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1 INTRODUCTION 
 
Dear Student 
 
We hope that you have enjoyed your studies in Communication in Business Contexts 
(CBC1501) thus far. Please note that tutorial letters are important and intended to assist you in 
understanding the content of this module better, as well as to prepare you for the final 
examination. Therefore, it is important to read all your tutorial letters carefully and keep them in 
a safe place for future reference. 
 
You will remember that Tutorial Letter 101/3/2015, which you received when you registered for 
CBC1501, contained the two compulsory assignments for this module. This tutorial letter deals 
specifically with general feedback on and answers to these two assignments for Semester 1. 
 
Digital copies of all tutorial letters are available on myUnisa. 
 
If you have any enquiries regarding this module, please refer to your Tutorial Letter 101/3/2015 
to ascertain which department at the university to contact depending on the nature of your 
enquiry. Remember that you are welcome to contact the lecturers should you have any content-
related enquiries. 
 
Contact details are as follows: 
 
Mrs Zaina Rehman 
Module coordinator 
Tel: 012 429 8053 
E-mail: erehmaz@unisa.ac.za 
 
Ms Tanja Botha 
Lecturer 
Tel: 012 429 4168 
E-mail: ebothat@unisa.ac.za 
 

Should you be eligible for a SUPPLEMENTARY examination, you will have to write it in 
October/November 2015. Please contact the module coordinator/lecturer about a month before 
the supplementary examination in order to obtain a new tutorial letter applicable to the 
October/November 2015 examination, as the tutorial letter that you are reading now will then 
no longer be relevant. 

 
If you cannot reach the module coordinator/lecturers or if you need to leave them a message, 
please contact one of the departmental secretaries: 
 
Mrs Martha Malefo 
Tel: 012 429 6565 
E-mail: malefmn@unisa.ac.za 
 
Ms Annelize Vermeulen 
Tel: 012 429 6016 
E-mail: vermea@unisa.ac.za 

mailto:erehmaz@unisa.ac.za
mailto:ebothat@unisa.ac.za
mailto:malefmn@unisa.ac.za
mailto:vermea@unisa.ac.za
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2 FEEDBACK ON ASSIGNMENT 01 
 
2.1 General comments 
 

IF YOU SUBMITTED THIS COMPULSORY ASSIGNMENT, YOU QUALIFY FOR 
EXAMINATION ADMISSION. 

 
Assignment 01 for Semester 1 was due for submission on 12 March 2015. The unique 
assignment number that you had to use when submitting this assignment was 505975. 
 
The total maximum marks for this assignment was 100. Each paragraph or essay-type question 
had a different mark allocation based on the information required. This assignment contributes 
10% to your final mark. Remember that your semester mark contributes 20% to your final 
module mark; the other 80% is achieved in the final examination that is scheduled for 
May/June 2015. 
 
We will now look at the answers to and other guidelines for the questions that were asked in 
Assignment 01. Please compare these with the answers that you submitted in your assignment. 
If you did not hand in your assignment, you can still look at the feedback given in order to 
enhance your understanding of the content of this module. 
 
When you receive your marked Assignment 01, please take special note of the personalised 
feedback given by the marker. This feedback, combined with your understanding of how to 
approach similar paragraph or essay-type questions, will help you tremendously in the 
examination. 
 

Please note that if you did not submit Assignment 01, you will NOT be allowed to sit for 
the examination. 
For information that is more detailed in this regard, please consult Tutorial Letter 
101/3/2015. 

 
2.2 Answers and feedback 
 
You first had to read the article below before attempting to answer the assignment questions. 
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QUESTION 1: 
STANDARD OPERATING PROCEDURES (SOPs) [25 marks] 

 
Question 1 is based on the article above. 
 
Instructions 
 
You are Prof Jonathan Jansen‟s personal assistant at the University of the Free State. It is 
customary to recruit a first-year student at the university each year to assist you with the 
professor‟s administrative duties. The new recruit will be responsible for responding to all 
enquiries via telephone, email and face-to-face communication; keeping all records stored 
correctly in electronic and printed format; as well as creating and maintaining an electronic 
database of current students and alumni. Therefore, you have been assigned the task of 
drawing up a standard operating procedures (SOP) document for the prospective student recruit 
to follow.  
 
Question 1 required you to design an SOP document for a first-year student to assist with Prof 
Jansen‟s administrative duties at the university. 
 
Let us now look at the breakdown of the mark allocation for this question: 
 

Criterion 1:  Format and layout (Total: 10) 

 
1 Main heading/Title [2] 
 

 You had to provide a clear and appropriate heading. (1 mark) 

 Format: The heading had to be in CAPITAL letters and BOLD. (1 mark) 
 
2 Purpose [2] 
 

 You had to provide an explicitly expressed purpose. (1 mark) 

 Format: The purpose had to be written in sentence case. (1 mark) 
 
3 Scope [2] 
 

 You had to state the scope of the document, for example: This SOP applies to the new 
student recruit responsible for taking care of the administrative tasks in Prof Jansen‟s 
office. (2 marks) 

 
4 Numbering [2] 
 

 First-level numbering must be used for all the imperatives. (1 mark) 

 No punctuation/ brackets should be used after second-level numbering. (1 mark) 
 
5 Alignment [2] 
 

 Correct and accurate alignment of content is paramount. (2 marks) 
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HOW TO MANAGE PROFESSOR JANSEN‟S ADMINISTRATIVE AFFAIRS 
 

(An example of heading/title) 
 
Purpose: 
 
The purpose of the SOP document is to outline the general tasks related to managing the 
administrative affairs of Prof Jansen to the student recruit (an example of a purpose). 
 
Scope: 
 
This SOP applies to all new student recruits responsible for taking care of the administrative 
tasks in Prof Jansen‟s office (an example of the description of the scope of the document). 
 
Procedure 
 
1…………………………………………………………………………………………………….………
…………….………………………………………………………………………………………………… 

2…………………………………………………………………………………………………….………
…………………………..………………………………………………………………………………...… 

3………………………….………………………………………………………………………….………
………………………………………….……………………………………………………………..…..… 

4…………………………………………………………………………………………………….………
…………………………………………………………………………………………….………………… 

5…………………………………………………………………………………………………….………
…………………………………………………………………………………………………………….… 

6…………………………………………………………………………………………………….………
……………………………………………………………………………………………….……………… 

7…………………………………………………………………………………………………….………
……………………………………………………………………………………………………….……… 

8…………………………………………………………………………………………………….………
………………………………………………………………………………………………………………. 

9…………………………………………………………………………………………………….………
………………………………………………………………………………………….…………………… 

10……………………………………………………………………………………………………………
………………………………………………………………………………………………………….…… 
 

Criterion 2:  Content (Total: 10) 

 
1 Use of imperatives/command words [5] 
 

 You had to use a command word/imperatives at the beginning of each of the ten 
sentences required. The mark allocation acted as a guide to the number of sentences the 
student had to provide. 

 Half a mark (½) for the command word used in each sentence. There should be ten 
sentences with one command word in each sentence. Even if the student provides more 
than one imperative in a sentence, only one imperative per sentence will receive a mark. 
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2 Purpose-designed instructions [5] 
 

 You had to formulate the instructions as a whole appropriately and the tasks had to be 
related to administrative tasks in general and/or related to the administration of 
Prof Jansen‟s tasks. (10x½ = 5 marks) 

 

 Half a mark (½) per relevant and purpose-designed instruction. 
 

