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ABSTRACT
This research aims to explore the influence of Information and Communication Technology (ICT) on the service delivery of a secretary. In the modern era, ICT has revolutionized the workplace, affecting various aspects of administrative roles and responsibilities. This study investigates how the integration of ICT tools and systems has transformed the way secretaries carry out their duties, enhancing efficiency, productivity, and effectiveness in service delivery. Through a comprehensive review of relevant literature and case studies, this research analyzes the impact of ICT on the role of secretaries and identifies key benefits, challenges, and future implications. The findings of this study contribute to a deeper understanding of how ICT shapes the service delivery of secretaries and provide insights for organizations and professionals in optimizing their administrative processes.
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CHAPTER ONE
INTRODUCTION

1.1
Background to the Study
In the early days the secretarial profession was limited to typing, writing and transcribing of shorthand only.  But today, it is far beyond this, it involved functions as sorting and retrieving of information passing on information and so on with the help of electronic equipment.  A secretary is assistance to an executive, possessing mastery of office skills and ability to assume responsibilities without direct supervision, who display initiative, exercises judgment and makes decision within the scope of his/her authority.  The secretary also handles more office jobs, makes and takes decision on behalf of his/her organization.  But because of the aforementioned about Information and Communication Technology, there are controversies about the future of the secretary in Information and Communication Technology.

The term Information and Communication Technology was first widely employed in 1981 to describe the equipment and system, which were being introduced in both private and public sectors, to create, store and distribute information. Since then, it has been abbreviated to (I.C.T.).

Information and Communication Technology is broadly based on technology needed to support information systems, which many people today refers to as computer equipment, which aids to increase profit margin and enhance planning, and organization by the use of very fast, accurate and flexible devices in the business society.  Efficiency in offices many people believe, is a vital factor in the well being of an organization as it can affect productivity.

1.2 Statement of the Problems
Information and Communication Technology (ICT) is a new innovation in offices that aids the secretaries in efficient service delivery. Information and Communication Technology in modern day organizations has challenged the occupational skills of the employees, including the secretaries. Hence recent, development of ICT have rendered some skills such as transcription skills, typing on the manual typewriter obsolete and has given rise to previously unknown skills such as desktop publishing, webpage design, networking, internet skills e.t.c in modern organizations.
Lack of skill in the area of webpage design, office application, desktop publishing, networking, proficiency in accessing the internet, e.t.c among secretaries in offices have often been a source of worry to the Management of such Organization. Eze (2000) maintains that any office staff of today that is lacking in Information and Communication Technology would be boring, repetitive and would produce very little. Secretaries have yet to get themselves acquitted on how to operate new office automation such as information storage system, the internet and other new software packages. In view of this, the researcher tends to study those ICT Skills required by Secretaries in their various offices and its roles to effective service delivery of a secretary.
1.3
Objectives of the Study
The general purpose of the study is assessment of secretarial role in the era of Information and Communication Technology. The specific purposes are to determine:- 

i. Whether the use of computer in keyboarding of documents can be a strategic platform for secretarial efficiency in an organization.
ii. Whether the use of Information and Communication Technology in record keeping, filling, arranging and retrieval of information can be a platform for secretarial efficiency.
iii. Whether the introduction of Information and Communication Technology has change the way of performing secretarial task.
iv. Whether the use of Information and Communication technology makes it easier for people to view the world, hold meetings, interact on the internet, transact business.
v. Whether the Introduction of Information and Communication Technology has help in the development of business world today. 
1.4 Research Questions 
The following research questions were raised for the study;
i. What is the extent of the use of computer in keyboarding of documents can be a strategic platform for secretarial efficiency in an organization? 

ii. To what extent has the use of Information and communication Technology in record keeping, filling, arranging and retrieval of information can be a platform for secretarial efficiency? 

iii. To what extent does the introduction of Information and Communication Technology has change the way of performing secretarial task in the business world today? 

iv. To what extent has the use of Information and Communication technology makes it easier for people to view the world, hold meetings, interact on the internet, transact business etc? 

v. What is the extent to which the Introduction of Information and Communication Technology has help in the development of business world today?

1.5 Significance of the Study 
It is expectation of researcher that the findings of this study and the recommendation would go a long way and it will be beneficiary to the following people:
Secretary: It will help improve the productivity of the secretary, and it will reduce stress and the time spent on a job will be less. 

Organization: It will help the organization to know the tools of Information and Communication Technology which they can utilize and to be effective. Other employee apart from the secretary will also benefit from it because It will helps both the management and employee using e-mail for sending receiving and composing of mails which can enhance organizational efficiency.

