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INSTRUCTIONS AND INFORMATION
1. Answer ALL the questions.

2. Read ALL the questions carefully.

3. ing system used in this question
paper. ;

4, Answer each question on a NEW page.

5. Any rough work must be cleatly crossed out.

Write neatly and legib
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SECTION A

QUESTION 1

1.1 Various options are given as possible answers to the following questions.
Choose the answer and write only the letter (A-D) next to the question
number (1.1.1-1.1.10) in the ANSWER BOOK.

1.1.1 A ... is an example of a personal document that
along when going for an interview.

A job application form

B municipal account

C curriculum vitae

D previous payslip
1.1.2 ONE of the following is an exa ‘aphysiclogical need:
A Belonging to a union
B Going on a vacation
C Receiving an award
D Getting a promotion

angry has the following personality type:

1.1.3 A client who eas

Pamphlet

Business card

Radio advertisement
Advertising in a newspaper

ONE of a secretary’s duties is to ...

A summarise arguments for or against a motion before putting it
to the vote.

ensure that all instructions and decisions are carried out.

count the votes in the absence of a treasurer.

ensure that a meeting is properly constituted.

oOw
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1.1.6 An example of vertical communicationis ...

A the marketing manager needing information from the financial
manager.

B a secretary from the sales division phoning a secretary from
the public relations department.

C the head chef giving instructions to the junior chefs.

D the receptionist of a hotel speaking to another .receptionist
about a client who wants to confirm a booking.

1.1.7 ONE of the following is an example of a perceptual.barrier:

A Poor eyesight

B Intelligence

C Snow on the television
D The use of slang

1.1.8 ONE of the following is a form |

A Graph
B Frown
C Sign/symbol
D  Memorandum

stulikely be used to indicate the increase in

Tk{e ¢ hedry that conflict must be avoided because it is negative and
\Aaging is a/an ...

old-fashioned approach.
traditional approach.
behaviour approach.
interaction approach.

(10 x 2)
1.2 Indicate whether the following statements are TRUE or FALSE. Choose the

answer and write only 'true' or 'false'’ next to the question number
(1.2.1-1.2.5) in the ANSWER BOOK.

1.2.1 Visual semiology is communication by means of anything that
needs to be heard by the receiver in order to be understood.
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1.2.2 The circular process of interviewing is when the interviewer and the
interviewee continuously change roles as sender and receiver.

1.2.3 The purpose of the informative interview is to persuade the
respondent to alter his/her perceptions, thoughts and opinions.

1.2.4 The type of conflict that exists freely between two or more
individuals is called interpersonal conflict.

1.2.5 Job analysis is the process of determining and r portmg ertlnent
information relating to the nature of a specific j jo

1.3

r how slow you speak is called (tempo/volume).
(5x2)

1.4 Jor’" or term for each of the following descriptions. Write only the

Tnext to the question number (1.4.1-1.4.5) in the ANSWER

Allows someone to vote on behalf of someone else

A correction or alteration to the agenda or minutes

©1.4.3 If there is a deadlock in the voting, the chairperson's vote decides
whether it is for or against the motion
1.4.4 Record the exact words spoken at the meeting
1.4.5 Minimum number of people that must be present for the meeting to
proceed
(5x2)
TOTAL SECTION A:
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SECTIONB
QUESTION 2
Refer to the attached ADDENDUM and answer the questions.

