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[bookmark: page1]CHAPTER ONE
INTRODUCTION

1.1		Background to the Study
In today’s fast-paced and dynamic business environment, secretaries play a vital role in ensuring the smooth operations of organizations. As the first point of contact for visitors, customers, and colleagues, secretaries are expected to possess excellent communication and interpersonal skills. Human relations skills, in particular, are essential for secretaries to build and maintain positive relationships with their bosses, colleagues, and clients.
In an organization the post of a secretary is the most sensitive. The secretary determines decision making, there is apprehension in offices by secretaries in an organization as to what is their fate due to their human relation skills and motivation in various organizations. Human relation skills not only include how we communicate with others, but also our confidence and our ability to listen and understand.
Human relation is the measure of a person’s ability to operate within an organization through social communication and interaction. This also refers to how office workers and secretaries relate to one another. Communicating with respect within the workplace is necessary to reduce conflicts and this is in turn increases participation and cooperation in completing the task.
Human Relations refers to the interpersonal and group interaction of employees. It is the ability to interact in a healthy way with others to build effective relationship. Also, it is the process of training employees, addressing their needs, fostering a workplace culture and resolving conflicts between different employees and management. Human Relations Skills is part of the Soft Skill which provides the ability to effectively interact with people and develop productive working relationship with them in order to minimize conflict and maximize rapport.
In the workplace, Human Relation Skills is much more important as work skills because the relationship between employees and management, management and clients are of substantial value. In view of this, a secretary who works for an organization is expected to possess these essential skills.
Human relation motivates people to develop an increase in productivity and fulfilling teamwork. Human relations are motivating people to develop productivity, aids in shaping source of misunderstanding between the management and workers and trade unions.
According to Molokwu, (2013) effective listening habits are also important for all secretaries. The secretaries in an organization should learn and also encourage the workers under her to imbibe the techniques of better listening in order to maintain good relationship with his/her bosses. Effective listening can also prevent misunderstanding and rumors from developing with the office. Human relations skills create and sustain job satisfaction, thereby reducing labour turnover, absenteeism, truancy and inefficiency and it also enhance staff motivation resulting in high productivity.
[bookmark: page2]In human relations, there are certain factors that make human relation skills poor, they include inadequate salary paid by some organization to secretaries, nor enough compare with the cost of living. An organization that does not pay adequate salary is obviously not a good environment for healthy human relation to flourish. Bad management can bring poor human relation wherein an organization both the executive and divisional head are also employee’s effort by the bosses to cover inherent managerial lapses eventually lead to the emergence of personality cult and tuques.
There are also many reasons why it is necessary for secretaries to exhibit good human relation skills as to help him or her to relate well with her boss, her superiors, colleagues and subordinate. It also helps the person to understand man and how he behaves and thereby avoiding unnecessary interruption while discussing with people. Human relations skills help a trainee to communicate well with others and thereby fulfilling the interest and to achieve personal aspiration through such relations.
Again, the worker must remember to be courteous, tactful, helpful, efficient, a good listener and speaker. In the office, you meet people, work with them, socialize with them, the co-workers are of different age brackets, they differ in their abilities, background and interest. The way and manner you relate with these people as a secretary determines how successful you are as a secretary.
You will agree with me that no two people behave exactly alike. Just as you may not like A or B behaves, the same way be your behaviour to others. People’s behaviours may not necessary be warm or pleasant but the work you are hired and paid for must be done.
So personal feeling must not prevent secretaries the aim of the organization problem solving, decision making and personal stress management are also considered interpersonal skills. There are varieties of skills that will help the secretaries to succeed in different areas in an organization. However, the foundations for many areas of our lives are good human relation skills on the basis on which will aid the effective of secretaries in an organization and can develop our life skills.
Unlike specialized and technical skills (hard skills) interpersonal, (soft skills) will be used every day and in every area of our lives which will aid the effective of secretaries in an organization. The least expected of every secretary and office co-workers is cooperation towards the common goal of achieving organization targets. Therefore, ways to measure the role of interpersonal relations in any organization is through worker’s interaction when: meeting people and developing friendship, giving and relieving feedback, handling criticism, dealing with customers.
To be successful in developing friendship, you must first of all make effort to get to know your co-workers, respect them, complement the especially if they have done something good that you are happy about and which may help you to move alone as you perform your duty, you must also show interest in them and try to understand how they feel by putting yourself in their position, some people may have annoying behaviour don’t allow this to distract you from offering your cooperation.
As a secretary, try to also have good conversation skills so that you could win over other workers. It is necessary that you think and act positively to others. The aspect of giving and receiving feedback is necessary for human relations, a worker must whether he has communicated or whether other workers communicated by observing or your listen, you can tell if your message has been well received. But if one looks puzzled, blank or he hesitant to reply or take actions, it may be well that your message has not been properly interpreted.
[bookmark: page3]Giving or receiving critism is unavoidable in an office environment but ensuring that you criticize the action and not the person by wording your comment in such a manner that the problem is understood. When dealing with customer, workers human relations play a significant role in meeting desires. The customers are very important to any organization as it is obvious that without them the company’s production will not be sold and such company cannot pay their bills including the salary of the works. It is necessary to know that they are the reason your company is in business and that you are a worker because the company exists.
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 2014) 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 2014). 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, 2014). 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.
It is upon the above assertion that the researcher intends to investigate the impact of Human Relation Skill on the Job Performance of Secretaries.
1.2		Statement of the Problem
Many secretaries do not know that maintaining good human relation within and outside the organization has a long way to go in enhancing their efficiency. The researcher observed that some secretaries’ behaviour in some organizations are nothing to write home about. They behave harshly in attending to people, they waste people’s time, they were unfriendly and their attitude can make many customers not to return for the business purpose to such an organization again. In such a situation many organizations have lost many business opportunities that can fetch such an organization millions of naira. As a result, such secretaries’ performance is characterised as ineffective.
Therefore, the present study will examine the impact of Human Relation Skill on the Job Performance of Secretaries.
[bookmark: page4]1.3		Objectives of the Study
The general objective of the study is the impact of Human Relation Skill on the Job Performance of Secretaries.
The specific objectives of this study will include:
I. To gain an understanding whether being honest and trustworthy as the human relation skills necessary for success as a secretary as well as achieving organizational objectives.
II. To determine whether skills as a part of human relation of secretary can enhance achievement of organizational objectives
III. To know secretary can maintain good relationship with other co-workers.
IV. Determine whether respect, mutual understanding and friendliness as a human relation can enhance the efficiency of secretary.
V. Determine whether maintenance of peaceful co-existence and exhibition of concerns for others contribute to achievement of organizational objectives.
1.4	Research Questions
In the course of this study, the following research questions would be answered:
What is the extent of secretary’s honest and trustworthy contribute to the success of secretary and achievement of organizational objectives?
1. To what extent is the secretary communication skills enhance achievement of organizational objectives?
2. What is the extent of maintenance of good relationship with co-workers on the achievement of organizational objectives?
3. To know the extent to which secretary’s respect, mutual understanding and friendliness can enhance achievement of organizational objectives?
4. What is the extent of secretary’s peaceful co-existence and exhibition of concerns for others contribute to achievement of organizational objectives?


