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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study
Effective communication skills have increasingly become a vital element in the workplace, especially for secretaries in educational institutions where the flow of information plays a crucial role in daily operations. Secretaries are not only administrative personnel; they are also primary links between the management, staff, students, and the external public. Their ability to relay information clearly and professionally determines how efficiently the institution functions. In modern educational settings, communication extends beyond face-to-face interactions to include emails, phone calls, virtual meetings, and written documentation. Therefore, a secretary’s proficiency in both oral and written communication significantly affects productivity and the image of the institution (Adams & Thomas, 2023). Poor communication from a secretary can result in misinterpretation, delays in processing tasks, and organizational conflict, which can hinder institutional goals.
In an educational institution, the secretary functions in a complex communication network that involves correspondence with lecturers, students, parents, regulatory agencies, and suppliers. The accuracy and professionalism with which a secretary handles this communication can influence how the institution is perceived by stakeholders. Moreover, the dynamic and multicultural nature of educational institutions requires secretaries to possess interpersonal and cross-cultural communication skills. They are expected to manage a variety of situations from handling confidential academic documents to responding to inquiries and complaints. A lapse in communication skill can lead to misrepresentation of policies or dissemination of inaccurate information (Ogunyemi & Olalor, 2022). Hence, communication skills are not just desirable traits but essential competencies for secretaries to perform effectively.
The role of secretaries in educational institutions is also evolving from routine clerical duties to strategic administrative functions that demand initiative and critical thinking. This transformation underscores the importance of advanced communication skills, such as active listening, persuasive writing, conflict resolution, and negotiation. Secretaries are now required to draft complex reports, prepare presentations, and take minutes at high-level meetings, and interface with both local and international stakeholders. A deficiency in these skills can impair institutional operations and reduce efficiency. Moreover, the growing emphasis on customer service in education means secretaries serve as the first point of contact for prospective students and external visitors (Emeka & Bassey, 2023). Their communication style and competence, therefore, contribute significantly to the institution’s public relations.
Despite the recognized importance of communication skills, many secretaries still lack formal training in this area. Most educational institutions prioritize technical or clerical skills during recruitment, neglecting the critical role of communication in administrative performance. As a result, secretaries often struggle with grammar, poor articulation, ineffective listening, and miscommunication during oral and written exchanges. This gap affects the overall performance of the administrative unit, resulting in delays, errors, and dissatisfaction among stakeholders. Research by Ibrahim and Eze (2024) found that over 60% of administrative challenges in tertiary institutions in Nigeria could be traced to poor communication. This finding reinforces the need to emphasize communication training as a core component of secretarial development.
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 whereby people in organization exchange. The “communication is the means whereby 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.  
The process of communication involves a sender and a receiver. The sender is the person who transmits the message, and the receiver is the person who receives the message. The message can be in the form of words, gestures, or symbols. It is important that the receiver understands the message in the way it was intended by the sender.  
Communication process starts with the sender or source who 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 decisions or actions.  
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.  
A correspondence sent out to the outside world speaks volume about the image of the organization it represents. A wrongly worded letter with spelling errors and poor typing would definitely create a negative impression of the organization in the mind of the receivers; while on the other hand, a letter that is properly written and well typed would speak well of the staff and the organization it represents, It will encourage and attract the receiver to patronize that organization.  
1.2	Statement of the Problem
Despite the acknowledged importance of communication in the workplace, many secretaries in educational institutions struggle with inadequate communication skills. These limitations may lead to frequent misunderstandings, improper documentation, inefficiencies in task execution, and strained interpersonal relationships. As a result, the performance of secretaries may be compromised, affecting the administrative functions of the institution at large.  
The problem, therefore, lies in understanding how communication skills or the lack thereof affect the performance of secretaries in educational institutions. Are communication skills being properly developed and utilized? What impact does this have on the secretary’s efficiency and overall institutional effectiveness?  
1.3	Objectives of the Study
The primary objective of this study is to examine the essence of communication skills in the performance of secretaries in educational institutions. The specific objectives are to:  
i. Identify the key communication skills required by secretaries in educational institutions.  
ii. Examine the relationship between communication skills and secretarial performance.  
iii. Evaluate the challenges secretaries face in applying communication skills effectively.  
1.4	Research Questions
The study seeks to answer the following questions:  
1. What are the essential communication skills needed by secretaries in educational institutions?  
2. How do communication skills influence the performance of secretaries?  
3. What challenges do secretaries encounter in applying communication skills in their duties?  
1.5	Significance of the Study
This study is significant for several reasons. First, it highlights the importance of communication skills in administrative roles, encouraging educational institutions to provide relevant training and support for secretaries. Second, it offers insights to secretaries on how improved communication can enhance their effectiveness. Third, policymakers and school administrators can use the findings to improve administrative structures and processes. Ultimately, the study contributes to improving administrative efficiency in the educational sector.  
Reader
This study is therefore aimed at broadening the knowledge of the readers on the various ways a secretary can contribute to the success of her organization through her communication skills.  
Organization
Also, as communication can mar or make the success of an organization, it will encourage employers to ensure that efficient hands 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 limited to an appraisal of the essence of effective communication skills in enhancing service delivery of secretaries, using Kwara State Polytechnic, Ilorin as a case study.
1.7	Limitations
Due to some financial constraints and time factor, the researcher was not able to carry out the research as extensively as expected. However, a meaningful research work was carried out within the limited available resources.  
Another difficult faced was data collection as some of the respondents were reluctant in filling the questionnaires.












