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ABSTRACT
The study was conducted so as to examine the importance of communication skills on the effective delivery of secretaries duties/functions in an office. The research work discussed and identified the importance of communication and the effects it has on the objectives setting up an organization. Therefore, research questions relating to the topic were drawn. Communication has a very important part to play in any organization set-up. Without communication an organization cannot exist, an organization will remain stagnant and above all, the productivity of the organization will be jeopardized. It was made clear that there is a significant relationship between effective communication and the attainment of an organization objectives. It was also analyzed that when workers are given access to information, they will be motivated do work hard in order to attain the objectives of the organization. Effective communication also brings about mutual relationship between management and its employees.  
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CHAPTER ONE
INTRODUCTION
1.1	Background of the Study
	All information are forms of communication, communication is an ever present activities because it is the means by which people connect to one another  in corporate setting just like the blood system of the human being, communication is necessary to organization so as to maintain and sustain it existence. Efficiency maybe impaired if an organization undergoes hardening of it “arteries”. The process of enunciating goals by communication and the attainment of objectives can only be hinged on effective communication.	In the business world nothing can be achieved without effectively communicating with employer, employees, client, suppliers and customer. Business all over the world today is very challenging and competitive global market, all factor of production (i.e men, machine and materials) should be wisely managed among the factor of production, human resources management constitute the biggest challenge because unlike input, effective communication demand skilful handling thoughts, feelings and emotion to secure higher productivity. Effective organizational communication plays an important role in this challenge. Communication has crucial impact on the organization; communication is a process of passing information resources and even policies.
	Communication skills are those skills which are needed to speak and write properly. A person who is able to speak appropriately whilst maintaining eye contact with the audience, uses varied vocabulary and articulate speech to suit the need of the audience is generally said to be an effective speaker.  Similarly, an effective writer should be able to use written words in various styles and techniques to communicate his/her message and ideas to the readers. One should have the ability to listen carefully and write and speak clearly in any situation. Therefore good reading, writing, speaking and listening skills are essential for effective communication.
	Communication skill is the ability to convey and share information to others in an efficacious way. It is very vital skill and used widely in all work sectors. Communication can make or break your relationship at home or work or with your friends. If you have the skill then you can pass out your word across easily and precisely without any confusion. You can communicate with your body, words, gestures, expressions and much more. 
	Communication skills are one of the fundamental life skills which are required for greater understanding of information. It can be done vocally, visually, non-verbally and through written media. All these are means of communication which are essential soft skills which are required for a successful career. Professionals’ secretaries in the digital age must effectively know how to convey and receive messages via various means of communication.
	Communication is an act of conveying meanings from one entity to another with the use of understood signs, symbols and rules. Communication skills, in a nutshell, are a set of activities you make giving and receiving various kind of information. Some of the example of communicating are; expressing your viewpoint on a topic, updating new additions on your project, expressing feelings etc.
	Communication skills involve speaking, listening, observing and empathizing. It is also helps to understand how to communicate on phone conversations, face-to-face interactions, digital communications like social media and email.
	Communication skills are the ability to send messages that are properly an entirely received and understood by the target audience. The term often applies to someone’s faculty of exchanging information effectively with another person or group, in a verbal or written way.
	Communication is present in almost every activity of our lives. We frequently exchange ideals, opinions, requirements and feelings with many people around us, not only verbally but also through devices such as computers and smart phones. In business, being a good communicator is particularly relevant. E-mails, phone calls, meetings, speeches, videoconferences, presentations and one-to-one conversations are all different ways of communication.
	Odeyemi (2014) defined communication as the process by which one person or a group passes information, ideas, opinions and feeling to another person or a group. It is the transfer of information, ideas, thought or message from one person to information regarding to operation of an enterprise. Communication is the means where people in the organization exchange ideas, information for mutual benefit in a way to get work done. 
	Dada (2014) “communication is the means where people in the organization exchange information regarding operation of an enterprise”. The term communication is derived from the word commune which means to converse with the concept of communication has it communication prompt an action to take place. 
	Communication process start with the sender or source that has an ideas or message he wants to communicate. There must also be receiver or the decoder to respond or react to the message. It is the response or reactions from the receiver that will enable the sender to make or take appreciate decision or how the rest of the exchange should continue. 
	In every organization communication plays an indispensable role. The success of any office depends largely on the existence of good communication system and solely on the competence of the staff handling the communication system of that particular organization (Odeyemi 2013). This is where the role of secret are comes into play in most organization, the secretary is the first person a visitor or caller comes in contact with visiting the organization. The way she relates with the caller on the first day would form a lasting impression in the mind of the caller about every organization. A polite cheerful, courteous and humorous secretary would attract more customers to the organization than an aggressive and rude secretary. Therefore, first impression is very important. It can either be encourage or repel a visitor from subsequent visits to that particular organization. 
	In view of the foregoing, it can be clearly seen that the secretary plays an indispensable role in the communication of any organization. Apart from communicating face to face with the visitors or caller, she equally communicate with the public through phone calls, writing  and typing of letters, reports writing and reading of minutes of meeting et cetera. For a secretary to be able to handle these functions effectively, she requires good communication skills and good educational background. 
	A correspondence sent out to the outside world speaks volume about image of organization is represents., a wrongly worded letter with spelling errors and poor would definitely create a negative impression of the organization in the mind of the receive while on the other hand, a letters that is properly written and well typed would speak well of the staff and the organization nit represents, it will encourage and attract the receiver to patronise that organization. 
	Therefore, a competent secretary who performs her roles efficiently which and interwoven with communication will attract clients to patronise her organization thereby helping to attain the sets goals and objectives of the organization.
1.2	Statement of the Problem
	The secretaries effective performance is not mostly high due to the lack of good communication skills, and also the organization objectives and productivity will be less when the secretaries are not portraying good communication. It also leads to conflict in an organization when there is lack of good inter-relationship and low productivity in the organization, it could be caused by lack of good communication skills. Due to the above problems faced, the organization has come to the reasons why a research is being carried out on the Importance of communication skills to the service delivery of secretaries.