1.6
Delimitation
This works covers “the roles of the secretary in an ICT era and it is restricted to Somewhat Fresh Hotel, Ilorin and Ministry of Education, Ilorin
1.7     Limitations
In carrying out this research work, the researcher faces some challenges that almost hinder the completion of this project work, the challenges, such as financial difficulty, inadequate time, failure of respondents to provide useful information, and inadequate data. The identified challenges were solved in the course of writing this project.
CHAPTER TWO

LITERATURE REVIEW

2.1
Concept of Information and Communication Technology 
Information technology is the combination of computing, telecommunication and video techniques for the purpose of acquiring, processing, storing, and disseminating vocal, pictoral, textual and numerical information. Uzoka (2002) defined information technology as the harnessing of electronic technology in its various forms to improve the operations and profitability of the business as a whole.
Moreover, ICT refers to technologies that provide access to information through telecommunications. It is similar to Information Technology (IT), but focuses primarily on communication technologies. This includes the Internet, wireless networks, cell phones, and other communication mediums.
In the past few decades, information and communication technologies have provided society with a vast array of new communication capabilities. For example, people can communicate in real-time with others in different countries using technologies such as instant messaging, voice over IP (VoIP), and video-conferencing. Social networking websites like Facebook allow users from all over the world to remain in contact and communicate on a regular basis.
Modern information and communication technologies have created a "global village," in which people can communicate with others across the world as if they were living next door. For this reason, ICT is often studied in the context of how modern communication technologies affect society.

Information technology according to Oliver, Chapman and French (1990) is a technology which supports activities involving the creation, storage, manipulation and communication of information (principally computing, electronics and electronic communications) together with their related methods, management and applications. It has also created countless opportunities and challenges for millions of individuals. In particular, the challenges of managers’ responsible for introducing this technology have been exceptionally high. In our information and knowledge -based society, management must attempt to capture the advantages offered by information technology, yet they must also avoid the pitfalls along the way toward increasing automation. As information has altered the way many people do their jobs and has changed the nature of work in industrialized nations, the practice of management has been greatly affected. 

The management of many firms and their managers must therefore understand the implications of this new information technology revolution which require substantial future readjustment and quickly learn how to benefit from it (Frenzel, 1992). The explosion in electronic commerce is just one example of the many ways information technology is influencing how people do business and how they account for business financial and economic events (Moscove, et al., 2003).

2.2
History of ICT

Brightman and Dimsdale (1986) traced the root of the high-tech revolution back to 1828 when Charles Babbage produced the first programmable calculating device, the Analytical Engine. We might look to the more recent past, 1944, and mention Howard Aiken's Mark I, the first programmable computer. We might cite the first electronic computer, the slow, gigantic but ground-breaking ENIAC developed in 1946 by John Mauchly and Presper Eckert at the University of Pennsylvania. To be precise, we should also mention, dozens of other major developments in computers and electronic communications - known together as telecommunications. 
The genesis and notion of management information systems originated during the early 1960s largely through the effort of Kennedy Era, the "Whizkids". The introduction of new technology to process and transport data and information has proceeded at exceptional rates for more than three decades. This innovative introduction has significantly affected employees, managers, and their organizations. It was eighteen-year-old Frenchman, Blaise Pascal by name that first developed a mechanical adding machine in 1642. Later, this was improved upon by Gottfried Beibnitz – a German mathematician who developed a calculating machine that could multiply by a repeated addition and divide by a repeated subtraction in 1694. However, Computer technology has undergone series of changes which reflect big size to miniature size of computers with their increasingly high processing speed of data into information for decision making (Nicholas, et al. 2009). 
The first commercial computer was the UNIVAC I, developed by John Eckert and John W. Mauchly in 1951. It was used by the Census Bureau to predict the outcome of the 1952 presidential election. For the next twenty-five years, mainframe computers were used in large corporations to do calculations and manipulate large amounts of information stored in databases. Supercomputers were used in science and engineering, for designing aircraft and nuclear reactors, and for predicting worldwide weather patterns. Minicomputers came on to the scene in the early 1980s in small businesses, manufacturing plants, and factories.
In 1975, the Massachusetts Institute of Technology developed microcomputers. In 1976, Tandy Corporation's first Radio Shack microcomputer followed; the Apple microcomputer was introduced in 1977. The market for microcomputers increased dramatically when IBM introduced the first personal computer in the fall of 1981. Because of dramatic improvements in computer components and manufacturing, personal computers today do more than the largest computers of the mid-1960s at about a thousandth of the cost. 
Computers today are divided into four categories by size, cost, and processing ability. They are supercomputer, mainframe, minicomputer, and microcomputer, more commonly known as a personal computer. Personal computer categories include desktop, network, laptop, and handheld. 

