41

CHAPTERONE
INTRODUCTION
1.1 Background to the Study
Effective communication is the backbone of any successful organization. It is the means by which information is transmitted, received, and interpreted within an organization. Secretaries, as the first point of contact in an organization, play a crucial role in facilitating communication between the organization and its stakeholders. The major tool needed for effective service delivery of secretaries lean beyond doubt on the act of communication. Secretaries deal with people, drive and determination to be able to decide when to communicate, where to communicate, what to communicate with, and how to communicate; the efficient and systematic way to handle these include the receiving of information, giving out information, processing, transmitting, correspondence, preservation of document and other affiliate materials for future are generally referred to as information management.
According to Onukegbe (2017), communication can be categorized into verbal and nonverbal. Under the verbal communication mode are speech and writing; under the nonverbal communication are the eye contact, body posture etc. verbal communication refers to the transmission of information among individuals such as face to face communication, or on telephone. It can be used during interview so fall kinds, in briefing situations, during business and occasions where are questions, make or instructions given. It is the most common way of passing information within an organization. Handouts, memos, workshop and letter are all attributed to verbal communication. Nonverbal communication refers to the process of communication without the use of words, smile, frowns, all these communicates pleasure, anger, friendliness or distance, power and status.
Information could be transmitted internally, or externally. This implies that specific information is meant for the consumption of people within the organization as well as some information for the public. This mode of transmitting information varies from one organization to another. Upward communication, downward communication, horizontal communication, and diagonal communication functions in an organization. Therefore, the secretary needs to possess in-depth knowledge of great importance for the secretary to strive and find ways to meet up or update their communication skills.
One of the key roles of a secretary is to communicate information. No matter what she is trying to do, she should remember the above all else, for it is what will help her succeed. Though no secret will be the ability to talk to anyone, this is a key skill that can be easily learnt. So; the more a secretary talks with others, the easier it is to relate with others and to determine how she can help. It is a good idea to try to make small talks during conversation when it seems that she needs to be on a social level. Just the question of how people are doing and responding to their answer can help them feel as though they are talking to a friend and not just another work or service person.
Communication skills are those skills which are needed to speak and write properly. A person who is able to speak appropriately without maintaining eye contact with the audience, uses varied vocabulary and articulate speech to suit the need of the audience is generally said to be an effective speaker. Similarly, an effective writer should be able to use written words in various styles and techniques to communicate his/her message and idea to the readers. One should have the ability to listen carefully and write and speak clearly in any situation. Therefore, good reading, writing, speaking and listening skills are essential for effective communication.
Communication skill is the ability to convey and share information to others in an efficacious way. It is very vital skill and used widely in all work sectors. Communication can make or break your relationship at home or work with your friends. If you have the skill then you can pass out your word across easily and precisely without any confusion. You can communicate with your body, various gestures, expressions and much more.
Communication skills are one of the fundamental life skills which are required for greater understanding of information. It can be delivered verbally, visually, non-verbally and through written media. All these are means of communication which are essential soft skills which are required for a successful career. Professionals’ secretaries in the digital age must effectively know how to convey and receive messages via various means of communication.
Communication is an act of conveying meanings from one entity to another with the use of understood signs, symbols and rules. Communication skills, in a nutshell, are a set of activities you make giving and receiving various kind of information. Some of the examples of communicating are; expressing your viewpoint on a topic, updating new additions on your project, expressing feelings etc.
Communication skills involve speaking, listening, observing and empathizing. It also helps to understand how to communicate on phone conversations, face-to-face interactions, digital communications like social media and e-mail.
Communication skills are the ability to send messages that are properly and entirely received and understood by the target audience. The term often applies to someone’s knack of exchanging information effectively with another person or group, in a verbal or written way.
Communication is present in almost every activity of our lives. We frequently exchange ideals, opinions, requirements and feelings with many people around us, not only verbally but also through devices such as computers and smart phones. In these ways, being a good communicator is particularly relevant. E-mails, phone calls, meetings, speeches, videoconferences, presentations and one-to-one conversations are all different ways of communication.
The development and strengthening of communication skills is therefore a key attribute for most employees in these times to do their jobs more productively. It is not only about words and content because other elements such as body language and facial expressions also take part in the process. When the communication is written, graphics, tables and pictures might adequately support explanations and ideas. Even the selection of the channel sometimes communicates how important the message and the sender’s audience are. For the communicator, for example, a very significant announcement is supposed to be made person-to-person instead of using an electronic chat.
In every organization communication plays an indispensable role. The success of any office depends largely on the existence of good communication system and solely on the competence of the staff handling the communication system of that particular organization.
This is where the role of the secretary comes into play in most organization. The secretary is the first person a visitor or caller comes in contact with visiting the organization. The way she relates with the caller on that first day would form a lasting impression in the mind of the caller about that very organization. A polite, cheerful, courteous, and humble first impression is very, very important. It can either encourage or repel a visitor from subsequent visits to that particular organization. Therefore, a secretary, who is able to convince and relate intelligently with visitors or customers in English Language or whose communication skills are poor and grossly in adequate creates a poor impression on the mind of the customers about the organization.

