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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study
Effective communication is the backbone of every successful organization. It facilitates the smooth exchange of information, fosters good working relationships, and ensures efficient execution of tasks. In the context of office administration, communication skills are especially vital for secretaries, who serve as intermediaries between management, staff, clients, and the public.
Secretaries are not only responsible for routine clerical duties but also play a pivotal role in managing organizational communication. Their ability to communicate clearly, both orally and in writing, directly impacts the flow of information and, consequently, the effectiveness of the organization. With the increasing complexity of modern business environments and the growing reliance on information technology, the role of secretaries has evolved from mere typists to strategic communication facilitators.
In today’s workplace, the secretary’s role encompasses tasks such as preparing reports, managing correspondences, scheduling meetings, and handling confidential information each of which demands a high level of communication competence. Secretaries often represent the image of the organization and are usually the first point of contact for clients and visitors. Therefore, how they communicate verbally and non-verbally can influence clients' perceptions and determine the quality of service delivery. 
Globalization and technological advancement have reshaped organizational communication practices, requiring secretaries to adapt to new tools such as email platforms, video conferencing, and instant messaging apps. The inability to effectively use these tools or convey messages appropriately can result in miscommunication, delays, and organizational inefficiencies. 
Communication plays a crucial role in the secretarial profession; many secretaries still struggle with developing and applying effective communication skills. Some organizations do not provide adequate training, and others undervalue communication competencies during recruitment and performance evaluation. As a result, many secretaries operate below their potential, thereby affecting overall organizational productivity.
This study, therefore, seeks to examine the importance of communication skills in improving the effectiveness of secretaries in an organization. It explores the specific skills required, the impact of these skills on secretarial duties, the challenges encountered in communication, and strategies that can be employed to enhance communication performance.
1.2	Statement of the Problem
Many organizations face challenges in achieving optimal efficiency due to poor communication practices. Secretaries, who are key players in organizational communication, often lack the necessary skills to perform their duties effectively. Inadequate communication skills may result in misinterpretation of information, delays in task execution, poor customer relations, and low organizational performance. This study seeks to examine the extent to which communication skills contribute to the effectiveness of secretaries in an organization and how these skills can be enhanced for improved performance.
1.3	Objectives of the Study
The main objective of this study is to examine the Communication Skills Essential Ingredient for the Effectiveness of Secretaries in an Organization. The specific objectives are to:
i. Identify the key communication skills required by secretaries for effective job performance.
ii. Assess the impact of communication skills on the productivity and efficiency of secretaries.
iii. Determine the challenges secretaries face in developing effective communication skills.
iv. Recommend strategies for improving communication skills among secretaries.
1.4	Research Questions
1. What are the essential communication skills required by secretaries in an organization?
2. How do communication skills influence the effectiveness of secretaries?
3. What challenges do secretaries encounter in developing and applying communication skills?
4. What strategies can be employed to improve the communication skills of secretaries?
1.4	Significance of the Study
This study is significant in several ways:
· Organization
It will help organizations understand the importance of communication skills in secretarial effectiveness and overall organizational performance.
· Secretaries
It will serve as a guide for secretaries and aspiring administrative professionals on the key communication competencies they need to develop.
· Educators
It will provide useful insights to educators and trainers in designing communication-based training programs for secretarial staff.
· Researchers
It will contribute to existing literature and serve as a reference for future research on communication in administrative settings.



1.5 	Delimitation
This study is delimited to examine the Communication Skills Essential Ingredient for the Effectiveness of Secretaries in an Organization. No attempt would be made to go beyond this focus.
1.6 	Limitations of the Study
Gathering of all needed data in most studies is usually met with a number of limitations and constraints. As a matter of fact, financial barrier is a big constraint during the exercise. Also, getting accurate information when the questionnaire will be distributed to people will be a limitation to the study.  
However, despite all this constraint the researcher ensure that the effective completion and quality of the work is not affected.










