[image: image1.jpg]



INSTITUTE OF BANKERS IN MALAWI 

CERTIFICATE IN BANKING EXAMINATION

SUBJECT: INTRODUCTION BUSINESS COMMUNICATION 


 (IOBM-C105)

DATE: Monday 8th October 2007
Time Allocated: 3 hours (13:30 – 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 3 questions, each question carries 20 marks. 


Answer ALL questions.

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

5
DO NOT open this question paper until instructed to do so.
NOTE:
Do not remove this paper from the Examination Hall.
SECTION A:
(60 Marks)
Answer ALL questions in this section.
QUESTION: 1
(a) Using an example, explain the importance of reports in a bank.
(5 marks)

(b) As part of a customer care programme, you were requested to investigate the quality of service at the bank where you are working. In your investigations you discovered that:
· The system in the bank is often offline due to frequent blackouts;
· Customers wait for a long time for new cheque books;
· Head Office takes long to process loan applications;
Add others on your own.

Required:

Write a report to the branch manager and make necessary recommendations.
   







          (15 marks)





(Total 20 marks)
QUESTION: 2
(a) Give any three advantages and two disadvantages of writing letters to customers.






            (5 marks)
(b) Imagine that a customer who got a loan from a bank where you are working has defaulted payment. On checking his account you discover that the customer withdrew the whole salary before the deductions were made contrary to the terms of the loan.
Required:

Write an appropriate letter to the customer.
.

          (15 marks)









(Total 20 marks)

QUESTION: 3
Discuss how the developments in Information Communications Technology (ICT) have contributed to customer service in the banking sector.   (20 marks)
(Total 20 marks)

PTO FOR SECTION B
SECTION B:
(40 Marks)
Answer any TWO questions from this section.
QUESTION 4
(a) Using two relevant examples in a bank set up, explain the meaning of each of the following:

i) Downward communication.

ii) Upward communication.



          (10 marks)
(b) Explain how any two barriers can affect the communication between a banker and a customer.




            (4 marks)
(c) Suggest how to minimise the effect of each of the barriers in (b) above in order to improve communication.



            (6 Marks)









(Total 20 marks)

QUESTION: 5
(a) Explain how a branch manager could prepare for a meeting to ensure its effectiveness.






          (10 marks)
(b) Describe any four visual aids which a bank manager could use when making an oral presentation.




          (10 marks)










(Total 20 marks)
QUESTION: 6
(a) Using three examples explain how a banker can use nonverbal communication to improve communication with customers.      (10 marks)
(b) On behalf of the branch manager of the bank where you are working, draft a memorandum to remind your colleagues who frequently communicate with customers on the phone on how to use the phone effectively.






          (10 marks)









(Total 20 marks)
QUESTION: 7
You have been nominated to make a presentation on behalf of your department at the end of an annual strategic planning session.  Outline how you would ensure that you carry out the task successfully in the preparation and delivery of the speech.





          (20 marks)










(Total 20 marks)
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