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ABSTRACT
Effective communication is a cornerstone of organizational success, serving as the vital link between management and secretaries, as well as among team members. This project explores the essence of effective communication in achieving organizational goals, focusing on its role in ensuring clarity, fostering collaboration, and enhancing productivity. By examining various communication strategies and their impact on both internal and external stakeholders, the study aims to highlight how effective communication fosters a shared understanding of goals, facilitates problem-solving, and drives the alignment of individual efforts with organizational objectives. Furthermore, the research delves into the challenges and barriers to communication within organizations and proposes solutions to enhance communication practices. The findings suggested that organizations with robust communication frameworks are better equipped to achieve their goals, improve secretary satisfaction, and stay competitive in a dynamic business environment.
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CHAPTER ONE
INTRODUCTION
1.1 Background of the study
Effective communication plays a pivotal role in the successful accomplishment of organizational goals. In an increasingly interconnected and fast-paced global economy, the ability of organizations to communicate effectively has become a decisive factor in determining their success. Communication within organizations is not simply about the exchange of information, but rather a strategic tool for promoting collaboration, motivating secretaries, and aligning organizational efforts with broader objectives (Robinson & Judge, 2019). It is a multifaceted process that involves verbal, non-verbal, written, and digital communication, each of which must be carefully managed to ensure clarity, consistency, and mutual understanding among stakeholders at all levels.
Over the past few decades, organizations have undergone significant transformations, with technological advancements, the globalization of markets, and increasingly diverse workforces shaping the way communication occurs within and outside the organization. These changes have highlighted the need for effective communication strategies to maintain a competitive edge and ensure that all secretaries, regardless of their roles or locations, are aligned with the organizational vision and strategic goals (Hargie, 2011). As organizations grow in size and complexity, communication becomes even more critical in fostering a shared understanding of goals and objectives, ensuring that all efforts contribute to the desired outcomes.
One of the primary challenges organizations face in achieving their goals is the breakdown or mismanagement of communication. Poor communication can lead to misunderstandings, confusion, and frustration among secretaries, which may result in decreased productivity, low morale, and a lack of commitment to organizational objectives. In some cases, it can also create a culture of mistrust, hindering collaboration and impeding the smooth flow of ideas and resources needed to accomplish the organization's goals. Effective communication, on the other hand, is key to avoiding these pitfalls. It facilitates clear messaging, reduces ambiguity, and ensures that everyone in the organization is on the same page (Keyton, 2017).
Effective communication is especially critical in decision-making processes. Managers and leaders rely on communication to share information, analyze data, and develop strategies that align with organizational objectives. Without timely and accurate communication, the decision-making process becomes impaired, which can significantly affect the organization’s ability to meet its goals. Additionally, communication is vital for conflict resolution, which is inevitable in any organizational setting. When issues arise, the way they are communicated—whether through direct or indirect channels—determines whether they are resolved constructively or lead to further discontent (Gudykunst & Kim, 2017).
1.2 Statement of the Problem
In today's rapidly evolving business environment, organizations face increasing pressures to remain competitive, adaptable, and efficient. A key factor that determines the success or failure of organizations in meeting their objectives is the quality of communication within the workplace. Effective communication is essential to ensure that organizational goals are clearly understood, aligned, and pursued by all members. However, despite its recognized importance, many organizations struggle with communication breakdowns, which can lead to inefficiencies, misunderstandings, and missed opportunities. These communication challenges have a direct impact on the accomplishment of organizational goals.
The problem lies in the fact that, in many organizations, communication is often fragmented, unclear, or inconsistent, leading to confusion about goals, roles, and expectations. Miscommunication or lack of proper communication can result in secretaries being misaligned with the strategic direction of the organization, causing disorganization, decreased morale, and diminished productivity. Furthermore, with the advent of digital communication tools and remote work structures, organizations face new challenges related to managing communication effectively across multiple channels and among diverse teams. Communication breakdowns within teams, between departments, and between leadership and secretary can hinder decision-making processes, slow down innovation, and reduce organizational cohesion, all of which negatively affect goal attainment.
Additionally, cultural differences, hierarchical barriers, and technological constraints further complicate the communication process within many organizations. Secretary may struggle to understand or convey messages effectively due to differences in communication styles, language barriers, or the lack of face-to-face interactions, which are vital for clarity and trust-building. Furthermore, inadequate feedback systems and lack of proper listening mechanisms often lead to a lack of engagement, which prevents secretary from fully committing to organizational goals.
1.3 Objectives of the Study
The primary objective of this study is to examine the essence of effective communication and its role in the accomplishment of organizational goals. To achieve this  objective, the following specific objectives will guide the research:
1. To explore the impact of effective communication on secretary alignment with organizational goals
2. To identify the barriers to effective communication that hinder the accomplishment of organizational goals
3. To examine the role of leadership in fostering effective communication to achieve organizational goals
4. To assess the influence of modern communication technologies on organizational goal accomplishment
5. To evaluate the relationship between feedback mechanisms and organizational goal achievement
1.4 Research Questions
To align with the objectives of this study, the following research questions are formulated to guide the investigation into the essence of effective communication and its role in the accomplishment of organizational goals:
1. How does effective communication impact secretary alignment with organizational goals?
2. What are the main barriers to effective communication within organizations, and how do these barriers hinder the accomplishment of organizational goals?
3. In what ways does leadership communication contribute to or hinder the accomplishment of organizational goals?
4. How do modern communication technologies affect organizational communication and the achievement of organizational goals?
5. What is the relationship between feedback mechanisms and the accomplishment of organizational goals?
1.5 Significance of the Study 
This study explores the essence of effective communication by the secretary and its critical role in the accomplishment of organizational goals. The secretary, often seen as the key communication hub within an organization, plays an integral part in ensuring that information flows efficiently across different levels and departments. Their role in facilitating communication can have significant implications not only for the smooth operation of the organization but also for its overall success in achieving its strategic objectives. The significance of the study focused on secretary and organization.
Significance to the Secretary
Effective communication is crucial for the professional development and growth of the secretary. By understanding the importance of clear and consistent communication, secretaries can improve their communication skills, which can help them become more efficient in their administrative roles. Mastering verbal, non-verbal, and written communication enhances their ability to convey messages accurately, making them more valuable to the organization. This skill development not only improves job performance but also positions secretaries for career advancement. Moreover, when secretaries recognize their role in achieving organizational goals, they are likely to feel a greater sense of responsibility and ownership, contributing to their overall job satisfaction.
Effective communication also brings clarity to the secretary’s responsibilities. Clear communication from leadership ensures that secretaries understand their roles within the organization and how their tasks fit into the larger organizational framework. When secretaries have a clear understanding of their position and the organization’s objectives, they are better equipped to carry out their duties effectively, leading to improved job performance and efficiency.
Additionally, secretaries who excel in communication foster trust and credibility within the organization. As key points of contact, their ability to relay messages accurately and in a timely manner builds transparency, reduces confusion, and improves relationships across the organization. This trust, in turn, enhances the secretary’s credibility and reinforces their importance within the organizational structure.
Significance to the Organization
For the organization, effective communication by the secretary ensures the smooth flow of information, which is essential for quick and informed decision-making. Secretaries are often responsible for disseminating important updates, instructions, and policies to various departments. This helps ensure that everyone is on the same page, reducing misunderstandings and allowing for coordinated efforts toward achieving organizational goals. Clear communication is particularly important when quick decisions need to be made, as it reduces delays and ensures that secretaries have the information they need to take action.
Secretaries also play a vital role in enhancing coordination and collaboration within the organization. By facilitating communication between departments, secretaries help break down barriers and encourage cross-functional collaboration. This fosters teamwork, which is essential for achieving the organization’s objectives. When communication is clear and open, teams are more likely to work together effectively, leading to improved productivity and the successful accomplishment of goals.
1.6 Delimitations of the Study
This study focused on the role of secretaries in facilitating effective communication within organizations and how this contributes to the accomplishment of organizational goals. The research is delimited to secretaries working in corporate, governmental, or non-profit organizations, where communication plays a key role in achieving organizational outcomes. The study will not cover industries or roles where secretaries’ communication responsibilities are minimal or different.
The study was delimited to organizations within Ilorin area, meaning the findings may not be applicable to global organizations with diverse communication practices. The time frame for the study was also confined to a particular period, such as the current year, and does not account for long-term changes in communication practices. While the focus remains on interpersonal communication skills of the secretary rather than the tools or platforms used.
The research will primarily examine the secretary’s communication role, excluding other administrative tasks like scheduling or office management. Additionally, it will gather data from employees, managers, and supervisors about the secretary’s communication effectiveness but will not focus on the secretary's personal perspectives or self-assessments.
These delimitations ensure that the study remains focused on the specific aspects of communication that directly influence organizational goals.
1.7 Limitations of the Study
The limitations of this study reflect potential constraints that may affect the scope, accuracy, and generalizability of the findings. While these limitations do not undermine the study's objectives, they are important to acknowledge for transparency and context.
One limitation of this study is the reliance on self-reported data from employees, managers, and secretaries regarding their perceptions of communication effectiveness. This could lead to response bias, as individuals may not always accurately assess their communication practices or the impact of these practices on organizational goals. Additionally, participants may have different interpretations of what constitutes "effective communication," which may influence the consistency and reliability of the responses.
Another limitation is the geographical scope of the study. As the research is confined to organizations within Ilorin area, the findings may not be generalizable to organizations in different cultural or economic contexts. Communication practices can vary significantly across regions, and the study’s results may not apply to global organizations or those operating in diverse geographical settings.
The study also focused solely on secretaries in administrative roles, excluding other potential contributors to organizational communication, such as managers or team leaders. This narrow focus may limit the understanding of broader communication dynamics within the organization, and the findings may not fully account for how secretaries interact with or influence other roles in the communication process.
Furthermore, the research is based on a specific time frame, which limits its ability to explore long-term trends or shifts in communication practices. Since organizational communication strategies evolve over time, the findings may not capture the full extent of how secretarial communication may change or adapt in response to technological advancements or organizational restructuring.
Lastly, the study does not deeply investigate the technological tools used in communication by secretaries. While the role of technology in facilitating communication is acknowledged, the study’s focus on interpersonal communication may exclude the influence of digital tools such as email, video conferencing, and collaboration platforms on the secretary's ability to communicate effectively.





