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CHAPTER ONE
INTRODUCTION
1.1		Background to the Study
		All human interactions are forms of communication. Communication is an ever present activity because it is the means by which people connect to one another in a corporate setting. Just like the blood system is to human being, communication is necessary to organization so as to maintain and sustain its existence. Efficiency may be impaired if an organization undergoes the hardening of its "arteries" (communication) in the same way as people suffer arteriosclerosis. The process of enunciating goals by communication and the attainment of objectives can only be hinged on effective communication. In the business world nothing can be achieved without effectively communicating with employer, employees, clients, suppliers, and customers. Business all over the world today is very challenging. To stay profitable in the highly challenging and competitive global market, all factors of production (i.e. men, machine and materials), should be wisely managed. Among the factors of production, human resource management constitutes the biggest challenge because unlike inputs, effective communication demands skillful handling of thoughts, feelings, and emotions to secure highest productivity. Effective organizational communication plays an important role in this challenge. Communication has crucial impact on the organization Communication is a process of passing information, resources, and even policies. 
		Communication is the process by which one person or a group passes information, ideas, opinions, and feelings to another person or group.  It is the transfer of information, ideas, thoughts or messages from one person to another information regarding the operation of an enterprise” Communication is the means where people in organization exchange.
		“Communication is the means where people in organization exchange information regarding the operation of an enterprise”.  The term communication is derived from the word ‘commune’ which means ‘to converse with.’   The concept of communication has its root in human where ideas feelings, emotions, and other forms of communications prompt an action to take place. 
		Communication process starts with the sender or source that has an idea or message he wants to communicate. There must also be a receiver or the decoder to respond or react to the message. It is the response or reaction from the receiver that will enable the sender to make or take appropriate decision or how the rest of the exchange should continue.
		In every organization communication plays an indispensable role.  The success of any office depends largely on the existence of good communication system and solely on the competence of the staff handling the communication system of that particular organization. 
		In business, communication is essential to all organizations since it is the primary "binder" that is the different part within the organization that holds them together with this in mind,  Ford et al (2002) stated that communication is the glue that holds the organization together. It enables separate members of the organization to act in unison. It is like glue used in binding models.  The glue holds the various parts together. 
		Therefore, a competent office employees who performs her roles efficiently which and interwoven with communication, will attract clients to patronize her organization to patronize her organization thereby helping to attain the sent goals and objectives of the organization.
1.2		Statement of the Problem
		Since communication plays an important role in service delivery of office employee in an organization; the researcher will throw more light on what effective communication is and how it affects organization goals, if effectively applied as a strategy for the service delivery of an office employees can be used to solve a lot of challenges. Office employees attach importance to how effective or ineffective the effective communication system of their Organization is.
		The researcher will analyze the Essence of Effective Communication on the Service Delivery of Secretary. 
1.3	Objectives of the Study
Many people do not realize that good communication play a vital role in the organization and among secretaries as the life-wire of any organization. This research work is therefore determined:
i. Find out the essence of effective communication on the service delivery of secretary in an organization.
ii. Find out the roles of effective communication plays on the effectives maintenance of good harmonious relationship in the organization by secretary.
iii. To identify the relevant communication in a way to enhance the reputation of the organization both within and outside of the organization.
iv. How effective communication can reduce conflict in the organization.
v. How effective communication can promote the image of the organization.
1.4		Research Questions
This research questions are raised to find answers to the following questions:
1. What is the essence of effective communication on the service delivery of secretary in an organization?
2. What is the role effective communication plays on-the effective maintenance of good harmonious relationship in the organization by secretary?
3. What is the relevance of communication in enhancing the reputation of the organization both within and outside of the organization?
4. What is the significance of effective communication in reducing conflict in an organization?
5. What is the significance of effective communication in promoting the image of the organization?

1.5		Significance of the Study
	Since communication is the live-wire of any organization because it is through it an organization can achieve it set goal and objectives. The following are the people that will benefit from the study:
Reader 
This is therefore aimed at breading the knowledge to the readers on the various ways a secretary can contribute to the success of her organization through her communication skills.
Secretary
This research study is aimed of stating out the relevance and importance of communication on their performance of secretary and also to state how good communication skills help to increase the service delivery of the organization.
Organization
Also, as communication can make the success of her organization it will encourage employers to ensure that efficient hand are employed to handle all activities involving communication to ensure the attainment of its set goals and objectives.
1.6		Delimitation
		The scope of this study will be delimited to an Essence of Effective Communication on the Service Delivery of Secretary. No attempt would be made to go beyond this scope.
1.7		Limitations
		In the course of writing this project, the researcher may likely encounter some difficulties in term of limited time, he might also be faced with finance problem, this may arise in the course of distributing the questionnaire and he might also have difficulties in getting material for its literature review all these however, would not impact negatively through research process.  Therefore, the study seeks the opinions of the respondents in the case study to draw conclusions.


