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Chapter One
Introduction

1.1 Background to the Study 
 Communication no doubt is a very vital tool in carrying out our day to day activites. Everyone needs communication with people around to share experience, hope and fears from childhood. We all learn how to conaunicate as children we are able to recognize and identify happiness and annoyance in our parents faces or words. And at school, we learn how to and interpret numbers and diagrams we also came to understand the salient language of communication expressed in faces, gestures and body movement that is the body Ianguage of nonverbal communication. This array of skills has helped us to be active members of the family, school and workgroup. It is when people have come to know others through work, play or study that they are prepared to open up to trust others with a share of themselves, their inner thoughtshare their inner thought reactions and feelings.
Communication is the process of sending and receiving messages through verbal or nonverbal means, including speech, or oral communication, writing and graphical representations (such as info graphic map,and chart), and signs, signals, and behavioure More simply, conununication is said tonbe "the creation and exchange of meanings". To break it down, in any communication there is a sender and a receiver, a message, and interpretations of meaning on both end. 'I'he receiver, gives feedback to the gender of the message, both during the message conveyance and alterwarde Feedback signals can be verbal or nonverbal, such as nodding in agreement or looking gestures. 
	There is also the context of the message, the environment it’s given ing the sender, he or she can obtain not only the message’s contents but also nonverbal communication that the sender is giving off, fro m confidence to nervousiness, professionalism to flippancy. It the receiver can hear the sender, he or she can also pick up clues from the sender’s. Tone of voice, such as emphasis and emotions.
	Communication can be viewed as a medium, means to performance ends, or as the end itself, thus communication is essential to effective team performance in any organization, is like blood flow in the human body. The most efficent secretaries are those that understand communication and use it in their organizational environment. For coordination between material and human element organization as an efficent network, good communication is essential because without it, organization operation will be static and lead to disappointment or fraustration. If secretary want to cause action, get things done or make things happen, there must be something to communicate and there must be someone or group of people to communicate them with. Recent studies and research have assured us in realizing that workers no longer see themselves as robots, they want to have input in decision making that affects their lives and that is done through their means of livelihood monetary reward is not enough, they will appreciate being given recognition.
	Therefore, in response to the above area, the purpose of this project is to exermine the Essence of Effective Communication Skills  In The Service Delivery Of Secretaries.. No business organization, be it public sector or private sector can function without secretaries. The secretary cannot do without communication as he/she is regarded as the life wire of every organization. In business organization communication helps both the employer and the employees to understand themselves.
	Communication provide means by which order are giving instruction and power is required, exercised are sustained. It is also medium by which   are established, extended and maintained. It also by people in an organization interact, exchange information, ideas, develop, plan and proposal and execute them.Hence, the purpose of this comunication skills essential incredient of service delivery of secretaries.
1.2 Statement Of the Problem.
	Lack of communication is a very critical problem that can affect the performance and service delivery of a secretaries. Effective comunication is not the only factor for increased productivity,  when neglected, it will spell out diverting consequences on both  productivity.
	Therefore, the researcher will endaviour to give a detaiced view on the role of effective communication in the perfomance productivity of a secretary. But then there are some probing questions about comunacations And the secretary need to discussin the study.
	Itwill be seen in trying to increase productivity through effective communication, barriers occur which reduces productivity.
	These barries are problems and they include: communication overload which bugs the entire system, lack of planning to coamunication fear, failure to comunication and distrust of the comunication or,mechanical inefficency which includes lack of facilitieslike It in view of this discussion that the study intends to investigate the factors that determine the role of effective communication as being essential ingredient of service delivery of secretaries.
1.3 Objectives of the Study.
The general Objective of the study is to determine the Essence of Effective Communication Skills  In The Service Delivery Of Secretaries.
The specific Objectives are to:
i. Examine the concept of communication of the 21st century.
ii. Identify level by which writing and vocal skills enhances the service delivery of secretaries.
iii. Determine the impact of good listening skills on service delivery of secretaries.
iv. Investigate the secretary’s approach to customers that will improve business rapport.
V. Identify the communication channel or media that promote secretary efficiency.
Vi. Know the likely consequences of poor communication skills of a secretary.
1.4 Research Questions.
The following Research questions will guide the study:
i. What is the concept of the 21st century communication?
ii. What is the level by which writing and vocal skills can enhance service delivery of secretaries?
iii. What are the impact of good listening skills on service delivery of secretaries?
iv. What communication approach can secretary utilize to improve business rapport?
V. How can secretary promote efficiency through the choice of media?
Vi. What are the likely consequences of poor communication skills of a secretary?
1.5 Significance Of the Study 
	The findings of this study will be relevant to both mangement, secretaries, customers , futher researchers and the organization at large. It will be a great benefit to the secretaries in such a way that they will be able to follow the laid down procedure and embrace new development and challenges through the help of effective communication.
	The research work will benefit the management of any organization as they are bound to allow harmonious work relationship at different stages that strengthens their efficency. Also, the relevant of this study to customers will be to open their eyes on how to relate and negotiate in business transactions and it serve as a reference material for futher researches in this area.
	The world organization will equally benefit from the findings as it will enhance their productivity and efficency, good working environment, motivation, qualitative human and material resources will also be increased.
1.6 Delimitation. 
	This study focus on the Essence of Effective Communication Skills  In The Service Delivery Of Secretaries in the selected case study. Therefore the study is design to get information from accesible cooperation from the selected case study.
1.7 Limitations.
The major issue that limited this study were retrieving information from respondents who in the regard are busy people in their various duties. Another constraints are inadequate time and financial difficulties. 
However, all possible best was made to ensure that these do not impact negatively on this research work.


