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ABSTRACT
Effective communication skills are crucial for the success of secretaries, as they play a key role in enhancing service delivery within organizations. Secretaries are often the primary point of contact between management and clients, colleagues, or external stakeholders. Therefore, their ability to convey information clearly, accurately, and professionally is essential for ensuring smooth operations. This study explores the significance of communication skills in the service delivery of secretaries, focusing on both verbal and non-verbal communication. Verbal skills, such as active listening, clarity in speech, and appropriate tone, are critical in handling phone calls, emails, and meetings. Non-verbal skills, including body language and facial expressions, also impact how messages are received and understood. Furthermore, strong communication skills foster better coordination, time management, and conflict resolution, which are vital for efficient service delivery. The research highlights how communication proficiency improves customer satisfaction, organizational efficiency, and enhances the professional image of secretaries. The findings underline the need for training programs that develop these skills, ensuring that secretaries can meet the demands of their roles effectively. By understanding the importance of communication, organizations can enhance the productivity and overall performance of their administrative staff.
Keywords: Communication Skills, Secretaries, Service Delivery, Professionalism, Organizational Efficiency.
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CHAPTER ONE
INTRODUCTION
1.1 Background of the Study
Effective communication is one of the cornerstones of successful service delivery in any organization, and this is especially true for secretaries. Secretaries, often considered the backbone of administrative operations, serve as intermediaries between the organization and various stakeholders, including clients, employees, and management. Their role requires them to manage multiple tasks, including scheduling meetings, handling correspondence, and providing information in a clear and efficient manner. However, the ability to perform these tasks successfully is directly linked to the strength of their communication skills.
Communication encompasses a wide range of activities, from verbal interactions such as phone calls, meetings, and emails, to non-verbal cues like body language, tone of voice, and facial expressions (Wright, 2016). For secretaries, being adept in both verbal and non-verbal communication is essential to facilitate clear and effective exchanges of information. Studies show that secretaries who possess excellent communication skills are better equipped to resolve conflicts, enhance productivity, and foster positive relationships within the workplace (Johnson, 2017).
Moreover, as organizations continue to adapt to changing technologies and global work environments, the demand for secretaries to demonstrate superior communication skills has never been higher. A lack of these skills can lead to miscommunication, inefficiencies, and dissatisfaction among clients and colleagues alike (Robinson, 2019). This highlights the importance of training and development programs focused on enhancing communication skills for secretaries, which ultimately benefits the overall service delivery within an organization (Lee, 2020).
This study, therefore, aims to explore the significant role communication skills play in the service delivery of secretaries, examining how these skills can improve workplace efficiency, professionalism, and customer satisfaction.
Communication is universally recognized as a fundamental skill for effective organizational operations. In the context of secretarial work, communication is not only a core aspect of their day-to-day responsibilities but also a critical factor influencing the overall success of service delivery. Secretaries are tasked with a broad range of functions that require both effective verbal and non-verbal communication, including managing schedules, responding to inquiries, preparing reports, and maintaining records. They often serve as the first point of contact between an organization and external clients, as well as between various internal departments. As such, their ability to communicate clearly, professionally, and efficiently significantly impacts the quality of service they provide.
Effective communication enhances not only the clarity of messages but also the emotional tone and relationship-building that underpins successful service delivery. In their roles, secretaries must manage complex interactions, such as resolving conflicts, answering difficult questions, and navigating diverse organizational cultures. As highlighted by Kaur and Singh (2018), secretaries with strong communication skills can minimize misunderstandings, reduce errors, and improve the overall workflow of the organization. Furthermore, clear and concise communication with clients and colleagues can enhance trust and cooperation, leading to improved customer satisfaction and organizational success.
In the modern business environment, where technology and globalization are increasingly influencing workplace dynamics, the demand for secretaries to possess advanced communication skills has grown. The advent of digital communication platforms such as emails, instant messaging, and video conferencing requires secretaries to adapt quickly and effectively. According to studies, a lack of communication skills can lead to inefficiencies, missed opportunities, and frustrated clients, all of which negatively impact an organization’s reputation (Adams & Lee, 2021). Thus, investing in communication training for secretaries not only benefits the individual professional but also contributes to the broader organizational goals of service excellence and operational efficiency.
This study seeks to investigate the importance of communication skills in the service delivery of secretaries, exploring the direct correlation between communication proficiency and service quality. By understanding these relationships, organizations can better prioritize communication training and development, which would lead to more efficient service delivery and a more productive work environment.
1.2 Statement of the Problem
Effective communication is an indispensable skill for secretaries, whose role is integral to the smooth operation of an organization. Secretaries are often the first point of contact for clients, visitors, and employees, and they serve as a liaison between various departments, managers, and external stakeholders. Consequently, their ability to communicate clearly, concisely, and professionally can significantly impact the efficiency of service delivery within an organization. However, there is growing concern that many secretaries may lack sufficient communication skills, which hampers their ability to effectively fulfill their roles.
The problem of inadequate communication skills among secretaries has been identified as a key challenge to enhancing organizational performance and service quality. Studies suggested that poor communication can result in misunderstandings, delays, inefficiencies, and a decrease in employees and client satisfaction (Baker, 2018). For instance, unclear or ineffective communication during client interactions may lead to dissatisfaction and ultimately harm the reputation of the organization (Adams & Lee, 2021). Similarly, internal communication failures may lead to mismanagement of tasks and inefficiencies in the workflow, which directly affect the overall service delivery.
Furthermore, with the advent of digital communication tools and a globalized workforce, the expectations for secretaries' communication skills have evolved. Modern secretaries must be proficient in both face-to-face interactions and digital communication platforms, including emails, phone calls, and video conferencing. Failure to adapt to these new communication demands could further exacerbate the problem of ineffective service delivery. Given these challenges, it is crucial to investigate the extent to which communication skills impact the service delivery of secretaries and how enhancing these skills could lead to improved organizational outcomes.
This study seeks to address the problem by examining the role of communication skills in the service delivery of secretaries. It aims to identify specific communication barriers faced by secretaries and to explore how improving these skills can contribute to more efficient service delivery, better client satisfaction, and enhanced organizational performance.

1.3 Objectives of the Study
The primary objective of this study is to explore the significance of communication skills in the service delivery of secretaries and to assess how these skills contribute to the effectiveness of their roles within organizations. Specifically, the study aims to achieve the following objectives:
1. To examine the role of communication skills in the overall service delivery of secretaries.

2. To identify the challenges faced by secretaries due to poor communication skills.
3. To assess the relationship between communication skills and customer satisfaction in secretarial roles.
4. To determine the importance of communication skills in fostering workplace efficiency and collaboration.
5. To propose strategies for enhancing communication skills among secretaries.

1.4 Research Questions
The study aims to explore the significance of communication skills in the service delivery of secretaries. To achieve this, the following research questions have been formulated to guide the investigation:
1. what is the role of communication skills in the overall service delivery of secretaries in organizations?
2. What are the challenges faced by secretaries in their daily tasks due to poor communication?
3. What is the extent of relationship between communication skills and customer satisfaction in secretarial roles.
4. What is the importance of communication skills in fostering workplace efficiency and collaboration.
5. What strategies can organizations adopt to improve the communication skills of secretaries?

