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ABSTRACT
Communication skills are fundamental to the effective service delivery of secretaries in modern organizations. This study explores the importance of communication skills verbal, non-verbal, written, and digital in enhancing the efficiency, accuracy, and professionalism of secretarial tasks. Secretaries serve as a central communication hub in the workplace, and their ability to convey information clearly and efficiently directly influences organizational workflow, client satisfaction, and managerial support. The research identifies key communication competencies essential for secretaries, such as active listening, clarity in documentation, interpersonal communication, and the use of communication technologies. It also examines the challenges faced due to inadequate communication skills and their implications for productivity and service quality. The study concludes that investing in the development of communication skills is vital for secretaries to meet the dynamic demands of the workplace and contribute meaningfully to organizational success.
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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study
In every human relationship impossible not to communicate and we communicate all the time. Communication is very critical to human existence. The word communication can be broadly defined as the sending or receiving of messages containing meaning. The massages usually contain thoughts, ideas, opinions, feelings and information. It is a transaction between two or more people in an attempt to create shared understanding, with all participants having an active role in the process.
Communication is simple yet complex, easy to do and easy to blunder. We send a lot messages each day. These include the message we intend to send, the message we actually send, the message as the receiver interprets it, the response of the receiver based on what he or she received, and our reaction to the exchange of words, meaning and interpretation.
Communicating effectively helps group members build trust and respect, foster learning and accomplish goals. Groups are made up of people who share a common interest and commitment, and yet perhaps see things from varied perspectives. Communication provides the plat form upon which this diverse group of people will be able to understand issues and make decisions towards a common goal. Communication only takes place when the receiver understands and acts upon the message in the same way the sender intended. Communication therefore requires paying attention to the entire process, not just the content of the message.
Communication includes the process of sending, giving and receiving information and ideas. The concept of communication cannot be divorced from human life because it is a process that commenced since birth for instance: the first cry of a newly born baby is a form of communication to the midwife and others around that the baby is now a living soul. That is to say that, communication is as old as human existence or race.
The purpose of communication therefore can be articulates to be the desire to give and receive information. Indeed to be alive is to desire information and subsequently got it. The life of man has improved tremendously due to his ability to communicate.
Communication is also defines, according to Eyre (2000), as the transferring of a thought or a message to another party so that it can be understood and related upon" Fisher (2002) also define communication as the process by which verbal and non verbal symbols are exchanged between two or more person. Moreover, it is defined by Brennen (2007) as that whole process of interchanging messages which forms the underlying dynamics of modern business enterprises.
Communication enables the management to rub minds with the workers in general in order to achieve such business organizations objectives. Since communication as a concept involves the transfer and receiving of information both the management and the worker are united together thus facilitating cooperation. Communication is therefore relevant issue in an organization, since no organization can survive without it.
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." 
It creates the means of expressing delight or displeasure as regards management decision or workers conduct. This prevents chaos and enhances quick resolution of conflict. Communication in business organization could be upward, downward, horizontal, vertical or multi-direction. Upward communication refers to when communication goes from the junior to the senior cadre. Downward communication is the opposite of this it involves the passing down of communication from the supervisors to the subordinates. Horizontal communication is among peers/people of equal ranks while multidirectional communication is an informal form but it also relevant in business organization.
The importance of communication in an organization cannot be over-emphasized, when the worker know what to do, how and when to do it. Their performance is highly boosted and ultimately leads to efficiency and realization of goals and objectives. The fact that business organization spends a lot of money to organize seminars, lecture and various forms of meetings emphasizes the relevant of communication. Communication provides the healthy environment where the management and workers can develop cordial relationships. It is an active ingredient for proper exchange of information and mutual respect for each others view and ideas needed for the growth of any business organization.
Communication is the blood line of any organization. In order to attain its main goal of effective service delivery, its employee’s need to judiciously employ the principles of effective service delivery by applying effective communication skills. Communication skills go a long way in shaping the organizational culture which the secretaries are trying to build.(these skills or the lack of them form 'secretary attitudes' and consequently shape the perception of organization about the secretary. Fortunately, these skills could be learnt, though not overnight. It is a conscious, determined, dedicated effort towards impacting positively through communication on every person that comes in contact with you. Having identified communication skills as the pillar of cooperation, collaboration and productivity in the organization, the question therein for every secretary is - Do your communication habits and attitudes promote or impede effective service delivery'?
Communication, therefore, is one of the most vital management tools. It involves all human behaviors that suit in an exchange of meaning. Management depends solely upon how well communication is carried out in broad term. Communication skills needed by professional secretaries are numerous, however, a secretary, is a person, usually an official, who is in charge of records, correspondence, minutes of meetings and related affairs of an organization, company, association e.t.c. also a person employed to handle correspondence and do routine works in a business office, usually involving taking dictation, typing, filling and the likes.
Some of these skills include being able to select words with the rights strength and vigor., use familiar words, choose the short words, select words for precise meaning and seek to clarify ideas when communicating. Thus, the secretary needs more of these skills for an effective communication in an organization. For an organization to succeed, the effectiveness of communication should not be undermined because it is highly essential.
Eventually, if a secretary is to be effective in carrying out her tasks and relieve her boss of a great deal of a routine work, then she must have possessed detailed and effective communication skill.
1.2	Statement of the Problem 
Since communication plays an important part in business organization, no organization can function effectively without communication and before communication can be effective it has to be organized.
There are many instances of poor communication in spite of every one's confidence in their ability to communicate well. Since communication is a dynamic and collaborative process, somewhat like playing a seesaw, both the sender and the receiver of messages invariably contribute to any breakdown or slowdown in it. We can think of communication as a journey where no one can afford the Iuxury of zipping through the communication highway. There are several invisible roadblocks that slow down secretaries in an organization as well as individual an even forces them to take a deviation.
Therefore, the researcher will analyze Importance of Communication Skills to the Service Delivery of Secretaries. Also the problems that is likely to arise in the process of communication skills and how it can be solved.
1.3	Objectives of the Study
The general objective of the study is to examine Importance of Communication Skills to the Service Delivery of Secretaries. The specific objectives are to determine:
I. How written communication skills of secretary can enhance the achievement of organizational objectives.
II. How spoken or verbal communication skills of secretary can serve as a tool for the achievement of organizational objectives.
III. To examine how written communication skills can enhance the achievement of organizational objectives.
IV. How listening skills of secretary can contribute to the achievement of the organizational objectives.
V. How electronic communication skills of a secretary can enhance the achievement of the organization.


