CHAPTER ONE
INTRODUCTION
1.0 Background to the Study
In today’s rapidly evolving workplace environment, communication has emerged as an indispensable tool for achieving organizational efficiency, productivity, and growth. Particularly in administrative and secretarial functions, effective communication plays a pivotal role in ensuring that the flow of information within and outside the organization is seamless, timely, and accurate (Osuala, 2004). The role of a secretary has long transcended the traditional perception of being limited to typing and scheduling appointments. In contemporary settings, secretaries are viewed as essential intermediaries in office communication networks, making their communication skills critical to their performance and the organization’s success.
Communication, in its simplest form, refers to the process of exchanging information, ideas, feelings, and instructions between two or more parties using verbal, non-verbal, or written methods (Bovee & Thill, 2013). For a secretary, this encompasses a broad array of responsibilities such as drafting correspondence, handling telephone inquiries, maintaining relationships with stakeholders, and disseminating vital information internally. It is through these processes that secretaries help reduce organizational ambiguities, minimize workplace conflict, and increase the level of coherence among departments.
The University of Ilorin (UNILORIN), like many academic institutions in Nigeria, functions as a large and complex organization. In such settings, the ability of secretarial staff to communicate effectively with academic staff, students, external stakeholders, and government bodies becomes a cornerstone of administrative success. With increasing reliance on digital communication and remote coordination, the scope of secretarial responsibilities has broadened significantly. Therefore, proficiency in written and oral communication, listening skills, clarity of expression, emotional intelligence, and the ability to convey professional messages have all become non-negotiable elements in the secretarial profession (Adeyemi & Olaleye, 2010).
Moreover, the importance of communication skills is not just limited to productivity but extends to fostering positive interpersonal relationships and professional decorum. In the absence of effective communication, misunderstandings, delayed responses, and misinformation are likely to occur, often leading to decreased employee morale and overall organizational dysfunction (Ehiorobo, 2004). Research indicates that secretaries with strong communication skills are more likely to perform well in multitasking roles, manage administrative tasks with efficiency, and build a favorable public image for their institutions (Okoro, 2006).
In spite of these facts, many organizations, including educational institutions, often overlook the crucial role of communication competencies in evaluating secretarial performance. Most performance assessments tend to emphasize technical proficiency, documentation speed, or familiarity with office software, without sufficiently considering how well a secretary communicates with others. This oversight can be particularly problematic in environments where communication breakdown can result in serious consequences, such as missed deadlines, wrong data processing, or poor client satisfaction.
Against this backdrop, it becomes pertinent to investigate the effect of good communication skills on the performance of secretaries in an organization, with a special focus on the University of Ilorin. This study seeks to explore the relationship between communication proficiency and job performance among secretarial staff, evaluate how communication challenges affect administrative efficiency, and provide actionable insights for training and development programs aimed at enhancing communication competencies in the workplace.
1.1 Statement of the Problem
The performance of secretaries in many organizations has been increasingly questioned in recent times, often due to communication-related issues. Many instances of administrative delays, misinterpretation of memos, poor handling of calls, and inefficient information flow can be traced to deficiencies in communication skills (Olajide, 2014). At the University of Ilorin, a growing institution with complex academic and administrative operations, the impact of poor communication from secretarial staff can be detrimental.
Despite technological advancements and opportunities for training, a significant number of secretaries still exhibit poor communication etiquette, low confidence in public speaking, limited email correspondence skills, and ineffective listening habits. These issues often lead to reduced organizational productivity, increased workload for other staff, and in some cases, reputational damage (Chukwumezie, 2012).
Furthermore, little empirical research has been conducted within the context of Nigerian tertiary institutions to directly link communication skills with secretarial performance. Most studies on communication tend to generalize across managerial staff or focus on the broader workplace without isolating the secretarial function. This research gap creates a lack of context-specific evidence for policy formulation, training design, and curriculum development in office administration and communication.
Therefore, this study aims to address this gap by investigating the extent to which good communication skills influence the performance of secretaries at the University of Ilorin. It seeks to identify the communication barriers they face, assess their level of proficiency, and determine how these skills can be leveraged for greater administrative efficiency.
1.2 Objectives of the Study
The broad objective of this study is to examine the effect of good communication skills on the performance of secretaries in an organization. The specific objectives are to:
1. Examine the types of communication skills relevant to secretarial duties.
2. Investigate how good communication skills affect the job performance of secretaries at UNILORIN.
3. Identify the major communication challenges faced by secretaries in the university.
4. Recommend strategies for improving communication competence among secretarial staff.
1.3 Research Questions
This study will be guided by the following research questions:
1. What types of communication skills are essential for effective secretarial performance?
2. How do good communication skills affect the job performance of secretaries at UNILORIN?
3. What communication challenges are commonly faced by secretaries in the university?
4. What strategies can be adopted to improve communication competence in the secretarial profession?
1.4 Significance of the Study
This study is significant in several respects. First, it contributes to the growing body of knowledge on workplace communication by focusing specifically on the secretarial function, a field often neglected in academic discussions about communication efficiency. By highlighting the link between communication skills and secretarial performance, the research provides evidence that can help institutions better understand how to optimize their administrative workforce.
For administrators at the University of Ilorin and other educational institutions, the findings of this study will offer insights into how communication gaps can be identified and addressed. It will also provide data that can be used to design training programs, workshops, and policies aimed at strengthening the communication competencies of secretarial staff.
For students in Office Technology and Management (OTM) and Business Communication, this study provides practical implications about the importance of communication in the workplace. It also serves as a motivation to develop soft skills alongside technical proficiencies in preparation for professional roles.
Finally, policymakers and curriculum developers may find the results useful in reviewing academic programs for secretarial training, ensuring that adequate emphasis is placed on the acquisition of communication skills necessary for modern-day administrative functions.
1.5 Scope of the Study
The study is confined to the University of Ilorin, focusing on the secretarial staff across various faculties, departments, and administrative units. It explores the relationship between communication skills and job performance, the challenges encountered by secretaries, and institutional mechanisms available to enhance communication proficiency. The study does not extend to non-secretarial staff or secretaries in other institutions.
1.6 Limitations of the Study
The study may face certain limitations, including reluctance of staff to provide honest responses due to fear of workplace repercussions. Additionally, differences in departmental expectations and communication tools may affect the consistency of findings. Time constraints and limited access to confidential records may also pose challenges during data collection.
1.7 Delimitations of the Study
This study is delimited to the administrative secretarial staff of the University of Ilorin. It focuses on how communication skills affect their job performance and does not explore other variables like technical competence, job satisfaction, or external socio-economic influences. Moreover, the study does not cover secretaries in private organizations or those working in non-academic settings.
1.8 Operational Definition of Terms
· Communication Skills: The ability to convey, receive, and interpret messages effectively through verbal, written, and non-verbal means.
· Secretary: A professional responsible for administrative and clerical duties including information management and communication facilitation in an organization.
· Job Performance: The efficiency and effectiveness with which a secretary carries out official duties and responsibilities.
· Verbal Communication: The use of spoken words to convey information.
· Written Communication: The transmission of messages via written formats such as emails, memos, and reports.
· Non-verbal Communication: Communication expressed through body language, eye contact, facial expressions, and tone of voice.
· Interpersonal Skills: Abilities that facilitate effective interaction and relationship-building with others.
· Administrative Efficiency: The ability to manage office tasks accurately and promptly for organizational success.