2.3
Roles and Responsibilities of Secretaries in an Organisation
The secretarial function, though a supportive function, requires a large amount of initiative, tact and resourcefulness to succeed. Ugiagbe (2002) defined a secretary as an assistant to an executive, possessing mastery of office skills and ability to assume responsibility without direct supervision, who displays initiative, exercises judgement, and makes decisions within the scope of his/ her authority. Boladele (2002) expressed that a secretary is a warm, endlessly helpful and under-standing individual whose sole aim is to alleviate, solve, prevent or soften problem workload and upsets for his/her executive. He/she is the means by which the executive initiates, handles and complete a project. 
According to Onifade (2009), a secretary is an assistant to a manager. Apart from the traditional responsibilities, such as typing, taking dictation and transcribing, managing records, receiving, storing and retrieving information or operating the computer, attending meetings, answering telephone calls, he now carries out research, prepares the manager’s itinerary, makes travel bookings and hotel reservations, supervises the junior workers, and makes some decisions using his initiatives. He should be able to answer some questions on behalf of the boss. For example, a client who wants the price of a product should not wait to see the boss. A secretary who is familiar with the company’s policies, price list and handbooks should relieve the boss of such burden by providing accurate information. He should be able to coordinate the administrative activities and organize the office for efficient performance. He should be able to use the internet and train new staff on the computer. The secretary is a member of a team in the workplace and therefore should always be cooperative and supportive. He should be able to write and present reports and disseminate information using websites and e-mail. He now shares with the manager the responsibilities that were hitherto reserved for the manager. 
Igbinidoin (2010) identifies the secretary’s responsibilities to include; taking dictation and transcribing it into correspondence which is at once dispatched to its business destination. He highlights of some forms of these correspondence to include: letters, memos, circulars, orders, quotations, acceptances, contractual terms, and conditions, invitations, etc. Each of these items he claimed will invoke a response from the addressees, who will perhaps order materials, proceed to manufacture, insure cargoes, book hotels or engage in some other expensive activity which forms part of the intricate network of business life. Therefore the secretary must be regarded with some respect with reference to these onerous functions that impinge on the success of the organization.
2.4
Problems and Threats of ICT to the Secretarial Profession

· Lack of Security/Privacy

Though ICT may have changed and more convenient, it also brought along privacy and security issues. From email hacking, phone signal interception etc. people are worried that personal information may become public knowledge. IT keeps changing almost every day which means that the individuals must be up to date in IT to secure their jobs. There is also risk factors with the systems computer viruses, malware, spam, Trojans etc., attacking.

· Unemployment

While IT may have streamlined the business process, it has created job redundancies and subcontracting. Using the computers instead of human resources employers save huge amount of money but employees are losing their jobs as not needed anymore.

· Reliance on technology

Secretaries don't bother to read, calculate or write without computers anymore in same time losing abilities of hand writing (why write if can use spell-checker), calculate without calculator even for minor addition, reading books (why read if there so much information on internet).

2.5
Challenges Of Information And Communication Technology To Modern Secretaries
Technological changes in our environment coupled with competition within a particular industry or in the society pose a lot of challenges to modern secretaries. The secretaries, not only have their equipment changed, but also their administrative processes, office routine, management systems are similarly evolving into new forms. Automation has been the order of the day. Electronic typewriter, word processors, and personal computers have replaced manual typewriters and electric typewriters, while fax machine has replaced telex machines. There are also different types of advanced communication gadgets. Olaleye (1999).

According to Adeagbo (2002), With this radical changes, the secretaries are expected to change and be able to keep up with all these technological changes around them. Secretaries today are intelligent, well educated, confidence, fluent in communication, honest, ambitious, smart, polite and tidy. Changes will continue to take place, because change is constant. The advancement of today will soon give way for the advancement of tomorrow for that modern  secretaries that wish to meet with the tide must continually embark on training in order not  to be swept away by the  current challenges pose by  ICT, every progressive secretary must face the future while leaving for the present.
Secretary’s administration is universally acknowledged as an indispensable functional area in the content of business, government, professions, commerce and        industry and even in other private and public  institutions. In spite of technological  development in word  processing, micro filing , and the whole gamut of computer technologies, human resources are still an indispensable factor in providing satisfactory  secretarial services. Alasi (2010).
Ayolo (2005) opines that secretaries are the nexus of all managerial  and administrative functions since it involves  largely information management-organizing, planning, co-ordinating, control, retrieval, disporsal, preservation and feedback. Secretaries encompass everything the manager does but which no manager can do effectively and efficiently without a secretary.  Today, secretaries are involved in operating at managerial share of influence  where the secretary works in hand with the executive in making managerial work successful through  the provision of vital  support service. The modern secretary is in fact, a manager. The management functions of getting thing done by other people, to meet pre-determined objectives, certainly form a major part or high level secretarial work. We know today, that executives are depressed and stressed any day  the secretary is not in the office, by that we can safely assert that, no secretary, no office; secretaries  are the major role players in the managerial team today due to the area of their managerial function of making sure all information needed to operate in an organization is not only kept intact but making sure that  those information are provided at the right time, place and to the right person.  There is no doubt that new territory is being pioneered continuously as computer base systems are likely to evolve as the needs of the organization. Former office automation are being directed to fewer organizations with large volume of data, today  microelectronics have brought new change and challenges.

2.6
ICT Skills of Secretary

Modern secretaries are often the employees that hold an office or organisation together by making sure staffers and customers are in the right place at the right time and have appropriate document and information needed. The type and size of company a secretary works will often dictate what skills are required. However, these are some basic secretarial skills on information communication technology that secretaries should master.

i) Technological skills

ii) Interpersonal Skills

iii) Writing skills

iv) Transcription skills
v) Multi tasking skills
i) Technological skills: All secretaries need technological skills in order to allow them to perform some variety of computer-based task such as spreadsheet, preparing presentations, creating and typing, advanced e-mail abilities, including working and attachment. Therefore, secretaries who are proficient in a variety of computer software applications will have the most career opportunities. Some of the most common technological skills that secretaries must master include, word processing, spreadsheet, presentation, document and management, desktop publishing and video conferencing.

