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REPUBLIC OF SOUTH AFRICA
NATIONAL CERTIFICATE
COMMUNICATION N6

(Second Paper)
TIME: 2 HOURS

MARKS: 100
INSTRUCTIONS AND INFORMATION
1. Answer ALL the questions.
2. Read ALL the questions carefully.
3. Number the answers according to the numberingisystemiused. in this question
paper.
4. Use the information on the attached ADDENDUM:
5. Write neatly and legibly.
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SECTION A

QUESTION 1

1.1

Copyright reserved

Complete the following sentences by filling in the missing word(s). Write only
the word(s) next to the question number (1.1.1-1.1.10) in the
ANSWER BOOK.

1.11 ... is the need to give and receive love and experience the,feeling
of belonging.
1.1.2 ... is the function of leading, directing and co-ordinating the work of

others to accomplish the set goals.

1.1.3 ... involves the setting of an alternative/goal“for ‘eneself if the
original goal proves to be unattainable.

1.1.4 ... techniques could be applied inhan attemptito determine the
possible consequences if particular, solutionsy‘were to be
implemented.

1.1.5 ... Is characterised by power tactics, domination and is a win-lose
situation.

1.1.6 ... stress could lead to improved,job-related performance, greater

creativity and motivatien.

1.1.7 A ... personality is unable tofadapt well to changing environmental
demands.

1.1.8 An ... asks'questions during the interview process.

1.1.9 .ainterviews should be conducted only by specialised, experienced

personnel officers.

1.1.10 In.a ... interview participants can only be heard.
(10x2)

(20)
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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.

1.21 A security need is the most basic need which includes food, water
and adequate sleep.
1.2.2 A policy is a statement of intention committing management to a
general cause of action.
1.2.3 It is necessary to locate or pinpoint the source of the problem.
1.24 Interpersonal conflict refers to conflict within an individuals
1.2.5 Mediation may be resorted to when parties feel ‘that'they  are
unable to resolve the dispute through negotiation.
5x1)
1.3 Choose the correct word(s) from those given ‘in brackets.\Write only the

word(s) next to the question number (1.341-1.3.5) in'the ANSWER BOOK.

1.3.1

1.3.2

1.3.3

1.3.4

1.3.5
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(Needs/Drives) are an individual's experiences, consciously or
unconsciously, that something.is‘laeking.

A (problem/decision) is a deliberate act of selection of an
alternative from a set'of competing alternatives.

(Job overload/Job underload) is repetitive, boring and under-
stimulating work which fails,to present a challenge.

External (frustrations/pressures) could take the form of time
restrictions, high expectations or excessive workload.

They(planning/questioning) phase is aimed at gaining as much as
possible relevant information from the candidate.
5x1)

(5)
[30]
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QUESTION 2

Read the article 'Some scary things about Postbank' on the attached ADDENDUM and
answer the questions.

2.1 Define the term motivation.
2.2 Name the TWO main factors on which an individual’s motivation depends.
(2x1)

2.3 Identify ONE factor in the article that influences motivation in thedworkplace:

24 List the THREE lower levels of needs that the working«environment must
satisfy. (3x1)

2.5 What is the role of the executive secretary on an informal level?

QUESTION 3

3.1 Give ONE problem that the Post Office is facing.

3.2 What decision was taken by the external auditors?

3.3 Briefly explain the interdependence of the concepts problem solving and
decision making.

3.4 State the FOURS factors which contribute positively or negatively to the
communication‘process. 4x1)

3.5 Advise the management,of the Post Office on the criteria which they must
consider to, evaluate the alternative solution to the problems in
QUESTION 371,

3.6 How can the ANC call for state-owned bank be satisfied?
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(1)
[16]
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QUESTION 4

4.1 Tabulate the difference between functional conflict and dysfunctional confiict.
(2x2) 4)

4.2 Choose a description from COLUMN B that matches a term in COLUMN A.
Write only the letter (A—H) next to the question number (4.2.1-4.2.7) in the
ANSWER BOOK.

COLUMN A COLUNMN B
421 Intrapersonal conflict A political, social, .economic”and
religious differences

4.2.2 Interpersonal conflict
B different perceptions regarding
423 Conflict within a group the functions of management
identify ‘and staff
424 Intergroup conflict
C. conflict between two or more
425 Conflict between people

management and staff
D intrapersonal or interpersonal
4.2.6 Interorganisational conflict confrontation

4.2.7 Community/Societal conflict E conflict between members of
competing organisations

F degrees of conflict between
different groups of an
organisation

G conflict between individuals
within the same group

H conflict within an individual

(7 x 1) (7)
4.3 Briefly explain‘what a grievance procedure is. (3)
4.4 List the principles underlying the disciplinary code. (83x2) (6)
4.5 StateFIVE benefits (positive results) of conflict. (5x2) (10)
4.6 Define the term stress. (3x1) (3)
4.7 What are the factors that cause stress? 4)
4.8 Distinguish between eustress and distress. (2x1) : :g])
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QUESTION 5

Give a prospective job applicant ONE hint regarding each of the following in an
interview:

51 Eye contact
5.2 Posture
5.3 Answering questions

5.4 Introducing yourself
( [4]
%\T : 100
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S
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