Thus, an intelligent secretary who handles work with tact and finesse is a good ambassador of her organization; will no doubt form a positive impression on the sender and the organization. The organization is the coming of people to carry out certain activities such as production of goods and services for the accomplishment of certain objectives. The managing and organizing of any organization or even in our different homes would rest heavily upon the ability to communicate effectively.
In view of the foregoing, it can be clearly seen that the secretary plays an indispensable role in the communication of any organization. Apart from communicating face to face with the visitors or caller, she equally communicates to the outside world through phone calls, writing of letters, reports, writing and reading of minutes of meetings etcetera. For a secretary to be able to handle these functions effectively, requires good communication skills and a good educational background.
A correspondence sent out to the outside world speaks volume about the image of the organization it represents. A wrongly worded letter with spelling errors and poor typing would definitely create a negative impression of the organization in the mind of the receivers; while on the other hand, a letter that is properly written and well typed would speak well of the staff and the organization it represents, It will encourage and attract the receiver to patronize that organization.
Therefore, a competent secretary who performs her roles efficiently which and interwoven with communication, will attract clients to patronize her organization to patronize her organization thereby helping to attain the sent goals and objectives of the organization.
The role of a secretary has evolved over the years from being a mere typist to a complex and dynamic profession that requires a range of skills, including communication, organizational, and interpersonal skills. Secretaries are now expected to be proficient in communication, both written and verbal, as they are often the face and voice of the organization.
Despite the importance of communication skills in the performance of a secretary, many secretaries in organizations lack effective communication skills. This has resulted in poor communication, misunderstandings, and errors, ultimately affecting the overall performance of the organization.
Several studies have highlighted the importance of communication skills in the workplace. According to a study by the National Communication Association, effective communication is critical to the success of any organization. The study found that employees who are effective communicators are more likely to be successful in their jobs and to advance in their careers.
Another study by the Society for Human Resource Management found that communication skills are one of the top skills required for success in the workplace. The study found that employees who possess strong communication skills are more likely to be effective in their jobs and to contribute to the success of the organization.
In Nigeria, several studies have also highlighted the importance of communication skills in the performance of secretaries. A study by Oyezokun (2015) found that communication skills are critical to the success of secretaries in Nigerian organizations. The study found that secretaries who possess strong communication skills are more likely to be effective in their jobs and to contribute to the success of the organization.
A secretary is a person or executive who has office skill in handling correspondences and has the ability to assume responsibilities without direct supervision to provide communication support services on matters of routine and administrative issues (Cletus 2015). Secretarial function is just central in very organization and no office can easily function without a secretary. This brings about the importance of secretaries to the successful growth and development of the organization (Adamu 2015).
Secretary coordinates the daily routines of an office and organizes the office schedules and paper work which includes analysis of prevailing situations judgment, technical knowledge and creativity (Adebayo and Akinleye 2013). The number and type of activities are assigned depend whether they are generalists (multifunctional secretaries) or specialist such as legal or word processing secretaries). Secretaries use many different talents and work with many different people. As an office professional, the secretary, has the responsibility to organize the workflow so that the employer will feel that everything is under control. With all project completed when needed (Chrissy, 2011). Modern professional secretaries are now referred to as office managers by some people because of their activities, skill acquisition, knowledge and even expectations from their bosses, customers, clients and even the general public whether called a secretary, a manager or a personal assistant. Since the secretary is no more the man or the woman sitting behind the typewriter, taking shorthand dictations and attending to visitors.
Despite these studies, there is still a need for research on the effect of communication skills on the performance of secretaries in Nigerian organizations. This study aims to contribute to the existing literature on communication skills and performance in organizations by examining the effect of communication skills on the performance of secretaries in Nigerian organizations.
1.2	Statement of the Problem
Effective communication skills are critical to the success of any organization. Secretaries, as the first point of contact in an organization, play a vital role in facilitating communication between the organization and its stakeholders. However, many secretaries in organizations lack effective communication skills, leading to poor communication, misunderstandings, and errors.
There are many instances of poor communication in spite of everyone’s belief in their ability to communicate well. Since communication is a dynamic and collaborative process, somewhat like playing a seesaw, both the sender and the receiver of messages invariably contribute to any breakdown or slowdown in it. We can think of communication as a journey where no one can afford the luxury of zipping through the communication highway. There are several invisible roadblocks that slow down secretaries in an organization as well as individual and even forces them to take a deviation.
Therefore, the researcher will analyze Effect of Communication Skills on the Performance of a Secretary in an Organization. Also, the problems that is likely to arise in the process of communication skills and how it can be solved.
1.3	Objectives of the Study
The problem of this study is to investigate the effect of communication skills on the performance of secretaries in an organization. Specifically, the study aims to:
i. Examine the relationship between communication skills and the performance of secretaries.
ii. Identify the communication skills required for effective performance of secretaries.
iii. Investigate how communication barriers affect the performance of secretaries.
iv. Determine the effect of good communication skills on secretary performance.
v. Determine the contribution of the secretary’s communication skill to the organizational development.



1.4	Research Questions
The following questions are to be addressed in this study:
1. What is the relationship between communication skills and the performance of secretaries in an organization?
2. What are the communication skills required for effective performance of secretaries in an organization?
3. How do communication barriers affect the performance of secretaries in an organization?
4. To what extent the is the effect of good communication skills affect the efficiency of a secretary in an organization?
5. To what extent is the contribution of secretary’s communication skills have any impact on the organization’s performance?
1.5	Significance of the Study
The research study will help to established Effect of Communication Skills or the Performance of a Secretary in an Organization. It is the hope of the researcher that the findings of the study will be useful and beneficial to the following:
· Secretaries 
The study will provide secretaries with insights into the importance of communication skills in their performance. They will learn how to improve their communication skills, which will enhance their job performance and career prospects.

· Administrative Professionals
Administrative professionals, such as administrative assistants, office managers, and executive assistants, will also benefit from the study. They will gain a better understanding of the role of communication skills in their job performance.
· Organizations 
Organizations will benefit from the study by learning how to improve the communication skills of their secretaries and administrative professionals. This will lead to improved job performance, increased productivity, and enhanced customer satisfaction.
· Human Resource Managers 
Human resource managers will benefit from the study by gaining insights into the importance of communication skills in the selection, training, and development of secretaries and administrative professionals.
· Trainers and Educators 
Trainers and educators who teach secretarial and administrative courses will benefit from the study by learning how to incorporate communication skills training into their curriculum.
· Researchers
Researchers who study communication, organizational behavior, and human resource management will benefit from the study by gaining insights into the relationship between communication skills and job performance.
· Business Owners and Entrepreneurs 
Business owners and entrepreneurs will benefit from the study by learning how to improve the communication skills of their staff, which will lead to improved customer service, increased productivity, and enhanced competitiveness.
· Professional Associations 
Professional associations, such as the International Association of Administrative Professionals (IAAP) and the American Society of Administrative Professionals (ASAP), will benefit from the study by gaining insights into the importance of communication skills in the profession. 
· Government Agencies 
Government agencies that employ secretaries and administrative professionals will benefit from the study by learning how to improve their communication skills of their staff, which will lead to improved service delivery and enhanced productivity.
· Academic Institutions
Academic institutions that offer secretarial and administrative courses will benefit from the study by gaining insights into the importance of communication skills in the profession, which will inform their curriculum development and teaching practices.



1.6	Delimitation
The scope of this study will be limited to Effect of Communication Skills on the Performance of a Secretary in an Organization, using Michael Imoudu National Institute for Labour Studies, Ilorin and University of Ilorin, Ilorin as case study. No attempt would be made to go beyond this scope.
1.7	Limitations
Due to some financial constraints and time factor, the researcher was not able to carry out the research as extensively as expected. However, a meaningful research work was carried out within the limited available resources. Another difficult faced was data collection as some of the respondents were reluctant in filling the questionnaires.