Criterion 3:  Fluent and grammatically correct writing (Total: 5) 

 
1 Writing fluency [2] 
 
You should maintain a flawless, logical and coherent articulation of ideas. 
 
2 Grammar [1] 
 
Ideally, excellent sentence construction, as well as tense and grammatical correctness should 
be evident. 
 
3 Spelling [1] 
 
The ideal is excellent spelling. 
 
4 Punctuation [1] 
 
The ideal is to have zero punctuation errors 
 

QUESTION 2: 
ARGUMENTATIVE ESSAY [35 marks] 

 
Question 2 is based on the article provided in the beginning. 
 
Instructions 
 
As a first-year student, you are expected to take on a leadership role in your country, your 
community and in your personal space. A university education aims to equip the youth with the 
skills required to function in and contribute to the “learning organisation”. In view of your 
understanding of the “learning organisation”, critically discuss Prof Jansen‟s arguments in his 
article “It‟s right to be wrong”. In other words, critically analyse and interpret Prof Jansen's 
arguments, indicating whether you agree with him or not, and explaining how, in your view, first-
year students could or could not put Prof Jansen‟s expectations of first-year students in the 
learning organisation and as leaders into practice. 
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Let us now look at the breakdown of the mark allocation for this question: 
 

Criterion 1:  Format and layout (Total: 5) 

 
1 Brainstorming and planning [2] 
 

 There is no specific way required but you needed to provide evidence of brainstorming and 
planning BEFORE writing your final essay. 

 Essay writing requires a thorough thought process. Brainstorming and planning constitute 
evidence to show that you critically thought the essay format and structure through, as well 
as the debate and opinions required by the essay question. 

 An example of a brainstorming or planning process could be done via a mind map: a list of 
thoughts; topic sentences; a table; and the main ideas contained in the essay, etcetera. 

 The planning did not have to be written in full sentences though. However, if the points in 
the planning stage DID NOT relate to the final essay, NO MARKS would have been 
awarded. 

 You would have lost two (2) marks for lack of evidence or if the plan did not display a 
logical breakdown of ideas. 

 
2 Logical organisation of the answer [3] 
 

 An appropriate title should be provided. (1 mark) 

 Correct format of title (that is, in bold and in capital letters). (½ mark) 

 You had to present this piece of writing in an essay format – that is there should be an 
introduction, a body and a conclusion. 

(There should be at least three paragraphs). (1 mark) 

 There should be NO subheadings NOR numbering. (½ mark) 
 

Criterion 2:  Content (Total: 25) 

 
1 Thesis statement [3] 
 

 You had to start your essay with a clear thesis statement, stating the essence of your 
argument and providing relevant substantiation thereof. (3 marks) 

 
2 Define and discuss the concept „learning organisation‟ [7] 
 

 You had to explain the theory of a “learning organisation” as per the prescribed book, in 
your own words. (7 marks) 

 
3 Balance of theory and application [1] 
 

 You should have explained the theory and then applied it to the scenario to substantiate 
your thesis statement. (1 mark) 
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4 Apply the theory to the scenario [12] 
 

 You should have discussed Prof Jansen‟s arguments in line with the “learning 
organisation” theory. 

 At least four (4) relevant arguments should have been discussed. (8 marks) 

 You should have discussed the development of first-year students‟ leadership skills. 

 (4 marks) 

 

5 Written in a formal tone [2] 
 

 You had to write in a formal tone throughout. In other words, you had to write in the third 
person as we are training you to write in a formal, business tone. (2 marks) 

 
 

Criterion 3:  Fluent and grammatically correct writing (Total: 5) 

 
1 Writing fluency [2] 
 
You should maintain a flawless, logical and coherent articulation of ideas. 
 
2 Grammar [1] 
 
Ideally, excellent sentence construction, tense and grammatical correctness should be evident. 
 
3 Spelling [1] 
 
The ideal is excellent spelling. 
 
4 Punctuation [1] 
 
The ideal is to have zero punctuation errors. 
 

QUESTION 3: 
OUTLINE OF A TALK [25 marks] 

 
Question 3 was also based on the article provided in the beginning. 
 
Instructions 
 
Assume you are invited to deliver a talk, on behalf of all first-year students, to the lecturers of 
the University of the Free State in response to Prof Jonathan Jansen‟s article above. The first-
year students believe that this article portrays a stereotypical view of them. Use the five (5) 
steps of Monroe‟s Motivated Sequence to draw up an outline of a talk, aimed at persuading 
the audience to view first-year students through a new lens, as you feel that students were 
already making an impact in their communities before they entered university. Emphasis may be 
put on the “born-frees” who constituted the corner-stone in creating a democratic and non-racial 
society in a post-1994 South Africa. Any other relevant and pertinent issues related to the 
positive contribution that the youth has made to this country may be discussed within the 
context of the article. 
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Present your answer as follows: 
 
Let us now look at the breakdown of the mark allocation: 
 

Criterion 1:  Format and layout (Total: 10) 

 
The layout of the answer had to be presented as instructed and provided in accordance with the 
prescribed book. 
 
1 Main heading/Title [2] 
 

 The student had to present a clear and appropriate heading. (1 mark) 

 The heading had to be in CAPITAL letters and BOLD. (1 mark) 
 
2 Purpose [2] 
 

 The student provided a clearly expressed purpose. (1 mark) 

 The purpose had to be written in sentence case. (1 mark) 
 
3 Headings:  Monroe‟s Motivated Sequence [3½] 
 

 Appropriate section headings had to be used for the five (5) steps of Monroe‟s Motivated 
Sequence. (2½ marks) 

 The headings had to be in CAPITAL letters and BOLD. (1 mark) 
 
4 Numbering [1½] 
 

 First-level numbering must be used for main headings. (½ mark) 

 Appropriate second-level numbering must be used for the statements under each heading.
 (½ mark) 

 No punctuation/brackets after second-level numbering. (½ mark) 
 
5 Alignment [1] 
 

 Correct and accurate alignment of content is paramount. 
 
Please see for the expected layout below: 
 

FIRST YEARS - IN A NEW LIGHT 
 

(An example of heading/title) 
 
Purpose of the talk: 
 
To persuade/motivate the audience to view first years as “born frees” who already have an 
impact on their communities and constitute cornerstone of a democratic and non-racial South 
Africa. (an example of a purpose) 
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1 ATTENTION 

1.1 ……………………….. 
1.2 ……………………….. 

 
2 NEED 

2.1 ……………………….. 
2.2 ……………………….. 

 
3 SATISFACTION 

3.1 ………………………… 
3.2 …………………………. 

 
4 VISUALISATION 

4.1 …………………………. 
4.2 …………………………. 

 
5 ACTION 

5.1 …………………………. 
5.2 …………………………. 

 

Criterion 2:  Content (Total: 10) 

 
You had to follow the guidelines and instructions provided in Tutorial Letter 101/3/2015 in order 
to answer this question successfully. 
 
1 Attention: Step 1 of Monroe‟s Motivated Sequence [2] 
 

 You had to provide some sort of startling statement or other opening gambit. 

 There should be two (2) relevant sentences that are correctly constructed. 

 One mark per sentence/statement. 
 
2 Need: Step 2 of Monroe‟s Motivated Sequence [2] 
 

 You had to describe the problem (need - in other words, the need to view the first years in 
a new light. 

 There should be two (2) relevant sentences that are correctly constructed. 

 One mark per sentence/statement. 
 
3 Satisfaction: Step 3 of Monroe‟s Motivated Sequence [2] 
 

 You had to provide sufficient motivation and substantiation to support the “born-free” first 
years and their positive contributions. 