CHAPTER TWO
LITRERATURE REVIEW
		This chapter focuses on review of related literature. This will be carried out under the following sub-headings.
2.1		Concept of Communication
2.2		The Process of Communication
2.3		Process of Communication 
2.4		Types of Communication
2.5		Barriers to Effective Communication
2.6		Overcoming Effective Communication Barriers
2.7		Enhancing Effective Communication 
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 defined 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 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.
		Chapel et al (1984) defined communication as “any means by which a thought is transferred from one person to another”
		Communication makes it possible for people to express their feelings and share ideas.
		Boateng et al (1984) also defined communication as “A means by which a thought is transmitted from one person to another.  Infarct, the word is liable to a wide interpretation, and is subject to many definitions, but whatever from it takes; it is seen as an act of imparting or tr4ansmitting information.”
		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.
		Horizontal communication: these types of communication occur when it flows officers of the same cadre in an organization.
		Quasi- vertical communication: where communication can also be referred to as the transferring of information from person to person creature to creative point to point.
		Odeyemi (2004) stated that Communication has equally been said to be a process of transmitting thoughts ;sharing and importing information; the giving of understandable information and the receiving and understanding of the message; the conveying of ideas, attitudes and feelings as well as creating, exchanging "of message within a network of independent relationship."
		According to Edward (2000), he classified other of communication into six.
1. Appearance
2. Facial message
3. Environmental message
4. Posture
5. Gesture
6. Paralanguage
· Appearance
		This is form of communication and it means that the way we appear speaks volume about us e.g. a woman putting on a white gown is telling everybody that she is a nurse.
· Facial message 
		The face alone can give other 250 message, so we can communicate with our faces.
· Environmental message 
		This environment itself can also communicate to the people moving around it. E.g. an environment where exams are going on is telling people how to behave around the place.
· Postures
		It refers to the way people carry themselves so postures communicate how people should relate with you.
· Gestures
		This assist oral communication, it is the demonstration of what we want.
· Paralanguage
		There are not language purse but they are sound that has nature meaning and hurray, oh, crying, etc. these are all the segment of non-verbal communication.
2.2		The Process of Communication
		It is safe to posit no organization can exist without communication in one or the order. It is rather impossible to create a scenario where an organization continues to exist and survive without linkage with all its stakeholders. A situation whereby employees don’t know what their associate are doing, where management cannot give instructions, where suppliers don’t receive responses to their letters can only belong to the realm of imaginings.
		In fact, Chester I. Bernard viewed communication as the means by which people are linked together in an organization to achieve a common purpose. The inference to be drawn from this is that the corporate existence of an enterprise would be difficult to achieve not think of effecting change as may be necessary from time to time. To a very large extent, the purpose of communication is to affect change, to shift from a position which has been injurious to the health of an organization to another one which will help it growth tremendously.
		According to Akewusola and Saad (2009) communication serve the following purpose:
1. Planning
		Communication is the bedrock of anything which an organization plans to execute. Those who don’t plan, plan to fail. The basic element of management is essentially planning-deciding now what is to be done in the future.
2. Organization
		What naturally ensures when planning has been completed is to organize how to carry out the plan, how many people would be involved, who will lead, who are to be instructed, what are they expected to do. Without this, overlapping may occur.
3. Understanding
		The route map to creating understanding between and among employees and employers is communication. Mutual trust can be fostered when communication flow up and down without let or hindrance. Hostility will be reduced to the barest minimum where employers snow understanding to the feelings of employees in period of economic dislocation.
4. Information
		In most business organization, communication is employed to share with others as well as to gain important information about people, place, evens, issue and more often than not, personal feelings. It is taken for granted that sharing information is an important purpose in business communication.
5. Instruction
		Instruction is communicated in organization from manager to his supervisor, from the supervisor to his subordinate. This is a vital process which can be done orally or in writing. 
6. Motivation
		An organization would have a contended workforce where communication is used to motivate them. 
7. Persuasion
		Many messages are directed as persuading individuals to charge their behavior. Their beliefs and mindsets. An obvious example is advertisement which is a form of persuasive communication deliberately targeted at individuals to buy what they would otherwise not purchase. Letters, memorandum are not meant to give commend or instruction but to persuade.
8. Interest 
		Management must deliberately create in an employee, a feeling of interest in the survival and growth of the organization through constant communication so as not give room for the spread of destructive rumors and innuendoes.