CHAPTER TWO
LITERATURE REVIEW
This chapter is a literature review; it will be conducted under the following sub-headings:
2.1	Concept of Communication
		Etymologically, communication is derived from the Latin word "communicare" meaning to share and in French; it means 'commuins" which means common. Communication is the process by which people exchange information or express their thoughts and feelings. Communication is also defined as the transferring of a thought or a message to another party so that it can be understood and related upon" Fisher (2001) also defines communication as the process by which verbal and non verbal symbols are exchanged between two or more person. More over, it is defined by Brennen (1990) as that whole process of interchanging messages which forms the underlying dynamics of modern business enterprises.
	Communication is the exchange of meanings between individuals through a common system or symbols, thus, communication Js the discriminatory response of an organism to a stimulus. In the view of Agrix (2006) that Additionally, Berlo (2000) explained Communication takes 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 feelings 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 life, strengthens the feelings of togetherness and create a common pool of ideas” (Odeyeun 2003).
	The generation of communication start from the speaker which encodes the communication message in a way the receiver will understand. He then passes the message to best of his ability and sends feed back to the sender. The feedback, the sender receives will further show the way we present the remaining part of the message Longman dictionary contemporary English defined communication as the thought and feelings.
	Udall et al (1979) defined communication as a “process by which one person (or group) shares and imparts information to another person (or person) so that both people (and group) clearly understand one another”.
	Communication provides a means through which we can share our feelings and emotions with other people.  Information can also be passed from one person to another by means of communication.
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 reality with others. The theory of communication according to Bullock (2002) purposes some centre postulates.
(a)	Firstly, communication is means that communication is dynamic i.e. constantly changing and it is continues.
(b)	Secondly, communication is systematic, this means that the component of the communication process are interdependent i.e. they interact and affect each other. An elimination of any of the basic component at the superficial level i.e. sources; message, channels, receiver and feedback will render communication less effective of not a total failure.
(c)	And again, it is interaction and transactional this means that there is the exchanging of message that occurs among the people involved in the communication process. It can be simultaneous between showing effect.
(d)	Lastly, communication can be intentional or unintentional. These are possible situation for instance, an unintentional message to an unintentional receiver (e.g. non verbal communications from junction to superior), then communication is said to be verbal.


2.2		Types of Communication
		Communication can be divided into two broad categories, the vernal and the non-verbal communication.
		Bamgboye (1999) described verbal communication as communication through the use of words.  It may take an oral form, in which human speech organs are used to produce sounds or a written from in which human muscles are used to produce symbols.
		It can be deduced from the above quotation that verbal communication is made up of oral and written communication.
Oral Communication
		Oral communication can be defined as a process in which a speaker interacts verbally with an audience to ‘influence the listeners’ behavior.  It can also be defined as a direct conversation between two or more persons.
Written Communication
		Aiyedun (1999) defined written communication as “the translation of oral message into alphabetic symbols.”  These symbols are then organized together to convey ideas, message or information between those who participate in the communication encounter.
		Written communication is used many ways.  It could take the form of letter, queries, memos, report bulletins, etcetera.

Non-Verbal Communication
		Non-verbal communication usually reinforces verbal communication.  It helps to emphasize the point being made.   Koontz et al (1984) posited.
		One communicates is many different ways, what is said can be reinforced (or contradicted) by non-verbal communication such as gesture facial expressions and body language, disappointed looks and pointing the figures in accusation, show of confidence, Non-verbal communication.
		Non-verbal communication comprises body movement, the space or distance put between people and the manner in which we speak.  It can be discussed under the three following heading: 
(1) Body language
(2) Para language
(3) Distance
2.3		Importance of Communication Skills to Secretaries
Effective communication skills are crucial for secretaries to perform their duties efficiently and professionally. Secretaries act as a vital link between management, employees, and clients, requiring strong verbal and written communication abilities. These skills ensure smooth information flow, build positive relationships, and contribute to a productive work environment. Importance of communication skills for secretaries as follows:

1. Maintaining Smooth Information Flow:
Verbal Communication: Secretaries use verbal communication to relay instructions, take messages, and handle inquiries from various stakeholders. Clear and concise communication ensures that information is understood correctly and avoids misunderstandings. 
Written Communication: Secretaries draft professional correspondence, emails, reports, and other documents. Strong writing skills ensure that messages are clear, accurate, and professional, reflecting well on the organization. 
Active Listening: Secretaries must actively listen to understand the needs and concerns of others, enabling them to respond appropriately and provide effective assistance. 
2. Building Positive Relationships:
Interpersonal Skills: Secretaries often interact with people at all levels of the organization and with external clients. Strong interpersonal skills, including empathy and the ability to build rapport, are crucial for maintaining positive relationships and fostering a collaborative work environment. 
Conflict Resolution: Secretaries can help resolve workplace conflicts by mediating conversations, ensuring that all parties feel heard, and finding mutually agreeable solutions. 
Professionalism: Good communication skills help secretaries maintain a professional image, representing the organization effectively and building trust with stakeholders. 
3. Contributing to a Productive Work Environment:
Clarity and Conciseness: Secretaries can help ensure that information is communicated clearly and concisely, reducing the risk of misunderstandings and improving efficiency. 
Teamwork: Effective communication facilitates teamwork by ensuring that everyone understands their roles and responsibilities, contributing to a more cohesive and productive team. 
Improved Productivity: By ensuring that information is communicated effectively and efficiently, secretaries can help improve productivity and reduce errors. 
Positive Work Culture: Strong communication skills contribute to a positive and supportive work environment, where employees feel valued and respected. 
4. Enhancing Career Growth:
Emotional Intelligence: Strong communication skills are built on emotional intelligence, which allows secretaries to understand their own feelings and the feelings of others. 
Leadership Potential: Effective communication is a key leadership skill, and secretaries who develop strong communication skills can be better positioned for leadership roles in the future. 
Networking: Strong communication skills are essential for building and maintaining professional networks, which can lead to career advancement and new opportunities. 
2.4	The Role of Secretaries in an Organization
Secretaries play a crucial role in organizations, acting as administrative support for various functions, from managing schedules and meetings to handling correspondence and records. Their duties can range from basic clerical tasks like typing and filing to more complex responsibilities like ensuring compliance with legal requirements and managing confidential information. The specific duties of a secretary can vary depending on the organization's size, structure, and the needs of the specific team or department they support. 
Meeting Management: 
Secretaries are often responsible for organizing meetings, including scheduling, sending out agendas and minutes, and taking notes. 
Communication: 
They handle correspondence, both internal and external, ensuring timely and accurate communication. 

