks) 

 
(c) Analyse FIVE criteria that interviewers could use to evaluate candidates during a job selection interview.                

   (10 marks) 
  (Total: 20 marks) 

 

www.ch
op

i.c
o.k

e



Chop
i.c

o.k
e

 CS12 Page 2 
 Out of 2 

QUESTION SIX 
(a) Differentiate between “intrapersonal communication” and “interpersonal communication”.  (4 marks) 

 
(b) Analyse FOUR functions of business letters in an organisation. (8 marks) 

 
(c) Describe FOUR ways in which an organisation ensures compliance with records retention requirements.                  

   (8 marks)                                                                   
  (Total: 20 marks) 

 
QUESTION SEVEN 
(a) Accuracy is a key principle of ethical communication.  

 
List FIVE actions that ensure accuracy in communication.  (5 marks) 

 
(b) Explain FIVE ways in which team communication could be improved at the workplace.       (5 marks)  

 
(c) Analyse FIVE ways in which non-verbal signals could support verbal communication.  (10 marks) 

   (Total: 20 marks) 
………………………………………………………………………… 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
TUESDAY: 22 April 2025. Afternoon Paper.             Time Allowed: 3 hours. 
 
This paper consists of seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT 
write anything on this paper.  
 
QUESTION ONE 
(a) Outline FIVE essential requirements of an effective communication system in an organisation.  (5 marks) 

(b) Identify FIVE reasons why it is important to conduct audience analysis before delivering a presentation. (5 marks) 

(c) In relation to persuasive communication, analyse FIVE approaches that could be used to deliver an effective sales 

presentation.  (10 marks) 

 (Total: 20 marks) 
 

QUESTION TWO 
(a) Highlight FOUR ways in which technology has impacted the use of business letters in organisations. (4 marks) 

(b) Summarise SIX objectives of documenting minutes of a meeting.  (6 marks) 

(c) Discuss FIVE ethical considerations necessary while writing reports. (10 marks) 

 (Total: 20 marks) 
 

QUESTION THREE 
(a) Enumerate FOUR factors that could influence ethical communication within an organisation. (4 marks) 

(b) Identify SIX limitations of video conferencing over physical meetings. (6 marks) 

(c) Describe FIVE benefits that could accrue to an organisation from archiving records.  (10 marks) 

 (Total: 20 marks) 
 

QUESTION FOUR 
(a) List FOUR key features of a strong problem statement in a proposal.  (4 marks) 

(b) Explain FOUR techniques that could be used to enhance virtual team collaboration.  (8 marks) 

(c) Examine FOUR elements of oral communication. (8 marks) 

 (Total: 20 marks) 
 

QUESTION FIVE 
(a) State FOUR reasons that make eye-contact important in communication.  (4 marks) 

(b) Summarise SIX objectives of establishing effective disaster recovery procedures in an organisation.  (6 marks) 

(c) Explain FIVE characteristics of a good record. (10 marks) 

   (Total: 20 marks) 
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QUESTION SIX 
(a) Highlight FOUR situations when semantic barriers could arise in communication. (4 marks) 

 

(b) Identify SIX ways in which an interviewer could negatively affect the effectiveness of a job selection interview.                                                                                                                                                                                                                                                                                                                                                                                                                                                           

   (6 marks) 

 

(c) Analyse FIVE non-verbal signals that could be used to enhance effectiveness of assertive communication.                           

   (10 marks) 
   (Total: 20 marks) 
 
QUESTION SEVEN 
(a) Outline FOUR functions that could be achieved through horizontal communication.  (4 marks) 

(b) Explain SIX ways that a leader could encourage idea generation during a team meeting.  (6 marks) 

(c) Discuss FIVE strategies that a speaker could use to demonstrate credibility during a presentation.  (10 marks) 

   (Total: 20 marks) 
…………………………………………………………………………………… 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 2 December 2024. Afternoon Paper.     Time Allowed: 3 hours. 
 
This paper has seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT write 
anything on this paper.  
 
QUESTION ONE 
(a) A Curriculum Vitae is a crucial tool in the job search process. Identify FIVE components of a curriculum vitae.              