9. Leading 
		Good leaders can be bad managers and bad managers can be good leaders. Leaders do the right things while managers do things right. The two of them utilize communication in their tasks. Leaders generally have to come down from their ‘Olympian Heights’ to level up, as it were, with the subordinates so as to direct them, tell them what to do and how, give a listening ear to their complaints and be interested in their progress and above all else, create an atmosphere or climate which is worker-friendly.
10. Goodwill 
		An organization has to use communication in a variety of ways so as to keep its numerous public informed about problems and potentials and to sometimes put the records straight. This process has been variously described as public relations. 
2.3		Process of Communication 
		The communication process is the means 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 individuals 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 possesses information, needs anxiety, fear or desires and therefore wishes to communicate then to another person.
ii. A receiver
		This is a person whose senses perceive the message sent by the sender. Although the number of the receive r 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 requires six steps whether the sender and receiver talk, use the gestures or body language or even other means of communication.
iii. Initiate an idea 
		The sender of a message usually possesses information or idea which he wants communicates with other person(s). He has to start the process of 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 except this first step is taken.
iv. Encode
		This take place when the senders translate the information to be transmitted into a series of symbols words, chart and 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 arid must be conscious of timelines of the message.
vi. Receive
		The transmissions allow 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 ignore it, perform the task assigned, store the information provided or do something else.
2.4		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
2.5		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 see 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		Overcoming Effective Communication Barriers
· Communication Techniques and Guidelines
		Effective communication requires that encoding and decoding be done with symbols that the familiar to the sender and the receiver of the message.  Thus, the use of technical jargons which are understood by only the experts in that field should be avoided unless among people of that particular field of thought.
· Listening
		The decoder needs to pay full attention of the encoder while the message is being passed.  Therefore, for effective communication to take place, the decoder must be a good listener. 


· Clarity of Presentation
		Clear thinking is necessary or clear presentation and successful communication. When we are speaking or writing, we must put our messages across clearly.
· Appropriateness Of Climate
		Before you send a message, make sure that the climate is suitable. If it is not, you will not get your message through or you will not in the right mood for a message, the will most likely give an unpleasant response.
2.7		Enhancing Effective Communication 
		The reasons for most of the breakdown of harmony in the polytechnic are connected with the quality of communication system, have observed that misunderstanding often ensues when there are barriers in communication link between management and staff. Some of these communications barriers may include environmental factors, organization’s structural design, and attitudinal behaviors of leaders, physiological factors, interpersonal skills, language styles and emotional factors.
		Identifying and minimizing the causes of ineffective communication is a golden step to enhancing effective communications. Building an efficient and effective communications system is a solid foundation for maintaining industrial peace and improving staff satisfaction and loyalty. Ademola (2009) suggests a number of attitude that enhance effective communication in any goal oriented organization. Transmitting message in clear terms, active listening, an uninterrupted feedback system, occasional refresher training of communication skills, among others, are good skills for achieving desirable level of communication in the organization. In their contribution, suggest audience analysis, language style, review process and logical planning of message as ways of maintaining good communication link between management and staff of institutions.


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 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
		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 secretary in Micheal Imodu National Institute for Labour Studies, Ilorin.The number are of secretaries in Micheal Imodu National Institute for Labour Studies, Ilorin was 20 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 secretary used as respondents. 
		The researcher administered the twenty 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 
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	15
	67

	Agree
	05
	25

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


				productivity in an organization.
Source: Researcher's Fieldwork, 2025
	Table 4.1, revealed that 15 (75%) of the respondents strongly agreed that Effective Communication is needed to enhance optimal productivity in an organization, 5 (25%) respondent agreed with statement while none of the respondents disagreed or strongly disagreed respectively. This showed that Effective Communication is needed to enhance optimal productivity in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	10
	50

	Agree
	05
	25

	Disagree
	05
	25

	Strongly Disagree
	00
	0.00

	Total
	20
	100


	Table 4.2:	Effective Communication bring the way forward of an organization.
Source: Researcher’s Fieldwork, 2025
	Table 4.2 showed that 10(50%) of the respondents strongly agreed, 5 (25%) respondent agreed while 5 (25%) of the respondent disagreed and there was no respondents for strongly disagreed statement 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:	Effective Communication make an organization survive in the turbulent environment.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	18
	90

	Agree
	02
	10

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.3 revealed that 18 (90%) of the respondents strongly agreed, 2 (10%) agreed that Effective Communication make an organization survive in the turbulent environment, while none of the respondents disagreed and strongly disagreed respectively.
	It is clear to conclude that Effective Communication make an organization survive in the turbulent environment.  