1.5		Significant of Study
In many cases the importance of relation skills has helped secretaries in an organization for effective performance and achieving organizational goals.
Therefore, the findings of this study will be useful in the following ways: 
Secretary
It will serve as an insight to secretary’s administrators and office workers during the usefulness of the skills and to consider those that acquire the skills required. 
Organization
It will serve as an arena for many positions in an organization; this is because those who got the required or standard will also enhance their skills and performance in an organization.
Administrators
Administrators and managers will benefit from the findings of this study, because it will serve as an eye opener for them to create more awareness in order to enhance and allow more adoption of human relation skills.
Human Resources Managers
This will inform decisions on training and development programs for secretaries and provide insights into the human relation skills required for effective secretarial performance.



[bookmark: page5]Client/Customers
The clients/customers to the organization would also benefit from the study as they become aware of the significant of good human relations and why secretaries respond the way they do at times.
Researcher
Finally, the study will serve as a point of reference for further research in other skills and parts of the country.
1.6	Delimitation
The study is delimited to the secretary of Kwara State Polytechnic, Ilorin and Kwara State Ministry of Education, Ilorin and it is delimited to the Impact of Human Relation Skill on the Job Performance of Secretaries. No attempt would be made to go beyond this scope.
1.7	Limitations
It is certain that the researcher will face one problem or the other in the course of carrying out this research. Those problems which the researcher encountered are financial constraint, lack of adequate time, lack of essential textbooks and poor attitude of respondents to the questionnaire distributed. However, the researcher has made several efforts so that these do not negatively affect the study.


CHAPTER TWO
LITERATURE REVIEW
This chapter provides a review of the existing literature on the impact of Human Relation Skill on the Job Performance of Staff. The literature review will examine the studies related to human relation skills and secretarial performance. 
2.1	Concept of a Secretary  
2.2	Concept of Human Relation  
2.3	Effective Job Performance
2.4	Essential Human Relations Skills for Secretaries
2.5	Importance of Human Relations Skills  
2.6	Positive and Negative Impact of Human Relation Skills 
2.7	Human Relations Theory
2.8	Interpersonal Skills in Human Relation Skills
2.9	The Human Relations Approach: Basic Principles  
2.1	Concept of a Secretary  
A secretary is a person or executive who has office skill in handling correspondence and has the ability to assume responsibilities without direct supervision to provide communication support services on matters or routines and administrative duties (Clutes 2014). 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 every 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 Akinyele 2015). The number and type of activities are assigned depending whether they are administrators (multifunctional secretaries) or specialists (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 (Cresby, 2014). 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 these procedures have become more simplified and office work has become more interesting and challenging (Abasere and Eungul 2016).  
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 typing 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 (2014), 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 (2015), 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 her 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 malleable copy.  
2.2	Concept of Human Relation  
The term “Human Relation skills” are used often in business contexts to refer to the measure of a person's ability to operate within business organization’s through social communication interaction.  
Human relations movement refers to the interpersonal relation at organizational development who studies the behaviour of people in groups in particular workplace or groups. It originated in the 1930’s Hawthorne studies; which examined the effects of social relations, motivation and employee’s satisfaction on factor productivity.  
The movement viewed workers in terms of their psychology and fit with companies, rather than an interchangeable part, and it resulted in the creation of the discipline of human resource management.  
The study of human relationships involves several branches of the social science, including such disciplines as sociology, psychology, anthropology and social work. Human relation skills are extremely vital when trying to develop a relationship with another person. The scientific study of relationship involved during the 1990s and came to be referred to as “Relationship Science”.  
Human relation is the skill or ability to work effectively through and with other people in all aspect of life. Furthermore, human relation is disciplines within resource management which addressed interpersonal behaviour factors that are considered include leadership, communication, team building and negotiation, facilitation and mediation ability.  
The most basic unit of wholesome human interaction is the stroke a verbal or physical way to acknowledge another person’s value. A ritual is a mutual exchange of strokes, a sort of trust between people.
The term “stroke” connotes intimate contact, such as what is received by an intact who is caressed, pinched or patted. At work most striking takes place in the way of verbal communication, and body language. Examples may include a glance of understanding, smiling, shaking hands. Human relation, on the other hand, is the competence or skill expected of a secretary. Human relation must therefore be seen as a vital part of the theory of value which directs our conduct in all issues affecting the next person you come in contact with in your organization.  
Human relations are dynamic systems that change continuously during their existence, like living organisms; relationships have a beginning, a lifespan and an end. They tend to grow and improve gradually as people get to know each other and become closer emotionally, or they gradually deteriorate a people drift apart, move on with their lives and form new relationships with others.  
Positive psychologists use the term “flourishing relationship” to describe human relation that are merely happy, but instead characterized by intimacy, growth and resilience. Flourishing relationships also allow a dynamic balance between focus on the intimate relationships and focus on our own or our social relationships.  
Human Relation is the skill or ability to work effectively through and with other people. In all aspect of life, you will do well with other people. No matter what you do for a living or how well you do it, your relationship with others is the key to your success or failure (Lamberton & Minor 2012). The definition of human relation is an instruction in human resource management that deals with interpersonal behaviors. Human relations are study of behavior that is used to make interpersonal relationships better.  
Simply defined, human relations can be said to be the conscious effort in getting along with others. And, on a basic level, good human relations are simply common sense. This is because all we grow up interacting with others.  
The skill or ability to effectively communicate through and with other people, in all aspect of life, you will deal with other people. No matter what you do for a living or how well you do it, your relationship with others is the key to your success or failure (Lamberton & Minor, 2012). The golden rules advice, “do unto others as you would have them do unto you” effectively summarizes the common-sense approach to human relations.



