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1. Read carctulll the inslructions L)tl the cor et ofthe ansr'_cr book'

2. Ans\\cr FOUR questions cl lcasl ()\E liolr elch ofLhe THRIIE sections'

3. L-ach qlLc'stion ce[ias 25 marlis \\-herc 
'LuesLiolls 

ere subdirided the nlar-Ls lirr cach

srrbdi\ision are sho$n in brackcis'

:1. /\tls\\els i11 lisled nore lirrus ate acceprable' proritled the,l are clearl'r'and logicall'r'

presenLed and the poillls mad' adeqtlxtel)_ derelopecl'

5. \o aids stlch as calculators, books iiictionaries' papc|s' rnathe atir' tahles or slide NIes

dre permllLed in thls erarnination'

6. Ti c,\]io\\edr THREE HOI:RS'

7. C ndidales must ensure thal thc\ itlls\\cr qucstions in the approprirle ans*cr book and

\OT on loosc shects rrhich arc rLsed on11 as supplem'nlar! slleets Such ansrlers rlill bc

crncelled.

8, I)O \OT \\RITII YOLR NA\TE O\ TIIE.{\S\\ER BOOK'

9, DO ]iOT OPEN ]'HIS PAPER LII{TIL I\STRI.'CTED TO I)O SO'

-'-
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SECl'ION A

QTIESTION I

It is lnorln tllat tranagcnent stuclieLl bl.protessionals is a. afi. a science. a cliscipline and a
p.otissio11.

(a) Briell\ c\plain tnan.rgerid skills-'to l.oul colleaeLres at rhe rorkplace:) l5 \Iarks](h) State three al),.ma.agerial rolas" that I ntanaler cen practise 10 im,ro\c pro.l,cti\ii).ofa
bankl

(c) Erplain iire (5) challcnges rh. hank mamlers lace commont\ ,,,,1]LtliLtJ ,"0,*..:
[5 ]Iarhsl

QttisTIo\ 2

Il1 conlempotiu! times. unilersa] banks must entbri1ce
capacitl ro,'rards resilicnce and agilit\,. Discuss strategics
J<.i cd cl-a r:<r.roc(....1d. lc..t. c..rt\.c.....1--\.

[Total Marks: 25].

change Danagentent to enhance thcir
$at a named bant can lillow to brinp

[Total \Iarks:25j.

SECTION B

Qt [sTtoN -3

Comnrunication is corsider,ed as one ofthe ntost impoftant i[gredients . f the manaeenent process
and outcontesl

. Deflne the lermi ,.Comrrruicatjon.. 
in a named bank. 15 Marks]

' I-isr thee (-r) ad\.antages or *rirten communicatron aDd .vo (2) demerirs or oralcontotunicatioD in anr orgitniTation?o Exptaln iive (5) sor.ies ,lfba..iers und rheir soturiors ro comm-"",,". n1]"J,lilll ,".bank? 
lii,vru,r.rl

[Total XIarks: 25].

QIJESTION 1

lcn.lcr"hrp 1:.rn irtluenLrc, rciatr{)n\lr n t

u1e ucsLrcu cDange ,n ao organizat(D. 
rct$een the leader 

'nd 
thc subordinare (s) lo iointl' create

a. Define 'transformational leadership.,? 
[5 Nfarks].b. l-isr tire (5) personal qualitics that a translb|rlational lcirclcr must possess,.) 15 \Iarksl

.*



c. Describe fllc a5) straregies that a translornational le:(ler can implenenL lo rc_posltlon i1

distress bank stratcgicalll in Chanal [15 Nlarlisl

[Total NIarks:25]

QtrESl IO\ 5

Groups ate requilecl in s1'gt.,l lealning orllaniTation to enhanc' their'perlirnrnnce antl

compctiti\enass.

a. Surc li\e (5) condirions that a bank n.cds a g|oup 
"

[5 marks]

Lr. List fi\e (5) guidelines lhat can bc lollo\\ed to cnhance the formation oiet'ltcLivc g|oupsl

[5 ]Ial.ksl
c. ixplain Li\ c ('l) l'actors thal intlLLencc group ellictllcness in a nanred banliil

[15 Nhrlisl
llbtal lllrks: 251

QtIESTION 6

\\rite sholt noles on lhe 1'ollorr'ing:

a. Strategic Plaming

b. Job Anallsis

c. Buslncss Process Re_cngineering

d. VirlLLal Orgdnization

e \ianagerial Control

15 Marksl

[5 Marks]

[5 Marks]

[5 Marks]

[5 Marksl

[Totat Marks: 25]

SECTION C

QUESl ION 7

you ha\ e beelr hir.ed as Custorrer. scrr ice l\lanager ol n Ulivcrsal Btrnk in chala. The biggest

cllx]lenge diar needs solLltion in lhe bank is high crterual 
'ustoner 

altrition l.ate' As CustoDer

Scr-r ice Nhnaqer. discuss llve (5) slrategies lou \ril1 adopt to rectifl the situation?

[Total ]Iarks:251

QUESTIO\ 8

fhe AJienbra llural Bank Linlited has appoinlcd,\'ou as uI1 e\p'd in Totitl QLralil \4enig'menl

(TQ\1) to address qualin' anrl productir irl impro\erneit challenlles

As pcr lour cxperlisc in clualitl management:

a E ia'rit 2a Fr r.a rrE! ai r,.:ataaEr,rLt' En: P:ge 3



Deilne''IolalQialitlruanascnlenf 
rolh'.jr:l:::;':::i:,::li::l':;'#ti]

a.

b.

D(r;,,(.,.., ,t uL,Jli, \1 , .;(''(n', "'':"':',,. ,r,lu ,.rt-,, ",,.,,to, 
,. 1.r., ur,,'ir

r r,-,-,r 1- - r: b'c<'l'' ll_'l 'hc bJ''\ c'llrr : r'r '!rr r" r' 
ll0 \lllrL'l

\l:n.:(,llcr' , (l,,,lrrr \t. .r.el.(r,. ll-r, can a( ilnl
C, l\f 'r',r .: ( rir 'lc' "rc' '1 l"r../ r' ' lll

iriilgo," ,ir" .r'"rL"tgts in the bank?
lTotat Marks: 251'

\{anagelncnl'l imDl.nented to

[10 Marksl

crB (GHl or'20
^c,o,r, 

o, to^oe EM"' LEVEL

Page 4

7