ii) Interpersonal Skills: Secretaries must interact daily with their boss, co-workers and customers. Therefore, interpersonal skills and communication skills are essential. In addition to face to face contact, secretaries communicate by e-mail, telephone and teleconferencing system. It is important for secretaries to be able to clearly communicate and share information with customers and colleagues in variety of ways.

iii) Writing Skills: In an organisation, secretaries are frequently responsible for drafting routine correspondence and filing documents as well as proof reading of document, such as pleading brief, discovery and transactional documents. Writing is an integral part of the secretary’s job, those who develop strong writing skills will become indispensable to the boss or employer they assist. 
iv) Transcriptional Skills: Transcriptional skills are foundational to secretarial practice. In addition to a fast typing speed (employer minutes), keen listening skills are required to comprehend voice dictation files, strong grammar, spelling, as well as understanding some terminologies. In addition, secretaries must be proficient in word processing applications and transcription equipment.

v) Multi Tasking Skills: Most secretaries work for more than one person simultaneously. Performing multiple tasks is second nature to a competent secretary. They know how to juggle multiple assignment and competing priorities and how to manage growing workload in today’s office where one person frequently perform the job of three.

2.7
Benefits of ICT

There are benefits of using Information Communication Technology:

· Communication

Speed/time and money can be saved because it is much quicker to send/share information around. Communication is more efficient to contact either business partners or friends and family members all over the world. ICT expands availability for communications. Social network sites and Social media such as Skype allows making video-conference calls with immediate response. Messages can be send to numerous people/companies across distances. Lives have been affected by ICT in most positive way's bringing family together across the world.

· Cost effectiveness

Numerous offers from telecommunication companies and smart phones therefore making far cheaper than in the past. For business ICT saves incredible amount of money on business flights and accommodations. Only few years ago there was no way to send free message through to the phone, but now people uses social network for free communication e.g. Viber, Skype, Facebook. Saving time and money for petrol as people can go shopping from home through online shopping.

· Greater availability

Websites are open for communication in every minute of the year. This means that a business can be open anytime anywhere giving a customer the capability to make purchase from different sites and different countries.

· Bridging the cultural gap

Greater access to the ICT has helped to build the bridges between different cultures giving them opportunity to exchange views and ideas. Also, educate both sides of communication bridge thereby increasing awareness and reducing prejudice.

· Education

There is new opportunity for further education to improve qualification in so many economic sectors. A degree can be completed online from person's home. It is possible to hold a job and still do degree.
2.8
Definition Of A Secretary
Many definitions have been given to the word ‘‘secretary’’. Some people refer to the secretary as a typist, others refer her as a part of the clerical team in an office, some other people see secretary as a receptionist and some the ‘‘mind’’ of the boss.

According to Akinola (1999), 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 (1998), 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.

The National Secretarial Association International (NSAI) in the United State, an organization representing more than 33,000 secretaries adopted the following definitions, ‘‘a secretary is an assistant to an executive, possessing mastery of office skills and ability to assume responsibility without direct supervision, who displays initiatives, exercises judgement and makes decision within the scope of her authority.

The Webster, New Collegiate Dictionary defines a secretary as ‘‘a confidential employee, one employed to handle correspondence and mange routine and detail work for a superior, a business concern, organization, or society; one responsible for its record and correspondence, officer of state who superintends a government administrative department. Funk and Wagnol Standard Desk Dictionary defines a secretary as ‘‘a person employed to deal with correspondence, keep records and handle clerical business for an individual, business or committee’’.

The Oxford Advanced Learners Dictionary defined a secretary as ‘‘an employee in an office who deals with correspondence, keeps records, makes arrangements and appointments for a particular member of staff’’. To Evelyn Austin (2001), a qualified secretary is expected to be ‘‘an indispensable altered of the boss, she must possess a good qualification such as common sense, tact and courtesy, loyalty, good memory, enthusiasm, versatility and lots more’’

A secretary, therefore, can be defined as an official person who takes charge of the correspondence, record and other business documents of the organization, plus other effective management of modern office devices. There is no doubt that the duties of a secretary centered round information processing. The training needs of the secretary of the future will also change the pattern in order to reflect emerging expansion of information and Communication Technology. Secretaries’ functions in organizations are very dynamic and motivated in nature. Secretaries are being considered as the livelier of the organization. They are also as an indispensable tool in any organization.

2.9
Types Of ICT Used In An Organization

There are many ICT tools that is useful for education.  The way I classify the tools is based on its use and function.  I will list many available tools but only comment and focus on 3 ICT tools.

1. Laptop and Computers

· The management need to provide this to the secretary

· Secretaries may find resources for themselves

2. Intranet:

· Organization should create a website

· Secretaries can get useful information from the website

· Other useful online tips and website can be display in the website

· Online Forum by the website

· Discuss some serious issues in the forum

3. Ebooks

· Access to resources both inside and outside the company
2.10
What Are The Effect Of Information And Communication Technology On The Effectiveness Of Secretary?


Information and Communication Technology has brought about effectiveness in the organizational duties as it has enhanced the effectiveness of organizations in the areas of communication and has increased their output even in terms of quality.


