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Answer ALL questions on the separate sheet provided. [100 marks]
1. a) Define assertiveness. What happened when you are assertive? (3 marks)
b) State SEVEN (7) elements of speech communication process. (7 marks)

c) Discuss FIVE (5) methods to handle situation involving difficult colleagues. You
need to include ONE (1) example for each method. (15 marks)
Total:  [25 marks]

2. a) What is critical thinking? Explain and provide TWO (2) related examples.
(5 marks)

b) Show and describe Ishikawa’s "Fishbone Diagram” (8 marks)

c) Compare strong work ethics and poor work ethics by constructing a table to show
FOUR (4) differences with suitable example for each. (12 marks)
Total:  [25 marks]

Case Study: Improving Team Performance at Work

Riya is a newly appointed team leader in a small IT company. Her team is
responsible for completing a software project within three months. After the
first month, Riya notices that the team is missing deadlines, communication
among members is poor, and some employees are blaming each other for
mistakes. As a result, the project quality is suffering, and the client has
expressed dissatisfaction.

Riya wants to handle the situation effectively by using a proper problem-
solving process. She decides to identify the real causes of the problem,
consider possible solutions, and take corrective actions to improve team
performance and ensure timely completion of the project.

a) Show FOUR (4) problems faced by Riya and explain the first step she should take in
the problem-solving process. (12 marks)

b) Explain TWO (2) possible solutions Riya can consider solving the problem.
(8 marks)
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c) What is the final step Riya should implement to solve the issue? You need to

include explanation. (5 marks)
Total:  [25 marks]

Emotional Intelligence:

o Is the ability to recognize, understand and influence the emotions of
others.
¢ |t's about being smart of other’s feelings.

Based on the above statement , answer the following:
a) Explain FIVE (5) key elements of emotional intelligence. (10 marks)

b) Show FIVE (5) ways to develop emotional intelligence with example. (10 marks)

c¢) How can you manage emotions for better decision making? Develop TWO (2) ways

with suitable example. (5 marks)
Total:  [25 marks]

- END OF QUESTIONS -
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