 There should be two (2) relevant sentences that are correctly constructed. 

 One mark per sentence/statement. 
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4 Visualisation: Step 4 of Monroe‟s Motivated Sequence [2] 
 

 Visualisation enabled the audience to picture the first years in a new light, as well as the 
contribution they made. You had to provide appropriate content that would stimulate the 
readers‟ imagination. 

 There should be two (2) relevant sentences that are correctly constructed. 

 One mark per sentence/statement. 
 
5 Action: Step 5 of Monroe‟s Motivated Sequence [2] 
 

 You had to indicate the action required, in order to view the first years from a new and 
respectful perspective. 

 There should be two (2) relevant sentences that are correctly constructed. 

 One mark per sentence/statement. 
 

Criterion 3:  Fluent and grammatically correct writing (Total: 5) 

 
1 Writing fluency [2] 
 

 You should maintain a flawless, logical and coherent articulation of ideas. 
 
2 Grammar [1] 
 

 Ideally, excellent sentence construction, tense and grammatical correctness should be 
evident. 

 
3 Spelling [1] 
 

 The ideal is excellent spelling. 
 
4 Punctuation [1] 
 

 The ideal is to have zero punctuation errors. 
 
SELF-ASSESSMENT AND SELF-REFLECTION QUESTIONS [5 marks] 
 
Answer the following questions in full sentences. Each question counts one (1) mark. 
 
1 What have you learnt (what knowledge have you gained) from doing this assignment? 
2 What skills, abilities and orientations (attitudes and values) have you acquired? 
3 Which strengths can you apply in your future life and work environment? 
4 To which shortcomings will you need to pay attention in future? 
5 To what extent have you achieved the learning outcomes formulated for this module? 

(Please specify the exact learning outcomes you have achieved – see Tutorial Letter 
101/3/2015.) 
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Specific outcomes for CBC1501 
 
Specific outcome 1: Students are sensitive to the importance of communication in accounting 

practice. 
 
Specific outcome 2: Students can analyse a communication situation in a business context in 

terms of target audience, purpose and content. 
 
Specific outcome 3: Students can respond appropriately when considering specific 

characteristics of the target audience, purpose and content. 
 
Specific outcome 4: Students can apply language appropriately in their communication 

activities. 
 
The self-assessment and self-reflection questions were not based on any module content 
(theory or the application thereof), therefore, there are no right or wrong answers. The aim of 
this section was merely to provide you with an opportunity to reflect in a focused manner on 
your journey through this module thus far. If you answered the questions – provided that you 
answered reflectively and in full sentences – you would have been awarded the marks. 
Remember that you were required to answer what was asked in the questions. For example, in 
Question 5, you actually had to refer to the learning outcomes of the module. 
 
TECHNICAL PRESENTATION [10 marks] 
 
In order to understand and comply with the technical requirements for this assignment, you had 
to refer to the relevant sections in Tutorial Letter 301 (CMNALLE/301/2015). A list of applicable 
technical presentation criteria was supplied in Tutorial Letter 101/2015, so as to indicate the 
sections on which you had to focus. 
 
You would have earned one mark for each of the following technical presentation areas that 
were present and correct in your assignment: personal declaration of own work; Table of 
Contents; overall assignment introduction; overall assignment conclusion; and a complete list of 
sources consulted. Please pay special attention to the marker's personalised feedback provided 
in your assignment, which indicates the technical presentation aspects that you need to work 
on. 
 
You had to adhere to/incorporate five (5) technical presentation requirements in your 
assignment. Each of these requirements had to be present AND correct in order to earn two 
(2) marks. 
 
Personal declaration of own work (2) 
 
This declaration should be inserted after the cover page of the assignment and before the Table 
of Contents. (However the incorrect placement of the declaration in the assignment is NOT a 
reason for not earning the mark). 
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The wording of the declaration, which should be precise, is as follows: 
 
DECLARATION 
 
I, the undersigned, hereby declare that this is my own and personal work, except where the 
work(s) of others have been acknowledged by means of reference techniques. 
 
I have read and understood Tutorial Letter CMNALLE/301/2015 regarding the technical and 
presentation requirements, referencing techniques and plagiarism. 
 
Signature: ………………………………. 

Name: A Anonymous 

Student number: 123456789 

Student‟s contact details: 088 667 7999 

Date: 10 March 2015 

Witness‟s name and signature: S Sample  ……………………… 
 
Witness‟s contact details: 081 112 2233 
 
Note that if the assignment is in electronic format (not hand-written), then it is acceptable to 
provide a typed name for both the student and the witness's signature. (Not all students have 
access to scanned copies of their signatures.) 
 
The mark awarded for technical presentation is dependent on whether the declaration‟s wording 
is PRECISE, and whether the details have been FILLED IN (student signature, student name, 
student number, date and a witness‟s signature). 
 
Table of Contents (2) 
 
The Table of Contents for this assignment should ideally look like the examples provided below. 
 
Either one of the following three (3) formats are acceptable: 
 

TABLE OF CONTENTS 
 
CONTENT PAGE 
 
1 INTRODUCTION 1 
2 QUESTION 1:  STANDARD OPERATING PROCEDURE 1 
3 QUESTION 2:  ESSAY 2 
4 QUESTION 3:  OUTLINE OF ORAL PRESENTATION 3 
5 CONCLUSION 5 

 
SELF-ASSESSMENT AND SELF-REFLECTION 
QUESTIONS 5 
SOURCES CONSULTED 6 
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OR 
 

TABLE OF CONTENTS 
 
CONTENT PAGE 
 
1 INTRODUCTION 1 
2  STANDARD OPERATING PROCEDURE 1 
3 ESSAY WRITING 2 
4 OUTLINE OF AN ORAL PRESENTATION 3 
5 CONCLUSION 5 

 
SELF-ASSESSMENT AND SELF-REFLECTION 
QUESTIONS 5 
SOURCES CONSULTED 6 

 
OR 

 
TABLE OF CONTENTS 

(You could have used the main headings in your assignments as headings 
in the Table of Contents) 

 
CONTENT PAGE 

1 INTRODUCTION 1 
2  TASKS OF THE NEW RECRUIT: SOPs 1 
3 IS IT REALLY RIGHT TO BE WRONG? A DESCRIPTIVE 

ESSAY 2 
4 FIRST YEARS IN A NEW LIGHT: AN OUTLINE OF THE 

PROPOSED TALK 3 
5 CONCLUSION 5 

 
SELF-ASSESSMENT AND SELF-REFLECTION 
QUESTIONS 5 
SOURCES CONSULTED 6 

 
Please take note of the heading presentation (bold, capital letters, and numbering) and the 
inclusion of page numbers. The headings, their numbering and the page numbers used in the 
table of contents must correspond with the information contained in the assignment. If 
subheadings (1.1 or 1.1.1 levels) are used, these should be formatted as follows in the table of 
contents and in the assignment: 
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Overall assignment introduction (2) 
 
You should have included an overall assignment introduction before you started to answer the 
individual assignment questions. Do not provide a separate introduction for each individual 
assignment question, unless expressly stated as in the case of an essay, for example. Ideally, 
the introduction should introduce the assignment as a whole and allude to the content/topic of 
the individual assignment questions. One paragraph is normally sufficient. 
 