1.3	Objectives of the Study
	Many people do not realise that good communication play a vital role in the organization and among secretaries as the life-wire of any organization.
This research work is therefore determined to:
i.	Find out the essence of good communication skills on the productivity of secretaries in an organization.
ii.	Find out the roles of good communication skills plays on the effectives maintenance of good harmonious relationship in the organization by secretary.
iii.	To identify the relevant communication skills in a way to enhance the reputation of the organization both within and outside of the organization.
iv.	How communication skills can reduce conflict in the organization.
v.	How communication skills can promote the image of the organization.
1.4	Research Questions
	This research questions are raised to find answers to the following questions:
1. What is the essence of good communication skills on the productivity of secretary in an organization?
2. What is the role good communication skill plays on the effective maintenance of good harmonious relationship in the organization by secretary?
3. What is the relevance of communication skills in enhancing the reputation of the organization both within and outside of the organization?
4. What is the significance of communication skills in reducing conflict in an organization?
5. What is the significance of communication skills in promoting the image of the organization?
1.5	Significance of the Study
	Since communication is the live-wire of any organization because it is through it an organization can achieve it set goal and objectives. The following are the people that will benefit from the study:-reader, secretary, organization
Reader: - this is therefore aimed at breading the knowledge to the readers on the various ways a secretary can contribute to the success of her organization through her communication skills.
Secretary: - this research study is aimed of stating out the relevance and importance of communication on their performance of secretary and also to state how good communication skills help to increase the productivity of the organization.
Organization: - also, as communication can make the success of her organization it will encourage employers to ensure that efficient hand are employed to handle all activities involving communication to ensure the attainment of its set goals and objectives.
1.6	Delimitation
	The scope of this study is limited to the importance of communication skills on the effective delivery of secretaries duties/functions in an office using Kwara state ministry of finance as a case study.
1.7	Limitation
	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 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	What is a communication skill?
2.4	Types of communication skills 
2.5	The process of communication
2.6	Barriers of communication
2.7	Overcoming communication barriers
2.8	Communication skills required to be a secretary
2.9	The secretary roles in communication process in organization
2.10	Enhancing effective communication
2.11	Communication Skills Needed by Secretaries 
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 prescribed role of secretary is supportive. She should be bedrock on which her boss of definitions given by different author to the term “secretary”. Anderson (2010) defined secretary as “one who think for you, act for, anticipate your whines, and increase your output phenomenally”. 
	Adebayo (2013) also denied a secretary as an executive assistance who possesses mastery skills, who demonstrate the ability to assume responsibility without direct supervision, who exercises inactive and judgement, 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 supervisions. 
	Adegoke (2014) describe a secretary as a person employed to deal with corresponding and duties that is personal and 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.
	A secretary according to Hornby (1974) is “an employee in an office, who deals with correspondence, keeps records makes arrangement and appointment for a particular member of the staff. He/she is one who combines the mastery skills of shorthand and typewriting and with a sound knowledge of secretarial duties.
	From the above definitions secretaries must have gotten all the skills associated with the office and cannot leave responsibilities even though they are not supervised, should work with his initiative and take decision under his assigned authority.
	In other words, secretaries are important officer in any organization their contributions and effectiveness can either boost or tarnish the image of any organization.
	The impression secretaries create influences public attitude towards the organization just as accountant, engineers and other professional have contributed towards the achievements of the national economic objectives, secretaries have also contributed immensely in different angles in projecting the image of the organization to the outside world. If the public impression portrays the organization in a shabby way, the secretaries help to uplift the image of the organization Monkhood (2014). The way the secretaries receives visitors, their politeness and the respects are added to the status of secretaries as indispensable tools of organization.
	In spite of all these roles of secretaries they have been misplaced and neglected to the background, but today we have modern secretaries who now hold managerial and decision making position in the organization and are the office automation is quick developing, the former referred as typist undergoes formal training which enable him to handle more extensive duties and responsibilities in the organization Allen (2012).
	The success or failures of some years past have this feeling of inferiority to other professionals simply because they are misunderstood by their bosses. But all these have changed now they are very vital towards the achievement of the national objectives. And also a present day executive depends on their secretaries for the smooth and efficient handling of the days activities. Monkhood (2014)
	In as much as secretaries have been undermined by the general public in many ways, their general conception is usually that any employee who sits behind a typewriter and does other forms of secretarial jobs is a secretary thereby regarding them as typists or mere servants.
	A secretary is a person or executive who has office skill in handling correspondences and has the ability to assume responsibilities without direct supervision to provide communication support services on matters or routine and administrative issues (Cletus 2012) various office workers perform some aspects of secretarial work, but not all office workers are secretarial. Secretaries have more responsibilities for their work. A professional secretary performs task similar to an executive or administrative assistant. Secretarial function is just central in very organization and no office can easily function without a secretary. This brings about the importance of secretaries to the successful growth and development of the organization (Adam 2015).
	Generally secretary coordinates the daily routines of an office and organizes the office schedules and paper work which includes analysis of prevailing situations judgment, technical knowledge and creativity Adebayo and Akinleye (2012). The number and type of activities are assigned depend whether they are generalists (multifunctional secretaries) or specialist (such as legal or word processing secretaries). Secretaries use many different talents and work with many different people. As an office professional, the secretary has the responsibility to organize the work flow so that the employer will feel that everything is under control, with all project completed when needed (Chrissy, 2011). Modern professional secretaries are now referred to as office managers by some people because of their activities, skill acquisition, knowledge and even expectations from their bosses, customers, clients and even the general public whether called a secretary, a manager or a personal assistant, a professional secretary is no more the man or woman sitting behind the typewriter, taking shorthand dictations and attending to visitors.  	
	The introduction and application of modern technology advancements has brought a revolution and greater effectiveness in day to day working of the office due to this procedures have become more simplified and office work has become more interesting and challenging (Asabere and Enguah 2012).
	In his remark Adam (2015), recounted that secretarial practice or rather secretarial profession has remarkably undergone series of modifications as it used to be in the past due to the availability of improved technologies of the modern office.
	In the past, a person who is employed as a secretary must possess typewriting skills, shorthand and good communication skills with good moral conduct and character. Today, a secretarial practice has been revolutionized to the use of computers and internet which are in abundance and are available in the offices.
	Evans (2015), recounted that secretarial profession has come a long way from change in gender dominance (female) to technologies that have improved work output and increased job opportunities administrative office roles have remained an integral part of business operations, and all signs indicated that the secretarial profession in here to stay.
	According to Akinola (2012), a secretary is an important officer in any establishment, who is sometimes regarded as the life wire of an organization adding that the contribution and effectiveness of a secretary can either enhance or diminish the efficiency and effectiveness of an organization.
	Aromolaran (2012), described the secretary as the office manager and the administrative officer who co-ordinates and manages both the human and material resources of an organization. The secretary can be seen as a vital link in any organization and one who is in charge of the daily clerical and administrative activities in the organization. She exercises initiative, judgement and makes decision within the scope of here assignment, duties or authority. She also types letters, memos, and performs any other form of data entry into the computer or typewriter and brings out a mailable copy.
2.2	Duties of the Secretary
	The duties of secretary is quite numerous and varied. However, the most important one has been highlighted by McFarland (1985).
1.	Arranging meetings 
	The secretary responsibilities concerning meetings of company personnel may include notifying the executives of the time and purpose of meeting, arranging for conference hall scheduling equipment needed, and taking notes of the meeting. 
2.	Travel arrangement 
	When a company does have a traffic department, the secretary is expected to make the arrangement through a travel agency or directly with airlines, motels and hotels and car rental agencies.