CHAPTER TWO
LITERATURE REVIEW
The research study is on essence of effective communication of secretary on the accomplishment of organization goals. This study will be conducted under the following sub-heading:

2.1 Introduction to Organizational Communication					
2.2 The Role of the Secretary in Organizational Communication			
2.3 Types of Communication in Organizations					
2.4 Effective Communication and Its Impact on Organizational Goals		
2.5 Barriers to Effective Communication						
2.6 The Importance of Interpersonal Communication Skills for Secretaries	

2.1 Introduction to Organizational Communication
Organizational communication refers to the systematic process through which information is exchanged among individuals and groups within an organization. It encompasses both formal and informal communication, playing a critical role in ensuring the smooth functioning of the organization and achieving its strategic goals. Communication facilitates coordination, decision-making, and problem-solving within an organization, making it the backbone of all organizational processes (Robinson, 2001). As organizations become more complex, with numerous departments and levels of hierarchy, effective communication becomes essential for ensuring that information flows efficiently and that employees understand the organization's goals, values, and expectations (Bavelas, 1999).
Organizational communication can be broadly categorized into two types: formal and informal. Formal communication is structured and follows predefined pathways, typically aligned with the organizational hierarchy. It includes official documents such as memos, emails, reports, and newsletters, as well as formal meetings and presentations. Formal communication serves to ensure clarity, consistency, and documentation of information. It is particularly crucial for disseminating policies, directives, and other critical information that must be communicated across various organizational levels (Mumby, 2012).
In contrast, informal communication is more spontaneous and often arises from interpersonal relationships among employees. It can occur in casual conversations in hallways, social events, or unplanned meetings. Despite its informal nature, this type of communication plays an equally important role in fostering interpersonal relationships, solving problems quickly, and promoting a more flexible and dynamic work environment (Kraut, 2003). Informal communication channels can help to build trust, offer emotional support, and share knowledge that may not be captured in formal communications, thereby complementing formal communication in facilitating organizational effectiveness (Chia, 2002).
Effective organizational communication is central to the success of any organization. It influences how goals are communicated, how decisions are made, and how teams collaborate to meet objectives. According to Daft (2010), effective communication reduces misunderstandings, clarifies expectations, and aligns employees with organizational objectives. For instance, when the management clearly communicates the organization's mission, vision, and goals, employees are better able to understand their roles and contribute toward achieving those objectives. In addition, clear communication fosters a culture of transparency and trust, which is crucial for employee morale and engagement. When employees feel informed and involved, they are more likely to be committed to the organization's success (Clampitt & Downs, 1993).
Moreover, organizational communication influences decision-making processes. According to Keyton (2005), a transparent and open communication system promotes faster decision-making, as employees can easily access relevant information. When communication flows freely, decision-makers are more likely to base their decisions on accurate and up-to-date data, which in turn leads to better outcomes for the organization. Additionally, effective communication supports conflict resolution by ensuring that all parties understand each other’s perspectives and can work toward mutually beneficial solutions.
Effective organizational communication is not merely a matter of transmitting information; it also involves fostering a mutual understanding between employees, managers, and stakeholders. The clarity of communication within an organization is essential for shaping organizational culture and guiding employees toward a shared vision. As organizations grow in size and complexity, effective communication systems are required to manage the flow of information between different levels and departments (Kozlowski & Bell, 2003). This ensures that all individuals within the organization are aligned with the organization's goals, values, and strategic direction.
2.2 The Role of the Secretary in Organizational Communication
The role of the secretary in organizational communication is pivotal in ensuring the smooth flow of information and the maintenance of an efficient work environment. Secretaries, also known as administrative assistants, executive assistants, or office managers, have traditionally been viewed as the backbone of an office, providing vital support to senior management and facilitating day-to-day operations. Their responsibilities have evolved significantly, with secretaries now taking on a much broader set of roles that impact not only internal communication but also external relations and the overall efficiency of the organization (Meyer, 2004).
Historically, secretaries performed routine administrative tasks such as answering phones, scheduling appointments, and managing office supplies. However, in today’s fast-paced business world, their role has expanded considerably. Secretaries are now seen as key players in the communication networks within an organization. They handle both internal and external communication, acting as a liaison between employees, clients, and upper management. By doing so, they help to ensure that information flows seamlessly across different levels of the organization. This responsibility is essential for the smooth operation of the organization and the accomplishment of its goals (Goleman, 1998).
In modern organizations, secretaries contribute to both operational and strategic success by managing communications effectively. They often serve as the first point of contact for external stakeholders, including clients, vendors, and potential business partners. As such, they play a critical role in shaping the image of the organization, as their communication skills reflect the organization’s values, professionalism, and service quality (Clarke, 2010). A well-communicating secretary ensures that external clients’ inquiries are handled promptly and effectively, which is crucial for building and maintaining strong relationships with clients and other external stakeholders.
In addition to facilitating communication with external parties, secretaries also support the flow of information within the organization. Secretaries handle much of the internal correspondence between departments, ensuring that important messages reach the right individuals and teams in a timely manner. This internal communication facilitates the coordination of projects, the sharing of resources, and the alignment of goals across the organization. For example, in executive offices, secretaries often assist in coordinating team meetings, ensuring that everyone involved has the relevant information and is prepared for discussions (Meyer, 2004).
One of the key aspects of the secretary’s role in organizational communication is the ability to manage confidential information. Secretaries are often privy to sensitive information about employees, clients, and business operations. This requires a high degree of trust and discretion, as secretaries must ensure that sensitive information is communicated appropriately and securely. Their ability to protect confidential information while maintaining effective communication channels is integral to the trust and credibility of the organization (Boyatzis, Goleman, & Rhee, 2000).
Furthermore, secretaries are increasingly involved in higher-level decision-making processes, particularly in organizations where they support executives or senior management teams. Their understanding of the organization's operations, goals, and priorities allows them to provide valuable input into strategic planning and decision-making processes. Secretaries’ insights into day-to-day operations and their central role in communications mean they are often in a unique position to identify opportunities for process improvements, better resource management, and enhanced communication strategies within the organization (Clarke, 2010).
Secretaries are often the first point of contact for both internal and external stakeholders, which positions them to shape the tone and direction of the organization's communication strategy. They ensure that communication is not only efficient but also reflects the values of the organization. This position allows them to influence the culture of the organization positively. Their involvement in handling client inquiries, coordinating meetings, and responding to queries ensures that the external communication is aligned with the brand's identity and ethos. Furthermore, by managing the flow of information to the leadership, secretaries can also contribute to the maintenance of organizational stability, ensuring that key decision-makers have the most up-to-date and relevant information for decision-making (Meyer, 2004).
The secretary’s role as a facilitator of internal communication is equally significant. By managing information between departments, they help prevent miscommunication, ensure that projects are aligned with organizational goals, and streamline day-to-day operations. Secretaries can act as liaisons between leadership and employees, ensuring that everyone is on the same page regarding priorities and expectations. They may coordinate communications regarding strategic initiatives, such as new projects, changes in company policies, or important milestones. By facilitating these interactions, secretaries contribute to a more informed workforce, which directly impacts productivity and employee engagement (Goleman, 1998).
