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CHAPTER ONE
INTRODUCTION
1.1	Background of the Study
[bookmark: _GoBack]Effective communication is one of the foundational elements for the success and smooth operation of any organization, whether public or private. It serves as the backbone of organizational functionality, enabling employees to perform their duties efficiently, make informed decisions, and achieve corporate or governmental objectives. One of the most critical roles in any organization that relies heavily on communication is that of the secretary. In both the Kwara State Internal Revenue Service (KWIRS) and the Office of the Head of Service, secretarial performance is integral to the achievement of organizational goals, yet the importance of communication skills in their effectiveness is often underemphasized.
Employees form the heart of any organization, contributing significantly to the realization of its vision, mission, and goals. The quality of work produced by employees is a direct reflection of their abilities and skills. High-performing employees are typically those who possess a high level of competence and proficiency in their respective roles. The concept of a high-performance work system (HPWS) emphasizes this by illustrating how such systems enable organizations to optimize their operations and gain competitive advantages (Zhang, 2018). In this context, the performance of secretarial staff is not only influenced by their technical skills but also by their communication abilities, which facilitate interaction, coordination, and the smooth flow of information within an organization.
Secretaries, particularly in government institutions such as KWIRS and the Office of the Head of Service, play a pivotal role in ensuring operational efficiency. They are responsible for managing administrative tasks, facilitating communication, and ensuring that workflows run smoothly. As key organizational gatekeepers, their ability to communicate effectively both verbally and non-verbally significantly impacts their performance and the overall performance of the organization. A secretary who possesses strong communication skills can streamline office operations, reduce miscommunication, and ensure that directives and information flow seamlessly within departments (Heracleous& Barrett, 2001).
The importance of communication in enhancing secretarial performance is widely acknowledged. However, challenges persist within many public organizations, particularly in government parastatals like KWIRS. Studies have pointed out that communication barriers, both vertical and horizontal, can significantly hinder the effectiveness of secretarial staff. Inadequate work experience, coupled with insufficient interaction between employees at different organizational levels, often leads to inefficiency and missed opportunities for improving performance (Andrayana&Wartana, 2019; Sumerta&Sujadi, 2020). In government offices such as KWIRS and the Office of the Head of Service, the communication gap between subordinates and superiors, as well as among peers, often results in delayed decision-making, errors in task execution, and poor collaboration. These challenges, if left unaddressed, can diminish the overall effectiveness of secretarial staff and, by extension, the organization.
Secretaries are not only expected to execute administrative tasks; they are also expected to be effective communicators who can interpret and relay information accurately to various stakeholders, both internally and externally. As Graham and Bennett (1998) point out, communication in the workplace is a process that involves exchanging ideas, feelings, and attitudes. It is through this exchange that employees, including secretaries, come to understand one another’s intentions and perspectives. For a secretary, the ability to effectively convey and interpret information is crucial for the efficient functioning of the office, enabling them to support decision-making, manage schedules, and serve as a point of contact between the leadership and other stakeholders.
The process of office communication, therefore, goes beyond merely transmitting information. It involves a deeper engagement where both the sender and the receiver of the message actively strive to understand each other’s viewpoints. In the context of secretarial work, this means not only ensuring that messages are conveyed clearly but also understanding the nuances and implications of those messages for the successful execution of tasks. Thus, a secretary’s performance is often judged not just by the completion of administrative duties but also by their ability to manage communication effectively across various levels within the organization.
In light of these factors, improving communication skills is crucial for enhancing secretarial performance. For secretarial staff at KWIRS and the Office of the Head of Service, enhancing communication skills would mean bridging the communication gaps that often exist in their current work environments. This can lead to more efficient work practices, improved relationships among colleagues, and better service delivery to the public. Developing effective communication skills among secretarial staff should, therefore, be a priority for improving overall performance in these organizations.
Communication, as Saleemi (2008) notes, is more than just an exchange of information; it is a tool for ensuring that critical messages are delivered promptly to the appropriate individuals, whether they are staff members, clients, or other stakeholders. In organizations like KWIRS and the Office of the Head of Service, where secretaries handle sensitive and time-critical information, effective communication can significantly improve the quality of service provided to the public. Therefore, focusing on improving communication skills among secretarial staff is essential not only for individual performance but also for the collective performance of the organization. Therefore, this study seeks to explore the influence of communication skills on the performance of secretaries within these organizations, focusing on how communication can be leveraged to enhance their effectiveness and, by extension, the overall success of the organization.