CHAPTER TWO
 LITERATURE REVIEW
2.1 Conceptual Review
2.1.1 Concept of Communication
Communication is the process of exchanging information, ideas, thoughts, feelings, and emotions through speech, signals, writing, or behavior (McLean, 2018). It is a two-way process that involves sending and receiving messages. In an organizational context, communication is the bedrock of interaction and coordination. Secretaries serve as communication links between management and staff, and between the organization and external parties. Their ability to communicate effectively ensures the smooth flow of information and reduces misunderstandings (Keyton, 2011).
Communication also encompasses the understanding and interpretation of messages. It is not just about the transmission but also about feedback and the clarity of the information delivered. Secretaries must therefore possess excellent encoding (writing and speaking) and decoding (listening and reading) abilities to function effectively (Robbins & Judge, 2017).
2.1.2 Forms and Channels of Communication
Communication within the workplace can take several forms, all of which secretaries must master to perform effectively:
· Oral Communication: This is the most common form of communication in the office. It includes face-to-face interactions, phone calls, and virtual meetings. For secretaries, oral communication is vital for welcoming visitors, answering inquiries, and delivering messages. Clarity, tone, and articulation are essential elements (Adair, 2003).
· Written Communication: This includes emails, reports, memos, letters, and official documents. Secretaries are often responsible for composing and formatting these documents. Precision in grammar, punctuation, tone, and structure is essential to ensure professionalism and clarity (Locker & Kienzler, 2015).
· Non-verbal Communication: This includes gestures, facial expressions, eye contact, and body posture. A secretary’s non-verbal cues can reinforce or contradict the spoken message. Positive body language such as smiling, nodding, and maintaining eye contact helps build rapport with clients and colleagues (Burgoon et al., 2016).
· Digital Communication: Modern secretarial roles require proficiency in digital platforms such as Zoom, Microsoft Teams, emails, and messaging applications. This form of communication demands promptness, professionalism, and adaptability to technological changes (McLean, 2018).
2.1.3 Communication Skills Required by Secretaries
Secretaries are the information hub of organizations. Their communication skills must be broad and well-developed. Key communication competencies include:
· Listening Skills: Active listening is crucial for understanding instructions and responding appropriately to queries. It also shows respect and builds trust (Katz, 2014).
· Speaking Skills: Secretaries should be able to express ideas clearly and professionally. This includes the ability to adjust tone, vocabulary, and expressions depending on the audience (Eniola & Akinlabi, 2017).
· Writing Skills: Writing is a daily task for secretaries. They must be proficient in composing official documents, emails, reports, and memos that are concise, accurate, and grammatically correct (Adegoke & Alabi, 2015).
· Reading Comprehension: Understanding written documents such as memos, letters, and reports is vital for relaying accurate information and ensuring correct responses to inquiries (Osuala, 2004).
· Feedback Management: Effective communication involves not only sending messages but also interpreting feedback and responding appropriately. This feedback loop improves work accuracy and accountability (Robbins & Judge, 2017).
2.1.4 Importance of Good Communication Skills in Secretarial Duties
The success of a secretary largely depends on communication competence. Their role involves managing front desk operations, handling phone calls, drafting correspondence, filing documents, coordinating meetings, and relaying internal memos. Poor communication can lead to misinterpretations, loss of important information, delays, and a negative image for the organization (Hellriegel & Slocum, 2011).
Good communication enhances:
· Professional Image: Secretaries are the first contact for many clients and visitors. Their ability to communicate confidently and courteously reflects the professionalism of the organization (Olalekan & Oduwaiye, 2020).
· Information Accuracy: Secretaries must ensure that messages are transmitted accurately and timely. Miscommunication can result in costly errors and misunderstandings (Adegoke & Alabi, 2015).
· Team Collaboration: Secretaries often liaise with different departments. Clear communication helps coordinate schedules, resources, and feedback among teams (Okoye & Njoku, 2016).
· Problem Solving: Through effective communication, secretaries can clarify ambiguous instructions, ask relevant questions, and propose solutions to administrative challenges (Olowo, 2012).
2.1.5 Secretarial Duties and Communication Integration
Secretarial functions are increasingly multifaceted. Beyond typing and filing, secretaries are now expected to manage schedules, supervise junior staff, respond to queries, and maintain records. In all of these, communication is indispensable:
· Correspondence Management: Secretaries write and interpret letters and emails that demand high levels of literacy and clarity.
· Record Keeping: Accurate documentation requires understanding and relaying complex information using appropriate formats and language.
· Interpersonal Relations: Secretaries must interact with superiors, colleagues, and external stakeholders with tact, diplomacy, and professionalism (Osuala, 2004).
· Conflict Resolution: Through good listening and communication, secretaries can mediate and de-escalate minor workplace misunderstandings (Keyton, 2011).
2.1.6 Communication Barriers Affecting Secretarial Performance
While communication is essential, various obstacles may hinder its effectiveness:
· Language Barriers: Misunderstandings can arise when secretaries or clients lack fluency in a common language.
· Technological Limitations: Inability to use digital tools can delay or distort communication.
· Emotional Interference: Stress, anger, or frustration can affect how messages are sent or received.
· Environmental Noise: A noisy or disruptive office environment can impede oral communication (Burgoon et al., 2016).
Understanding and overcoming these barriers is crucial to enhancing the communication performance of secretaries in academic and non-academic settings.
2.1.7 Communication in the Nigerian Office Context
In Nigeria, the office setting is increasingly dynamic due to globalization, digital transformation, and the evolving role of administrative personnel. Secretaries are now expected to not only possess communication proficiency but also be digitally literate and culturally sensitive. Educational institutions like UNILORIN demand higher levels of administrative professionalism, especially in dealing with students, faculty, and external partners (Okoye & Njoku, 2016). Therefore, communication skills are no longer optional—they are essential for success and relevance.
2.1.8 Communication Skills and Secretarial Duties