Chapter Two
Review Of Related Literature
Introduction
This chapter deals with review of related literature, the review will be conducted under the following subheadings:
2.1 Concept of communication 
2.2 Process of communication 
2.3 Types of communication 
2.4 Importance of listening skills in communication 
2.5 Reasons for communication in Business 
2.6 Organizational communication 
2.7 Effectiveness and efficiency of communication 
2.8 Consequences of poor communication skills of a secretary
2.1 Concept of Communication 
Etymologically communication is derived from the Latin word “communicated” meaning to share and in French, it means “Coinmuins” which means common. Communication is the process by which people exchange information or express their feelings. Communication is also defined as the transferring of a thought or a message to another party so that it can be understand and related upon. Fisher (2001) also define communication as the process by which verbal and non-verbal symbols are exchanged between two or more person. Moreover, it is defined by Brennen (1990) as that whole process of interchanging messages which forms the interchanging dynamics of modern business enterprises.
Communication is the exchange of meaning between individuals through a common system or discriminatory response of organism to a stimulus. In the view of Agrix (2006) that additionally, Berlo (2000) explained communication taxes place when one mind so acts upon its environment that another mind is influenced and in what other mind an experience occurs which is like the experience in the first mind and is caused by that experience.
Communication also according to Akewusola and Saad (2009) is a way of reaching out with facts, concepts, thoughts and values, communication is equally a bridge deliberately constructed by people to create among themselves with a view to share their feeling and knowledge. Mc ferland (2011) defined communication “as the process of meaningful interaction among human beings” communication is indeed fundamental to all human existence. It maintain like, strengthens the feelings of togetherness and creates a common pool of idea. (Odeyen 2003).
The generation of communication start from the speaker which encodes the communication message in way the receiver will understand. He then passes the message to best of his ability and sends feedback to the sender. The feedback, the sender receiver will filter show the way we present the remaining part of the message Longman dictionary contemporary English defined communication as the thought and feeling. Communication is just not giving information, it involves giving understandable information and receiving and understanding the message involved to the point that the receiver is able to respond by appropriate action or in action. Communication is the exchange by which we share our family with others. The theory of communication according to Bullock (2002) purpose come contrpostulates. 
a) Firstly, communication means that communication is dynamic i.e. constantly changing and it continues. 
b) Secondly, communication is systematic means that the components of communication process are interdependent i.e. they interact and affect each other. An elimination of any of the basic component at the receiver and feedback will render communication less effective of not a total failure.
c) And again, its interaction and transactional this means that there is the exchange of message that occurs among the people involved in the communication process. It can be simultaneous between showing effect.
d) Lastly, communication can be intentionally or unintentional 
Odeyemi (2004) stated that communication has equally been said to be a process of transmitting thought, showing importing information, the giving or understanding information and the receiver and understanding of the messages, conveying of idea, attitudes and feelings as well as creating exchanging “of message within a network of independent relationship”
2.2 	Process of Communication 
The communication process is the mean or method through which communication reaches its target. It’s said that the medium is the message. Also it’s not possible for communication to be one-way traffic on the contrary, at least two individual must be involved, one to say something and the other to listen to what is being said. It’s recognized in communication that there should be:
i. A sender or source of a message: this is the person who initiates the communication. He is the one who possess information, needs anxiety, fear or desires and therefore wishes to communicate them into another person. 
ii. A Receiver: This is a person whose senses or perceive the message sent by the sender. Although the number of the receiver of a message may be more than one the sender must ensure that his message is grafted in such a way that understanding eased. The purpose of communication receiver’s six steps whether the sender and receiver talk, use the gestures or body language or even other means of communications.
iii. Initiate an Idea: The sender of a message usually possess information or idea which he want to communication by first conceiving the idea in his mind and how and when to do so. All other steps in the process would become somewhat useless expect this first step taken.
iv. Encodes: This take place when the senders translate the information to be transmitted into a series of symbol’s words chart so on
v. Send: After the message has been conceived and encoded, the next step is to send it. Sender choose certain channel to communicate and must be conscious of timelines of the message. 
vi. Receive: The transmission allows another person or group of people to receive a message. At this level, the man who initiated the idea transfers it’s to receivers who turn to receive the message.
vii. Use: The last step in the communication process is for receiver to use the communication the receiver may ignored it, perform the task assigned, store the information provided or do something else. 
2.3	Types of Communication 
There are different types of communication, some of them are:
Written Communication: written communication is that types of presentation where the generators of the message does not need to be physically present during the presentation of his ideas. All he does is to put down this through and ideas clearly and logically following the conventional and grammatical rules of language. It is left to the reader to decode the message the sender is typing to get across.
Written communication: is used in organization constantly because of the ease of reference. The only problem with written communication is that explanation for certain troublesome parts cannot be ant immediately, likewise immediate feedback is not possible: 
Merit 
a) Promote uniformity in pulling and procedure 
b) Promote analysis, evaluation and summary
c) Capable of relaying complex ideas. 
Demerit 
a) Can take time to produce
b) Create maintains of paper