1.5 Significance of the Study
Effective communication is fundamental to the success of any professional role, and it is especially crucial for secretaries, whose responsibilities span a wide range of administrative and interpersonal tasks. Secretaries are often tasked with managing the flow of information within an organization and interacting with both internal and external stakeholders. Given the central role they play in maintaining smooth operations, communication skills are vital to their effectiveness and overall job performance. This section explores the significance of communication skills specifically to secretaries, highlighting how these abilities can enhance their efficiency, professional growth, and job satisfaction.
Significance to Secretaries
For secretaries, possessing strong communication skills is essential to performing their roles efficiently and effectively. As the primary point of contact between management, clients, and other stakeholders, secretaries are often required to handle a range of communication tasks, including responding to emails, answering phone calls, preparing reports, scheduling meetings, and representing the organization in various forums. Effective communication enables them to perform these duties with precision, fostering positive interactions and ensuring the timely and accurate delivery of information.
The development of communication skills can significantly enhance a secretary’s professional competency, leading to better job performance, increased confidence, and a greater sense of job satisfaction. Secretaries with strong verbal and written communication abilities are more likely to manage administrative duties efficiently, reduce misunderstandings, and ensure the smooth flow of information. This, in turn, can lead to better relationships with both internal and external stakeholders, thereby improving the overall success and reputation of the secretary within the organization.
This study is important for secretaries because it will provide insights into how communication proficiency directly influences their role and effectiveness. The findings can guide secretaries in honing their communication skills, allowing them to navigate the complexities of their position with greater ease and professionalism. Additionally, it will highlight areas where secretaries may benefit from further development or training, contributing to their personal and professional growth and service delivery.
Significance to Organizations
For organizations, the service delivery of secretaries is a key determinant of overall operational success. Secretaries are often the first point of contact for clients, customers, and business partners, meaning their communication skills significantly influence the organization's image, efficiency, and reputation. Effective communication not only ensures that tasks are carried out promptly and accurately but also helps in building and maintaining strong relationships with stakeholders.
Organizations that invest in developing strong communication skills among their secretaries can expect improved productivity, fewer errors, and a more organized workflow. A secretary who communicates well can efficiently manage schedules, coordinate meetings, and relay important messages, which ensures that operations run smoothly. Furthermore, strong communication skills contribute to high levels of customer satisfaction as secretaries are often involved in answering inquiries and resolving issues.
This study will shed light on the direct relationship between communication competence and the quality-of-service secretaries provide. By understanding this link, organizations can refine their recruitment processes, implement targeted training programs, and foster a work environment that encourages continuous development. In turn, this can lead to better organizational performance, reduced communication breakdowns, and enhanced service delivery to clients and partners.
By focusing on the significance of communication skills for secretaries, this study highlights how fostering effective communication can lead to improved organizational efficiency and a stronger competitive advantage in the market.
1.6 Delimitation of the Study
This study focuses specifically on the importance of communication skills in the service delivery of secretaries within organizations. The scope is delimited to secretaries employed in corporate, educational, and government organizations. It will not delve into the broader communication skills of other administrative roles, such as personal assistants or office managers, as these positions may involve different responsibilities and skill sets. 
The research will be based on quantitative data gathered from a selected sample of secretaries in various organizations, limiting its generalizability to organizations outside of the chosen sample. It will focus on the current state of communication skills and their immediate impact on service delivery. Furthermore, the study will not explore the technical aspects of communication tools beyond basic email and phone use, as it will focus more on interpersonal and written communication.
The study is also constrained by time and inadequate literature, 

1.7 Limitation of the Study
Despite its significance, this study on the importance of communication skills to the service delivery of secretaries is subject to several limitations. One primary limitation is that the study is limited to organizations within Ilorin town. Secretaries used as sample must have at least had two years of experience in service.  Another limitation the sample size and selection, which may not fully represent the diverse range of industries and organizations where secretaries are employed.
Additionally, the study focuses primarily on verbal and written communication, and does not fully address other forms of communication such as digital communication tools or social media interactions, which are increasingly important in modern secretarial roles. The study also does not explore the impact of external factors such as organizational culture or leadership style, which could influence the communication effectiveness of secretaries.



CHAPTER TWO
LITERATURE REVIEW
The research study is on importance of communication skills to the service delivery of secretaries. This study will be conducted as follows:
2.1 Introduction to Communication Skills in Secretarial Roles
2.2 Importance of Verbal Communication in Secretarial Service Delivery
2.3 Role of Written Communication in Secretarial Service Delivery
2.4 Non-Verbal Communication and Its Impact on Secretarial Service Delivery
2.5 Communication Tools and Technologies in Secretarial Roles