3.	Telephone use 
	The efficient secretary must be aware of the techniques involved in placing and receiving calls and of impression she is making each time she uses the telephone. When using telephone, she should remember that she is creating an image of herself and the company in the mind of others.
4.	Processing mail 
	Mail delivered to the office must be process, and the secretary almost always has this responsibility. Processing the mail involves much more than opening envelopes and removing the contents. The processing involves first sorting the mail into sacks according to eh 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.
5.	Preparing report 
	The secretary is frequently expected to help collect, analyze, organised, and present the data in a manful form. The secretary is usually totally responsible for making sure each graphics presented is in an acceptable format and that the entire report is well contacted so that it will make a favourable impression on the reader.
6.	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 reputation will determine 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 take the first impression of herself and her organization a favourable one. Stressing an effective secretary will always feed her employers the need information, keep the filling system up-to-date, and give employer an image of omniscience.
	Akewusola (1997) stated that a secretary by nature is an ambassador of her organization, she is the first worker most caller comes in contact with when they visit office. The impression she creates in the mind of visitors will either encourage them or discourage them to continue their patronage of the organization by creation of a sustained good will or repel them by patronizing other organization. 
	He is the 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 centre 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. 
	A secretary is an assistant to the executive, receivers visitors and attends to their needs. She also drafts official correspondence, types it and take other necessary action on it to ensure that image of the organization she represent is well protected. These duties involve one form of communication or the other. 
	Another role of secretary in the communication process in an organization is the receiving and passing of information, the secretary receives telephones line to appropriate person to receive messages. Also, in most cases, the information to be passed is in written form, and it is the duty of the secretary to make necessary correction before it typed so that the information to be passed is not misunderstood by the receiver as a result of wrong section of symbols. 
	Another way by which a secretary contributes to the flow of communication is in the area of records managements he kept track of important records so that they can be retrieve quickly when they are needed. In order to ensure that a secretary carryout the above duties effectively they must possess good communication skills. A secretary is the image of any organization and she is the first person that visitors or client come into contact with when they visit the organization or in the office.
2.3	What is Communication Skills?
	Communication skills are those skills which are needed to speak and write properly. A person who is able to speak appropriately whilst maintaining eye contact with the audience, uses varied vocabulary and articulate speech to suit the need of the audience is generally said to be an effective speaker.  Similarly, an effective writer should be able to use written words in various styles and techniques to communicate his/her message and ideas to the readers. One should have the ability to listen carefully and write and speak clearly in any situation. Therefore good reading, writing, speaking and listening skills are essential for effective communication.
	Communication skill is the ability to convey and share information to others in an efficacious way. It is very vital skill and used widely in all work sectors. Communication can make or break your relationship at home or work or with your friends. If you have the skill then you can pass out your word across easily and precisely without any confusion. You can communicate with your body, words, gestures, expressions and much more. 
	Communication skills are one of the fundamental life skills which are required for greater understanding of information. It can be done vocally, visually, non-verbally and through written media. All these are means of communication which are essential soft skills which are required for a successful career. Professionals’ secretaries in the digital age must effectively know how to convey and receive messages via various means of communication.
	Communication is an act of conveying meanings from one entity to another with the use of understood signs, symbols and rules. Communication skills, in a nutshell, are a set of activities you make giving and receiving various kind of information. Some of the example of communicating are; expressing your viewpoint on a topic, updating new additions on your project, expressing feelings etc.
	Communication skills involve speaking, listening, observing and empathizing. It is also helps to understand how to communicate on phone conversations, face-to-face interactions, digital communications like social media and email.
	Communication skills are the ability to send messages that are properly an entirely received and understood by the target audience. The term often applies to someone’s faculty of exchanging information effectively with another person or group, in a verbal or written way.
	Communication is present in almost every activity of our lives. We frequently exchange ideals, opinions, requirements and feelings with many people around us, not only verbally but also through devices such as computers and smart phones. In business, being a good communicator is particularly relevant. E-mails, phone calls, meetings, speeches, videoconferences, presentations and one-to-one conversations are all different ways of communication.
	Communication is the exchange of meanings between individual through a common system or symbols, thus, communication is the discriminatory response of an organism to a stimulus. In the view of Agrix (2006) that additional, Berlo (2000) explained communication takes place when one mind so acts upon its environment that another mind is influenced and in what other mind an experience in the first mind is caused by that experience.
	Communication is also define according to Akewusola and Saad (2009) is a way of reaching out with facts, concepts, thoughts and valves, communication is equally a bridge deliberately constructed by people to create among themselves with a view to share their feelings and knowledge. 
	Basically, there is no universal agreement on the definition of communication. There are over three hundred definitions of communication is better described than defined.
	Communication is universal activity. It is the 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 situation and rived solution to our problems. It is also a medium by which power is acquired, exercised and sustained. It is also a medium by which and improve the organisational goals.
	Dada (2014) defined communication as process by which one person (or group) shares and imparts information to another person (or person) so that both people (and group) clearly understand one another.
	Communication provides means through which we can share our feelings and emotions with other people. Information can also be passed from one people to the another by means of communication. 
	In any type of business or industries setup, communication helps to orient workers to pursue, attain, sustain and improve the organisational goals.
	  Adeoye (2015) defined communication as many means by which a thought is transferred from one person to another. Communication makes it easy for people to express their feelings and share ideas.
	Boateng et al (1984) also defined communication as a means by which a thought is transmitted from one person to another. In fact, the word is liable to a wide interpretation, and is subject to many definitions. It is seen as an act of imparting or transmitting information.
	After going through each of these definitions, one would notice that although the statements are different, there is common thread rung i.e 
	Communication is a process of transmitting thoughts it is the sharing and imparting of information:
· It is giving of understandable information and receiving and understanding the message;
· It is the transmitting of messages and linking of people;
· It is the conveyance of ideas, attitudes and feelings;
· It is the exchanging of messages with a network of interdependent relationships.
	This a common thread, linking these definitions demonstrative or is a fact that communication is a process. It is the transfer of information, ideas, thoughts, and messages. It’s involves a sender, a receiver, a code and a language that is understood by both the render and the receiver. 
	Odeyemi (2014) stated that communication has equally been said to be a process of transmitting thoughts, sharing and importing information, the giving of understandable information and the receiving and understanding the messages; the conveying of ideas, attitudes and feeling as well as creating exchanging of message within a network of independent relationships.
2.4	Types of Communication Skills
	There are different types of communication some of them are:
1. Written
2. Oral
3. Intra-personal 
4. Inter-personal
5. External communication
6. Internal- communication
7. Non-verbal communication
Written Communication
	Written communication is that type of presentation where the generator of the message does not need to be physically present during the presentation of his ideas. All he does is to put down his thoughts and ideas clearly and logically following the conventional and grammatical rules of language, it is left to the reader to decode the message the sender is    trying to get across. Written communication is that explanation of certain troublesome ports cannot be got immediately likewise immediate feedback is not possible.
Oral Communication
	Unlike   in   written   communication   the   sender of the oral message has to be physically present during the delivery. This is the most pervasive type of communication in an organization because people are always deliberating about one thing or the other in an organization. Discussions, consultations, dialogues always take place in organization at every point in time either formally or informally. In organization, a larger percentage of time is spent talking.  Oral communication between peers could be enjoyable but delivering a speech to a formal audience put a lot of pressure on the speaker.
	An advantage of oral communication is that feedback is immediate either by a change of countenance or overt outburst and this helps the communicator also makes it possible for questions to be asked to throw light on certain aspect of the message that are not cleared.
Intra-Personal Communication
	This is communication that place within an individual. No second person is involved everything is done by the individual himself assessment of situations interpretation of motives all based on the person sense of perception and beliefs, A full conversation could be talking place within the individual but there is no second party involved.
	Communication done this way is not considered ideal because of its subjective nature. The sense of perception of human beings is highly limited the ideal communication environment is the one which two parties are involved. This way there is exchange of ideas and conclusion neatly reached. Also to or more people talking is a perfectly normal spectacle but when an individual talk to himself a negative image is conjured up in people minds.
Inter-Personal Communication
	Inter-personal communication consists of a two-way flow of message between individual. It involves actual speaking to the other person and attributing meaning to what is said it gives room for each party to express itself and each of the parties seek understanding from the verbal and non-verbal cues used perception and the manner the message is passed, This kind of communication is very good as it permits interaction on a personal level which could lead to better understanding between the individual involved. The message is the one that encodes the message and using the appropriate channel sends it to the target the receiver. The message is decoded and feedback is sent to the source who in turn modifies or intensities the method of communication being used.
External Communication
	This is the type of communication that takes place between organizations for the example there would be a strong relationship between a biscuit making industry and a sugar processing. One the types of communication are considered as up most organization also makes use of effective public relations officers to handle this part. More recently, department that handle such things now use the appellation of corporate affairs department.