c) Cause problems of interpretation
Oral Communication: Unlived in written communication, the sender of an oral message has to be physically present during delivery. This is the most pervasive type of communication in organization because of people are always deliberating about one thing or the other in an organization. Discussion, consultation, dialogues always take place in an organization at every point in time either formally or informally.
Oral communication between pears could be enjoyable but delivering on speech to a formal audience put a lot to pressure on the speaker. 
Merits 
a) Immediate feedback.
b) Easier to convince or persuade 
c) Allows for contribution and participation from all present.
d) Direct medium of communication 
Demerits 
a) It does not save time 
b) Dispute may arise spontaneously 
c) No written documents of what to said 
d) Quality of decision making may be inferior 
Intra – personal communication: this is the communication that take place within individual no second person involved, everything is done by the individual himself. Assessment of situation interpretation of movies out based on the person senses of perception and beliefs. A full conversation could be taking place within the individual fact, there is no second party involved.
Communication done this way is not considered ideal because of its highly subjective nature. The sense of perception of humans of human being is highly limited. The ideal communication environment is the one in which two parties are involved. This way there is exchanging of ideas and conclusion neatly received, also two or more people talking is perfectly normal spectacle but when an individual talks to himself a negative image is conjured up in people’s minds 
Merits 
1. It saves time 
2. It is a subjective kind of communication which does not allow for conditions for another party, Hence decisions are surely taken 
Interpersonal Communication; Interpersonal communication consists of two-way flow of message between individual, it involves actual speaking to the other person and attributing meaning to what is said .it gives room for each party to express itself and each of the parties seek understanding from the verbal and nonverbal cues used.
        Perception is a very important part of the inter-personal communication, each individual assesses the other based on perception and the manner of the message is passed. This kind of communication is very good as it permits interaction on a personal level which could lead to better understanding between the individual involved.
        The originator of the message and using the appropriate channels send it to the target ;The receiver ,The message is decode  and feedback is sent to the source who is turn modifies or intensifies the method of communication being used 
Merits 
1. It leads to better understanding between participants since decisions are jointly reached 
Demerits 
1. It wastes time, in the sense that deliberations are delayed until parties involved in communication are completed external communication 
External Communication; This is the type of communication that takes places between organization for example there would be a strong relationship between a biscuit making industry and a sugar processing one.
      This type of communication is considered as external through it is aim at improving the internal set up .Most organization also make use of effectiveness public relation offices to handle this part, Most Recently, Department that handle such things now use the appellation of corporate affairs department 
Demerit 
            A vertical type of communication which has upwards and downwards, internal communication may lead to rumor mongering 
Interpersonal Communication 
This type of communication can be seen as an exchange of minutes between people who are physically close to each other and communicate with multiple senses such as visual,verbal,gestures etc.
2.4 Importance of Listening Skills in Communication. 
It's a known fact to state that hearing and Listening does not mean the same thing.
Hearing is a perceived process where the sound waves vibrate around the ear drum and the brain registerd, we hear.
Listening is an active process which involves bothering the sender and the receiver. Where messages sent is registerd in the brain,processed by the interpretation and understanding of the message as intended by the sender.
To listen, we need to make a conscious effort not to just hear what people are saying but to take it in, digest it and understand. Not only does listening enhance your ability to understand better and make you a better communicator, it also makes the experience of speaking to you more enjoyable to other people.
Techniques to listening more effectively.:
i.  Focus your attention 
ii. Show that you are listening 
iii. Listening to understand ideas.
iv. Listening to retain information 
V. Listening effectively. 
The following are the Ten Commandments of Effective listening:
i. Stop talking
ii. Put the talker at ease 
iii. Show the talker that you are listening 
iv. Empathise with the talker
V. Remove distraction
Vi. Be patient 
Vii. Cool your temper
Viii.Go ease unnecessary 
ix.Ask clarifying questions
X.Stop talking
Listening skills play a crucial role in effective communication. Here are some reasons why listening skills are important:
i. Understanding: Active listening helps you understand the message being conveyed by the speaker. It involves paying attention to both verbal and non-verbal cues such as tone of voice, facial expressions, and body language. By fully understanding the speaker's message, you can respond appropriately and avoid misunderstandings.
ii. Building Relationships: Good listening skills contribute to the development of strong relationships. When you listen attentively to others, you demonstrate respect and show that you value their opinions and ideas. This fosters trust and openness, creating a positive environment for communication.
iii. Problem Solving: Listening is essential for effective problem solving. By actively listening to another person's perspective, you gain insights into their thoughts, concerns, and needs. This enables you to find common ground, explore solutions, and make informed decisions that address everyone's interests.
iv. Resolving Conflicts: Listening skills are crucial in conflict resolution. When conflicts arise, actively listening to all parties involved allows you to understand their viewpoints and emotions. This helps in finding commonalities, clarifying misunderstandings, and finding mutually beneficial resolutions
By developing good listening skills, you can significantly improve your communication effectiveness in various aspects of life.
2.5 Reasons for Communication 