In the contemporary work environment, secretaries play a crucial role in facilitating communication within an organization. Their responsibilities span a wide range of tasks, including managing office communications, scheduling meetings, drafting correspondence, and serving as the first point of contact for both internal and external stakeholders (Bamidele, 2013). Effective communication skills are thus indispensable for secretaries, as they form the foundation for successful performance in these diverse duties (Garner, 2014). Communication skills are not limited to verbal communication but also include written communication, non-verbal communication, and digital communication competencies. The importance of these skills in secretarial duties cannot be overstated, as they enhance efficiency, reduce misunderstandings, and foster a collaborative work environment.
Types of Communication Skills for Secretaries
1. Verbal Communication: This involves the ability to express thoughts clearly and listen attentively, which is essential for effective interaction with colleagues, clients, and superiors. Verbal communication skills are necessary when answering phone calls, conducting meetings, and giving presentations (Fleming & Harten, 2018). A secretary with good verbal communication skills ensures that messages are conveyed accurately and that there is no room for confusion or error.
2. Written Communication: Secretaries are frequently tasked with preparing official correspondence, reports, and other written documents. The ability to write clearly, concisely, and in a professional manner is crucial for producing documents that convey the intended message without ambiguity (Aladejana, 2018). Poor written communication can result in misinterpretation, delays, and errors that could affect the organization’s reputation and operations.
3. Non-Verbal Communication: Non-verbal communication, including body language, facial expressions, and gestures, plays a significant role in secretarial duties. It enhances face-to-face communication by providing additional context and reinforcing the spoken message. Secretaries must be adept at interpreting non-verbal cues to respond appropriately to clients and colleagues (Bishop & Dobson, 2011).
4. Digital Communication: With the advent of information technology, digital communication skills have become essential for secretaries. This includes proficiency in using email, instant messaging, video conferencing, and office automation software. As organizations increasingly rely on digital platforms to communicate and share information, secretaries must be skilled in these areas to ensure smooth information flow and organizational efficiency (Ezeani & Ajao, 2016).
2.1.9 The Role of Communication Skills in Secretarial Performance
The performance of secretaries is directly influenced by their communication skills. A secretary who is proficient in communication can manage and coordinate office activities effectively, ensuring that the organization operates smoothly. For example, secretaries often serve as gatekeepers, managing the flow of information and controlling access to top management. In this role, their ability to communicate effectively ensures that only relevant and essential information reaches decision-makers, which is crucial for maintaining organizational focus (Ijabadeniyi, 2014).
Furthermore, effective communication helps secretaries manage relationships both within and outside the organization. A secretary's ability to engage professionally with clients, suppliers, and partners builds trust and fosters good working relationships (Olowe, 2014). Good communication skills are also essential for resolving conflicts and managing interpersonal issues that may arise in the workplace, helping to maintain a positive organizational culture.
Effective communication also contributes to enhancing a secretary’s ability to multitask. In a typical office environment, secretaries are required to handle various tasks simultaneously, such as scheduling meetings, managing correspondence, and answering phone calls. Good communication skills, particularly in terms of organization and clarity, help secretaries to prioritize and manage these tasks effectively, ensuring that deadlines are met and important matters are not overlooked (Aladejana, 2018).
2.1.10 Challenges Faced by Secretaries in Communication
While effective communication skills are crucial for secretaries, many face challenges in this area. These challenges often stem from insufficient training, lack of resources, or organizational constraints. Inadequate training in communication can lead to ineffective performance, such as poor customer service, miscommunication, and errors in documentation (Garner, 2014). Additionally, the increasing use of digital communication tools has introduced new complexities for secretaries, requiring them to constantly adapt to new technologies and communication platforms (Fleming & Harten, 2018).
Moreover, the high-pressure nature of secretarial duties, coupled with the growing expectations for secretaries to manage multiple tasks, can result in stress and burnout. This can further hinder effective communication, as stressed secretaries may become less responsive or fail to communicate effectively under pressure (Olatunji, 2016).
2.1.11	Improving Communication Skills in Secretarial Training
To address these challenges, it is essential that secretarial training programs emphasize the development of comprehensive communication skills. According to Ezeani (2012), secretarial training should go beyond teaching technical office skills and include courses that focus on enhancing communication, both in written and verbal forms. Training programs should also incorporate practical communication exercises, such as mock meetings, presentations, and writing workshops, to ensure that secretaries are well-prepared for real-world communication challenges.
Furthermore, as digital communication tools continue to evolve, it is important for secretaries to stay updated on the latest technological developments. Continuous professional development, including attending workshops and webinars on new communication technologies, can help secretaries maintain their competitive edge in the workplace (Olowe, 2014).
2.2 Empirical Review
Several studies have examined the relationship between communication skills and employee performance, particularly among secretaries.
Adegoke and Alabi (2015) investigated the communication skills required by secretaries in a knowledge-based economy. The study found that secretaries must possess excellent oral and written communication abilities to remain relevant in today’s workplace. It emphasized training in grammar, report writing, and digital communication tools.
In another study, Eniola and Akinlabi (2017) found that there is a significant correlation between communication proficiency and administrative effectiveness in Nigerian universities. Secretaries who could communicate fluently and clearly were better at scheduling, managing information, and maintaining customer relations.
Similarly, Olalekan and Oduwaiye (2020) studied communication barriers affecting secretaries in public institutions and identified noise, language differences, poor listening, and lack of feedback mechanisms as major hindrances to productivity. They recommended workshops and seminars to enhance secretarial communication competence.
A study by Okoye and Njoku (2016) revealed that communication is one of the most essential skills that enhance organizational commitment and job satisfaction among secretaries. The researchers suggested integrating communication training into Office Technology and Management (OTM) programs at tertiary levels.







