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ABSTRACT
This study investigates the contribution of communication skills of secretaries as a vital tool for maintaining smooth organizational functions. In modern administrative settings, the role of the secretary extends beyond clerical tasks to include effective interaction with management, staff, and external stakeholders. Essential communication skills—verbal, written, non-verbal, interpersonal, and digital—are examined as key factors influencing organizational efficiency, accuracy, and harmony. The research highlights the importance of secretaries’ communication abilities in coordinating departmental activities, preventing misunderstandings, resolving conflicts, and fostering strong stakeholder relationships. Challenges such as inadequate training, poor digital literacy, language barriers, and information overload are also identified as constraints affecting secretarial performance. To address these issues, the study recommends continuous training in both traditional and digital communication skills, organizational support for professional development, and the adoption of clear communication protocols. The findings emphasize that secretaries with strong communication competencies significantly enhance productivity, promote organizational harmony, and contribute to the overall success of the institution.
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CHAPTER ONE
INTRODUCTION
1.1	 Background to the Study
In contemporary organizations, the efficient management of operations hinges on the seamless integration of various departments, each contributing specialized skills and knowledge to achieve organizational objectives. Among the pivotal roles within these structures is that of the secretary, whose contributions are critical to ensuring the smooth functioning of an organization. Secretaries serve as the backbone of administrative operations, acting as conduits for communication between management, employees, and external stakeholders. Their ability to coordinate office activities, manage information flow, and facilitate interactions is heavily dependent on their communication skills, which have become indispensable in the modern workplace. This study focuses on the contribution of communication skills of secretaries as a tool for maintaining smooth functions within an organization, with a specific focus on the Michael Imodu National Institute for Labour Studies (MINILS) in Ilorin, Kwara State.
Historically, the role of a secretary was confined to basic tasks such as typing, shorthand dictation, and answering telephone calls. However, with the advent of technological advancements and evolving organizational demands, the secretarial profession has undergone significant transformation. According to Adeniran (2012), secretaries have transitioned from being passive employees to key players in managerial and administrative functions. This evolution has placed greater emphasis on the need for secretaries to possess advanced communication skills to handle a wide range of responsibilities, including drafting correspondence, managing schedules, resolving conflicts, and maintaining stakeholder relationships. At MINILS, an institution dedicated to training and research in labor and industrial relations, secretaries are integral to ensuring that administrative processes align with the institute’s mission of fostering harmonious labor relations and organizational efficiency.
Communication skills, as defined by Anderson (2012), encompass the ability to convey information effectively and efficiently, often within the constraints of time and resources. These skills can be categorized into verbal, written, non-verbal, and interpersonal competencies, each playing a unique role in organizational settings. For secretaries, communication is not merely a task but a foundational skill that enables them to adapt to workplace changes, manage diverse workloads, and support management effectively. A secretary’s role involves coordinating daily office routines, organizing schedules, screening calls, and facilitating meetings, all of which require clear and persuasive communication (Boladele, 2012). At MINILS, where effective communication is vital for coordinating training programs, workshops, and stakeholder engagements, secretaries’ communication skills directly influence the institute’s operational success.
The importance of communication skills in secretarial roles cannot be overstated. As noted by Henry (2014), secretaries are often the first point of contact for visitors and external parties, making their communication style a reflection of the organization’s professionalism and efficiency. Effective communication ensures that information is disseminated accurately, misunderstandings are minimized, and tasks are executed promptly. For instance, a secretary’s ability to draft clear and concise emails, prepare accurate reports, and engage in active listening can prevent delays and enhance decision-making processes. At MINILS, secretaries handle sensitive communications related to labor policies, training schedules, and stakeholder interactions, requiring both verbal and written proficiency to maintain organizational harmony.
Technological advancements have further amplified the need for secretaries to master digital communication tools. The shift from manual typewriters to computers and internet-based systems has revolutionized secretarial duties, enabling faster and more accurate communication (Asabere & Enguah, 2012). Secretaries at MINILS use digital platforms for email correspondence, video conferencing, and document management, necessitating skills in navigating software like Microsoft Office, email applications, and scheduling platforms. These technological competencies, combined with interpersonal skills, allow secretaries to manage remote interactions and maintain seamless operations in a fast-paced environment. The ability to adapt communication styles to diverse audiences, including labor unions, government officials, and academic researchers at MINILS, underscores the critical role of secretaries in bridging communication gaps.
Moreover, secretaries’ communication skills contribute to conflict resolution and relationship building within organizations. A secretary with strong interpersonal skills can mediate disputes, handle complaints diplomatically, and foster a positive office environment (Ugiagbe, 2012). At MINILS, where collaboration between management, staff, and external partners is essential, secretaries’ ability to communicate persuasively and empathetically ensures smooth interactions. For example, a secretary’s role in scheduling meetings, preparing agendas, and disseminating minutes requires precision in written communication and active listening to capture stakeholders’ needs accurately. These skills enhance coordination and prevent miscommunication that could disrupt the institute’s operations.
The fast-paced nature of modern organizations, including MINILS, has increased the delegation of responsibilities to secretaries, requiring them to communicate with greater authority and initiative. As noted by Onifade (2012), secretaries are no longer mere typists but office managers who handle complex tasks such as organizing workshops, drafting reports, and representing the organization in professional settings. Effective communication enables secretaries to prioritize tasks, manage time efficiently, and maintain organizational workflows. However, challenges such as language barriers, information overload, and adapting to new communication technologies can hinder their performance (Edwin, 2011). Addressing these challenges through training and professional development is essential to equip secretaries with the skills needed to thrive in dynamic organizational settings.
The significance of communication skills extends beyond operational efficiency to the overall image of the organization. A secretary’s ability to communicate professionally with external stakeholders, such as clients, partners, and government agencies, enhances the organization’s reputation (Monkhood, 2014). At MINILS, secretaries interact with labor unions, policymakers, and training participants, making their communication skills a critical factor in projecting the institute’s commitment to excellence. Poor communication, on the other hand, can lead to errors, delays, and strained relationships, undermining organizational goals.
1.2 	Statement of the Problem
Secretaries at Michael Imodu National Institute for Labour Studies (MINILS) are vital for smooth organizational operations but often lack advanced communication skills needed for modern roles. Evolving demands require proficiency in verbal, written, and digital communication to manage correspondence, stakeholder interactions, and conflicts. Technological advancements necessitate skills in email, scheduling software, and video conferencing, yet many secretaries struggle with these tools. Poor communication leads to miscommunication, delays, and reduced efficiency, impacting MINILS' mission. This study addresses identifying and assessing communication skills required for secretaries to ensure effective performance.
1.3 	Objectives of the Study
The primary objective of this study is to examine the contribution of communication skills of secretaries as a tool for maintaining smooth functions in an organization, with a focus on the Michael Imodu National Institute for Labour Studies. The specific objectives are:
i. To identify the communication skills required by secretaries to perform their duties effectively at MINILS.
ii. To evaluate the contribution of communication skills to the overall performance of secretaries in organizational settings.
iii. To assess the effectiveness of communication skills in enhancing secretarial job performance.
iv. To investigate the consequences of lacking adequate communication skills among secretaries.
v. To determine the specific communication competencies possessed by secretaries at MINILS and their alignment with organizational needs.
1.4 	Research Questions
To guide the study and provide empirical insights, the following research questions are posed:
i. What specific communication skills are required by secretaries at MINILS to ensure effective performance?
ii. How do communication skills contribute to the performance of secretaries in maintaining smooth organizational functions?
iii. How effective are communication skills in enhancing the job performance of secretaries at MINILS?
iv. What are the consequences of secretaries lacking adequate communication skills in an organizational context?
v. What communication competencies do secretaries at MINILS currently possess, and how do they align with organizational requirements?
1.5 	Significance of the Study
This study holds significant value for various stakeholders, including secretaries, organizational management, and aspiring professionals, particularly within the context of MINILS and similar institutions.
Secretaries: The findings will provide secretaries with insights into the critical communication skills needed to excel in their roles in the modern workplace. By understanding the importance of verbal, written, and digital communication, secretaries at MINILS can enhance their performance, improve stakeholder interactions, and adapt to evolving organizational demands. This study will serve as a guide for professional development, encouraging secretaries to pursue training in areas such as email correspondence, conflict resolution, and digital tool proficiency.
Organization: For MINILS, the study will highlight the importance of investing in secretaries’ communication skills to achieve operational efficiency. Management will gain clarity on the types of communication training and resources needed to support secretaries, ultimately enhancing coordination, reducing errors, and improving the institute’s reputation. The findings will also inform hiring practices, ensuring that secretaries with strong communication competencies are recruited to support the institute’s mission.
Readers and Aspiring Secretaries: The study will benefit students, researchers, and aspiring secretaries by outlining the communication skills required to succeed in the profession. It will serve as a resource for young professionals preparing for secretarial roles, emphasizing the need to develop both hard and soft communication skills to meet workplace expectations.
Academic Community: The research contributes to the body of knowledge in office technology and management by providing empirical data on the role of communication in secretarial effectiveness. It will serve as a reference for future studies on administrative roles in specialized institutions like MINILS.
1.6 Delimitation of the Study
This study is delimited to examining the contribution of communication skills of secretaries as a tool for maintaining smooth functions at the Michael Imodu National Institute for Labour Studies in Ilorin. The research focuses specifically on secretaries employed at MINILS, exploring their verbal, written, non-verbal, and interpersonal communication skills. It does not aim to generalize findings to secretaries in other industries or organizations outside the context of MINILS. The study is further limited to assessing communication skills within the scope of administrative and managerial tasks performed by secretaries, excluding other skill sets such as technical or financial competencies.
1.7 Limitations of the Study
The research encountered several limitations that may affect its outcomes. First, the study’s small sample size, limited to secretaries at MINILS, may restrict the generalizability of findings to other organizations or regions. Second, financial constraints posed challenges in data collection, limiting the scope of resources available for extensive fieldwork. Third, the study’s focus on MINILS, located in Ilorin, may not capture regional variations in communication skill requirements across Nigeria. Despite these limitations, efforts were made to ensure a thorough and reliable study by carefully designing the research instrument and validating it with the project supervisor. Future research could address these limitations by expanding the sample size and exploring communication skills in diverse organizational contexts.


