CHAPTER TWO
LITERATURE REVIEW
This chapter deals with review of related literature. The review will be conducted under the following sub-headings:-  
2.1	Concept of Secretary  
2.2	Duties of a Secretary  
2.3	The Secretary’s Role in Educational Institutions  
2.4	Concept of Communication Skills  
2.5	Importance of Communication Skills in Secretarial Duties  
2.6	Communication Technology and the Modern Secretary  
2.7	Communication Barriers and Secretarial Performance  
2.1	Concept of Secretary
There is no universally accepted definition of secretary. The best way to understand who is a secretary is to identify and appreciate her role within the business, industrial or professional environment. The proscribed role of a secretary is supportive. She should be bedrock on which her boss could lean on.  
However, the falling are some of the definitions given by different author to the term “secretary”:  
Longman dictionary of contemporary English defined a secretary as “someone who works in an office typing letters, keeping records, arranging meetings, etcetera”.  
Anderson et al (1976) defined secretary as “one who can think for you, act for you, anticipates your whines, and increase your output phenomenally”.  
An effective secretary will always feed her employers the need information, keep the filling system up-to-date, and give the forgetful employer an image of omniscience.  
Stomach (1974) also defined a secretary as: an executive assistant who possesses mastery office skills, who demonstrates the ability to assume responsibility without direct supervision, who exercises imitative and judgment, and makes decision within the scope of assigned authority. An efficient secretary is somebody who is well organized, who knows the goals and objectives of her organization: she is the one who makes a mediocre boss looks suitable and capable of responsibility, which uses initiative and works with little or no supervision.  
Edun et al (1986) describe a secretary as “a person employed to deal with corresponding and duties that ate personal or confidential in nature”.  
A secretary must be a trusted confident. The word “secretary” comes from the last in word “secretaries” meaning a person entrusted with secrets. An employer must be able to: tell all” to his secretary, knowing what has been disclosed in stick confidence will become part of the daily office gossip.
2.2	Duties of Secretary
The duties of a secretary in quite numerous and varied. However, the following the most important ones as highlighted by McFarland (1985).  
Arranging Meetings: The secretary’s responsibilities concerning meetings of company personnel man include notifying the executives of the time and purpose of fine meeting, arranging for conference halls scheduling equipment needed, and taking notes the meeting.  
Travel Arrangement: When a company does have a traffic department, the secretary is expected to make the arrangements through a travel agency or directly with airlines hotels, and car rental agencies.
Telephone Use: The efficient secretary must be aware of the techniques involved in placing and receiving calls and of the impression she is making each time she uses the telephone. When using the telephone, she should remember that she is creating an image of herself and the company in the mind of the other person.  
Processing Mail: Mail delivered to the office must be processed, and the secretary almost always has this responsibility. Processing the mail involves much more than opening envelopes and removing the contents. The process involves first sorting the mail into sacks according to the degree of importance. The secretary needs to know how to handle the mail during the executive absence and need to prepare a mail register so that the executive will be able to readily see what mail came during his or her absence.  
Preparing Report: The secretary is frequently expected to help collect, analyze, organize, and present the data in a manifold form. The secretary is usually totally responsible for making sure each graphic and presented is in an acceptable format and that the entire report is well-contacted so that it will make a favorable impression on the reader.  
Meeting the Public: A secretary meets with the public on a daily basis, because she is the first person or worker most callers come in contact with while visiting the organization. Her company’s reputation will be determinants to a large extent by her action. So, it is important that while meeting with the public, a secretary must be courteous and cheerful, she must make the first impression of herself and her organization a favorable one. Stressing the importance of this public relations function of the secretary.  
Akewusola (1997) stated a secretary by nature is an ambassador of her organization; she is the first worker most callers come into contact with when they visit office. The impression she creates in the mind of visitors will both encourage them to continue their patronage of the organization by creation of a sustained good will or repel them by patronizing other organization thereby reducing the number of clients and ultimately bring about distress.  
He is in essence that a secretary should be able to act as a good receptionist and fine public relation office, receiving visitors warmly, treating them as equals, thereby projecting a positive image of the organization.  
All the above mentioned duties of a secretary are lined with communication.
In fact, the secretary is the center of communication and information, the caretaker of all management information resources, the image of her boss and the organization: a link between the boss and others.  
2.3	The Secretary’s Role in Educational Institutions
In educational institutions, the role of the secretary extends far beyond administrative clerical work to encompass dynamic responsibilities that demand advanced communication skills. Effective communication—both verbal and written—is the backbone of a secretary’s daily operations in a school or university setting. Secretaries serve as intermediaries between management, staff, students, parents, and external bodies, making it essential for them to possess the ability to clearly convey information and interpret messages accurately. Their interactions are critical to maintaining the institutional image and ensuring smooth internal operations. Without effective communication, misunderstandings can occur, leading to inefficiencies and operational delays. As institutions become increasingly diverse, secretaries must also be capable of adjusting their communication styles to accommodate cultural and linguistic differences (Khan & Yousaf, 2023).  
One of the key aspects of communication in an educational institution is interpersonal interaction. A secretary’s ability to relate well with others directly influences their effectiveness in carrying out administrative duties such as scheduling meetings, handling inquiries, and managing records. Secretaries must be attentive listeners, empathetic communicators, and capable of reading non-verbal cues to respond appropriately in various contexts. The responsiveness fosters an atmosphere of trust and cooperation within the institution. According to Okoro and Uche (2022), the role of interpersonal communication in administrative support functions is pivotal to ensuring that educational goals are met with professionalism and integrity.  
Written communication also plays a central role in the secretary’s performance. The accurate drafting of memos, emails, reports, and official correspondence is essential for keeping all stakeholders informed and aligned within institutional policies. Errors in written communication can lead to confusion, misinterpretation, and reputational damage. Therefore, educational secretaries must have a strong command of grammar, syntax, and institutional tone. Moreover, as many communications are archived or referenced in the future, clarity and professionalism in documentation are vital. Bello and Ibrahim (2023) emphasize that written communication in educational settings must adhere to high standards to maintain the institution’s credibility and facilitate effective decision-making.
 Image contributes significantly to administrative transparency and accountability in schools, underscoring the importance of high-level writing skills for secretarial staff.  
Communication skills are indispensable to the support functions of a secretary in an educational institution. From facilitating interpersonal relationships to managing institutional correspondence and resolving conflicts, the ability to communicate effectively underpins the success of the secretary’s role. As the educational landscape evolves, so too must the communication competencies of secretaries to meet the demands of diverse stakeholders. Investing in communication training and development is crucial for achieving educational excellence. Given the growing demands placed on administrative staff, future research and policy should prioritize communication as a core competency in educational secretary training programs (Ibrahim & Oganleye, 2024).  