Record Keeping: 
Secretaries are responsible for maintaining accurate records of the organization's documents, correspondence, and financial transactions. 
Administrative Support:
This includes tasks like answering phone calls, managing email, and coordinating travel arrangements. 
Customer Service:
In some cases, secretaries may interact directly with customers or clients, providing information and resolving inquiries. 
Compliance: 
They may also be responsible for ensuring that the organization is in compliance with relevant legal and regulatory requirements. 
2.5	Barriers to Effective Communication
		Organization cannot avoid creating or erecting some barriers to effective communication, simply because they have formal structures. The fact that business organizations are structured on strict pecking order or hierarchy creates organizational and perhaps physical distance between people. Additionally, the reliance upon clear lines of authority requires that communication be mere formal and follow established channels.
		Consequently, messages must pass through many levels or layers before reaching their ultimate destinations human nature equally hinders effective communication. Instead of listening in a rational, reasonably objective manner to what is being said, people tend to become emotionally involved. Personal judgments are imposing in place of fact; people inject their own value into that they hear or read and frequently, can lose objectivity in the decoding process of communication.
		There many instances of poor communication inspite of every one confidence in their ability to communicate well. Since the communication is a dynamic and collaborative process, somewhat like playing on a seesaw, both the sender and the receiver or messages invariably contribute to any break-down or slow-down in it. We can think of communication as a journey where no one can afford the luxury of zipping through the communication highway.
		According to Akewusola and Saad (2009)   
1. Perception Differences
	By far this is the most common of the roadblocks of communication. Our live are full of divergence. Each of us build up a certain perspective on the world, a way of working at it. This determines what we see and what we don’t what is important and what is not, what is valuable and what is not, what is right and what is wrong.
2. Differences in knowledge level 
	Knowledge is constantly growing, virtually limitless, amorphous phenomenon. Each of us acquires a little multi-layered, multi-faced slice of it, some large than average slice and some smaller than average. Average cannot be said to be a helpful expression because knowledge varies a great deal between individuals. One’s knowledge is what help one make sense of the world around. Such knowledge is built on one’s personal experiences, belief, study and testimony of people are accepted or respect as knowledgeable. This create are amazing variety of knowledge system, each with its own ardent followers. The inevitable differences between them can be a major problem to effective communication.
3. Lack of common Language
	If you speak to me in Chinese, most of what you try to communicate will not reach me, especially if there are few reliable non-verbal symbols, accompanying your speech. Such difficulties can also occur between dialects of the same language. People who speak the same language may experience difficulty when face with different varieties associated with different knowledge systems. There is, for example, the language of law, the language of computer software, the language of commerce, and so on. Common words acquire new and specific meanings when they form part of a register or language peculiar to a trade, profession or science.
	Even when we genuine want to communicate with people who don’t belong to our group, we are prone to using words that may not make sense to them. Examples include not only technical terms but also acronyms, euphemisms, and private short forms. The receiver may not be able to ask for clarification. Worse still, they may assume they know what those words mean and reconstruct vary different message base on them.


4. Personal Barrier
	These are barrier which arise from form emotional reactions of anger, love, defensiveness, hate jealousy, fear, embarrassment, value and poor listening habit. These are very common in most formal organization and they influence how we understand other people message and we influence them with our own messages. They often involved a psychological distance between people that is similar to actual physical distance. People’s emotions at as filter in nearly all communication, we only sees and bear what we are emotionally ‘tuned’ to se and hear, so communication cannot be separated from our personality.
5. Noise     
	Noise is a term used to refer to any kind of dissertation or disruption of the communication process. A distinction is made between physical noise and psychological noise, which occur inside the mind. In addition to physical factors such as the squeak of printer, interruption by people or a study atmosphere, more subtle type of noise can affect communication. A typography error, misspelling, bad pronunciation or ambiguous sentences are example of writer-or-speaker caused noise message receiver can also create noise because of bed reading habits, poor hearing, impatience, weak vocabulary or failure to pay attention to the message.


2.6	Strategies to Improve Secretarial Communication Skills
Based on various studies and expert opinions, the following strategies are effective in enhancing communication skills among secretaries:
Active Listening: Pay close attention to what others are saying, both verbally and nonverbally. Ask clarifying questions and show empathy. 
Non-Verbal Communication: Be aware of body language and how it can impact communication. Maintain eye contact, smile when appropriate, and use gestures to enhance verbal communication. 
Written Communication: Practice clear and concise writing. Use professional language, and proofread carefully before sending emails or documents. 
Verbal Communication: Speak clearly and confidently. Adapt communication style to the audience and situation. Practice active listening and ask clarifying questions. 
Adaptability: Be able to adjust communication style based on different individuals or situations. Consider cultural differences and personal preferences. 
Feedback: Seek feedback from colleagues and superiors on your communication skills. Use this feedback to identify areas for improvement.
Modern Office Automation Tools: Utilize technology effectively to enhance communication. Learn how to use email, messaging platforms, and other tools appropriately. 
Professional Development: Attend workshops and courses on communication skills to further enhance expertise. 