1.4	Research Questions
The following research questions were raised as a guide to assist the researcher.
1. To what extent do written communication skills of secretary enhance the achievement of organizational objectives?
2. What is the extent of spoken or verbal communication skills of secretary can serve as a tool for achievement of organizational objectives?
3. To what extent has communication as a tool for effect performance of secretaries has anything to do with the success of any organization?
4. What is the extent of listening skills of a secretary in enhance the organizational objectives?
5. To what extent does an electronic skill influence the achievement of organizational objectives?
1.5	Significance of the Study
The research study will help to established Importance of Communication Skills to the Service Delivery of Secretaries.
Secretaries
It will be of great benefit to secretaries around the world since there are certain skills required of a secretary to be effective in discharging his or her line of duties, so the secretary must be highly learned and ready minded to perform.


Organization
It will also be of great help to an organization and individual because it will establish a clear channel of communication between them and help in mutual understanding.
Researchers/Student
It also helps to create a brighter vision for a researcher, students, and employers that secretarial profession is more beyond typewriting and shorthand skills but human capital development.
1.6	Delimitation
The study was delimited to Importance of Communication Skills to the Service Delivery of Secretaries. No attempt would be made to go beyond this scope.
1.7	Limitations
In the course of this research, the researcher ran into some problems. Some respondents failed to return their questionnaire on time, thereby caused a lot of delay on the analysis of the data.
There was not enough time for the researcher to go and collect the questionnaire, as lecture period collide with the office hours when respondents could be reached. 
The researcher was also faced with financial constraints as it was not possible for her, in view of the economic situations in the country, to go to as many place as possible and to reach as many people as possible.
CHAPTER TWO
LITERATURE 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	Who is a Secretary?
2.3	Responsibilities of a Secretary.
2.4	Communication Skills needed to be possessed by Secretary
2.5	How to Make Your Skills Stand Out as a Secretary
2.6	Secretary Service Delivery in an Organization
2.7	Barriers to Communication Skills
2.8	Some Key Communication Skills with Work Place Communication
2.9	Purpose of Communication to a Professional Secretary
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. Moreover, it is defined by Brennen (2000) 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 is 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 maintains life, strengthens the feelings of togetherness and creates 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.
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. 
i. Appearance
ii. Facial message
iii. Environmental message
iv. Posture
v. Gesture
vi. 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	Who is a Secretary?
A secretary is a person whose work consists of supporting the executives, using a variety of project management, communication or organization skills. These function, will be entirely carried out to assist one another or may be for the benefit of more than one, in other situations, a secretary is an officer of a society or organizations, who deal with correspondence, admit new members and organizes official meetings.
A secretary is a person employed by an individual or in an office to assist with correspondence, administrative tasks, an official of a society or other organization who conducts its correspondence and keeps it records. Also, a secretary is a person who is employed to help in an office to help the people in charge of the office to their job. Moreover, a secretary is a person employed to handle correspondence and do routine work in a business office, usually involving asking dictation, typing, filing and the likes.
Fowler (1990) described secretary in two general senses; firstly secretary is a person who works on another person to assist in the correspondence, and paperwork, also assisting in getting information and other confidential matters. Secondly a secretary is an appointed employee by the company directly or union to do the correspondence, and maintain the documents especially those dealing with the company. The conclusion is that a secretary is a person who can be trusted to hold the secrets of business or office in addition to working as an officer in the company.
Jennings (1981), Igwe (1992), Oni (1999) and Ugiagbe (2002) adopted the definition of the National Secretaries Association (International) in Adebayo (2008) as follows:
An assistant to an executive, possessing mastery of office skills and ability to assume responsibility without direct supervision, who displays initiative, exercises judgment, and makes decisions within the scope of his/ her authority.
The secretary has direct contacts with people who visit the office for one transaction or the other and their contact with the secretary can make or mar their relationship with the organization. Boladele (2002)
A secretary is a warm, endlessly helpful and under- standing individual whose sole aim is to alleviate, solve, prevent or soften problem workload and upsets for his/her executive. He/she is the means by which the executive initiates, handles and complete a project.
Furthermore, a secretary according to Akewusola and Saad (2009) is the custodian of the records. She keeps the minute book, the attendance register and corresponding file.
2.3	Responsibilities of a Secretary.
The responsibilities of the secretary are as outlined below; according to Azuka 1999 states that:
1. Ensuring meetings are effectively organized and minute; here the secretary is to observes the following responsibilities;
· Liaising with the chairman to plan meetings
· Receiving agents items from committee members
· Circulating agendas and reports
· Taking minutes unless there is a minutes secretary
· Circulating approved minutes.
· Checking that agreed action is carried out
2. Maintaining effective records and administration: the secretary plays the following roles:
· keeping up to date contact details i.e, names, addresses and telephone numbers for the management committee and where necessary for the ordinary member of the organization.
· Filing minutes and reports
· Compiling lists of names and addresses that are useful to the organization, including those of appropriates officials or officers of voluntary organization.
· Keeping a record of the organizations activities
· Keeping a diary of future activities.
3. Upholding legal requirement:
· Acting as the custodian of organization's governing documents
· Checking quorum is present at meeting
· Ensuring elections are in line with stipulated procedures
· Ensuring organization's activities are in line with its objectives
· Ensuring that charity and company law requirements are met
· Sitting on appraisal requirement and disciplinary panels as required.
4. Communication and correspondence:
· Responding to all committee correspondence
· Filing all committee correspondence received and copies of replies sent.
· Keeping a record of any organization's publications e,g. leaflets or newsletters
· Reporting the activities of the organization and future programmes to members, the press and the public, unless there is an information publicity officer
· Preparing a report of the organizations activities for the year or for the annual General meetings
2.4	Communication Skills needed to be possessed by Secretary
The ability to communicate effectively with superior, colleagues and staff is essential, no matter what industry he/she works in. Secretary in the digital age must know how to effectively convey and receive message in person as well as via phone, email and social media. The following are the communication skills that needs to be possessed by secretary according to
1. Listening Skills
Being a good listener is one of the best ways to be a good communicator. No one likes communicating with someone who only cares about putting in her two cents, and does not take the time to listen to the other person.
Through active listening, the secretary can better understand what the other person is trying to say, and can respond appropriately.

2. Nonverbal communication
Your body language, eye contact, hand gestures, and tone all color the message you are trying to convey.
A relaxed, open stance (arms open, legs relaxed), and a friendly tone will make you appear approachable, and will encourage others to speak openly with you. Eye contact is also important; you want to look the person in the eye to demonstrate that you are focused on them and the conversation. (However, be sure not to stare at the person, which can make him or her uncomfortable.)
Also, pay attention to other people's nonverbal signals while you are talking. Often, nonverbal cues convey how a person is really feeling. For example, if the person is not looking you in the eye, he or she might be uncomfortable or hiding the truth.
3. Clarity and Concision
Good verbal communication means saying just enough-don't talk too much or too little. Try to convey your message in as few words as possible. Say what you want clearly and directly, whether you're speaking to someone in person, on the phone, or via email. If you ramble on, your listener will either tune you out or will be unsure of exactly what you want.
Think about what you want to say before you say it. This will help you to avoid talking excessively or confusing your audience.