2.1 Introduction to Communication Skills in Secretarial Roles
Communication skills are integral to the roles and responsibilities of secretaries, particularly in terms of ensuring the effective delivery of services. Secretaries act as the linchpins in the smooth running of administrative functions within organizations, facilitating communication across various levels. According to Kaur and Singh (2018), the secretary's ability to manage both internal and external communication directly influences organizational effectiveness. These skills encompass verbal, written, and non-verbal forms of communication, each contributing significantly to organizational success. The modern secretary must not only perform traditional administrative duties but also adapt to the ever-evolving communication landscape, where digital communication tools are becoming more prevalent.
Effective communication ensures that messages are conveyed clearly, enhancing the accuracy of information exchange. For secretaries, this could mean drafting memos, handling client queries, coordinating meetings, or acting as the first point of contact for both employees and external parties (Baker, 2018). Furthermore, the increasing reliance on digital communication tools in today's business environment necessitates a diverse skill set in secretaries, blending traditional communication methods with technological advancements (Adams & Lee, 2021).
Communication skills are foundational to the role of secretaries, as they are often the first point of contact for both internal and external stakeholders. These skills are crucial for effective message transmission, ensuring that the flow of information is smooth, accurate, and timely. Secretaries not only handle routine administrative tasks, but they also engage in tasks that require a high level of precision and clarity. As highlighted by Kaur and Singh (2018), secretaries are essential for fostering communication within an organization, often acting as intermediaries between executives, staff, clients, and external partners.
Verbal communication, one of the most significant skills for secretaries, involves the ability to convey information clearly and persuasively. Whether answering phones, scheduling meetings, or addressing client inquiries, effective verbal communication helps in establishing rapport and resolving issues efficiently. In addition to clear speech, active listening is equally important. This ensures that secretaries understand requests, offer appropriate No. of Respondents, and provide relevant information to the right people at the right time (Baker, 2018). Secretaries, therefore, play a pivotal role in preventing communication breakdowns and misunderstandings that can negatively impact organizational operations.
Written communication is another vital aspect of the secretary's role. As part of their responsibilities, secretaries are frequently tasked with drafting official correspondence such as emails, memos, reports, and minutes of meetings. The ability to write with clarity, professionalism, and accuracy is essential to maintaining an organization's internal and external communication standards. According to Adams and Lee (2021), secretaries must adapt to various digital tools to manage written communication effectively, as the increasing reliance on email, instant messaging, and collaborative platforms is now a significant part of day-to-day operations. The modern secretary must be proficient in these digital tools, ensuring that communication is timely, efficient, and clear.
2.2 Importance of Verbal Communication in Secretarial Service Delivery
Verbal communication is a fundamental aspect of a secretary's role, as it impacts both internal and external relationships. In a typical workplace, secretaries are required to communicate on the phone, in person, or in meetings, and how they convey information plays a significant role in service delivery (Johnson, 2017). The ability to articulate thoughts clearly, manage tone, and ensure that messages are accurately understood is crucial to preventing misunderstandings that could lead to operational inefficiencies.
Verbal communication is also vital in managing conflict. When issues arise in the workplace, a secretary's ability to handle these situations with a calm and diplomatic approach can prevent escalation and contribute to maintaining a positive working environment. As noted by Robinson (2019), clear communication is vital when coordinating with different departments, particularly in complex environments where multiple tasks need to be aligned.
The impact of verbal communication on service delivery cannot be understated. For example, how a secretary answers the phone or responds to a client's inquiry can set the tone for the entire interaction, often influencing client satisfaction and organizational reputation (Baker, 2018). In industries where customer service is a priority, the verbal communication of secretaries has a direct correlation to the organization's image and the likelihood of customer retention.
Verbal communication is integral to the effective functioning of a secretary’s role and has a direct impact on service delivery within an organization. As secretaries serve as the first point of contact for both internal and external stakeholders, how they communicate can influence the perception of the organization and affect both employee relations and customer satisfaction. Verbal communication, whether it occurs via phone, in face-to-face conversations, or during meetings, forms the foundation of the secretary’s interaction with others. The clarity, tone, and accuracy with which a secretary communicates are critical to preventing misunderstandings and ensuring smooth operations (Johnson, 2017).
One of the primary goals of verbal communication in secretarial roles is clarity. Secretaries are often responsible for conveying complex information to colleagues, clients, and vendors, and the ability to articulate thoughts clearly is essential. According to Johnson (2017), a secretary’s capacity to explain instructions, answer inquiries, and relay important information without ambiguity is vital for the smooth operation of day-to-day activities. Miscommunication can result in errors, delays, or confusion, which could have significant consequences, especially in high-stakes environments such as legal or healthcare offices.
Furthermore, effective verbal communication involves active listening. It is not only about conveying information but also ensuring that the secretary is receiving and understanding the information being communicated to them. This creates a reciprocal flow of information that enables the secretary to respond appropriately and efficiently. Active listening is especially crucial when dealing with client inquiries, where understanding the needs or concerns of the client is essential to delivering quality service (Baker, 2018). By listening attentively, secretaries can address issues directly and avoid the risk of missing important details that could affect the outcome of the interaction.
The tone of voice used in verbal communication plays a significant role in shaping perceptions. Whether on the phone or in person, a secretary's tone can set the stage for how the message is received. A friendly, professional, and calm tone promotes positive engagement, while a harsh or uninterested tone may result in negative perceptions. As noted by Robinson (2019), managing tone is especially crucial in high-pressure or stressful situations, where maintaining a composed demeanor can prevent the situation from escalating.
For example, when handling customer complaints or addressing a challenging situation, the secretary's ability to use a soothing and empathetic tone can help defuse potential conflict and build rapport with the client. A study by McKinsey & Company (2020) found that customer interactions involving empathetic communication were more likely to result in a positive customer experience, even when the resolution was not immediately available. In service-oriented roles, where customer retention and satisfaction are crucial, the secretary's tone directly influences the organization’s reputation.
Verbal communication is especially important in conflict resolution, where the secretary often serves as a mediator between parties. Whether dealing with internal staff or external clients, secretaries must handle sensitive situations diplomatically, ensuring that communication remains respectful and constructive. As Robinson (2019) observes, secretaries need to possess emotional intelligence, which includes being able to recognize the emotions of others and respond appropriately. This is particularly important when dealing with conflicts or misunderstandings that can arise between employees, clients, or stakeholders.
In many organizations, the secretary is responsible for managing the initial stages of conflict resolution. A secretary who can use clear and calm verbal communication to mediate between parties helps maintain a positive atmosphere in the workplace. This requires the secretary to listen attentively to all sides, paraphrase concerns to ensure understanding, and communicate solutions or next steps in a way that is agreeable to all parties involved. In customer-facing roles, the secretary’s ability to manage conflict effectively can prevent dissatisfaction from escalating, thereby contributing to better client retention and enhancing the organization’s reputation.
Secretaries often participate in or organize meetings, where effective verbal communication becomes even more crucial. The secretary's role in coordinating logistics, relaying information, and facilitating discussions requires them to be clear, concise, and confident when addressing others. Verbal communication in meetings can determine the efficiency of the session, whether it's a formal board meeting or an informal team check-in. Clear articulation of agenda items, discussion points, and follow-up actions ensures that the meeting stays on track and all participants are aligned on next steps (Baker, 2018).
Additionally, secretaries play a key role in interdepartmental coordination. In complex organizational structures, where multiple departments are involved in various tasks, the secretary often serves as a communication link, ensuring that messages are relayed accurately and timely between parties. According to Baker (2018), secretaries must be skilled in ensuring that all relevant information is shared across departments, helping to maintain workflow and alignment. This coordination is vital for preventing bottlenecks and ensuring that tasks are completed efficiently.
The impact of verbal communication on service delivery cannot be overstated, particularly in industries where client satisfaction is paramount. For instance, secretaries in industries such as hospitality, real estate, or legal services are the initial touchpoints for clients and customers. How they answer the phone or address client inquiries often sets the tone for the entire client relationship. A secretary who communicates efficiently, warmly, and professionally can enhance the client’s perception of the organization, leading to improved customer loyalty and retention.
In a study by Baker (2018), it was noted that 85% of customer interactions are based on the tone and quality of verbal communication, which directly impacts whether customers will return or recommend the service to others. In service-focused industries, a secretary’s verbal communication serves as a reflection of the company’s commitment to quality and customer care. For example, a polite and helpful secretary can mitigate a client’s frustration, even in difficult situations, leaving the client with a positive view of the organization, regardless of the outcome.
Verbal communication is undeniably central to the role of a secretary, influencing how they interact with clients, colleagues, and other stakeholders. Effective verbal communication ensures that messages are delivered clearly and efficiently, while also contributing to the overall service quality provided by the secretary. In this section, we will delve deeper into the various facets of verbal communication and its impact on service delivery, with an emphasis on practical application and supporting research.
The first impression a secretary makes through verbal communication plays a significant role in shaping relationships and setting expectations. As the primary point of contact for both clients and internal staff, the secretary’s ability to communicate warmly and professionally can create a positive or negative initial perception of the organization. According to a study by Dunn and Mitchell (2019), individuals who had positive initial interactions with a secretary were more likely to report higher satisfaction with the organization, especially when the secretary demonstrated clear, efficient communication, and provided helpful information. For clients, the way a secretary answers the phone or greets them in person can signal the level of professionalism and service they can expect from the organization.
This first interaction is particularly important in industries where customer satisfaction is paramount, such as healthcare, hospitality, or retail. In these sectors, the secretary’s verbal communication can directly influence customer loyalty and retention. A clear and friendly greeting, an ability to handle client inquiries with ease, and a professional tone can go a long way in creating a positive customer experience (Baker, 2018). Research by Clark and Kline (2017) further supports this, noting that the tone, pace, and clarity of a secretary’s voice in initial interactions have a lasting impact on clients’ perceptions of the organization.
2.3 Role of Written Communication in Secretarial Service Delivery
Written communication is another key area where secretaries contribute significantly to service delivery. Whether drafting emails, preparing reports, or producing official correspondence, secretaries must exhibit proficiency in written communication. Clear, concise, and professional writing ensures that the intended message is conveyed effectively, reducing the chance of misunderstandings and confusion (Kaur & Singh, 2018).
In the context of administrative roles, written communication is often the primary mode of documentation for organizational processes. As such, secretaries must be adept in producing clear and accurate records. According to Adams and Lee (2021), written communication is also essential in conveying formal messages that require a permanent record, such as legal documents, policy updates, and meeting minutes.
The quality of written communication can impact the efficiency of an organization. A well-written memo or email ensures that information is disseminated correctly and quickly to the relevant stakeholders. Conversely, poor written communication can lead to misinterpretations, delays in action, and confusion. For secretaries, effective written communication is thus indispensable in ensuring smooth service delivery and organizational functioning.
Written communication is a cornerstone of a secretary's role, providing an essential channel for documenting information, conveying messages, and ensuring effective administrative processes. In an increasingly digital business world, the ability to produce clear, concise, and professional written content is vital to ensuring smooth communication across all levels of the organization. As the primary creators of internal and external correspondence, secretaries must hone their writing skills to meet organizational standards and facilitate seamless service delivery.
One of the most critical aspects of written communication is clarity. Secretaries are often tasked with drafting a variety of written materials, including emails, memos, letters, and reports. Each of these documents must convey its message in a straightforward and easily understandable manner. According to Kaur and Singh (2018), clarity in written communication reduces the risk of misinterpretations and confusion, which is particularly important in administrative roles where precise instructions, policies, and decisions need to be documented.
In addition to clarity, conciseness is equally crucial. Secretaries must ensure that their written communication is succinct without sacrificing essential information. In the modern workplace, time is a valuable commodity, and colleagues and clients expect to receive information quickly and efficiently. A study by Stott and George (2019) found that well-structured, concise communication enhances productivity by minimizing the time required for recipients to process and respond to messages. The ability to convey key points in a few lines is especially important in fast-paced work environments where efficiency is paramount.
In administrative roles, written communication often serves as the formal record of organizational activities. This includes everything from meeting minutes to policy updates, contracts, and other legal documents. As such, the secretary’s ability to produce accurate and reliable written records is essential. According to Adams and Lee (2021), secretaries play a pivotal role in ensuring that all documentation is clear, detailed, and consistent. Legal and financial documents, for example, require a high level of attention to detail to ensure that no important information is omitted or misrepresented.
For instance, meeting minutes are a key form of written communication in administrative work. They provide a permanent record of what was discussed, the decisions made, and any actions that need to be taken. Secretaries are responsible for capturing the key points accurately while maintaining a clear and neutral tone. As noted by Jager et al. (2020), the quality of meeting minutes directly influences the efficiency of follow-up actions and the ability to track progress on decisions made. Without clear, detailed records, organizations may face difficulties in recalling past agreements or actions, leading to inefficiencies or confusion.
Moreover, the secretary’s role in creating official correspondence, such as letters or emails to external stakeholders, also plays a crucial part in maintaining the professionalism and reputation of the organization. Whether the communication is directed at clients, suppliers, or regulatory bodies, the tone, structure, and clarity of the message contribute to how the organization is perceived.
The quality of written communication has a direct effect on organizational efficiency. Clear, well-organized documents ensure that messages are communicated quickly and effectively, minimizing the potential for delays or misunderstandings. For secretaries, written communication is a vital tool in ensuring that information is passed on promptly to the right individuals or departments. A well-drafted memo, for example, can efficiently communicate important updates, policy changes, or upcoming deadlines to relevant team members, ensuring everyone stays aligned and on track.
Conversely, poor written communication can have a detrimental impact on the organization. Miscommunication caused by unclear or inaccurate written documents can lead to delays, errors, and confusion, which ultimately harms the efficiency of the organization. A study by Norrish and Keeling (2021) found that unclear written communication often results in repeated inquiries, corrective actions, and unnecessary meetings to clarify misunderstandings, all of which waste valuable time and resources.
Secretaries must also ensure that their written communication complies with organizational standards, which may include specific formatting, tone, and language requirements. For example, in some industries, there may be a need for highly formal language in official correspondence, while in others, a more informal or friendly tone may be appropriate. According to Jager et al. (2020), understanding these nuances and adapting the written communication accordingly is essential for maintaining professionalism and ensuring that the message is well-received.
In today’s digital age, written communication has evolved beyond traditional paper-based formats. Secretaries must be proficient in using various digital tools to enhance their written communication. Email, for instance, is one of the most common forms of written communication in business settings, requiring secretaries to draft concise, professional messages quickly. The use of digital platforms for scheduling, file sharing, and collaborative work also demands a certain level of proficiency in both written and digital communication tools (Adams & Lee, 2021).