1.2	Statement of the Problem
In organizations, secretarial staff are often considered the linchpins of administrative efficiency, handling crucial tasks such as scheduling, managing communication, and maintaining vital records. The performance of these staff members is directly linked to the overall success and productivity of an organization. As the demands on public institutions like the Kwara State Internal Revenue Service (KWIRS) and the Office of the Head of Service increase, the need for secretaries to possess advanced communication skills becomes even more critical. Communication is not merely a supportive function within an organization; it is an integral part of ensuring that operations run smoothly, decisions are made promptly, and sensitive information is disseminated accurately. However, despite the growing recognition of the importance of communication in improving organizational performance, many secretaries continue to encounter significant challenges that hinder their ability to perform at their highest capacity.
One of the primary challenges faced by secretarial staff is inadequate training in communication skills (Nwaokwa, &Okoli, 2012).While some secretaries may possess basic administrative knowledge, they often lack the necessary communication competencies to navigate complex interactions, particularly in high-pressure environments or when dealing with sensitive information. Without the ability to communicate effectively, secretaries may struggle to manage both horizontal communication (between peers and colleagues) and vertical communication (between superiors and subordinates), leading to gaps in information flow, missed deadlines, and errors in task execution. Moreover, many secretarial staff are not equipped with modern tools or technologies that could facilitate more efficient communication. The rapid advancement of Information and Communication Technology (ICT) means that secretaries must constantly adapt to new communication platforms and systems, but without proper training and access to these tools, their communication practices remain inefficient and outdated (Saleemi, 2008).
In organizations such as KWIRS and the Office of the Head of Service, secretaries are entrusted with handling sensitive documents, managing appointments, and acting as the first point of contact between management and the public. Inefficient communication skills in such high-stakes settings can lead to a range of issues. For example, a failure to accurately communicate important information or relay messages in a timely manner can cause delays, miscommunication, and ultimately disrupt the decision-making process. Such issues not only affect the performance of the secretarial staff but can also have a cascading effect on the entire organization, reducing its overall efficiency and effectiveness in delivering public services. This is particularly concerning in government institutions, where the stakes are high, and delays in communication can have far-reaching consequences.
Another key factor contributing to the problem is the lack of effective feedback mechanisms. Feedback is essential for professional growth and improvement, especially in communication. Without proper feedback channels, secretaries may not be aware of their communication weaknesses, hindering their ability to improve. A culture of ineffective feedback in many organizations, including KWIRS and the Office of the Head of Service, limits the potential for personal and professional development among secretaries. As a result, many secretarial staff may not realize the impact of their communication shortcomings on their job performance, which further perpetuates the cycle of inefficiency.
The absence of modern communication tools and the lack of training on these tools contribute to the broader issue of poor communication practices. In today's digital age, communication extends beyond face-to-face meetings and phone calls, incorporating tools like email, instant messaging, video conferencing, and cloud-based platforms. In government institutions, these tools can significantly enhance communication, streamline workflows, and improve information-sharing. However, secretarial staff at KWIRS and the Office of the Head of Service often face challenges in utilizing these tools due to limited access or insufficient training, thus hindering their ability to perform their roles effectively in a fast-paced and increasingly digital work environment.
Given the importance of communication in secretarial roles, there is a critical need to explore how communication skills influence the performance of secretaries within KWIRS and the Office of the Head of Service. The ability of secretaries to engage in effective communication is directly linked to their success in managing administrative tasks, coordinating between departments, and providing timely information to management and external stakeholders. This study seeks to investigate the influence of communication skills on the performance of secretaries in these organizations, focusing on the specific ways in which communication affects their daily tasks, decision-making, and overall job performance. By identifying the challenges that secretaries face in terms of communication and understanding the impact of these challenges on their effectiveness, this research aims to provide actionable recommendations for improving communication practices, providing better training, and equipping secretarial staff with the necessary tools to enhance their performance.
Ultimately, this study seeks to fill a gap in the existing literature on secretarial performance and communication in the public sector, particularly within Kwara State. While previous research has acknowledged the importance of communication in general, there is limited research focused on how communication skills specifically influence the effectiveness of secretaries in government agencies. By addressing this gap, the study will contribute valuable insights into how secretarial performance can be improved through enhanced communication practices, benefiting not only the secretaries themselves but also the broader organizational efficiency and public service delivery.



1.3	Objectives of the Study
The objectives of this study are:
i. To examine the communication skills required for effectiveness of secretary performance in KWIRS and the Office of the Head of Service, Ilorin.
ii. To investigate how communication skills influence the effectiveness of secretarial work in both organizations.
iii. To identify the challenges faced by secretaries in improving their communication skills and performance.
iv. To recommend strategies for enhancing communication skills among secretaries in these organizations to improve their performance.
1.4	Research Questions
This study will seek to answer the following research questions:
1. What communication skills are required for effective performance by secretaries at KWIRS and the Office of the Head of Service?
2. How do communication skills influence the overall effectiveness of secretaries in these offices?
3. What challenges do secretaries encounter in applying effective communication skills in their daily duties?
4. What strategies can be implemented to improve communication skills and overall performance among secretaries in KWIRS and the Office of the Head of Service?
1.5	Significance of the Study
This study is significant because it will contribute to the understanding of the role communication skills play in enhancing the performance of secretaries in organizations. It will provide insight into how KWIRS and the Office of the Head of Service can improve their communication practices, training programs, and performance evaluations. Additionally, the findings could assist other government organizations and private sector entities in improving the efficiency and effectiveness of their secretarial teams.
Moreover, this research will contribute to the academic literature on organizational communication and secretarial studies, providing valuable information for future researchers interested in this area. It will also highlight the need for continuous professional development and training for secretaries to ensure they have the skills needed to perform effectively in dynamic organizational environments.
1.6	 Delimitation
The study will focus specifically on the Office of Head of Service and the Kwara State Internal Revenue Service, excluding other public institutions or private-sector organizations. This focused approach allows for a detailed examination of the integration of ICT into secretarial roles within these two particular agencies in Kwara State. Data will be gathered from secretarial staff involved in task coordination and communication, while other employees who may interact with secretarial functions but are not directly responsible for coordination will not be included in the study.
1.7	Limitations
The study's findings are limited to the office of Head of Service and the Kwara State Internal Revenue Service, so the results may not be directly applicable to other government agencies or organizations, either in Nigeria or elsewhere. Additionally, the study will rely on perspectives from secretarial staff, which may not fully represent the experiences of other departments or stakeholders, such as managers or IT personnel.