CHAPTER THREE
METHODOLOGY
		The chapter deals with the method and procedures for data collection that was used in carrying out the study. 
3.1	Instrument Used								
3.2	Population for the Study							
3.3	Sample and Sampling Technique						
3.4	Distribution and Collection of Data						
3.5		  Method of Data Analysis	
3.1		Instrument Used
		Questionnaires are used as instrument for the collection of data. The data collection was as a result of researcher’s findings through some textbooks, magazines and journals that deal with secretarial studies.The items in the questionnaire are placed in four point rating scale of “SA – Strongly Agree 4, A = Agree 3, D = Disagree 2, and SD = Strongly Disagree 1” respectively. 
3.2		Population of the Study 
		The population of this study consists of secretaries in Micheal Imodu National Institute for Labour Studies, Ilorin.The number are of secretaries in Micheal Imodu National Institute for Labour Studies, Ilorin was 60 in number.
3.3		Sample and Sampling Techniques 
		The researcher used all the total population as sample size. The total number of population is sizeable to manage for the study.
3.4		Distribution and Collection of Data
		The researcher with the assistance of some associates distributed the questionnaire to the secretaries used as respondents. 
		The researcher administered the sixty (60) questionnaires at Micheal Imodu National Institute for Labour Studies, Ilorin; the researcher returned to collect them back after one week.
3.5		Method of Data Analysis
		All the data collected from the respondents were interpreted and analyzed in tabular for. The data were manually analyzes with the aid of a calculator.
	For case understanding of the study, figures were converted to percentage which portrays results to readers at a glance.  The conclusions drawn were based on the data collected through questionnaires.









CHAPTER FOUR
DATA ANALYSIS
4.1		Introduction 
		This chapter dealt with data analysis. The chapter will be conducted and presented as follows.
4.2		Results
		Table 4.1:	Effective Communication is needed to enhance optimal 
				productivity in an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	40
	67

	Agree
	15
	25

	Disagree
	05
	8

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher's Fieldwork, 2025
		Table 4.1, revealed that 40 (67%) of the respondents strongly agreed that Effective Communication is needed to enhance optimal productivity in an organization, while 15 (25%) respondent agreed with statement and 5 (8%) respondent 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 of an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	35
	58

	Agree
	15
	25

	Disagree
	06
	10

	Strongly  Disagree
	04
	7

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		From table 4.2, it could be seen that 35 (58%) of the respondents strongly agreed, while 15 (25%) respondent agreed, 6 (10%) of the respondent disagreed and 4 (7%) respondent strongly disagreed that Effective Communication bring the way forward of an organization.
 		This showed that Effective Communication bring the way forward of an organization.






Table 4.3:	Secretaries need good oral communication skills to perform effectively
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	45
	75

	Agree
	10
	17

	Disagree
	03
	5

	Strongly  Disagree
	02
	3

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.3 revealed that 45 (75%) of the respondents strongly agreed, 10 (17%) agreed that Effective Communication make an organization survive in the turbulent environment, while 3 (5%) of the respondent disagreed and 2 (3%) of the respondent strongly disagreed with the statement.
		This showed that Effective Communication make an organization survive in the turbulent environment.  





	Table 4.4:	Effective Communication create interpersonal relationship between employers and employees.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	50
	83

	Agree
	10
	7

	Disagree
	00
	0.00

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.4 shows that 50 (83%) of the respondents strongly agreed Effective Communication create interpersonal relationship between employers and employees and 10 (7%) respondent agreed while none of the respondent disagreed or strongly disagreed with the notion.
		This shows that Effective Communication create interpersonal relationship between employers and employees. 






Table 4.5:	Secretaries with good communication skills perform tasks more efficiently.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	42
	70

	Agree
	12
	20

	Disagree
	04
	7

	Strongly  Disagree
	03
	3

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.5 showed that 42 (70%) of the respondents strongly agreed that Effective communication bridge the gap of misunderstands in an organization, while 12 (20%) respondent agreed, 4 (7%) respondent disagreed and 3 (3%) respondent strongly disagreed with the statement. 
		It is clear from the responses above that Effective Communication Bridge the gap of misunderstands in an organization.





	Table 4.6:	Communication is an essential tool for the attainment of an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	34
	57

	Agree
	15
	25

	Disagree
	07
	11

	Strongly  Disagree
	04
	7

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		In table 4.6, the respondents were asked whether Communication is an essential tool for the attainment of an organization, 34 (57%) of the respondents strongly agreed, 15 (25%) respondent agreed while 7 (11%) respondent disagreed and 4 (7%) of the respondent strongly disagreed. 
		This means that Communication is an essential tool for the attainment of an organization.