Overall assignment conclusion (2) 
 
You should have included an overall assignment conclusion at the end of your assignment. Do 
not provide a separate conclusion for each individual assignment question, unless expressly 
stated in the case of an essay, for example. Ideally, the conclusion should round off the 
assignment as a whole and provide a short summary (main points mentioned) of the 
content/topic of the individual assignment questions. One paragraph is normally sufficient. 
 
List of sources consulted (2) 
 
The list of sources consulted should be arranged in alphabetical order and formatted correctly. 
The sources that MUST be included in the list of sources consulted should AT LEAST include 
the prescribed book, the study guide, Tutorial Letter 101 and Tutorial Letter 301. The 
correct formatting and presentation of these sources are as follows: 
 
Du Plessis, D, Dowling, F & Steinberg, S. 2009. Money talks: communication in business 
contexts. Johannesburg: Heinemann. 
 
University of South Africa. Department of Communication Science. 2013. Communication in 
business contexts: Only study guide for CBC1501 for 2015. Pretoria: Unisa Press. 
 
University of South Africa. Department of Communication Science. 2013. Communication in 
business contexts: Tutorial Letter 101/2014 for CBC1501. Pretoria: UNISA. 
 
University of South Africa. Department of Communication Science. 2013. Guidelines and 
information regarding your studies: Tutorial Letter 301/2015 for CMNALLE. Pretoria. 
 
REMEMBER 
 
If you require any additional information or explanations on any of the questions in this 
assignment, consult the relevant sections in your prescribed book and study guide. 
 
3 FEEDBACK ON ASSIGNMENT 02 
 
3.1 General comments 
 
Assignment 02 for Semester 1 had to be submitted on or before 12 March 2015. The unique 
assignment number that you had to use when submitting this assignment was 505975. Each 
multiple-choice question counted as one mark and a total of 25 questions had to be answered. 
The total marks awarded were 25. This assignment contributes 10% to your final mark. 



 

18 

We will now look at the correct answers to the questions in Assignment 02. Please compare 
these answers with the answers that you submitted in your assignment. Once again, if you did 
not hand in your assignment, you can still look at the feedback given in order to enhance your 
understanding of the module content. 
 
3.2 Answers and feedback 
 
In this section, each question in Assignment 02 will be discussed. You will be provided with the 
correct options (answers) to the multiple-choice questions, as well as an explanation of why the 
option chosen is the correct one. The incorrect options, and why they were incorrect, will also 
be discussed. If you require more information on the feedback given please consult the relevant 
sections in your prescribed book and study guide. 
 
Question 1 
The key is 1 
For content, trying to grasp the main points 
 
The focus of this question was to identify the type of listening, relevant to the scenario. 
 
The question is about listening. See pages 154 to 156 in the prescribed book (Du Plessis et al 
2009) on listening. Listening is an active process in which you not only hear the message, but 
you also demonstrate that you have understood and interpreted it. In this scenario you are 
briefed on taking over the role of a senior staff member (Du Plessis et al 2009). Therefore you 
are required to listen attentively to understand a complex situation, to understand the other 
person‟s perspective, to determine the needs to be satisfied by you in this position, as well as to 
effectively work with others. 
 
Option 2 is incorrect because reflective listening does not apply to this scenario. Listening to 
understand the speaker‟s intent; his feelings and needs, does not apply to the scenario because 
it will not help you to fulfill your new role adequately. The goal is to inform you on his role as a 
senior staff member and not to express his feelings or needs. 
 
Option 3 is incorrect because focusing on bias or illogicality implies critical listening. The goal of 
critical listening is to understand and evaluate the message, especially when you suspect that 
the communicator may be biased. This does not apply to the scenario, because you should be 
listening intently to what is expected of you in your new role as a senior staff member. The 
message from the speaker will not contain evidence (statistics) or conclusions that should be 
critically reviewed by you, but the speaker is merely briefing you on his role as a senior staff 
member- for example on his daily duties. 
 
Option 4 is incorrect because emphatic listening entails listening to understand the speaker‟s 
feelings and needs from his point of view. In the scenario the speaker is not venting his feelings, 
but he is informing you on his daily duties as a senior staff member. The goal of the message in 
the scenario is therefore not to express emotion, but to relay information and instructions. 
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Question 2 
The key is 1 
The sender is Thembi Ngubani, and the channel is radio 
 
The aim of this question was to test your understanding of the communication elements in the 
given scenario. 
 
Read pages 8 and 9 in the prescribed book (Du Plessis et al 2009) on communication models. 
The sender is the initiator of the communication process, which, in this case, is Thembi Ngubani 
as she is sending the message. 
 
Option 2 is incorrect, because in the scenario the US-based National Public Radio is not the 
sender of the message because the radio is not the initiator of the message. The channel 
describes how the message is transmitted. In the scenario the channel is radio and not a 
website address. In the scenario the website where the diaries are stored, acts as a secondary 
medium, but it is not the original channel of the message. 
 
Option 3 is incorrect because, as explained above the radio is not the sender of the message 
nor the initiator of the communication process. The words “…you may be poor, but you still have 
a voice”, form part of Thembi‟s message; they are not the channel used to convey the message. 
A channel is the route by which messages are transmitted (radio) and it describes how the 
message is transmitted. 
 
Option 4 is incorrect because, although Thembi is the sender (the initiator of the communication 
process) the channel is not a printed diary. The channel describes how the message is 
transmitted, and in this case it is radio. A printed diary can be a channel of communication, but 
in this scenario the original channel is radio. The diary is an electronic (audio) diary that was 
broadcast on radio. 
 
Question 3 
The key is 4 
Two colleagues who have worked on the same project for more than five years 
 
This question tests your understanding of the term “frame of reference”. 
 
Refer to page 9 in the prescribed book (Du Plessis et al 2009) about the term “frame of 
reference”. The term “frame of reference” refers to the existing knowledge or experiences of 
recipients (Du Plessis et al 2009). Two colleagues who worked together on the same project for 
more than five years will share the same knowledge and experiences. 
 
Option 1 is incorrect because two new colleagues would not have existing knowledge or 
experiences to share. They would not have a shared frame of reference. Having different 
backgrounds, be it cultural or religious, they would therefore also not share the same knowledge 
or experience. 
 
Option 2 is incorrect because an auditor and a violinist who come from different countries and 
practise different professions will not have shared existing knowledge or experiences. Music 
and auditing are two diverse fields and those two people would not share common knowledge 
or experience. Being from different countries also implies that socially, culturally, politically and 
religiously, the two people would have different views. 
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Option 3 is also incorrect because two students from the opposite sex and on different levels of 
education will not share the same knowledge and experience. Based on their different genders, 
the two people will not share the same perspective. Furthermore, the two people are not on the 
same level when it comes to education as there is a distinct difference in perspective between a 
first-year student and a graduate. 
 
Question 4 
The key is 1 
You should eat fewer chips and drink less alcohol 
 
This question tests your grammar. 
 
Refer to page 65 of the prescribed book (Du Plessis et al 2009) regarding “adjectives that cause 
trouble”. We use “fewer” in relation to things that can be individually counted while “less” is used 
for amounts. In the scenario it is clear that chips can be individually counted and should 
therefore be “fewer” while alcohol is measured as an amount and should therefore be “less”. 
 
Option 2 is incorrect because as stated above, chips can be individually counted and should 
therefore be referred to as “fewer” chips. However, because alcohol is measured as an amount, 
to drink “less” alcohol is correct. 
 
Option 3 is incorrect because as explained above “less” chips is incorrect. “Less” is used for 
referring to amounts and chips are not measured in amounts but can be individually counted. 
Drinking “fewer” alcohol implies the amount of alcohol can be individually counted, which is not 
possible and therefore it is incorrect. 
 