2.5	The Process of Communication
	The communication process is the means or method through which communication reaches its target. It is said that the medium is the message. Also, it is not possible for communication to be a one way traffic. On the contrary, at least two individual must be involved, one to say and another listen to what is being said. It is the recognised in communication that there should be;
(i) A sender or source of a message: This is the process who initiates the communication. He is the one who possesses information, needs, anxiety, fear or desires and therefore wishes to communicate them to another person.
(ii) Receiver: This is a person whose sense perceive the message sent by the sender. Although the number of the receiver of the message may be more than the sender must ensure that his message is crafted in such a way that understanding is eased.
	The process of communication requires six steps whether the sender and receiver talk, use gestures or body language or even other means of communication.
1.	An Initiate idea
	The sender of a message usually possesses information or idea which he wants to communicate with other person(s). He has to start the process of communication by first conceiving the idea in his mind and how and when to do so. All other steps in the process would become somewhat useless except this step is taken. It can equally be likened to the map which will be necessary to package in the course of embarking on a planned action. The wit says be sure brain is engaged before putting mouth in gear.
2.	Encode 
	This takes place when the sender translates information to be transmitted into a series of symbols words, charts and so on. Here, the sender intention should be to establish “mutuality” meaning with the receiver by choosing symbols, usually in the form of words and gestures that the sender believe to have the same meaning for the receiver.
3.	Send 
	After the messages has been conceived and encoded, the next step is to send it. Senders choose certain channels to communicate and must be conscious of timeliness of the message. Equally, they must ensure that their communication channels are free of barriers so that receiver’s attention is held rather than be distracted by it.
4.	Receive
	The transmission allows another person or a group of persons to receive a message. At this level, the man who initiates the ideas transfers it to receivers who turn to receive the message. If it is oral, they have to be  good listeners- this would be discussed in another chapter. Where the receiver does not function, the message is lost.
5.	Decode 
	The decoding process is the period that communication actually takes place. This is determined by the interpretation given to the encoded information by the receiver. If the right perception is established in line with the actual intention of the sender of the message, communication has taken place. This is not to say that the process is complete. If it is wrongly perceived, there will be problem and the result will not be desirable to the message. The receiver should be able to interpret and translate the message into meaningful information, pre-determined by receivers perception of the message because people tend to hear what they want to hear. This may bring about bias which will definitely affect the meaning of the message during the decoding process. 
	Generally, the more the receiver decoding matches the sender intended message, the more effective the communication has been.
6.	Use 
	The last step is the communication process is for the receiver to use the communication. The receiver may ignore it, perform the task assigned, store the information provided, or do something else.
	Senders always need to communicate with the care sine communication is a potent form of self-revelation to other individual. It tells something about the kind of people communicators are, the way they think, their personality profile and what their valves are. Communication, thereby, is basic in all interpersonal and group relationship.
2.6 	Barriers of Communication
(1)	Poor or inadequate communication media: 
	When the channels through which communication is transmitted like radio, telephones, newspapers, magazines post offices are poorly maintained or inadequate for effective communication.
	Communication needs proper planning especially in an organisation and also for secretary to perform his/her duties in an organisation. He must select the most appropriate channel of communication and avoid barriers that hinder effective communication.