Information   and   Communication   Technology   has greatly increased the   effectiveness   of   secretary   in the following ways:
Word Processor


The word processor is an indispensable tool in the hand of secretary, it is designed to handle typing, editing, storing me transmit ion of textual Information. Information and Communication Technology has therefore enhanced the effectiveness such that word processor through the computer can perform the word processing task such Him information typed on it can be edited, stored and easily retrieved. The word processor allows one to work with letters,   word paragraphs and document.


According to Bolade (2002): computer Technology has allowed the processing of word to process from the quill to the mechanical typewriter (up to and including the IBM correcting electric) to electric typewriters (sometimes called "smart typewriters" and to word processors.


The above quotation revealed that various improvements have taken place in the computer Technology. That is from mechanical typewriters to word processors which are designed to efficiently process word with greater speed.

Tele And Video Conferencing


The tele and video conferencing is a new way for people that are geographically apart to meet and work together. It is recognized today as one of the most important communication tools for organizations worldwide because it enables people to meet and talk via a live video connection no matter where they are in the world.

Computer


A computer is an electronic machine that is capable of receiving information through input devices, manipulate and store such Information make such Information retrievable as and when needed.


The computer is also one of the equipment brought into being as a Jl of technological inventions to atomize some manual activities ted by the people in the office.

According to Elendu (1999): a computer is an office machine by a office data is electrically processed at appreciable speed. The work be said to be limited to that of calculations, analysis and consequent ng of the result. A computer effect is different from a calculator use it has a memory where unit of information can be stored until required.

Elendu (1990) state the following as the advantages that a commercialization will derive from the utilization of modern equipment.

· Increased output

· Achievement of organizational objectives.

· Decision   making   becomes easy as the computer provides useful information

· Word processor provides the facility format document in a desirable manner.

· Staffs performance is enhanced and productivity is increased

· Meeting of   deadline   in   achieving   the   objectives   of the organization becomes possible

· The organization will be exposed to Information on the internet that will be of great use to the organization.

· It showcases the professionalism of an organization.

· It increase the profit level of organization


Over the years modern organization has recorded a lot of success as result of the use of modern equipment.


The world of business is dynamic and global the ever increasing pace technological changes in the field of business and the economy has posses serious challenges to every organization to invest extensively on formation and Communication Technology because the business world become Information based economy where the effectiveness and efficiency of an organization is determined by the quality of the products services. Therefore, Information system is very essential to every organization.


According to Leggort (1990) "Information and Communication Technology has a huge relevance on business transaction in recent years. And no perform more effectively and doing tremendously good in an organization without it. 


Information and Communication Technology has also made it easy an organization to simultaneously disseminate Information to their respective customers.

2.11 Can A Secretary Survive Without The Use Of Information And Communication Technology?


The survival    of secretary that does not utilize information and Communication Technology is not assured. 


Nwosu (1997) also wrote that, the worlds focus now is on nation and Communication Technology and how business can be transacted through the information supper-highway.


At present Information and Communication Technology are being developed at an increasing rate. In today's world, secretary maximize on Information and Communication Technology to combine t efficiency and effectiveness.


Today, all workers in an organization will need to understand how to communicate with computers in order to improve their efficiency, formation and Communication Technology has assisted and management in the conversation process by which an organization transforms their input that is materials equipment and labour input, that is materials equipment and labour input that is product and services.

Secretary is a competitive organization where every organization strives hard to survive and make more profit over their counterpart so for an organization to survive the pressure of competition; it to be competent in the use of modern facilities so as to be ahead of others.


Information and Communication Technology is like a fuel without which a motor cannot keep moving. Every organization which wants to survive in this area must invest extensively in Information and Communication Technology. Interestingly, an organization has become rather like the proverbial golden fish which has no place to nude. An organization must tell the public about its existence and the people wishing to know how it is fairing in the scheme of things. Collecting, collating,   analyzing, recording   and transmitting of all necessary information and data to every part of the organization on time and in the suitable form to aid the efficiency of everyone. 
Dangana (2000) posed that, in today's organization, capitalize on Information and Communication Technology to combine efficiency and effectiveness  of an organization and this is demonstrated by providing suitable modem officer equipment for their workers in order to help them achieve and image that personified highly quality product and services.
CHAPTER THREE

METHODOLOGY

3.0
Introduction

This chapter deals extensively with the detailed description of data collection for this study. The methods and procedure employed in obtaining data for the study are as explained below:-
Instrument used
Population for the study
Sample and sampling technique
Distribution and collection of data

Validity

Reliability 
Method of data analysis

3.1
Instrument Used

The researcher endeavoured to prepare questionnaires to obtain information reflecting the hypothesis in chapter one. In order to have a wide coverage of feelings and opinions, questions for oral interviews were prepared on the topic of the project. The questionnaire and oral interview designed are specifically directed towards the respondents.
3.2 Population for the Study

The population used for this research project is the staffs of the Kwara State Ministry of Education, Ilorin and Somewhat Fresh Hotel, Ilorin. The entire population was used in order to arrive at the required specific answers and because of limited number of likely respondents. Twenty (20) copies of the questionnaires were distributed to the staff of the case study (Fresh Hotel), Ilorin.
3.3
Sample and Sampling technique

These were the selected groups of respondents who were involved in the collection of data for the study. The population sampling for this project work was twenty (20) which comprises of workers and some selected management staff in the case studies.
3.4
Distribution and Collection of Data

The research with assistance of friends distributed questionnaire to respondents from the case study.