Option 4 is incorrect, although “fewer” chips is correct, as explained above, drinking “fewer” 
alcohol is incorrect. Drinking “fewer” alcohol implies the amount of alcohol can be individually 
counted, which is not possible, and therefore it is incorrect. 
 
Question 5 
The key is 4 
Negative organisational communication climate 
 
This question aims to identify the barrier to effective communication in the given scenario. 
 
Read pages 11 to 25 in the prescribed book (Du Plessis et al 2009) on communication barriers 
and organisational communication. In the scenario there was excessive formal and downward 
communication taking place, resulting in a negative climate. In formal networks, communication 
takes place in accordance with a fixed structure. Messages follow those official paths that the 
organisational hierarchy dictates. Downward communication also flows from top to bottom in the 
hierarchy and this creates possibility for the message to be distorted. In the scenario the CEO is 
obsessed with protocol and prefers using formal communication. His employees do not like this 
form of communication. 
 
Option 1 is incorrect. External noise refers to a physical barrier in the environment that distracts 
your attention. That can be bad cell phone signal, a ringing telephone in the background etc. 
There is no reference in the scenario to any specific external noise contributing to the 
breakdown in communication. Option 4 is therefore the more relevant option. 
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Option 2 is incorrect. Internal noise refers to psychological barriers, such as people‟s thoughts 
and feelings that may interfere with communication. These could include anger, nervousness, 
fear, boredom etc. There is no reference in the scenario to specific internal noise contributing to 
the breakdown in communication. Option 4 is therefore the more relevant option. 
 
Option 3 is incorrect. Cultural differences refer to culturally diverse participants in a 
communication situation. People do not always understand each other‟s customs and traditions 
or even home language. There is no reference in the scenario to specific cultural differences 
contributing to the breakdown in communication. Option 4 is therefore the more relevant option. 
 
Question 6 
The key is 4 
Both options 2 and 3 above are suitable 
 
The aim of this question is to identify a logical solution to a given problem. 
 
Read pages 187 to 188 in the prescribed book (Du Plessis et al 2009) on identifying and 
defining the problem. Problem-solving is the process by which people come up with and 
evaluate solutions to a problem so that the best solution may be chosen. In the scenario the 
problem is the rise in telephone costs and the company wants to identify the source of the 
problem. An efficient way of identifying the source of the problem is to ask three kinds of 
questions, namely questions of fact, questions of value and questions of policy (Du Plessis et al 
2009). 
 
Option 2 is correct because it asks a question of fact: “Who is using the telephone most 
frequently?” and thereby identifying the source of the problem. 
 
Option 3 is also correct because asking staff members whether there has been any cause to 
make more telephone calls than usual, will identify cause of the problem. 
 
Therefore both options 2 and option 3 are relevant which means that option 4 is the correct 
answer. 
 
Option 1 is incorrect because, the suggestion to use other telephonic options, such as Skype, is 
not a method of identifying the source of the problem. It is merely an idea regarding a solution to 
the problem. 
 
Question 7 
The key is 3 
Lose-lose outcome, because the friends lost the opportunity to sell, without gaining the 
opportunity to profit 
 
The focus of this question is on testing your understanding of a conflict resolution outcome. 
 
Read page 190 in the prescribed book (Du Plessis et al 2009) on strategies for conflict 
resolution. The correct answer is a lose-lose outcome because in such an outcome, both parties 
give up something for the sake of finalising the matter, but neither party is satisfied with the 
outcome (Du Plessis et al 2009). In the scenario neither of the friends gained the opportunity to 
profit and they all lost the opportunity to sell. 
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Option 1 is incorrect because in a win-lose situation one party‟s ideas and objectives are met 
and the other party is left dissatisfied. In this scenario, no one was satisfied. Carla and Salim did 
not get their way, therefore they were not satisfied. 
 
Option 2 is incorrect because in a win-lose situation, one party‟s ideas and objectives are met 
and the other party is left dissatisfied. In this scenario, no one was satisfied. Zinzi and Ben did 
not get their way therefore they were not satisfied with the outcome. 
 
Option 4 is incorrect. Although the outcome resulted in a lose-lose situation, the option states 
that the parties did not get exactly what they wanted. This is inaccurate because neither party 
gained anything and nobody was satisfied with the outcome. 
 
Therefore Option 3 is the most relevant. 
 
Question 8 
The key is 3 
The word “choose” should be “chose” 
 
This question tests your grammar. 
 
Read pages 51 to 75 of the prescribed book (Du Plessis et al 2009) on English grammar. The 
sentence is written in the past tense and the correct form of the word is therefore “chose”. 
 
Option 1 is incorrect because the added apostrophe indicates possession. The tour is that of 
Jackson: it is his tour. The function of the apostrophe is to show possession or contraction. 
Possession refers to the possessor of the object in the sentence (Du Plessis et al, 2009). In this 
case Jackson is the possessor of the tour. We use an apostrophe to show that at least one 
letter in a word is missing, which refers to contractions. 
 
Option 2 is incorrect. The name of a person directly addressed should be set off between 
commas. One function of the comma is to separate parts of a sentence; a pair of commas 
cordons off information that is an aside, explanation or addition. 
 
Option 4 is incorrect. The sentence does not require a pause after the word “because”. Adding 
the comma would only create confusion and disrupt the flow and meaning of the sentence. 
 
Question 9 
The key is 1 
Saying: “I‟m sorry, I‟m just exhausted. At least I finished the project”. 
 
The focus of this question is on nonverbal communication. 
 
Read pages 137 to 148 of the prescribed book (Du Plessis et al 2009) on nonverbal 
communication. The interpretation of nonverbal communication comes with problems. Three 
such problems are that nonverbal messages don‟t always mean what people think they mean. 
Nonverbal behaviour can‟t be interpreted in isolation and the meaning of nonverbal messages 
can vary from culture to culture (Du Plessis et al 2009). Sipho should realise that his boss might 
get the wrong impression about his yawning and stretching in the office and should explain his 
actions to his boss. That is why Option 1 is the correct answer. 
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When Sipho apologises, he acknowledges that his nonverbal actions might have created the 
wrong impression, he then explains to his boss that he is tired because of working on the work 
project. In this way, Sipho avoids any negative connotations his boss could have made. 
 
Option 2 is incorrect. This remark “(…the overtime for you has exhausted me)” reinforces his 
nonverbal communication and is a negative response to his work. It underlines the negative 
impression Sipho‟s boss would have gained from the situation. Sipho would not avoid negative 
connotations by making this remark. 
 
Option 3 is incorrect. Putting his hand over his mouth might relay to his boss that he has some 
manners, but it still does not change his boss‟ impression that he might be lazy or tired at work. 
Therefore putting his hand over his mouth does not avoid negative connotations. 
 
Option 4 is also incorrect. If Sipho continues to work busily he is creating the impression that 
when the boss is not around, Sipho is not working that hard. With this action, Sipho reinforces 
any negative connotations his boss might have made, based on his nonverbal communication. 
 
Question 10 
The key is 2 
Blind and aggressive 
 
This question focuses on the different types of communicators. 
 
Read pages 168 to 170 in the prescribed book (Du Plessis et al 2009) on interpersonal 
communication. Jan‟s behaviour fits the description of a blind communicator and an aggressive 
style of communication. Blind communicators are typically overconfident and tend to throw their 
weight around. Aggressive people use every opportunity to put others down with little concern 
for the feelings of those concerned (Du Plessis et al 2009). Therefore it is clear that Jan is a 
blind and aggressive communicator. 
 