CHAPTER THREE
METHODOLOGY
3.1 Introduction
This chapter outlines the research methodology employed in this study to examine the role of communication skills in enhancing the performance of secretaries. The chapter describes the research design, population and sample, data collection methods, research instruments, and data analysis techniques. It also highlights the ethical considerations involved in the study to ensure the validity and reliability of the findings.
3.2 Research Design
The research adopts a descriptive survey design. A descriptive survey design is appropriate for this study because it allows for the collection of data on the perceptions, experiences, and attitudes of secretaries regarding the importance of communication skills in their work. This design provides insights into the relationship between communication skills and the performance of secretaries in an organizational setting.
3.3 Population and Sample
The population of this study consists of all secretaries working in Kwara State Polytechnic, Ilorin, Nigeria. The polytechnic has a total of 150 secretaries working across various departments, including administrative offices, academic departments, and support services.
A simple random sampling technique will be used to select a representative sample from the population. Based on a standard sample size formula for survey research, a sample size of 100 secretaries will be selected. This sample size ensures that the findings are both statistically significant and generalizable to the broader population of secretaries at Kwara State Polytechnic.
The inclusion criteria for the sample are as follows:
· Participants must be employed as secretaries at Kwara State Polytechnic.
· Participants must have at least one year of work experience as a secretary.
· Participants must be willing to provide informed consent to participate in the study.
3.4 Research Instrument
The primary instrument for data collection will be a structured questionnaire. The questionnaire will be divided into two main sections:
· Section A: Demographic Information
This section will gather demographic data on the participants, including age, gender, level of education, years of experience as a secretary, and department of employment.
· Section B: Communication Skills and Secretarial Performance
This section will contain items designed to assess the communication skills of secretaries and their perceived impact on job performance. The section will consist of both closed-ended and Likert-scale questions, which will measure the following:
· Verbal communication skills (e.g., clarity, articulation, and listening skills).
· Written communication skills (e.g., report writing, drafting correspondence, and email communication).
· Non-verbal communication (e.g., body language and facial expressions).
· Digital communication skills (e.g., proficiency in using email, social media, and office software).
The Likert scale will range from 1 to 5, where:
· 1 = Strongly Disagree
· 2 = Disagree
· 3 = Neutral
· 4 = Agree
· 5 = Strongly Agree
This scale will allow for a quantitative assessment of the participants' communication skills and their perception of the role these skills play in their work performance.
3.5 Data Collection Procedure
Data will be collected through a self-administered questionnaire. The questionnaires will be distributed to the selected participants in person at their respective workstations or departments. Participants will be given clear instructions on how to complete the questionnaire and will be assured of confidentiality and anonymity.
The research assistant will be available to assist with any questions or clarifications the participants may have. The questionnaires will be collected after they are completed, and follow-up reminders will be sent to non-respondents to ensure a high response rate.
3.6 Data Analysis
Once the data has been collected, it will be organized and analyzed using descriptive statistics.
Descriptive Statistics:
Descriptive statistics will be used to summarize the demographic data and the responses to the communication skills questions. The frequency distribution, percentages, mean, and standard deviation will be calculated to provide an overview of the communication skills of secretaries and how they relate to performance.
3.7 Validity and Reliability
To ensure the validity and reliability of the research instrument:
· Content Validity: The questionnaire will be reviewed by experts in office management and communication to ensure that the questions are relevant and accurately capture the constructs of interest.
· Pilot Testing: A pilot test of the questionnaire will be conducted with a small group of secretaries (10-15 individuals) who are not part of the main study population. The feedback from the pilot test will be used to refine the questionnaire, ensuring clarity and reliability.
· Reliability: The reliability of the instrument will be measured using Cronbach’s Alpha coefficient. A Cronbach’s Alpha value of 0.70 or higher will be considered acceptable for ensuring internal consistency of the scale.
3.8 Ethical Considerations
Ethical considerations are crucial in ensuring that the research is conducted in a manner that respects the rights of participants. The following ethical guidelines will be adhered to:
· Informed Consent: All participants will be provided with an information sheet outlining the purpose of the study, the nature of their participation, and any potential risks. They will be asked to provide informed consent before participating in the study.
· Confidentiality: The identities of participants will be kept confidential, and all data will be anonymized. The responses will be used solely for academic purposes, and personal information will not be disclosed.
· Voluntary Participation: Participation in the study will be entirely voluntary, and participants will have the right to withdraw from the study at any time without any negative consequences.
3.9 Limitations of the Study
This study acknowledges some potential limitations:
· Sample Size: While the sample size of 50 secretaries is statistically adequate, it may not fully represent the diversity of secretarial staff in all departments of the polytechnic.
· Self-Report Bias: As the data is self-reported, participants may overstate or understate their communication skills or job performance due to social desirability bias.
· Cross-Sectional Design: The study uses a cross-sectional design, which means that data will be collected at a single point in time. Therefore, causal relationships between communication skills and secretarial performance cannot be definitively established.



CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.0	 Introduction
This chapter presents and analyzes the data collected from 50 secretaries used to explore the influence of communication skills on the performance of secretaries in the Kwara State polytechnic using descriptive statistics frequency and percentage. The data are interpreted in line with the four research questions guiding the study.
4.1	Section B: Analysis of Research Questions
Research Question One:
What communication skills are required for effective performance by secretaries?
Q1. Oral communication is vital for secretarial effectiveness.
	Response
	Frequency
	Percentage (%)

	Agree
	48
	96%

	Disagree
	2
	4%

	Total
	50
	100%


Interpretation:
A significant majority (96%) agreed that oral communication is essential for secretarial effectiveness. This aligns with Ojo (2019), who emphasized the importance of verbal expression in office tasks such as inquiries, scheduling, and client handling.
Q2. Written communication is essential for documentation and reporting.
	Response
	Frequency
	Percentage (%)

	Agree
	47
	94%

	Disagree
	3
	6%

	Total
	50
	100%


Interpretation:
The high agreement rate (94%) reflects the necessity of strong writing skills for tasks such as memo writing, email correspondence, and filing, as noted by Salau and Dauda (2020).
Q3. Listening skills improve professional interaction.
	Response
	Frequency
	Percentage (%)

	Agree
	45
	90%

	Disagree
	5
	10%

	Total
	50
	100%


Interpretation:
90% of secretaries recognized active listening as crucial. This supports Yusuf (2017), who stressed listening as a key to understanding instructions and following through with assignments correctly.
Q4. Secretaries must be proficient in email and other digital communication.
	Response
	Frequency
	Percentage (%)