As previously mentioned, Twenty (20) questionnaires were distributed to the respondents which is some selected staff of the establishment. All respondents were assumed to be highly literate and to have adequate knowledge of giving appropriate answers to the questions asked.

3.5
Validity

The data to be used for this research will be obtained at first hand and the respondents will have time to go through the documents before providing answers to the questions. 

3.6
Reliability

The tests will be carried out several times at different time to make sure that the results are similar.

3.7
Method of Data Analysis

Data collected for this study were manually analyzed with the use of calculator, showing percentages of respondents which make the analysis very clear to the readers. The analysis of the data collected from the respondents is the basis of the conclusion in this project.
CHAPTER FOUR
DATA ANALYSIS
4.1
 Introduction

This chapter deals with the presentation and analysis of the data collected through the questionnaire sent out to the respondents.

Twenty respondents participated in this study. All the copies of the questionnaire sent out were completed and returned to the researcher.
The interpretation of the findings in this chapter was based on the responses from the questionnaire completed and returned by the respondents, and the analyses are done in percentage for easy understanding.
4.2
Results
Table 4.1:
The Introduction of ICT has Enhanced Secretarial Profession
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	4
	20

	Disagree
	00
	0.00

	Strongly Disagree
	1
	5

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.1 showed that, 15(75%) of the respondents strongly agreed with the view that the introduction of 21st century equipment has enhanced secretarial profession, While 4(20%) respondents agreed with the motion, and none of them disagreed. The remaining 1(5%) strongly disagreed. Therefore, it is safe then to say that the introduction of ICT has Enhanced Secretarial Profession
Table 4.2:
A Professional Secretary Performs many of the Major Routine Duties of the Boss
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	4
	20

	Disagree
	1
	5

	Strongly Disagree
	5
	25

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.2 above, depicted that 10 (50%) of the respondents strongly agreed and 4 (20%) respondents agreed with the notion, while only 1 (5%) of the respondents disagreed, where 5 (25%) of the respondents strongly disagreed.

This implied that a Professional Secretary Performs many of the Major Routine Duties of the Boss.

Table 4.3:
The ICT has made the Secretary Active in the Office
	Choices
	Number of responses
	Percentage {%)

	Strongly agree
	10
	50

	Agreed
	4
	20

	Disagree
	4
	20

	Strongly Disagree
	2
	10

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.3 revealed that, 10(50%) of the respondents strongly agreed that the 21st century technology has made the secretary active in the office; 4(20%) of respondents also agreed while 4(20%) respondents disagreed while the remaining 2(10%)  respondents strongly disagreed. The study concluded that the 21st Century Technology has made the Secretary to be active in the Office.

Table 4.4:
A secretary is an Indispensable Staff in the Organization
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	00
	0.00

	Disagree
	2
	10

	Strongly Disagree
	3
	15

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table above 4.4 showed that, 14(75%) of the respondents strongly agreed with the question asked that a secretary is an indispensable staff in the organization while 2(10%) others disagreed with this view, remaining 3 (15%) strongly disagreed. From the analysis above, we can say that a Secretary is an Indispensable Staff in the Organization.

Table 4.5: ICT has Impact on the Professional Secretaries
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.5 showed that 20 (100%) of the respondents strongly agreed that 21st century technology has impact on the professional secretaries, while none of the respondents strongly disagreed with the view. From the analysis above, we can say that 21st Century Technology has Impact on the Professional Secretaries.

Table 4.6:
ICT has Impact on Secretaries Themselves
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	4
	20

	Disagree
	00
	0.00

	Strongly Disagree
	1
	5

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.6 showed that, 15 (75%) of the respondents strongly agreed that Modern technology has impact on secretaries themselves, and 4 (20%) of the respondents agreed while the remaining 1(5%) of them strongly disagreed with the motion. However, we can conclude that ICT has Impact on Secretaries Themselves
Since the majority of the respondents agreed, it means that ICT has impact on secretaries themselves.

Table 4.7:
ICT Cuts Down on Expenses by Handling Work in Shorter Period of Time
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.7 showed that, 20(100%) of all the respondents strongly agreed that 21st century technology cuts down on expenses by handling work in shorter period of time, while none of the respondents strongly disagreed with the motion and none of them disagreed with the view. Conclusively, ICT Cuts Down on Expenses by Handling Work in Shorter Period of Time

Table 4.8:
Do You Agree that Information and Communication Technology (ICT) is giving Secretarial Profession a Higher Recognition?
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	3
	15

	Disagree
	1
	5

	Strongly Disagree
	1
	5

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.8 showed that 75, (75%) of the respondents strongly agreed that Information and Communication Technology (ICT) is giving secretarial profession a higher recognition, while 3(15%) of the respondents agreed with the motion, the remaining respondents disagreed. However, we can say that Information and Communication Technology (ICT) is giving Secretarial Profession a Higher Recognition.