4. Friendliness
Through a friendly tone, a personal question, or simply a smile, you will encourage your co-workers to engage in open and honest communication with you.
This is important it both face-to-face and written communication. When you can, personalize your emails to co-workers and/or employees - a quick "I hope you all had a good weekend" at the start of an email can personalize a message and make the recipient feel more appreciated.
5. Empathy
Using phrases as simple as "I understand where you are coming from" demonstrate that you have been listening to the other person and respect their opinions. Active listening can help you tune in to what your conversational partners thinking and feeling, which will, in turn, make it easier to display empathy.
Even when you disagree with an employer, co-worker, or employee, it is important for you to understand and respect their point of view.
6. Confidence
It is important to be confident in your interactions with others. Confidence shows your co-workers that you believe in what you're saying and will follow through.
Exuding confidence can be as simple as making eye contact or using a firm but friendly tone. Avoid making statements sound like questions. Of course, be careful not to sound arrogant or aggressive. Be sure you are always listening to and empathizing with the other person.
7. Open-Mindedness
A good communicator should enter into any conversation with a flexible, open mind. Be open to listening to and understanding the other person's point of view, rather than simply getting your message across.
By being willing to enter into a dialogue, even with people with whom you disagree, you will be able to have more honest, productive conversations.
8. Respect
People will be more open to communicating with you if you convey respect for them and their ideas. Simple actions like using a person's name, making eye contact, and actively listening when a person speaks will make the person feel appreciated. On the phone, avoid distractions and stay focused on the conversation.
Convey respect through email by taking the time to edit your message. If you send a sloppily written, confusing email, the recipient will think that you do not respect her enough to think through your communication with her.
9. Feedback
Being able to give and receive feedback appropriately is an important communication skill. Managers and supervisors should continuously look for ways to provide employees with constructive feedback, be it through email, phone calls, or weekly status updates.
Giving feedback involves giving praise as well - something as simple as saying "good job" or "thanks for taking care of that" to an employee can greatly increase motivation.
Similarly, you should be able to accept and even encourage feedback from others. Listen to the feedback you are given, ask clarifying questions if you are unsure of the issue, and make efforts to implement the feedback.
10. Picking the Right Medium
An important communication skill is to simply know what form of communication to use. For example, some serious conversations (layoffs, resignation, changes in salary, etc.) are almost always best done in person.
You should also think about the person with whom you wish to speak. If they are a very busy person (such as your boss, perhaps),you might want to convey your message through email. People will appreciate your thoughtful means of communication and will be more likely to respond positively to you.
2.5	How to Make Your Skills Stand Out as a Secretary
1. Match your skills to the job. Analyze the job listing, paying special attention to the hard and soft skills that are highlighted in the job description. Then, personalize your resume and cover letter to match their requirements.
2. Familiarize yourself with other in-demand skills. Soft skills like communication may not get a direct nod in a job description, but they're still highly desired by hiring managers.
3. Use job interviews to your advantage. Job interviews provide an opportunity to show the hiring manager that you have the verbal communication skills necessary to succeed in a job, rather than just telling them that you do. Prepare for your interview, practice beforehand, and don't be afraid to pause before answering their questions - or to ask for clarification if you need it.
4. Don't stop when you get the job. Want to make a lasting impression on your colleagues after you're hired? Use your communication skills at work. Whether it's participating in a company meeting or talking with a client, you'll have many opportunities to show how well you communicate.
2.6	Secretary Service Delivery in an Organization
Effective service delivery is making sure that the standard of execution of service meets the customer's satisfaction. Service delivery takes place at an interface of human relations; and for service to be delivered effectively: the rules of human relations must be followed by all concerned. Wherever human relations are involved, there is bound to be friction, but how the secretaries avoid or manage this friction and make every organization user happy will go a long way in boosting effective service delivery in the organization. Thus all organization secretaries should see themselves as service representatives of the organization.



The key components of effective service delivery are:
1. Building and Maintaining Relationships
One of the most important aspects of being an effective human resource professional is to build and maintain relationships between yourself and your internal and external clients, whether they are staff or even those seeking information from the organization.
2. Managing Expectations
In order to deliver superior results, the human resource professional needs to agree with any/all other departments on realistic, reachable, and agreeable expectations for all of its services.
3. Handling and Resolving Complaints
As is the case with any service, some complaints will arise, whether it is human error, a computer error, or things beyond one's control. The organization has to deal with and resolve those complaints.
4. Time Service Delivery
As a service provider you need to complete all task and services within the agreed time frame to avoid any other issues.
5. Continues Improvements
Organizations should always find ways to improve its functions, whether it is a personnel, process or department. From the list above, you can see that most of the components are influenced by how information is handled within an organization. But to know and measure the expectations of the court users and other staff of the judiciary, you need to understand them. How do you get to understand them? You need to communicate with them effectively
2.7	Barriers to Communication Skills
There are barriers to communication skills. Removing those barriers will improve how we communicate. There elements slow down or distort the message and intention of the message being conveyed and that may lead breakdown of the entire communication process. For effective communication to take place, you need to understand and be able to recognize barriers that hurt the communication process. And they are:
1. Not Listening: One of the most common barriers to communication is poor listening skills.
2. Cultural Differences: Dealing with different cultures can be difficult to navigate many times it's a different approach to doing things.
3. Language Differences: Different languages that are spoken in the work place can affect your ability to communicate effectively.
4. Me-too-ism: Such as, "that's nothing: let me tell you what happened to me!"These statements make the speaker feel unheard.
5. Emotional Blockade: Emotion is one of the major determinants of how to act or react to things around us. Poor management of our emotions therefore could distort the message and intention of the message we convey or receive. When we are angry, for instance, it is easy to say things that we may later regret and also to misinterpret what others are saying.
6. Physical Barrier: This might be the most common type of barriers that blocks the communication process.
7. Moralizing, Preaching, being judgmental: Recognize that the speaker may say something that offends your value system. Set asides the judgment so that you can listen.
8. Asking direct questions to satisfy your curiosity: The speaker will share more information when ready.
9. Giving advice and consolation comments: Such as it is going to be alright", I can understand, etc.
10. Analyzing or interrupting: Arguing or disagreeing with the speaker.
11. Information overload: Information is blocked by the overwhelming amount of information.
12. Trust Issues:
When a person is not considered reliable as a source or receiver of message, the extent to which the person is listened to, believed or entrusted with valuable information is reduced, hence little or no communication takes place around such a person.