2.3	Effective Job Performance
Effective job performance is the key element in the success of an organization, and the effectiveness of the worker employed will determine just how successful the organization will be. It’s imperative that companies hire competent staff to perform all jobs duties and responsibilities.
Furthermore, Human Resources Management is the catalyst to organizational success, WHY? Human Resources is responsible for recruiting and selecting the best job candidates to fill job vacancies within the company. 
However, are times when the best workers will need to improve his or her job performances. Human Resources Management is also-skilled to assist in the implementation of performance management in the organization. Therefore, department managers will need to collaborate with human resources staff to ensure a competent staff in place and how to effectively improve job performance.
Good organizational skills, good time management skills, adequate education and training, goal settings, and teamwork are crucial in shaping employee competency and improving effective job performance.
2.4	Essential Human Relations Skills for Secretaries
Human relations at work (and, away, too) serve a critical role in the development and maintenance of trust and positive feelings in an organization.
Although the means of human relationship alone is not enough to produce worker productivity, it can significantly contribute to it.
An effective secretary needs to abstain from showing favouritism, make difficult, sometimes unpopular, decisions, show concern for subordinates with appearing to pry and avoid misusing supervisory power.
In fulfilling responsibilities, the secretary needs to strike the right note in their interpersonal relations with workers.
1. Interpersonal Skills
Interpersonal skills are essential for secretaries to build relationships, collaborate, and work effectively with others. These skills include empathy, active listening, conflict resolution, and the ability to work well in teams. Research by C. H. Boies et al. highlights the positive impact of strong interpersonal skills on job performance and job satisfaction (Boies et al., 2015). Secretaries with strong interpersonal skills can foster a harmonious work environment and contribute to the overall success of the organization.
2. Communication Skills
Effective communication is the cornerstone of successful human relations. As a secretary, clear and concise communication is crucial in interacting with colleagues, superiors, clients, and other stakeholders. Strong verbal and written communication skills enable secretaries to convey messages accurately, listen actively, and build positive relationships. According to research by D. R. Wooldridge, effective communication skills positively influence job satisfaction and organizational commitment among employees (Wooldridge, 2019). 
Communication at the heart of human relations, the ability of secretaries to clearly convey messages to others while also listening with the intent to understand is vital to strong, healthy relationships. Included within communication is the importance of self-disclosure and trust. Employees will feel closer to you if you show a willingness to share personal views and feelings and invite others to share their own pastpectives. Communication makes the other party more comfortable, which aids human interaction.
Open lines of communication are essential to any workplace, but the especially vital for leaders practicing human relations management. Effective communication helps ensure that all employees not only are on the same page, but also feel motivated and valued in their work. This refers to in-person conversations as well as written communication such as emails and social media.
3. Empathy  
To attract the interest of others you need to show empathy. This is a genuine interest in understanding the feelings and struggles of another person. Being able to put yourself emotionally into someone’s situation allows you to better relate to his or her view. Just showing interest attracts the attention of those you want to build relationship with. Using your understanding of their situations, showing compassion and offering help when appropriate can strengthen your relationship.


4. Stress Management  
Stress negatively impacts your personal life and health and puts a stain on your workplace relationships as well. When you experience stressful situations and don’t respond with poise, you tend to say or do things that drive others away. Opening mechanisms and general calm under pressure make it easier for others to be around you and helps them remain at peace as well. This is especially important when working with a good or team.
5. Emotional Intelligence  
Emotional intelligence refers to the ability to understand and manage one’s emotions and effectively recognize and respond to the emotions of others. Secretaries with high emotional intelligence can navigate workplace dynamics, handle stress, and build positive relationships, which are crucial in performing their roles effectively (Goleman et al., 2002). Developing emotional intelligence skills is vital for secretaries to excel in their role.
6. Conflict Resolution  
The closet work relationships normally form over time and through various types of conflict. The ability to work well through conflict and tension and come to resolution brings people together. Avoiding conflict or approaching it with a combative, confrontational tone leads to tense and less pleasant relationships. Choosing the right setting and time to bring up disagreements or different points of view is a start. Listening well to the options of others and selectively choosing your battles helps you work through conflicts. Compromise over minor problems makes sense, but you need to assert yourself on matters of principle.
7. Cohesive and Good Leadership  
This is needed to communicate goals and to ensure effective and coherent decisions making. It has become a concern of many companies to improve the job-oriented human relation skills of employees. The teaching of these skills to employees is referred to as “soft skills” training. Companies need their employees to be able to successfully communicate and convey information, to be able to interpret others, emotions to be open to others' feelings, and to be able to resolve conflicts and arrive at resolutions. By acquiring these skills, the employees, those in management positions and the customer can maintain more compatibility relationships.
8. Adaptability  
The modern business landscape is characterized by constant change, and secretaries must be able to adapt quickly to new technologies, processes, and work environments. Being adaptable allows secretaries to embrace change, learn new skills, and remain resilient in the face of challenges. Research by M.K. B. Miskin et al. emphasizes the importance of adaptability for successful organizational performance (Miskin et al., 2020). Secretaries who demonstrate adaptability contribute significantly to their organization’s agility and efficiency.