CHAPTER TWO
LITERATURE REVIEW
This chapter reviews the existing literature on the effect of communication skills on the performance of a secretary in an organization. The chapter examines the concepts of communication skills, performance, and the role of a secretary in an organization.
2.1	Concept of Secretary
2.2	Duties of Secretary
2.3	Concept of Communication Skills
2.4	Types of Communication
2.5	Benefits of Effective Workplace Communication Skills
2.6	Communication Skills needed to be possessed by Secretary
2.7	Barriers to Communication Skills
2.8	Overcoming Communication Barriers
2.9	The Secretary’s Role in Communication Process in an Organization
2.1	Concept of Secretary
Secretaries are image makers of every organization; their contributions and effectiveness can be used to tarnish the image of an organization. A secretary is an indispensable element in achieving organizational goals. She serves as a money bank in her organization, scrutinizes visitors so as to give the executives enough time to do other office activities, keep records so as to prevent embezzlement and loss of important documents which could consequently have a negative effect on the organization. The role of efficient secretaries in the National Economic Development cannot be overemphasized bearing in mind that secretaries are the image makers of every organization. Secretaries who have acquired the basis educational training coupled with other personal attributes have a lot of channels of attaining the highest level possible in the management of organizations, Allen (2014).
The work and secretaries in an organization are very vital and there is no way an organization can function well without their aid; the fast production of better work is assumed since they are well trained in that field. Whenever paper work, records, and mostly written communication are needed in an organization, then secretaries are likely to be involved.
A secretary according to Formby (2014) is an employee in an office, who deals with correspondence, keeps records, makes arrangement and appointment for a particular member of the staff. He/she is one who combines the mastery skills of shorthand and typewriting and with a sound knowledge of secretarial duties.
From the above definitions, secretaries must have gotten all the skills associated with the office and cannot leave responsibilities even though they are not supervised, should work with his initiative and take decision under his assigned authority.
In other words, secretaries are important officers in any organization; their contributions and effectiveness can either boost or tarnish the image of any organization.
The impression secretaries create influences public attitude towards the organization just as accountant, engineers, and other professional have contributed towards the achievements of the national economic objectives. Not the public impression portrays the organization in a shabby way, the secretaries help to uplift the image of the organization of Monkhwod (2015). The way the secretaries receive visitors, their politeness and the respect are added to the status of secretaries as indispensable tools of organization.
In spite of all these roles of secretaries they have been misplaced and neglected in the background, but today, we have modern secretaries who now hold managerial and decision-making positions in the organization and are the office automation is quick developing, the former referred as typist undergoes formal training which enable him to handle more extensive duties and responsibilities in the organization Allen (2014).
The success or failures of some years past have this feeling of inferiority to other professionals simply because they are misunderstood by their bosses. But all these have changed now they are very vital towards the achievement of the national objectives. And also, a present-day executive depends on their secretaries for the smooth and efficient handling of the day’s activities Monkhwod (2015).
In as much as secretaries have been undermined by the general public in many ways, their general conception usually that any employee who sits behind a typewriter and does other forms of secretarial jobs is a secretary thereby regarding them as typists or mere servants.
A secretary is a person or executive who has office skill in handling correspondences and has the ability to assume responsibilities without direct supervision to provide communication support services on matters of routine and administrative issues (Cletus, 2012). Various office workers perform some aspects of secretarial work, but not all office workers are secretarial. Secretaries have more responsibilities for their work. A professional secretary performs task similar to an executive or administrative assistant. Secretarial function is just central in every organization and no office can easily function without a secretary. This brings about the importance of secretaries to the successful growth and development of the organization (Adam, 2015).
Generally, secretary coordinates the daily routines of an office and organizes the office schedules and paper work which includes analysis of prevailing situations judgment, technical knowledge and creativity (Adebayo and Akinleye, 2012). The number and type of activities are assigned depend whether they are generalists (multifunctional secretaries) or specialist (such as legal or word processing secretaries). Secretaries use many different talents and work with many different people. As an office professional, the secretary has the responsibility to organize the work flow so that the employer will feel they understand, with all project completed when needed (Chrissy, 2014). Modern professional secretaries are now referred to as office managers by some people because of their efficiency, skill acquisition, knowledge and even expectations from their bosses, customers, clients and even the general public whether called a secretary, a manager or a personal assistant, a professional secretary is no more the man or woman sitting behind the typewriter, taking shorthand dictations and attending to visitors.
The introduction and application of modern technology advancements has brought a revolution and greater effectiveness in day to day working of the office due to this procedure have become more simplified and office work has become more interesting and challenging (Asabe and Enangh, 2012).
In his remark Adam (2015), recounted that secretarial practice or rather secretarial profession has remarkably undergone series of modifications as it used to be in the past due to the availability of improved technologies of the modern office. In the past, a person who is employed as a secretary must possess typewriting skills, shorthand and good communication skills with good moral conduct and character. Today, a secretarial practice has been revolutionized to the use of computers and internet which are in abundance and are available in the offices.
Evans (2015), recounted that secretarial profession has come a long way from change in gender dominances (female) to technologies that have improved work output and increased job opportunities administrative office roles have remained an integral part of business operations, and all signs indicate that the secretarial profession in benue state.
According to Akinola (2012), a secretary is an important officer in any establishment, who is sometimes regarded as the life wire of an organization adding that the contribution and effectiveness of a secretary can either enhance or diminish the efficiency and effectiveness of an organization.
Aromolaran (2012), described the secretary as the office manager and the administrative officer who coordinates and manages both the human and material resources of an organization. The secretary, can be seen as a vital link in any organization and one who is in charge of the daily clerical and administrative activities in the organization. She exercises initiative, judgment and makes decision within the scope of her assignment, duties or authority. She also lays letters, memos, and performs any other form of data entry into the computer or typewriter and brings out a manageable copy.
2.2	Duties of Secretary
Duties of secretary are varied and diverse within organization and establishment, in volumes, scope and operations with peculiarities through related and similar. Who secretary is best informing you in his/her office with whatever things make available for his/her operation and maintenance of the office and upkeep.
The duties of a secretary are quite numerous and varied. However, the following are most important ones as highlighted by McFarland (1985).
1. Arranging Meetings
The secretary's responsibilities concerning meetings of company personnel man include notifying the executives of the time and purpose of fine meeting, arranging for conference halls scheduling equipment needed, and taking notes the meeting.
2. Travel Arrangement
When a company does have a traffic department, the secretary is expected to make the arrangements through a travel agency or directly with airlines hotels, and car rental agencies.
3. Telephone Use
The efficient secretary must be aware of the techniques involved in placing and receiving calls and of the impression she is making each time she uses the telephone. When using the telephone, she should remember that she is creating an image of herself and the company in the mind of another person.
4. Processing Mail
Mail delivered to the office must be process, and the secretary almost always has this responsibility. Processing the mail involves much more than opening envelopes and removing the contents. The process involves first sorting the mail that sinks according to the degree of importance. The secretary needs to know how to handle the mail during the executive's absence and need to prepare a mail register so that the executive will be able to readily see what mail came during his or her absence.
5. Preparing Report
The secretary is frequently expected to help collect, analyze, organize, and present in data in a manual form. The job is usually totally responsible for making sure each graphic and presented is an acceptable format and that the entire report is well contacted so that it will make a favorable impression on the reader.
6. Meeting the Public
A secretary meets with the public on a daily basis, because she is the first person or worker most callers come in contact with while visiting the organization. Her company’s reputation will be determined by a large extent by her action. So, it is important that while meeting with the public, a secretary must be courteous and cheerful, she must make the first impression of herself and her organization a favorable one.
2.3	Concept of Communication Skills
Communication skills refer to the ability to convey information effectively and efficiently. According to Kumar (2017), communication skills include verbal and non-verbal communication, listening, and feedback. Effective communication skills are essential for building relationships, resolving conflicts, and achieving organizational goals. Communication skills refer to the ability to convey information effectively and efficiently. These skills are essential for building relationships, resolving conflicts, and achieving organizational goals.
According to Alighalezi (2017), communication comes from the Latin word "communicare" which means "to make common" or "to share" and is defined as the process by which meaning is exchanged between individual through common system or symbols, signs or behavior. Communication is the process of information exchange between two or more individuals or organizations. Adewoyin (2019), it is the process through which information, knowledge, idea, message is conveyed or transmitted from one source to another. It can also be seen as the exchange of meaning between individual through a common system of symbol.
Shokerlar (2015) sees communication as the ongoing process by which people attempt to share meaning via transmission of messages. It provides a common thread for all management process of planning, organizing, leading, controlling and proper coordination. Cole (2012) views communication as the process of creating, transmitting and interpreting ideas, facts, opinions and feelings. It is a process of sharing mutual interchange between two or more persons.
Communication skills are those skills which are needed to speak and write properly. A person who is able to speak appropriately whilst maintaining eye contact with the audience, uses varied vocabulary and articulate speech to suit the need of the audience is generally said to be an effective speaker. Similarly, an effective writer should be able to use written words in various styles and techniques to communicate his/her message and ideas to the readers. One should have the ability to listen carefully and write and speak clearly in any situation. Therefore, good reading, writing, speaking and listening skills are essential for effective communication.
Communication is the ability to convey and share information to others in an efficacious way. It is very vital skill and used widely in all work sectors. Communication can make or break your relationship at home or work or with your friends. If you have the skill then you can pass out your word easily and precisely without any confusion. You can communicate with your body, words, gestures, expressions and much more.
Communication is an act of conveying meanings from one entity to another with the use of understood signs, symbols and rules. Communication skills, in a nutshell, are a set of activities you make giving and receiving various kinds of information. Some of the examples of communicating are; expressing your viewpoint on a topic, updating new additions on your project, expressing feelings etc.
Communication skills involve speaking, listening, observing and empathizing. It is also helps to understand how to communicate on phone conversations, face-to-face interactions, digital communications like social media and email.
Communication is present in almost every activity of our lives. We frequently exchange ideals, opinions, requirements and feelings with many people around us, not only verbally but also through devices such as computers and smart phones. In business, being a good communicator is particularly relevant. E-mails, phone calls, meetings, speeches, videoconferences, prescriptions and one-to-one conversations are all different ways of communication.
2.4	Types of Communication
i. Written Communication
Written communication is that type of presentation where the generator of the message does not need to be physically present during the presentation of his ideas. All he does is to put down his thoughts and ideas clearly and logically following the conventional and grammatical rules of language, it is left to the reader to decode the message the sender is trying to get across.
Written communication involves the written word. This style of communication could include writing an email, typing out a quick text or a Slack message, writing a report or preparing slides for a presentation.
For written communication to thrive, consider this: keep it simple and effective, consider your reader first and do it properly.
ii. Oral Communication
Unlike in written communication, the sender of the oral message has to be physically present during the delivery. This is the most pervasive type of communication in an organization because people are always discussing about one thing or the other in an organization. Discussions, consultations, dialogues always take place in organization at every point in time either formally or informally. In organizational, a larger percentage of time is spent talking. Oral communication between peers could be effective but delivering a speech to a large audience put a lot of pressure on the speaker.
An advantage of oral communication is that feedback is immediate either by a change of tone of countenance or over outburst and this helps the communicator also makes it possible for questions to be asked to clarify work on certain aspect of the message but are not cleared.
iii. Intra-Personal Communication
This is communication that place within an individual. No second person is involved everything is done by the individual. Manual assessment of situations interpretation of motives all based on the person sense of perception and beliefs. A full communication could be taking place within the individual but there is no second person and party involved. Communication done this way is not considered ideal because of its subjective nature. The sense of perception of human beings is highly limited the ideal communication environment is the one which two parties are involved. This way there is exchange of ideas and conclusion neatly reached. Also, to our more people talking is a perfectly normal spectacle but when an individual talk to himself a negative image is conjured up in people minds.
iv. Inter-Personal Communication
Inter-personal communication consists of a two-way flow of message between individual. It involves actual speaking to the other person and attributing meaning to what is said it gives room for each party to express itself and each of the parties work understanding from the verbal and non-verbal cues such perception and the manner the message is passed. This kind of communication is very good as it permits interaction on a personal level which could lead to better understanding between the individual involved. The message is the one that encodes the message and using the appropriate channel sends it to the target for the receiver. The message is decoded and feedback is sent to the source who in turn modifies or intensifies the method of communication being used.
v. External Communication
This is the type of communication that takes place between organizations, for the example there would be a strong relationship between a biscuit making industry and a sugar processing industry.
External communications are the processes responsible for communicating with people and entities outside an organization. These include customers, businesses, suppliers, partners etc.
vi. Non-Verbal Communication
This is the type of communication in which message is conveyed using body language such as gestures, nodding, blinking of the eyes, touching, pinching etc. This method is more economical because it does not involve cost and it is the easiest and fastest medium of communication, however the method is more susceptible to misinterpretation, not universally approved because of the variation in the body language and it cannot be stored and preserved for future usage when need arises.
Non-verbal communication includes tone and pitch, posture and body language, eye contact, facial expressions, hand gestures and even physical distance (proxemics). Non-verbal communication reinforces the words, provides feedback to others and defines relationships more clearly (for examples, people who trust and empathize with each other are likely to mirror body language).
2.5	Benefits of Effective Workplace Communication Skills
There are several benefits that effective workplace communication skills provide an organization. These benefits include:
a) Mitigated conflict
Effective workplace communication can help reduce conflict or tension at work. Most conflicts arise due to ineffective communication tactics which lead to individuals misunderstanding what's being communicated. Misunderstandings can result in employees or other members of an organization feeling not understood, disrespected, disregarded or simply not performing in an expected manner.
For example, if one team member is told to make 25 calls a day and another member of the same team in the same position is told to make 50 calls a day, the employee with the most calls may feel taken advantage of. However, if the team leader holds a meeting to clarify how many calls are supposed to be made by each employee, all employees receive the same information and there is less of a chance for conflict or tension to arise.

