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INTI INTERNATIONAL COLLEGE PENANG
CERTIFICATE IN BUSINESS STUDIES (CBSI)
COM1001: BUSINESS COMMUNICATION SKILLS
FINAL EXAMINATIONS: AUGUST 2015 SESSION
Instructions: This paper consists of 2 (TWO) sections. Read the instructions carefully.
SECTION A: SHORT ANSWER QUESTIONS (30 marks)

READ THE PASSAGE BELOW CAREFULLY AND ANSWER THE QUESTIONS
THAT FOLLOW.
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1980s & 1990s 2011

B Vietnamese E Viethamese

& Other Americans i Other Americans

The chart’s above depict the approximate change in the Diners’ Ethnicity -

from the 1980s and 1990s till year 2011
(Adapted from: Q: Skills for Success, Reading & Wiiting. 2071. Oxford Universify Press. P 87 & 88)
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This section consists of 3 (THREE) questions. Choose ONLY 2 (TWO) questions and
answer them in the ANSWER BOOKLET provided.

Question 1
Summarize the GROWTH or the success of the An family business — from a small

Italian sandwich shop to a multi-billion dollar restaurant business in California.
Construct your summary in 120 — 150 words. (15 marks)

Questi.on 2

Based on your reading, how_has Helene's concept of ‘family’ and ‘unity’ contributed to
this family business? How are they effective as a family? Identify the points from the
passage above and construct your answer within 120 — 150 words, (15 marks)

Question 3

There are a set of charts accompanying the passage. Based on your observation of
these charts and your understanding of the passage — construct an explanation of these
charts. You may choose to compare the information provided in the charts and
based on your comprehension of the passage - fry to describe this change in
details — with possible reasons. Construct your answer within 420 — 150 words.

(15 marks)
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SECTION B: ESSAY QUESTIQNS (70 marks)

This section consists of 4 (FOUR) questions. Choose ONLY 2 (TWO) questions and
answer them in the ANSWER BOOKLET provided.

Question 1

You have ordered an academic book online from MPZ Global and have made full
payment (you have the online receipt that was provided by MPZ Giobal). The book was
supposed to be delivered to your doorstep 2 days ago, and you have been eagerly
waiting for your parcel, but it hasn’t arrived. You have tried calling MPZ Global twice —
and the customer service personnel took down your report but nobody got back to you.
These books are reference books for a subject that you have signed up for this
semester and you need them urgently.

Based on the situation above, construct a FORMAL EMAIL of complaint to MPZ
Global’'s Online Sales & Purchase department. Inform them of your issue and request
for a speedy response. '

(35 marks)
Question 2

In your final semester of study in INTI Penang, you are encouraged to apply for an
internship or even work while studying (as long as it does not disrupt your education).
You notice a junior staffposition vacancy in the UNIQLA outlet in Queens Bay Mall,
Penang. It is stated-that those who are- interested should have some basic knowledge of
business, sales, marketing -and accountancy. They have also mentioned command
English language as an important characteristic. UNIQLA is very well known for its
excellent customer service and dynamic staff.

Construct a FORMAL EMAIL to UNIQLA’s Human Resource Department (HR), applying
for this job. Convince them to call you in for an interview session. Be sure to mention
why the HR Department should take you seriously. (35 marks)

Question 3

Steve (from Norway) and Harsha (from India) are both students in INTI International
Coliege Penang. They have both enrolled in the International Business course. The rest
of the students in their batch are Malaysians. Steve and Harsha decided to study in
Malaysia because they wanted to experience the South East Asian way of life and also
to get a global educational experience.

Sadly, even after 3 months, Steve and Hasha could not make friends easily with their
batch of Malaysian students. They noticed that the Malaysian students were always with
their group of friends (their ‘cliques’) and rarely communicated with others. Even when
the . lecturer assigned-them to random groups, Steve and Harsha found it near

impossible to have a normal| casual conversation with their classmates.
I . ]

Based on the situation above, answer the following questions.
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® What would you have done if you were one of the Malaysian students’ in Steve
~ and Harsha’s batch and why? Provide at least three (3) suggestions. (15 marks)

(i) What do you think Steve and Harsha could do to make a few Malaysian friends?
Also, what do you think can be done to further encourage effective interactions
amongst Malaysian students and international students in INTI? (20 marks)

Question 4

o

{Picture source : GOOGLE TMAGES, p://theentre

j

escordo.com/thmgs—a:d-sa ying-presentation/)

This is a picture of Roger during one of his presentations. He was presenting on the
monthly budget for his department — and had a lot of numbers in table figures. He had
also prepared for a presentation that was made up of more than 70 slides. All his siides
consisted of paragraphs (60 — 100 words per slide) from the monthly report and he had
also put in more tables with numbers in his slides. He had prepared all this and thought
that his audience would understand his report better.

Answer these questions based on the picture above and the description below it.

{ Look at the reactions given by Roger's audience. What can you say about
Roger's presentation based on the audience reaction? What are the non-verbal
signals that are evident — and what do they mean? (15 marks)

(i) Based on the picture and the description, what do you think Roger couid have
done to improve his presentation? What could he have done fo make his
audience interested in the information that he was sharing? {20 marks)

-THE END-
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