Furthermore, secretaries must be familiar with the use of software applications such as word processors, spreadsheets, and document management systems to ensure the accurate creation, storage, and retrieval of written records. These tools facilitate efficient communication and improve the organization and accessibility of important documents. For example, using a shared cloud-based system allows secretaries to collaborate with other departments, ensuring that key documents such as reports, agendas, and policies are easily accessible to those who need them (Kaur & Singh, 2018).
With the rise of artificial intelligence and automation tools, some aspects of written communication in secretarial roles, such as drafting standard emails or preparing reports, may be automated to improve efficiency. However, while technology can assist in the process, the secretary’s role in reviewing, editing, and ensuring the accuracy of automated content remains crucial.
Written communication not only impacts internal operations but also plays a significant role in shaping an organization's external reputation. Well-written correspondence reflects the professionalism of the organization, enhancing its credibility and fostering trust with clients, stakeholders, and the general public. A secretary who consistently produces high-quality, error-free written content contributes to the overall image of the organization as reliable, competent, and professional.
For example, in client-facing roles, the secretary’s written communication can be the first impression a client receives. Whether it’s an introductory email or a follow-up letter, the quality of the writing influences the client’s perception of the organization. As Baker (2018) points out, poor-quality written communication can lead to clients feeling undervalued or unimportant, while clear, thoughtful communication fosters a sense of professionalism and respect, which is likely to lead to stronger business relationships.
Written communication is a vital aspect of a secretary's role in ensuring the efficient and effective delivery of services within an organization. From drafting clear, concise emails and reports to managing formal records and correspondence, secretaries contribute significantly to the operational success of the organization. Their ability to write professionally and accurately affects not only the internal efficiency of the organization but also its external reputation. In a digital world where speed and accuracy are essential, secretaries must continually refine their writing skills and adapt to new tools and technologies to meet the ever-evolving demands of written communication.
2.4 Non-Verbal Communication and Its Impact on Secretarial Service Delivery
Non-verbal communication, such as body language, facial expressions, and gestures, plays an important role in secretarial service delivery. A secretary's ability to read and use non-verbal cues effectively can enhance communication, particularly in face-to-face interactions. Robinson (2019) emphasizes that non-verbal communication can reinforce or contradict verbal messages, influencing the perception of the message being delivered.
For example, in client-facing roles, a secretary's body language can convey professionalism, attentiveness, and warmth, which positively impacts client satisfaction. Positive non-verbal cues, such as maintaining eye contact, a friendly demeanor, and appropriate gestures, help in establishing trust and rapport with clients and colleagues. Conversely, negative non-verbal signals, such as crossed arms or a lack of eye contact, may lead to misunderstandings or a perception of disinterest.
Effective use of non-verbal communication contributes to a secretary's ability to build strong interpersonal relationships, ensuring a productive and pleasant working environment. According to Kaur and Singh (2018), non-verbal communication also supports verbal communication by adding context and clarifying the intent behind messages.
Non-verbal communication plays an essential role in secretarial service delivery, particularly in face-to-face interactions where verbal communication is often complemented by body language, facial expressions, and other non-verbal cues. These non-verbal signals are crucial because they can support or contradict verbal messages, influencing how communication is perceived by others (Robinson, 2019). For secretaries, the ability to interpret and utilize non-verbal communication effectively is pivotal in ensuring smooth interactions with both clients and colleagues.
Body language is one of the most influential forms of non-verbal communication in the workplace. For secretaries, especially those in client-facing roles, body language can make a lasting impression. As Kaur and Singh (2018) note, body language conveys a significant amount of information about a person's attitude, emotions, and level of engagement, often more so than words alone. Positive body language, such as maintaining good posture, smiling, and nodding in agreement, can make a secretary appear more approachable, engaged, and professional. These signals help in establishing a positive rapport with clients and colleagues, creating an atmosphere of trust and collaboration.
For example, when a secretary greets a client or visitor, a warm smile, direct eye contact, and an open posture can convey friendliness and attentiveness, creating a welcoming environment. According to Goman (2011), such non-verbal cues can also help in managing potentially tense situations by fostering a sense of calm and cooperation. Conversely, negative body language, such as avoiding eye contact, slouching, or crossing arms, can create an impression of disinterest, defensiveness, or discomfort, which may hinder effective communication and affect the quality-of-service delivery.
In a study by Byrne (2017), it was found that individuals who display positive body language are perceived as more trustworthy, competent, and likable, which directly impacts their effectiveness in roles that require interpersonal communication, such as secretarial positions. The use of open and inviting body language not only enhances the communication process but also builds a positive organizational culture where trust and respect are prioritized.
Facial expressions are another critical component of non-verbal communication that significantly affects service delivery in secretarial roles. The ability to manage and interpret facial expressions is integral to understanding the emotions of clients or colleagues and responding appropriately. Secretaries often deal with clients or staff who may be upset, frustrated, or stressed, and their ability to convey empathy and understanding through facial expressions can help in de-escalating tense situations (Goman, 2011). A subtle smile or a concerned look can communicate empathy, helping to build rapport and create an environment where clients or staff feel heard and valued.
In addition to interpreting the facial expressions of others, secretaries must be mindful of their own expressions. Research by Ekman and Friesen (1975) suggested that facial expressions can reflect internal states, and in professional settings, managing these expressions effectively is key to projecting professionalism and maintaining positive relationships. For instance, a secretary who is responsible for handling client inquiries or managing complaints must use facial expressions that communicate attentiveness and willingness to assist. A furrowed brow or frown in such contexts could be misinterpreted as frustration or impatience, negatively impacting client satisfaction.
2.5 Communication Tools and Technologies in Secretarial Roles
The role of technology in communication has transformed the way secretaries perform their duties. As organizations increasingly rely on digital tools, secretaries are expected to be proficient in a variety of communication platforms, including email, video conferencing, instant messaging, and social media (Adams & Lee, 2021). The use of digital communication tools enables secretaries to handle tasks such as scheduling meetings, sharing documents, and collaborating with teams across geographical locations.
However, the integration of technology into communication processes also presents challenges. Secretaries must not only master the technical aspects of these tools but also ensure that their communication remains clear and effective in the digital realm. For instance, miscommunication in email exchanges due to unclear subject lines or ambiguous language can lead to confusion or delays. Similarly, virtual meetings require a different skill set, such as ensuring that all participants are engaged and that the meeting flows smoothly despite the absence of face-to-face interaction (Baker, 2018).
The ability to navigate various communication technologies effectively has become a critical skill for secretaries in modern organizations. As digital communication continues to evolve, secretaries must stay updated with new tools and adapt their communication methods accordingly to maintain service excellence.
The evolving landscape of technology has dramatically transformed secretarial roles in the modern workplace. In the past, secretarial tasks were largely based on traditional methods such as face-to-face communication, telephone calls, and written correspondence. Today, however, technological advancements have reshaped communication in organizations, requiring secretaries to be proficient in an array of digital tools and platforms. These tools not only facilitate the completion of daily tasks but also enhance the efficiency and effectiveness of secretarial service delivery. However, with this increased reliance on digital communication comes the need for secretaries to develop new skills, including adapting to the ever-changing nature of digital communication tools.
The use of digital communication tools has enabled secretaries to streamline many of their administrative functions. These tools are now essential for tasks such as scheduling meetings, managing emails, communicating with clients, and facilitating team collaboration. According to Adams and Lee (2021), proficiency in tools such as Microsoft Office Suite, email clients, video conferencing software (e.g., Zoom, Microsoft Teams), and instant messaging platforms (e.g., Slack, WhatsApp) is vital for modern secretaries to effectively execute their responsibilities. 
As organizations increasingly rely on digital platforms, secretaries are expected to be proficient in a variety of tools to ensure smooth operations across various tasks, from managing schedules to facilitating remote meetings and collaboration.
The use of advanced digital tools has further reshaped the secretarial role. Secretaries must now integrate new technologies into their day-to-day tasks to maintain organizational efficiency and client satisfaction. Digital communication tools have expanded the possibilities for how secretaries interact with clients, colleagues, and organizational stakeholders. Effective use of these tools has become not just a benefit, but a necessity in modern workplaces.
The use of virtual assistants and AI-driven tools has grown exponentially in administrative functions. Platforms like Google Assistant, Amazon's Alexa, or Cortana are now widely used in secretarial roles to help schedule meetings, set reminders, and even respond to basic inquiries. AI-driven scheduling tools, such as Clara or x.ai, assist secretaries by automating the process of managing meeting invitations, confirming appointments, and sending reminders to participants (Kaur & Singh, 2018). These tools can save time and reduce the workload, but secretaries must possess the skills to oversee and intervene when necessary to ensure smooth operations. Adams and Lee (2021) highlight that the ability to integrate such technologies while maintaining a human touch remains a critical aspect of secretarial roles.
With the rise of digital communication tools, document management systems have become a critical part of secretarial duties. Tools like DocuSign, Adobe Sign, and PandaDoc allow secretaries to send, track, and manage contracts or important organizational documents digitally. The ability to handle e-signatures securely and maintain a clear audit trail is essential for maintaining compliance and ensuring timely document processing. As Robinson (2019) notes, secretaries now often oversee document security and ensure that all parties involved have signed and returned necessary paperwork, a process that can be greatly streamlined by digital tools.
Moreover, document management platforms like Google Drive, SharePoint, and Box are essential for organizing, storing, and sharing files across teams. These tools offer collaborative capabilities, allowing multiple users to view, comment, and edit documents in real-time. According to Baker (2018), secretaries must ensure that sensitive information is only accessible to the appropriate personnel, as data security becomes more critical with the increased use of cloud storage.
For secretaries working in client-facing industries, CRM tools have become an indispensable part of managing communication and client interactions. Software like Salesforce, Zoho CRM, or HubSpot enables secretaries to maintain detailed records of client interactions, track ongoing communications, and manage follow-ups. These tools help secretaries provide a personalized experience for clients, as they can access past communication, client preferences, and account details (Adams & Lee, 2021). Effective use of CRM systems ensures that no client inquiry or request is overlooked, and helps secretaries maintain professional and timely communication, ultimately fostering long-term client relationships.
In addition, secretaries often use CRM tools to schedule follow-up communications and set reminders for important tasks. This integration of tools makes communication more efficient and ensures that clients feel valued and heard, as they receive prompt No. of Respondents and tailored solutions.
While digital tools offer significant benefits, they also contribute to the challenge of data overload. Secretaries may find themselves managing multiple communication channels, tracking numerous project updates, and handling vast amounts of digital information simultaneously. According to Robinson (2019), data overload can create confusion, cause delays in decision-making, and reduce the effectiveness of communication. Secretaries must have effective organizational strategies in place to manage and prioritize communication, ensuring that critical messages are addressed first.
To combat data overload, secretaries often use task management and prioritization tools like Trello, Asana, or Monday.com. These platforms allow secretaries to organize tasks, assign priorities, and track progress on various communication-related projects. By using these tools effectively, secretaries can ensure that their focus remains on the most important tasks while maintaining clear and timely communication.
In times of crisis, such as organizational crises, client issues, or unexpected changes, the use of digital communication tools is critical for secretaries to manage No. of Respondents effectively. Crisis management often requires quick communication with multiple stakeholders, and secretaries must be able to use various digital platforms to relay information rapidly and clearly. Whether managing client complaints, updating team members, or communicating with executives, secretaries are often at the forefront of crisis communication.
According to Kaur and Singh (2018), the role of secretaries in crisis management extends beyond merely passing on information. They must also manage the tone of communication, ensuring that No. of Respondents are empathetic, reassuring, and professional. Effective use of digital communication tools, such as emergency messaging systems, email blasts, or company-wide notifications, allows secretaries to disseminate critical information in a timely manner, which can prevent misunderstandings and mitigate client dissatisfaction during challenging times.
The evolution of digital communication tools has significantly enhanced the role of secretaries in modern organizations. With the rise of email, video conferencing, social media platforms, and advanced document management systems, secretaries have access to tools that improve communication efficiency, increase client satisfaction, and streamline administrative tasks. As organizations continue to embrace new technologies, secretaries must remain adaptable, constantly refining their communication skills and mastering new platforms to stay ahead in an increasingly digital world.
Proficiency in digital communication tools is no longer optional for secretaries; it is a critical skill that enables them to provide high-quality service, build stronger client relationships, and improve overall organizational performance. However, it is essential for secretaries to balance technological proficiency with human-centered communication skills, ensuring that they maintain a personal touch and professionalism in all interactions.
Email remains one of the primary forms of communication in the workplace, and secretaries often handle large volumes of email correspondence daily. Effective email communication requires clear writing, attention to detail, and proper etiquette. Misunderstandings arising from unclear emails—whether due to ambiguous subject lines, lack of clarity in message content, or improper tone—can lead to delays and confusion. For example, a poorly worded email or a missed attachment can delay decision-making or lead to inefficiencies (Baker, 2018). Secretaries, therefore, must be adept at composing professional emails that are concise, well-structured, and error-free to ensure smooth communication across the organization.
In addition to internal communication, email is also crucial for external communication with clients, suppliers, and partners. The secretary's ability to craft professional, clear, and timely No. of Respondents is critical for maintaining a positive image of the organization and fostering good client relationships. The speed of response and the tone of an email can significantly impact how clients perceive the organization, making email communication a vital tool in a secretary's toolkit.
With the rise of remote work and global business operations, video conferencing has become an essential tool for modern secretaries. Platforms such as Zoom, Microsoft Teams, and Google Meet enable secretaries to organize and manage virtual meetings with internal teams, clients, or stakeholders. Unlike traditional phone calls, video conferencing allows for face-to-face interaction, facilitating better communication through visual cues and body language (Baker, 2018).
Secretaries are often tasked with scheduling virtual meetings, sending invitations, and ensuring that all participants have the necessary information, such as meeting links or agendas. During virtual meetings, secretaries may also act as moderators, ensuring that meetings run smoothly by managing time, addressing technical issues, and helping participants stay engaged. Given the absence of in-person interaction, secretaries must be skilled at maintaining a professional presence, encouraging active participation, and managing potential distractions. This requires not only technical proficiency but also an understanding of meeting dynamics in a virtual context.
Instant messaging platforms, such as Slack or Microsoft Teams, are increasingly popular in organizations for quick, informal communication. These tools enable secretaries to facilitate collaboration between team members, ensuring that important information is shared in real-time. The ability to manage communication within these platforms is crucial for secretaries who support multiple departments or manage large teams.
Effective use of instant messaging tools involves not just timely No. of Respondents but also the ability to prioritize messages and manage information flow. Secretaries need to strike a balance between ensuring important messages are addressed promptly while preventing information overload and communication breakdowns. The adoption of collaboration tools, such as Google Drive or Microsoft SharePoint, also allows secretaries to facilitate document sharing, version control, and collaborative work on projects, making remote or distributed team management more efficient.
As digital communication technologies continue to evolve, secretaries must stay current with the latest tools and trends to remain effective in their roles. For instance, emerging technologies such as artificial intelligence (AI) and chatbots are increasingly being used to automate routine communication tasks, such as responding to frequently asked questions or scheduling appointments (Baker, 2018). Secretaries who can leverage these technologies effectively will be able to enhance their productivity and focus more on higher-level tasks that require human judgment and interaction.