9. Problem-Solving and Decision-Making Skills  
Secretaries often encounter various challenges and are required to make informed decisions. Possessing strong problem-solving and decision-making skills enables secretaries to analyze situations, identify solutions, and implement effective strategies. A study by R. W. Woodman et al. underscores the positive relationship between problem-solving skills and job performance (Woodman et al., 2019). Secretaries who excel in problem-solving and decision-making contribute to the smooth functioning of the organization.
10. Time Management  
Effective time management is essential for secretaries to prioritize tasks, meet deadlines, and maintain productivity. By efficiently managing their time, secretaries can ensure smooth workflow and minimize stress. Allen (2015) emphasizes the significance of time management skills in reducing work-related pressure and enhancing overall performance.
11. Training and Development  
To cultivate and enhance human relations skills, secretaries can benefit from training and development programs. Bolles and Kessler (2017) emphasize the importance of continuous learning and professional development to stay updated with evolving organizational dynamics. Training programs can focus on communication, conflict resolution, emotional intelligence, and other relevant skills.

2.5	Importance of Human Relations Skills  
The importance of human relations skills cannot be overstated. They are fundamental in creating a positive work environment, fostering teamwork, and improving overall organizational effectiveness. Secretaries with strong human relations skills are better equipped to handle conflicts, communicate effectively, and build meaningful relationships with colleagues, clients, and superiors. These skills contribute to personal career growth and organizational success, making them indispensable assets in any professional setting.
Relationships between employees and management are of substantial value in any workplace. Human relations is the process of training employees, addressing their needs, fostering a workplace culture, and resolving conflicts between different employees or between employees and management. Understanding some of the ways that human relations can impact the costs, competitiveness and long-term economic sustainability of a business helps to underscore their importance.
1) Employee Collaboration and Workplace Culture
Human relations in the workplace are a major part of what makes a business work. Employees must frequently work together on projects, communicate ideas and provide motivation to get things done. Without a stable and inviting workplace culture, challenges are born in the logistics of managing employees and in the bottom line. Businesses with engaging workplaces and a well-trained workforce are more likely to retain and attract qualified employees, foster loyalty with customers and more quickly adapt to meet the needs of a changing marketplace.  
2) Improving Employee Retention  
The quality of workplace relations is critical to employee retention. Employee retention may seem trivial – especially in a workplace that is used to a high turnover but managers must remember that turnover is financially very costly. Every new employee requires a substantial investment of time and energy in their recruitment and training.  
In addition, severing ties with old employees can sometimes be challenging, especially if the circumstances are not particularly amicable. Making sure quality employees remain interested and engaged in the business requires patience, compassion and flexibility, but can actually make the business more financially sound.  
3) Motivation and Productivity  
Workplace relationships provide a source of employee motivation, which is important to maintaining productivity. Employees who are interested in their work and in the well-being of other employees tend to be more productive than those who are not. This productivity pays obvious financial dividends to the company, as it can get more done in less time with fewer costs. Building relationships, by recognizing an employee’s value to the company and a concern for their needs, often goes a long way.  


4) Healthy Relationships  
The general atmosphere of an organization, the behavior of the numerous social groups inside the company, and the attitude of the seniors have a direct impact on the employees of an organization.  
It is a sad day when colleagues are unable to communicate at work, and team members are unable to trust each other to have their back. The importance of improving relations in the workplace is that it will build healthy relationships where employees will stand united, communicate freely, and feel connected.  
There will be a common purpose that will help every stakeholder to give their best. Healthy human relationships in a professional environment help the organization to work at its functional best.  
5) Fostering Employee Creativity
The modern business environment often rewards businesses that are able to quickly develop products that meet changing consumer needs. In some industries – such as technology, for example – employees’ ability to come up with effective new ideas is often the difference between the entire company’s success and failure. Employees’ creativity is often dependent on their ability to communicate with other employees and share ideas. Without quality workplace relationships, employees are less likely to be able to develop and share the solutions that a business needs to survive.  


6) Increased Loyalty
If you are looking for the importance of good human relationships in the workplace, then the most obvious one is increased loyalty. Healthy relations have a way of building trust through interactions and bonding with each other. 
There is an increased chance of management listening to the woes of the employees and working towards their betterment. When management is employee-friendly, it will offer opportunities to the worker to enhance their skills and know-how through proper training and learning methods.  
The employees are more likely to work for an organization that offers them an opportunity to improve their skills and learn through training. Better understanding will lead to increased loyalty because employees want to stick around in the organization that will help them to enhance their skills and assist in professional growth.  
7) Mutual Support
If you are seeking the importance of good relations in the workplace, then look no further than mutual support. When supervisors are sympathetic and considerate, their will automatically lead to healthy relations in the workplace. Mutual support and understanding will be the usual norm. Individuals will be in sync with fellow employees and offer help when needed. The positive attitude will rub on the whole organization and encourage the best possible outcomes.  


2.6	Positive and Negative Impact of Human Relation Skills 
The numerous positive impacts are described below:  
· Improve Communication
Human relations skills enable secretaries to communicate effectively with colleagues, supervisors, and clients, ensuring seamless information exchange and task execution.  
· Enhanced Collaboration 
By building strong relationships with colleagues, secretaries can facilitate teamwork, share knowledge, and achieve common goals.
· Increase Job Satisfaction 
Human relation skills help secretaries develop positive relationships with their supervisors and colleagues, leading to increased job satisfaction and reduced turnover.
· Better Conflict Resolution
Secretaries with strong human relation skills can resolve conflicts and disagreements in a constructive and respectful manner, maintaining a positive work environment.
8) Improved Customer Service
Human relation skills enable secretaries to provide exceptional customer service, responding to client needs and concerns in a professional and courteous manner.

