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Instructions to Candidates 
1. Time allowed is three (3) hours. 

2. Total: 100 Marks. 

3. Answer all questions. 

4. The answers should be written only in the Answer Booklet. 
 

Subject Subject Code 

Professional Communication  (PC / ML 5 - 305) 
 

 

Part A: Speech (40 Marks) 
 

Write a 15 minute speech that you may deliver to an audience in your office on the topic of 

“Embracing Diversity at work place”.   

(Total 40 Marks) 
 

Part B: Reading & Writing (60 Marks) 
 

Answer all questions 
 

1) a) Explain the basic communication model with examples from your work experience. 

           (05 Marks) 

            

b) Comment on the communication barriers given in the following case study.         (05 Marks) 

Chitral Lowe is a 27 year old manager at a newly built Chinese restaurant. He is responsible for 

supervising and managing all employees in the kitchen department. He has joined the restaurant 

recently and has the habit of munching chewing gum while at work. He also thinks that he does 

not need to dress up to work as he rarely sees his customers and dresses baggy clothes. Since 

Chitral is anyway big made, these clothes loosely hang from his body. As he is big boned, he 

walks very slowly and is often tired when he has to stand for long hours and is out of breath 

when he has to talk to anyone. But he often shouts at his staff to get the work done especially to 

uphold food safety regulations. He has hired a new chef, Chang Wu who has newly arrived from 

China. His primary language is not English- but they manage to communicate the basics of a 

menu using English. Apart from Chang, there are 5 other male kitchen staff members whose 

ages range from 16-65. They hail from different social backgrounds and with different 

educational qualifications and different work experience. One day several customers 

complained of food poisoning. When enquired Chitral found out that Chang had not cooked the 

meat for the required amount of time. When Chitral asked Chang he just smiled and answered 

back in Chinese. When he was made to understand the problem with the help of a translator, he 

said, that in China that was how meat was prepared. Also, those who had not eaten meat too had 

been previously been sick and Chitral had posted a notice on the kitchen door asking his 

employees to wash their hands every 10 minutes which they never take seriously.  
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2) Write your answers based on the following email.      (10 Marks) 

a) Analyze the effectiveness of the following email which has been sent by a manager to 

his subordinates.         (08 Marks) 

b) What type of organizational structure does the email demonstrate?    (02 Marks) 

 

3) You are the manager of a reputed company in Colombo that deals with overseas clients. You have 

noticed that the staff are not conversant in cross cultural communication. You have just conducted a 

half a day seminar at the Conference Centre on cross cultural communication. The seminar was 

conducted for 25 Division Chiefs from various departments. Write a memo to all the staff members 

laying down some basic guidelines that was discussed at the seminar with regard to handling overseas 

clients at different situations.        (10 Marks) 
 

4) After a thorough research, you have purchased a Pool-in Water Heating System that dispenses 

warm/hot drinking water in several places in the office. Unfortunately, after receiving your order, you 

find that the heating system does not work as efficiently as promised. Write a letter of complaint to 

Pool-in Water Heating System, asking for a replacement.  Remember, you have the right to complain 

as a displeased customer but do not use a negative tone.          (10 Marks)  

   

5) Provide descriptive answers to both the sections a) and b) drawing examples from your work 

experience.           (10 Marks)  

a) Discuss the advantages and disadvantages of teams.  

b) Discuss the importance of non-verbal communication in business communication. 
 

6) “Everyone shares the responsibility for successful meetings”. Comment on this statement. 

(10 Marks) 

            

 
 

 

 

           (Total 60 Marks)      

End of Question Paper                                            

Subject:   

All,  
 

The consultant that you prosed at the meeting will not be arriving. We need to find another 

consultant soon.   
 

Let’s not waste time looking for another and get the work done soon, using someone in the 

office. Can you all please make an intelligent decision this time and not bring someone who is 

too hoity-toity. I was very disappointed with the one the consultant that you brought last time 

too. There is a meeting on Wednesday to discuss this.  
 

Time: 10:00 a.m.  
 

Venue: Boardroom 
 

Please note that this meeting is very important and if you do not attend the meeting, it will go 

into your personal file.  
 

Mr. Sudath Sarathchandra 

Manager Operations 

LLB (Lond), BA (Lond), FRM, CCP 

Member of Colombo Toastmasters, Best Speaker and Gold Medalist 2017 

 