CHAPTER TWO
LITERATURE REVIEW
This chapter presents a review of relevant literature concerning communication skills and secretarial performance, with an emphasis on the public sector. The chapter is divided into various sections to explore communication in organizations, the specific role of secretaries, the importance of communication skills, the challenges secretarial staff face, and the theories guiding the study. The review also highlights empirical findings from previous studies and provides a theoretical framework that guides the research.
2.1	Concept of Communication in Organizations
2.2	The Role of Secretaries in Organizations
2.3	Importance of Communication Skills in Secretarial Performance
2.4	The Role of ICT Tools in Enhancing Communication
2.5	Challenges Faced by Secretaries in Communication
2.1	Concept of Communication in Organizations
Communication is a fundamental component of organizational functioning, serving as a conduit through which information flows, decisions are made, and tasks are coordinated. According to Daft (2010), organizational communication is the process through which individuals exchange information, both formally and informally, to coordinate actions, solve problems, and build relationships. The process involves multiple channels, including face-to-face interactions, emails, meetings, and digital platforms, with each having a unique impact on efficiency and productivity.
Effective communication is vital in both vertical (communication between superiors and subordinates) and horizontal (communication among peers) organizational structures. As argued by Daft (2010), the quality of communication directly influences decision-making, employee motivation, and organizational effectiveness. In the public sector, where transparency, accountability, and service delivery are paramount, communication plays a critical role in shaping performance outcomes.
Communication is the lifeblood of every organization. It refers to the process by which information, ideas, emotions, and instructions are exchanged between individuals or groups within an organizational structure. In an organizational setting, communication serves as the vehicle for coordinating activities, disseminating information, making decisions, and fostering collaboration among employees and departments.
According to Bovee and Thill (2012), communication is defined as “the transmission of information and meaning from one individual or group to another.” This process involves a sender, message, medium, receiver, and feedback, which must all be aligned for communication to be effective. Within organizations, communication is not merely about the exchange of words but also includes non-verbal cues, body language, tone, and written documentation, all of which contribute to the meaning being conveyed.
In the context of organizational behavior, communication plays a pivotal role in ensuring smooth operations. It enables managers to direct, guide, and motivate employees towards achieving organizational goals. Furthermore, effective communication ensures that employees understand their roles, responsibilities, and the expectations placed upon them. For secretaries, whose roles often involve both administrative and communicative duties, mastering organizational communication is critical.
2.2	The Role of Secretaries in Organizations
Secretaries play a vital role in the administrative and operational functioning of organizations. As the first point of contact for internal and external stakeholders, they serve as facilitators of communication, organizers of office activities, and custodians of important records. Their duties extend far beyond clerical work; they are strategic support professionals who contribute directly to the effectiveness and efficiency of an organization.
According to Nwosu (2017), a secretary is "a professionally trained individual who possesses the knowledge and skills necessary to manage information, communicate effectively, and support organizational management in decision-making and administrative processes." This definition emphasizes that secretaries are not just passive support staff but proactive professionals involved in key organizational functions.
· Administrative and Managerial Support
One of the fundamental roles of secretaries is providing administrative and managerial support. They manage schedules, arrange meetings, organize travel, and ensure smooth office operations. In addition, secretaries are tasked with handling incoming and outgoing correspondence, filing important documents, and preparing reports and presentations. These activities are critical for enabling managers and executives to focus on higher-level strategic duties.
In many organizations, secretaries are responsible for supervising junior staff, managing office supplies, and enforcing workplace procedures. These functions require organizational skills, discretion, and attention to detail—qualities that are essential for maintaining workplace order and efficiency.
· Communication and Information Management
Secretaries serve as vital communication links between various organizational levels and external bodies. They receive and transmit information, coordinate meetings, and draft professional correspondence. With the rise of digital communication technologies, secretaries are expected to be proficient in using email systems, video conferencing tools, and office software packages such as Microsoft Office Suite, Google Workspace, and other cloud-based platforms.
Their role in information management includes maintaining confidential records, organizing databases, retrieving information on request, and ensuring that documents are accessible and well-cataloged. As noted by Akpan and Etim (2019), effective information management by secretaries reduces redundancy, enhances decision-making, and supports regulatory compliance in organizations.
· Customer and Client Relations
Secretaries often interact directly with clients, customers, vendors, and visitors. As such, they serve as the public face of the organization. Their demeanor, communication style, and interpersonal skills can significantly influence the organization’s public image. By responding to inquiries, addressing complaints, and directing clients to the appropriate personnel, secretaries help foster good relationships between the organization and its stakeholders.
· Technology Utilization and ICT Proficiency
The modern work environment demands that secretaries be technologically adept. ICT skills are now essential for executing daily tasks. From using document processing software and managing databases to operating office equipment and engaging in virtual communication, secretaries are required to stay current with technological trends. Their ability to leverage ICT tools directly impacts their efficiency and the productivity of the entire organization.
In the words of Olajide and Omoniyi (2020), “a secretary who lacks ICT skills in the 21st-century workplace is no longer relevant.” Therefore, secretaries are expected to participate in continuous professional development to acquire and upgrade their technical competencies.
· Policy Implementation and Compliance Monitoring
Secretaries also play an indirect but significant role in policy implementation. They ensure that organizational procedures are followed, document policy changes, and maintain compliance records. In some organizations, secretaries assist in human resources functions such as updating staff files, managing leave records, and processing administrative paperwork related to hiring and onboarding.
Secretaries have traditionally been considered pivotal figures within organizational structures, responsible for managing administrative tasks, scheduling, and facilitating communication within and outside the office. The role of a secretary extends beyond basic clerical functions; secretaries also serve as key points of contact between management, employees, and external stakeholders. In organizations like the Kwara State Internal Revenue Service (KWIRS) and the Office of the Head of Service, secretaries are often tasked with handling sensitive documents, scheduling appointments, and acting as the first line of communication between leadership and the public.
The performance of secretaries is central to the operational success of an organization. According to Graham and Bennett (1998), secretaries help streamline office operations, ensuring that tasks are carried out efficiently, deadlines are met, and effective communication is maintained. Their role as gatekeepers requires them to balance the demands of different stakeholders while maintaining organizational efficiency and ensuring that decisions are executed promptly.
Secretaries play a crucial intermediary role in organizational communication. Their responsibilities include drafting and dispatching correspondence, managing communication schedules, organizing meetings, and maintaining records of communication. With the evolution of ICT, secretaries are also expected to be proficient in handling digital communication platforms, managing virtual meetings, and using software for document processing and data management.
According to Okoye and Eze (2021), secretaries who possess strong communication skills contribute significantly to organizational efficiency by ensuring that information is accurately relayed, recorded, and retrieved when needed. Their role in communication has expanded from mere clerical tasks to strategic involvement in corporate communication planning and execution.
2.3	Importance of Communication Skills in Secretarial Performance
Communication skills are essential for effective performance in virtually every occupation, but they hold particular significance in the role of a secretary. As a central figure in organizational communication networks, a secretary’s ability to communicate effectively—both orally and in writing—directly influences the smooth functioning of office operations, the satisfaction of clients, and the overall productivity of the organization.
According to Guffey and Loewy (2018), communication skills refer to the ability to convey and receive messages clearly and effectively, including verbal, non-verbal, and written communication. For secretaries, these skills are indispensable as they interact with a wide range of stakeholders including management, staff, clients, suppliers, and regulatory bodies.
· Facilitating Internal Communication
Secretaries act as vital communication channels between different departments and levels of hierarchy. They draft memos, take meeting minutes, relay instructions, and ensure the proper flow of information. When communication is clear and timely, misunderstandings are minimized and productivity increases.
Internal communication also involves the secretary's ability to listen actively and interpret messages accurately. Listening skills are particularly important during meetings, telephone conversations, and when receiving instructions. An attentive secretary reduces the risk of errors and enhances management’s trust in administrative support.
· Enhancing External Relations
Secretaries often serve as the first point of contact between the organization and the public. Whether interacting with clients in person, over the phone, or via email, their communication style shapes external perceptions of the organization. Courtesy, clarity, responsiveness, and professionalism are therefore critical. According to Okoro and Nwosu (2020), organizations that maintain competent secretarial staff experience better client satisfaction and retention due to the quality of interpersonal communication.
Secretaries are also responsible for writing letters, handling inquiries, and providing information. Mastery of grammar, vocabulary, sentence structure, and tone helps ensure that all correspondence aligns with the organization’s standards and values.
· Supporting Managerial Functions
Secretaries play a supporting role in decision-making by communicating managers’ directives to employees and vice versa. In many organizations, they draft reports, summarize documents, and schedule briefings—all of which require precision and clarity in communication. The ability to condense information while preserving meaning is a skill highly valued in secretarial duties.
Moreover, secretaries often prepare presentations, coordinate meetings, and manage communication logistics. Without strong communication skills, the effectiveness of these managerial support functions would be compromised.
· Reducing Errors and Enhancing Efficiency
Inaccurate or unclear communication can lead to costly errors, wasted resources, and operational delays. Secretaries who can communicate instructions and information precisely help prevent such outcomes. Whether it involves taking minutes at meetings or typing instructions from handwritten notes, the secretary’s clarity in understanding and reproducing content is essential to efficient office functioning.
Strong communication skills also enhance time management. When tasks and messages are clearly understood, less time is spent clarifying assignments or correcting mistakes. This contributes to greater office efficiency and productivity.
· Adapting to Technological and Multicultural Workplaces
Modern secretarial duties often involve the use of ICT tools such as email, messaging apps, and virtual meeting platforms. Communicating effectively via these digital channels requires not only technical competence but also the ability to maintain clarity and professionalism in written communication.
Additionally, with increasing globalization, many organizations operate in multicultural environments. Secretaries must navigate cultural nuances and language barriers, which demands a high level of intercultural communication skill. Sensitivity to tone, appropriate use of language, and awareness of non-verbal cues are essential for avoiding misunderstandings in such settings.
· Professionalism and Career Advancement
Communication competence is often seen as a marker of professionalism in the workplace. Secretaries who demonstrate strong communication skills are more likely to gain the confidence of superiors, be entrusted with greater responsibilities, and access promotion opportunities. In contrast, poor communicators may struggle to convey their ideas, build workplace relationships, or manage conflict effectively.
As noted by Robbins and Judge (2019), soft skills such as communication are increasingly valued alongside technical abilities. Secretaries who combine both are better positioned to thrive in modern organizational settings.
The ability to communicate effectively is one of the most critical skills that secretarial staff need to master to perform their duties effectively. Communication skills not only enable secretaries to transmit information but also facilitate the creation of positive relationships with other employees, management, and clients (Heracleous& Barrett, 2001). In high-stakes settings such as government offices, communication becomes even more important as decisions can have far-reaching consequences.
The concept of a High-Performance Work System (HPWS) can also be applied to secretarial performance, as communication is integral to optimizing employee capabilities (Zhang, 2018). Secretaries who possess strong communication abilities are able to coordinate efficiently, minimize misunderstandings, and ensure the smooth flow of critical information. According to Saleemi (2008), effective communication also involves the ability to adapt communication styles to suit the needs of different organizational levels. In this sense, secretaries must demonstrate both verbal and non-verbal communication competencies to achieve their objectives and enhance organizational performance.
2.4	The Role of ICT Tools in Enhancing Communication
In today’s digital age, communication tools such as email, instant messaging, video conferencing, and cloud-based platforms play an increasingly important role in enhancing secretarial performance. ICT tools allow secretaries to manage tasks more efficiently, communicate quickly, and collaborate effectively with colleagues, management, and external stakeholders (Abiola, 2017). Modern communication technologies enable secretaries to handle large volumes of information, maintain up-to-date records, and improve decision-making speed.
However, despite the growing importance of ICT in secretarial work, a gap in training and access to modern tools continues to hinder the effectiveness of secretaries, especially in public sector organizations. Abiola (2017) notes that the lack of access to digital tools or insufficient training often leads to inefficiencies in communication and task management, making it difficult for secretarial staff to meet organizational demands. As a result, training in both traditional communication skills and modern ICT tools is crucial for enhancing secretarial performance.
In the modern organizational environment, Information and Communication Technology (ICT) tools have revolutionized the way communication is conducted. ICT refers to the integration of telecommunications, computers, and necessary software that enables users to access, store, transmit, and manipulate information (Laudon & Laudon, 2020). These tools enhance communication by increasing its speed, accuracy, reach, and convenience, thereby improving organizational efficiency and productivity.
Secretaries, as key facilitators of internal and external communication, rely heavily on ICT tools to perform their duties effectively. The advent of ICT has not only altered traditional office practices but has also expanded the scope of the secretarial profession, demanding a higher level of technical proficiency and digital literacy.
· ICT Tools Used in Organizational Communication
1. Email Systems
Email remains one of the most commonly used tools for formal organizational communication. It allows secretaries to send messages instantly across long distances, attach important documents, and maintain written records. Tools such as Microsoft Outlook, Gmail, and other enterprise email services enable efficient organization of correspondence and scheduling of appointments.
2. Word Processing and Document Management Software
Software applications like Microsoft Word, Google Docs, and PDF editors are essential for preparing professional documents, reports, and minutes. These tools allow for editing, formatting, version tracking, and collaborative writing, thereby ensuring that documents are accurate, standardized, and easy to share.
3. Instant Messaging and Collaboration Tools
Platforms such as Slack, Microsoft Teams, WhatsApp Business, and Zoom Chat facilitate real-time communication among teams, reducing delays associated with traditional communication. These tools are particularly useful in managing remote teams and ensuring prompt responses to time-sensitive issues.
4. Video Conferencing Tools
Applications such as Zoom, Google Meet, Skype, and Microsoft Teams allow for virtual meetings, interviews, and conferences. Secretaries use these platforms to schedule, organize, and moderate meetings, making them indispensable in today's hybrid and remote work environments.
5. Customer Relationship Management (CRM) Systems
These tools help secretaries manage communication with clients and customers by tracking interactions, scheduling follow-ups, and maintaining client records. Examples include Salesforce, Zoho CRM, and HubSpot.
6. Cloud Storage and File Sharing Services
Tools like Google Drive, OneDrive, and Dropbox facilitate easy sharing and retrieval of documents from any location, enhancing collaboration and reducing physical file storage needs.
2.5	Challenges Faced by Secretaries in Communication
Despite the importance of communication, many secretaries in government organizations face challenges that hinder their ability to perform effectively. One of the primary challenges is the lack of formal training in communication skills (Nwaokwa&Okoli, 2012). While secretaries may possess basic administrative knowledge, many are not equipped with the necessary communication competencies to manage complex interactions, especially in high-pressure environments or when dealing with sensitive information.
In government offices like KWIRS and the Office of the Head of Service, communication barriers, both vertical and horizontal, are common. Sumerta and Sujadi (2020) identified that communication breakdowns often occur due to insufficient interaction between management and staff, as well as among peers. These barriers can result in delays, misunderstandings, and a lack of coordination, ultimately affecting secretarial performance and organizational efficiency. Additionally, the absence of effective feedback mechanisms often prevents secretaries from recognizing and addressing communication shortcomings, perpetuating a cycle of inefficiency (Andrayana&Wartana, 2019).
Another significant challenge is the limited exposure to modern communication tools, which are crucial for improving efficiency in the workplace. Despite the growing role of ICT in communication, many secretarial staff in public sector organizations lack adequate access to or training in these tools, leading to suboptimal communication practices (Saleemi, 2008).
Effective communication is essential for the success of secretarial duties; however, secretaries often encounter numerous challenges that hinder their ability to communicate efficiently within organizations. These challenges can stem from personal, organizational, technological, and socio-cultural factors. Understanding these issues is vital to improving secretarial performance and organizational efficiency.