Option 1 is incorrect because Jan is not an open communicator. Open communicators are 
trusting and friendly. They manage a balance between disclosure and feedback in their 
communication. Jan does not do this in the scenario. He likes the sound of his own voice and 
he makes hurtful remarks, which is something that open communicators do not do. Jan 
however, is aggressive as explained above. 
 
Option 3 is incorrect because Jan is not a hidden communicator. He did not hide his feelings 
and he was very aggressive and caused Leila to cry in the end. Jan is also not assertive in his 
style of communication. He did not display assertive behaviour because he was domineering, 
disrespectful and unfair towards Leila. He also did not openly and honestly communicate his 
feelings and opinions, which is a characteristic of assertive behaviour. 
 
Option 4 is incorrect. Jan is not a closed communicator because he is not shy and withdrawn. In 
fact he is very vocal about his opinions. He is also not passive because he did take action and 
called Leila into his office to scold her. People who are passive are reluctant to state their 
opinions or share feelings. Jan did not hide his feelings but he very clearly stated his opinions to 
Leila without considering her feelings. 
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Question 11 
The key is 1 
Empathetically, encouraging the colleague to vent all feelings 
 
The focus of this question is on testing your understanding of the types of listening that are 
appropriate for a specific context/situation. 
 
Option 1 is the correct answer, as it demonstrates that you are listening empathetically and 
reflectively in the scenario provided. The objective of empathetic listening is to understand the 
speaker‟s feelings and needs from his/her point of view, even if you don‟t share the same 
perspective. (Du Plessis et al 2009:156). Empathetic listening is inferred in this situation due to 
the colleague‟s emotional turmoil. In the scenario provided you will be showing that you are 
willing and prepared to listen empathetically by using appropriate body language and eye 
contact – while refraining from offering criticism or advice in the process. The main objective is 
to provide your colleague with the opportunity to express his/her emotions (“vent all feelings”). 
 
Option 2 is incorrect as listening for content does not fit the given scenario. When listening for 
content, the objective is “to understand and remember information” (Du Plessis et al 2009:156). 
When listening to your colleague your focus will be on their feelings, as related to his/her 
emotional turmoil, and not on an understanding of the main points. 
 
Option 3 is incorrect. Your purpose is not to understand and remember information. (This is 
closely linked to the previous option). 
 
When considering Option 4, the notion of critical listening comes into play. Critical listening 
takes place “to understand and evaluate the message, especially when you suspect that the 
communicator may be biased” (Du Plessis et al 2009:156). In the scenario you are not listening 
to make a judgement on the message received, or even to agree or disagree with what is being 
said. You are there to support your colleague, not analyse their logical thought processes. 
 
Question 12 
The key is 1 
Poor self-image leading to a communication problem 
 
The focus of this question is on identifying the communication problem in the given scenario 
that is based on a poor self-image and self-fulfilling prophecy. 
 
Option 1 is the most correct answer given the scenario. A person with a poor self-image is likely 
to expect rejection from others; evaluate his/her performance less favourably; work harder for 
undemanding, less critical people; and feel threatened by people who he/she feels are superior 
to them (Du Plessis et al 2009:163). Liz has all the above characteristics of someone with a 
poor self-image. Self-fulfilling prophecies take place when that which we believe about 
ourselves and others comes true (Du Plessis et al 2009:164). Liz secretly believes that she is a 
failure and this self-fulfilling prophecy is affecting her self-image negatively. 
 
Option 2 is incorrect as Liz does not have a problem communicating (according to the scenario). 
“She knows the system inside out. You can ask her any question about office operating 
procedures and she will be able to answer you immediately and clearly”. 
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Option 3 is incorrect as Liz does not believe that Don is superior to her due to his gender. She 
feels he is superior to her because he is “attractive and believes in himself”, whereas she “has 
never been married, lives alone and she is overweight”. 
 
Lastly, option 4 is also incorrect as blind communicators are “typically overconfident and tend to 
throw their weight around. They do not readily listen to feedback and tend to ignore the negative 
response of others” (Du Plessis et al 2009:168). According to the scenario, Liz possesses none 
of the characteristics of a blind communicator. 
 
Question 13 
The key is 3 
Proaction, dealing with a minor conflict before it becomes a major conflict. 
 
The purpose of this question is to understand how best to deal with conflict in the scenario 
provided. 
 
Option 3 is the correct answer. Being proactive and dealing with a minor conflict before it 
becomes a major conflict is defined as proaction, and it is an effective method to resolve conflict 
(Du Plessis et al 2009:190). If Malika was proactive and tried to find out if what she was hearing 
via the grapevine was true, she would have avoided the conflict completely. 
 
Option 1 is incorrect as given the scenario the colleague is communicative and “bombarded her 
inbox with emails and phoned her secretary daily”. Option 2 is incorrect, as this is not the most 
correct answer on how to deal with conflict given the situation. By encouraging her colleague to 
be more flexible and consider alternatives, Malika would just deal with the current conflict 
situation, but would just evade the problem in other situations. 
 
Option 4 could have been the correct answer. However given the scenario, Option 4 is not the 
most correct answer. Openness‟ is a method for conflict resolution (Du Plessis et al 2009:190). 
Encouraging people to state their feelings openly before dealing with main issues can help 
resolve the conflict. However, if Malika was open with her colleague about her suspicion in this 
event, then the conflict could have become worse and Malika‟s colleague could blame her for 
false accusations and defamation. 
 
Qustion 14 
The key is 4 
“Really? That is interesting. Walk back to my office with me and we can chat.” 
 
The aim of this question is to see if you understood what the characteristics of an open 
communicator are given the scenario. 
 
Option 4 is the correct answer. An open communicator is typically “trusting and friendly. Open 
communicator‟s balance disclosure and feedback in their communication. An open 
communicator generally lets you know how a project is progressing and will ask for your opinion 
on it” (Du Plessis et al 2009:168). Option 4 is ideally what an open communicator should do in 
the given situation namely; listening, showing an interest and be willing to talk further about the 
idea. All of these comply with the above definition of an open communicator. 
 
Option 1 is incorrect as this option is more of an indication of a blind communicator. Blind 
communicators are generally “overconfident and tend to throw their weight around. They do not 
readily listen to feedback and tend to ignore the negative response of others. They have the 
need to control situations and dislike being told what to do”. 
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Option 2 is also incorrect; the objective is to be an open communicator who takes team 
members‟ opinions into consideration. Given the scenario Option 2 is not taking the ideas of the 
team member into consideration and is only interested in talking about the persons own ideas 
(which is also characteristic of a blind communicator). 
 
Option 3 is incorrect as the actions are indicative of a hidden communicator and not of an open 
communicator. “Hidden communicators hide their feelings and thoughts. Typically they mistrust 
others and so disclose little about themselves, but they seek constant feedback about what is 
happening in the organisation and how others perceive them” (Du Plessis et al 2009:168). 
 
Question 15 
The key is 2 
The disadvantages of large groups 
 
The main aim of this question is to test your ability to read for main ideas and to use logical 
thinking. 
 
The correct answer is Option 2. The reference to “large groups” is made several times in the 
scenario, most notably in the opening sentence, and therefore, it is the subject matter under 
discussion. The element related to the subject matter of the scenario being discussed is the 
disadvantages of large groups. Issues that are highlighted include that some individuals do not 
contribute as much as they should in a large group context (when compared to other 
individuals); and if a collective good is achieved successfully, every member of a large group 
has the benefit of enjoying the success even if such member, as an individual, did not help to 
produce such a collective good. 
 