  (5 marks) 
 

(b) Enumerate FIVE email etiquette rules that employees should follow in a formal communication. (5 marks) 
 

(c) Discuss FIVE factors that could weaken the communication process in an organisation.  (10 marks) 
 (Total: 20 marks) 
 

QUESTION TWO 
(a) Outline FOUR roles of external communication in an organisation. (4 marks) 
 
(b)  Explain the following types of communication barriers: 

 
(i) Information overload.                                                                                                                       (2 marks) 

  
(ii) Semantic interference.                                                                                                                      (2 marks)

  
(iii) Channel overload.                                                                                                                             (2 marks)

  
(iv) Mixed messages.  (2 marks) 

 
(c) Analyse FOUR techniques that a speaker might use to help the audience remember the presentation. (8 marks)  

 (Total: 20 marks) 
 

QUESTION THREE 
(a) (i) With reference to filing business records, explain the term “wheel indexing”.  (2 marks) 

 
(ii) Highlight FOUR advantages of wheel indexing.  (4 marks) 
 

(b) In relation to the recruitment process, identify SIX reasons why interviews are carried out in an organisation.                        
   (6 marks) 
 

(c) Examine FOUR methods that could be used to destroy obsolete records in an organisation.  (8 marks) 
 (Total: 20 marks) 
 

QUESTION FOUR 
(a) Highlight FIVE ethical dilemmas in communication.   (5 marks) 

 
(b) Summarise FIVE guidelines that should be followed in cross referencing a document while filing.           (5 marks)

    
(c) Explain FIVE circumstances when it would be appropriate to use a proposal in an organisation. (10 marks) 

 (Total: 20 marks) 
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QUESTION FIVE 
(a) Summarise FIVE ways in which visual aids could enhance report writing. (5 marks) 

 
(b) Enumerate FIVE features of courier services that distinguish them from postal services.  (5 marks) 

 
(c) Analyse FIVE risks that an organisation could be exposed to due to loss of records.  (10 marks) 

 (Total: 20 marks) 
 

QUESTION SIX 
(a) Audience analysis is a crucial component of effective public speaking as it helps tailor your message to the needs, 

interests and expectations of your audience.  
 
Outline FOUR challenges associated with this process.  (4 marks) 
 

(b) Identify SIX roles of ethical communication in an organisation. (6 marks) 
 

(c) Analyse FIVE limitations of committee meetings.  (10 marks) 
 (Total: 20 marks) 
 

QUESTION SEVEN 
(a) Highlight FIVE advantages of using behavioral interviews in the job selection process.  (5 marks) 
  
(b) Discuss FIVE challenges associated with digital communication.  (5 marks) 
                                                                                                                                                      
(c) Describe FIVE guidelines for conducting an effective webinar. (10 marks) 

 (Total: 20 marks) 
........................................................................................................ 
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CS FOUNDATION LEVEL 

 
COMMUNICATION SKILLS AND RECORDS MANAGEMENT 

 
MONDAY: 19 August 2024. Afternoon Paper.     Time Allowed: 3 hours. 

 
This paper has seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT write 

anything on this paper.  

 
QUESTION ONE 

(a) Summarise FIVE disadvantages of using formal communication channels in an organisation. (5 marks) 
 

(b) Explain FIVE ethical standards considered while preparing business communication.  (5 marks) 
 

(c) Discuss FIVE personal attributes that could hinder effective communication.  (10 marks) 
   (Total: 20 marks) 

 

QUESTION TWO 

(a) Highlight FOUR principles observed in keeping and maintaining customer data in an organisation. (4 marks) 
 
(b) Identity SIX techniques that could enhance effective listening.  (6 marks) 

 
(c) Summarise FIVE best practices for organisations that maintain an effective records management system.                           