CHAPTER TWO
LITERATURE REVIEW
This chapter provides a comprehensive review of existing literature on the contribution of communication skills to the role of secretaries in maintaining smooth organizational functions, with a specific focus on the Michael Imodu National Institute for Labour Studies (MINILS), Ilorin. It synthesizes scholarly perspectives to establish a theoretical foundation for understanding the pivotal role of communication in secretarial practice. The chapter is structured under the following sub-headings to ensure a thorough exploration of the topic:
2.1 	Concept of Secretaries
2.2 	Concept of Communication Skills
2.3 	Importance of Communication Skills
2.4 	Contribution of Communication Skills to Secretarial Success
2.5 	Types of Communication Skills Required of Secretaries
2.6 	Challenges in Communication for Secretaries
2.7 	Secretaries’ Roles in Organizational Communication
2.8 	The Place of Communication in Organizational Smooth Functioning
2.9 	Benefits Derivable from Skilled Communication in Secretaries
2.1 Concept of Secretaries
The role of a secretary has evolved significantly from its traditional perception as a clerical or supportive position to a dynamic, multifaceted role critical to organizational success. According to Adeniran (2012), a secretary is a professional who supports management by coordinating administrative tasks, managing communication flows, and ensuring organizational efficiency. Historically, secretaries were primarily responsible for tasks such as typing, shorthand dictation, and answering phones. However, modern secretaries have transitioned into roles akin to office managers, handling complex responsibilities such as stakeholder engagement, decision-making, and information management (Allen, 2012). At MINILS, secretaries play a vital role in coordinating training programs, managing labor-related correspondence, and facilitating interactions with unions and policymakers, making them indispensable to the institute’s mission of advancing labor education.
Henry (2014) defines a secretary as “an employee in an office who deals with correspondence, keeps records, and makes arrangements and appointments for a particular member of the staff.” This definition underscores the centrality of communication in secretarial duties, as secretaries serve as the primary point of contact for both internal and external stakeholders. Their ability to communicate effectively shapes the organization’s image and operational efficiency (Monkhood, 2014). For instance, at MINILS, secretaries manage sensitive communications related to labor policies and training schedules, requiring precision and professionalism. Aromolaran (2014) further describes secretaries as office managers who coordinate human and material resources, emphasizing their role as a vital link in organizational operations. The modern secretary’s responsibilities include drafting reports, organizing meetings, and maintaining confidential records, all of which demand advanced communication skills to ensure clarity and accuracy (Adebayo & Akinleye, 2012).
The evolution of the secretarial role has been driven by technological advancements and changing organizational dynamics. Asabere and Enguah (2012) note that the introduction of digital tools has transformed secretaries into proactive contributors who use technology to streamline communication processes. This shift is particularly relevant at MINILS, where secretaries leverage digital platforms to manage correspondence and coordinate events, reinforcing their role as key players in organizational success (Cletus, 2012). Despite their critical contributions, secretaries are sometimes undervalued, with their roles misunderstood as mere clerical tasks. However, their ability to communicate effectively and manage complex tasks positions them as indispensable assets (Akinola, 2012).
2.2 	Concept of Communication Skills
Communication skills encompass the ability to convey information clearly, accurately, and effectively through various channels, including verbal, written, non-verbal, and digital methods (Anderson, 2012). These skills are not innate but are developed through training, practice, and experience, making them essential for secretaries navigating the complexities of modern workplaces (Buseni, 2012). Verbal communication involves clear spoken interactions, such as addressing stakeholders or facilitating meetings, while written communication includes drafting emails, reports, and minutes. Non-verbal communication, such as body language and tone, enhances interpersonal interactions, and digital communication skills are crucial for navigating software and online platforms (Chukwumezie, 2012).
For secretaries at MINILS, communication skills are foundational for coordinating labor-related activities, managing stakeholder interactions, and ensuring operational harmony. Gomez (2012) defines communication skills as the capacity to adapt messages to specific contexts and audiences, a critical competency for secretaries handling diverse groups such as labor unions, government officials, and trainees. Effective communication requires not only clarity but also cultural sensitivity and the ability to select appropriate channels, such as email, phone, or face-to-face interactions (Spencer & Pruss, 2011). In the context of MINILS, secretaries must master these skills to ensure accurate dissemination of information and maintain stakeholder trust.
Communication skills are often categorized into domain-general and domain-specific competencies. General skills, such as active listening and empathy, are applicable across various contexts, while domain-specific skills, such as drafting labor-related correspondence or using scheduling software, are tailored to secretarial tasks (Ayo, 2012). The ability to integrate these skills enables secretaries to manage complex workflows and adapt to organizational changes, ensuring smooth operations (Thompson, 2012).
2.3 	Importance of Communication Skills
Communication skills are critical for achieving organizational goals, fostering professional confidence, and promoting leadership within the workplace (Bailey, 2012). For secretaries, these skills are essential for coordinating tasks, resolving conflicts, and building relationships with stakeholders. Effective communication reduces misunderstandings, enhances productivity, and supports informed decision-making (Korczynski, 2012). At MINILS, secretaries’ ability to communicate clearly with labor unions, trainees, and management ensures seamless coordination of training programs and policy discussions, directly contributing to the institute’s mission.
Communication skills also empower secretaries to act as organizational ambassadors. According to Skinner et al. (2003), secretaries with strong communication abilities project a positive organizational image, enhancing stakeholder trust and collaboration. This is particularly relevant at MINILS, where secretaries interact with diverse groups, requiring skills in persuasion, clarity, and cultural sensitivity. Additionally, communication skills enable secretaries to manage information overload, prioritize tasks, and adapt to technological changes, ensuring operational efficiency (Strebler et al., 1997). The ability to convey information accurately and promptly is crucial for preventing delays and maintaining organizational harmony.
Furthermore, communication skills foster innovation and problem-solving. Secretaries who communicate effectively can propose solutions, mediate disputes, and facilitate collaboration among team members (Wolfensohn, 2012). At MINILS, these skills are vital for addressing labor-related challenges and ensuring that training programs are effectively communicated to participants. The importance of communication extends to career advancement, as secretaries with strong skills are more likely to secure promotions and contribute to organizational success (Iribar, 2012).
2.4 Contribution of Communication Skills to Secretarial Success