Moreover, in a rapidly changing workplace where communication is increasingly digital, secretaries are tasked with managing various digital platforms, from email and intranet systems to video conferencing and collaborative tools. Their ability to navigate these technologies and adapt communication methods accordingly is essential. Digital communication tools, such as email, instant messaging, and project management software, have transformed the way secretaries manage the flow of information. They must balance the need for efficiency with the human aspect of communication, ensuring that the tone and content of messages are appropriate for the context. Secretaries may also be responsible for organizing and facilitating virtual meetings, which requires a high level of technological competency and adaptability (Clarke, 2010).
The management of conflicts is another area where secretaries play a pivotal role in organizational communication. Often serving as a mediator, they are the first to handle disputes or misunderstandings that arise within the organization. Whether it involves resolving scheduling conflicts, addressing concerns raised by employees, or mediating disputes between departments, secretaries use their communication skills to diffuse tension and find mutually agreeable solutions. By managing conflicts effectively, secretaries help maintain a harmonious work environment that promotes collaboration and productivity (Boyatzis, Goleman, & Rhee, 2000).
The ability of secretaries to foster a positive organizational culture also involves maintaining a transparent line of communication between staff and management. In organizations with a flat or decentralized structure, secretaries often play a vital role in keeping communication open and ensuring that employees feel heard. In these environments, secretaries may not only handle day-to-day tasks but also participate in team-building activities, contribute to corporate social responsibility initiatives, and assist in employee engagement efforts. This broader involvement demonstrates the secretary's role in shaping organizational culture and building trust, both of which are crucial for employee morale and retention (Rehman & Zia, 2021).
In addition, secretaries can contribute to innovation and continuous improvement within the organization. They are often the ones who are most closely connected with all levels of the organization and may be able to identify inefficiencies or suggest improvements in communication workflows. As organizations adopt new technologies and restructure their teams, secretaries play a key role in helping to manage these transitions, ensuring that communication channels remain intact, and that employees and clients are kept informed about changes. Their ability to stay adaptable and flexible during times of change makes them invaluable during organizational transitions (Wolfe, 2019).
2.3 Types of Communication in Organizations
In any organization, communication serves as the backbone of operations, aligning team efforts, ensuring clarity in goals, and facilitating collaboration across departments. Effective communication is essential not only for the smooth running of day-to-day activities but also for organizational success in the long term. Communication in organizations can be categorized into various types, each of which plays a critical role in ensuring that information flows seamlessly, tasks are completed efficiently, and goals are met. This chapter delves into the primary types of communication within organizations, including verbal, non-verbal, formal, informal, and digital communication, exploring their roles, applications, benefits, and challenges.
Verbal communication involves the use of spoken or written words to convey a message. This form of communication is one of the most commonly used in organizations, as it allows for immediate feedback and clarification. It can occur in meetings, one-on-one conversations, phone calls, and video conferences (Clarke, 2010). Verbal communication is commonly used for discussing ideas, making decisions, delivering presentations, and having collaborative discussions. It is also used to provide feedback, address concerns, or clarify instructions. Verbal communication enables quick exchanges of information and the ability to ask questions or clarify doubts immediately. It is particularly useful in real-time interactions where rapid decision-making is required (Goleman, 1998). A major challenge of verbal communication is the potential for misunderstanding due to unclear speech, tone, or ambiguity. The absence of visual cues in phone or virtual meetings can also hinder effective communication, leading to a loss of context.
Verbal communication, one of the most direct and commonly used forms in the workplace, facilitates the transmission of ideas and instructions through spoken words. It can be either formal, such as meetings or presentations, or informal, such as casual conversations or team discussions (Kanter, 2001). Verbal communication allows for quick feedback and clarification, making it especially useful for problem-solving or decision-making situations. However, the effectiveness of verbal communication depends on the clarity of speech, the active listening skills of both parties, and the avoidance of misunderstandings. Research shows that leaders who communicate verbally with clarity and transparency create a culture of openness that can lead to higher trust and motivation within teams (Clarke, 2010).
Non-verbal communication includes facial expressions, body language, gestures, posture, and eye contact. This type of communication plays a significant role in expressing emotions, intentions, and attitudes without the use of words (Meyer, 2004). In organizational settings, non-verbal cues often enhance or contradict verbal communication, adding depth to the message being conveyed. Non-verbal communication is vital in meetings, negotiations, and interviews where emotional intelligence and understanding the unspoken context are essential. It also plays a role in team dynamics and conflict resolution, as body language often communicates more than words. Non-verbal communication is often more reliable than verbal communication in conveying emotions, allowing individuals to read between the lines and understand the underlying feelings in interactions. It also strengthens verbal communication, making messages more persuasive and authentic. However, non-verbal communication can be misinterpreted, particularly in multicultural organizations where gestures or body language may have different meanings across cultures. Additionally, some individuals may struggle to convey or interpret non-verbal cues effectively.
Formal communication refers to the structured exchange of information within an organization that follows established protocols or hierarchies. It typically includes official reports, emails, memos, policy manuals, and meetings (Rehman & Zia, 2021). Formal communication is used for disseminating company policies, giving instructions, sending official updates, and sharing organizational goals. It is also employed in meetings with external stakeholders, such as clients, suppliers, or government bodies, where clear and accurate communication is crucial. Formal communication ensures accuracy, transparency, and accountability. It provides a documented record of messages, which is useful for reference and legal purposes. This type of communication also ensures that messages are conveyed in a consistent manner across all organizational levels. However, formal communication can sometimes be slow and rigid due to hierarchical structures, particularly in large organizations. It can also be seen as impersonal or bureaucratic, potentially stifling creativity or spontaneity.
Informal communication, also known as the "grapevine," refers to unofficial or casual communication that occurs naturally within an organization. This can happen through casual conversations, social interactions, and internal chat groups (Wolfe, 2019). Informal communication often occurs in the workplace cafeteria, hallways, or informal meetings, where employees exchange ideas, discuss concerns, or share personal stories. It also serves as an avenue for feedback, as employees may be more comfortable expressing themselves informally. Informal communication promotes a sense of community, encourages social bonding, and strengthens team dynamics. It can also help in resolving conflicts quickly and improving morale, as employees are more likely to discuss issues openly in informal settings. While informal communication can build trust and strengthen relationships, it can also lead to the spread of rumors, misinformation, or gossip. Without proper boundaries, informal communication can undermine formal communication channels, leading to confusion or miscommunication.
2.4 Effective Communication and Its Impact on Organizational Goals
Effective communication is an essential component of organizational success, as it facilitates the alignment of goals, enhances team dynamics, and supports decision-making processes. The ability to communicate clearly and efficiently has a direct impact on how well an organization performs and meets its objectives. As organizations strive to achieve their goals, the importance of effective communication cannot be overstated, as it serves as the foundation for ensuring that everyone within the organization is working toward common objectives and that the organization can adapt to changes in the external environment.
One of the primary ways that effective communication contributes to achieving organizational goals is by aligning individual and team efforts with the organization's overarching objectives. Clear communication ensures that all employees understand the company's mission, vision, and strategic priorities. When communication is effective, it fosters a shared understanding of what needs to be done, how it should be done, and the expected outcomes. This alignment not only improves productivity but also ensures that resources are allocated appropriately and that teams are focused on the right tasks (Hargie, 2011).