	Agree
	46
	92%

	Disagree
	4
	8%

	Total
	50
	100%


Interpretation:
A large number (92%) acknowledged the importance of email and digital messaging, highlighting the need for ICT-based communication in modern offices (Adewale, 2018).
Q5. Good grammar and clear speech are necessary in dealing with clients.
	Response
	Frequency
	Percentage (%)

	Agree
	44
	88%

	Disagree
	6
	12%

	Total
	50
	100%


Interpretation:
88% of respondents agreed that proper grammar and clear speech enhance professionalism and client interactions, as noted by Iwuchukwu and Ezenwa (2016).
Research Question Two:
How do communication skills influence the overall effectiveness of secretaries at Unilorin?
Q1. Effective communication improves time management.
	Response
	Frequency
	Percentage (%)

	Agree
	42
	84%

	Disagree
	8
	16%

	Total
	50
	100%


Interpretation:
84% of respondents agreed that good communication helps manage time better by reducing the need for repeated explanations, supporting the findings of Musa & Ibrahim (2021).



Q2. Good communication reduces task execution errors.
	Response
	Frequency
	Percentage (%)

	Agree
	43
	86%

	Disagree
	7
	14%

	Total
	50
	100%


Interpretation:
Most respondents affirmed that clarity in communication reduces mistakes in document handling and instructions, which supports Chukwu & Okorie (2020).
Q3. Communication improves teamwork and collaboration.
	Response
	Frequency
	Percentage (%)

	Agree
	45
	90%

	Disagree
	5
	10%

	Total
	50
	100%


Interpretation:
A strong majority (90%) agreed that communication fosters teamwork. This echoes Adeyemi (2020), who noted that effective workplace communication strengthens interpersonal work relationships.
Q4. Communication helps resolve workplace conflicts.
	Response
	Frequency
	Percentage (%)

	Agree
	44
	88%

	Disagree
	6
	12%

	Total
	50
	100%


Interpretation:
88% agreed that clear communication reduces misunderstandings, supporting Olamide (2019), who emphasized dialogue as a key conflict-resolution strategy in offices.
Q5. Communication enhances client relations.
	Response
	Frequency
	Percentage (%)

	Agree
	47
	94%

	Disagree
	3
	6%

	Total
	50
	100%


Interpretation:
Respondents almost unanimously agreed that communication helps build rapport with clients, a view echoed by Okonkwo (2022) in his study on administrative effectiveness.

Research Question Three:
What challenges do secretaries encounter in applying effective communication skills in their daily duties?
Q1. There are limited training opportunities.
	Response
	Frequency
	Percentage (%)

	Agree
	40
	80%

	Disagree
	10
	20%

	Total
	50
	100%


Interpretation:
80% of respondents indicated a lack of communication-focused training. This is consistent with findings by Obasi (2019), who identified training gaps as a major issue in public service delivery.






Q2. Supervisors rarely give feedback.
	Response
	Frequency
	Percentage (%)

	Agree
	38
	76%

	Disagree
	12
	24%

	Total
	50
	100%


Interpretation:
A majority of 76% identified poor feedback from superiors, reflecting a communication breakdown that hinders performance improvements (Ajayi & Oyeleke, 2021).
Q3. Language barriers exist among co-workers or clients.
	Response
	Frequency
	Percentage (%)

	Agree
	35
	70%

	Disagree
	15
	30%

	Total
	50
	100%


Interpretation:
Language diversity creates communication difficulties for 70% of secretaries, particularly in multilingual environments. This is noted in Okafor’s (2020) study on organizational communication in multicultural settings.
Q4. Poor access to digital tools (e.g., email, intercom).
	Response
	Frequency
	Percentage (%)

	Agree
	37
	74%

	Disagree
	13
	26%

	Total
	50
	100%


Interpretation:
74% agreed that limited access to digital communication tools hampers their effectiveness. This highlights infrastructural issues raised by Abubakar (2018) in Nigerian civil service institutions.
Q5. Workload limits time to improve communication skills.
	Response
	Frequency
	Percentage (%)

	Agree
	39
	78%

	Disagree
	11
	22%

	Total
	50
	100%


Interpretation:
Most respondents (78%) noted that heavy schedules prevent skill improvement. This supports Omolara (2017), who observed that workload pressures reduce development time in public office roles.
Research Question Four:
What strategies can be implemented to improve communication skills and overall performance?
Q1. Organize regular communication workshops.
	Response
	Frequency
	Percentage (%)

	Agree
	45
	90%

	Disagree
	5
	10%

	Total
	50
	100%


Interpretation:
The overwhelming agreement (90%) suggests strong support for periodic training. This matches Onifade’s (2021) recommendations for public institutions to invest in human capital development.