i. Technological Limitations and ICT Incompetence
While ICT tools have transformed communication in modern offices, many secretaries face challenges related to their use. Some secretaries lack adequate training in the use of modern communication platforms such as video conferencing tools, collaborative software, and cloud-based document management systems. Adebayo and Omotayo (2019) highlight that poor ICT literacy remains a significant barrier to secretarial communication, especially in developing countries where access to training and modern equipment may be limited.
Moreover, frequent updates to software and the introduction of new technologies can be overwhelming. Without continuous professional development, secretaries may struggle to keep pace with changing digital trends, thus affecting their communication effectiveness.
ii. Poor Language and Writing Skills
Communication in the workplace demands a good command of both spoken and written language. Secretaries who lack proficiency in grammar, vocabulary, or writing conventions may deliver messages that are unclear or unprofessional. This can result in misunderstandings, damaged corporate image, and inefficient operations.
Okonkwo and Eze (2020) noted that many secretaries are often criticized for poor report writing, ineffective email communication, and inadequate documentation. These deficiencies not only reduce productivity but also diminish the credibility of the secretary and the organization.
iii. Organizational Communication Barriers
Some communication challenges arise from the internal structure and culture of the organization itself. These include:
· Bureaucratic bottlenecks that delay message flow.
· Lack of feedback mechanisms, making it difficult to evaluate communication effectiveness.
· Over-reliance on hierarchical communication, which restricts open dialogue and discourages upward communication.
· Ambiguous instructions from superiors, which can lead to confusion and errors in task execution.
iv. Workload and Time Constraints
Secretaries often juggle multiple tasks simultaneously—answering calls, scheduling meetings, typing correspondence, and managing office logistics. Under heavy workloads, the quality of communication may suffer. Time pressure may lead to rushed emails, overlooked messages, or missed communication cues during conversations or meetings.
According to Udoh and Bassey (2018), high job demands coupled with insufficient support can cause stress, which in turn impairs the secretary’s ability to listen actively, respond appropriately, and communicate with emotional intelligence.