2.8	Some Key Communication Skills with Work Place Communication
· Handle workplace information
· Read and write workplace documents (notices, instructions and procedure).
· Work as an effective member of a team.
· Participate in team/departmental meetings
· Present /instruct and explain information.
· Solve problems, make decisions and manage conflict.
· If you cannot memorize details easily, learn how to take notes to remember what a speaker has said during meetings.
2.9	Purpose of Communication to a Professional Secretary
It has been stated that communication is a process, just as the man, of yesterday is not the same as the man of today at least he is a day older, so also is communication. If communication is a process, then there must independence among its component. Communication can only be said to have occurred when the components within it interact and affect one another. This is why the communication process it said to be systemic. The elimination of any one of the basic components which are discussed below would prevent effective communication at the least several crucial variables have been identified.
Firstly, is the sender who is the creator and encored of the message. It might be an individual group or organization. The roles here include determining the meaning of what is to be communicated, encoding meaning into the message and sending the message in verbal or non-verbal stimuli; the sender must have the receiver in mind as he sends the message. He must encode his message by choosing symbols, may be words, which will give a correct impression he expects the receiver. Therefore, professional students must make sure that the symbol chosen are suitable for the receiver for instance the choice of vocabulary must higher above or below the needed level. The sender may also use facial expressions and gesticulations if speech is involved.
Second is the message this is the physical product of the source it could be verbal or non-verbal intentional or unintentional it is the external stimuli. It involves treatment of content to become a code it may be written or spoken.
Thirdly, the channel or medium is highlighted this is the link between the source and the receiver it is dictated by the relationship between source and receiver it may be made of light or sound waves and it received through all or any of the five senses of hearing, seeing, touching, smelling and tasting. It could be in the form of memorandum report telegram etc
The fourth element is the receiver. He is the decoder of the messages. He might be represented by a person; group or organization. The role here includes receiving the message, interpreting it and responding to it.
Also to be noted is the term feedback. This is the response of the receiver to the message which is turning sent to the source. This feedback allows the system to correct itself. This idea of feedback ascertains that communication that makes response impossible is not communication, he is just letting off steam, and however, at time a nil responses may be feedback.
Also to be noted are barriers which constitute noise in the process of communication. These may be physical which may include physical impairment of hearing or vision or they may be intellectual when they have to do with the background of the- actors. On the other hand, they may be psychological when they have to do with their emotions and cultural background.
2.10	Types of Communication
There are different types of communication some of them are:
i. Written
ii. Oral
iii. Intra-personal
iv. Inter-personal
v. External communication
vi. Internal- communication
vii. Non-verbal communication
Written Communication
Written communication is that type of presentation where the generator of the message does not need to be physically present during the presentation of his ideas. All he does is to put down his thoughts and ideas clearly and logically following the conventional and grammatical rules of language, it is left to the reader to decode the trying to get across. Written communication is that explanation of certain troublesome message the sender is ports cannot be got immediately likewise immediate feedback is not possible.
Oral Communication
Unlike in written communication the sender of the oral message has to be physically present during the delivery. This is the most pervasive type of communication in an organization because people are always deliberating about one thing or the other in an organization. Discussions, consultations, dialogues always take place in organization at every point in time either formally or informally. In organization, a larger percentage of time is spent talking. Oral communication between peers could be enjoyable but delivering speech to a formal audience put a lot of pressure on the speaker.
An advantage of oral communication is that feedback is immediate either by a change of countenance or overt outburst and this helps the communicator also makes it possible for questions to be asked to throw light on certain aspect of the message that are not cleared.
Intra-Personal Communication
This is communication that place within an individual. No second person is involved everything is done by the individual himself assessment of situations interpretation of motives all based on the person sense of perception and beliefs. A full conversation could be talking place within the individual but there is no second party involved.
Communication done this way is not considered ideal because of its subjective nature. The sense of perception of human beings is highly limited the ideal communication environment is the one which two parties are involved. This way there is exchange of ideas and conclusion neatly reached. Also to or more people talking is a perfectly normal spectacle but when an individual talk to himself a negative image is conjured up in people minds.
Inter-Personal Communication
Inter-personal communication consists of a two-way flow of message between individual. It involves actual speaking to the other person and attributing meaning to what is said it gives room for each party to express itself and each of the parties seek understanding from the verbal and non-verbal cues used perception and the manner the message is passed, This kind of communication is very good as it permits interaction on a personal level which could lead to better understanding between the individual involved. The message is the one that encodes the message and using the appropriate channel sends it to the target the receiver. The message is decoded and feedback is sent to the source who in turn modifies or intensities the method of communication being used.


External Communication
This is the type of communication that takes place between organizations for the example there would be a strong relationship between a biscuit making industry and a sugar processing. One the types of communication are considered as up most organization also makes use of effective public relations officers to handle this part. More recently, department that handle such things now use the appellation of corporate affairs department.