   (5 marks) 
 
(d) Explain FIVE roles played by a company secretary during a meeting.  (5 marks) 
   (Total: 20 marks) 

 

QUESTION THREE 

 
(a) (i) Explain the meaning of the term “accommodating” as a conflict management style. (2 marks) 

 
(ii) Identify FOUR situations where accommodating style could be appropriate as a method of managing 

conflicts. (4 marks) 
 
(b) Summarise FOUR guidelines that a presenter could observe to ensure effective PowerPoint presentation in a 

meeting.  (4 marks) 
 
(c)  Analyse FIVE factors that a speaker could consider when addressing a multicultural audience.  (10 marks) 
   (Total: 20 marks) 

 

QUESTION FOUR 

(a) Enumerate FOUR principles of records disposal. (4 marks) 
 

(b) Highlight SIX advantages of teleconferencing.  (6 marks) 
 
(c)  Discuss FIVE benefits of installing an electronic records management system in an organisation. (10 marks) 
   (Total: 20 marks) 
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QUESTION FIVE 

(a) In the context of the communication process, list FIVE characteristics of effective feedback.  (5 marks) 
 

(b) Explain FIVE tips of writing an effective report. (5 marks) 
 

(c) Analyse FIVE reasons that could make subordinates reluctant to communicate with their superiors.  (10 marks) 
  (Total: 20 marks) 
 

QUESTION SIX 

(a) Outline FIVE benefits of using visual aids in presentations.   (5 marks 
 

(b) Identify FIVE effects of technology on communication.              (5 marks)     
                                                                       

(c) Describe FIVE situations when written channels are considered to be the most effective type of communication.                 
               (10 marks) 

   (Total: 20 marks) 

 

QUESTION SEVEN 

(a) Highlight FIVE indicators of effective internal communication.  (5 marks) 
 
(b) Transparency is a key principle of ethical communication. 

 
Required: 

(i) Explain FIVE benefits that could accrue to an organisation that embraces transparent communication.                  
 (5 marks) 
  

(ii) Analyse FIVE ways in which management could achieve transparency in an organisation. (10 marks) 
   (Total: 20 marks) 

 

........................................................................................................ 
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CS FOUNDATION LEVEL 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 

MONDAY: 22 April 2024. Afternoon Paper.    Time Allowed: 3 hours. 

This paper has seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT write 
anything on this paper.  

QUESTION ONE 
(a) (i) Explain the meaning of “visual communication”. (2 marks) 

(ii) Summarise SIX benefits of using visual communication. (6 marks) 

(b) Analyse SIX principles to be observed when writing a business letter. (12 marks) 
(Total: 20 marks) 

QUESTION TWO 
(a) Identify FIVE roles of feedback in the communication process.    (5 marks) 

(b) Outline FIVE strategies that could be used while designing a billboard. (5 marks) 

(c) Discuss FIVE goals that a speaker should seek to achieve from persuasive messaging. (10 marks) 
(Total: 20 marks) 

QUESTION THREE 
(a) In relation to the interview process:

(i) List FOUR ways in which an interviewee can portray body language that is relaxed. (4 marks) 

(ii) Highlight SIX preparations that are necessary for the interviewer to make before a job selection
interview. (6 marks) 

(b) Examine FIVE factors that hinder effectiveness in records management. (10 marks) 
(Total: 20 marks) 

QUESTION FOUR 
(a) Identify FIVE functions of downward communication. (5 marks) 

(b) State FIVE advantages of using removable data storage devices.  (5 marks) 

(c) Analyse FIVE benefits of group decision-making in an organisation. (10 marks) 
(Total: 20 marks) 

www.ch
op

i.c
o.k

e



Chop
i.c

o.k
e

  CS12 Page 2 
  Out of 2 
 
 

QUESTION FIVE 
(a) Identify SIX benefits of grapevine communication in an organisation. (6 marks) 

 
(b) With the use of examples, explain the following methods of records classification: 

 
(i) Transaction documents.  (2 marks) 

 
(ii) Reference documents.  (2 marks) 

 
(c) Describe the process involved in record and information life cycle.       (10 marks) 

  (Total: 20 marks) 
 
QUESTION SIX 
(a) List FOUR methods of resolving conflicts among groups. (4 marks) 
 
(b) Summarise THREE factors to consider when choosing a topic for presentation.  (6 marks) 
 
(c) Discuss FIVE ways in which technology has positively impacted communication.  (10 marks) 
   (Total: 20 marks) 
 
QUESTION SEVEN 
(a) List FOUR elements of a business proposal. (4 marks) 

 
(b) Outline SIX limitations of online surveys.  (6 marks) 

 
(c) Discuss FIVE principles of ethical communication.   (10 marks) 

 (Total: 20 marks) 
 

........................................................................................................ 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 4 December 2023. Afternoon Paper.       Time Allowed: 3 hours. 
 