According to Akewusola and Saad (2009) the need for Communication in the world of business are numerous but the Communication process is virtually the same worldwide. It involves people and understanding of how they relate to each other. In business transactions a lot of activities are bound to take place depending on the type of business. Therefore, it will be difficult to mention all the few ones listed below are common in many businesses. The essence of making of making contact with others is to create awareness make impact or request.
1. Awareness may be created of vacant position. This type of Communication will be to inform public.
2. The recipient will then make a request 
3. A customer may make order companies product.
4. Prices of company's products are passed to consumers or buyers.
5. Company's policies are passed as instructive Communication 
6. A superior office may forward punitive information on a junior employee. 
Customers may want to find out why good orders for were not delivered as specified.
2.6 Organizational Communication 
       According to Banishashemi, (2011) all aspects and points to effective organizational communication. It gain in conclusion that channels of communication is one of the most effective way in a relationship and qualified managers have to pass over stages of communication 
            Communication is a basic element an organizational structure and functioning, It is the key mechanism for achieving and co-ordination of the activities of specialized units at different levels in the organization. Organizational Communication and he horizontal, Upward And Downward 
             Horizontal (Lateral) Communication aims at linking related tasked work units and divisions in the organization. The importance of horizontal communication increase with task specialization and diversity in organizational structure .The need for lateral or horizontal communication was first stressed by Fayol ( 1949)when he suggested a “gang “ plank between similar hierarchical positions .
      Downward communication provides information from higher level or lower being superior to Subordinate Communication it follows the chain of command through the line of authority. Downward communication can be of four types (Kate and Kahn 1999) namely, 
i. Communication designed to provide job rational to produce understanding of the task and its relationship to other organizational tasks 
ii. Communication about organizational procedures and practices 
iii. Feedback to the subordinate about his or her performance 
iv. Communication to foster inculcation of organizational goals 
v. Upwards communication serves as a control system for the organization
2.7	Effectiveness and Efficiency of Communication 
          Communication can be said to be effective when the idea or message as it was initiated by the sender corresponds to Corel lent closely with the messages as it’s perceived and responded to by the receiver .As a matter of fact, Understanding is the resell of communication effectiveness. Thus, If there has been accurate reception of the intended messages understanding occurs .A sender may convey on unintentional message which can also be clearly understood .The more overlap there is between the meaning of the sender and the meaning of the reviver the more effective the communication transaction will be communication effectiveness is usually the result of a careful selection of the appropriate medium or a combination of the medium or a combination of the media available lasswell (1948) has stated that convenient way to describe communication is to answer these question who? Says what? Through which channel.  
        I’m organization accurate understanding is one of the most basic desire outcomes of communication. An organization cannot function efficiently where employees do not understand what is expected of them in their jobs at every confusion and no communication  
          Communication efficiency refers to the cost in terms as well as money involved in sending the messages some media of communication are cheaper or quicker to use than others ,For example, An intercom announcements and an email making their efficient .In business community, Sender of message need to weight available option and made compromises where needed .The need for this is self-evident effective communication can give an enterprise a competitive balance edge .Organizations in which communication system are effective and cost efficient are likely to be more successful than those in the high they are not.
2.8 Consequences Of Poor Communication Skills Of a Secretary 
Poor communication skills of a secretary can have significant consequences for the individual, the organization they work for, and the overall efficiency and effectiveness of the workplace. Here are some potential consequences:
i. Misunderstandings: Ineffective communication can lead to misunderstandings between the secretary and colleagues, superiors, or clients. This can result in errors, delays, and confusion in carrying out tasks, scheduling appointments, or relaying important information.
ii. Decreased productivity: Poor communication skills can hinder the secretary's ability to efficiently convey and receive information. This can lead to delays in decision-making, missed deadlines, and overall decreased productivity within the organization.
iii. Damaged professional image: The secretary is often the first point of contact for clients, suppliers, and visitors. Inadequate communication skills, such as a lack of clarity, professionalism, or friendliness, can negatively impact the organization's image and reputation. It may create the perception of unprofessionalism and incompetence.
iv. Strained relationships: Effective communication fosters positive relationships within the workplace. A secretary with poor communication skills may struggle to establish rapport with colleagues, superiors, and clients. This can lead to strained relationships, decreased teamwork, and a negative work environment.
v. Inaccurate information dissemination: A secretary's role often involves relaying important information to various stakeholders. Poor communication skills can result in distorted or incomplete information being passed along, leading to confusion, errors, and potential misalignment of objectives.
vi. Missed opportunities: Effective communication is essential for identifying and capitalizing on opportunities. A secretary lacking communication skills may struggle to effectively convey ideas, negotiate contracts, or recognize potential business prospects. This can lead to missed opportunities for the organization to grow and succeed.
vii. Increased stress and frustration: Inefficient communication can cause stress and frustration for the secretary and those they interact with. Poorly written emails, unclear instructions, or difficulty expressing ideas can create unnecessary tension and hinder collaboration.
It is crucial for secretaries to continuously develop their communication skills to avoid these consequences. Training programs, workshops, and self-study can help improve written and verbal communication, active listening, and interpersonal skills.