	Table 4.4:	Effective Communication create interpersonal relationship between employers and secretary.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.4 above showed that 20 (100%) of the respondents strongly agreed with the notion that Effective Communication create interpersonal relationship between employers and secretary while none of the respondents responded to agreed, disagreed and strongly disagreed with the statement.
	Therefore, one can conclude that Effective Communication create interpersonal relationship between employers and secretary. 



	Table 4.5:	Effective Communication Bridge the gap of misunderstands in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	12
	60

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.5 showed that 12 (60%) of the respondents strongly agreed that Effective communication bridge the gap of misunderstands in an organization, 5 (25%) respondent agreed, while 3 (10%) respondent disagreed and there was no respondents for strongly disagreed. 
	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 Respondents
	Percentages%

	Strongly Agree
	14
	70

	Agree
	02
	10

	Disagree
	04
	20

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.6 above revealed that 14 ( 70%) of the respondents strongly agreed with the statement that Communication is an essential tool for the attainment of an organization, 2 (10%) respondent agreed, while 4 (20%) respondent disagreed and there was no respondents for strongly disagreed with the notion.
	It is obvious to say 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 Respondents
	Percentages%

	Strongly Agree
	12
	60

	Agree
	06
	30

	Disagree
	02
	10

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.7 above revealed that 12 (60%) of the respondents strongly agreed, 6(30%) respondents agreed, while 2 (10%) disagreed with the notion that Effective Communication helps manager to achieve their goals in an organization and there was no respondents for strongly disagreed. 
	This implies 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 Respondents
	Percentages%

	Strongly Agree
	15
	75

	Agree
	05
	25

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.8 above showed that 15 (75%) of the respondents strongly agreed that Effective Communication is needed for an organization to carry out their task, 5(25%) respondent agreed while none of the respondent disagreed and strongly disagreed with the notion.
	Therefore, it is safe to conclude that Effective Communication is needed for an organization to carry out their task.




	Table 4.9:	Communication in an organization gives room for the betterment of an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	10
	50

	Agree
	02
	10

	Disagree
	04
	20

	Strongly Disagree
	04
	20

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.9 above revealed that 10 (50%) respondents strongly agreed, 2 (10%) of the respondents agreed, while 4 (20%) respondent disagreed and 4 (20%) strongly disagreed with the statement that Communication in an organization give room for the betterment of an organization.
	This implies 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 Respondents
	Percentages%

	Strongly Agree
	14
	70

	Agree
	02
	10

	Disagree
	04
	20

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.10 above showed that 14 (70%) of the respondents strongly agreed, 2(10%) agreed with the notion that Communication affects the administration structure procedure, while 4 (20%) respondents disagreed and there was no respondent for strongly disagreed with the statement. 
	Therefore, it is clear to conclude that Communication affects the administration structure procedure




	Table 4.11:	Communication techniques have enhanced service delivery of secretary in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	18
	90

	Agree
	02
	10

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.11 showed that 18 (90%) of the respondents strongly agreed, 2 (10%) respondent agreed that Communication techniques has enhance service delivery of secretary in an organization while there was no respondents for disagreed and strongly disagreed respectively.
	This means that Communication techniques have enhances service delivery of secretary in an organization.




	Table 4.12:	Communication has allowed access to whole resource of data and information in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	12
	60

	Agree
	04
	20

	Disagree
	02
	10

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.12, above showed that 12 (60%) of the respondent strongly agreed, 
4(20%) respondent agreed that Communication has allow access to whole resource of data and information in an organization, while 2(10%) disagreed and 2(10%) strongly disagreed with the statement.
	This implies that Communication has allow access to whole resource of data and information in an organization




	Table 4.13:	There is role the effective communication has attained in an organization growth.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.13 above revealed that, 20(100%) of the respondents strongly agreed with the statement that there is role the effective communication has attained in an organization growth, while there was no respondents that responded to agreed, disagreed and strongly disagreed respectively.
Therefore, one can say that there is role the effective communication has attained in an organization growth.