This paper has seven (7) questions. Answer any FIVE questions. ALL questions carry equal marks. Do NOT write 
anything on this paper.  
 
QUESTION ONE 
(a) (i) Explain the meaning of the term “index” in the context of records management. (2 marks) 

(ii) Highlight FIVE factors that could be considered while choosing the type of indexing system to be used 
in an organisation. (5 marks) 

(b) Identify FIVE benefits of extranet network to an organisation.  (5 marks) 

(c) Discuss FOUR items that could be included in a newsletter of a company.  (8 marks) 
 (Total: 20 marks) 
 

QUESTION TWO 
(a) Outline FOUR challenges associated with grapevine communication.  (4 marks) 

(b) Explain SIX strategies that could be applied to improve record maintenance and access in an organisation.  
   (6 marks) 
(c) With reference to reports: 

(i) Identify FIVE items that could be included in the terms of reference.  (5 marks) 

(ii) Summarise FIVE items that could be included in the appendix. (5 marks) 
 (Total: 20 marks) 
 

QUESTION THREE 
(a) List FIVE demographic factors that a speaker could consider while carrying out an audience analysis. (5 marks) 

(b) In relation to records retrieval, summarise FIVE types of information that are included in a charge-out log.                      
   (5 marks) 

      
(c) With regard to information technology and communication, distinguish between “video conference” and 

“webinar”.  (4 marks)  

(d) Analyse THREE characteristics of poor listeners.  (6 marks)        
 (Total: 20 marks) 
 

QUESTION FOUR 
(a) List FOUR situations when it would be appropriate to use telephone communication instead of email.   (4 marks)     

(b) Analyse FOUR key principles of an effective record management system. (8 marks) 

(c) Discuss FOUR factors that the chairperson could consider while determining participants to be invited to a 
meeting. 

   (8 marks) 
 (Total: 20 marks) 
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QUESTION FIVE 
(a) Highlight SIX characteristics of effective communication. (6 marks) 
 
(b) Identify SIX essential features of a valid notice of a meeting.           (6 marks)      

(c) Ethical communication is essential for upholding a strong culture of compliance in the workplace.  
 

Discuss FOUR factors that could influence Ethical Communication.  (8 marks) 
 (Total: 20 marks) 
 

QUESTION SIX 
(a) Outline FIVE differences between “verbal communication” and “non-verbal communication”. (5 marks) 
 
(b) Explain FIVE advantages of online surveys.  (5 marks) 
 
(c) Discuss FIVE ways in which social media has enhanced communication in organisations.               (10 marks) 

 (Total: 20 marks) 
 
QUESTION SEVEN 
(a) Highlight FOUR types of information that could be conveyed through upward communication in an 

organisation. (4 marks) 
 

(b) Summarise THREE differences between “interpersonal communication” and “intrapersonal communication”.                
   (6 marks) 
 
(c) Explain FIVE disadvantages of written communication. (10 marks)            

   (Total: 20 marks) 
........................................................................................................ 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 21 August 2023. Afternoon Paper.    Time Allowed: 3 hours. 
 
Answer any FIVE questions. ALL questions carry equal marks. Do NOT write anything on this paper.  
 
QUESTION ONE 
(a) Outline SIX guidelines for drafting an effective memorandum.  (6 marks) 
 
(b) Explain FOUR characteristics of active records.                                                                   (4 marks) 
 
(c) “Despite the popularity of online meetings, most organisations prefer face to face meetings”.   
 

Discuss FIVE reasons which make face to face meetings preferable to online meetings. (10 marks)  
   (Total: 20 marks) 
 
QUESTION TWO 
(a) Highlight SIX tips of holding an effective telephone conversation.  (6 marks) 

 
(b) Explain FOUR characteristics of archived records.                                                                  (4 marks) 

 
(c) Discuss FIVE benefits an organisation gains by using intranet.                                             (10 marks) 

 (Total: 20 marks)   
 
QUESTION THREE 
(a) Summarise FOUR benefits of destruction as a method of records disposal.  (4 marks) 

(b) Highlight FOUR guidelines to be followed when preparing a circular. (4 marks) 

(c) Explain FOUR non-verbal cues that a speaker could use to deliver an effective presentation.        (4 marks) 

(d) Analyse FOUR reasons why team communication is important to business success.     (8 marks)                                                      
                                                            (Total: 20 marks) 
 
 

QUESTION FOUR 
(a) State SIX objectives of writing minutes of a meeting. (6 marks) 

(b) Giving examples, distinguish between internal records and external records. (4 marks) 

(c) Communication noise is defined as anything that prevents a receiver from fully comprehending a message.  