In addition, effective communication enhances teamwork by promoting collaboration and reducing the likelihood of misunderstandings. Effective communication within teams allows members to share information, provide feedback, and resolve conflicts quickly. As a result, team members can leverage their collective strengths and expertise to solve problems, make decisions, and achieve organizational objectives. Studies have shown that teams that communicate well are more cohesive, more productive, and more innovative, all of which contribute to the overall success of the organization (Gratton & Ghoshal, 2005). Furthermore, effective communication within teams creates a sense of shared purpose and trust, which is vital for fostering a positive work environment and increasing employee morale (Hargie, 2011).
Effective communication is also crucial for decision-making processes. Organizations are faced with a multitude of decisions every day, from routine operational choices to strategic, long-term planning. When communication is clear, decision-makers have the information they need to make informed choices. Whether the communication occurs in formal settings like meetings and reports or informal settings like casual conversations and emails, having access to accurate and timely information is essential for sound decision-making (Goleman, 1998). Moreover, effective communication helps to ensure that the decisions made are clearly communicated to all relevant stakeholders, enabling them to take the appropriate actions and contribute to the organization's success.
External communication plays an equally important role in achieving organizational goals. Organizations must effectively communicate with external stakeholders such as customers, suppliers, investors, and the general public to maintain strong relationships and support business growth. Clear communication with customers helps to manage expectations, address concerns, and build trust, all of which contribute to customer satisfaction and loyalty (Kotler & Keller, 2016). In addition, effective communication with suppliers and partners ensures that the organization’s supply chain operates smoothly and that any issues are promptly addressed. Communicating transparently with investors and shareholders helps to build confidence in the organization’s leadership and strategies, contributing to a positive organizational reputation and financial success (Clarke, 2010).
To facilitate effective communication, organizations must employ a variety of communication strategies and tools. One of the most common tools is the use of technology, including emails, collaboration platforms, video conferencing, and instant messaging. These tools allow for faster communication, especially in a globalized workplace where teams may be dispersed across different locations (Wolfe, 2019). However, technology must be used strategically to ensure that communication remains clear, concise, and purposeful. Over-reliance on digital communication can lead to miscommunication or a lack of personal connection, so it is important to strike a balance between digital tools and face-to-face communication (Rehman & Zia, 2021).
Additionally, organizations should promote a culture of open and transparent communication. Open communication allows employees to feel comfortable sharing their ideas, concerns, and feedback, which can lead to greater innovation, increased engagement, and improved performance (Clarke, 2010). It also helps to create a work environment where employees feel valued and heard, which is vital for fostering trust and collaboration. Organizational leaders play a critical role in encouraging and modeling effective communication, ensuring that communication flows freely from the top down, bottom up, and across teams (Kanter, 2001).
One of the key aspects of effective communication in organizations is the alignment between organizational goals and individual tasks. When employees clearly understand the organization’s mission, vision, and strategic objectives, they are better equipped to contribute meaningfully toward achieving those goals. According to Goleman (1998), emotional intelligence, which plays a critical role in communication, allows individuals to manage their emotions and relationships effectively, leading to better interactions, enhanced collaboration, and more efficient performance. This aligns employees’ efforts with the company’s overall objectives, ensuring that every action taken contributes to the broader success of the organization.
Moreover, effective communication enables organizations to respond to external challenges and opportunities. For example, when facing market changes, organizations with strong communication frameworks can quickly disseminate important information, allowing teams to make informed decisions and adapt strategies accordingly. Kotler and Keller (2016) emphasize the importance of communication in marketing, suggesting that organizations with effective communication strategies can better understand and respond to customer needs, leading to improved customer satisfaction and loyalty. Through clear communication, organizations can also foster stronger relationships with suppliers, business partners, and other stakeholders, ensuring smooth operations and the sustainability of the business.
The integration of technology into communication systems has further amplified the role of effective communication in organizational success. The digitalization of communication channels such as emails, video conferencing, and collaborative platforms has enabled faster, more efficient interactions. However, as Wolfe (2019) notes, over-reliance on digital communication can create challenges such as misunderstandings and a lack of personal connection, which can hinder trust and collaboration. Therefore, organizations must strike a balance between utilizing digital tools and fostering face-to-face communication where necessary to maintain strong interpersonal relationships.
Furthermore, a culture of open communication within an organization encourages transparency and trust, which are essential for maintaining employee engagement and morale. Kanter (2001) asserts that when employees feel they are part of an open and communicative environment, they are more likely to contribute their ideas, offer solutions to problems, and feel empowered in their roles. This, in turn, leads to greater innovation, higher levels of motivation, and a more productive workforce. Open communication can also reduce the risks of conflict by addressing issues before they escalate, creating a positive work atmosphere and improving overall organizational performance.
Training in effective communication skills is another important factor in enhancing organizational performance. As organizations continue to grow and diversify, communication needs become more complex, requiring employees to be adept at communicating across different mediums and cultural contexts. Hargie (2011) highlights that communication training programs are essential for equipping employees with the skills they need to communicate clearly and effectively in both written and verbal forms. These programs not only enhance internal communication but also improve external communication, particularly in customer-facing roles, leading to better service delivery and client satisfaction.
The role of leadership in fostering effective communication cannot be overlooked. Leaders are often the primary communicators within an organization, setting the tone for how information is shared and how feedback is received. Clarke (2010) emphasizes that leaders who communicate openly and transparently foster a culture of trust and collaboration, which is essential for achieving organizational goals. Additionally, leaders who model effective communication skills, such as active listening and empathy, are better able to motivate employees, address concerns, and build strong teams.
2.5 Barriers to Effective Communication
Effective communication is critical for the success of an organization. However, several barriers can impede the flow of communication, creating misunderstandings, misinterpretations, and inefficiencies. These barriers can occur at different levels, whether in face-to-face interactions, digital communications, or across different organizational hierarchies. Understanding these barriers and developing strategies to overcome them is crucial for improving communication effectiveness within an organization.
Physical barriers are obstacles that prevent the proper exchange of information due to physical distance or environmental factors. These barriers often arise in organizations with multiple locations, remote teams, or insufficient infrastructure. The physical distance between employees can lead to delays in communication, difficulty in coordinating tasks, and a lack of real-time feedback. As organizations increasingly embrace remote work, these physical barriers are more pronounced. Tools like video conferencing and collaborative platforms are crucial to overcoming this barrier, but they come with their own challenges, such as technical issues or lack of proper equipment (Wolfe, 2019).
Psychological barriers arise from mental or emotional factors that affect an individual’s ability to receive or interpret a message. These can include stress, anxiety, prejudice, or emotional interference. For example, employees under high stress may struggle to process information effectively or may misinterpret messages due to their emotional state (Goleman, 1998). Psychological barriers can lead to a breakdown in communication, especially when sensitive or difficult topics are discussed. Active listening, emotional intelligence, and creating an environment where employees feel safe to express themselves are key strategies to reduce the impact of psychological barriers (Boyatzis, Goleman, & Rhee, 2000).