b) Increased employee engagement
Effective communication does more than just ensure information is accurately received. It also works to connect others and keep open lines of communication between employees and other members of the organization. This ultimately works to create better engagement between employees, which can lead to increased employee satisfaction and healthier company culture.
c) Improved productivity
Employees who feel connected to their work and have a clear understanding of what’s expected of them are more likely to be productive and perform efficiently. When employees don’t understand their role or expectations in a position or have limited resources to perform their duties, they often feel confused or as if they aren’t able to perform their job to the best of their ability. Ensuring information is readily available and communicated in an effective manner allows employees to accurately perform their duties and can increase productivity throughout the organization.
d) Improved client relations
Good communication in the workplace isn’t just relevant to employees of the organization. Effective communication also directly affects client relations. Organizations that communicate well with their customers or clients are more likely to build solid relationships and retain client versus companies that don’t prioritize client communication. Customers look for companies that value their relationship and keep them up-to-date on changes and are more loyal when they feel connected to these companies.
e) Healthy workplace culture
Effective communication plays an important part in maintaining a healthy workplace culture. Many workplaces employ people of all different cultures. A culture of open communication can foster a healthy and inclusive environment where all employees feel valued and understood.
f) Improved direction for employees
Open communication in the workplace ensures employees understand their part in the company and have a clear direction in terms of what’s expected of them. This empowers employees to take the appropriate steps needed to complete their duties and contribute to the organization as a whole.
g) Boosted employee job satisfaction
Employees who are part of an organization that practices good communication in the workplace are more likely to experience increased job satisfaction. A transparent and trustworthy environment supports employee satisfaction by creating a harmonious workplace that is enjoyable to work in and keeps employees engaged in their positions.
h) Increased innovation
Workplaces that encourage employees to communicate their opinions and ideas tend to foster more innovation than those that don’t. Employees who feel empowered to speak up and think in different ways often contribute meaningful ideas and strategies that help not only the employees but the organization as a whole.
i) Strengthened team building
In order to work effectively together, team members must know they can trust the other members of their team. Communication is a major component of trust and ensures everyone is on the same understanding in terms of the expectations and duties of the team. Clear guidelines that are communicated effectively help team members know how to behave as part of the team and ultimately, bring team members closer to each other for a more synchronized work effort.
j) Improved public impression
Companies that have a good reputation in terms of communicating both internally and with clients often have a strong and positive public impression. This helps attract talent to the company and can even increase interest from investors and banks.
2.6	Communication Skills needed to be possessed by Secretary
The ability to communicate effectively with superior, colleagues and staff is essential, no matter what industry he/she works in. Secretary, in the digital age must know how to effectively convey and receive message in person as well as via phone, email and social media. The following are the communication skills that need to be possessed by secretary according to Zanger (2015):