CHAPTER THREE
METHODOLOGY
This chapter outlines the research methodology adopted for the study on the importance of communication skills in the service delivery of secretaries. The chapter was conducted under the following outlined sub tittles:
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
The instrument used in this study for data collection is a structured questionnaire, designed by the researcher to assess importance of communication skills to the service delivery of secretaries. The questionnaire was a four Likert scale format ranging from strongly agree1, agree2, disagree3 and strongly disagree4 respectively, which includes closed-ended questions to gather quantitative data. The closed-ended questions focus on communication practices, challenges, and the perceived importance of communication skills, while the questions provide an opportunity for respondents to share personal experiences and insights. that influence service delivery.

3.2 Population of the Study
The population for this study consisted of secretaries working in various organizations, including corporate offices, government agencies, and educational institutions. These organizations were selected due to their varied operational structures and the essential role that secretaries play in communication within these sectors. The target population are full-time secretaries who have been in their roles for at least one year, ensuring that they have sufficient experience to evaluate the impact of communication skills on service delivery. The population is diverse in terms of age, gender, educational background, and work experience, providing a broad spectrum of insights into the communication challenges faced by secretaries. According to the Bureau of Labor Statistics (2020), secretarial roles are prevalent across industries, making this population representative of the broader administrative sector.
3.3 Sample and Sampling Techniques
A stratified random sampling technique was employed to select a representative sample of secretaries from the target population. Stratified sampling was chosen to ensure that subgroups within the population, such as different industries and organizational types, were adequately represented. The sample size for this study consists of 49 secretaries, selected from different sectors: corporate, government, education, healthcare, and non-profit organizations.
The stratified sampling method ensures that the diverse range of organizations is adequately represented, and it allows for a comparison of communication skills and service delivery across different sectors. Within each sector, respondents were randomly selected to participate, ensuring the selection process remains unbiased and reflects the characteristics of the overall population.