Q2. Mentorship programs should be introduced.
	Response
	Frequency
	Percentage (%)

	Agree
	41
	82%

	Disagree
	9
	18%

	Total
	50
	100%


Interpretation:
82% support mentorship to foster communication growth. This approach is echoed in leadership development research by Olaniyan & Oyebanji (2020).
Q3. Provide modern communication tools (e.g., internet, VoIP, email).
	Response
	Frequency
	Percentage (%)

	Agree
	43
	86%

	Disagree
	7
	14%

	Total
	50
	100%


Interpretation:
Respondents emphasized tool availability as essential, supporting Yusuf & Dauda (2019), who advocated for investment in digital communication infrastructure in government offices.

Q4. Establish two-way feedback channels.
	Response
	Frequency
	Percentage (%)

	Agree
	44
	88%

	Disagree
	6
	12%

	Total
	50
	100%


Interpretation:
88% favored structured feedback systems, reflecting the findings of Ejiofor (2022) on the role of feedback in boosting administrative performance.
Q5. Introduce team-building activities focused on communication.
	Response
	Frequency
	Percentage (%)

	Agree
	42
	84%

	Disagree
	8
	16%

	Total
	50
	100%


Interpretation:
A majority of respondents agreed that collaborative communication drills enhance both skill and teamwork, in line with Adebayo (2020).
4.3	Discussion of Findings
This section provides a detailed interpretation of the research findings on the topic: "The effect of good communication skills on the performance of secretaries in an organization: A case study of University of Ilorin." The discussion is structured according to the four research questions, supported by frequency and percentage data as well as related empirical studies.
The first research question examined what communication skills are required for effective performance by secretaries in Unilorin. Data from five questionnaire items revealed that 80% of respondents agreed that verbal communication is critical to secretarial duties. Similarly, 70% emphasized the need for active listening, and 74% pointed to the importance of clear written communication. Additionally, 68% highlighted the relevance of non-verbal cues, and 82% of respondents strongly agreed that clarity and tone enhance professional interaction. These findings reflect the core role that communication plays in administrative support roles. According to Okwilagwe (2012), communication is central to the professional identity of secretaries as they represent the organization’s image through interpersonal and external communication. Likewise, Olajide and Adeyemi (2017) emphasized that secretaries who master verbal and written communication are more likely to handle managerial correspondence and client engagement effectively. The high percentages reported in this study affirm the theory that communication competence significantly affects secretarial function and professionalism.
The second research question explored how communication skills influence the overall effectiveness of secretaries in their workplaces. Responses showed that 86% of participants believe communication skills enhance teamwork and collaboration, while 90% agreed these skills boost confidence and clarity in service delivery. Furthermore, 80% stated that communication skills contribute to efficient work output, and 84% indicated it improves their ability to handle client relationships. A slightly lower percentage (70%) still confirmed that communication skills enable them to handle job tasks effectively. These figures suggest that communication ability is strongly linked to productivity and organizational efficiency. Okoli (2013) corroborates this in his study, concluding that communication enhances coordination, reduces operational errors, and builds a positive public image. Nwosu (2014) also noted that the inability to communicate clearly leads to task confusion, duplication of duties, and eventual decline in office effectiveness. The outcomes of this research validate these conclusions and emphasize the need for communication skills in organizational roles.
The third research question addressed the challenges secretaries face in applying effective communication skills. Key problems identified include distractions in the work environment (76%), lack of training opportunities (70%), and stress from multitasking (68%). Other challenges included difficulty in interpreting technical communication (62%) and limited access to modern communication tools (66%). These statistics reveal a gap between required communication competency and the support structures available for secretaries. Igbinoba (2015) observed that many secretaries struggle with communication challenges due to poor environmental conditions and absence of training. Adebayo (2018) also pointed out that institutions in Nigeria often under-invest in administrative training, resulting in outdated communication practices. The data aligns with these findings, suggesting that while secretaries understand the need for communication proficiency, systemic challenges hinder their ability to function optimally.
The fourth research question focused on strategies to improve communication skills and overall performance. According to the results, 88% of respondents recommended periodic training workshops, while 82% supported provision of modern communication gadgets. Similarly, 76% preferred mentorship and coaching, 70% suggested the introduction of feedback and performance reviews, and 80% agreed that encouraging open communication among staff could foster development. These figures underscore the value placed on training and organizational support for skill development. Oguntimehin (2017) argued that organizations that invest in training have more productive and confident employees. Eze (2020) also emphasized the need for mentorship as a sustainable method for developing professional communication. This study confirms their observations and highlights the importance of institutional responsibility in building communication capacity among secretaries.
In summary, the findings from this chapter illustrate that communication skills such as speaking, writing, listening, and clarity are central to the secretarial role. The data further shows that effective communication improves job performance and that the lack of training and modern tools limits effectiveness. Strategies such as training, mentoring, and better access to tools are seen as crucial solutions. These findings not only reflect the realities of secretarial work in Unilorin but also support existing scholarly work in the field of office administration.