i. Active listening
Being a good listener is one of the best ways to be a good communicator. No one likes communicating with someone who only cares about putting in their two cents, and does not take the time to listen to the other person.
Through active listening, the secretary can better understand what the other person is trying to say, and can respond appropriately.
Active listening involves paying close attention to what others are saying, and asking clarifying questions to demonstrate interest and understanding. This facilitates effective communication while simultaneously allowing us to show respect and build relationships with the other person with whom we are communicating.
ii. Awareness of communication styles
There are four main communication styles you might encounter in the workplace, and Zanger recommends that professionals be aware of all of them in order to facilitate effective communication.
· Passive: Passive communicators are quieter and don’t always express their true feelings. They can act indifferent or agreeable, depending on the situation, in order to keep the peace and not rock the boat.
· Aggressive: Aggressive communication are the opposite of passive communicators and often express their emotions freely without any consideration for others. They can be intimidating or abusive in their interactions with others.
· Passive-aggressive: Passive-aggressive communicators strive to appear aloof, even when they are upset or annoyed. It is subtly evident that they are angry, but because they tend to avoid confrontation, it can be unclear what they are truly thinking.
· Assertive: Assertive communicators are considerate and express themselves in a clear and direct manner. They are respectful in their interactions with others.
iii. Persuasion
The ability to persuade others is very useful in the workplace, and employers value employees who demonstrate proficient persuasive skills because it can lead to increased productivity. The skill involves convincing others to complete a desired action or behave in a specific way, typically to achieve an end goal. "Communication is all about influencing the attitudes and behaviors of our audiences, both in the workplace and outside, with customers and other external stakeholders," Zanger says. "Translating the principles of persuasion into our messages increases the odds of achieving a goal."
Communicators with strong persuasion skills can "read" the room and have a keen awareness of their audience. They are also friendly and charismatic, and can establish a rapport with whomever they are trying to persuade. Passive communicators make their offers or ideas tempting by presenting them in such a way that people believe they benefit from whatever is the persuader is convincing them to do.
Other persuasive skills include countering any objections and making modifications to their proposals, if necessary. If they can’t convince others completely, they will negotiate and try to reach common ground. They are able to do this by listening and catering to people's interests.
iv. Giving feedback
Communication is a two-way street, and strong communicators are able to provide and accept feedback. Good feedback offers answers to questions and solutions to problems. The goal of feedback is improvement or betterment.  
Giving feedback involves giving praise as well – something as simple as saying "good job" or "thanks for taking care of that" to an employee can greatly increase motivation.  
Similarly, you should be able to accept and even encourage feedback from others.
v. Written communication
Written communication is just as important as verbal communication in the workplace. It is often the first communication you share with an employer, even before you are hired. You should always be clear and concise in your written communications.
vi. Confidence
This is particularly important in the workplace because people are more likely to respond to your ideas and opinions if they are presented with confidence. Confidence can be demonstrated through eye contact, tone of voice, and good posture. It helps to be prepared when making a presentation or argument so that you don’t stumble over your words and can deliver your statements with poise.  
It is important to be confident in your interactions with others. Confidence shows your co-workers that you believe in what you’re saying and will follow through.  
Avoid making statements sound like questions. Of course, be careful not to sound arrogant or aggressive.
vii. Openness
A good communicator should enter into any conversation with a flexible, open mind. Be open to listening to and understanding the other person’s point of view, rather than simply getting your message across.  
By being willing to enter into a dialogue, even with people with whom you disagree, you will be able to have more honest, productive conversations.  
It is best to approach workplace communications with an open mind. You should accept that you might not always agree with someone’s point of view, but try to be sympathetic to their perspective and always show respect. This way, you can disagree amicably, and avoid causing rifts that may affect future work.
viii. Presentations and public speaking
To communicate successfully when giving a speech or presentation, it is important to hook your audience immediately and try to garner their interest. Many effective communicators use notes to guide their presentations just be sure to maintain regular eye contact with your audience to keep them engaged.  
With nerves, it’s easy to rush through your points quickly. Don’t forget to pace yourself. To be effective, project your voice and use visual aids if necessary. Lastly, you should end on a strong note to ensure that your entire presentation leaves a lasting impression.
ix. Empathy
Empathy involves a shared understanding of others’ emotions, which is critical when it comes to communicating at work. If you understand how or what someone is feeling, you can also learn how to communicate with them and choose the right approach. Using phrases as simple as “I understand where you are coming from” demonstrate that you have been listening to the other person and respect their opinions. Active listening can help you tune in to what your conversational partner is thinking and feeling, which will, in turn, make it easier to display empathy. Even when you disagree with an employer, coworker, or employee, it is important for you to understand and respect their point of view.
x. Cross-cultural communication
In today’s global economy, it is important to acknowledge cultural diversity and try to transcend communication barriers. The best way to approach this is to be patient, respectful, and open to learning and understanding cultural differences.