Negative Impacts (Lack of Human Relation Skills)
a. Poor Communication: ineffective communication can lead to misunderstandings, errors, and delays, compromising the secretary’s performance and reputation.
b. Decreased Collaboration: weak relationships with colleagues can hinder teamwork, reduce knowledge sharing, and impede goal achievement.
c. Low Job Satisfaction: poor relationships with supervisors and colleagues can lead to decreased job satisfaction, increased stress, and higher turnover rates.
d. Ineffective Conflict Resolution: inability to resolve conflicts can lead to a toxic work environment, decreased productivity, and increased absenteeism.
e. Subpar Customer Service: lack of human relation skills can result in poor customer service, damaging the organization’s reputation and losing business.
2.7	Human Relations Theory
The theory of human relations, provides predominance to the human aspect over the elements of institutions, as propagated by the customary public administration schools. It is a trail defiance theory in the discipline of public administration, which sights the organization primarily as a social system by uplifting the human conduct as the elementary component for study. In human relations theory, the employees are seen as human beings, instead of a meagre human supplement of machinery or hands for work. It is mainly established on a humble principle that the ‘human problem’ requires a human solution i.e., subsequently, better workers are the secret to a prosperous institute. Those who supported this theory have revealed that in public institute, efforts have been prepared to answer the problems of human with non-human data. This theory emphasizes four important aspects of the institute, and it looks that the classical theorists have unnoticed. These are:
· Organization is to be viewed as a social system;
· Workers are human beings with all humanly attributes;
· Informal elements also play an important role in the overall organizational output; and
· Organization has a social ethics, instead of individual ethics.
The School of Human Relations is in many ways is a reply to the classical theories and the establishment of human relations movement is mainly due to the importance of the classical theories on formal structure, control, efficiency, economy and hierarchical authority.
The school of human relation takes its appearance mainly in group dynamics, sensitivity training and institutional growth. The stress on the feature obviously replicates the essential standards for the human relation school, like importance on openness, satisfaction of worker on self-actualization, decrease in absenteeism, difference and inter-personal competition and so on. The significant opinion is that the answers of human relations school are generally founded more on tests and assessments than on observation of on-going progressions in multifaceted establishments. It is to propose that the standards on which the movements of human relations movement founded are as immaterial. It ensures that these standards might be in struggle with the standards on which the classical and neo-classical models are founded.
What Conrad and Polay (2012) refer to as a relational strategy of organizing is more commonly called the human relations approach or human relations school of management by organizational theorists. This human relations approach can be seen as being almost entirely antithetical to the principle of classical theory. Where classical management focused on the rationalization of work routine, human relation approached stressed the accommodation of work routine and individual emotional and relational needs as a means of increasing productivity. To a great extent, the human relations approach can be seen as a response to classical management an attempt to move away from the inflexibility of classical management approaches.
Argument against Mayo’s involvement in human relations
Elton Mayo’s (2010) work in considered by various academics to be the counterpoint of Taylorsim and scientific management.
Taylorsim founded by Taylor’s sought to apply science to the management of employees in the workplace in order to gain economic efficiency through labour productivity. Elton Mayor’s (2010) work has been widely attributed to the discovery the ‘social person’, allowing for workers to be seen as individuals rather than merely robots designed to work for unethical and unrealistic productivity expectations.
However, this theory has been contested, as Mayo’s purported role in the human relations movement has been questioned. Nonetheless, although Taylorism attempted to justify scientific management as a holistic philosophy rather than a set of principles, the human relations movement worked parallel to the notion of scientific management aiming to address the social welfare need of, workers and therefore elicit their co-operation as a workforce.
The widely perceived view of human relations is said to be one that completely contradicts the traditional view of Taylorist wholistic scientific management tries to apply to science to the workforce, the accepted definition of human relations suggests that management should treat workers as individuals, within individual needs. In doing so, employees is supposed to be significant, stability within their job and satisfaction which in turn make them more willing to co-operate and contribute their efforts towards accomplishing organizational goals. Thus, the human relations movement supported the primacy of ingratiation to be attributed to natural human grouping, communication and leadership. However, the conventional depiction of the human relations ‘school’ of management rising out of the ashes of scientific management is aimed to be a rhetorical distortion of events.
Firstly, it has been argued that Elton Mayo’s actual role in the human relations movement is controversial and although he is attributed to be the founder of this movement, some academics believe that the Hawthorne investigations, which sparked the human movement.
Bruce and Nyland (2011)
Suggest that many academics preceded Mayo in identifying a concept similar to that of the human relations movement even going as far as to suggest that the output and information collected by the Hawthorne investigations was identified well before Mayo by Taylor.
In addition, Wren and Greenwood (2011) Argue that Taylor made important contributions to what inspires human motivations even though his ultimate findings were so much at different to the human relations movement.
Another name which has been attributed to pre-existing human relations ideas is that of Henry S. Dennison. The one-time president of the Taylor society has been linked to both Taylorist principles as well human relations ideals this creating nexus between Taylorism and human relations thought.
Dennison demonstrated an activist’s concern both with the rationale and character of workers and with the control and management undertaken by managers of the business enterprise.
In order to access the validity of human relations as benchmark for rights within the workplace, the contribution of Taylorism in comparison and scientific management entails to be a ‘complete mental revolution’ and as Taylor explained, Taylorism sought to encourage managers and labourers to take their eyes off of the division of the surplus as the important matter, and together turn their attention toward increasing the size of the surplus. This notion of management appealed to the employer as it addressed organizational problems, inefficiency and adverse employer-employee relations, scientific management aimed to use science and qualitative data in the selection of employees and facilitates the use of employee data base and performance reviews.
Firstly, scientific management aimed to reduce inefficiency through studying the time and motions in work tasks. The objects of time studies were to determine how fast to job should and could be done.
Secondly, Taylor purported to introduce specific quantitative goals to individual employees in order to provide challenging time restraints and thus, increasing productivity. Most importantly, Taylor sought to increase productivity through organization of behaviour.
The theoretical goals of human relations were no different to that of Taylorism. In essence, both viewpoints sought to make the workplace a more specific goal and outcomes of each movement were different, each broadly speaking aimed to advance the workplace and to create a coherent group of individuals, whilst still maintaining a hierarchical system with managers in control. The notion of Taylorism was supportive of improvement in pay and conditions in workplace under the provision that workers were paid in accordance to their output.
2.8	Interpersonal Skills in Human Relation Skills
The term interpersonal skills are somewhat of a misnomer, because it refers to character traits possessed by an individual rather than skill that can be taught in a classroom, the skill used by a person to properly interact with others. In the business domain, the term generally refers to an employee’s ability to get along with other while getting job done.
Interpersonal skills include everything from communication and listening skills to attitude and department. Good interpersonal skills are a prerequisite for many positions in an organization.
Interpersonal skills refer to mental and communication algorithms applied during communications and interactions in order to reach certain effects in result. This term is used in business contexts refer to the measure of person’s ability to operate within business organization through social communication and interactions. Interpersonal skills therefore, are how people relate to one another or people interacting with other people.
Since birth, we have been interacting with one another. As we grow, our ways of communication improve; we begin to interpret other people’s motives and behavior as well as how they impact on others. We do not know people at school, work place, or home who act along with others very easily and effectively. Have you wondered why some people are either having good interpersonal skills or they are not.
Those moments we feel less than capable, we must try to learn how to deal with the feelings arising from such difficult situations and not allow ourselves to be overwhelmed by them. Employees and managers cherished good interpersonal skills communicators who get along with people because they know that this quality leads to creative and effective ways of resolving issues and getting work done easily.
Interacting effectively with others to coordinate administratively, success and values to the executives' lies in skills which enhance the organization's reputation. The responsibilities are enormous, for the secretary's personal organizer, merely deciding whom, they see and to whom they speak what matters receive to others.  
2.9	The Human Relations Approach: Basic Principles  
The basic principles of human relations approach are as follows:  
Decentralization  
The strict notion of hierarchy employed by classical management theorists is replaced with the idea that individual workers and functional area (i.e., departments) should be given greater autonomy and decision making power. This requires greater emphasis on lateral communication so that co-ordination of effects and resources can occur. This communication occurs via informal communication channels rather than the formal hierarchical ones.  
Participatory Decision Making  
Decision making is participation in the sense that those making decisions on a day-to-day basis include line worker not merely can have served to be "management". The greater autonomy afforded individual employees and the subsequent reduction in "white" and increase in span of control of the organizational structure the knowledge and ability to make their own decision and the communications skills to coordinate their efforts with others without a nearly supervisor.  