Chapter Three
Methodology
Introduction 
The purpose of this chapter is to enumerate the method used in collecting and analyzing data for the study. This chapter will be conducted under the following Sub - headings:
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 Method of Data Analysis. 
3.1 Instrument Used.
A questionnaire tagged "Essence of Effective Communication Skills  In The Service Delivery Of Secretaries", was designed by the researcher which was used as a tool for data gathering for the study. The items in the questionnaire are places in four points rating scale of "SA - Strongly Agree, A - Agree, SD - Strongly Disagree, D - Disagree.
3.2 Population of the Study 
The population of the study is made up of the staff of University of Ilorin Teaching Hospital llorin, Kwara state. The category captured by the researcher are secretaries of various departments and institutes of the institution.
3.3 Sample and Sampling Techniques. 
Random sampling is the techniques used because it is non - baised method and it gives all the respondents equal chances of been selected. A total of thirty (30) secretaries in the four institutes of the polytechnic were selected randomly. Their response were analyzed in chapter four of the project.
3.4 Distribution and Collection of Data 
The Questionnaires designed were distributed by hand personally by the researcher. Thirty (30) copies of Questionnaire were distributed to the secretaries of the four institutes of the university. The researcher went back the following day to retrieve all the Questionnaires.


3.5 Method of Data Analysis 
The researcher based the analysis on the data collected from the respondents. The presentation of data collected was done in tabular form and converted into percentage for easy reading, understanding, and to show the number of respondents who answered the Questionnaire in chapter four.