CHAPTER THREE
METHODOLOGY
This 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	Reliability
3.6	Validity
3.7	Method of Data Analysis
3.1	Instrument Used
A questionnaire tagged; "Importance of Communication Skills to the Service Delivery of Secretaries" was designed by the researcher which was used as a tool for data gathering for the study. The items in the questions are placed in four points rating scale of "SA-Strongly Agreed 4, A-Agreed 3. D-Disagreed 2, and SD-Strongly Disagreed 1" respectively.
3.2	Population of the study
The population for this study comprised of both Kwara State Ministry of Finance, Ilorin and Kwara State Polytechnic, Ilorin. There are numbers of secretaries in the case study but the researcher make use of 20  from Kwara State Polytechnic, Ilorin and while 20 from Kwara State Ministry of Finance, Ilorin.
3.3	Sample and Sampling Technique
The researcher selected twenty (20) each from the both case study. Meaning that Twenty (20) from Kwara State Polytechnic, Ilorin and 20 from Kwara State Ministry of Finance, Ilorin making the total number of 40 secretaries from the both case study.
3.4	Distribution and collection of data
The questionnaires designed were distributed by hand personally by the researcher. Forty (40) copies of the questionnaire were distributed to the secretaries in the both case study. The researcher went back after one week to retrieve all the questionnaire.
3.5	Reliability
The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable, as the question method will reveal information from the case study.
3.6	Validity
The content validity of the instrument was determined by the expert opinions from two senior lecturers from the Department of office Technology and Management, Kwara State Polytechnic, Ilorin. These experts critically examine the instrument with respect to its fitness for the study. 
3.7	Method of Data Analysis
The information collected were classified and manually analyzed with the aid of a calculator, figure collected were converted into percentages to make the analysis clearer. Therefore, the analysis was based on the data collected from the respondents and this will be presented in the next chapter.















CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction
This chapter shows how responses of the respondents to the questions in the questionnaire were analyzed in tabular form for easy understanding. The respondents' views were used as data from which conclusions were made.
4.2	Results
Table 4.1:	Communication skills serve as a platform for Service Delivery for secretaries in an Organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	100

	Agree
	00
	0.00

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.1 above showed that, 40(100%) of the respondents strongly agreed with the statement that, communication skills serve as a platform for service delivery for secretaries in an organization, while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	It is therefore safe to conclude that, communication skills serve as a platform for service delivery for secretaries in an organization. 

Table 4.2	Written communications serves as a record for future purpose.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	50

	Agree
	20
	50

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.2 above revealed that, 20(50%) of the respondents strongly agreed with the statement that written communication serves as a record for future purpose, 20(50%) agreed while none of the respondents responded to disagreed and strongly disagreed respectively. 
It is obvious to conclude that, written communication serves as a record for future purpose.







Table 4.3	Written communications is that explanation of certain troublesome parts cannot be got immediately likewise immediate feedback is not possible.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	50

	Agree
	20
	50

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.3 above indicated that, 20(50%) of the respondents strongly agreed with the notion that written communication is that explanation of certain troublesome parts cannot be got immediately likewise immediate feedback is not possible, 20(50%) respondents agreed with the notion while none of the respondents responded to disagreed and strongly disagreed respectively. 
It is safe to conclude that the view that written communication is that explanation of certain troublesome parts cannot be got immediately likewise immediate feedback is not possible.



Table 4.4	Written communications is that type of presentation where the generator of message does not need to be physically present.
	Options
	No. of Respondents
	    Percentages%

	Strongly Agree
	40
	100

	Agree
	00
	0.00

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.4 above revealed that, 40(100%) of the respondents strongly agreed with the notion that written communication is that type of presentation where the generator of message does not need to be physically present, while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
This implies that written communication is that type of presentation where the generator of message does not need to be physically present.




Table 4.5	Oral communication establishes the procedures for accomplishing whatever needs to be actualized.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	                    100

	Agree
	00
	0.00

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.5 above indicated that, 40(100%) of the respondents strongly agreed with the notion that oral communication establishes the procedures for accomplishing whatever needs to be actualized while there was no respondents for agreed, disagreed and strongly disagreed respectively. 
Therefore, one can say that oral communication establishes the procedures for accomplishing whatever needs to be actualized.







Table 4.6	Oral communication in other to help secretaries to establish effective human relationship
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	32
	                    80

	Agree
	08
	20

	Disagree
	00
	0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.6 above revealed that, 32(80%) of the respondents strongly agreed, 8(20%) agreed with the notion that oral communication in other to help secretaries to establish effective human relationship while none of the respondents disagreed and strongly disagreed with the statement respectively. 
It is obvious to conclude that oral communication in other to help secretaries to establish effective human relationship.