	Table 4.7:	Effective Communication helps manager to achieve their goals in an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	48
	80

	Agree
	08
	13

	Disagree
	04
	7

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		In table 4.7 revealed that 48 (80%) of the respondents strongly agreed, 8 (13%) respondents agreed while 4 (7%) disagree that Effective Communication helps manager to achieve their goals in an organization. 
		This showed 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.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	35
	58

	Agree
	25
	42

	Disagree
	00
	0.00

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		From table 4.8, it could be seen that 35 (58) of the respondents strongly agreed that Effective Communication is needed for an organization to carry out their task. 25 (42%) respondent agreed while none of the respondent disagreed and strongly disagreed with the notion.







	Table 4.9:	Communication in an organization gives room for the betterment of an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	39
	65

	Agree
	11
	18

	Disagree
	06
	10

	Strongly  Disagree
	03
	7

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		From table 4.9, it could be seen that 39 (65%) respondents strongly agreed, 11 (18%) of the respondents agreed while 6 (10%) respondent disagreed and 3 (7%) strongly disagreed. It is then clear that Communication in an organization give room for the betterment of an organization.
		This implied that Communication in an organization give room for the betterment of an organization






	Table 4.10:	Communication affects the administration structure procedure.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	30
	50

	Agree
	21
	35

	Disagree
	06
	10

	Strongly  Disagree
	03
	5

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.10 showed that 30 (50%) of the respondents strongly agreed, 21 (35%) agreed Communication affects the administration structure procedure, while 6 (10%) respondents disagreed and 3 (5%) of the respondent strongly disagreed. 
		This showed that Communication affects the administration structure procedure






Table 4.11:	Interpersonal skills are crucial for secretaries to maintain workplace relationships.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	37
	62

	Agree
	17
	28

	Disagree
	06
	10

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.11 showed that 37 (61.7%) of the respondents strongly agreed, 17 (28.3%) respondent agreed that Communication techniques has enhance service delivery of employee in an organization while 6 (10%) respondent disagreed. 
		This means that Communication techniques have enhances service delivery of employee in an organization.






	Table 4.12:	Communication has allowed access to whole resource of data and information in an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	41
	69

	Agree
	12
	20

	Disagree
	05
	8

	Strongly  Disagree
	02
	3

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		In table 4.12, showed that 41 (68%) respondent strongly agreed and 12 (20%) respondent agreed respectively that Communication has allow access to whole resource of data and information in an organization, while 5 (8%) disagree and 2 (3%) strongly disagreed with the statement.
		This showed that Communication has allow access to whole resource of data and information in an organization






Table 4.13:	Technological changes pose a challenge to communication among secretaries.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	40
	66

	Agree
	15
	25

	Disagree
	05
	8

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.13 showed that 40 (67%) strongly agreed and 15 (25%) respondent agreed to the statement that there is role the effective communication has attained in an organization growth while 5 (8%) of the respondent disagreed with the notion.
		This implied that there is role the effective communication has attained in an organization growth.






	
Table 4.14:	Communication skills improve a secretary’s confidence and job performance.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	38
	63

	Agree
	16
	27

	Disagree
	06
	10

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.14 revealed that 38 (63%) strongly agreed and 16 (27%) agreed that Communication is as a process of expressing idea, feeling and passing of information, only 6 (10%) disagreed with the statement.
		This showed that Communication is as a process of expressing idea, feeling and passing of information.






	Table 4.15:	Effective Communication has served as the lifeline and living of an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	40
	67

	Agree
	12
	20

	Disagree
	05
	8

	Strongly  Disagree
	03
	5

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		From table 4.15, it could be seen that 40 (67%) of the respondents strongly agreed, 12 (20%) of the respondent agreed, while 5 (8%) of the respondent disagreed and 3 (5%) of the respondent strongly disagree with the statement Effective Communication has serve as the lifeline and living of an organization.	
		From the table above this showed that Effective Communication has serve as the lifeline and living of an organization.      