2.1 Identify the following elements of communication as depicted in the case
study:

2.1.1 Sender
2.1.2 Receiver

2.1.3 Medium

2.1.4 Message (2)
2.2 There are TWO possible barriers to the: communic rocess in the case
study.
Identify the barriers and explain why they occut (4)
2.3 Give ONE example of nonverbal commJ’ ion that illustrates the emotion
that Sarah was experienci (1)
2.4 Name and explain each of the THREE theories regarding conflict within an
organisation. : (3x2) (6)
2.5 (4)
2.6 consequences that conflict can have on Riviera
(5x2) (10)
2.7
and g mterpersonal conflict.
me and explain FIVE guidelines that her friend could give her.
(5x2) (10)
2.8 Suggest and explain FIVE ways in which customer complaints can be
handled. (5x2) (10)
[50]
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QUESTION 3

Sarah, the receptionist, is actually a qualified chef who was unable to get a job suited
to her qualification. A new five-star hotel is about to open at the Boardwalk and they

are advertising various positions that suit her qualification. She decides to apply for a
position as junior chef,

Answer the following questions based on the scenario above.

3.1 The candidates who wish to apply for the position of Jumor
their CVs to the recruitment agency at the Boardwalk.

Suggest SIX things that Sarah must keep in mind wh

3.2 Sarah wants to ask her previous employer to act as

What is a reference?

o
Lo

Sarah should not only rely on the }ob title alone as that can be very

misleading. Her friend Jessica decides:to get.information about what the job
entails.

(10)
Give any FIVE reasons

arah needs to get information before applying
for a job.

(5x2)
3.4 Sarah applied for the:job

nvited to an interview. She should know
a person’ S voice are very important during an

1dy explain in detail how the following nonverbal cues in a
> can help him/her during an interview:

Pronunciation
Accent

3.4.5 Style (5x2) (10)
3.5 After the interviews there is normally a selection process.

Explain the selection process that the recruitment agency will follow. (6)
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3.6 Explain how the following factors may help to motivate employees in a
working environment not to become discouraged:
3.6.1 Policy

3.6.2 Supervision

3.6.3 Remuneration
(9)
3.7 Give ONE reason why a company sometimes should mak
consultant. 4]
[50]
GQUESTION 4
Refer to the case study in the ADDENDUM and answ"
4.1 The manager of Riviera Restaurant was:very perturbed by the way the staff is
handling clients and decided to wor shop them. The AIDA principle for sales
was explained to staff. “ L
Name and explain the FOUR steps of thé AIDA principle that can be applied
to promote sales at the restaurant. (4x2) (8)
4.2 The manager is es ecxany“‘ ed in assisting staff on how they should
handle difficult clientsi
Write detailed se w the following aspects can assist staff when
dealing with diffi
Assertiveness
Determining expectations
(5x2) (10)
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4.3 The manager is stressed because none of the plugs is working at the venue
that he has booked for the workshop. Furthermore, there are no boards.

4.3.1 Suggest ONE of the two options for visual aids that he can use. (2)

4.3.2 Explain TWO reasons why he should use the visual aid that you
chose in QUESTION 4.3.1 by referring to its advantages. (2 x 2) (4)

4.4 The employees of Riviera Restaurant feel there is no need

f
trained.

Explain FIVE reasons why they should be trained. (10)

4.5 Identify and explain any THREE barriers that can oc
the staff of Riviera Restaurant.

(6)
4.6 The manager needed to replace Sarah a da vertised the position. Interviews
were held and one successful candidate was chosen. The manager now
needs to orientate the new employe
Name the TEN steps that should be includ n orientation program. (10)
| [50]

TOTAL SECTION B: 150
GRAND TOTAL: 200
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ADDENDUM A

Sarah Manns is a receptionist at Riviera Restaurant in Port Elizabeth. Lately she has
experienced problems because she has a car and a lease agreement that need to be
paid and she feels she’s not earning enough. While her manager was out, a client

phones to complain about the poor service that she had received at the restaurant the
previous week.

The client was unhappy because she had discovered a hair in her Soup and: ,
the waitress, Millicent Shauders, had been rude and had not listenedzt{jhe( omplain

Ms. Manns battled to understand the client because she was. speaking wi

German accent. She also became very frustrated with the cli
on her mind.

When the client repeated her story for the fourth time:s
The client then insisted that the manager had to call
dealing with incompetent people.

uppress a sigh.
ing she was tired of
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