Concern for Developing Self-Motivated Employees  
The emphasis on a system of decentralized and autonomous decision making by member of the organization requires that those members be highly "self-motivated" (that is able to set their own task-related goals and monitor their own performance in achieving them). So one goal of managers in such organization is to design and implement organizational structures that reward such self-motivation and autonomy. Another is to negotiate working relationships with subordinates to make faster, effective communication in both direct ways. Thus, the human relations approaches suggest changes in the structure of the organization itself, in nature of work, and in the relationship between supervisor and subordinates.  
Each of these changes relies upon assumptions about the individual, the organization and communication just like any other theory of organizations.  










CHAPTER THREE
METHODOLOGY
In this chapter, the researcher would carefully explain the process on how data was collected and analyzed.  
3.1	Instrument Used  
3.2	Population of the Study  
3.3	Sample and Sampling Techniques  
3.4	Distribution and Collection of Data  
3.5	Reliability  
3.6	Validity  
3.7	Method of Data Analysis  
3.1	Instrument Used  
A questionnaire tagged "The impact of Human Relation Skill on the Job Performance of Secretaries." was designed by the researcher which was used as a tool for data gathering for the study. The items in the questions are placed in four-point rating scale of "SA-Strongly Agree=4, A-Agree=3, D-Disagree=2 and SD-Strongly Disagree" = 1 respectively.  
3.2	Population of the Study  
The population for this study was secretaries of Kwara State Polytechnic, Ilorin, and Kwara State Ministry of Education, Ilorin. The number of selected secretaries in Kwara State Polytechnic, Ilorin, was 20 while the selected staff number in Kwara State Ministry of Education, Ilorin was 10 in number used as the target population.  
3.3	Sample and Sampling Techniques  
The researcher used all the total population as sample since the total number of populations is sizeable to manage for the study.  
3.4	Distribution and Collection of Data  
The questionnaires designed were distributed by hand personally by the researcher. Twenty (20) copies of the questionnaire were distributed to the secretaries at Kwara State Polytechnic, Ilorin, and Ten (10) copies were distributed at Kwara State Ministry of Education, Ilorin. The researcher went back after one week to retrieve all the questionnaires.  
3.5	Reliability  
The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable, as the question method will reveal information from the case study.  
3.6	Validity  
In order to be sure that the instrument measures what it is supposed to, it was given to the lecturers in Office Technology and Management Department. These lecturers critically examined the items of the instrument with respect to their fitness for the purpose of this study and accepted its use for the study.  
3.7	Method of Data Analysis  
The information collected were classified and manually analyzed with the aid of a calculator, figure collected were converted into percentages to make the analysis clearer. Therefore, the analysis was based on the data collected from the respondents and this will be presented in the next chapter.  




















CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction 
	This chapter deals with statistical analysis of data collected through questionnaires. It also deals with the interpretation and analysis of data.
4.2	Results 
	Table 4.1:	A Secretary is an employee who carries out obligatory tasks assigned by her boss.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.1 above showed that, 15 (50%) of the respondents strongly agreed with the statement that a secretary is an employee who carries out obligatory tasks assigned by her boss, 10(33%) respondents agreed with the statement, while 3(10%) respondents disagreed and 2(7%) of the respondents strongly disagreed with the statement.
	This implied that a secretary is an employee who carries out obligatory tasks assigned by her boss.
	Table 4.2:	The Organization can operate socially without the service of effective secretaries.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	00
	0.00

	Agree
	05
	17

	Disagree
	15
	50

	Strongly Disagree
	10
	33

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.2 above revealed that, 5(17%) of the respondents agreed with the notion that the organization can operate socially without the service of effective secretaries, 15(50%) respondents disagreed, while 10(33%) respondents strongly disagreed and there was no respondents for strongly agreed.
	Therefore, one can say that the organization can operate socially without the service of effective secretaries.





Table 4.3:	A secretary is an image maker because she serves as an intermediary between the public and organization.  
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	16
	53

	Agree
	09
	30

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.3 above indicated that, 16 (53%) of the respondents strongly agreed with the notion that a secretary is an image maker because she serves as an intermediary between the public and organization, 9(30%) respondents agreed, while 3(10%) respondents disagreed and 2(10%) of the respondents strongly disagreed with the notion.
	It is obvious to conclude that a secretary is an image maker because she serves as an intermediary between the public and organization.