Communication skills are a cornerstone of secretarial success, enabling efficient task coordination, accurate documentation, and effective stakeholder engagement (Boladele, 2012). Secretaries with strong verbal skills can facilitate meetings, clarify instructions, and resolve conflicts, while written skills ensure precise correspondence and record-keeping (Ugiagbe, 2012). At MINILS, secretaries’ ability to draft clear agendas, minutes, and reports supports the institute’s training and research activities, ensuring operational efficiency.
Interpersonal communication skills allow secretaries to build trust with colleagues and external parties, fostering a collaborative work environment (Adebayo & Akinleye, 2012). For instance, secretaries at MINILS handle inquiries from labor unions and trainees, requiring empathy and active listening to address concerns effectively. Digital communication skills, such as proficiency in email and scheduling software, enable secretaries to manage remote interactions and streamline workflows (Asabere & Enguah, 2012). These skills collectively reduce errors, prevent delays, and enhance organizational performance, making secretaries indispensable to MINILS’ operations.
Moreover, communication skills empower secretaries to take initiative and make decisions within their scope of authority (Cletus, 2012). By communicating persuasively, secretaries can motivate team members, coordinate projects, and ensure alignment with organizational goals. At MINILS, this contributes to the successful execution of labor-related programs and stakeholder engagements, reinforcing the institute’s reputation (Akinola, 2012).
2.5 	Types of Communication Skills Required of Secretaries
Secretaries require a diverse set of communication skills to perform their duties effectively. These include:
1. Verbal Communication: Clear and articulate speech for addressing stakeholders, facilitating meetings, and answering inquiries (Chukwumezie, 2012). At MINILS, secretaries use verbal skills to coordinate training sessions and interact with diverse audiences.
2. Written Communication: Proficiency in drafting emails, reports, and minutes with clarity and accuracy (Okereke & Ndinechi, 2015). This is critical for MINILS secretaries handling labor-related documentation.
3. Non-Verbal Communication: Using body language, tone, and facial expressions to convey professionalism and empathy (Henry, 2014). This enhances interpersonal interactions at MINILS.
4. Interpersonal Communication: Building relationships and resolving conflicts through active listening and empathy (Ugiagbe, 2012). This is essential for managing stakeholder interactions.
5. Digital Communication: Proficiency in email platforms, scheduling software, and video conferencing tools to manage remote and digital tasks (Asabere & Enguah, 2012). MINILS secretaries rely on these skills for efficient coordination.
6. Persuasive Communication: Convincing stakeholders and motivating team members to achieve organizational goals (Monkhood, 2014). This is vital for secretaries leading administrative initiatives at MINILS.
2.6 	Challenges in Communication for Secretaries
Secretaries operate at the heart of organizational communication, managing interactions and information flows that are critical to operational success. However, they encounter numerous challenges that can hinder their ability to communicate effectively. These challenges, as noted by Edwin (2011), include language barriers, information overload, and difficulties in adapting to rapidly evolving communication technologies. At the Michael Imodu National Institute for Labour Studies (MINILS), secretaries interact with a diverse range of stakeholders, including labor unions, government officials, academic researchers, and training participants, each with unique communication needs and expectations. This diversity often necessitates cultural sensitivity and, in some cases, multilingual skills to overcome language barriers (Akinola, 2012). For instance, secretaries may need to communicate labor policies or training schedules to stakeholders who speak different languages or dialects, requiring clarity and adaptability to avoid misinterpretation.
Information overload is another significant challenge, particularly in fast-paced environments like MINILS, where secretaries manage multiple communication channels simultaneously, including emails, phone calls, and digital platforms (Okereke & Ndinechi, 2015). The volume of information can lead to errors in documentation, scheduling conflicts, or missed communications, all of which disrupt organizational workflows. For example, a secretary tasked with coordinating a training workshop may receive numerous inquiries, updates, and requests, making it challenging to prioritize and process information accurately. This overload can result in stress and reduced efficiency, undermining the secretary’s ability to maintain smooth operations (Buseni, 2012).
The rapid adoption of digital communication tools presents additional hurdles, particularly for secretaries who lack adequate technological proficiency (Asabere & Enguah, 2012). At MINILS, secretaries use email platforms, scheduling software, and video conferencing tools to manage remote interactions and coordinate events. However, those unfamiliar with these technologies may struggle to navigate complex systems, leading to delays or errors in communication. For instance, a poorly formatted email or an incorrectly scheduled virtual meeting can disrupt stakeholder engagements, affecting the institute’s operations (Chukwumezie, 2012). Moreover, the transition from traditional to digital communication methods requires secretaries to continuously update their skills, which can be challenging without access to regular training.
Interpersonal communication challenges also arise, particularly when dealing with diverse or high-pressure situations. Secretaries at MINILS often mediate between conflicting parties, such as labor unions and management, requiring diplomacy and emotional intelligence to manage tensions effectively (Aromolaran, 2014). Failure to navigate these interactions with tact can escalate conflicts, disrupt collaboration, and harm the institute’s reputation. Additionally, time constraints in busy office environments can limit opportunities for secretaries to engage in thorough communication, leading to rushed or incomplete interactions (Henry, 2014).
To address these challenges, continuous professional development is essential. Training programs focused on multilingual communication, digital literacy, and stress management can equip secretaries with the tools to overcome barriers (Adebayo & Akinleye, 2012). At MINILS, providing secretaries with access to workshops on cultural sensitivity and technological proficiency can enhance their ability to communicate effectively, ensuring seamless operations. Organizations must also establish clear communication protocols to reduce information overload and streamline workflows, enabling secretaries to perform their roles efficiently (Monkhood, 2014).
2.7 Secretaries’ Roles in Organizational Communication
Secretaries are central to organizational communication, acting as gatekeepers of information and coordinators of interactions (Onifade, 2012). They draft correspondence, manage schedules, and facilitate meetings, ensuring accurate and timely communication (Igbinidoin, 2012). At MINILS, secretaries handle communications related to training programs, labor policies, and stakeholder engagements, ensuring clarity and alignment with organizational objectives. They also maintain records, disseminate information, and coordinate logistics, making their communication skills critical for operational success (Boladele, 2012).
2.8 The Place of Communication in Organizational Smooth Functioning