2.4	Concept of Communication Skills
Basically, there is no universal agreement on the definition of communication. There are over three hundred definitions of communication, but the best described is that communication is a process whereby all man’s action is made known because it is occasioned by his needs to interact with his fellow man.  
Communication helps us understand ourselves, predict our responses to situations, and derive solutions to problems. It is a means by which power is acquired, exercised, and sustained. It is also a medium by which relationships are established, extended, and maintained.  
In any type of business or industries set-up, communication helps to orient workers to pursue, attain, sustain, and improve the organizational goals.  
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 is a process of transmitting thoughts and is the sharing and imparting of information’s:  
· It is giving understandable information and receiving and understanding the message;  
· It is the transmitting of messages and the linking of people;
· It is the conveyance of ideas, attitudes and feelings.  
· In the exchange of messages within a network of interdependent relationships.  
This common thread linking these definitions demonstrates us of a fact that communication is a process. It is the transfer of information, ideas, thoughts, and messages. It involves a sender, a receiver, a code and a language that is understood by both the sender and the receiver.  
2.5	Importance of Communication Skills in Secretarial Duties
In the realm of educational institutions, communication skills are paramount in secretarial duties, as secretaries are often the first point of contact for students, staff, and external stakeholders. The ability to communicate clearly and effectively enables a secretary to manage their responsibilities efficiently. Whether it’s handling correspondence, scheduling meetings, answering queries, or conveying information, proficient communication skills foster a positive environment and enhance productivity. A secretary with strong communication skills can also build good relationships, resolve conflicts, and contribute to the smooth operation of the institution. Effective communication in secretarial duties also involves listening skills, clarity in speech or writing, and the ability to use non-verbal cues appropriately.  
Written communication is also an essential skill for secretaries in educational institutions. Many secretarial tasks involve creating and drafting official documents, such as letters, memos, reports, and emails. These documents represent the institution and must be clear, concise, and professional. A secretary’s ability to communicate effectively in writing ensures that the institution’s correspondence is appropriately structured and aligned with professional standards. Moreover, in an educational setting, these documents might include sensitive information, and accurate and thoughtful communication helps prevent misunderstandings and ensures confidentiality (Smith & Johnson, 2021).  
Furthermore, verbal communication plays a pivotal role in a secretary’s interaction with both internal and external parties. Whether it’s answering the phone, participating in meetings, or interacting with students and staff members in person, verbal communication is an essential tool for fostering positive relationships. A secretary’s tone, clarity, and professionalism in verbal interactions influence the overall image of the institution. Positive verbal communication also enhances the efficiency of daily operations by providing clear instructions and guidance when needed (Brown, 2020).  
Lastly, non-verbal communication is often overlooked but is equally important for a secretary’s performance. Non-verbal cues such as body language, facial expressions, and posture significantly affect how messages are conveyed and received. A secretary who is attentive and approachable in body language can create a welcoming and professional environment for visitors and staff alike. This, in turn, improves the secretary’s effectiveness by helping build strong relationships and establishing trust within the institution. In an educational institution, where stress and fast-paced activities are common, non-verbal communication can help maintain a sense of order and professionalism (Fletcher & Hartley, 2022).  
2.6	Communication Skills and the Modern Secretary
In the modern world, the role of communication technology has dramatically transformed how secretaries perform their duties, particularly within educational institutions. The secretary’s job today is not merely about administrative tasks but also involves managing communication flows that are crucial for the institution’s effectiveness. With the growing use of technology, secretaries now have access to various tools that help them enhance communication efficiency and performance. Technologies such as emails, instant messaging, video conferencing, and integrated office management systems allow for more effective interactions between staff, students, and management. Communication technology is, therefore, essential for enabling the modern secretary to meet the demands of their job in an educational setting (Miller, 2023).  
Effective communication skills are central to a secretary’s performance, especially in educational institutions where the flow of information is constant and diverse. Secretaries are often the first point of contact for parents, students, and external organizations, making communication an integral part of their job. Communication technology tools enable secretaries to manage a variety of communication channels simultaneously, thus improving response times and accuracy. Additionally, they must be able to relay information clearly, whether through written communication or verbal interactions, while maintaining professionalism and clarity. According to Smith and Hall (2022), the ability to use communication tools effectively directly correlates with a secretary’s ability to support the institution’s academic and administrative operations.  
In educational institutions, secretaries are responsible for handling a wide array of documents, messages, and schedules. With the advent of communication technologies, they can efficiently organize and manage this information, ensuring smooth operations across departments. Software like scheduling applications, document sharing platforms, and cloud storage solutions enable secretaries to track appointments, manage resources, and communicate across multiple teams. This enhanced organization leads to greater efficiency, as secretaries are able to quickly access and share vital information (Johnson, 2021). Moreover, effective communication skills are not limited to the use of technology alone; they also involve interpersonal skills that can foster positive relationships within the educational community. A modern secretary needs to be well-versed in the art of interactions with people, which includes both online and offline communication. They must be able to navigate between virtual communication platforms and face-to-face interactions with ease. For example, in dealing with inquiries from parents or coordinating between academic departments, a secretary’s ability to communicate effectively using digital platforms, such as emails or video calls, in person, in crucial. This blend of skills ensures that the secretary can adapt to the varying needs of stakeholders in the institution (Brown & Clark, 2024).  
One of the major benefits of communication technology for secretaries in educational institutions is the improvement in the speed and accuracy of information dissemination. Instant messaging and email systems allow for quicker exchanges, reducing the risk of miscommunication or delays. Additionally, the ability to send and receive information in real-time makes secretaries key players in the decision-making process within institutions. Whether it is relaying important notices to staff or facilitating meetings between faculty members, communication technology has made it possible to execute these tasks with greater efficiency. This results in enhanced organizational performance and smoother administrative operations (Davis, 2023).  
Finally, the increasing demand for remote learning and hybrid work models has heightened the importance of communication in educational institutions. In these settings, secretaries play a pivotal role in coordinating digital communication, ensuring that faculty, students, and administrative staff remain connected, even when physically distant. Technologies such as video conferencing platforms and online collaboration tools allow communication across various mediums and locations, contributing significantly to the institution’s success (Taylor & Parker, 2022).  