xi. Digital communication
Digital communication involves all online communication for an organization. Proficiency in digital communication is becoming increasingly necessary in the workplace due to rapid changes in social media and digital devices. To be successful in digital communication, adopt a growth mindset, because you will have to continue learning to keep up to date with evolving digital media.
xii. Conflict management
Conflict management skills are highly dependent on the ability to recognize potential sources of conflict, being able to respond effectively, and understanding how to resolve the conflict within a team.
2.7	Barriers to Communication Skills
There are many barriers which hinder effective communication in an organization. Some of the communication barriers can be listed as follows:
a) Difference in Perception
People tend to read different meaning to information given. We tend to notice different things in different people; hence it should not be assumed that a message which has a certain meaning to you will convey the same meaning to others. This means differences in perceptions could lead to misunderstanding of the message sent.  
b) Semantic Barrier
The language used by the language used is not under stable to the receiver. For any communication to be effective, the language or symbols used must be those that audiences or receiver understand, ignoring information that is not relevant or does not pertain to the context. Differences in code, symbols, and what receiver expects in terms of implied or derived meaning can create a barrier to understanding.  
c) Noise  
It is a technical term for all forms of obstructions with concepts to reduce the effectiveness of communication.  
In other words, noise reduces the amount of information which is sent between those who are communicating. Noise could be physical, like six noise for an airways, psychological, or linguistic.  
d) Information Overload
Some people have access to too much information or are overloaded with work. The excess of work or too much information tends to become forgetful and can result in poor organizational communication. Sometimes such information may be forgotten which can cause the organization huge amount of money. The situation so far situation would be to reduce the workload of the person to effectual or to reduce the systems of unnecessary, verbose, and redundant communication.  
2.8	Overcoming Communication Barriers
1) Communication Technologies and Guidelines
Effective communication requires that encoding and decoding be done with respect to the receiver and the receiver of the message. Thus, the use of technical jargon, which is understood by only the persons in that field, should be avoided except among people of that particular field of change.  
2) Listening
The sender needs to pay full attention of the sender while the message is being passed. Therefore, for effective communication to take place, the decoder must be a good listener.  
3) Clarity of Presentation
Clear thinking is necessary or clear presentation and successful communication. When we are speaking or sending, we must put our message across clearly.  
4) Appropriateness of Climate
Before you send a message, make sure that the climate is suitable. It is a yes, you will not get your message through or it will not be in the right mode for a message, so will not have any effect unless properly in place.  
2.9	The Secretary’s Role in Communication Process in an Organization
As a noted role, the secretary, is the core of communication in an organization. She or he communicates with colleagues and others at the public relation officer in the promotion of the business.  
It most organization, the secretary is the first person & caller or visitor comes in contact with while visiting the organization. The way and manner the secretary communicate with visitor will form a lasting impression on the mind of the visitor that the particular organization. If she is a caller or visitor she has the duty to be courteous to the person and passing it frequently those by helping to gain the goals of the organization while as aggressive and rude necessary would spoil or ruin impression.  
Apart from communication face-to-face with the visitors, she usually communicates with the public through emails, and radio, telecast. For example, a secretary, to handle the business affairs, the secretary shall possess skills and a good command of English language.  
A correspondence sent out to the outside world speaks volumes about the image of the organization it represents. 
Such that is strongly valued with spelling errors and poorly kept office, and proper display of organization. A person is a secretary in the organization is to be kind of their service, and the way she or he manages the message from the organization, which is the ideal task.  







CHAPTER THREE
METHODOLOGY
This chapter deals with the method and procedures for data collection that was used in carrying out the study.
3.1	Instrument Used
3.2	Population of the Study
3.3	Sample and Sampling Techniques
3.4	Distribution and Collection of Data
3.5	Reliability
3.6	Validity
3.7	Method of Data Analysis
3.1	Instrument Used
A questionnaire tagged; "Effect of Communication Skills on the Performance of a Secretary in an organization" was designed by the researcher which was used as a tool for data gathering for the study. The items in the questions are placed in four points rating scale of "SA-Strongly Agreed 4, A-Agreed 3. D-Disagreed 2, and SD-Strongly Disagreed 1" respectively.
3.2	Population of the study
The population for this study comprised of both Micheal Imodu National Institute for Labour Studies, Ilorin and University of Ilorin, Ilorin. There are numbers of secretaries in the case study but the researcher make use of from 15 secretaries at Micheal Imodu National Institute for Labour Studies, Ilorin and 30secretaries at University of Ilorin, Ilorin.
3.3	Sample and Sampling Technique
The researcher used all the total population as sample size. The total number of population is sizeable to manage for the study.
3.4	Distribution and collection of data
The questionnaires designed were distributed by hand personally by the researcher. Thirty (30) copies of the questionnaire were distributed to the secretaries in the both case study. The researcher went back after one week to retrieve all the questionnaire.
3.5	Reliability
The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable, as the question method will reveal information from the case study.
3.6	Validity
The content validity of the instrument was determined by the expert opinions from two senior lecturers from the Department of office Technology and Management, Kwara State Polytechnic, Ilorin. These experts critically examine the instrument with respect to its fitness for the study. 

3.7	Method of Data Analysis
The information collected were classified and manually analyzed with the aid of a calculator, figure collected were converted into percentages to make the analysis clearer. Therefore, the analysis was based on the data collected from the respondents and this will be presented in the next chapter.





















CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction 
	This chapter deals with statistical analysis of data collected through questionnaires. It also deals with the interpretation and analysis of data.
4.2	Results 
	Table 4.1:	Communication creates interpersonal relationship between secretary and organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.1 above showed that, 15 (50%) of the respondents strongly agreed with the statement that communication creates interpersonal relationship between secretary and organization, 10(33%) respondents agreed with the statement, while 3(10%) respondents disagreed and 2(7%) of the respondents strongly disagreed with the statement.
	This implied that communication creates interpersonal relationship between secretary and organization.
	Table 4.2:	Communication skills is needed for an organization to carry out their task.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	08
	27

	Disagree
	06
	20

	Strongly Disagree
	04
	13

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.2 above revealed that, 12 (40%) of the respondents strongly agreed with the notion that communication skills is needed for an organization to carry out their task, 8(27%) respondents agreed, while 6(20%) respondents disagreed and 4(13%) of the respondents strongly disagreed with the statement.
	Therefore, one can say that communication skills is needed for an organization to carry out their task.





Table 4.3:	Communication skills affect the administration structure procedure.  
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	14
	47

	Agree
	07
	23

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.3 above indicated that, 14 (47%) of the respondents strongly agreed with the notion that communication skills affect the administration structure procedure, 7(23%) respondents agreed, while 6(20%) respondents disagreed and 3(10%) of the respondents strongly disagreed with the notion.
	It is obvious to conclude that communication skills affect the administration structure procedure.





Table 4.4:	A communication skill is a special skill when measuring the effectiveness of a secretary.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	67

	Agree
	10
	33

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.4 above showed that, 20 (67%) of the respondents strongly agreed with the notion that a communication skill is a special skill when measuring the effectiveness of a secretary, 10(33%) respondents agreed, while none of the respondents for disagreed and strongly disagreed respectively.
	It is clear to conclude that a communication skill is a special skill when measuring the effectiveness of a secretary.





	Table 4.5:	Communication skills enable the management to rob mind with the secretary in order to achieve organizational goals.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	13
	43

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.5 indicated that, 13 (43%) of the respondents strongly agreed, 9(30%) respondents agreed with the statement that communication skills enable the management to rob mind with the secretary in order to achieve organizational goals, while 6(20%) disagreed and 2(7%) of the respondents strongly disagreed with the notion.
	This implies that communication skills enable the management to rob mind with the secretary in order to achieve organizational goals.



	Table 4.6:	Communication skill has allowed access to whole resource of data and information in an organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.6 revealed that, 15(50%) of the respondents strongly agreed, 10(33%) respondents agreed with the notion that communication skill has allowed access to whole resource of data and information in an organization, while 5(17%) disagreed while there was no respondents for strongly disagreed.
	It is safe to conclude that communication skill has allowed access to whole resource of data and information in an organization.