In relation to the statement above, analyse FIVE types of communication noise that could interfere with effective 
decoding of a message.                                                (10 marks)                 

      (Total: 20 marks) 
 

QUESTION FIVE 
(a) Explain FOUR characteristics of a good press release.                                                             (4 marks) 

(b) Identify SIX ethical standards that might be maintained while preparing visual aids.           (6 marks) 

(c) Discuss FIVE reasons why written communication is important to an organisation.            (10 marks) 
      (Total: 20 marks) 
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QUESTION SIX 
(a) State THREE benefits of transferring records that are not used regularly.     (3 marks) 
 
(b) Outline FIVE contents of a resume.                                                                                  (5 marks) 

(c) (i)  Identify FOUR guidelines followed when installing filing equipment in an office.     (4 marks) 

(ii) Describe FOUR measures that could be put in place while planning for an effective filing system. 
  (8 marks) 

 (Total: 20 marks) 
 

QUESTION SEVEN 
(a) Describe THREE methods of delivering a speech.                         (6 marks) 

(b) Discuss THREE organisational factors that influence ethical dilemmas among employees.  (6 marks) 

(c) Examine FOUR guidelines that could be followed to ensure confidentiality of records in an organisation. (8 marks)                                                                
(Total: 20 marks) 

........................................................................................................ 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 24 April 2023. Afternoon Paper.    Time Allowed: 3 hours. 
 
Answer any FIVE questions. ALL questions carry equal marks. Do NOT write anything on this paper.  
 
QUESTION ONE 
(a) List SIX guidelines that might be followed while constructing an effective questionnaire.   (6 marks) 

(b) Explain FOUR intrapersonal barriers to communication. (4 marks) 

(c) Analyse FIVE ways in which technology could enhance the writing of business documents.  (10 marks) 
     (Total: 20 marks) 
 

QUESTION TWO    
(a) Outline FIVE non-verbal signals that could enhance team communication.                            (5 marks) 

(b) Explain FIVE types of sitting arrangements that could be adopted in a meeting.               (5 marks) 

(c) Discuss FIVE common problems encountered in records management systems.             (10 marks) 
     (Total: 20 marks) 
 

QUESTION THREE 
(a) State SIX factors that could trigger team conflict.  (6 marks) 

(b) Identify SIX steps that a filing clerk could follow to ensure effective retrieval of office records.  (6 marks) 

(c) Giving examples, discuss FOUR functions of horizontal communication in an organisation.  (8 marks) 
     (Total: 20 marks) 

 
QUESTION FOUR 
(a) Highlight FOUR measures that a speaker could take to hold the audience’s interest throughout the presentation.  
   (4 marks)           
(b) Confidentiality is an ethical concern with regard to virtual meetings.  

 
State SIX measures that could be instituted to ensure confidentiality in virtual meetings.  (6 marks) 
 

(c) Outline FIVE differences between “a report” and “a proposal”.  (10 marks) 
     (Total: 20 marks) 
 

QUESTION FIVE 
(a) Explain SIX receiver- oriented barriers to communication.  (6 marks) 

(b) Analyse FOUR causes of informal communication in an organisation.  (8 marks) 

(c) Based on their value, describe THREE categories of records in an organisation.  (6 marks) 
     (Total: 20 marks) 
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QUESTION SIX 
(a) Highlight FOUR risks to security of records in an organisation.  (6 marks) 

(b) Outline SIX guidelines for conducting effective audio conferences.  (6 marks) 

(c) Describe FOUR stages of the electronic records life cycle.  (8 marks) 
     (Total: 20 marks) 
 

QUESTION SEVEN 
(a) Highlight FIVE reasons for selecting suitable filing equipment.    (5 marks)        

(b) In relation to records, discuss FIVE strategies that could be used to ensure adequate preparedness for disaster 
management.   (10 marks) 

(c) Summarise FIVE ways of ensuring efficient use of forms in an organisation.    (5 marks) 
     (Total: 20 marks) 

........................................................................................................ 
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CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 5 December 2022. Afternoon Paper.  Time Allowed: 3 hours. 
 