2.7	Communication Barriers and Secretarial Performance
There are many barriers which hinder effective communication in an organization. Even if the communication system is food, barriers can make it bad or ineffective. Some of the barriers to effective communication as given by Armstrong (1977) are as follows:  
· Difference in Perception: People tend to read different meanings to information given. Words mean different things to different people, hence it should not be assumed that a message which has a certain meaning to you will convey the same meaning to others. Therefore, differences in perception could lead to misunderstanding of the message sent.  
· Semantic Barrier: This happen when the language used is not under stable to the receiver. For any communication to be effective, the language or symbols used must be those that audience or receiver understands. Ignoring information that conflicts with what is already known: Information that conflicts with what the receiver knows is often rejected or twisted to fit one’s knowledge, thereby distorting the message.  
· Noise: It is a technical term for all forms of obstacles with conspires to reduce the effectiveness of communication. In other words, noise reduces the amount of information which is sent between those who are communicating. Noise could be physical, like the noise for an airplane, psychological or linguistic.  
· Information Overload: Some people have access to too many information or are overloaded with work. When the amount of work is too much, the worker tends to become forgetful and this results to organizational ineffectiveness. Sometimes vital information may be forgotten which can cause the organization huge amount of money. The solution to this situation would be to reduce the workload of the person so affected or improve the system of information storage, retrieval, and dissemination.  

