Communication serves as the backbone of organizational harmony, acting as the conduit through which information, decisions, and actions flow to ensure seamless operations. At the Michael Imodu National Institute for Labour Studies (MINILS), the role of communication is particularly critical due to the institute’s focus on labor education, policy development, and stakeholder engagement. According to Akinola (2012), effective communication enables efficient coordination, fosters informed decision-making, and builds stakeholder trust, all of which are essential for maintaining smooth organizational functions. Secretaries, as key communicators, ensure that information is disseminated accurately and promptly, preventing disruptions and enhancing operational efficiency (Monkhood, 2014). Their ability to manage communication flows directly supports MINILS’ mission of advancing labor education and fostering harmonious industrial relations.
One of the primary ways communication contributes to organizational functioning is through interdepartmental coordination. Secretaries at MINILS act as liaisons between the training, administrative, and research departments, ensuring that activities are aligned with organizational goals (Boladele, 2012). For example, they communicate training schedules, policy updates, and meeting agendas to ensure all departments are on the same page. This coordination prevents misunderstandings, such as scheduling conflicts or unclear instructions, which could disrupt the institute’s operations. Cletus (2012) notes that poor communication can lead to misaligned priorities, resulting in delays and reduced efficiency. By contrast, secretaries’ clear and timely communication ensures that all units work collaboratively toward common objectives.
Communication also plays a vital role in decision-making processes. Secretaries at MINILS provide management with accurate reports, feedback, and stakeholder inputs, enabling informed decisions on training programs, labor policies, and resource allocation (Onifade, 2012). For instance, a secretary’s ability to summarize meeting discussions and draft concise reports ensures that management has access to critical information. This is particularly important in an institute like MINILS, where decisions on labor policies require input from diverse stakeholders, including unions and government agencies. Effective communication ensures that these inputs are accurately conveyed, reducing the risk of errors or oversights that could undermine strategic objectives (Adebayo & Akinleye, 2012).
Furthermore, communication fosters stakeholder trust and collaboration, which is essential for organizations like MINILS that engage with external parties such as labor unions, policymakers, and training participants. Secretaries’ professional and empathetic communication styles project a positive institutional image, encouraging stakeholders to engage actively with the institute (Monkhood, 2014). For example, a secretary’s diplomatic response to a union inquiry can strengthen partnerships, while unclear or delayed communication can erode trust and lead to conflicts (Edwin, 2011). At MINILS, secretaries’ ability to communicate clearly with diverse audiences ensures that stakeholder expectations are met, supporting the institute’s reputation and operational success.
Additionally, communication enhances operational efficiency by streamlining workflows and reducing errors. Secretaries at MINILS use digital tools to manage correspondence, schedules, and documentation, ensuring that tasks are completed promptly and accurately (Asabere & Enguah, 2012). For instance, a well-crafted email or a clearly communicated training schedule can prevent confusion among participants, ensuring that programs run smoothly. Conversely, poor communication, such as vague instructions or incomplete documentation, can lead to operational disruptions, such as missed deadlines or misinformed stakeholders (Cletus, 2012). Secretaries’ communication skills are therefore critical for maintaining the operational harmony required to achieve MINILS’ objectives.
Finally, communication supports organizational adaptability in a dynamic environment. MINILS operates in a context where labor policies and training needs evolve rapidly, requiring secretaries to communicate changes effectively to staff and stakeholders (Aromolaran, 2014). Their ability to adapt communication styles to different audiences, such as academic researchers or union leaders, ensures that the institute remains responsive to external demands. This adaptability is crucial for maintaining smooth functioning in an environment characterized by complexity and change (Wolfensohn, 2012). In summary, communication is not just a tool but a fundamental pillar that underpins MINILS’ ability to achieve its mission and maintain operational excellence.
2.9 Benefits Derivable from Skilled Communication in Secretaries
Organizations with secretaries who possess strong communication skills reap numerous benefits that enhance operational success and institutional reputation. At MINILS, these benefits are particularly evident in the context of labor education and stakeholder engagement. The following points highlight the key advantages of skilled communication in secretaries:
· Improved Productivity: Secretaries with strong communication skills streamline workflows, ensuring tasks are completed efficiently and accurately (Kate, 2011). At MINILS, their ability to draft clear training schedules and correspondence reduces confusion, enabling staff and participants to focus on their roles, thereby boosting productivity.
· Reduced Errors: Effective communication minimizes mistakes in documentation, scheduling, and stakeholder interactions (Adebayo & Akinleye, 2012). For example, a secretary’s precise meeting minutes or error-free reports ensure that MINILS’ training programs and policy discussions are accurately documented, preventing costly oversights.
· Enhanced Efficiency: Skilled secretaries use digital tools and clear communication to manage tasks promptly, reducing operational delays (Asabere & Enguah, 2012). At MINILS, proficiency in email platforms and scheduling software allows secretaries to coordinate workshops and meetings seamlessly, saving time and resources.
· Stronger Stakeholder Relationships: Empathetic and professional communication fosters trust and collaboration with labor unions, trainees, and government officials (Aromolaran, 2014). Secretaries’ diplomatic handling of inquiries at MINILS strengthens partnerships, supporting the institute’s mission of advancing labor education.
· Positive Institutional Image: Secretaries’ clear and professional communication projects a positive image of MINILS, enhancing its reputation among stakeholders (Monkhood, 2014). For instance, well-crafted correspondence with policymakers reflects the institute’s commitment to excellence, attracting support and collaboration.
· Support for Organizational Goals: Skilled communication aligns administrative tasks with MINILS’ objectives, ensuring that training programs and policy initiatives are effectively communicated and executed (Boladele, 2012). Secretaries’ ability to convey stakeholder needs to management supports strategic decision-making.
· Cost Reduction: By preventing errors and delays, effective communication reduces operational costs associated with rework or conflict resolution (Okereke & Ndinechi, 2015). At MINILS, efficient communication ensures resources are used optimally, supporting budgetary goals.
· Enhanced Innovation: Secretaries who communicate effectively can propose improvements to administrative processes or training programs, fostering innovation (Wolfensohn, 2012). At MINILS, their feedback and suggestions contribute to the continuous improvement of labor-related initiatives.
These benefits collectively underscore the critical role of communication skills in enabling secretaries to contribute to MINILS’ operational success and broader mission. Skilled secretaries enhance stakeholder trust, streamline operations, and support organizational goals, making them indispensable assets to the institute (Ugiagbe, 2012).
.