Linguistic barriers arise from differences in language, vocabulary, and communication styles. These barriers can occur when employees speak different languages or come from diverse cultural backgrounds, leading to confusion or misinterpretation of messages. Even when employees share a common language, the use of technical jargon, colloquialisms, or unclear writing can obstruct understanding. According to Hargie (2011), linguistic barriers can be mitigated through the simplification of language, the use of clear definitions, and ensuring that all parties are familiar with the terms used. Additionally, promoting training in communication skills can help employees communicate more effectively across language barriers.
In diverse organizations, cultural differences can act as significant barriers to communication. People from different cultural backgrounds often have different norms, values, and ways of expressing themselves. Misunderstandings can arise when these cultural differences are not recognized or respected. For example, while some cultures may prioritize direct communication, others may prefer more indirect or polite methods of expressing disagreement (Clarke, 2010). Organizations that are culturally diverse can overcome these barriers by promoting cultural awareness, diversity training, and inclusive communication practices. Encouraging employees to develop cross-cultural competencies can also help in bridging communication gaps.
With the increasing reliance on digital communication tools, technological barriers have become a significant challenge in modern organizations. Problems such as poor internet connectivity, software incompatibility, and inadequate training in using digital tools can hinder effective communication. These barriers can lead to information being lost or misinterpreted, causing delays and inefficiencies. As noted by Kanter (2001), organizations must invest in reliable communication technologies and provide employees with proper training to ensure that they can effectively utilize these tools for communication. Regular troubleshooting and technical support can also help minimize technological disruptions.
2.6 The Importance of Interpersonal Communication Skills for Secretaries
Interpersonal communication skills are essential for secretaries because of their pivotal role in maintaining effective communication within an organization. As gatekeepers who interact with a variety of stakeholders, including clients, employees, and management, secretaries serve as the first point of contact in most organizations. This responsibility requires them to not only relay messages accurately but also manage relationships and ensure the smooth flow of communication across all levels of the organization. The success of a secretary largely depends on their ability to build rapport, understand non-verbal cues, and effectively manage various forms of communication.
Verbal communication, as the most obvious form of interpersonal communication, is crucial for secretaries. Their ability to clearly convey information, whether through phone calls, emails, or face-to-face interactions, ensures that the organization operates smoothly. According to Clarke (2010), secretaries who possess strong verbal communication skills can effectively manage conversations, direct inquiries to the appropriate departments, and ensure that important information is delivered in a clear and concise manner. Effective verbal communication helps reduce the chances of misunderstandings, which can lead to delays, mistakes, or negative impressions from clients and employees.
Non-verbal communication is equally important in the secretary's role. Body language, facial expressions, and tone of voice convey messages beyond words, influencing how information is perceived. Non-verbal cues can provide insights into a person's emotional state or level of engagement, which is crucial when managing both internal and external communication. For instance, a secretary who recognizes signs of frustration or confusion from a client or colleague can adjust their response to de-escalate tension or offer further clarification. Goleman (1998) emphasizes that emotional intelligence, which includes the awareness and management of non-verbal signals, is a key component of effective interpersonal communication. Secretaries with high emotional intelligence are more likely to respond empathetically to others, enhancing relationships and fostering a positive work environment.
Another vital aspect of interpersonal communication for secretaries is active listening. This skill is particularly important when secretaries are tasked with managing messages from different parties. Active listening requires the ability to focus on the speaker, interpret the message accurately, and respond appropriately. By demonstrating active listening, secretaries show respect and understanding for the speaker's perspective, which fosters trust and improves the quality of communication. According to Hargie (2011), active listening leads to better information retention and a greater ability to manage multiple communication streams. This is especially important for secretaries, who often have to juggle phone calls, emails, and in-person interactions simultaneously.
Empathy is another essential interpersonal skill for secretaries. Empathy involves understanding and sharing the feelings of others, which is critical in service-oriented roles. Secretaries who demonstrate empathy are better equipped to manage difficult situations, such as addressing client complaints or assisting employees with personal challenges. Empathetic secretaries can create a supportive and understanding environment that fosters positive relationships and encourages collaboration across teams. This is particularly important in high-stress environments where tensions may run high, and a compassionate response can make all the difference in maintaining a productive atmosphere (Boyatzis, Goleman, & Rhee, 2000).
Conflict resolution is also a key interpersonal skill for secretaries. Since secretaries often act as intermediaries between departments or between the organization and its clients, they are frequently involved in resolving misunderstandings or disputes. Their ability to mediate conflicts calmly and fairly can prevent issues from escalating and negatively impacting the organization's functioning. According to Wolfe (2019), effective conflict resolution requires a combination of active listening, empathy, and negotiation skills. Secretaries who can identify the root causes of conflicts and find acceptable compromises help maintain harmony in the workplace, ensuring that the organization's goals are not derailed by interpersonal issues.
Interpersonal communication skills also play a significant role in managing the secretary's own professional relationships. Secretaries must regularly interact with executives, managers, and other employees, and they often work in teams to accomplish tasks or projects. Building positive relationships with colleagues helps to enhance collaboration, trust, and overall productivity. Secretaries with strong interpersonal skills can navigate complex dynamics within the workplace, manage expectations, and contribute to team success. Moreover, a secretary's ability to align their communication style with the preferences of others ensures that they can effectively collaborate across departments and organizational levels (Clarke, 2010).
Interpersonal communication skills are not only important for day-to-day operations but also for fostering a positive work culture and enhancing team performance. In the case of secretaries, these skills are crucial in managing the diverse array of interactions they have with colleagues, clients, and external stakeholders. The effective use of interpersonal communication can improve workplace relationships, build trust, and create an environment conducive to collaboration and productivity.
In terms of collaboration, secretaries often act as facilitators between different departments and personnel. Their ability to communicate effectively and understand the perspectives of various stakeholders enables them to ensure that projects and tasks are carried out efficiently. According to Goleman (1998), individuals with high emotional intelligence, a key aspect of interpersonal communication, can build stronger relationships within teams by recognizing and addressing emotional dynamics. Secretaries who possess emotional intelligence are better at resolving conflicts and aligning teams with organizational goals. As a result, they contribute to the overall success of projects and organizational initiatives.
Furthermore, a secretary’s interpersonal communication skills can enhance their ability to act as a liaison between the organization and external parties such as clients, suppliers, and vendors. The role of secretaries in managing these relationships is pivotal, as their ability to communicate clearly and effectively can lead to improved customer service, better vendor relations, and increased customer satisfaction. Research by Rehman and Zia (2021) suggests that secretaries who demonstrate empathy and active listening skills can resolve client concerns more efficiently, fostering long-term, positive relationships. These positive interactions ultimately improve the organization's reputation and can lead to repeat business and client loyalty.
In addition, interpersonal communication skills are instrumental in managing workplace stress and maintaining professionalism under pressure. Secretaries often face high-stress situations, particularly when managing schedules, dealing with demanding clients, or handling last-minute requests. By using effective communication strategies, such as active listening, clear expression of needs, and calming techniques, secretaries can manage stress and prevent emotional escalation in both themselves and others. Hargie (2011) asserts that emotional regulation, an aspect of emotional intelligence, is critical for managing interpersonal communication in high-pressure situations. Secretaries who can regulate their emotions effectively are more likely to maintain a calm and professional demeanor, which helps them perform their duties more efficiently and maintain a positive work environment.