Chapter Four 
Data Analysis 
4.1	Introduction
Data collected were represented in tables and response in percentage for easy understanding of the readers. The option with the highest percentage is considered to be the answer of the respondents.
4.2 	Results 
Table 4.1: Effective Communication is needed to Enhance Optimal Productivity in an Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	20
	60

	Agree 
	8
	20

	Disagree 
	2
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.1 revealed that, 20(60%) of the respondents strongly agreed that Effective communication is needed to enhance optimal productivity in an organization, while, 8(20%) of respondents agreed with the statement and 2(20%) respondents disagreed with the notion. This showed that, effective communication is needed to enhance optimal productivity in an organization. 
Table 4.2: Effective Communication bring the way Forward to an Organization 
	Option 
	No of Responses
	Percentage (%)

	Strongly Agree 
	20
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.2, revealed that, 20(60%) of the respondents strongly agreed that Effective Communication bring the way forward an organization, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. It is safe to opine that, effective communication bring the way forward an organization.


Table 4.3: Effective Communication Makes an Organization Survive in the Turbulent Environment.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.3 revealed that, 15(60%) of the respondents strongly agreed that Effective communication makes an organization survive in the turbulent environment, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. This reviewed that,effective communication makes an organization survive in the turbulent environment.
Table 4.4: Effective Communication Creates Interpersonal Relationships Between Employers And Employees.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.4 revealed that, 15(60%) of the respondents strongly agreed that Effective communication creates interpersonal relationships between employers and employees, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. In view of this,  one can say that, effective communication creates interpersonal relationships between employers and employees.
Table 4.5: Effective Communication Bridge The Gap Of Misunderstands In An Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	20
	60

	Agree 
	8
	20

	Disagree 
	2
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.5 revealed that, 20(60%) of the respondents strongly agreed that Effective Communication Bridge the gap of misunderstands in an organization, while 8(20%) of respondents agreed with the statement and 2(20%) respondents disagreed with the notion. This showed that,effective communication bridge the gap of misunderstands in an organization. 


Table 4.6: Communication is an Essential Tool for Attainment of an Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	20
	60

	Agree 
	8
	20

	Disagree 
	2
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.6 revealed that, 20(60%) of the respondents strongly agreed that Communication is an essential tool for attainment of an organization, while 8(20%) of respondents agreed with the statement and 2(20%) respondents disagreed with the notion. One can conclude that,communication is an essential tool for attainment of an organization. 
Table 4.7: Effective Communication Helps Manager To Achieve Their Goals In An Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	20
	60

	Agree 
	8
	20

	Disagree 
	2
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.7 revealed that, 20(60%) of the respondents strongly agreed that Effective communication helps manager to achieve their goals in an organization, while 8(20%) of respondents agreed with the statement and 2(20%) respondents disagreed with the notion. This depicited that,effective communication helps manager to achieve their goals in an organization.
Table 4.8: Effective Communication is Needed for an Organization to Carry out their Task.
	Option 
	No of Responses 
	Percentage %

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.8 it could be seen that, 15(60%) of the respondents strongly agreed that Effective communication is needed for an organization to carry out their task, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. It is safe to conclude that,effective communication is needed for an organization to carry out their task.


Table 4.9: Communication is an Organization give room for the Betterment of an Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.9 it could be seen that, 15(60%) of the respondents strongly agreed that Communication is an organization give room for the betterment of an organization, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. One can say that, communication is an organization give room for the betterment of an organization.


Table 4.10: Communication Affects The Administration Structure Procedure.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.10 it could be seen that, 15(60%) of the respondents strongly agreed that Communication affects the administration structure procedure, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. It is clearly show that,communication affects the administration structure procedure.
Table 4.11: Communication techniques have enhanced the performance of an Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.11 it could be seen that, 15(60%) of the respondents strongly agreed that Communication techniques have enhanced the performance of an organization, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. It is safe to say that,communication techniques have enhanced the performance of an organization.
Table 4.12: Communication has Allowed Access to Whole Resource of Data and Information is an Organization.
	Option
	No of Responses
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.12 it could be seen that, 15(60%) of the respondents strongly agreed that Communication has allowed access to whole resource of data and information is an organization, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. One can say that,communication has allowed access to whole resource of data and information is an organization.