CHAPTER THREE
METHODOLOGY
This chapter outlines the methods and procedures used to collect and analyze data for the study on the contribution of communication skills of secretaries as a tool for maintaining smooth functions at the Michael Imodu National Institute for Labour Studies, Ilorin. The methodology is presented under the following sub-headings:
3.1	 Instrument Used
3.2 	Population for the Study
3.3 	Sample and Sampling Technique
3.4 	Distribution and Collection of Data
3.5 	Reliability
3.6 	Validity
3.7 	Method of Data Analysis
3.1 Instrument Used
The primary instrument for data collection was a structured questionnaire designed to gather information on the communication skills of secretaries at MINILS. The questionnaire consisted of 20 statements, rated on a four-point Likert scale: Strongly Agree (SA=4), Agree (A=3), Disagree (D=2), and Strongly Disagree (SD=1). The questions were developed with input from the project supervisor to ensure relevance to the research objectives and clarity for respondents.
3.2 Population for the Study
The target population comprised all secretaries employed at MINILS, totaling 20 individuals. This population includes secretaries responsible for administrative tasks, correspondence, and stakeholder coordination within the institute. The entire population was included in the study due to its manageable size, ensuring comprehensive data collection.
3.3 Sample and Sampling Technique
Given the small population size of 20 secretaries, the study utilized a census approach, including all available secretaries as the sample. No sampling technique was required, as the entire population was surveyed to capture a complete picture of communication skills within MINILS.
3.4 Distribution and Collection of Data
The questionnaires were distributed by hand to the 20 secretaries at MINILS by the researcher. Respondents were given a one-day interval to complete the questionnaires, ensuring sufficient time for thoughtful responses. All 20 questionnaires were returned, fully completed, with no incomplete or improperly filled responses, ensuring a 100% response rate.
3.5 Reliability
To ensure the reliability of the questionnaire, a pilot test (checking through the respondents responses) was conducted with a small group of secretaries outside the study sample. The test confirmed that the instrument consistently elicited the desired responses, indicating reliability. Feedback from the pilot test was used to refine question clarity and structure.
3.6 Validity
The validity of the questionnaire was established by consulting with the project supervisor, who reviewed and approved the instrument to ensure it measured the intended constructs (communication skills and their impact on organizational functions). A test-retest approach was also conducted on a subset of respondents, yielding correlated scores that confirmed the instrument’s validity.
3.7 Method of Data Analysis
The collected data were manually analyzed using a calculator to compute the percentage of responses for each questionnaire item. The results were tabulated to reflect the distribution of responses (Strongly Agree, Agree, Disagree, Strongly Disagree) for each statement. The analysis focused on identifying patterns in communication skill competencies and their perceived impact on organizational functions at MINILS. The findings were interpreted based on the data, respondent comments, and the researcher’s observations, providing a comprehensive basis for the study’s conclusions.