CHAPTER THREE
METHODOLOGY
In this chapter, the researcher would carefully explain the process on how data was collected and analyzed. This chapter will be conducted as follows:
3.1 Instrument Used
The primary instrument used for data collection in this study was a structured questionnaire. The questionnaire was designed by the researcher to capture detailed information on the role of secretaries in facilitating communication within organizations and its impact on the accomplishment of organizational goals. The questionnaire comprised closed questions, allowing participants to express their views on various aspects of communication. The questions were formulated based on the objectives of the study and the literature reviewed, ensuring that they addressed the key areas such as communication skills, barriers to effective communication, and the secretary’s role in organizational performance.
3.2 Population of the Study
The population for this study consisted of employees and secretaries working within the organizations selected as case study The total population for this study is approximately 200 employees across the selected organizations.
3.3 Sample and Sampling Techniques
A sample of 100 participants was selected for this study using a stratified random sampling technique. Stratified sampling was chosen to ensure that different groups within the organizations, such as administrative secretaries, managers, and supervisors, were adequately represented. The sampling was stratified based on the different roles within the organization to ensure diverse perspectives on the secretary’s role in communication and its impact on achieving organizational goals.
From each stratum (administrative secretaries, managers, and supervisors), participants were randomly selected. This technique ensured that the sample was representative of the population, allowing for more generalizable and reliable findings. The sample size was chosen based on the nature of the research and the need for a robust analysis of the data.
3.4 Distribution and Collection of Data
Data for this study was collected through physical distribution of the questionnaires. The questionnaires were administered to the selected participants through hand delivery, depending on the convenience and preference of the respondents. 
The data collection process took approximately two weeks. The researcher ensured that each participant was well-informed about the purpose of the study and assured them of confidentiality. After the distribution of the questionnaires, the completed surveys were collected by direct retrieval through follow-up to ensure a high response rate.
3.5 Reliability
Reliability refers to the consistency of the data collection instrument in measuring what it is intended to measure. To ensure the reliability of the instrument, a pilot study was conducted with a small group of 10 participants from organizations that were not part of the actual study. The feedback from this pilot test helped to refine the questionnaire, making it clearer and more effective in gathering the required data.
The reliability of the questionnaire was further assessed using Cronbach’s Alpha coefficient, which was calculated to determine the internal consistency of the scale. A Cronbach’s Alpha value of 0.80 or above is considered acceptable for social science research, and in this study, the Cronbach’s Alpha value was found to be 0.85, indicating high reliability.
3.6 Validity
Validity refers to the degree to which the instrument measures what it is intended to measure. To ensure the validity of the research instrument, experts in organizational communication and human resources review the questionnaire. These experts evaluated the questions to ensure that they adequately addressed the objectives of the study. The feedback from experts confirmed that the questionnaire was valid in measuring the relevant aspects of communication in the secretary’s role.
3.7 Method of Data Analysis
The data collected from the questionnaires were analyzed using quantitative descriptive statistics, which includes frequencies, and percentages, were used to summarize the participants responses to closed-ended questions. The data were also analyzed to identify patterns and trends in communication practices and their relationship to organizational goal achievement.