Table 4.13: There is a Role of Effective Communication Has Attained In An Organization Growth.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.13 it could be seen that, 15(60%) of the respondents strongly agreed that There is a role of effective communication has attained in an organization growth, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. It has appeared that, there is a role of effective communication has attained in an organization growth.



Table 4.14: Communication is a process of expressing ideas, feelings, and passing of information.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.14 it could be seen that, 15(60%) of the respondents strongly agreed that Communication is a process of expressing ideas, feelings, and passing of information, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. It has appeared that,communication is a process of expressing ideas, feelings, and passing of information.




Table 4.15: Effective Communication Has Served As The Lifeline And Living Of An Organization.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.15 it could be seen that, 15(60%) of the respondents strongly agreed that Effective communication has served as the lifeline and living of an organization, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. This showed that,effective communication has served as the lifeline and living of an organization.



Table 4.16: Effective Communication Skills Are Essential For Secretaries To Deliver Quality Service.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.16 it could be seen that, 15(60%) of the respondents strongly agreed that Effective communication skills are essential for secretaries to deliver quality service, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. This showed that,effective communication skills are essential for secretaries to deliver quality service.



Table 4.17: Good Listening Skills Are Important For Secretaries In Understanding And Responding To Client Needs.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.17 it could be seen that, 15(60%) of the respondents strongly agreed that Good listening skills are important for secretaries in understanding and responding to client needs, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. This has clearly showed that,good listening skills are important for secretaries in understanding and responding to client needs.

Table 4.18: Clear And Concise Written Communication Is Crucial For Secretaries To Convey Information Accurately.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	8
	10

	Strongly Disagree 
	2
	10

	Total 
	30
	100


Source: Field survey 2025
Table 4.18 it could be seen that, 15(60%) of the respondents strongly agreed that Clear and concise written communication is crucial for secretaries to convey information accurately, while 5(20%) of respondents agreed with the statement and 8(10%) respondents disagreed with the notion while 2(10%) of respondents Strongly Disagree with the notion. One can say that,clear and concise written communication is crucial for secretaries to convey information accurately.



Table 4.19: Non-Verbal Communication, Such As Body Language And Facial Expressions, Plays A Significant Role In Effective Communication For Secretaries.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.19 it could be seen that, 15(60%) of the respondents strongly agreed that Non-verbal communication, such as body language and facial expressions, plays a significant role in effective communication for secretaries, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. It is safe to opine that, non-verbal communication, such as body language and facial expressions, plays a significant role in effective communication for secretaries.
Table 4.20: Secretaries Should Possess Strong Interpersonal Skills To Build And Maintain Positive Relationships With Clients And Colleagues.
	Option 
	No of Responses 
	Percentage (%)

	Strongly Agree 
	15
	60

	Agree 
	5
	20

	Disagree 
	5
	20

	Strongly Disagree 
	00
	00

	Total 
	30
	100


Source: Field survey 2025
Table 4.20 it could be seen that, 15(60%) of the respondents strongly agreed that Secretaries should possess strong interpersonal skills to build and maintain positive relationships with clients and colleagues, plays a significant role in effective communication for secretaries, while 5(20%) of respondents agreed with the statement and 5(20%) respondents disagreed with the notion. This indicated that,secretaries should possess strong interpersonal skills to build and maintain positive relationships with clients and colleagues.

Chapter Five
Summary, Conclusion and  Recommendations
5.1 Summary
The chapter deals with findings and suggestions of research work based on the The Impact of Effective Communication on I employees Productivity in an Organization. The chapter covers summary, conclusion and recommendations.
The importance of effective communications to the survival of a commercial organization on the attainment of organization objectives in power Holdings company of Nigeria and First Bank plc, Ilorin. The following are the summary of major findings.Communication as contributed immensely to effective productivity in organization.
For any organization to perform its functions there should be clarity, correctness and completeness of information. Effective communication enhances the success of the organization.For effective communication to take place, information must pass through the right channels.Effective communication leads to mutual connectivity among the staff.