Option 1 is incorrect as the advantages of large groups are far outweighed by the 
disadvantages in the given scenario‟s discussion. Therefore the advantages do not constitute 
the main element being discussed. When mention is made of advantages, it is also presented 
as a mixture between the advantages that can be found in large groups (for example, large 
groups have a greater potential influence to create a collective good) as well as when working 
as an individual (for example, an individual will go out of his/her way to attain his/her goals). The 
advantages are, therefore, not exclusively related to large groups. 
 
Option 3 also does not constitute the main idea being conveyed by the scenario as the 
importance of conflict resolution is never addressed. There is an allusion as to whether large 
groups are better suited to certain tasks rather than individuals but this differentiation does not 
denote conflict, conflict resolution or the importance thereof. It merely exemplifies how different 
methods achieve different outcomes. 
 
When analysing Option 4, you will note that a win-win situation actually refers to a strategy for 
conflict resolution (Du Plessis et al 2009:190). Seeing as conflict resolution is not discussed in 
this scenario, a strategy for this would also not be the main idea in the text. 
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Question 16 
The key is 4 
Win-win situation because Jeremy was given some breathing space and the workers kept 
their jobs and gained a potentially higher bonus. 
 
The focus of this question is on testing your understanding the various conflict resolution 
results, based on the given scenario. 
 
Option 4 is the correct answer as a win-win outcome was achieved at the end of the conflict 
resolution. Win-win means that both parties manage to reach consensus and both are therefore 
satisfied with the outcome. This kind of understanding is usually reached through skilled 
communication (Du Plessis et al 2009:190). The scenario indicates that Jeremy was given some 
breathing space (when the workers offered “to defer the issue of their bonuses until a later 
date”), whereas the workers kept their jobs (which was their primary concern) while potentially 
gaining a bigger bonus (“If their extra work in the kitchen results in increased profits” Jeremy 
agreed to give them a bigger bonus). 
 
Option 1 is incorrect because the scenario does not portray a win-lose outcome, as this would 
mean that “one party‟s ideas and objectives are accepted while the other party‟s ideas and 
objectives are rejected. The result is dissatisfaction by one party” (Du Plessis et al 2009:190). It 
is untrue that Jeremy did not have to pay the bonuses at all, only that he was given some extra 
time by the workers in order to raise his profits to do so. Therefore, it is also untrue that the 
workers had lost their bonuses altogether. 
 
Option 2 is incorrect since Jeremy only has to pay the higher bonuses if his workers‟ recipes 
and extra work in the kitchen result in increased profits. The issue of higher bonuses is also only 
applicable if the workers‟ initiative is successful. If the initiative is unsuccessful, but Jeremy is in 
a position to pay their bonuses after the economic recession, only the normal bonus amounts 
would apply. This would mean that no party is worse off than they would have been if the 
situation did not arise in the first place. 
 
When evaluating Option 3, reference is made to a lose-lose situation. This refers to a situation 
where “both parties give up something for the sake of finalising a matter”. What this actually 
means is that “the conflict is only temporarily suppressed and neither party is satisfied with the 
outcome” (Du Plessis et al 2009:190). It is untrue that neither party got exactly what they 
wanted as both parties entered into the discussion with a clear understanding and 
communication of what their needs and feelings were with regard to the issue. These needs, 
and what could realistically be offered/accepted by the other party (as relating to their needs), 
were negotiated to an acceptable level that resulted in a satisfactory outcome for all. Remember 
that the final decision on bonuses is still undecided as it is dependent on specific terms. If the 
economic climate and initiative allow, there is no reason why the initial needs and wants of both 
parties could not be met in future. 
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Question 17 
The key is 1 
The students have to submit their assignments online, and they are not happy about it.  
 
The focus of this question is to test your grammar. 
 
Option 1 is the correct answer. The sentence “The students have to submit their assignments 
online, and they are not happy about it.” is grammatically the most correct answer, and has no 
grammatical errors. The sentence is a compound sentence (a sentence that contains two ideas 
and is easy to read) (Du Plessis et al 2009: 67). The sentence is clear and concise, that is with 
no spelling, punctuation and possession errors. 
 
Option 2 is incorrect, as the sentence contains the choice of words: Loose can be defined as 
something that does not fit tightly) and “lose” means unable to find something. “I always loose 
my car keys when I am in a hurry to get to work in the mornings.” The correct word in the above 
sentence should be “lose” instead of “loose”. Choosing the right word in the right place is 
essential when you want to come across as a precise and logical thinker (Du Plessis et al 
2009:127). 
 
Option 3 is also incorrect as the sentence contains the wrong choice of words (similar to the 
above question): “Belief” is a noun; it is a specific assertion, conclusion, or datum of some kind 
that someone has accepted as true. Believe is a verb, which indicates that a person has come 
to some kind of conclusion or has accepted something as being factual or true (Oxford 
dictionary, 2010). The correct word in the sentence should have been “believe” instead of 
“belief”. “Thato beliefs that the petrol price will be reduced next week because the oil price is 
stabilising”. 
 
Option 4 is incorrect as the sentence contains an apostrophe error. An apostrophe is used to 
show contraction or ownership (Du Plessis et al 2009:131). In the sentence below, the 
apostrophe is redundant. Instead of “it‟s”, the word should contain no apostrophe namely “its”. 
“The family cat, along with it‟s kittens is asleep in the beautifully woven basket. 
 
Question 18 
The key is 1 
Typically the word travels/ beyond the local group/and as it spreads/ it becomes more 
and more distorted/and hints of trouble/tend to breed more trouble/wherever the rumour 
turns up. 
 
The aim of this question is to identify a complex sentence and find its clauses. 
 
Option 1 is the correct answer. Each sentence on its own as an independent clause makes 
sense. “Complex sentences are often difficult to follow. A complex sentence is made up of two 
or more clauses. Some of the clauses may be co-ordinated (separated by „and‟, „or, „but‟), 
others will be subordinated (separated by words like „because‟, „where‟, „while‟, „that‟, „since‟, 
„after‟, „who‟.” (Du Plessis et al 2009:67-68) 
 
Option 2 is incorrect as the sentence in this option contains three incorrect clauses. “Typically 
the word travels beyond the local group/and as it spreads it becomes more/and more 
distorted/and hints of trouble tend to/breed more trouble wherever/the rumour turns up.” 
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Option 3 is also incorrect. The sentence in this option contains three incorrect clauses (similar to 
option 2. “Typically/the word travels/beyond the local group and/as it spreads it/becomes more 
and more distorted/and hints of trouble/tend to breed more trouble wherever/the rumour goes.” 
 
Option 4 is incorrect. The sentence below contains 4 incorrect clauses. “Typically/the word 
travels beyond/the local group/and as it spreads it becomes/more and more distorted and/hints 
of trouble tend to breed/more trouble/wherever the rumour turns up. 
 
Question 19 
The key is 3 
Message 
 
The aim of this question was to identify which element of communication was emphasised in the 
given scenario. 
 
Option 3 is the correct answer. In the given scenario Roger tries his best to ensure that the 
communication between him and the recipient is well understood. The communication he wants 
the recipient to understand is the information that is conveyed (message) (Du Plessis et al 
2009:8), this is the most appropriate element of communication that is emphasised in the given 
scenario. 
 