CHAPTER FOUR
DATA ANALYSIS
4.1 Introduction
This chapter presents the analysis of data collected from the questionnaires during the study. The results are presented in a series of tables that provide detailed responses to the research questions. The data collected were analyzed using descriptive statistics, and the findings are displayed with responses in both numbers and percentages. 
4.2 Results
Table 4.1: Effective communication by secretaries enhances organizational productivity
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	60
	60%

	Agree
	30
	30%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.1 showed that 60 (60%) respondents strongly agreed and 30 (30%) respondents agreed that effective communication by secretaries enhances organizational productivity, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.


Table 4.2: Secretaries play a key role in ensuring clear communication within organizations
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	55
	55%

	Agree
	40
	40%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.2 showed that 55 (55%) respondents strongly agreed and 40 (40%) respondents agreed that secretaries play a key role in ensuring clear communication within organizations, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed respectively.







Table 4.3: Timely communication by secretaries contribute to achieving organizational goals
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	65
	65%

	Agree
	25
	25%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.3 showed that 65 (65%) respondents strongly agreed and 25 (25%) respondents agreed that timely communication by secretaries contributes to achieving organizational goals, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.








Table 4.4: Secretaries' interpersonal communication skills improve organizational collaboration
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	50
	50%

	Agree
	40
	40%

	Disagree
	7
	7%

	Strongly Disagree
	3
	3%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.4 revealed that 50 (50%) respondents strongly agreed and 40 (40%) respondents agreed that secretaries' interpersonal communication skills improve organizational collaboration, while 7 (7%) respondents disagreed and 3 (3%) respondents strongly disagreed with the statement respectively.








Table 4.5: Secretaries help in reducing communication barriers within the organization
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	55
	55%

	Agree
	35
	35%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.5 showed that 55 (55%) respondents strongly agreed and 35 (35%) respondents agreed that secretaries help in reducing communication barriers within the organization, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed.








Table 4.6: Secretary's communication style is adaptable to different organizational contexts
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	40
	40%

	Agree
	50
	50%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.6 indicated that 40 (40%) respondents strongly agreed and 50 (50%) respondents agreed that the secretary’s communication style is adaptable to different organizational contexts, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.







Table 4.7: Secretary ensure that communication is clear and concise within the organization
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	60
	60%

	Agree
	30
	30%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.7 showed that 60 (60%) respondents strongly agreed and 30 (30%) respondents agreed that the secretary ensures communication is clear and concise within the organization, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed respectively.







Table 4.8: Secretary serve as an intermediary to facilitate communication between management and staff
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	65
	65%

	Agree
	30
	30%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.8 showed that 65 (65%) respondents strongly agreed and 30 (30%) respondents agreed that the secretary serves as an intermediary to facilitate communication between management and staff, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.







Table 4.9: Secretary's communication is vital in decision-making processes within the organization
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	60
	60%

	Agree
	35
	35%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.9 showed that 60 (60%) respondents strongly agreed and 35 (35%) respondents agreed that the secretary's communication is vital in decision-making processes within the organization, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.







Table 4.10: Effective communication by the secretary foster a positive organizational culture
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	55
	55%

	Agree
	40
	40%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.10 showed that 55 (55%) respondents strongly agreed and 40 (40%) respondents agreed that effective communication by the secretary fosters a positive organizational culture, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed with the statement.








Table 4.11: Secretary’s role in communication lead to better job satisfaction among employees
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	50
	50%

	Agree
	40
	40%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.11 showed that 50 (50%) respondents strongly agreed and 40 (40 respondents agreed that the secretary's role in communication leads to better job satisfaction among employees, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed.







Table 4.12: Secretary's communication influence the achievement of organizational objectives
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	65
	65%

	Agree
	30
	30%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.12 showed that 65 (65%) respondents strongly agreed and 30 (30%) respondents agreed that the secretary's communication influences the achievement of organizational objectives, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.








Table 4.13: Effective communication by secretaries improve employee’s performance
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	60
	60%

	Agree
	30
	30%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.13 showed that 60 (60%) respondents strongly agreed and 30 (30%) respondents agreed that effective communication by secretaries improves employee’s performance, while 5 (5%) respondents disagreed and 5 (5%) respondents   strongly disagreed as well.








Table 4.14: Secretaries contribute to the smooth flow of information between departments
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	55
	55%

	Agree
	40
	40%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.14 showed that 55 (55%) respondents strongly agreed and 40 (40%) respondents agreed that secretaries contribute to the smooth flow of information between departments, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.