Answer any FIVE questions. ALL questions carry equal marks. Do NOT write anything on this paper.  
 
QUESTION ONE 
(a) Highlight FIVE record management processes that need to be documented in an organisation.     (5 marks) 

(b) Outline FIVE advantages of team communication.  (5 marks) 

(c) Describe FIVE stages of the listening process.  (10 marks) 
 (Total: 20 marks) 
 

QUESTION TWO 
(a) Identify FOUR factors that could determine the retention period of records.  (4 marks) 

(b) Analyse THREE qualities of a valuable business record.  (6 marks) 

(c) Describe FIVE steps that might be followed while writing a business report.  (10 marks) 
 (Total: 20 marks) 
 

QUESTION THREE 
(a) Highlight SIX limitations of online surveys.  (6 marks) 

(b) State FOUR objectives of an annual departmental report within an organisation.  (4 marks) 

(c) Discuss FIVE measures that could be put in place to protect loss of vital records in an organisation.  (10 marks) 
 (Total: 20 marks) 
 

QUESTION FOUR 
(a) Highlight FIVE advantages of using emails in an organisation.  (5 marks) 

(b) Identify FIVE characteristics of organisations that maintain effective records management systems.  (5 marks) 

(c) Discuss FIVE measures that could be undertaken to deal with ethical dilemmas in communication.  (10 marks) 
 (Total: 20 marks) 
 

QUESTION FIVE 
(a) Identify SIX ways in which the sender oriented barriers could affect feedback in a communication process.  
    (6 marks) 

(b) State SIX guidelines for effective face to face communication.  (6 marks) 

(c) Analyse FOUR differences between oral communication and written communication.  (8 marks) 
 (Total: 20 marks) 
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QUESTION SIX 
(a) Highlight FOUR merits of vertical filing. (4 marks) 

(b) State SIX objectives of an effective records management system in an organisation.                (6 marks) 

(c) Discuss FIVE communication barriers associated with the hierarchical nature of the organisation structure.  
   (10 marks) 

 (Total: 20 marks) 
QUESTION SEVEN 
(a) Highlight SIX ways of enhancing the effectiveness of a business proposal.  (6 marks) 

(b) Identify FOUR reasons for using bullets while writing an office memorandum.                (4 marks) 

(c) Analyse FIVE tips that you might consider while delivering a public speech. (10 marks) 
 (Total: 20 marks) 

........................................................................................................ 
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CS FOUNDATION LEVEL 

PILOT PAPER 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 

December 2021.  Time Allowed: 3 hours. 

Answer any FIVE questions.  ALL questions carry equal marks. 

QUESTION ONE 

(a) Identify seven methods of downward communication.  (7 marks) 

(b) State five non-verbal signals that could convey meaning during an interview.   (5 marks) 

(c) Explain the following barriers to effective communication.:

(i) Prejudice. (2 marks) 

(ii) Stereotyping. (2 marks) 

(iii) Pre-judgement. (2 marks) 

(iv) Closed mind.      (2 marks) 
(Total: 20 marks)

QUESTION TWO 

(a) Outline five benefits of computer networks in business communication.    (5 marks) 

(b) Highlight five advantages of using letters in business communication.  (5 marks) 

(c) Discuss five principles that should be followed while writing a good report.        (10 marks) 
(Total: 20 marks) 

QUESTION THREE 

(a) Explore six techniques of improving team communication.     (6 marks) 

(b) With reference to principles of communication, Explain the 7c’s of effective communication.       (14 marks) 
(Total: 20 marks) 

QUESTION FOUR 

(a) Analyse six objectives of carrying out an audience analysis.  (12 marks) 

(b) Outline eight steps of creating an effective records management system.        (8 marks) 
(Total: 20 marks) 

QUESTION FIVE 

(a) Highlight four demerits of grapevine communication in an organisation.     (4 marks) 

(b) Demonstrate four reasons that makes pre-printed forms popular in business communication.    (4 marks) 

(c) Describe six stages of the communication process.      (12 marks) 
(Total: 20 marks) 
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QUESTION SIX 