CHAPTER THREE
METHODOLOGY
The chapter deals with the method and procedures for data collection that was used in carrying out the study. The chapter was presented under the following sub-headings:  
3.1	Instrument Used  
3.2	Population of the Study  
3.3	Sample and Sampling Techniques  
3.4	Distribution and Collection of Data  
3.5	Method of Data Analysis
3.1	Instrument Used
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 the study comprises of secretaries in kwara state polytechnic, Ilorin. The 25 secretaries was selected in kwara state polytechnic, Ilorin.


3.3	Sample and Sampling Techniques
The researcher used all the total population as sample size. The total number of population is sizable to manage for the study.
3.4	Distribution and Collection of Data
The researcher with the assistance of some associates (secretaries) distributed the questionnaire to the secretaries used as respondents. The researcher administered the twenty five questionnaires at kwara state polytechnic, 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 form. The data were manually analyzed with the aid of a calculator.  
For case understanding of the study, figures were converted to percentages 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 deals with data analysis. The chapter will be conducted and presented as follows.
4.2	Results
Table 4.1:	No educational institution can succeed without effective communication
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	19
	76

	Agree
	06
	24

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.1 above showed that, 19(76%) of the respondents strongly agreed with the statement that no educational institution can succeed without effective communication, 6(24%) respondents agreed with the statement, while none of the respondents responded to disagreed and strongly disagreed with the notion.
	This implied that no educational institution can succeed without effective communication.
Table 4.2:	For communication to be effective, the staff handling it must be competent.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	60

	Agree
	06
	24

	Disagree
	04
	16

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.2 above revealed that, 15 (60%) of the respondents strongly agreed with the notion that for communication to be effective, the staff handling it must be competent, 6(24%) respondents agreed, while 4(16%) respondents disagreed and there was no respondents for strongly disagreed.
	Therefore, one can say that for communication to be effective, the staff handling it must be competent.





Table 4.3:	The secretary plays a very significant role in communication process of any educational institution.  
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	17
	68

	Agree
	04
	16

	Disagree
	04
	16

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.3 above indicated that, 17(68%) of the respondents strongly agreed with the notion that the secretary plays a very significant role in communication process of any educational institution, 4(16%) respondents agreed, while 4(16%) respondents disagreed and there was no respondents for strongly disagreed.
	It is obvious to conclude that the secretary plays a very significant role in communication process of any educational institution.





Table 4.4:	The efficiency of the secretary in handling communication can contribute to the success of her educational institution.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	60

	Agree
	05
	20

	Disagree
	05
	20

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.4 above showed that, 15(60%) of the respondents strongly agreed with the notion that the efficiency of the secretary in handling communication can contribute to the success of her educational institution, 5(20%) respondents agreed, while 5(20%) of the respondents disagreed and there was no respondents for strongly disagreed.
	It is clear to conclude that the efficiency of the secretary in handling communication can contribute to the success of her educational institution.