v. Cultural and Language Diversity
In multicultural or multilingual organizations, secretaries may struggle to communicate effectively with clients or colleagues from different backgrounds. Misinterpretation of body language, idiomatic expressions, or cultural references can lead to misunderstandings.
Secretaries must often act as cultural bridges, requiring sensitivity and adaptability. Without adequate intercultural communication skills, messages can be misinterpreted, relationships strained, and organizational harmony disrupted.
vi. Lack of Confidence and Interpersonal Skills
Another common challenge is low self-confidence, especially among less experienced or newly recruited secretaries. A lack of confidence can lead to hesitation, poor public speaking, and ineffective participation in meetings or client interactions.
Interpersonal communication skills such as assertiveness, empathy, and conflict resolution are crucial for handling sensitive conversations and managing workplace relationships. Secretaries who lack these soft skills may find it difficult to communicate persuasively or manage interpersonal dynamics.
vii. Noise and Physical Distractions
Environmental factors such as noise, poor office layout, and lack of privacy can also impede communication. For instance, working in a crowded or noisy office can make it difficult for secretaries to concentrate, hear callers properly, or hold confidential conversations.
CHAPTER THREE
METHODOLOGY
This chapter has to do with the methods and procedure which the researcher employed in gathering and analyzing data for the study on the "The Influence of Communication Skills for the Effectiveness of Secretary Performance in an Organization”.
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
In order to achieve success and accuracy in the writing of this project, the questionnaire method was adopted by the researcher for the gathering of appropriate data for the completion of the study. The questionnaire was used because it gives opportunity of obtaining fact and figures about the project.