Option 1 is incorrect. The recipient (“the person who needs to understand the message”) (Du 
Plessis et al 2009:8) is an element of communication.  However, the emphasis is not placed on 
the recipient in the given scenario. 
 
Option 2 is also incorrect. The communicator/sender (“the initiator of the communication 
process”) (Du Plessis et al 2009:8) is also an element of the communication process but like 
Option 1 emphasis is not placed on the communicator in the given scenario. 
 
Option 4 is also incorrect. Even though the medium/channel (“describes how the message is 
transmitted”) (Du Plessis et al 2009:8) is an element in the communication process; the 
emphasis is not placed on this element in the scenario provided. 
 
Question 20 
The key is 2 
Semantic 
 
The aim of this question is to identify the barrier in communication according to the scenario. 
 
Option 2 is the correct answer. Semantic barrier are “inferences that occur when; people don‟t 
understand the words you use, or when people have different meanings for certain words and 
expression, so the meanings are not mutually understood” (Du Plessis et al 2009:14). Trevor 
has an accent that is different to that of his colleagues and client present at the board meeting; 
His accent is causing a communication barrier therefore they have a difficult time in 
understanding him. 
 
Option 1 is incorrect. A physiological barrier “includes factors such as poor health, pain or 
discomfort that interfere with the transmission and reception of messages” (Du Plessis et al, 
2009:13). Trevor‟s colleagues and clients do not all simultaneously experience pain or 
discomfort that is making it difficult to understand him, but they do not understand him due to his 
accent. 
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Option 3 is also incorrect. Physical barriers or external noises “are stimuli in the environment 
that distract your attention” (Du Plessis et al 2009). Similar to Option 1, there is no external 
noise that is distracting all his colleagues and clients, resulting in them not understanding him. It 
is Trevor‟s accent that is hindering communication in the given context. 
 
Option 4 is incorrect. A psychological barrier or internal noises “are people‟s thoughts and 
feeling that may interfere with communication (Du Plessis et al 2009:13). Trevor‟s colleagues 
and clients are not having difficulty in understanding him due to their personal thoughts and 
feelings, but due to his accent. 
 
Question 21 
The key is 2 
Operates in many countries of the world 
 
The aim of this question is on identifying the meaning of a word according to the scenario. 
 
Option 2 is the correct answer. The term “multi-national” could be defined as a company that is 
based in many countries of the world, and according to the scenario this is the best description 
of the term. 
 
Option 1 is incorrect, as a the term “multi-national” does not necessarily mean that the company 
employs people who speak different languages, and given the scenario there is no mention of 
people who speak different languages being employed. 
 
Option 3 could be correct, but it is certainly not the most correct answer. A multi-national 
company can be large and successful hence its presence in various countries. However 
according to the scenario the term “multi-national” does not mean that the company is extremely 
large and successful, hence an incorrect option. 
 
Option 4 is also incorrect, as there is no indication in the scenario that the word multi-national 
could mean that the company would employ foreigners. 
 
Question 22 
The key is 3 
Offered to supply 
 
The focus of this question is to identifying the meaning of a word according to the scenario. 
 
Option 3 is the correct answer. The word “tendered” in the given context and definition means 
that the company offered to do work for government, winning a contract for imported content; 
this meaning of the word fits the message and context of the scenario. 
 
Option 1 is incorrect as the word “tendered” by definition could mean kind and sympathetic but 
according to the scenario this is an incorrect interpretation of the word. 
 
Option 2 is also incorrect. Similar to Option 1 the word “tendered” by definition could imply with 
gentle feeling, but this meaning does not fit the given scenario. 
 
Option 4 is also incorrect, as the word “tendered” does not mean paid for because, if a company 
wins a tender, then they win the work. It does not mean that they were paid for the work for 
government. According to the scenario, the meaning and context does not fit the meaning of 
Option 4. 



CBC1501/201 
 

31 

QUESTION 23 
The key is 3 
Be chosen as the person or firm who will do the work 
 
The aim of this question is to identify the meaning of a phrase, according to the scenario. 
 
Option 3 is the correct answer. The phrase “win a contract” in the given scenario means that the 
chosen firm or person has “won” the contract and will now be responsible for the work. In the 
scenario provided “the multi-national technology company” has won work for imported content 
in excess of 10 million dollars. Therefore it could be deduced that the best definition of “win a 
contract” in the given scenario refers to the person or firm who will do the work. 
 
Option 1 could be correct, but is not the most correct option. When a company or person wins a 
contract they do get paid for the work that they are required to complete. However this is not 
always a large grant of money. In the scenario the company “won the contract for imported 
content in excess of 10 million dollars”, but this does not mean that a large sum of money will be 
awarded, because the company will have to do the work required and will get paid for such 
work. 
 
Option 2 is incorrect. A contract is based on an agreement for a fixed term and it is not a 
permanent arrangement. Therefore the phrase “win a contract” in the scenario does not mean 
“to be given permanent employment”. 
 
Option 4 is also incorrect. “Winning a contract” does not mean that the person or company had 
to bribe an official in order to get the job. 
 
Question 24 
The key is 4 
Each person agrees to abide by the final decision and assists in implementing it 
 
This aim of this question is to test problem solving and decision making abilities, based on the 
scenario provided. 
 
Read page 187 of the prescribed book (Du Plessis et al 2009) on problem-solving and decision 
making. Consensus means that the group comes to a collective decision that everybody 
understands and accepts and assists in implementing (Du Plessis et al 2009). 
 
Option 1 is incorrect because the decision is not a unanimous one. The word unanimous implies 
that there has been no division or disagreement in taking a decision. However in the scenario, 
some people care for profits and others for aesthetic aspects. Therefore they disagree and the 
decision cannot be unanimous. 
 
Option 2 is incorrect. The word “consensus”, means that a decision was made, not that there is 
a halt in the decision-making process. In the scenario provided there is disagreement and 
different points of view, but the team reaches consensus when they all agree to a final decision. 
 
Option 3 is incorrect because consensus does not involve voting. Consensus does not imply 
that the majority will decide what the decision will be and how to implement it. When consensus 
is reached, it means that everybody understands and accepts the collective decision taken. 
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Question 25 
The key is 4 
Moving your eyes rapidly around the room so as not to seem like you are staring 
 
This question focuses on nonverbal clues. 
 
Read pages 137 to 148 of the prescribed book (Du Plessis et al 2009) on nonverbal 
communication. Moving your eyes rapidly around the room would give the interviewer the 
impression that you are nervous and feel uncomfortable and this message might ruin your 
chances of getting the job. 
 
Option 1 is incorrect because angling your feet and knees towards the interviewer will convey a 
positive attitude and could help to reinforce and complement your verbal messages as being 
positive about the job. This nonverbal action will increase your chances of getting the job. 
 
Option 2 is incorrect because a firm handshake portrays self-confidence. This nonverbal action 
will instil confidence in the interviewer regarding your own self-image and positive attitude about 
yourself and will increase your chances of getting the job and not ruining it. 
 
Option 3 is incorrect because dressing smartly will portray a positive self-image and make a 
good first impression. By dressing the part, the interviewer will know that you are serious about 
yourself and the position you are applying for. This form of nonverbal communication will not 
ruin your chances but enhance them. 
 
4 CONCLUSION 
 
We trust that you have found this tutorial letter helpful. Good luck with your studies and the 
examination! 
 
If you have any queries or need any advice, please feel free to contact us. You are also more 
than welcome to send us an e-mail and we will respond as soon as possible. Please join the 
discussion forum on myUnisa. 
 
THE CBC1501 TEAM 
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