	Table 4.5:	Communication with visitors is an important public relations function of the secretary.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	10
	40

	Agree
	08
	32

	Disagree
	05
	20

	Strongly Disagree
	02
	8

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.5 indicated that, 10 (40%) of the respondents strongly agreed, 8(32%) respondents agreed with the statement that communication with visitors is an important public relations function of the secretary, while 5(20%) disagreed and 2(8%) of the respondents strongly disagreed with the notion.
	This implied that communication with visitors is an important public relations function of the secretary




	
Table 4.6:	The manner in which a secretary communicates with visitors/callers can have a negative or positive effect on her educational institution.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	18
	72

	Agree
	07
	28

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.6 revealed that, 18(72%) of the respondents strongly agreed, 7(28%) respondents agreed with the notion that the manner in which a secretary communicates with visitors/callers can have a negative or positive effect on her educational institution, while none of the respondents responded to disagreed and strongly disagreed respectively.
	It is safe to conclude that the manner in which a secretary communicates with visitors/callers can have a negative or positive effect on her educational institution.



Table 4.7:	A cheerful and friendly secretary will attract more customers’ clients to organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	60

	Agree
	08
	32

	Disagree
	02
	8

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.7 showed that, 15(60%) of the respondents strongly agreed with the notion that a cheerful and friendly secretary will attract more customers’ clients to organization, 8(32%) respondents agreed with the notion, while 2(8%) disagreed and there was no respondents for strongly disagreed with the statement.
	Therefore, it is obvious to conclude that a cheerful and friendly secretary will attract more customers’ clients to organization




Table 4.8:	As aggressive and rude secretary can discourage customers from patronizing her organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	14
	56

	Agree
	05
	20

	Disagree
	06
	24

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.8 revealed that, 14(56%) of the respondents strongly agreed with the notion that as aggressive and rude secretary can discourage customers from patronizing her organization, 5(20%) respondents agreed with the notion, while 6(24%) respondents disagreed and there was no respondents for strongly disagreed.
	This implies that as aggressive and rude secretary can discourage customers from patronizing her organization.





Table 4.9:	Apart from communicating face-to-face with visitors, that secretary also plays a very significant role in written communication process by making sure that the letter sent out are well constructed and properly typed.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	16
	64

	Agree
	05
	20

	Disagree
	04
	16

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.9  indicated that, 16(64%) of the respondents strongly agreed with the statement that apart from communicating face-to-face with visitors, that secretary also plays a very significant role in written communication process by making sure that the letter sent out are well constructed and properly typed, 5(20%) respondents agreed with the notion, while 4(16%) of the respondents disagreed and there was no respondents for strongly disagreed with the notion.
	It is obvious to conclude that apart from communicating face-to-face with visitors, that secretary also plays a very significant role in written communication process by making sure that the letter sent out are well constructed and properly typed
Table 4.10:	Do you agree that the above function (4.9) requires that the secretary be good in the use of English language.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	22
	88

	Agree
	03
	12

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.10  showed that, 22(84%) of the respondents strongly agreed with the statement that Do you agree that the above function (4.9) requires that the secretary be good in the use of English language, 8(16%) respondents agreed, while none of the respondents disagreed and strongly disagreed respectively.
	Therefore, one can conclude that do you agree that the above function (4.9) requires that the secretary be good in the use of English language.





	Table 4.11:	Keeping proper records is a very important role of the secretary in communication process.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	80

	Agree
	04
	16

	Disagree
	01
	4

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.11 revealed that, 20(80%) of the respondents strongly agreed with the statement that keeping proper records is a very important role of the secretary in communication process, 4(16%) of the respondents agreed while 1(4%) respondents disagreed and there was no respondents for strongly disagreed with the statement.
	It is clear to conclude that keeping proper records is a very important role of the secretary in communication process.





Table 4.12:	Failure by the secretary to keep records of vital information can affect the educational institution adversely.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	25
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.12 indicated that, 25(100%) of the respondents strongly agreed with the statement that Failure by the secretary to keep records of vital information can affect the educational institution adversely, while none of the respondents responded to agreed, disagreed and strongly disagreed respectively.
	Therefore, one can say that Failure by the secretary to keep records of vital information can affect the educational institution adversely
.