3.4 Distribution and Collection of Data
The distribution of the questionnaire was carried out personally by the researcher and research   assistants in selected organizations to accommodate the preferences and convenience of the respondents. 
Data collection took place within two-weeks period, allowing sufficient time for respondents to complete the questionnaire at their convenience. Follow-up reminders were sent to ensure a high response rate. A total of 49 questionnaires were distributed, and 49 completed questionnaires were returned, yielding an 100% response rate. This high response rate indicated the relevance of the study and the willingness of secretaries to share their experiences regarding communication skills.
3.5 Reliability
Reliability refers to the consistency and stability of the instrument used in the study. To ensure the reliability of the questionnaire, a pilot test was conducted with a small group of secretaries who were not part of the final sample. The pilot test helped identify any issues with the clarity of the questions, the flow of the survey, and the time required to complete it. Based on feedback from the pilot test, minor adjustments were made to improve the clarity and comprehensiveness of the questionnaire.
The reliability of the instrument was further evaluated using the Cronbach’s Alpha coefficient. A Cronbach's Alpha value of 0.87 was obtained, which indicated a high level of internal consistency. This suggested that the questions in the questionnaire were reliably measure the constructs related to communication skills and service delivery.
3.6 Validity
Validity refers to the extent to which the research instrument measures what it is intended to measure. To ensure the validity of the questionnaire, the instrument was reviewed by experts in the field of communication and office technology and management. These experts assessed whether the questions adequately covered the key aspects of communication skills that affect service delivery.
3.7 Method of Data Analysis
Data collected from the questionnaires were analyzed using descriptive statistics, including frequencies, and percentages, were used to summarize and to analyze the No. of Respondents of the respondents to the closed-ended questions. This provided an overview of the communication skills of secretaries and their impact on service delivery.













