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SECTION A — (10 × 2 = 20 marks)

Answer any TEN questions
1. Define communication.

2. Explain C.I.F

3. State any four mistakes that give rise to complaints.

4. What is a testimonial?

5. What is an agenda?

6. What is body language?

7. What is email?

8. Explain interview.

9. What is a report?

10. Explain website.

11. What is an intercom?

12. Explain executive summary.

SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions
13. Discuss the principles of effective communication.

14. Sandhya Sewing machine co. ltd have received a complaint from a customer of theirs, who recently purchased a sewing machine from them saying that the machine does not give satisfactory service. Draft a reply saying that this is probably due to the fact that the customer has not read the instructions carefully before using the machine.

15. Draft a testimonial by an employer.

16. Distinguish between formal and informal reports. What are the features of a good formal report?

17. Explain the basic skills required for talking to people in business situation.

18. Write short notes on FAX and Video conferencing.

19. Draft a circular letter announcing the retirement of a partner of your firm.

SECTION C — (3 × 10 = 30 marks)
I.
Case study (Compulsory)
(1 × 10 = 10)
20.
Mr.Mallik founded a small radio manufacturing plant in western India in the 1950s.  
By 1980 it had approached `500 million annually, with 15,000 employees and 5 manufacturing locations. Throughout its growth the founder remained active, imaginative and driving force of the company. In earlier days every manager and worker knew him, and he was able to call most of them by their first names; so even after the company grew fairly large, people felt they knew the founder and chief executive. The company workers had a strong loyalty that they never formed a union.

However, as the company prospered and grew, Mr.Mallik worried that it was losing its “small company” spirit. He also felt that communications were suffering, that his objectives and philosophy were not being understood in the company, much wasteful duplication was occurring and new product development and marketing were suffering as a result. He was concerned that he lost touch with people. To solve the communication problem, he hired a Director of Communications reporting directly to him. Between the two they put in to affect every communication device they found in other large companies, namely

a) Bulletin boards in every office.

b) A revitalized company newsletter carrying much company and 

personal news affecting all locations. 

c) “Company facts book” for every employee, giving significant information about the   company.
d) Regular profit sharing letters.
e) Company sponsored courses to tech communications
f)  Monthly meetings for executives at headquarters and annual meetings for 
executives at all levels.
g) A large number of special committees to discuss company matters.
After much time, effort and expenses, Mr.Mallik was disappointed to   find that his problems of communication and of the “small company” still existed and the results of his programmes did not seem to be significant.

      Questions:

a) What kind of communication problem does the company have?
b) Do you agree with Mr.Mallik’s approach towards the company’s  

communication problem? Support your answer with arguments.

       II.
Answer any 2 questions: 



      (2 × 10 = 20)
21.      Mrs..Shukla  and sons, Delhi, have not paid a balance of  `40,000 in spite
           of repeated reminders. Make an appeal to their credit reputation and urge  

           them to honour their obligation within ten days. 

22.       Draft curriculum vitae for the post of a human resource manager.

23.      Your company organized a blood donation camp in which over 200 
employees as well as some directors donated blood. Prepare a suitable press  release on   the occasion.

24.      Write short notes on body language, websites, informal communication and  
                   role play.
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