Table 4.9:
Will the Innovation of Information and Communication Technology (ICT) lead to Laziness on the part of Workers?
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.9 above showed that 20(100%) of the respondents strongly agreed that the innovation of Information and Communication Technology (ICT) lead to laziness on the part of workers, none of the respondents strongly disagreed. We can conclude that the Innovation of Information and Communication Technology (ICT) lead to Laziness on the part of Workers

Table 4.10:
The High Quality which is always expected from the Secretaries with Modern Machines cannot be compared with that of the Secretaries not using them
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	5
	25

	Agree
	5
	25

	Disagree
	4
	20

	Strongly Disagree
	6
	30

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.10 showed that 5 (25%) of the respondents strongly agreed, 5(25%) respondents agreed with the motion. 4(20%) of them disagreed while the remaining 6(30%) Strongly disagreed with the opinion that the high quality which is always expected from the secretaries with modern machines cannot be compared with that of the secretaries not using them. 

Table 4.11:
There are changes in the Role of a Secretary as a result of Modern Technology
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	5
	25

	Total
	20
	100


Source:
Researcher’s Field Work, 2025


Table 4.11 revealed that 15(75%) of the respondents strongly agreed that there are changes in the role of a secretary as a result of modern technology, none of the respondents disagreed, while 5(25%) others strongly disagreed with the opinion. We can however, agree that There are changes in the Role of a Secretary as a result of Modern Technology

Table 4.12:
The Introduction of Modern Machines in Various Organizations has reduced the Traditional Office Procedures
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.12 showed that all the respondents 20(100%) strongly agreed that the introduction of modern machines in various organizations has reduced the traditional office procedures, none of the respondents neither strongly disagreed nor disagreed with the motion. From the analysis above, The Introduction of Modern Machines in Various Organizations has reduced the Traditional Office Procedures

Table 4.13:
Secretaries should Upgrade their Skills on how to use Modern Office Equipment to be able to Face Future Challenges
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	00
	0.00

	Disagree
	5
	25

	Strongly Disagree
	5
	25

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.13 showed that 10(50%) of the respondents strongly agreed. None of the respondents agreed, while 5(25%) others disagreed, and 5 (25%) also Strongly disagreed. We can understand that Secretaries should Upgrade their Skills on how to use Modern Office Equipment to be able to Face Future Challenges.

Table 4.14:
The use of ICT makes Secretaries more Important
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	5
	25

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.14 showed that 15(75%) of the respondents strongly agreed with the view that the use of modern equipment makes secretaries more important. None of them strongly disagreed with the notion, while 5 (25%) others did not believe that the use of ICT makes secretaries more important. Conclusively, The use of ICT makes Secretaries more Important

Table 4.15:
Secretaries should Upgrade their Skills on how to use ICT to be able to Face future Challenges
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	5
	25

	Agree
	5
	25

	Disagree
	8
	40

	Strongly Disagree
	2
	10

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.15 revealed that out of the 20 respondents, 5(25%) of them strongly agreed and another 5 (25%) agreed with the opinion that Secretaries should upgrade their skills on how to use modern office equipment to be able to face future challenges, while 8 (40%) of the remaining respondents disagreed and 2 (10%) others Strongly disagreed. From the analysis above, we can see that Secretaries should Upgrade their Skills on how to use ICT to be able to Face future Challenges
Table 4.16:
Wastage of Stationeries Reduces the Information of Office Automation in the Office
	Choices
	Number of responses
	Percentage (%)

	strongly agree
	15
	75

	Agree
	4
	20

	Disagree
	00
	0.00

	Strongly Disagree
	1
	5

	Total
	20
	100


Source:
Researcher’s Field Work, 2025

Table 16 showed that 15(75%) of the respondents strongly agreed with Wastage of stationeries reduces the information of office automation in the office, While 4(20%) others agreed with the motion, and none of them disagreed. The remaining 1(5%) Strongly disagreed. From the analysis above we can say that Wastage of Stationeries Reduces the Information of Office Automation in the Office

Table 4.17:
Professional Secretaries who are Qualified are Experiences in the field of Office how to handle the Equipment
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	4
	20

	Disagree
	1
	5

	Strongly Disagree
	5
	25

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.17 showed that 10(50%) of the respondents agreed that Professional secretaries who are qualified are experiences in the field of office how to handle the equipment, 4 (20%) of them agreed, while 1 (5%) others agreed and the remaining 5(25%) strongly disagreed with the question. From the table, we can then say that Professional Secretaries who are Qualified are Experiences in the field of Office how to handle the Equipment

Table 4.18:
Secretaries, because of their Demand and Competence, Reliability and Hard Work have their Salaries Adjusted
	Choices
	Number of responses
	Percentage {%)

	Strongly agree
	10
	50

	Agreed
	4
	20

	Disagree
	4
	20

	Strongly Disagree
	2
	10

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.18 showed that 10(50%) of the respondents strongly agreed that the Secretaries, because of their demand and competence, reliability and hard work have their salaries adjusted; 4(20%) of also agreed while 4(20%) others disagreed with the remaining 2(10%) did not believe that the Secretaries, because of their demand and competence, reliability and hard work have their salaries adjusted. Conclusively, Secretaries, because of their Demand and Competence, Reliability and Hard Work have their Salaries Adjusted.