CHAPTER FOUR
DATA ANALYSIS
4.1 Introduction
This chapter presents the analysis of data collected through the questionnaire titled "Contribution of Communication Skills of Secretaries as a Tool for Maintaining Smooth Function in an Organization." The study targeted 20 secretaries at the Michael Imodu National Institute for Labour Studies (MINILS), Ilorin. Data were analyzed using tables and percentages to address the research questions and objectives, providing insights into how communication skills impact secretarial performance and organizational efficiency. All 20 questionnaires were returned fully completed, achieving a 100% response rate. The findings are presented in tabular form with detailed interpretations for each item.
4.2 Results
Table 4.1: Communication skills of secretaries improve coordination between departments.
	Options
	Response
	Percentage %

	Strongly Agree
	16
	80

	Agree
	3
	15

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.1 indicates that 16 (80%) respondents strongly agreed and 3 (15%) agreed that secretaries' communication skills enhance departmental coordination, with 1 (5%) disagreeing and no strong disagreements. This strong agreement suggests that effective communication by secretaries fosters collaboration across departments, reducing operational silos and ensuring seamless workflows at MINILS. Clear communication of schedules and directives is critical for aligning departmental activities, thereby supporting organizational efficiency.
Table 4.2: Verbal communication skills reduce workplace misunderstandings.
	Options
	Response
	Percentage %

	Strongly Agree
	17
	85

	Agree
	2
	10

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
From Table 4.2, 17 (85%) respondents strongly agreed and 2 (10%) agreed that verbal skills minimize misunderstandings, with 1 (5%) disagreeing. The high agreement rate underscores the importance of clear spoken communication in preventing errors and clarifying instructions, which is essential for maintaining a productive work environment at MINILS.







Table 4.3: Written communication skills ensure accurate documentation and record-keeping.
	Options
	Response
	Percentage %

	Strongly Agree
	15
	75

	Agree
	4
	20

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.3 shows 15 (75%) strongly agreed and 4 (20%) agreed that written skills contribute to accurate documentation, with 1 (5%) disagreeing. This indicates that proficiency in drafting emails, reports, and minutes is vital for reliable record-keeping, supporting compliance and informed decision-making at MINILS.










Table 4.4: Strong listening skills enable secretaries to handle inquiries effectively.
	Options
	Response
	Percentage %

	Strongly Agree
	18
	90

	Agree
	2
	10

	Disagree
	0
	0

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
In Table 4.4, 18 (90%) strongly agreed and 2 (10%) agreed that listening skills aid in managing inquiries, with no disagreements. The unanimous support highlights active listening as a key competency for addressing stakeholder queries and complaints, enhancing satisfaction and reducing escalation at MINILS.










Table 4.5: Non-verbal communication skills create a positive office environment.
	Options
	Response
	Percentage %

	Strongly Agree
	14
	70

	Agree
	5
	25

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.5 reveals 14 (70%) strongly agreed and 5 (25%) agreed that non-verbal skills, such as body language, foster positivity, with 1 (5%) disagreeing. This suggests that non-verbal cues significantly contribute to a supportive workplace atmosphere, enhancing team morale and collaboration.











Table 4.6: Digital communication skills support smooth operations in remote settings.
	Options
	Response
	Percentage %

	Strongly Agree
	16
	80

	Agree
	3
	15

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
As shown in Table 4.6, 16 (80%) strongly agreed and 3 (15%) agreed that digital communication ensures remote efficiency, with 1 (5%) disagreeing. This reflects the critical role of proficiency in tools like email and video conferencing in maintaining operations, especially in hybrid work models at MINILS.










Table 4.7: Interpersonal skills help secretaries build strong stakeholder relationships.
	Options
	Response
	Percentage %

	Strongly Agree
	17
	85

	Agree
	2
	10

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.7 indicates 17 (85%) strongly agreed and 2 (10%) agreed that interpersonal skills foster relationships, with 1 (5%) disagreeing. This emphasizes how empathy and rapport-building enhance trust with labor unions and trainees, supporting MINILS' mission.











Table 4.8: Clear communication prevents delays in task execution.
	Options
	Response
	Percentage %

	Strongly Agree
	19
	95

	Agree
	1
	5

	Disagree
	0
	0

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.8 shows 19 (95%) strongly agreed and 1 (5%) agreed that clear communication prevents delays, with no disagreements. The near-unanimous response highlights the critical role of precise messaging in ensuring timely task completion and operational efficiency.











Table 4.9: Persuasive communication skills motivate team members.
	Options
	Response
	Percentage %

	Strongly Agree
	15
	75

	Agree
	4
	20

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
From Table 4.9, 15 (75%) strongly agreed and 4 (20%) agreed that persuasive skills inspire teams, with 1 (5%) disagreeing. This indicates secretaries' ability to influence and motivate colleagues, enhancing team productivity.