3.2	Population of the Study  
Population in research means the total number of the subjects in the area of the study. Therefore, the population for this research consists of 20 staff at Kwara State Internal Revenue Service and 30 staff at Office of Head of Service, Ilorin.
3.3	Sample and Sampling Techniques
Sampling in research means a selected few out of the population. The sample with which this research was carried out is 20 staff at Kwara State Internal Revenue Service and 30 staff at Office of Head of Service, Ilorin. The entire population was adopted as sample of the study because it is manageable for the study.
3.4	Distribution and Collection of Data
Fifty (50) copies of questionnaires were designed for the respondents so as to aid data collection and all questions were based on “The Influence of Communication Skills for the Effectiveness of Secretary Performance in an Organization”. The sources of data collection described as information used for the study, which was obtained were filled appropriate and returned by the respondents.
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  
In order to be sure that the instrument measures what it is supposed to, it was given to my supervisor. My supervisor critically examined the items of the instrument with respect to her fitness for the purpose of this study and accepted its use 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:	Oral communication is vital for secretarial effectiveness.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	38
	76

	Agree
	12
	24

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.1 above showed that, 38 (76%) of the respondents strongly agreed with the statement that oral communication is vital for secretarial effectiveness, 12(24%) respondents agreed with the statement, while none of the respondents responded to disagreed and strongly disagreed with the notion. 
	This implied that oral communication is vital for secretarial effectiveness.
	Table 4.2:	Written communication is essential for documentation and reporting.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	60

	Agree
	12
	24

	Disagree
	08
	16

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.2 above revealed that, 30 (60%) of the respondents strongly agreed with the notion that written communication is essential for documentation and reporting, 12(24%) respondents agreed, while 8(16%) respondents disagreed and there was no respondents for strongly disagreed.
	Therefore, one can say that written communication is essential for documentation and reporting.





Table 4.3:	Listening skills improve professional interaction.  
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	34
	68

	Agree
	08
	16

	Disagree
	08
	16

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.3 above indicated that, 34(68%) of the respondents strongly agreed with the notion that listening skills improve professional interaction, 8(16%) respondents agreed, while 8(16%) respondents disagreed and there was no respondents for strongly disagreed.
	It is obvious to conclude that listening skills improve professional interaction.






Table 4.4:	Secretaries must be proficient in email and other digital communication.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	60

	Agree
	10
	20

	Disagree
	10
	20

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.4 above showed that, 30(60%) of the respondents strongly agreed with the notion that secretaries must be proficient in email and other digital communication, 10(20%) respondents agreed, while 10(20%) of the respondents disagreed and there was no respondents for strongly disagreed.
	It is clear to conclude that secretaries must be proficient in email and other digital communication.





	Table 4.5:	Good grammar and clear speech are necessary in dealing with clients.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	40

	Agree
	16
	32

	Disagree
	10
	20

	Strongly Disagree
	04
	8

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.5 indicated that, 20 (40%) of the respondents strongly agreed, 16(32%) respondents agreed with the statement that good grammar and clear speech are necessary in dealing with clients, while 10(20%) disagreed and 4(8%) of the respondents strongly disagreed with the notion.
	This implied that good grammar and clear speech are necessary in dealing with clients.





	Table 4.6:	Effective communication improves time management.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	36
	72

	Agree
	14
	28

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.6 revealed that, 36(72%) of the respondents strongly agreed, 14(28%) respondents agreed with the statement that effective communication improves time management, while none of the respondents responded to disagreed and strongly disagreed respectively.
	It is safe to conclude that effective communication improves time management.