Table 4.19:
It is not Common these Days to see Professional Secretaries in all the fields of Profession
	Choices
	Number of responses
	Percentage (%)

	Strongly agreed
	15
	75

	Agree
	00
	0.00

	Disagree
	2
	10

	Strongly Disagree
	3
	15

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.19 showed that 14(75%) of the respondents strongly agreed with the question asked that it is not common these days to see professional secretaries in all the fields of profession while 2(10%) others disagreed with this view, remaining 3 (15%) strongly disagreed. From the table, we can then say that It is not Common these Days to see Professional Secretaries in all the fields of Profession.

Table 4.20:
The Secretary can be referred to as Public Relation Officer in an Organization
	Choices
	Number of responses
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source:
Researcher’s Field Work, 2025
Table 4.20 showed that 20 (100%) of  the respondents strongly agreed that the secretary can be referred to as public relation officer in an organization, while none of the respondents strongly disagreed with the view. This implied that Secretary can be referred to as Public Relation Officer in an Organization.

CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary

This chapter presents the summary, conclusion and recommendations of the study based on the result of the investigation. The study was carried out to investigate the assessment of secretary roles in the era of Information and Communication Technology.
In order to achieve this purpose, five specific objectives were set for the study among which to determine whether the use of computer in keyboarding of documents can be a strategic platform for secretarial efficiency in an organization, to determine whether the use of Information and communication Technology in record keeping, filling, arranging and retrieval of information can be a platform for secretarial efficiency, to determine whether the introduction of Information and Communication Technology has change the way of performing secretarial task, to determine whether the use of Information and Communication technology makes it easier for people to view the world, hold meetings, interact on the internet, transact business and also to determine whether the Introduction of Information and Communication Technology has help in the development of business world today.

The study was designed to tackle the challenges facing secretary in terms of using ICT in an organization. The study population was 20 respondents. A questionnaire was designed that consist of Twenty (20)  questions based on the research questions. The data collected from the questionnaire was analyzed in tabular form using simple percentage to find the factors responsible for secretary’s role in the era of ICT Where conclusion and recommendations was made.
5.2
Conclusion
Based on the major findings of the study, it was concluded that the introduction of ICT has enhanced secretarial profession, has made the secretary to be active in discharging his/her duties. 

Secretarial courses are very popular these days and many people are now being encouraged or advised to take up the course as their professions. This is because it has been observed that it is a very important and lucrative profession in these modem times. The misconceptions or motives people had against this profession are gradually changing for better and it has become very imperative that the secretary is the pride of today's office.

5.3
Recommendations

Based on the findings and conclusions of the study, the following recommendations are made 
· Institutions of higher learning in conjunction with the federal or state government should introduce modern machines and equipment into Office Technology and Management Department.
· In this computer age of advanced technology, the researcher recommends that every organization should provide ICT modern machines and equipment for their secretary to be more relevant in the office.
· Organization should organize periodic training for secretary in order to improve their performance.
· There should be ICT Department in tertiary institutions where secretary will be able to learn how to make use of ICT tools

· Government should assist in making sure that ICT equipments are affordable for all and sundry.
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APPENDIX

LETTER OF INTRODUCTION
KWARA STATE POLYTECHNIC, ILORIN

INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY

DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear Sir/Madam,

QUESTIONNAIRE


I am a final year student of the above named institution carrying out a research on "The Impact of Information and Communication Technology on Service Delivery of a Secretary”.


You are required to fill in the questionnaire and be rest assured that all the information supplied will be used purposely for the research work.


Thanks for your cooperation.








Yours faithfully,








Yakubu Mozidat Ibukunola
HND/23/OTM/FT/0025
APPENDIX B

QUESTIONNAIRE

Kindly answer the questions provided in this questionnaire

1.
The introduction of ICT has enhanced secretarial profession

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

2.
A professional secretary performs many of the major routine duties of the boss a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )
3.
The ICT has made the secretary active in the office

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )
4.
A secretary is an indispensable staff in the organization

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

5.
ICT has impact on the professional secretaries

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

6.
ICT has impact secretaries themselves

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

7.
ICT cuts down on expenses by handling work in shorter period of time

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

8.
Do you agree that Information and Communication Technology (ICT) is giving secretarial profession a higher recognition?

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

9.
Will the innovation of Information and Communication Technology (ICT) lead to laziness on the part of workers?

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

10.
The high quality which is always expected from the secretaries with modern machines cannot be compared with that of the secretaries not using them?

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

11.
There are changes in the role of a secretary as a result of modern technology

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

12.
The introduction of modern machines in various organizations has reduced the traditional office procedures

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

13
Secretaries should upgrade their skills on how to use modern office equipment to be able to face future challenges

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

14.
The use of ICT makes secretaries more important

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

15.
Secretaries should upgrade their skills on how to use ICT to be able to face future challenges

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

16.
Wastage of stationeries reduced the introduction of office automation in the office 

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

17.
A professional secretaries who are qualified are experiences in the field of office how to handle the equipment 

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

18.
Secretaries, because of their demand and competence, reliability and hard work have their salaries adjusted

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

19.
It is not common these days to see professional secretaries in all the fields of profession

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

20.
The secretary can be referred to as public relation officer in an organization

a.
Strongly Agreed
(   )
b. Agreed (   ) Disagreed (    )

d.
Strongly Disagreed (   )

x