(2) 	Lack of planning to communicate 
	Commendable success in most things we do in life requires good planning and so is communication. A secretary must be always prepared to understand what is being communicate to him/her.
(3)	Difference in perception
	People tend to read different meaning to information given, words means different things to different people, hence secretary should not be assume 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.
(4)	Noise
	It is 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 of airplane, psychological or linguistic.
2.7	Overcoming Communication Barriers
1.	Communication Techniques and Guidelines
	Effective communication requires that encoding and decoding be done with symbols that the familiar to the sender and thee receiver of the message. Thus, the use of technical jargons which are understood by only the experts in that field should be avoided unless among people of that particular field of thought.
2.	Listening
	The decoder needs to pay full attention of the encoder while the message is being passed. Therefore, for effective communication to take place, the decoder must be a good listener.
3.	Clarity of Presentation
	Clear thinking is necessary or clear presentation and successful communication. When we are speaking or writing, we must pout our messages across clearly.
4.	Appropriateness of Climate
Before you send a message, make sure that the climate is suitable. If it is not, you will not get your message through or you will not in the right mood for a messasge, they will most likely give an unpleasant response.
2.8	Communication Skills required by a Secretary 
· She must be a good listener
· She should develop a pleasant voice 
· She should always wear a pleasant look.  
· She should be decent in her appearance in order to distract the attention of her audiences
· When sending out any written document, she should make sure that the language used carry lay, technical and expert along so that the recipient would be able to decode it easily. 
	Having reviewed what communication is all about, the type of communication flows, and what constitutes communication process toward the attainment of organisational objective. 
2.9	The Secretary’s Roles in Communication Process in an Organization
	As mentioned earlier, the secretary is the center of communication in an organisation: She communicates with colleagues and visitors and also acts at the public relation officer in the promotion of the business.
	In moist organisation, the secretary is the first person a caller or visitor comes in contact with while visiting the organisation. The way and manner the secretaries communicate with visitors will form a lasting impression in the organisation by patronizing it frequently they are helping to attain the goals of the organisation while an aggressive and rude secretary would repel or off visitors, which will bring about distress.
	Apart from face to face communication with visitors, she equally communicate with the public through phone calls, writing and typing letters, reports, etc. For a secretary to handle the function effectively, she require good communication skills and a good command of English language.
	A correspondence sent out the outside world speakers volumes about the image of the organisation it represents. A letter that is wrongly worded with spelling errors and poorly typed would definitely create as negative image of the organisation in the mind of the receive and this can discourage the receiver from patronising that organisation, while on the other hand, a well-constructed and neatly typed letter speaks will of the staff and the organisation it represents. It will attract and encourages the receiver to patronise that organisation thereby contributing to the attainment of the organisation goals.
2.10 	Enhancing Effective Communication
	The reasons for most of the breakdown of harmony in the polytechnic are connected with the quality of communication system, have observed that misunderstanding often ensues when there are barriers in communication link between management and staff. Some of these communications barriers may include environmental factors, organisation’s structural design, and attitude, behaviours of leaders, physiological factors, interpersonal skills language styles and emotional factors.
	Identifying and minimising the causes of ineffective communication is a golden step to enhancing effective communication system is a solid foundation for maintaining industrial peace and improving staff satisfaction and loyalty. Ademola Ogundipe (2012) suggests a number of attitude that enhance effective communication in any goal oriented organisation. Transmitting message in clear terms, active listening, an uninterrupted feedback system, occasional refresher training of communication skills, among others, are good skills for achieving desirable level of communication in the organisation. In their contribution, suggest audience analysis, language style, review process and logical planning of message as ways of maintaining good communication link between management and staff of institutions.