Table 4.7	Oral communication has more effect to convey messages with emotion content.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	                    50

	Agree
	10
	25

	Disagree
	10
	 25

	Strongly Disagree
	00
	  0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.7 above showed that, 20(50%) of the respondents strongly agreed with the statement that oral communication has more effect to convey messages with emotion content, 10(25%) agreed while 10(25%) of the respondents disagreed and there was no respondents for strongly disagreed. 
Therefore, it is clear to say that oral communication has more effect to convey messages with emotion content.








Table 4.8	Oral communication enhances immediate feedback.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.8 above showed that, 40(100%) of the respondents strongly agreed with the notion that oral communication enhances immediate feedback while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
Therefore, one can say that oral communication enhances immediate feedback.











Table 4.9	Oral communication cements secretaries and their employers together.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	100

	Agree
	00
	0.00

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.9 above revealed that, 40(100%) of the respondents strongly agreed with the notion that oral communication cements secretaries and their employers together and none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
It is obvious to conclude that oral communication cements secretaries and their employers together.
.






Table 4.10	A communication skill is needed to enhance optimal productivity in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	                    50

	Agree
	10
	25

	Disagree
	10
	 25

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.10 above showed that, 20(50%) of the respondents strongly agreed with the statement that a communication skill is needed to enhance optimal productivity in an organization, 10(25%) agreed while 10(25%) of the respondents disagreed and there was no respondents for strongly disagreed.
This implies that a communication skill is needed to enhance optimal productivity in an organization.








Table 4.11	Communication creates interpersonal relationship between secretary and organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	16
	                    40

	Agree
	24
	60

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.11 above indicated that, 16(40%) of the respondents strongly agreed, 24(60%) respondents agreed that communication creates interpersonal relationship between secretary and organization while none of the respondents responded to disagreed or strongly disagreed respectively. 
Therefore, one can say that communication creates interpersonal relationship between secretary and organization.







Table 4.12	Communication skills are needed for an organization to carry out their task.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	                    100

	Agree
	00
	0.00

	Disagree
	00
	  0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.12 above indicated that, 40(100%) of the respondents strongly agreed that communication skills are needed for an organization to carry out their task while there was no respondents for agreed, disagreed and strongly disagreed respectively.
Therefore, it is safe to conclude that communication skills are needed for an organization to carry out their task.







Table 4.13	Communication skills affect the administration structure procedure.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	                    50

	Agree
	20
	50

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.13 above showed that, 20(50%) of the respondents strongly agreed with the notion that communication skills affect the administration structure procedure, 20(50%) agreed while none of the respondents responded to disagreed and stongly disagreed respectively.
It is obvious to conclude that communication skills affect the administration structure procedure.








Table 4.14	A Communication skill is a special skill when measuring the effectiveness of a secretary.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	30
	                    75

	Agree
	10
	25

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.14 above indicated that, 30(75%) of the respondents strongly agreed, 10(25%) agreed with the notion that a communication skill is a special skill when measuring the effectiveness of a secretary, while none of the respondents responded to disagreed and strongly disagreed with the statement. 
It is safe to conclude that a communication skill is a special skill when measuring the effectiveness of a secretary.







Table 4.15	Communication skills enable the management to rob mind with the secretary in order to achieve organizational goals.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	                    100

	Agree
	00
	0.00

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	  0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.15 above revealed that, 40(100%) of the respondents strongly agreed with the notion communication skills enable the management to rob mind with the secretary in order to achieve organizational goals while there was no respondents for agreed, disagreed and strongly disagreed respectively. 
This implies that communication skills enable the management to rob mind with the secretary in order to achieve organizational goals.




Table 4.16	Communication skill has allowed access to whole resource of data and information in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	40
	100

	Agree
	00
	 0.00

	Disagree
	00
	  0.00

	Strongly Disagree
	00
	   0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.16 above showed that, 40(100%) of the respondents strongly agreed with the statement that communication skill has allowed access to whole resource of data and information in an organization while there was no respondents for agreed, disagreed and strongly disagreed respectively. 
Therefore, it is safe to conclude that communication skill has allowed access to whole resource of data and information in an organization.







Table 4.17	There is role the communication skill has attained in an organization growth.

	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	                    50

	Agree
	10
	25

	Disagree
	10
	 25

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.17 above showed that, 20(50%) of the respondents strongly agreed, 10(25%) agreed with the statement that there is role the communication skill has attained in an organization growth, while there was no respondents for strongly disagreed respectively. 
It is safe to conclude that there is role the communication skill has attained in an organization growth.








Table 4.18	Communication skills bridge the gap of misunderstands in an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	30
	                    75

	Agree
	10
	25

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.18 above showed that, 30(75%) of the respondents strongly agreed with the statement that communication skills bridge the gap of misunderstands in an organization, 10(25%) agreed while none of the respondents responded to disagreed or strongly disagreed respectively. 
This implies that communication skills bridge the gap of misunderstands in an organization.