CHAPTER FOUR
DATA ANALYSIS
4.1 Introduction
This section presents the findings from the research conducted on the importance of communication skills to the service delivery of secretaries. The results are based on the No. of Respondents from 49 respondents, gathered through a structured questionnaire.
4.2 Results
Table 4.1: Secretaries believe that effective communication is essential for their job performance
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	25
	51%

	Agree
	15
	31%

	Disagree
	5
	10%

	Strongly Disagree
	4
	8%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025
Table 4.1 above showed that 25(51%) respondents strongly agreed and 15(31%) respondents agreed that effective communication is essential for their job performance, while 5(10%) respondents disagreed and 4(8%) respondents strongly disagreed to the statement respectively.

Table 4.2: Good communication skills contribute to building better relationships with clients
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	20
	41%

	Agree
	22
	45%

	Disagree
	4
	8%

	Strongly Disagree
	3
	6%

	Total
	49
	100%


Source: Researcher’sfieldwork,2025

Table 4.2 above showed that 20(41%) respondents strongly agreed and 22(45%) respondents agreed that good communication skills contribute to building better relationships with clients, while 4(8%) respondents disagreed and 3(6%) respondents strongly disagreed to the statement respectively.







Table 4.3: Communication skills help in handling office conflicts
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	18
	37%

	Agree
	23
	47%

	Disagree
	5
	10%

	Strongly Disagree
	3
	6%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.3 above showed that 18(37%) respondents strongly agreed and 23(47%) respondents agreed that communication skills help in handling office conflicts, while 5(10%) respondents disagreed and 3(6%) respondents strongly disagreed to the statement respectively.







Table 4.4: Effective communication enhances the ability to complete tasks on time
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	22
	45%

	Agree
	20
	41%

	Disagree
	4
	8%

	Strongly Disagree
	3
	6%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.4 above showed that 22(45%) respondents strongly agreed and 20(41%) respondents agreed that effective communication enhances their ability to complete tasks on time, while 4(8%) respondents disagreed and 3(6%) respondents strongly disagreed to the statement respectively.







Table 4.5: Strong verbal communication skills are crucial for customer service
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	28
	57%

	Agree
	16
	33%

	Disagree
	3
	6%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

 Table 4.5 above showed that 28(57%) respondents strongly agreed and 16(33%) respondents agreed that strong verbal communication skills are crucial for customer service, while 3(6%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.








Table 4.6: Listening skill is an important aspect of your job
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	23
	47%

	Agree
	22
	45%

	Disagree
	3
	6%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

 Table 4.6 above showed that 23(47%) respondents strongly agreed and 22(45%) respondents agreed that listening skills are an important aspect of their job, while 3(6%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.








Table 4.7: Communication skills helps to manage time effectively
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	25
	51%

	Agree
	18
	37%

	Disagree
	4
	8%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.7 above showed that 25(51%) respondents strongly agreed and 18(37%) respondents agreed that communication skills help them manage time effectively, while 4(8%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.







Table 4.8: Non-verbal communication is as important as verbal communication in your work
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	26
	53%

	Agree
	18
	37%

	Disagree
	3
	6%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.8 above showed that 26(53%) respondents strongly agreed and 18(37%) respondents agreed that non-verbal communication is as important as verbal communication in their work, while 3(6%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.







Table 4.9: Communication skills improve the ability to handle stress
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	22
	45%

	Agree
	20
	41%

	Disagree
	5
	10%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.9 above showed that 22(45%) respondents strongly agreed and 20(41%) respondents agreed that their communication skills improve their ability to handle stress, while 5(10%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.








Table 4.10: Communication skills affect the level of productivity at work
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	27
	55%

	Agree
	17
	35%

	Disagree
	3
	6%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

 Table 4.10 above showed that 27(55%) respondents strongly agreed and 17(35%) respondents agreed that their communication skills affect their level of productivity at work, while 3(6%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.








Table 4.11: Communication skills help in improving problem-solving abilities
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	25
	51%

	Agree
	20
	41%

	Disagree
	2
	4%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.11 above showed that 25(51%) respondents strongly agreed and 20(41%) respondents agreed that communication skills help in improving their problem-solving abilities, while 2(4%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.







Table 4.12: Effective written communication is important for administrative duties
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	30
	61%

	Agree
	15
	31%

	Disagree
	3
	6%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.12 above showed that 30(61%) respondents strongly agreed and 15(31%) respondents agreed that effective written communication is important for administrative duties, while 3(6%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.







Table 4.13: Communication skills are essential in managing administrative tasks efficiently
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	28
	57%

	Agree
	18
	37%

	Disagree
	2
	4%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.13 above showed that 28(57%) respondents strongly agreed and 18(37%) respondents agreed that communication skills are essential in managing administrative tasks efficiently, while 2(4%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.