2.11	Communication Skills Needed by Secretary 
	The ability to communicate effectively with superior, colleagues and staff is essential, no matter what industry he/she works in. Secretary in the digital age must know how to effectively convey and receive message in person as well as via phone, email and social media. The following are the communication skills that needs to be possessed by secretary according to  
1.	Listening Skills 
	Being a good listener is one of the bests ways to be a good communicator. No one likes communicating with someone who only cares about putting in her two cents, and does not take the time to listen to the other person. 
	Through active listening, the secretary can better understand what the other person is trying to say, and can respond appropriately. 
2.	Nonverbal communication 
	Your body language, eye contact, hand gestures, and tone all color the message you are trying to convey. 
	A relaxed, open stance (arms open, legs relaxed), and a friendly tone will make you appear approachable, and will encourage others to speak openly with you. Eye contact is also important; you want to look the person in the eye to demonstrate that you are focused on them and the conversation. (However, be sure not to stare at the person, which can make him or her uncomfortable.) 
	Also, pay attention to other people's nonverbal signals while you are talking. Often, nonverbal cues convey how a person is really feeling. For example, if the person is not looking you in the eye, he or she might be uncomfortable or hiding the truth.
3.	Clarity and Concision 
	Good verbal communication means saying just enough—don’t talk too much or too little. Try to convey your message in as few words as possible. Say what you want clearly and directly, whether you're speaking to someone in person, on the phone, or via email. If you ramble on, your listener will either tune you out or will be unsure of exactly what you want. 
	Think about what you want to say before you say it. This will help you to avoid talking excessively or confusing your audience. 
4.	Friendliness 
	Through a friendly tone, a personal question, or simply a smile, you will encourage your co-workers to engage in open and honest communication with you. 
	This is important in both face-to-face and written communication. When you can, personalize your emails to co-workers and/or employees – a quick "I hope you all had a good weekend" at the start of an email can personalize a message and make the recipient feel more appreciated. 
5.	Empathy
	Using phrases as simple as "I understand where you are coming from" demonstrate that you have been listening to the other person and respect their opinions. Active listening can help you tune in to what your conversational partner is thinking and feeling, which will, in turn, make it easier to display empathy. 	
	Even when you disagree with an employer, co-worker, or employee, it is important for you to understand and respect their point of view.
6.	Confidence
	It is important to be confident in your interactions with others. Confidence shows your co-workers that you believe in what you’re saying and will follow through.
	Exuding confidence can be as simple as making eye contact or using a firm but friendly tone. Avoid making statements sound like questions. Of course, be careful not to sound arrogant or aggressive. Be sure you are always listening to and empathizing with the other person.    
7.	Open-Mindedness
	A good communicator should enter into any conversation with a flexible, open mind. Be open to listening to and understanding the other person's point of view, rather than simply getting your message across.
	By being willing to enter into a dialogue, even with people with whom you disagree, you will be able to have more honest, productive conversations.
8.	Respect
	People will be more open to communicating with you if you convey respect for them and their ideas. Simple actions like using a person's name, making eye contact, and actively listening when a person speaks will make the person feel appreciated. On the phone, avoid distractions and stay focused on the conversation.
	Convey respect through email by taking the time to edit your message. If you send a sloppily written, confusing email, the recipient will think that you do not respect her enough to think through your communication with her.
9.	Feedback
	Being able to give and receive feedback appropriately is an important communication skill. Managers and supervisors should continuously look for ways to provide employees with constructive feedback, be it through email, phone calls, or weekly status updates.
	Giving feedback involves giving praise as well – something as simple as saying "good job" or "thanks for taking care of that" to an employee can greatly increase motivation.
Similarly, you should be able to accept and even encourage feedback from others. Listen to the feedback you are given, ask clarifying questions if you are unsure of the issue, and make efforts to implement the feedback.
10.	Picking the Right Medium
	An important communication skill is to simply know what form of communication to use. For example, some serious conversations (layoffs, resignation, changes in salary, etc.) are almost always best done in person.
	You should also think about the person with whom you wish to speak. If they are a very busy person (such as your boss, perhaps), you might want to convey your message through email. People will appreciate your thoughtful means of communication and will be more likely to respond positively to you.






CHAPTER THREE
METHODOLOGY
	 The chapter deals with the method and procedure for data collection that was used in carrying out the study. The chapter was presented under the following sub heading;
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	Validity
3.6	Reliability
3.7	Method of data analysis 
3.1	Instrument Used
	Questionnaire is 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 importance of communication skills on the effective delivery of secretaries duties/functions in an office.
3.2	Population of the Study
	The population of the study comprises of secretaries in Kwara State Ministry of Finance, Ilorin. There is a total number of 30 of both senior and junior staffs and 20 was selected for the case study. 
3.3	Sample and Sampling Techniques
	The researcher used all the total population as sample size. The total number of population is sizeable to manage 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 questionnaires at Kwara State Ministry of Finance, Ilorin. The researcher returned to collect them back after one week.
3.5	Validity
	Questionnaire is the main instrument used in gathering information in this research project. After highlighting the various questions relating to the research question raised in the instrument, the instrument was given to the supervisor and suggestion and correction were made by her.
3.6	Reliability 
	The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable as the question method will reveal information from the case study.
3.7	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 calculator.
	For the understanding of the study, figures were converted to percentage which portrays results to readers at a glance. The conclusions drawn were based on the data collected through questionnaires.



CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction 
	This chapter give information about the collection and analysis of the data collection for research work. This chapter will presented and data shown in tables and follows
4.2	Results
Table 4.1	Good communications is an essential tool in achieving good effective performance of secretary.
	Options
	No of respondents
	Percentage %

	Strongly Agree
	10
	50

	Agree 
	10
	50

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 10 (50%) of respondents strongly agreed that good communication is an essential tools in achieving good effective performance of secretary while 10 (50) agreed and there was no response for disagreed and strongly disagree.
	This implied that good communication is an essential tools in achieving good effective performance of secretary 
Table 4.2:	Poor Communication in the Organization will inevitably lead to all motivated staff that may begin to question their own confidents.
	Option
	No of Respondents
	Percentage %

	Strongly Agree
	15
	70

	Agree 
	05
	25

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 15 (75%) of respondents strongly agreed that poor communication in the organization call inevitably lead to all motivated staff that may begin to question their confident while 5 (25%) agreed and there was not response for disagreed and strongly disagreed.
	This implied that poor communication in the organization will inevitably lead to all motivated staff to question their confident.


Table 4.3:	Good Communication Brings About Building Effective Teams Members to Communicate and Collaborate Together Among the Secretaries.
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	06
	40

	Agree 
	12
	60

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 8 (40%) of respondents strongly agreed that good communication brings about building effective teams members to communicate and collaborate together among the secretaries while 12 (60%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that good communication brings about building effective teams members to communicate and collaborate together among the secretary. 