	Table 4.7:	There is role the communication skill has attained in an organization growth.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	66

	Agree
	05
	17

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.7 showed that, 20(66%) of the respondents strongly agreed with the notion that there is role the communication skill has attained in an organization growth, 5(17%) respondents agreed with the notion, while 5(17%) disagreed and there was no respondents for strongly disagreed with the statement.
	Therefore, it is obvious to conclude that there is role the communication skill has attained in an organization growth.





	Table 4.8:	Communication skills bridge the gap of misunderstand in an organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	15
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.8 revealed that, 15(50%) of the respondents strongly agreed with the notion that communication skills bridge the gap of misunderstand in an organization, 15(50%) respondents agreed with the notion, while none of the respondents responded to disagreed and strongly disagreed respectively.
	This implies that communication skills bridge the gap of misunderstand in an organization.





	Table 4.9:	Communication skill has served as the lifeline and living of an organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	22
	73

	Agree
	08
	27

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.9  indicated that, 22(73%) of the respondents strongly agreed with the statement that communication skill has served as the lifeline and living of an organization, 8(27%) respondents agreed with the notion, while none of the respondents responded to disagreed or strongly disagreed respectively.
	It is obvious to conclude that communication skill has served as the lifeline and living of an organization.





	Table 4.10:	Communication skill has great impact for the achievement of an organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	20
	33

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.10  showed that, 15(50%) of the respondents strongly agreed with the statement that communication skill has great impact for the achievement of an organization, 20(33%) respondents agreed, while 3(10%) respondents disagreed and 2(7%) of the respondents strongly disagreed.
	Therefore, one can conclude that communication skill has great impact for the achievement of an organization.





	Table 4.11:	Communication skills serve as a platform for performance for secretaries in an organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.11  revealed that, 30(100%) of the respondents strongly agreed with the statement that communication skills serve as a platform for performance for secretaries in an organization while there was no respondents for agreed, disagreed and strongly disagreed respectively.
	It is clear to conclude that communication skills serve as a platform for performance for secretaries in an organization.





	Table 4.12:	Written communication serves as a record for future purpose.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.12 indicated that, 15(50%) of the respondents strongly agreed with the statement that written communication serves as a record for future purpose, 10(33%) respondents agreed with the notion while 5(17%) of the respondents disagreed and there was no respondents strongly disagreed.
	Therefore, one can say that written communication serves as a record for future purpose.





	Table 4.13:	Written communication is the explanation of certain troublesome part cannot be gotten immediately likewise immediate feedback is not possible.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	15
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.13 revealed that, 15(50%) of the respondents strongly agreed with the notion that written communication is the explanation of certain troublesome part cannot be gotten immediately likewise immediate feedback is not possible, 15(50%) respondents agreed with the statement while none of the respondents disagreed and strongly disagreed respectively.
	It is safe to conclude that written communication is the explanation of certain troublesome part cannot be gotten immediately likewise immediate feedback is not possible.


	Table 4.14:	Written communication is the type of presentation where the generation of message does not need to be physically present.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.14 showed that, 12(40%) of the respondents strongly agreed, 9(30%) respondents agreed with the statement, while 6(20%) of the respondents disagreed with the notion that written communication is the type of presentation where the generation of message does not need to be physically present and 3(10%) respondents strongly disagreed.
	Therefore, one can say that written communication is the type of presentation where the generation of message does not need to be physically present.



	Table 4.15:	Oral communication establishes the procedures for accomplishing whatever needs to be actualized.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	14
	47

	Agree
	07
	23

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.15 revealed that, 14(47%) of the respondents strongly agreed, 7(23%) respondents agreed with the statement, while 6(20%) of the respondents disagreed with the notion that oral communication establishes the procedures for accomplishing whatever needs to be actualized and 3(10%) respondents strongly disagreed.
	This implies that oral communication establishes the procedures for accomplishing whatever needs to be actualized.





	Table 4.16:	Oral communication in other to help secretaries to establish effective human relationship
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	16
	53

	Agree
	09
	30

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.16 revealed that, 16(53%) of the respondents strongly agreed with the statement that oral communication in other to help secretaries to establish effective human relationship, 9(30%) respondents agreed with the statement, while 5(17%) of the respondents disagreed and there was no respondents for strongly disagreed.
	It is obvious to conclude that oral communication in other to help secretaries to establish effective human relationship.





	Table 4.17:	Oral communication has more effect to convey messages with emotion content.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.17 showed that, 12(40%) of the respondents strongly agreed with the notion that oral communication has more effect to convey messages with emotion content, 9(30%) respondents agreed, while 6(20%) of the respondents disagreed and 3(10%) of the respondents strongly disagreed with the statement. 
	One can conclude that oral communication has more effect to convey messages with emotion content.





	Table 4.18:	Oral communication enhances immediate feedback.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.18 revealed that, 30(100%) of the respondents strongly agreed with the statement that oral communication enhances immediate feedback while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	This implies that oral communication enhances immediate feedback.








	Table 4.19:	Oral communication cements secretaries and their employers together.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.19 indicated that, 15(50%) of the respondents strongly agreed with the notion that oral communication cements secretaries and their employers together, 9(30%) respondents agreed, while 6(20%) of the respondents disagreed and there was no respondents for strongly disagreed with the notion. 
	It is safe to conclude that oral communication cements secretaries and their employers together.





	Table 4.20:	Communication skills is needed to enhance optimal productivity of secretary in an organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.20 showed that, 30(100%) of the respondents strongly agreed with the notion that communication skills is needed to enhance optimal productivity of secretary in an organization while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	This implies that communication skills is needed to enhance optimal productivity of secretary in an organization.





CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary 
The research work was conducted to find out the Effect of Communication Skills on the Performance of a Secretary in an organization. Opinions of experts in the profession (secretaries) were sought through the use of questionnaires. 
The questionnaire was developed, produced, and distributed to secretaries in the case study Michel Imodu National Institute for Labour Studies, Ilorin and University of Ilorin, Ilorin. The data collected through questionnaires was analyzed in chapter four.  
Also, to back up the study, related literature and past projects were consulted.  
It was gathered from the study that no organization can succeed without effective communication; every organization needs information from time-to-time to help management make decisions. Thus, information is received and sent out on a daily basis. The study found that communication skills have a significant impact on the performance of a secretary. The results showed that secretaries with effective communication skills perform better than those without.  
It was also gathered from the respondents that, for communication to be effective, the staff handling it must be competent, which means that they must be diligent in the discharge of their duties by making sure that information is passed at the appropriate time using the appropriate language that will be understood by the receiver.
The study also revealed that the secretary plays a very significant role in communication in an organization. She is, in fact, referred to as the “centre of information and communication” because all interlocutors in an organization with communication. She interacts with visitors on a daily basis. In most organizational, she is the first person a caller comes in contact with, either positively or negatively.  
The role is in written communication process involves making sure that letter which are sent out to the outside world are free of grammatical and spelling mistakes and that they are properly and neatly typed. A good letter speaks well of the organization it represents and attracts the recipient to that organization.  
It was also revealed from the study that the secretary contributes to the communication process by keeping proper records. When a secretary keeps proper records of documents, it can be made with ease.  
It was also found out that the educational background of a secretary enhances her communication skills. The higher the educational qualification, the more effective her communication. Majority of the respondents were of the opinion that Higher National Diploma should be the minimum qualification of a secretary.  
It was further revealed from the study, that the use of automation enhances the easy flow of communication in an organization.  