Table 4.19	Communication skill has served as the lifeline and living of an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	24
	                    60

	Agree
	16
	40

	Disagree
	00
	 0.00

	Strongly Disagree
	00
	 0.00

	Total
	40
	100


Sources: Researcher’s fieldwork, 2025
Table 4.19 above revealed that, 24(60%) of the respondents strongly agreed, 16(40%) agreed with the notion that communication skill has served as the lifeline and living of an organization, while none of the respondents responded to disagreed and strongly disagreed respectively. 
It is safe to conclude that communication skill has served as the lifeline and living of an organization.







Table 4.20	Communication skill has great impact for the achievement of an organization.
	Options
	No. of Respondents
	Percentages%

	Strongly Agree
	20
	                    50

	Agree
	10
	25

	Disagree
	06
	 15

	Strongly Disagree
	04
	 10

	Total
	40
	100


Source: Researcher’s fieldwork, 2025
Table 4.20 above revealed that, 20(50%) of the respondents strongly agreed, 10(25%) agreed with the notion that communication skill has great impact for the achievement of an organization while 6(15%) respondents disagreed and 4(10%) of the respondents strongly disagreed with the statement.
This implies that communication skill has great impact for the achievement of an organization.







CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
As started by the researcher in the previous chapters, this project was designed to look at the Importance of Communication Skills to the Service Delivery of Secretaries. The researcher reviewed some textbooks-in order to gather recent information which is relevant to the project. Apart from the textbooks that were reviewed, a questionnaire was designed to solicit for more information from respondents in the case study.
The research has been carried out; findings have been analyzed and presented in the previous chapters. Therefore, it is now necessary to give the summary, conclusion and recommendations based on the findings of the project.
The summary can be said to be: communication is the process of sending meaningful and understandable message across to people both in the inside and outside of it.
Finding has shown that communication has helped the secretaries to improve the secretarial function which has helped to attain it organizational goals.
Both the secretary and her employer has benefited largely from making communication skills as their platform because it brings about effective work and enhances human relations and makes their work to be effective.

5.2	Conclusion
Based on the findings, it can be concluded that communication is central to the efficiency and effectiveness of secretary in every organization. It is the link between the secretary and her boss; its major functions are to facilitate interaction between and among management, secretary, customers, suppliers, creditors and government officials.
The majority of the respondents confirmed that every secretary should be proactive in their desire to communicate and should be conscious of the communication media they use in order to bring about effectiveness. They also confirm that communication improves the effectiveness of the secretary in the course of their duties.
The respondents are also on the view that noise must be reduced to barest minimum and should discourage short circuiting of communication channel and management should encourage secretary to communicate with them.
The findings revealed that most secretaries have embraced the utility of communication and the trend will continue.





5.3	Recommendations
Based on the findings this study, I hereby recommend that communication skills should be used effectively by secretaries for the service delivery of an organization.
Management should communicate clearly to the secretary in order to understand them and carry out their tasks effectively. They should communicate effectively so that the secretaries will response the way they intends.
Management should equip the secretaries with electronic communication devices as they improve the transmission of information.
Since communication skills are the platform for effectiveness of secretaries, management should encourage its flow and discourage short circuiting of the communication channel. Management should communicate at the right time and in such a way that the secretary will understand then. They should make sure that noise reduced not impedes the flow of communication. The right media of communication for particular message should be decided in order to enhance the effectiveness of the message.
Secretary should pay attention to the message so that they will be able to listen and understand and give accurate feed back as expected.
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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 “IMPORTANCE OF COMMUNICATION SKILLS TO THE SERVICE DELIVERY OF SECRETARIES”.
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
ABDULWAHAB, ISMAIL ISOWO
HND/23/OTM/FT/0021







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 “IMPORTANCE OF COMMUNICATION SKILLS TO THE SERVICE DELIVERY OF SECRETARIES”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully
ABDULWAHAB, ISMAIL ISOWO
HND/23/OTM/FT/0021






QUESTIONNAIRE
1. Communication skills serve as a platform for Service Delivery for secretaries in an Organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
2. Written communication serves as a record for future purpose.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
3. Written communication is that explanation of certain troublesome parts cannot be got immediately likewise immediate feedback is not possible.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
4. Written communication is that type of presentation where the generator of message does not need to be physically present.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
5. Oral communication establishes the procedures for accomplishing whatever needs to be actualized.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )

6. Oral communication in other to help secretaries to establish effective human relationship.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
7. Oral communication has more effect to convey messages with emotion content.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
8. Oral communication enhances immediate feedback.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
9. Oral communication cements secretaries and their employers together.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
10. A communication skill is needed to enhance optimal productivity in an organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
11. Communication creates interpersonal relationship between secretary and organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
12. Communication skills are needed for an organization to carry out their task.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
13. Communication skills affect the administration structure procedure.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
14. A Communication skill is a special skill when measuring the effectiveness of a secretary.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
15. Communication skills enable the management to rob mind with the secretary in order to achieve organizational goals.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
16. Communication skill has allowed access to whole resource of data and information in an organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
17. There is role the communication skill has attained in an organization growth.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
18. Communication skills bridge the gap of misunderstands in an organization
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
19. Communication skill has served as the lifeline and living of an organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
20. Communication skill has great impact for the achievement of an organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