Table 4.4:	Good Communication Skills help to build good Innovation Among the Secretaries.
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	13
	65

	Agree 
	07
	35

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 13 (65%) of respondents strongly agreed that good communication skills help to build good innovation among the secretaries while 7 (35%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that good communication skills help to build good innovation among the secretaries.



Table 4.5:	When Secretaries have Strong Communication Skills They Perform Better in Managing Team Member.
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	19
	95

	Agree 
	01
	05

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table indicated that 19 (95%) of respondents strongly agreed that when secretaries have strong communications skills they perform better in managing team member while 1 (5%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that when secretaries have strong communications skills they perform better in managing team member.


Table 4.6:	The Delegation Of Tasks, Conflict Management, Motivation And Relationship Building Are Much Easier When You Have Good Communication Skills.
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	9
	45

	Agree 
	11
	55

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicated that 9 (45%) of respondents strongly agreed that the delegation of tasks, conflict management, motivation and relationship building are much easier when you have good communication skills while 11 (55%) agreed and there is no response for disagreed and strongly disagreed.
	This implied that the delegation of tasks, conflict management, motivation and relationship building are much easier when you have good communication skills.


Table 4.7:	Defining Goals And Expectations Helps To Improve How The Secretaries Perform.
	Option
	No of respondents
	Percentage %

	Strongly Agree
	16
	80

	Agree 
	04
	20

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table indicated that 16 (80%) of respondents strongly agreed that defining goals and expectations helps to improve how the secretaries perform while 4 (20%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that defining goals and expectations helps to improve how the secretaries perform.


Table 4.8:	Communication is very Important for the Proper and Efficient Operation of Secretary.
	Options
	No of respondents
	Percentage %

	Strongly Agree
	18
	90

	Agree 
	02
	10

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table indicated that 18 (90%) of respondents strongly agreed that communication is very important for the proper and efficient operation of secretary while 2 (10%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that communication is very important for the proper and efficient operation of secretary.


Table 4.9:	Without Good Communication Skills, Success in an Organization is impossible.
	Options
	No of respondents
	Percentage %

	Strongly Agree
	07
	35

	Agree 
	13
	65

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025.
	The table above showed that 7 (35%) of respondents strongly agreed that without good communication skills, success in an organization is impossible while 13 (65%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that without good communication skills, success in an organization is impossible.


Table 4.10:	Communication Skills are Important Conditions for Effective Performance of a Secretary.
	Options
	No of respondents
	Percentage %

	Strongly Agree
	14
	70

	Agree
	06
	60

	Strongly disagree
	00
	0.00

	Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 14 (70%) of respondents strongly agreed that communication skills are important-conditions for effective performance of a secretary while 06 (60%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that communication skills are important-conditions for effective performance of a secretary


Table 4.11:	Communication Plays an Essential Role in the Effective Implementation of the Organizational Plan and in Achieving the defined Objectives and Targets.
	Options
	No of respondents
	Percentage %

	Strongly Agree
	05
	25

	Agree 
	15
	75

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 05 (25%) of respondents strongly agreed that communication plays an essential roles in the effective implementation of the organizational plan and in achieving the defined objectives and targets while 15 (75%) agreed and there was no response for disagreed and strongly disagreed.
	It is obviously that communication plays an essential roles in the effective implementation of the organizational plan and in achieving the defined objectives and targets.


Table 4.12:	A Secretary Must Speak with Clarity to Portray good Communication skills.
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	17
	85

	Agree
	03
	15

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows that 17 (85%) of respondents strongly agreed that a secretary must speak with clarity to portray good communication skills while 03 (15%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that secretary are speak with clarity to portray good communication skills.


Table 4.13:	Good Communication Skills often focus in Strong listening Skills for effective secretaries’ performances.
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	10
	50

	Agree 
	10
	50

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows 10 (50%) of respondents strongly agreed that good communication skills often focus in strong listening skills for effective secretaries performances while 10 (50%) agreed and there was no response for disagreed and strongly disagreed.
	It is obviously that good communication skills often focus in strong listening skills for effective secretaries performances. 


Table 4.14:	A Secretary needs Good Interpersonal Relationship in Other to enhance his/her Performances,
	Options
	No of Respondents
	Percentage %

	Strongly Agree
	11
	55

	Agree 
	09
	45

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above shows 11 (55%) of respondents strongly agreed that a secretary needs good interpersonal relationship in other to enhance his/her performance while 09 (45%) agreed and there was no response for disagreed and strongly disagreed.
	This implied that secretary needs good interpersonal relationship in other to enhance his/her performance.


Table 4.15:	Secretaries play a very significant role in communication process of any organization.   
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	04
	20

	Agree
	16
	80

	Disagree
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicated that 04 (20%) of the respondents strongly agreed that secretaries plays a very significant role in communication process of an organization while 16 (80%) agree to the statement and there was no response for disagreed and strongly disagreed. 
	This implied that all the respondents were of the opinion that the secretary’s role in communication process is very significant.






Table 4.16:	The manner in which a secretary communication with visitors/callers can have a negative or positive effect in an organization.
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	08
	40

	Agree 
	12
	60

	Disagree 
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total 
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicated that 08 (40%) of respondents strongly agreed that the manner in which a secretary communicate with visitors/caller can have a negative or positive effect in an organization while 12 (60%) agreed with the statement and there was no response for disagreed and strongly disagreed.
	This implied that the way a secretary communicates with visitors can affect her organization either positively or negatively.	


Table 4.17:	A cheerful and friendly secretary will attract more customers in patronizing the organization
	Options
	No of respondents
	Percentage (%)

	Strongly Agree
	18
	90

	Agree 
	02
	10

	Disagree 
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total 
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicated that 18 (90%) of respondents strongly agreed that a cheerful and friendly secretary will attract more customers in patronizing the organization while 2 (10%) agreed to the statement and there was no response for disagreed and strongly disagreed.
	This implied that with the statement which means that a friendly and cheerful secretary usually attracts more customers hereby helping to attain the goals of the organization by way of increased patronage and course increased profit.