Table 4.10: Secretaries' feedback communication improves organizational processes.
	Options
	Response
	Percentage %

	Strongly Agree
	16
	80

	Agree
	3
	15

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.10 reveals 16 (80%) strongly agreed and 3 (15%) agreed that feedback enhances processes, with 1 (5%) disagreeing. This underscores the value of secretaries' constructive input in refining workflows and procedures at MINILS.











Table 4.11: Communication skills help secretaries resolve conflicts effectively.
	Options
	Response
	Percentage %

	Strongly Agree
	18
	90

	Agree
	2
	10

	Disagree
	0
	0

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
In Table 4.11, 18 (90%) strongly agreed and 2 (10%) agreed that communication aids conflict resolution, with no disagreements. The unanimous support reflects secretaries' diplomatic role in de-escalating disputes, maintaining workplace harmony.











Table 4.12: Professional communication enhances the organization’s external image.
	Options
	Response
	Percentage %

	Strongly Agree
	17
	85

	Agree
	2
	10

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.12 shows 17 (85%) strongly agreed and 2 (10%) agreed that professional communication boosts the organization’s image, with 1 (5%) disagreeing. This highlights secretaries as key ambassadors for MINILS' reputation.











Table 4.13: Multilingual communication skills improve interactions in diverse settings.
	Options
	Response
	Percentage %

	Strongly Agree
	13
	65

	Agree
	5
	25

	Disagree
	2
	10

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.13 indicates 13 (65%) strongly agreed and 5 (25%) agreed that multilingual skills aid diverse interactions, with 2 (10%) disagreeing. This suggests a significant but not universal benefit, likely due to varying linguistic demands at MINILS.











Table 4.14: Timely communication ensures effective scheduling and planning.
	Options
	Response
	Percentage %

	Strongly Agree
	19
	95

	Agree
	1
	5

	Disagree
	0
	0

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.14 shows 19 (95%) strongly agreed and 1 (5%) agreed that timely communication supports scheduling, with no disagreements. The strong consensus underscores its role in preventing bottlenecks and ensuring smooth operations.











Table 4.15: Adaptive communication skills help overcome barriers.
	Options
	Response
	Percentage %

	Strongly Agree
	15
	75

	Agree
	4
	20

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
From Table 4.15, 15 (75%) strongly agreed and 4 (20%) agreed that adaptive skills address barriers, with 1 (5%) disagreeing. This highlights the importance of flexibility in navigating linguistic and cultural challenges.










Table 4.16: Report-writing skills contribute to informed decision-making.
	Options
	Response
	Percentage %

	Strongly Agree
	16
	80

	Agree
	3
	15

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.16 reveals 16 (80%) strongly agreed and 3 (15%) agreed that report-writing aids decision-making, with 1 (5%) disagreeing. This emphasizes the analytical value of well-crafted reports in supporting MINILS' strategic goals.











Table 4.17: Oral presentation skills enhance meeting effectiveness.
	Options
	Response
	Percentage %

	Strongly Agree
	17
	85

	Agree
	2
	10

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
In Table 4.17, 17 (85%) strongly agreed and 2 (10%) agreed that oral skills improve meetings, with 1 (5%) disagreeing. This indicates secretaries' contribution to productive discussions through confident presentations.











Table 4.18: Empathetic communication supports workplace emotional well-being.
	Options
	Response
	Percentage %

	Strongly Agree
	14
	70

	Agree
	5
	25

	Disagree
	1
	5

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.18 shows 14 (70%) strongly agreed and 5 (25%) agreed that empathy fosters well-being, with 1 (5%) disagreeing. This underscores the human element in communication for creating a supportive culture.











Table 4.19: Proficiency in digital communication reduces errors in information sharing.
	Options
	Response
	Percentage %

	Strongly Agree
	18
	90

	Agree
	2
	10

	Disagree
	0
	0

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.19 indicates 18 (90%) strongly agreed and 2 (10%) agreed that digital proficiency minimizes errors, with no disagreements. This highlights the precision and efficiency gained through tech-savvy communication.










Table 4.20: Communication skills are critical for secretaries to maintain organizational harmony.
	Options
	Response
	Percentage %

	Strongly Agree
	19
	95

	Agree
	1
	5

	Disagree
	0
	0

	Strongly Disagree
	0
	0

	Total
	20
	100


Source: Researcher’s Fieldwork, 2025
Table 4.20 shows a near-unanimous agreement, with 19 (95%) respondents strongly agreeing and 1 (5%) agreeing that communication skills are essential for organizational harmony, with no disagreements. This overwhelming consensus underscores the foundational role of communication in integrating various secretarial functions, such as coordination, conflict resolution, and stakeholder engagement, to ensure cohesive operations at MINILS. 







CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATION
5.1	Summary
The project titled "Contribution of Communication Skills of Secretary as a Tool for Maintaining Smooth Function in an Organization" examines the critical role secretaries play in enhancing organizational efficiency through effective communication. Secretaries act as vital connectors, facilitating seamless interactions between executives, departments, and external stakeholders, thereby reducing miscommunication and boosting productivity.
The study identifies key communication skills—verbal, written, non-verbal, and digital—as essential for organizational smoothness. It addresses challenges like miscommunication leading to delays and errors, with objectives to evaluate these skills’ impact and identify barriers. The scope focuses on mid-sized service and manufacturing organizations.
The literature review integrates theories like Shannon and Weaver’s communication model (1949), emphasizing secretaries as encoders and decoders of information. Studies by Keyton (2011) and Akpomi (2008) highlight skills like active listening and report writing, while noting gaps in research on digital tools post-COVID-19. A mixed-methods approach was employed, using questionnaires (150 participants, 85% response rate) and interviews (20 participants) across 10 organizations. Data analysis involved descriptive statistics, correlation tests via SPSS, and thematic analysis, adhering to ethical standards like informed consent.
Findings show a strong correlation (r = 0.78) between secretaries’ communication skills and operational efficiency. Verbal communication reduced meeting times by 30%, written skills cut documentation errors by 45%, and non-verbal cues improved stakeholder trust. Digital proficiency in tools like Microsoft Teams enhanced remote collaboration (65% of organizations). Challenges include information overload and inadequate training. Organizations with communication training reported 25% fewer disruptions.
5.2	Conclusion
In conclusion, the research on the "Contribution of Communication Skills of Secretary as a Tool for Maintaining Smooth Function in an Organization" affirmatively establishes that secretaries are vital architects of organizational success through their communication expertise. The study highlights that in an era of rapid digital transformation and globalization, the traditional role of secretaries has evolved into a multifaceted one, where communication skills serve as a buffer against chaos. Effective communication mitigates risks such as misinterpretations that could lead to costly errors or reputational damage. Moreover, it fosters a positive organizational culture, promoting employee morale and collaborative synergy. The empirical evidence from surveys and interviews underscores a quantifiable impact: organizations with highly skilled secretaries in communication report smoother operations, quicker problem-solving, and stronger adaptability to change.
However, the research also acknowledges limitations, including the sample's geographic concentration and reliance on self-reported data, which may introduce bias. Future studies could expand to larger, international samples or incorporate longitudinal designs to track long-term effects. Despite these, the overarching message is clear: undervaluing secretaries' communication roles is a missed opportunity for organizational excellence.
5.3	Recommendations
To leverage secretaries’ communication skills for smoother organizational functions, the following actions are recommended:
· Implement Comprehensive Training Programs: Organizations should invest in regular training workshops focused on advanced communication skills. This includes modules on digital tools (e.g., video conferencing etiquette and AI-assisted writing), cross-cultural communication, and crisis messaging. For instance, partnering with platforms like Coursera or LinkedIn Learning could provide cost-effective, tailored courses. It is recommended that such training be mandatory for secretaries upon hiring and refreshed annually, with evaluations to measure improvements in operational efficiency. 
· Integrate Communication Assessments in Recruitment and Performance Reviews: Human resource departments should incorporate communication proficiency tests—such as role-playing scenarios or writing assessments—into the hiring process for secretarial positions. Additionally, performance appraisals should include metrics like response time to queries, error rates in documentation, and feedback from colleagues on interpersonal interactions. This ensures that only individuals with strong communication baselines are selected and that ongoing development is incentivized through promotions or bonuses. 
· Foster a Supportive Organizational Culture: Leaders must promote an environment where open communication is encouraged. This could involve establishing clear protocols for information flow, such as standardized templates for reports and emails, to reduce ambiguities. Regular feedback sessions between secretaries and executives can help identify bottlenecks early. Moreover, organizations should address barriers like information overload by implementing tools such as centralized dashboards or AI filters to streamline data handling, allowing secretaries to focus on high-value communication tasks. 
· Enhance Educational Curricula for Secretarial Training: Educational institutions offering secretarial or administrative programs should update their syllabi to emphasize contemporary communication skills. This includes integrating subjects like digital literacy, emotional intelligence, and multilingual capabilities. Collaborations with industry partners for internships can provide real-world exposure, ensuring graduates are equipped to contribute immediately to organizational smoothness. 
· Conduct Periodic Audits and Research: Organizations are advised to perform annual audits on communication processes, involving secretaries in the evaluation to gather grassroots insights. Furthermore, future research should explore emerging trends, such as the role of AI in augmenting secretarial communication, to keep practices relevant. Policymakers in professional bodies, like the International Association of Administrative Professionals, could advocate for standardized certification in communication skills to elevate the profession. 
· Promote Work-Life Balance and Resource Allocation: To prevent burnout, which can impair communication effectiveness, organizations should ensure secretaries have adequate resources, such as ergonomic tools and reasonable workloads. Encouraging practices like mindfulness training can enhance non-verbal and empathetic communication, leading to smoother interpersonal dynamics.
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APPENDIX 1
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY 
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear respondent, 
	I am a student in the Department of Office Technology and Management, Institute of Information and Communication Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on CONTRIBUTION OF COMMUNICATION SKILLS OF SECRETARY AS A TOOL FOR MAINTAINING SMOOTH FUNCTION IN AN ORGANIZATION.
	The exercise is important in partial fulfillment of the requirements for the award of National Diploma in Office Technology and Management of the institution.
	Rest assured that the researcher ethics of anonymity and confidentially will be strictly adhered to.

									Yours faithfully


									YINNUSA JAMIU OLATAYO
									ND/23/OTM/PT/0017



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 “IMPACT OF OFFICE EQUIPMENT AND MACHINES ON THE EFFICIENT PERFORMANCE OF A SECRETARY IN AN ORGANIZATION.” kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.

									Yours Faithfully


									YINNUSA JAMIU OLATAYO
									ND/23/OTM/PT/0017













QUESTIONNAIRE

Dear Respondent,
This questionnaire is designed to obtain information for academic purposes only. It seeks your candid opinion on the contribution of communication skills of secretaries at the Michael Imodu National Institute for Labour Studies (MINILS), Ilorin. All responses will be treated confidentially and used strictly for research.

Please tick (✓) the option that best reflects your opinion on each statement:
Strongly Agree (SA)
Agree (A)
Disagree (D)
Strongly Disagree (SD)
Section A: Communication Skills and Organizational Functions
1. Communication skills of secretaries improve coordination between departments.
	 Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
2. Verbal communication skills reduce workplace misunderstandings.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
3. Written communication skills ensure accurate documentation and record-keeping.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
4. Strong listening skills enable secretaries to handle inquiries effectively.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
5. Non-verbal communication skills create a positive office environment.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
6. Digital communication skills support smooth operations in remote settings.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
7. Interpersonal skills help secretaries build strong stakeholder relationships.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
8. Clear communication prevents delays in task execution.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
9. Persuasive communication skills motivate team members.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
10. Secretaries’ feedback communication improves organizational processes.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
Section B: Professional and Technical Competencies
11. Communication skills help secretaries resolve conflicts effectively.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
12. Professional communication enhances the organization’s external image.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
13. Multilingual communication skills improve interactions in diverse settings.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
14. Timely communication ensures effective scheduling and planning.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
15. Adaptive communication skills help overcome communication barriers.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
16. Report-writing skills contribute to informed decision-making.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
17. Oral presentation skills enhance meeting effectiveness.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
18. Empathetic communication supports workplace emotional well-being.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
19. Proficiency in digital communication reduces errors in information sharing.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
20. Communication skills are critical for secretaries to maintain organizational harmony.
	Strongly Agree (   )	 Agree (    )   Disagree (   ) Strongly Disagree (    )