	Table 4.7:	Good communication reduces task execution errors.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	60

	Agree
	16
	32

	Disagree
	04
	8

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.7 showed that, 30(60%) of the respondents strongly agreed with the notion that good communication reduces task execution errors, 16(32%) respondents agreed with the notion, while 4(8%) disagreed and there was no respondents for strongly disagreed with the statement.
	Therefore, it is obvious to conclude that good communication reduces task execution errors






	Table 4.8:	Communication improves teamwork and collaboration.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	28
	56

	Agree
	10
	20

	Disagree
	12
	24

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.8 revealed that, 28(56%) of the respondents strongly agreed with the notion that communication improves teamwork and collaboration, 10(20%) respondents agreed with the notion, while 12(24%) respondents disagreed and there was no respondents for strongly disagreed.
	This implies that communication improves teamwork and collaboration.







	Table 4.9:	Communication helps resolve workplace conflicts.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	32
	64

	Agree
	10
	20

	Disagree
	08
	16

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.9  indicated that, 32(64%) of the respondents strongly agreed with the statement that communication helps resolve workplace conflicts, 10(20%) respondents agreed with the notion, while 8(16%) of the respondents disagreed and there was no respondents for strongly disagreed with the notion.
	It is obvious to conclude that communication helps resolve workplace conflicts.







	Table 4.10:	Communication enhances client relations.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	44
	88

	Agree
	06
	12

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.10  showed that, 44 (84%) of the respondents strongly agreed with the statement that communication enhances client relations, 6(12%) respondents agreed, while none of the respondents disagreed and strongly disagreed respectively.
	Therefore, one can conclude that communication enhances client relations.








	Table 4.11:	Language barriers exist among co-workers or clients.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	40
	80

	Agree
	08
	16

	Disagree
	02
	4

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.11 revealed that, 40(80%) of the respondents strongly agreed with the statement that language barriers exist among co-workers or clients, 8(16%) of the respondents agreed while 2(4%) respondents disagreed and there was no respondents for strongly disagreed with the statement.
	It is clear to conclude that language barriers exist among co-workers or clients.







	Table 4.12:	Workload limits time to improve communication skills.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	50
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.12 indicated that, 50(100%) of the respondents strongly agreed with the statement that workload limits time to improve communication skills, while none of the respondents responded to agreed, disagreed and strongly disagreed respectively.
	Therefore, one can say that workload limits time to improve communication skills.






	Table 4.13:	Good communication helps me manage office relationships professionally.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	00
	0.00

	Agree
	40
	80

	Disagree
	10
	20

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.13 revealed that, 40(80%) of the respondents agreed with the notion that good communication helps me manage office relationships professionally, 10(20%) respondents disagreed with the statement, while there was no respondents for strongly agreed and strongly disagreed respectively.
	It is safe to conclude that good communication helps me manage office relationships professionally.





	Table 4.14:	Lack of communication skills can negatively affect secretarial performance.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	38
	76

	Agree
	12
	24

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.14 showed that, 38(76%) of the respondents strongly agreed, 12(24%) respondents agreed with the statement that lack of communication skills can negatively affect secretarial performance, while none of the respondents responded to disagreed and strongly disagreed respectively.
	Therefore, one can say that lack of communication skills can negatively affect secretarial performance.




Table 4.15:	Communication ability contributes to the overall performance of an organization
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	44
	88

	Agree
	06
	12

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.15 revealed that, 44(88%) of the respondents strongly agreed, 6(12%) respondents agreed with the statement that communication ability contributes to the overall performance of an organization, while there was no respondents for disagreed and strongly disagreed respectively with the notion.
	This implies communication ability contributes to the overall performance of an organization.





Table 4.16:	Communication is a key requirement in job description as a secretary.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	42
	84

	Agree
	08
	16

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.16 revealed that, 42(84%) of the respondents strongly agreed with the statement that communication is a key requirement in job description as a secretary, 8(16%) respondents agreed with the statement, while none of the respondents disagreed or strongly disagreed respectively.
	It is obvious to conclude that communication is a key requirement in job description as a secretary.





Table 4.17:	Communication is essential for the smooth running of daily office tasks.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	40
	80

	Agree
	10
	20

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.17 showed that, 40(80%) of the respondents strongly agreed with the notion that communication is essential for the smooth running of daily office tasks, 10(20%) respondents agreed, while there was no responds from disagreed and strongly disagreed respectively.
	One can conclude that communication is essential for the smooth running of daily office tasks.





Table 4.18:	Written communication is usually clear and easy to understand.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	60

	Agree
	20
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.18 revealed that, 30(60%) of the respondents strongly agreed with the statement that written communication is usually clear and easy to understand, 20(40%) respondents agreed while none of the respondents responded to disagreed and strongly disagreed respectively. 
	This implies written communication is usually clear and easy to understand.





Table 4.19:	Organization supports improvement in communication for secretaries.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	60

	Agree
	20
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.19 indicated that, 30(60%) of the respondents strongly agreed with the notion that organization supports improvement in communication for secretaries, 20(40%) respondents agreed, while none of the respondents responded to disagreed and strongly disagreed with the notion respectively. 
	It is safe to conclude that organization supports improvement in communication for secretaries.




	Table 4.20:	Effective communication helps in performance of secretaries in their duties more efficiently.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	50
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	50
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.20 showed that, 50(100%) of the respondents strongly agreed with the notion that effective communication helps in performance of secretaries in their duties more efficiently, while none of the respondents responded to agreed, disagreed and strongly disagreed with the statement respectively. 
	This implies that effective communication helps in performance of secretaries in their duties more efficiently.





CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
		This study was designed to examine the influence of communication skills on the effectiveness of secretary performance, using Kwara State Internal Revenue Service, Ilorin and Office of Head of Service, Ilorin as case studies. A total of 50 secretaries participated in the study, providing insight into their communication experiences, skill requirements, challenges, and improvement strategies. The findings reveal a substantial influence of communication skills on secretarial performance and highlight several gaps and opportunities for enhancing workplace communication.
		The first objective was to identify the communication skills required for effective performance by secretaries. The study found that verbal communication, active listening, written communication, non-verbal cues, and clarity of tone were widely recognized as crucial skills. These findings reflect the importance of interpersonal and technical communication in secretarial work and reinforce existing literature that emphasizes secretaries as key facilitators of internal and external communication in any organization.
		The second objective sought to determine how communication skills affect the overall effectiveness of secretaries. From the analysis, a significant number of respondents agreed that communication competencies contribute to confidence, improve collaboration and teamwork, enhance customer service, and ensure efficient job performance. This aligns with several empirical studies, such as that of Okoli (2013), which argues that communication is the backbone of administrative efficiency, especially in public institutions.
		The third objective was to investigate the challenges secretaries encounter in applying effective communication skills. The study found that distractions in the work environment, lack of continuous training, multitasking stress, limited access to communication tools, and interpretation of technical language are major barriers. These challenges not only reduce effectiveness but also contribute to workplace frustration and reduced job satisfaction among secretarial staff.
		The fourth and final objective examined strategies that can be implemented to improve communication skills and performance. The results showed that training workshops, access to digital tools, mentorship programs, feedback systems, and an organizational culture that supports open communication were considered essential. These recommendations emphasize the need for management support in capacity building and point to the role of institutional policies in facilitating effective communication.
		Overall, the study concludes that communication skills are indispensable to the professional success of secretaries and their ability to support the objectives of public organizations like KWIRS and the Office of the Head of Service.


5.2	Conclusion
		The findings of this research have demonstrated beyond doubt that communication skills play a pivotal role in determining the effectiveness of secretarial performance in modern organizations. As the gatekeepers of administrative communication, secretaries at KWIRS and the Office of the Head of Service rely heavily on their ability to convey, receive, and interpret information accurately. The core skills identified—such as verbal clarity, active listening, writing proficiency, and use of non-verbal cues—enable secretaries to carry out duties such as organizing meetings, managing information, and interacting with clients in a professional manner.
		Moreover, the study confirmed that communication proficiency is linked to positive outcomes such as job efficiency, better teamwork, and improved service delivery. It also revealed that while secretaries are aware of these skills, their application is often constrained by systemic and environmental factors. Challenges like poor work environments, lack of access to communication tools, and insufficient training reduce their performance and job satisfaction. However, through targeted intervention strategies, such as regular capacity-building programs and provision of modern technology, these issues can be resolved.
		In conclusion, communication skills are not just desirable but essential for secretarial roles in public service organizations. For institutions such as KWIRS and the Office of the Head of Service to remain effective and responsive, continuous investment in communication training and infrastructure is critical.
5.3	Recommendations
In light of the findings and conclusions, the following recommendations are made to enhance communication effectiveness and secretarial performance:
1. Implement Continuous Training Programs: Regular workshops and seminars on verbal and written communication, public speaking, digital correspondence, and interpersonal communication should be organized for secretaries. This will keep them updated on current practices and enable them to handle diverse communication needs effectively.
2. Invest in Communication Technology: Provision of modern tools such as emails, internal messaging apps, video conferencing tools, and upgraded telecommunication devices should be prioritized. These will enable smoother and faster communication, especially in large organizations.
3. Introduce Mentorship and Peer Coaching: Senior secretaries or administrative professionals with proven communication excellence should mentor junior colleagues. This informal learning approach will provide secretaries with practical skills not always covered in formal training.
4. Foster a Conducive Work Environment: Managers and office administrators should reduce noise, interruptions, and distractions in the workplace. A calm and supportive environment will promote better focus and communication.
5. Encourage Feedback Systems: Institutions should encourage periodic appraisals and feedback from supervisors and colleagues. Constructive feedback will help secretaries identify areas of strength and areas requiring improvement.
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APPENDIX I
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND SOFT SKILLS TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear respondent,
I am a student in the department of office technology and management, Institute of Information and Soft Skills Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on “THE INFLUENCE OF COMMUNICATION SKILLS FOR THE EFFECTIVENESS OF SECRETARY PERFORMANCE 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 research ethics of anonymity and confidentiality will be strictly adhered to.
Yours faithfully, 
OLANREWAJU ROFIAT MOSUNMOLA
HND/23/OTM/FT/0087

APPENDIX II
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND SOFT SKILLS TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear Sir/ Madam
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on “THE INFLUENCE OF COMMUNICATION SKILLS FOR THE EFFECTIVENESS OF SECRETARY PERFORMANCE IN AN ORGANIZATION.” 
Kindly complete the questions below.
Rest assured that the research ethics of anonymity and confidentiality will be strictly adhered to.


Yours faithfully, 
OLANREWAJU ROFIAT MOSUNMOLA
HND/23/OTM/FT/0087

QUESTIONNAIRES
1. Oral communication is vital for secretarial effectiveness.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
2. Written communication is essential for documentation and reporting.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
3. Listening skills improve professional interaction.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
4. Secretaries must be proficient in email and other digital communication.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
5. Good grammar and clear speech are necessary in dealing with clients.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
6. Effective communication improves time management.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )


7. Good communication reduces task execution errors.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
8. Communication improves teamwork and collaboration.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
9. Communication helps resolve workplace conflicts.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
10. Communication enhances client relations.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
11. Language barriers exist among co-workers or clients.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
12. Workload limits time to improve communication skills.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
13. Good communication helps me manage office relationships professionally.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
14. Lack of communication skills can negatively affect secretarial performance.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
15. Communication ability contributes to the overall performance of an organization
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
16. Communication is a key requirement in job description as a secretary.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
17. Communication is essential for the smooth running of daily office tasks.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
18. Written communication is usually clear and easy to understand.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
19. Organization supports improvement in communication for secretaries.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )

20. Effective communication helps in performance of secretaries in their duties more efficiently.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