Table 4.18:	An aggressive and rude secretary can discourage customers from patronizing the organization
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	15
	75

	Agree 
	05
	25

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicate that 15 (75%) of the respondents strongly agreed that an aggressive and rude secretary can discourage customers from patronizing the organization while 5 (25%) agreed to the statement and there was no response for disagreed and strongly disagreed.
	This implied that an aggressive and rude secretary can repeal customers form patronizing her organization thereby causing her organization distress.	



Table 4.19:	Apart from communication process by ensuring that letter sent out are well constructed and properly typed
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	13
	65

	Agree 
	07
	35

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total 
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicated that 13 (65%) of the respondents strongly agreed that apart from communication process by ensuring that letter sent out are well constructed and properly typed while 7 (35%) agreed and there was no response for disagreed and strongly disagreed.	
	This implied that with the statement that the secretary plays a significant role in written communication process in an organization by making sure that letters sent out are well constructed and neatly typed thereby creating a positive image of the organization in the mind of the receiver.




Table 4.20:	Keeping proper records is a very important roles of the secretary in communication process 
	Option
	No of Respondents
	Percentage (%)

	Strongly Agree
	10
	50

	Agree 
	10
	50

	Disagree
	00
	0,00

	Strongly Disagree
	00
	0.00

	Total 
	20
	100


Source: Researcher’s fieldwork, 2025
	The table above indicate that 10 (50%) of respondents strongly agreed that keeping proper records is a very important roles of the secretary in communication process while 10 (50%) agreed and there was no respondents for disagreed and strongly disagreed.
	This implied that when proper records are kept retrieval of documents becomes easier and faster; thereby saving time for the organization.






CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
	This chapter discusses the general summary of the study, conclusion as well as recommendations.
5.1	Summary
	This study deals with the importance of communication skills on the effective delivery of secretaries duties/functions in an office, as communication is the exchange of meaning between individual through a common system or symbol. This cannot be evicted if a secretary performs effectively in an organization. 
	In most organization secretary is the first person a caller, visitors, client or customers comes in contact with the entering the organization. The way and manners the secretary communicate with visitors will create a lasting impression in the organization by patronizing it frequently and this can only be achieved when the secretary portray good communication skills. Aside from face-to-face communicate with the public through phone calls, writing report etcetera.
	For a secretary to handle all this function effectively he should required good communication skills.
5.2	Conclusion
	In conclusion this study review that communication provides a means through which we can share our feelings with other people and information can only be passed from one person to another where there is effective communication.
	Identifying and minimizing the cause of effective communication is a golden step to enhance effective communication system in an organization.
5.3	Recommendations
	In order to enhance effective performance of secretaries in an organization the roles of communication skills should not be evicted and the following should be following:-
1 Secretaries should ensure that he display good communication skills in dealing with clients and customers.
2 Secretaries should portray good communication skills in his job performance.
3 Secretaries who do not have good communication should ensure that they upgrade their knowledge by attending seminars and conference.
4 The organization should appreciate secretaries who portray good communication skills. In order to encourage other workers in the organization.  
5 The organizations used as cased study affirmed that the use of automation enhance the easy flow of communication.  In view of this finding, it was recommended that every organization should try and have these automated equipment in their offices to make communication easier and faster.
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APPENDIX I

KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear Sir/Ma, 
Research Questionnaire
	Please kindly respond to this questionnaire designed for collection on the project topic title “IMPORTANCE OF COMMUNICATION SKILLS ON THE EFFECTIVE DELIVERY OF SECRETARIES DUTIES/FUNCTIONS IN AN OFFICE”.
	Your response will go along way to success of the project and also create a better understanding of this work as embarked on and be rest assured that your responds will be treated in almost confidential.
	Thanks for your co-operation    
					

					Yours faithfully,


					LAWAL OLUWAREMILEKUN MERCY
					ND/23/OTM/PT/0016



APPENDIX II

KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear sir/Ma, 
QUESTIONNAIRE
	I shall be grateful if you could kindly complete the questionnaire designed for data collection on research title: Importance of communication skills on the effective delivery of secretaries duties/functions in an office. You are requested to tick (  ) the correct answer in the appropriate places provided. All information supplied will kept confidential as the data is for academic purpose only.
Thanks for your cooperation.

					Yours faithfully,




					LAWAL OLUWAREMILEKUN MERCY
					ND/23/OTM/PT/0016


QUESTIONNAIRE
1. Good communication is an essential tool in achieving good effective performance of a secretary.	
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
2. Poor communication in the organisation will inevitably lead to unmotivated staff that may begin to question their own confidence. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
3. Good communication brings about building effective teams member to communicate and collaborate together among the secretaries. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
4. Good communication skills help to build good innovation among the secretaries. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
5. When secretary have good communication they are better to manage their team member. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
6. The delegation of task, conflict management, motivation and relationship building are all much easier when you have good communication skills.
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
7. Defining goals and expectations help to improve how the secretary performs.
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
8. Communication is very important for the proper and efficient operation of secretary.
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
9. Without good communication success in an organisation is impossible.
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
10. Communication skill is an important pre- condition for effective performance of a secretary.
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
11. Communication plays an essential role in the effective implementation of the organisational plan and in achieving the defined objectives and targets. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
12. A secretary must speak with clarity to portray good communication skill. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
13. Good communication skill often focus in strong listen skills for effective secretaries performance. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
14. A secretary need good interpersonal relationship in other to enhance his/her performance. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
15. The secretary plays a very significant role in communication process of any organisation. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
16. The manner in which a secretary communicate with visitors/callers can have a negative or positive effect in the organisation. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )

17. A cheerful and friendly secretary will attract more customers in the organisation.
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
18. An aggressive and rude secretary can discourage customers from patronising the organization. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
19. Apart from communicating face to face with visitors, that secretary plays a very significant role in written communication process by making sure that letter sent out are well constructed and properly typed. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )
20. Keeping proper records is a very important role of the secretary in communication process. 
	(a) Strongly Agree (   ) 			(b) Agree (    )  
	(c) Disagree (   ) 				(d) Strongly Disagree (    )