Table 4.13:	That educational qualification of a secretary enhances the communication skills.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	00
	0.00

	Agree
	20
	80

	Disagree
	05
	20

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.13 revealed that, 20(80%) of the respondents agreed with the notion that That educational qualification of a secretary enhances the communication skills, 5(20%) respondents disagreed with the statement, while there was no respondents for strongly agreed and strongly disagreed respectively.
	It is safe to conclude that that educational qualification of a secretary enhances the communication skills.





Table 4.14:	What minimum qualification do you think a secretary should have.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	19
	76

	Agree
	06
	24

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.14 showed that, 19(76%) of the respondents strongly agreed, 6(24%) respondents agreed with the statement that what minimum qualification do you think a secretary should have, while none of the respondents responded to disagreed and strongly disagreed respectively.
	Therefore, one can say that what minimum qualification do you think a secretary should have.





Table 4.15:	For a secretary to be able to communicate effectively, which of the following communication skills must she possess
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	22
	88

	Agree
	03
	12

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.15 revealed that, 22(88%) of the respondents strongly agreed, 3(12%) respondents agreed with the statement that For a secretary to be able to communicate effectively, which of the following communication skills must she possess, while there was no respondents for disagreed and strongly disagreed respectively with the notion.
	This implies that for a secretary to be able to communicate effectively, which of the following communication skills must she possess.




Table 4.16:	The use of automation enhance the easy flow of communication in an educational institution
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	21
	84

	Agree
	04
	16

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.16 revealed that, 21(84%) of the respondents strongly agreed with the statement that the use of automation enhance the easy flow of communication in an educational institution, 4(16%) respondents agreed with the statement, while none of the respondents disagreed or strongly disagreed respectively.
	It is obvious to conclude that the use of automation enhance the easy flow of communication in an educational institution.





Table 4.17:	What are the available means of communication in your office?.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	80

	Agree
	05
	20

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
Table 4.17 showed that, 20(80%) of the respondents strongly agreed with the notion that what are the available means of communication in your office, 5(20%) respondents agreed, while there was no responds from disagreed and strongly disagreed respectively.
	One can conclude that what are the available means of communication in your office.





Table 4.18:	How often are these means of communication used in your office?
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	60

	Agree
	10
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.18 revealed that, 15(60%) of the respondents strongly agreed with the statement that how often are these means of communication used in your office, 10(40%) respondents agreed while none of the respondents responded to disagreed and strongly disagreed respectively. 
	This implies that how often are these means of communication used in your office.





Table 4.19:	Secretary should be given some special training in the use of this equipment?
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	60

	Agree
	10
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.19 indicated that, 15(60%) of the respondents strongly agreed with the notion that secretary should be given some special training in the use of this equipment, 10(40%) respondents agreed, while none of the respondents responded to disagreed and strongly disagreed with the notion respectively. 
	It is safe to conclude that secretary should be given some special training in the use of this equipment.




Table 4.20:	The main barrier to proper communication is the use of wrong channels of communication.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	25
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	25
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.20 showed that, 25(100%) of the respondents strongly agreed with the notion that the main barrier to proper communication is the use of wrong channels of communication, while none of the respondents responded to agreed, disagreed and strongly disagreed with the statement respectively. 
	This implies that the main barrier to proper communication is the use of wrong channels of communication.






CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
The research work was conducted to find out the secretary’s role in communication process towards the attainment of educational institution goals. Opinions of experts in the profession (secretaries) were sought through the use of questionnaire. The questionnaire was developed, produced and distributed to secretaries at the case study kwara state polytechnic, ilorin. The Date Collected through questionnaire was analyzed in chapter four.  
Also, to back up the study, related literature and past projects were consulted.  
It was gathered from the study that no organization can succeed without effective communication. Every educational institution needs information from time to time help management makes decision. Thus, information is received and sent out on a daily basis.  
It was also gathered from the respondents that, for communication to be effective, the staff handling it must be competent, which means that they must be diligent in the discharge of their duties by making sure that information is passed at the appropriate time using the appropriate language that will be understood by the receiver.  
The study also revealed that the secretary plays a very significant role in communication in an educational institution. She is, in fact, referred to as the “centre of information and communication” because all her duties are interwoven with communication. Orally, she interacts with visitors on a daily basis. In most organizational, she is the first person a caller comes in contact with while visiting the organization. The way and manner a secretary communicates with these visitors can affect her organization either positively or negatively.  
In the case of a proper communication process involves making sure that letter which are sent out to the outside world are free of grammatical and spelling mistakes and that they are properly and neatly typed. A good letter speaks well of the organization it represents and attracts the interest of the recipient to respond.  
It was also revealed from the study that the secretary contributes to the communication process by keeping proper records. When it records a long paper receipt of documents can be made with ease.  
It was also found out that the emotional background of a secretary enhances her communication skills. The higher her emotional qualification, the more effective she becomes in communication. Majority of the respondents were of the opinion that National Diploma should be the minimum qualification of a secretary.  
It was neither revealed from the study that the use of automation enhances the easy flow of communication in an organization. It is summary, it has been established from the study that the secretary’s role in communication is not efficient in her duties which are interwoven with communication, because the success of much educational institution depends on effective communication, and for communication to be effective, the staff handling it must also be competent.
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 an educational institution 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 set the task, otherwise the plan will become useless.  
For communication to be effective, that staff handling it must be competent by being diligent in the discharge of their duties. It also implies that information must be passed at the right time.  
The secretary 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 having effective 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 positive or negative 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 from patronizing her organization, thereby causing her organization distress.  
A secretary contributes to the success of her organization by keeping the secrets of her organization. When secrets are divulged and her info into the ears of competitors, this can cause the organization to lose contracts worth millions of Naira.  
The educational qualification of a secretary enhances her communication skill. The higher her qualification, the more effective she becomes in communication. The use of automation enhances the easy flow of communication in an organization. The secretary should be given some special training in the use of this automated equipment for efficient handling.
5.3	Recommendations
In view of the findings and conclusions drawn, the following recommendations were made.  
1. Since communication is the live-wire of any educational institution, it was therefore recommended that every educational institution should ensure that efficient staffs are employed to handle all matters that have to do with communicating.  
2. Having established that the secretary plays very significant roles in communication process, it was recommended that very educational institution ensure that the secretary is adequately motivated to put in her best towards the attainment of educational institutional goals.  
3. The secretary, knowing that she is the image-maker of her educational institution and that the way and manners she relates with visitors / callers can mar or make the success of her organization, should therefore be polite, friendly, cheerful, and courteous while dealing with people while she is with her organization.  
4. Having established the fact that records management is one of the duties of a secretary, and that an organization which does not keep its records is bound to fail, it was therefore recommended that the secretary should take this duty as very important and as such ensure that proper filing system is adopted and that vital documents are kept in their respective files for easy retrieval.  
5. It was also recommended that the secretary should avoid gossiping because a secretary who is very much likely to reveal the secrets of her educational institution which could be very, detrimental to the organization.  
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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 SKILLS IN ENHANCING 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

OLANISIMI DEMILADE TIMILETYIN
ND/23/OTM/FT/0026





APPENDIX II
KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear Sir/Madam
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on “ESSENCE OF EFFECTIVE COMMUNICATION SKILLS IN ENHANCING SERVICE DELIVERY OF SECRETARIES”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully

OLANISIMI DEMILADE TIMILETYIN
ND/23/OTM/FT/0026





QUESTIONNAIRE
1. No educational institution can succeed without effective communication. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
2. For communication to be effective, the staff handling it must be competent. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
3. The secretary plays a very significant role in communication process of any educational institution. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
4. The efficiency of the secretary in handling communication can contribute to the success of her educational institution.
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
5. Communication with visitors is an important public relations function of the secretary. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree

6. The manner in which a secretary communicates with visitors/callers can have a negative or positive effect on her educational institution. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
7. A cheerful and friendly secretary will attract more customers’ clients to organization. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
8. As aggressive and rude secretary can discourage customers from patronizing her organization. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
9. Apart from communicating face-to-face with visitors, that secretary also plays a very significant role in written communication process by making sure that the letter sent out are well constructed and properly typed. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
10. Do you agree that the above function (4.9) requires that the secretary be good in the use of English language? 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
11. Keeping proper records is a very important role of the secretary in communication process. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
12. Failure by the secretary to keep records of vital information can affect the educational institution adversely. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
13. That educational qualification of a secretary enhances the communication skills. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
14. What minimum qualification do you think a secretary should have? 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
15. For a secretary to be able to communicate effectively, which of the following communication skills must she possess?
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree

16. The use of automation enhance the easy flow of communication in an educational institution.
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
17. What are the available means of communication in your office?
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
18. How often are these means of communication used in your office?
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
19. Secretary should be given some special training in the use of this equipment. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
20. The main barrier to proper communication is use of wrong channels of communication. 
(a) Strongly agree  			(b) Agree 		
(c) Disagree				(d) Strongly disagree