5.2 Conclusion
This research has concretely stated that effective communication has a great impact on effective and to the survival of the organization efficiency in an organization ;from the content of the topic we can sce the ways in which effective communication helps.
Commercial organization in dealings with customers, and visitors in an organization. It has been proof that effective communication apart loin being indispensablein runnina an organization can lead to organizational effectiveness.
It has been sufficiently proved in this project that, effective communication as a greater impact on the effectiveness and Jticiency in an organization.
It also provided man to man approach which offers a real opportunity for two ways discussion. It also has the advantage of hinging rapid and instant changes to meet the listener's mood and understanding. The ability to communicate effectively is one of the important qualities leading to supervisory success
5.3 Recommendations
In view of the research work carried out on "the Theimpact of Effective Communication on Employees Productivity in an (organization objectives, the following recommendations are made:
· The organization must possess good communication skills and systems in order to enhance the organization productivity. Through the effective communication a commercial organization can enhance their aims and objectives
· Effective communication in an organization allow the commercial organization to survive in a turbulent environment As an organization must make sure that communication or information pass through the right channel.
· Information must be rightly processed and stored for effective communication in the actualization of organizational goals.
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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. llorin. I am at present conducting research and writing a project on Essence of Effective Communication Skills  In The Service Delivery Of Secretaries.
The exercise is important in partial fulfilment of the requirements for the award of National Diploma in Office Technology and Management of the institution.
Rest assured that the researcher ethics of anonymity and confidentially will be strictly adhered to.
Yours faithfully,

Aluko Feranmi Iyanuoluwa
ND/23/OTM/FT/0103
APPENDIX II
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 “Essence of Effective Communication Skills  In The Service Delivery Of Secretaries. “kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.
Yours Faithfully,

Aluko Feranmi Iyanuoluwa
ND/23/OTM/FT/0103



Questionnaire
1.Effective communication is needed to enhance optimal productivity in an organization.
(a) Strongly agree ( )   (b) Agree ( )   (c) Strongly Disagree ( )   (d) Disagree
2. Effective communication bring the way forward of an organization.
(a) Strongly agree ( )   (b) Agree ( )   (c) Strongly Disagree (  )   (d) Disagree
3. Effective communication makes an organization survive in the turbulent environment.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
4. Effective communication creates interpersonal relationships between employers and employees.
(a) Strongly agree (  )   (b) Agree ( )   (c) Strongly Disagree (  )   (d) Disagree
5. Effective Communication Bridge the gap of misunderstands in an organization.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
6. Communication is an essential tool for attainment of an organization.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
7. Effective communication helps manager to achieve their goals in an organization.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
8. Effective communication is needed for an organization to carry out their task.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
9. Communication is an organization give room for the betterment of an organization.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
10. Communication affects the administration structure procedure.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
11. Communication techniques have enhanced the performance of an organization.
(a) Strongly agree (  )  (b) Agree (  )  (c) Strongly Disagree (  )  (d) Disagree (  )
12. Communication has allowed access to whole resource of data and information is an organization.
(a) Strongly agree (  )  (b) Agree (  )  (c) Strongly Disagree (  )  (d) Disagree (  )
13. There is a role of effective communication has attained in an organization growth.
(a) Strongly agree (  )   (b) Agree (  ) (c) Strongly Disagree (  )   (d) Disagree ( )
14. Communication is a process of expressing ideas, feelings, and passing of information.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly Disagree (  )   (d) Disagree
15. Effective communication has served as the lifeline and living of an organization.
(a) Strongly agree (  ) (b) Agree (  ) (c) Strongly Disagree (  ) (d) Disagree (   )
16. Effective communication skills are essential for secretaries to deliver quality service.
(a) Strongly agree (  )   (b) Agree (  )  (c) Strongly disagree (  )   (d) Disagree ( )
17. Good listening skills are important for secretaries in understanding and responding to client needs.
(a) Strongly agree (  )   (b) Agree (  )  (c) Strongly disagree (  )  (d) Disagree ( )
18. Clear and concise written communication is crucial for secretaries to convey information accurately.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly disagree (  )  (d) Disagree ( )
19. Non-verbal communication, such as body language and facial expressions, plays a significant role in effective communication for secretaries.
(a) Strongly agree (  )   (b) Agree (  )   (c) Strongly disagree (  )   (d) Disagree ()
20. Secretaries should possess strong interpersonal skills to build and maintain positive relationships with clients and colleagues.
[bookmark: _GoBack](a) Strongly agree (  )   (b) Agree (  )   (c) Strongly disagree (  )
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