	Table 4.14:	Communication is as a process of expressing idea, feeling and passing of information.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	12
	60

	Agree
	06
	30

	Disagree
	02
	10

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.14 above indicated that 12(60%) of the respondents strongly agreed, 6(30%) agreed with the notion that Communication is as a process of expressing idea, feeling and passing of information, while 2(10%) of the respondents disagreed with the statement and there was no respondents for strongly disagreed.
Therefore, it is obvious to conclude 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 Respondents
	Percentages%

	Strongly Agree
	11
	55

	Agree
	04
	20

	Disagree
	04
	20

	Strongly Disagree
	01
	5

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.15 above showed that 11(55%) of the respondents strongly agreed, 4(20%) of the respondent agreed, while 4(20%) of the respondent disagreed and 1(5%) strongly disagreed with the statement that Effective Communication has serve as the lifeline and living of an organization.	
	It is obvious to conclude 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 Respondents
	Percentages%

	Strongly Agree
	16
	80

	Agree
	02
	10

	Disagree
	02
	10

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.16 above indicated that 16(80%) of the respondents strongly agreed, 2(10%) agreed with the statement that Effective Communication has great impact for the achievement of an organization, while 2(10%) respondent disagreed and there was no respondents for strongly disagreed.
	It is obvious to conclude that Effective Communication has great impact for the achievement of an organization.




	Table 4.17:	Through the effective communication secretary can easily make organization to control their resource effective and efficiency.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	14
	70

	Agree
	06
	30

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.17above  revealed that 14(70%) of the respondents strongly agreed, 6 (30%) respondent agreed with the notion that through effective communication secretary can easily make organization to control their resource effective and efficiency, while none of the respondents responded to disagreed and strongly disagreed respectively. 
	This implies that through the effective communication secretary can easily make organization to control their resource effective and efficiency.


	Table 4.18:	To communicate effectively you must treat others has an individual.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	18
	90

	Agree
	00
	0.00

	Disagree
	02
	10

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.18 above showed that 18(90%) of the respondents strongly agreed with the notion that to communicate effectively you must treat others has individuals, while none of the respondents responded to agreed and strongly disagreed.
It is therefore clear that to communicate effectively you must treat others has individuals.





	Table 4.19:	Accepting differences is a sign of effective communication.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	16
	80

	Agree
	03
	15

	Disagree
	01
	5

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.19 above revealed that 16(80%) of the respondents strongly agreed, 3(12%) respondent agreed that accepting differences is a sign of effective communication, while 1(5%) respondents disagreed with the statement and there was no respondents for strongly disagreed.
	This implies that accepting differences is a sign of effective communication.





	Table 4.20:	Effective Communication create more relationship between customers and supplier.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	10
	50

	Agree
	10
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
	Table 4.20 above showed that 10(50%) of the respondents strongly agreed, 10(50%) respondent agreed, while none of the respondent disagreed or strongly disagreed with the statement that Effective Communication create more relationship between customers and supplier.	
	Therefore, one can say that Effective Communication create more relationship between customers and supplier.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RESCOMMENDATIONS
5.1		Summary
		The chapter deals with findings and suggestions of research work based on the Essence of Effective Communication on the Service Delivery of Secretary. The chapter covers summary, conclusion and recommendations. 
		Essence of Effective Communication on the Service Delivery of Secretary in Micheal Imodu National Institute for Labour Studies, Ilorin as a case study. 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
		Based on the findings on the findings from the data analysis in chapter four, the following conclusions were drawn:
· The success of any organization largely depends on effective communication without which an organization is bound to fail. For example, when goals and objectives are set by the management, the procedures and guidelines to be followed in meeting out the tasks, otherwise the plans will become useless.
· For communication to be effective, that staff handling it must be competent by being diligent in the discharge of their duties. If also implies that information must be passed at the right time.
· The employee plays a very significant role in communication process towards the attainment of organizational goals because all her duties are interwoven with communication, and if these duties are not handled efficiently, the organization suffers.
· The efficiency of the secretary in handling communication can make or mar the success of her organization.
· The way and manner in which a secretary communicates with visitors /callers can have either a negative or positive effect on her organization. A cheerful and friendly secretary attracts more customers/clients to her organization while an aggressive and rude secretary can discourage customer form patronizing her organization, thereby causing her organization distress.



5.3		Recommendations
		In view of the research work carried out on "Essence of Effective Communication on the Service Delivery of Secretary", 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 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 “ESSENCE OF EFFECTIVE COMMUNICATION ON THE SERVICE DELIVERY OF SECRETARY”.
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

ARE HAMMED OLAYINKA
ND/23/OTM/FT/0010






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 ON THE SERVICE DELIVERY OF SECRETARY”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully

ARE HAMMED OLAYINKA
ND/23/OTM/FT/0010





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. To communicate effectively you must treat others has individuals. 
		(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 (    )



