

[image: image1.jpg]



INSTITUTE OF BANKERS IN MALAWI

CERTIFICATE IN BANKING EXAMINATION

SUBJECT: INTRODUCTION TO BUSINESS

     COMMUNICATION (IOBM-C105)

Date: Friday 2nd May 2008

Time Allocated: 3 hours (13.30 to 16.30 pm) 


INSTRUCTIONS TO CANDIDATES
1 
Read the instructions on the cover of the answer book.

2 
This paper consists of TWO Sections, A and B.

3 
Section A consists of 4 questions, each question carries 15 marks.

Answer ALL questions.

4
 Section B consists of 4 questions, each question carries 20 marks.

Answer ANY TWO questions.
5
You will be allowed 10 minutes to go through the paper before the start of the examination, when you may write on this paper but not in the answer book.
6 
DO NOT open this question paper until instructed to do so.

SECTION A
(60 Marks)

Answer ALL questions from this section.

QUESTION 1

(a) 
Define the term "Communication". 


                  (1 mark)
(b) 
Give three (3) reasons why feedback is important in the communication process.






                 (3 marks)
(c) 
Give five (5) reasons why effective communication is important to the banker. 







      (5 marks)
(d) 
Imagine you have been appointed a supervisor of newly employed cashiers in your bank. Explain to the new cashiers the three (3) possible ways a banker can communicate with customers.

      (6 marks)
(Total 15 Marks)

QUESTION 2

(a) 
Your bank commissioned an investigation to look into the causes of growing customer complaints. After establishing the causes, you have been requested to write a report to senior management.

Without writing the report, sketch an outline of what each component of

your short formal report would contain. 



      (7 marks)
(b) You are a Customer Service Manager in a bank. A customer has written you complaining of the following:

-
That there are usually long queues in the banking hall.
-
The Bank Commissionaire is always glued to the TV set leaving

most customers wondering about searching where they can be served.

Required:

Write an appropriate letter of adjustment to the customer with a copy to the Branch Manager. 







      (8 marks)
(Total 15 Marks)
QUESTION 3

It has been observed that most students fail examinations because they have poor study skills. You have been invited to one of the colleges to speak on the topic "Effective Study Skills" to students who have chosen banking as a career.
Required:

Compose your written speech as you would present it at the function.
(Total 15 Marks)

QUESTION 4

(a) 
Define the term "internet". 





        (1 mark)
(b) 
Developments in Information Technology (IT) are having a great impact on organisations as well as individual employees working in those organisations.

The Internet, as an example of an IT development has brought many changes in organisational behaviour.  What could be any four (4) benefits the internet is providing to a modern banker in Malawi?
      (4 marks)
 (c) 
Briefly explain the following terms in electronic communication:

(i) 
WWW







      (2 marks)
(ii) 
HTTP







      (2 marks)
(iii) 
HTML







      (2 marks)
(d) What is a facsimile and what are its benefit to business communication?
(4 marks)

(Total 15 Marks)
SECTION B
(40 Marks)

Answer ANY TWO questions from this section.

QUESTION 5

(a) Besides verbal communication, non-verbal communication has now been recognised as an essential communication tool in the banking sector. 
Explain the role of non-verbal communication in good business communication.






    (10 marks)
(b) Your colleague who was as a secretary in a committee meeting has e-mailed you asking for the difference between narrative minutes and resolution minutes, and what their merits are.
Require:
Compose your response and present it in form of an e-mail.
    (10 marks)
(Total 20 Marks)
QUESTION 6

(a) 
What are the three (3) purposes of a speech? 


      (3 marks)
(b) 
What five (5) factors can ensure effective delivery of a speech?  (5 marks)
(e) You have been elected as a National Youth Coordinator on HIV and AIDS Project. You are expected to speak at a youth council meeting on HIV/AIDS prevention strategies and request for funding.

Clearly explain the factors that you would consider in preparing for the oral presentation at the council meeting. 


    
    (12 marks)
(Total 20 Marks)

QUESTION 7

(a) 
Explain the meanings of the following terms as they relate to meetings:

i. 
Addendum 






        (1 mark)
ii. 
Resolution 






        (1 mark)
(b) 
Name any three (3) meeting procedures that will ensure an efficient and effective meeting. 






      (3 marks)
(c) 
State any five (5) qualities of a good chairperson of a meeting.   (5 marks)

(d) 
As a chairperson of a meeting, what any five (5) factors would you consider necessary to make your meetings effective? 

   (10 marks)
(Total 20 Marks)

QUESTION 8

(a) 
Give any two (2) advantages of using each of the following audiovisual aids.

(i) 
Flipcharts 






      (2 marks)
(ii) 
Transparencies 





      (2 marks)
(b) 
John Bengo, your supervisor, has been asked to make a video presentation on "customer care". He has asked you to help him make preparations for the presentation.

What are the success factors that you would recommend to your supervisor to consider before using a video presentation?
      (5 marks)
(c) 
Your colleague who has never used an overhead projector in a presentation has requested for your advice. Write a memo with brief instructions on how the equipment should be used.

    (11 marks)
(Total 20 Marks)

END OF THE EXAMINATION PAPER
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