	Table 4.16:	Effective Communication has great impact for the achievement of an organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	32
	54

	Agree
	17
	28

	Disagree
	11
	18

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.16 showed that 32 (54%) of the respondents strongly agreed and 17 (28%) agreed that Effective Communication has great impact for the achievement of an organization, only 11 (18%) respondent disagreed. 
		This means that Effective Communication has great impact for the achievement of an organization.






	Table 4.17:	Through the effective communication employees can easily make organization to control their resource effective and efficiency.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	45
	75

	Agree
	13
	22

	Disagree
	02
	3

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		In table 4.17 revealed that 45 (75%) of the respondents strongly agreed and 13 (22%) respondent agreed respectively that through effective communication employee can easily make organization to control their resource effective and efficiency, while 2 (3%) respondent disagree with the statement.
		This revealed that effective communication employee can easily make organization to control their resource effective and efficiency.





Table 4.18:	Regular training and workshops can improve secretaries’ communication skills.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	42
	70

	Agree
	14
	23

	Disagree
	04
	7

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.18 showed that 43 (70%) of the respondents strongly agreed and 14 (23%) respondent agreed to the statement that to communicate effectively you must treat others has individuals while 4 (7%) of the respondent disagreed with the notion. 
	This revealed that to communicate effectively you must treat others has individuals.






Table 4.19:	Secretaries’ communication skills directly affect the image of the organization.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	50
	83

	Agree
	07
	12

	Disagree
	03
	5

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		Table 4.19 showed that 50 (83%) of the respondents strongly agreed and 7 (12%) respondent agreed that accepting differences is a sign of effective communication, while 3 (5%) of the respondents disagreed with the statement that accepting differences is a sign of effective communication.
		From the table above this showed that accepting differences is a sign of effective communication.





Table 4.20:	Effective communication helps secretaries build trust with clients and colleagues.
	Options
	No. of Responses
	Percentage (%)

	Strongly Agree
	40
	67

	Agree
	20
	33

	Disagree
	00
	0.00

	Strongly  Disagree
	00
	0.00

	Total
	60
	100


Source: Researcher’s Fieldwork, 2025
		From table 4.20, it could be seen that 40 (67%) of the respondents strongly agreed, 20 (33%) of the respondent agreed, while none of the respondent disagreed or strongly disagreed that Effective Communication create more relationship between customers and supplier.	
		From the table above this showed Effective Communication create more relationship between customers and supplier.






CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
This study explored the importance of communication skills in enhancing the effectiveness of secretaries in an organization. It focused on identifying the key communication skills required, assessing their impact on performance, examining challenges faced by secretaries, and proposing strategies for improvement.
The findings revealed that communication skills—especially oral and written communication, listening, interpersonal interaction, and non-verbal cues—are essential for secretaries to perform efficiently. Secretaries with strong communication abilities contribute significantly to organizational productivity, coordination, and professionalism.
The study also uncovered several challenges, including inadequate training, limited access to communication tools, and heavy workloads that hinder effective communication. However, it was observed that regular training, mentorship, and the use of modern communication technologies could greatly enhance the communication competence of secretaries.
5.2	Conclusion
From the findings of this research, it can be concluded that communication skills are indeed an essential ingredient for the effectiveness of secretaries in any organization. Secretaries serve as vital links in organizational communication, and their ability to communicate effectively influences not only their individual performance but also the efficiency and reputation of the entire organization.
The study confirms that oral and written communication, listening, interpersonal relations, and clarity in messaging are indispensable in secretarial functions. Consequently, organizations that invest in the communication development of their secretaries are more likely to experience increased administrative effectiveness and productivity.
5.3	Recommendations
Based on the findings and conclusion of this study, the following recommendations are made:
1. Training and Development: Organizations should organize regular training programs, seminars, and workshops focused on enhancing communication skills for secretaries.
2. Curriculum Improvement: Institutions offering Office Technology and Management (OTM) should incorporate modern communication trends and practical communication modules into their curriculum.
3. Technology Adoption: Secretaries should be encouraged and supported in adopting modern communication tools such as email platforms, virtual conferencing, and collaboration apps to stay effective in a digital workplace.
4. Mentorship Programs: Experienced secretaries with strong communication skills should mentor junior staff to help them develop competence in real-life situations.
5. Work Environment: Employers should foster an open and supportive communication environment, reducing work-related stress and improving information flow within departments.