Table 4.14: Ability to communicate with different departments is important for your role
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	26
	53%

	Agree
	20
	41%

	Disagree
	2
	4%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.14 above showed that 26(53%) respondents strongly agreed and 20(41%) respondents agreed that the ability to communicate with different departments is important for their role, while 2(4%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.







Table 4.15: Communication skills helps to resolve misunderstandings in the workplace
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	24
	49%

	Agree
	20
	41%

	Disagree
	3
	6%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025
 
Table 4.15 above showed that 24(49%) respondents strongly agreed and 20(41%) respondents agreed that communication skills help them resolve misunderstandings in the workplace, while 3(6%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.







Table 4.16: Clear communication is critical for maintaining office decorum
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	27
	55%

	Agree
	19
	39%

	Disagree
	2
	4%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.16 above showed that 27(55%) respondents strongly agreed and 19(39%) respondents agreed that clear communication is critical for maintaining office decorum, while 2(4%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.








Table 4.17: Communication skills helps in achieving organizational goals
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	29
	59%

	Agree
	15
	31%

	Disagree
	3
	6%

	Strongly Disagree
	2
	4%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025
Table 4.17 above showed that 29(59%) respondents strongly agreed and 15(31%) respondents agreed that their communication skills help in achieving organizational goals, while 3(6%) respondents disagreed and 2(4%) respondents strongly disagreed to the statement respectively.









Table 4.18: Communication skills helps to adapt to changes in the workplace
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	23
	47%

	Agree
	22
	45%

	Disagree
	3
	6%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025
 
Table 4.18 above showed that 23(47%) respondents strongly agreed and 22(45%) respondents agreed that communication skills help them adapt to changes in the workplace, while 3(6%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.








Table 4.19: Improving communication skills would lead to career advancement
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	30
	61%

	Agree
	16
	33%

	Disagree
	2
	4%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.19 above showed that 30(61%) respondents strongly agreed and 16(33%) respondents agreed that improving their communication skills would lead to career advancement, while 2(4%) respondents disagreed and 1(2%) respondent strongly disagreed to the statement respectively.








Table 4.20: Communication skill is a key factor in your overall job satisfaction
	Options
	No. of Respondents
	Percentage

	Strongly Agree
	35
	71%

	Agree
	12
	24%

	Disagree
	1
	2%

	Strongly Disagree
	1
	2%

	Total
	49
	100%


Source: Researcher's fieldwork, 2025

Table 4.20 above showed that 35(71%) respondents strongly agreed and 12(24%) respondents agreed that communication skills are a key factor in their overall job satisfaction, while 1(2%) respondent disagreed and 1(2%) respondent strongly disagreed to the statement respectively.






CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
The research titled "Importance of Communication Skills to the Service Delivery of Secretaries" sought to examine the role communication skills play in enhancing the service delivery of secretaries in modern organizations. The study delved into various facets of communication, including how effective communication contributes to secretarial efficiency, productivity, time management, stress management, conflict resolution, and overall job satisfaction. The research further explored how communication helps secretaries in building professional relationships with their supervisors, colleagues, and other departments, thus contributing to the success of the organization.
Through a comprehensive survey conducted with 49 respondents from different sectors, the study found a strong correlation between communication skills and the effectiveness of secretaries in performing their roles. Results indicated that a majority of respondents agreed that communication significantly improved their efficiency, helped in resolving workplace conflicts, facilitated time management, and enhanced their ability to meet deadlines. Moreover, communication was found to play a crucial role in fostering professional development, reducing stress, and increasing job satisfaction and service delivery. The findings also highlighted the importance of both verbal and non-verbal communication in ensuring smooth operations in an office setting.
The research emphasized the need for secretaries to continuously develop their communication skills to adapt to the dynamic nature of their work environment. Effective communication, both within and outside the office, was identified as a key factor in maintaining organizational harmony and boosting the overall productivity of the company.
5.2 Conclusion
In conclusion, the study underscores the vital importance of communication skills in the service delivery of secretaries. The findings clearly show that secretaries with strong communication skills are better equipped to handle the demands of their roles, perform tasks more efficiently, and contribute positively to the organizational environment. Communication plays a fundamental role in conflict resolution, decision-making, time management, and task prioritization, which are essential in the fast-paced world of administrative support.
The study also confirmed that good communication enhances the relationship between secretaries and their supervisors, ensuring clearer expectations and fostering mutual respect. In addition, it facilitates the coordination between secretaries and other departments, making the flow of information more seamless and improving the overall efficiency of the organization.
The results of this study demonstrated that communication is not merely an ancillary skill but an essential component of professional success for secretaries. As organizations evolve and the demands on administrative roles increase, effective communication will continue to be a cornerstone for success in this field.
5.3 Recommendations
Based on the conclusion of this study, the following recommendations were made for improving the communication skills of secretaries and enhancing their service delivery:
1. Continuous Training and Development Programs: Organizations should invest in regular training sessions to enhance the communication skills of secretaries. These training programs should focus on both verbal and non-verbal communication, conflict resolution, active listening, and interpersonal skills, as these are crucial for effective communication in the workplace.
2. Encouragement of Open Communication Channels: Organizations should foster a culture of open communication where secretaries feel comfortable sharing ideas, voicing concerns, and contributing to discussions. Encouraging feedback and establishing clear communication channels between secretaries, supervisors, and other departments will enhance teamwork and collaboration.
3. Adoption of Modern Communication Tools: As communication tools evolve, it is essential for secretaries to be proficient in using various digital communication tools such as email, video conferencing, instant messaging, and collaborative platforms. Organizations should provide secretaries with the necessary resources and training to effectively use these tools to communicate with other employees, clients, and stakeholders.
4. Mentorship and Role Models: More experienced secretaries can act as mentors to those who are relatively new to the profession. Having role models within the organization can help foster a learning environment where communication practices are shared, and best practices are implemented across the team.
5. Integration of Communication Skill Evaluation in Performance Appraisals: Organizations should include communication skills as a key criterion in the performance evaluation of secretaries. This would encourage secretaries to continuously improve their communication abilities and enable supervisors to identify areas where further development is needed.
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RESEARCH QUESTIONNAIRES
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	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. Secretaries believe that effective communication is essential for their job performance.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2. Good communication skills contribute to building better relationships with clients.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3. Communication skills help in handling office conflicts.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4. Effective communication enhances the ability to complete tasks on time.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5. Strong verbal communication skills are crucial for customer service.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6. Listening skill is an important aspect of your job.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7. Communication skills helps to manage time effectively.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8. Non-verbal communication is as important as verbal communication in your work.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9. Communication skills improve the ability to handle stress.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Communication skills affect the level of productivity at work.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. Communication skills help in improving problem-solving abilities.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. Effective written communication is important for administrative duties.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. Communication skills are essential in managing administrative tasks efficiently.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. Ability to communicate with different departments is important for your role.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. Communication skills helps to resolve misunderstandings in the workplace.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. Clear communication is critical for maintaining office decorum.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. Communication skills helps in achieving organizational goals.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Communication skills helps to adapt to changes in the workplace.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. Improving communication skills would lead to career advancement.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. Communication skill is a key factor in your overall job satisfaction.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