Table 4.15: Secretary’s communication style helps to reduce misunderstandings in the organization
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	50
	50%

	Agree
	45
	45%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.15 showed that 50 (50%) respondents strongly agreed and 45 (45%) respondents agreed that the secretary’s communication style helps reduce misunderstandings in the organization, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.








Table 4.16: Secretary's communication is critical to ensuring the timely completion of organizational tasks
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	60
	60%

	Agree
	30
	30%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.16 showed that 60 (60%) respondents strongly agreed and 30 (30%) respondents agreed that the secretary's communication is critical to ensuring the timely completion of organizational tasks, while 5 (5%) respondents disagreed and 5 (5%) respondents strongly disagreed.







Table 4.17: Secretary contribute to the development of communication strategies within the organization
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	50
	50%

	Agree
	45
	45%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.17 showed that 50 (50%) respondents strongly agreed and 45 (45%) respondents agreed that the secretary contributes to the development of communication strategies within the organization, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.







Table 4.18: Secretaries facilitate the timely dissemination of information to relevant stakeholders
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	65
	65%

	Agree
	30
	30%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.18 showed that 65 (65%) respondents strongly agreed and 30 (30%) respondents agreed that secretaries facilitate the timely dissemination of information to relevant stakeholders, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed respectively.







Table 4.19: Secretary's communication help in creating a more organized work environment
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	55
	55%

	Agree
	40
	40%

	Disagree
	3
	3%

	Strongly Disagree
	2
	2%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.19 showed that 55 (55%) respondents strongly agreed and 40 (40%) respondents agreed that the secretary's communication helps in creating a more organized work environment, while 3 (3%) respondents disagreed and 2 (2%) respondents strongly disagreed.







Table 4.20: Secretary’s communication influence the satisfaction of organizational goals
	Options
	No. of respondents
	Percentage (%)

	Strongly Agree
	45
	45%

	Agree
	35
	35%

	Disagree
	10
	10%

	Strongly Disagree
	10
	10%

	Total
	100
	100%


Source: Researcher's fieldwork 2025
Table 4.20 showed that 45 (45%) respondents strongly agreed and 35 (35%) respondents agreed that the secretary’s communication influences the satisfaction of organizational goals, while 10 (10%) respondents disagreed and 10 (10%) respondents strongly disagreed.








CHAPTER FIVE
 SUMMARY, CONCLUSION, AND RECOMMENDATIONS
5.1 Summary
The study focused on examining the essence of effective communication by secretaries in the accomplishment of organizational goals. The research sought to explore how secretaries, through their communication skills, contribute to the smooth functioning of the organization and the achievement of its objectives. The study was designed to assess the key role secretaries play in communication between management and staff, ensure clarity and understanding, and ultimately foster a more productive and efficient work environment.
The study was conducted using a structured questionnaire to collect data from secretaries, managers, and other staff members in selected organizations. The data were analyzed to determine the relationship between the secretary's communication practices and the achievement of organizational goals. Results showed that effective communication by secretaries is integral to organizational success. The findings indicated that timely, clear, and effective communication enhances productivity, improves decision-making, reduces misunderstandings, and supports the achievement of key objectives.
The research demonstrated that secretaries' interpersonal communication skills, their ability to serve as intermediaries, and their contribution to communication strategies significantly influenced organizational performance. Moreover, the study highlighted that secretaries are crucial in reducing communication barriers and ensuring the smooth flow of information, which directly contributes to achieving organizational goals.

5.2 Conclusion
Based on the findings of the study, it is concluded that effective communication by secretaries is essential for the accomplishment of organizational goals. Secretaries serve as the linchpin in the communication chain, ensuring that relevant information is passed efficiently and accurately across different levels of the organization. Their role in decision-making, time management, and communication flow cannot be overstated.
The results of the study showed that when secretaries engage in effective communication, they enhance organizational productivity, foster better relationships between management and staff, reduce miscommunication, and facilitate timely decision-making. Consequently, this boosts the overall performance of the organization and contributes to the successful achievement of both short-term and long-term goals.
Additionally, the study emphasized the importance of training secretaries in effective communication skills, particularly in areas like listening, writing, interpersonal communication, and digital communication. Organizations that invest in such training tend to benefit from improved coordination, fewer communication barriers, and a more collaborative work environment.
5.3 Recommendations
Based on the findings and conclusions of the study, the following recommendations are made to improve the role of secretaries in communication within organizations:
1. Organizations should invest in comprehensive communication training programs for secretaries. 
2. Secretaries should be empowered with the necessary tools, authority, and responsibilities to facilitate communication between various stakeholders in the organization. 
3. Organizations should create an environment where secretaries are encouraged to provide feedback on communication processes. 
4. Organizations should embrace modern communication tools and technologies that can enhance the communication capabilities of secretaries. 
5. It is important for organizations to regularly assess the effectiveness of communication by secretaries in achieving organizational goals. 
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Dear Sir/Ma,

RESEARCH QUESTIONNAIRES
	This is a research instrument to elicit information relevant for research work titled Essence of Effective Communication of Secretary on the Accomplishment of Organizational Goals. 
	The Research is a partial fulfilment of the requirement for the award of Higher National Diploma in Office Technology and Management in Kwara State Polytechnic, Ilorin.
	I shall be grateful if this questionnaire can be completed by you. Your anonymity is highly guaranteed. Information gathered through this questionnaire would be used only for Academic purposes.






QUESTIONNAIRE
1.  Effective communication by secretaries enhances organizational productivity.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2.  Secretaries play a key role in ensuring clear communication within organizations.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3.  Timely communication by secretaries contributes to achieving organizational goals.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4.  Secretaries' interpersonal communication skills improve organizational collaboration.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5.  Secretaries help in reducing communication barriers within the organization.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6.  A secretary's communication style is adaptable to different organizational contexts.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7.  The secretary ensures that communication is clear and concise within the organization.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8.  The secretary serves as an intermediary to facilitate communication between management and staff.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9.  A secretary's communication is vital in decision-making processes within the organization.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Effective communication by the secretary fosters a positive organizational culture.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. The secretary’s role in communication leads to better job satisfaction among employees.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. The secretary's communication influences the achievement of organizational objectives.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. Effective communication by secretaries improves employee’s performance.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. Secretaries contribute to the smooth flow of information between departments.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. A secretary’s communication style helps to reduce misunderstandings in the organization.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. A secretary's communication is critical to ensuring the timely completion of organizational tasks.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. The secretary contributes to the development of communication strategies within the organization.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Secretaries facilitate the timely dissemination of information to relevant stakeholders.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. A secretary's communication helps in creating a more organized work environment.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. The secretary’s communication influences the satisfaction of organizational goals.
    (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
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