REFERENCES
Ademola, O, (2009) suggests a number of attitude that enhance effective communication in any goals oriented organization 
Akewusola, L. and Saad A.O (2009) Effective Business Communication Olad 
	Publisher. Ilorin, Kwara State 
Agrix, R.O. and Berlo, S.H. (2006) Communication for Productivity. New York Harper and Row Publisher.
Berlo, F.J. (2000). The Process of Communication. New York: Holt, Rinehart and 
	Winston.
Boaeng. I.K and Boateng, R.A. (1984): A’ Level Business Management (Model Question and Answer).  Onibonoje Press and Book Industry, Ibadan.
Bremen, L.L. (1990) Communication. New Jersey: Englewood Cliffs, Prentice-Hall.
Bullock, L. (2002) A Transactional Model of Communication. In K.K. Sereno & C.D. Mortensen (Eds.) Foundation Communication Theory (pp. 98 – 101). New York: Harper & Bow.
Edward, F.H (2000). People and Communication. London, Pitman Publishing.
Fisher, R. (2001). Communication in Business. London. Longman Group Limited.
Ford, .A. (2002). Essentials of Business Communication. Boston: PWS-Kent 
	Publishing Company
Koontz, H. and O’ Donnell, C. (1984): Management McGraw Hill International Book Company, New York.
Mc Ferland (2011). Human Communication. New York, McGraw Hill Higher 
	Education.
Odeyemi, R.O. (2004). Practical Communication. Great Britain: Pitman Press. 
Odeyeun, D.F (2003). Perspectives on Organizational Communication. Dubuque, Lowa, WMC. Brown.
Undall, R. and Udall S. (1979): People & communication Educational Publishing. Amersham, Bucks.
Aiyedun. E.B. (1998): Lecture Note on Business Communication of HND II Secretarial Studies.
Bamgboye, A.O (1999): Lecture note on English Communication for HND II, Kwara State Polytechnic, Ilorin.


APPENDIX I
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 “COMMUNICATION SKILLS ESSENTIAL INGREDIENT FOR THE EFFECTIVENESS 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 researcher ethics of anonymity and confidentially will be strictly adhered to.
Yours faithfully

AMOSA REBECCA OLUWAYEMISI
ND/23/OTM/FT/0045






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 “COMMUNICATION SKILLS ESSENTIAL INGREDIENT FOR THE EFFECTIVENESS OF SECRETARIES IN AN ORGANIZATION”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully

AMOSA REBECCA OLUWAYEMISI
ND/23/OTM/FT/0045





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 make an organization survive in the turbulent environment.  
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
4. Effective Communication creates interpersonal relationship between employers and secretary.  
		(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 the 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 in 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 service delivery secretary in an organization.
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
12. Communication has allowed access to whole resource of data and information in an organization. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
13. There is role the effective communication has attained in an organization growth. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
14. Communication is as a process of expressing idea, feeling and passing of information. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
15. Effective Communication has serve as the lifeline and living of an organization. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
16. Effective Communication has great impact for the achievement of an organization. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
17. Through the effective communication employees can easily make organization to control their resource effective and efficiency. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
18. Regular training and workshops can improve secretaries’ communication skills. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
19. Accepting differences is a sign of effective communication. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
20. Effective Communication creates more relationship between customers and supplier. 
		(a) Strongly agree (   ) 			(b) Agree (   ) 
		(c) Strongly disagree (   ) 			(d) Disagree (    )