Table 4.4:	Effective skill always increase secretaries output.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.4 above showed that, 15 (50%) of the respondents strongly agreed with the notion that effective skill always increase secretaries output, 10(33%) respondents agreed, while 5(17%) of the respondents disagreed with the notion andnthere was no respondents for strongly disagreed.
	It is clear to conclude that effective skill always increase secretaries output.






	Table 4.5:	Proper usage of effective skills can increase an organization output.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	18
	60

	Agree
	08
	27

	Disagree
	04
	13

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.5 indicated that, 18 (60%) of the respondents strongly agreed, 8(27%) respondents agreed with the statement that proper usage of effective skills can increase an organization output, while 4(13%) disagreed and there was no respondents for strongly disagreed.
	This implies that proper usage of effective skills can increase an organization output.




	Table 4.6:	A secretary is expected to display a knack for affability in her daily disposition.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	14
	47

	Agree
	10
	33

	Disagree
	03
	10

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.6 revealed that, 14(47%) of the respondents strongly agreed, 10(33%) respondents agreed with the notion that a secretary is expected to display a knack for affability in her daily disposition, while 3(10%) disagreed and 3(10%) of the respondents strongly disagreed respectively.
	It is safe to conclude that a secretary is expected to display a knack for affability in her daily disposition.





	Table 4.7:	A secretary is indisputable personnel who possesses confidence in an interpersonal skill.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	09
	30

	Disagree
	04
	13

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.7 showed that, 15(50%) of the respondents strongly agreed with the notion that a secretary is indisputable personnel who possesses confidence in an interpersonal skill, 9(30%) respondents agreed with the notion, while 4(13%) disagreed and 2(7%) respondents strongly disagreed with the statement.
	Therefore, it is obvious to conclude that a secretary is indisputable personnel who possesses confidence in an interpersonal skill.





	Table 4.8:	Human Relations Skill is a part of soft skills which provides the ability to effectively interact with people.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	21
	70

	Agree
	09
	30

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.8 revealed that, 21(70%) of the respondents strongly agreed with the notion that human relations Skill is a part of soft skills which provides the ability to effectively interact with people, 9(30%) respondents agreed with the notion, while none of the respondents responded to disagreed and strongly disagreed respectively.
	This implies that Human Relations Skill is a part of soft skills which provides the ability to effectively interact with people.





	Table 4.9:	In order to scale the hurdles of office life, a secretary must possess human relation skills.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	13
	43

	Agree
	11
	37

	Disagree
	03
	10

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.9  indicated that, 13(43%) of the respondents strongly agreed with the statement that In order to scale the hurdles of office life, a secretary must possess human relation skills,11(37%) respondents agreed with the notion, while 3(10%) respondents disagreed and 3(10%) respondents strongly disagreed with the statement.
	It is obvious to conclude that In order to scale the hurdles of office life, a secretary must possess human relation skills.





	Table 4.10:	Human Relations Skills help secretary to excel in the workplace.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	17
	57

	Agree
	13
	43

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.10  showed that, 17(57%) of the respondents strongly agreed with the statement that human relations Skills help secretary to excel in the workplace, 13(43%) respondents agreed, while none of the respondents responded to disagreed or strongly disagreed respectively.
	Therefore, one can conclude that human relations Skills help secretary to excel in the workplace.





	Table 4.11:	In the face of tensed situation, a secretary must display the ability for calmness and show that she is in control.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	15
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.11  revealed that, 15(50%) of the respondents strongly agreed with the statement that In the face of tensed situation, a secretary must display the ability for calmness and show that she is in control, 15(50%) respondents agreed while there was no respondents for disagreed and strongly disagreed respectively.
	It is clear to conclude that In the face of tensed situation, a secretary must display the ability for calmness and show that she is in control.





	Table 4.12:	Absence of human relation skills can make performance of secretary less.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	16
	53

	Agree
	08
	27

	Disagree
	04
	13

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.12 indicated that, 16(53%) of the respondents strongly agreed with the statement that absence of human relation skills can make performance of secretary less, 8(27%) respondents agreed with the notion while 4(13%) of the respondents disagreed and 2(7%) respondents strongly disagreed with the notion.
	Therefore, one can say that absence of human relation skills can make performance of secretary less.





	Table 4.13:	Good Human Relations are built on kind, courteous, and friendly actions.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	12
	40

	Disagree
	03
	10

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.13 revealed that, 12(40%) of the respondents strongly agreed with the notion that Good human relations are built on kind, courteous, and friendly actions, 12(40%) respondents agreed with the statement while 3(10%) of the respondents disagreed and 3(10%) respondents strongly disagreed with the statement.
	It is safe to conclude that good human relations are built on kind, courteous, and friendly actions.




	Table 4.14:	A secretary must treat an individual based on traits and characteristics that makes them unique.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	18
	60

	Agree
	09
	30

	Disagree
	03
	10

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.14 showed that, 18(60%) of the respondents strongly agreed, 9(30%) respondents agreed with the statement, while 3(10%) of the respondents disagreed with the notion that a secretary must treat an individual based on traits and characteristics that makes them unique and there was no respondents for strongly disagreed.
	Therefore, one can say that a secretary must treat an individual based on traits and characteristics that makes them unique.




	Table 4.15:	Human Relation Skills is essential because it enhances the efficient in the organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.15 revealed that, 12(40%) of the respondents strongly agreed, 9(30%) respondents agreed with the statement, while 6(20%) of the respondents disagreed with the notion that human relation skills is essential because it enhances the efficient in the organization and 3(10%) respondents strongly disagreed.
	This implies that human relation skills is essential because it enhances the efficient in the organization.





	Table 4.16:	In this 21st century, the more valuable employee is the one who can effectively get along with people
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.16 revealed that, 15(50%) of the respondents strongly agreed with the statement that In this 21st century, the more valuable employee is the one who can effectively get along with people, 10(33%) respondents agreed with the statement, while 3(10%) of the respondents disagreed and 2(7%) respondents strongly disagreed.
	It is obvious to conclude that in this 21st century, the more valuable employee is the one who can effectively get along with people.





