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SECTION A

QUESTION ONE (COMPULSORY) 30 Marks

Read the case below and use it to answer the questions that follow.

HOW YOU RELATE WITH YOUR PUBLICS HAS AN IMPACT ON
YOUR IMAGE AND PROFIT

I 'was on my way to see a friend and I decided to stop over at one of the fruit vendors in Nairobi
West. The fruit vendor did not seem interested in me or the money I needed to spend despite the
fact that she had lots of fruits some of which were rotting at a corner. When I sought to know the
price for the bananas, she responded with no enthusiasm that they were going for sh 15 each. I was
rather surprised and I mentioned that I often buy bananas for at most sh 10 a piece. She did not
take my comment kindly and she therefore asked that I go to wherever i often buy. [ walked away
disappointed.

Why did she not try to convince me that the bananas were worth sh 15 a piece? Could her negativity
towards her customers have been the reason that she had a heap of rotting fruits at the stall? This
sought of experience is common place. I shared the story during a public relation training session
last week and the participants were quick to point out the sought of response I was likely to get
with my remark. They got it right. Many in businesses are sending their customers away since they
fail to see the link between how they relate with their publics and their business performance.
Those that are aware of this relationship can attribute their business success to relating well with
their publics. It is about how we act and react towards them; it is about keeping the promises that
we make, making them feel great about being our customers.

When we relate well with our publics, they are almost always likely to either come back or spread
a positive word about their experience with us. I would have bought the bananas for sh 15 if the
seller had been more civil with her response. Jeff Bezos the founder and Chief Executive Officer
of Amazon.com, which leads on customers service all of fame says we should see our customers
as invited guests that we are hosting at a party. The way we relate with such guests can be used to
guide how we relate with our publics and remaining positive is key.

a. List any four publics of the above fruit vendor (4 mks)
b. Explain some of the positive qualities of human interaction. (10 mks)
c. Highlight the principles of effective communication. (10 mks)

d. With reference to the above case, explain any three benefits of having a sound public
relation in a business. (6 mks)

SECTION B
Question TWO

a) Marini Natural has plans of employing a public Relations Practitioner for its operations.
Highlight the role of such a practitioner. (10 mks)

b) Explain the differences between public relations, marketing and propaganda (10 mks)
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Question THREE

Public Relations planning model for the organization. As a public relations specialist

explain to him the components of such a mode] (10 mks)
b) Briefly explain the uses of communication in public relations. (10 mks)
Question FOUR
a) Describe the requirements of a successful public relation programme in an organization
(10 mks)
b) Describe the Public Relations process (10 mks)

Question FIVE

b) Zinzi Traders plans to come up with an internal PR department, Explain the benefits of
having such a department in the firm. (10 mks)