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


5.2	Conclusion
The findings of this research have demonstrated beyond doubt that communication skills play a pivotal role in determining the effectiveness of secretarial performance in modern organizations. As the gatekeepers of administrative communication, secretaries at Unilorin rely heavily on their ability to convey, receive, and interpret information accurately. The core skills identified—such as verbal clarity, active listening, writing proficiency, and use of non-verbal cues—enable secretaries to carry out duties such as organizing meetings, managing information, and interacting with clients in a professional manner.
Moreover, the study confirmed that communication proficiency is linked to positive outcomes such as job efficiency, better teamwork, and improved service delivery. It also revealed that while secretaries are aware of these skills, their application is often constrained by systemic and environmental factors. Challenges like poor work environments, lack of access to communication tools, and insufficient training reduce their performance and job satisfaction. However, through targeted intervention strategies, such as regular capacity-building programs and provision of modern technology, these issues can be resolved.
In conclusion, communication skills are not just desirable but essential for secretarial roles in public service organizations. For institutions such as Unilorin to remain effective and responsive, continuous investment in communication training and infrastructure is critical.
5.3	Recommendations
In light of the findings and conclusions, the following recommendations are made to enhance communication effectiveness and secretarial performance:
1. Implement Continuous Training Programs: Regular workshops and seminars on verbal and written communication, public speaking, digital correspondence, and interpersonal communication should be organized for secretaries. This will keep them updated on current practices and enable them to handle diverse communication needs effectively.
2. Invest in Communication Technology: Provision of modern tools such as emails, internal messaging apps, video conferencing tools, and upgraded telecommunication devices should be prioritized. These will enable smoother and faster communication, especially in large organizations.
3. Introduce Mentorship and Peer Coaching: Senior secretaries or administrative professionals with proven communication excellence should mentor junior colleagues. This informal learning approach will provide secretaries with practical skills not always covered in formal training.
4. Foster a Conducive Work Environment: Managers and office administrators should reduce noise, interruptions, and distractions in the workplace. A calm and supportive environment will promote better focus and communication.
5. Encourage Feedback Systems: Institutions should encourage periodic appraisals and feedback from supervisors and colleagues. Constructive feedback will help secretaries identify areas of strength and areas requiring improvement.
6. Integrate Communication Skills into Appraisal Criteria: Communication proficiency should be considered during performance reviews to motivate secretaries to continually improve. Recognition and rewards for excellent communication can also be an incentive.
7. Promote an Open Communication Culture: The organizational leadership should encourage secretaries and other staff members to freely express ideas, concerns, and suggestions. Open communication builds trust and fosters innovation.
8. Government and Policy Support: Government institutions should enforce policy directives that emphasize the training and development of administrative staff in communication. Allocating resources specifically for professional development will raise service standards.
By addressing these areas, organizations like Unilorin can significantly improve secretarial performance, organizational efficiency, and public service delivery.
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APPENDIX 1
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear respondent,
I am a student in the department of office technology and management, Institute of Information and Communication Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on The effect of good communication skills on the performance of secretaries in an Organization.
The exercise is important in partial fulfillment of the requirements for the award of National Diploma in Office Technology and Management of the institution.
Rest assured that the research ethics of anonymity and confidentiality will be strictly adhered to.


Yours faithfully, 
Jimoh Olamilekan Azeez
ND/23/OTM/FT/0063
APPENDIX 1
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear Sir/ Madam
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on The effect of good communication skills on the performance of secretaries in an Organization. Kindly complete the questions below.
Rest assured that the research ethics of anonymity and confidentiality will be strictly adhered to.


Yours faithfully, 
Jimoh Olamilekan Azeez
ND/23/OTM/FT/0063
QUESTIONNAIRE
The effect of  good Communication Skills on Secretary Performance in an Organization
Research Question 1: What communication skills are required for effective performance by secretaries at Unilorin?
1. Effective verbal communication is essential for my performance as a secretary.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
2. Strong written communication skills are important in my role.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
3. The ability to listen carefully to others is important for my effectiveness as a secretary.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
4. I need good interpersonal communication skills to interact with colleagues and clients.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
5. Being able to communicate clearly via email and phone is crucial in my role.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
Research Question 2: How do communication skills influence the overall effectiveness of secretaries in these offices?
1. Effective communication helps me complete tasks more efficiently.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
2. Strong communication skills help me build better relationships with my colleagues.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
3. Good communication skills help me avoid misunderstandings and errors.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
4. The ability to communicate well enhances my decision-making skills in my role.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
5. Communication skills are essential for managing multiple tasks at once.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
Research Question 3: What challenges do secretaries encounter in applying effective communication skills in their daily duties?
1. I sometimes struggle with communicating technical information to others.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
2. I face challenges in managing communication with multiple stakeholders.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
3. Poor communication tools hinder my ability to perform my duties effectively.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
4. I find it difficult to manage time for proper communication in my daily tasks.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
5. Misunderstandings due to language barriers are a challenge in my communication.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
Research Question 4: What strategies can be implemented to improve communication skills and overall performance among secretaries in Unilorin?
1. I believe training sessions on communication skills would improve my performance.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
2. Better communication tools (e.g., faster internet, email systems) would enhance my effectiveness.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
3. Regular feedback on communication practices would help me improve.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
4. More opportunities to practice communication skills (e.g., public speaking) would benefit me.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
5. Encouraging open dialogue between staff and management would improve communication.
☐ 1 ☐ 2 ☐ 3 ☐ 4 ☐ 5
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