	Table 4.17:	It takes Human Relations Skills to execute any idea because it involves dealing with people.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	15
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.17 showed that, 15(50%) of the respondents strongly agreed with the notion that it takes human relations Skills to execute any idea because it involves dealing with people, 15(50%) respondents agreed, while none of the respondents disagreed and strongly disagreed respectively. 
	One can conclude that it takes human relations Skills to execute any idea because it involves dealing with people.





	Table 4.18:	Human Relations skills are what make relationship with employee and the public go smoothly
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	17
	57

	Agree
	13
	43

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.18 revealed that, 17(57%) of the respondents strongly agreed with the statement that human relations skills are what make relationship with employee and the public go smoothly, 13(43%) respondents agreed while none of the respondents responded to disagreed and strongly disagreed respectively. 
	This implies that human relations skills are what make relationship with employee and the public go smoothly.





	Table 4.19:	A secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	09
	30

	Disagree
	03
	10

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.19 indicated that, 15(50%) of the respondents strongly agreed with the notion that a secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment, 9(30%) respondents agreed, while 3(10%) of the respondents disagreed and 3(10%) of the respondents strongly disagreed with the notion. 
	It is safe to conclude that a secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment.




	Table 4.20:	Human Relations Skills cannot be taught, but can be developed through proper training.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	16
	53

	Agree
	14
	47

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.20 showed that, 16(53%) of the respondents strongly agreed with the notion that human relations Skills cannot be taught, but can be developed through proper training, 14(47%) of the respondents agreed with the notion while none of the respondents responded to disagreed and strongly disagreed respectively. 
	This implies that human relations Skills cannot be taught, but can be developed through proper training.
  




CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary  
The study deals with “The impact of Human Relation Skill on the Job Performance of Secretaries.” The statement of the problem indicated many graduates do not know that maintaining good human relation within and outside the organization has a long way to go in enhancing their efficiency. The researcher observed that some secretaries’ behaviour in some organizations is nothing to write home about. They behave harshly in attending to people, they waste people’s time, they are unfriendly and their attitude can make many customers not to return for the business purpose to such an organization again.  
Chapter two of this study focuses in consulted literatures that bordered on the concept human relations skills and office technology and management. Also, the chapter dwells on means which secretaries can exhibit human relations in an organization, what are the interpersonal skills graduate need to possess; other issues reviewed include the human relation skills approach, what are the theory of human relations skills that secretary need to applied in an organization.  
Chapter three of this study deals with methodology. This include instrument used which gives the population of junior and senior secretaries in Kwara State Polytechnic, Ilorin and Kwara State Ministry of Education, Ilorin the sample size of secretaries administer the questionnaire which gives room for reaction before answers supplied.  
Chapter four basically is on the presentation using tables and simple percentages for interpretation and analysis of data collected.  
5.2	Conclusion  
Human Relations Skills required of secretaries for an effective performance job performance in organization to achieve considerable increase in work output.  
Increase in efficiency as well as neatness in their performance in achieving effective result. Increased use of skills also helps secretaries in achieving good required performance by serving their times, labour and cost of production.  
From the findings of the study, it could be concluded that an organization without effective secretaries cannot its purpose effectively because they are the tools of management employed to control the affairs of organization.  
Also, human relations skills are related to the making of effective secretaries charged with the responsibilities of executing the required policies.  
5.3	Recommendations  
To achieve effective performance by secretaries on the human relation skills, the following recommendations were made:  
1. The organization should endeavor to provide training of skills that are directly profitable to the professional secretaries.  
2. The secretaries must be exposed to modern skills. They should be ready to go for further education and take more professional courses, in order to acquire the needed skills in the use of essential ones.  
3. The secretaries should be given adequate skillful training on the operation of interpersonal relation being used in their organization.  
4. An efficient quality control should be improved upon with which quality decisions would be made which will affect secretaries and reflect in output.  
5. For secretaries to be successful, the supreme importance of human relations aspect or required skills must be taken into serious consideration.  
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APPENDIX I
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear respondent,
I am a student in the Department of Office Technology and Management, Institute of Information and Communication Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on “THE IMPACT OF HUMAN RELATION SKILL ON THE JOB PERFORMANCE OF SECRETARIES”.
The exercise is important in partial fulfillment of the requirements for the award of Higher 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
SOLIU, ZAINAB TEMITOPE
HND/23/OTM/FT/0001







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 “THE IMPACT OF HUMAN RELATION SKILL ON THE JOB PERFORMANCE OF SECRETARIES”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully
SOLIU, ZAINAB TEMITOPE
HND/23/OTM/FT/0001






QUESTIONNAIRES
1. A Secretary is an employee who carries out obligatory tasks assigned by her boss.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
2. The Organization can operate socially without the service of effective secretaries.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
3. A secretary is an image maker because she serves as an intermediary between the public and organization.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
4. Effective skill always increase secretaries output.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
5. Proper usage of effective skills can increase an organization output.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  


6. A secretary is expected to display a knack for affability in her daily disposition.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
7. A secretary is indisputable personnel who possesses confidence in an interpersonal skill.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
8. Human Relations Skill is a part of soft skills which provides the ability to effectively interact with people.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
9. In order to scale the hurdles of office life, a secretary must possess human relation skills.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
10. Human Relations Skills help secretary to excel in the workplace.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  


11. In the face of tensed situation, a secretary must display the ability for calmness and show that she is in control.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
12. Absence of human relation skills can make performance of secretary less.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
13. Good Human Relations are built on kind, courteous, and friendly actions.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
14. A secretary must treat an individual based on traits and characteristics that makes them unique.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
15. Human Relation Skills is essential because it enhances the efficient in the organization.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
16. In this 21st century, the more valuable employee is the one who can effectively get along with people.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
17. It takes Human Relations Skills to execute any idea because it involves dealing with people.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
18. Human Relations skills are what make relationship with employee and the public go smoothly.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
19. A secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
20. Human Relations Skills cannot be taught, but can be developed through proper training.  
(a) Strongly Agree ( )  	(b) Agree ( )  
(c) Disagree ( )  		(d) Strongly Disagree ( )  