In summary, it has been established from the study that the Effect of Communication Skills on the Performance of a Secretary in an Organization is very, very significant. If the secretary is not efficient in her duties which are interwoven with communication, an organization will not function properly because the success of much organization depends on effective communication, and for communication to be effective, the staff handling it must also be competent.
5.2	Conclusion  
Based on the conclusion, it can be concluded that communication skills are central to the efficiency and effectiveness of secretaries in every organization. It is the link between the secretary and her boss; its major functions are to facilitate interaction between management, secretary, customers, suppliers, creditors, and government officials.  
The majority of the respondents confirmed that every secretary should be proactive in their desire to communicate and should be conscious of the effectiveness of the communication media they use in order to bring about effectiveness. They also confirm that communication improves the effectiveness of the secretary in the course of their duties.  
The respondents are also on the view that noise must be reduced to the barest minimum and should discourage shunting of communication channel and management should encourage secretaries to communicate with them.  

5.3	Recommendations
In view of the findings and conclusions drawn, the following recommendations were made:  
Based on the findings of this study, I hereby recommend that communication skills should be used effectively by secretaries for the service delivery of an organization.  
1. Organizations should provide training and development opportunities for their secretaries to improve their communication skills and equip the secretaries with electronic communication devices as they improve the transmission of information.  
2. Secretary should pay attention to the message so that they will be able to listen and understand and give accurate feedback as expected.  
3. Organizations should establish feedback mechanisms to help secretaries improve their communication skills.  
4. Management should communicate clearly to the secretary in order to understand them and carry out their tasks effectively. They should communicate effectively so that the secretaries will respond the way they intend.  
5. Organizations should prioritize communication skills when recruiting and selecting secretaries.

REFERENCES
Adum, A.K. (2015) “The efficacies of secretarial profession by Ghana Education 
Service and Higher Education Institutions.” Journal of Education and Practice. www.iiste.org. ISSN 2222-1735 (paper) ISSN 2222-28XX vol. 6 No. 18  

Adeyemi, A. and Akinyele, L.A. (2012): Challenges of Modern Professional 
Secretary/Office Managers Achieving Success at Work. Journal Management and Corporate Governance. 2012 Convex Press www.convertnet.issn 2277-0089 Vol. IV  

Adeyemi, T. (2016): The Impact of Communication Skills on the Performance of 
Secretaries in Organizations. Journal of Management and Organizational Behavior. 10(1), 1-12  

Agboola, A. (2015): The Role of a Secretary in an Organization. Journal of Business 
and Management. 24(3), 1-10.  

Akinola, A.O. (2015): The Impact of Internet on information communication 
processing and its implication for secretarial training in the 21st-century in Nigeria. Bus. Edu. 11 (4): 75-79  

Allen, P.H. (2014): Modern Office Technology and the Secretary's Production in 
Private Business Organization. Department of Secretarial Education, Federal College of Education Technical, Omoku City, River State. Nigeria.  

Aremolaran, M.E. (2016): Challenges of a professional secretary need for curriculum 
revision in Nigeria polytechnic. Bus. Ed. 3, 111(2): 38-42  

Ashore, N.I., and Ewenguan, S.E. (2013): Use of Information and Communication 
Technology in Tertiary Education in Ghana. A case study of Electronic Learning (E-Learning). 2(1): 62 - 68.  

Chrissy, S.G. (2014): The Effective Executive Assistant: A Guide to Creating Long 
Term. Mc Gran Hill Book Company, 7th Edition USA.  

Cletus, L.E. (2015): Challenges and Prospects of Ethical Secretaries in Unethical  
Work Environment. Academics Scholarship. Niger Delta University, Wilberforce Island, Bayelsa State, Nigeria.  

Evans, D.W. (2014): People and Communication. Pitman Publishing Inc. London.  
Kummer, V. (2017): Communication Skills for Effective Management. Journal of 
Management and Organizational Behavior, 21(1), 15-25.  

Morkood (2015): Secretary and his Duties in an Organization. Made Simple books. 
Heinemann: London (5th edition)  

Ojo, O. (2018): Communication Barriers and the Performance of Secretaries in 
Organizations. Journal of Communication and Media Studies. 11(4), 1-12.  

Oyedokun, A. O. (2015): Communication Skills and the Performance of Secretaries 
in Nigerian Organizations. Journal of Management and Organizational Behavior. 2(4), 1-12.  











APPENDIX I
KWARA STATE POLYTECHNIC ILORIN
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DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear respondent,
I am a student in the Department of Office Technology and Management, Institute of Information and Communication Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on “EFFECT OF COMMUNICATION SKILLS ON THE PERFORMANCE OF A SECRETARY IN AN ORGANIZATION”.
The exercise is important in partial fulfillment of the requirements for the award of Higher National Diploma in Office Technology and Management of the institution.
Rest assured that the researcher ethics of anonymity and confidentially will be strictly adhered to.
Yours faithfully
SANUSI, QOWIYYAH OPEYEMI
HND/23/OTM/FT/0020
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RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on “EFFECT OF COMMUNICATION SKILLS ON THE PERFORMANCE OF A SECRETARY IN AN ORGANIZATION”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully
SANUSI, QOWIYYAH OPEYEMI
HND/23/OTM/FT/0020






QUESTIONNNAIRES
1. Communication creates interpersonal relationship between secretary and organization.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
2. Communication skills is needed for an organization to carry out their task.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
3. Communication skills affect the administration structure procedure.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
4. A communication skill is a special skill when measuring the effectiveness of a secretary.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
5. Communication skills enable the management to rob mind with the secretary in order to achieve organizational goals.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )

6. Communication skill has allowed access to whole resource of data and information in an organization.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
7. There is role the communication skill has attained in an organization growth.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
8. Communication skills bridge the gap of misunderstand in an organization.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
9. Communication skill has served as the lifeline and living of an organization.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
10. Communication skill has great impact for the achievement of an organization.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
11. Communication skills serve as a platform for performance for secretaries in an organization.  
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
12. Written communication serves as a record for future purpose.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
13. Written communication is the explanation of certain troublesome part cannot be gotten immediately likewise immediate feedback is not possible.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
14. Written communication is the type of presentation where the generation of message does not need to be physically present.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
15. Oral communication establishes the procedures for accomplishing whatever needs to be actualized.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
16. Oral communication in other to help secretaries to establish effective human relationship.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )

17. Oral communication has more effect to convey messages with emotion content.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
18. Oral communication enhances immediate feedback.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
19. Oral communication cements secretaries and their employers together.
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
20. Communication skills is needed to enhance optimal productivity of secretary in an organization
(a) Strongly agree (   )		(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