(a) Suggest five types of information that could be included in a persuasive message to make it convincing to the 
audience.     (5 marks) 
 

(b) Outline five precautions that a presenter could take while using humour during a presentation.                (5 marks) 
 

(c) Examine five objectives that an organisation could achieve from instituting effective document retention policy.  
                (10 marks) 
  (Total: 20 marks) 

                                                                                                                                                                                      
QUESTION SEVEN 

(a) Identify eight components of minutes of a meeting.                                                                                    (8 marks) 
 

(b) Bela Ltd is a manufacturing company that produces animal feeds and supplies to wholesalers all over the 
country. It has been sourcing its raw materials from Wema Ltd for the last five years. There is an agreement that 
when Bela Ltd makes an order, Wema Ltd should supply the goods within two weeks from the date of the order. 
 
Bela Ltd made an order on 1 October 2021 and by 30th of the same month, delivery had not been made. Due to 
this delay, production has been affected. Bela Ltd.’s customers have been inconvenienced and some have started 
buying their supplies from competitors. This has led Bela Ltd to experience loss of market share as well as 
reduced profits. 
 
You have been requested by the management to communicate this problem to Wema Ltd. 

  

 Required: 

 Write a complaint letter.    (12 marks) 
   (Total: 20 marks)   

................................................................................................................ 



 CS12 Page 1 
 Out of 2 
 
 

 
 
 

CS FOUNDATION LEVEL 
 

COMMUNICATION SKILLS AND RECORDS MANAGEMENT 
 
MONDAY: 1 August 2022. Afternoon paper.  Time Allowed: 3 hours. 
 
Answer any FIVE questions. ALL questions carry equal marks. Do NOT write anything on this paper.  
 
QUESTION ONE 
(a) Discuss five roles that effective communication plays in an organisation. (10 marks) 

 
(b) Explain the meaning of the following models of communication: 

 

(i) Linear communication model. (2 marks) 
 

(ii) Interaction model of communication. (2 marks) 
 

(iii) Transactional communication model. (2 marks)  
 

(c) Highlight four components of the communication process. (4 marks) 
 (Total: 20 marks) 

 
QUESTION TWO 
(a) Summarise four “chains of grapevine communication” as proposed by Prof. Keith Davis. (8 marks) 

 
(b) Outline four ways through which the following types of communication can be made more effective: 

 
(i) Visual communication. (4 marks) 

 
(ii) Written communication. (4 marks) 
 

(c) Identify four elements included in a circular letter. (4 marks) 
   (Total: 20 marks) 
 
QUESTION THREE 
(a) Identify six types of non-verbal communication. (6 marks) 
 
(b) Your company recently advertised a position for a communication officer. The human resource department received 

ten applications.  
 

Required: 
(i) Examine five steps that could be followed in conducting interviews for the above ten candidates.  (4 marks) 

 
(ii) Explain five types of interview tests that may have been administered during the interview. (10 marks) 
  (Total: 20 marks) 

 
QUESTION FOUR 
(a) Discuss five principles of good record keeping practices in a business organisation. (10 marks) 

 
(b) Summarise five methods of disposing records used in organisations. (5 marks) 

 
(c) Highlight five uses of internet in an organisation. (5 marks) 

  (Total: 20 marks) 
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QUESTION FIVE 
(a) Examine five measures that an organisation could take to ensure effective records management. (10 marks) 

 
(b) (i)  Analyse three parts of a research report. (6 marks) 

 
(ii)  Outline four uses of a budget report. (4 marks) 

 (Total: 20 marks) 
 
QUESTION SIX 
(a) Evaluate four causes of ethical lapse in the communication process. (8 marks) 

 
(b) (i)  Explain the meaning of “wireless technology”. (2 marks) 

 
(ii) Suggest five uses of a wireless communication system in an organisation. (10 marks) 

   (Total: 20 marks) 
 
QUESTION SEVEN 
(a) Summarise six indicators of an active audience in a presentation. (6 marks) 

 
(b) Assess four barriers to effective cross-cultural communication in an organisation. (8 marks) 

 
(c) Explain three main parts of a well-structured presentation. (6 marks) 

  (Total: 20 marks) 
..................................................................................................... 
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