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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study
In recent years, the roles and responsibilities of secretaries have significantly transformed, with more changes expected in the future. Nonye (2013) highlights several factors driving this shift, including advancements in information technology (IT), greater automation, changes in organizational structures, and shifts in workplace cultures and practices. In some organizations, secretaries are increasingly regarded as IT specialists who are tasked with providing both formal and informal training for other staff members and contributing to the development of organizational IT policies.
The global information revolution has deeply impacted many sectors, including education, commerce, healthcare, security, transportation, and entertainment. As a result, information and communication technology (ICT) has had both positive and negative effects on areas such as community life, family dynamics, relationships, education, careers, and governance. The outlook for office work and secretarial functions in the 21st century appears promising due to the substantial changes in global operations (Odia & Iyamu, 2021).
ICT refers to digital tools and devices designed to serve the information and communication needs of individuals, organizations, and institutions (Nwakundo, Oguejiofor&Nwankwo, 2006). These devices, including computers (both hardware and software), telecommunication systems, video tools, and internet resources, convert information, text, sound, and visuals into digital formats for easier use and management.
The rise of ICT has drastically transformed business operations, especially in administrative functions. The secretarial profession, which plays an essential role in coordinating office activities and internal communications, has been greatly influenced by the growing use of digital tools. The integration of these technologies has helped secretaries manage administrative tasks more efficiently, improving communication and the management of resources (Abu, 2020).
Traditionally, secretarial duties involved scheduling, managing correspondence, maintaining records, and ensuring the smooth flow of communication within an organization. In government organizations such as the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, secretaries are critical in ensuring smooth operations by coordinating office activities, managing deadlines, and facilitating communication across departments and with external stakeholders. These administrative functions are key to ensuring good governance and effective public service delivery.
The integration of ICT into secretarial roles has significantly altered these traditional tasks. Today, tools such as email, instant messaging, video conferencing, and cloud-based project management platforms are commonly used to enhance communication and collaboration. These technologies allow secretaries to streamline appointments, documents, and tasks while ensuring timely and clear communication in an environment characterized by rapid information exchange (Ojo, 2022). Moreover, the adoption of these technologies is often seen as a step toward modernizing public institutions and improving their responsiveness.
However, despite the growing availability of advanced ICT tools, many public organizations, including the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, continue to face challenges in effectively adopting and integrating these tools into their workflows. A major challenge is the inadequate training of secretarial staff. Many public-sector employees lack the technical skills required to fully utilize digital communication tools, limiting their ability to enhance organizational coordination. Furthermore, resistance to change can occur, as employees accustomed to traditional methods may be reluctant to embrace new digital technologies (Lindström, 2020).
In Kwara State, both the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service have been making efforts to integrate ICT into their operations. However, the extent of integration and its impact on secretarial coordination and communication remain unclear. Both organizations are pivotal to public administration; the Kwara State Civil Service Commission manages the civil service, including recruitment, promotions, and personnel management, while the Kwara State Internal Revenue Service oversees revenue generation and tax collection. Effective secretarial support is vital to these organizations’ success, yet how well secretarial staff are utilizing ICT tools to coordinate activities and communicate remains poorly documented.
The increasing reliance on digital communication also raises concerns regarding security and privacy. Secretaries in government agencies often manage sensitive information, such as personnel records, tax documents, and official communications, making data security a critical concern. Inadequate training in digital security protocols can expose organizations to risks, such as unauthorized access and data breaches (Chaudhry & Shafique, 2021).
As the pressure to modernize and improve public service delivery increases, addressing these challenges has become urgent. Both the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service are under significant pressure to enhance internal communication, improve coordination, and better serve the public. Integrating ICT tools into secretarial roles is a necessary step toward achieving these goals.
Despite the pressing need for effective integration of ICT, there is a gap in research regarding its specific role in improving secretarial coordination and communication within public institutions, especially in the context of the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service. Most existing research focuses on broader public sector or private-sector trends without providing a deep understanding of how ICT affects the secretarial profession in these key government bodies.
This study aims to address this gap by investigating how ICT can improve secretarial coordination and digital communication at the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service. The research will examine how ICT tools are being used by secretarial staff, explore the challenges faced in adopting these technologies, and assess the overall impact on organizational productivity and efficiency.
In addition to contributing to academic knowledge, the study will provide practical recommendations for policymakers and leaders within both organizations. These insights will inform strategies for supporting secretarial staff through improved training, infrastructure, and the more strategic integration of ICT tools. The findings will also be valuable to other public-sector organizations in Nigeria and globally that seek to improve their administrative operations through technology.
1.2	Statement of the Problem
The rapid advancement of Information and Communication Technology (ICT) has significantly impacted administrative roles in various sectors, particularly in government institutions. Secretarial functions, which are essential for coordinating office activities and internal communication, have been particularly affected by the growing reliance on digital tools. These tools such as email, cloud platforms, video conferencing, and document management systems are changing how secretarial tasks, such as scheduling, communication, and record-keeping, are performed.
Despite the potential advantages, many public institutions, including the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, continue to face challenges in fully integrating ICT into their secretarial processes. Secretarial staff, who are central to office coordination, encounter several barriers, including limited access to ICT infrastructure, insufficient training, and a lack of technical proficiency. Furthermore, resistance to adopting new technologies is common, as employees are often more familiar with traditional methods of communication and office management. This reluctance can result in the underutilization of digital tools, leading to inefficiencies, delays, and communication breakdowns.
For example, although ICT tools such as email and instant messaging facilitate quicker communication compared to traditional methods like postal mail or phone calls, secretarial staff at the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service often struggle to use these tools effectively due to a lack of familiarity and training. This can result in missed opportunities for improved coordination and communication. Moreover, as these technologies become more integrated, secretaries may face difficulties in utilizing advanced tools, such as cloud collaboration platforms or video conferencing software, which could greatly enhance internal coordination. As a result, administrative tasks may take longer, and important information could be delayed or miscommunicated, affecting organizational efficiency.
Additionally, the adoption of digital communication tools raises concerns about data security and privacy. Secretaries in government organizations handle sensitive and confidential information, such as personnel files, tax records, and official communications. Without proper training in digital security practices, these agencies may be at risk of data breaches, unauthorized access, or other cybersecurity threats (Chaudhry & Shafique, 2021).
Despite the promise of ICT to enhance secretarial functions in government organizations, there is limited research on its specific role in improving secretarial coordination and communication, especially in the context of the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service. Existing studies generally focus on broader public sector trends or private-sector organizations, leaving a gap in understanding how ICT can optimize the secretarial role in government agencies. This study seeks to fill this gap by assessing how ICT tools are currently used, the challenges faced, and how these tools affect overall communication and coordination.
1.3	Objectives of the Study
The primary objectives of this study are:
I. To explore the role of ICT in enhancing secretarial coordination and communication within the Kwara State Civil Service Commission and Kwara State Internal Revenue Service.
II. To evaluate how digital communication tools improve the effectiveness of secretarial tasks at these organizations.
III. To examine the benefits of ICT integration in enhancing organizational communication and productivity within the Kwara State Civil Service Commission and Kwara State Internal Revenue Service.
1.4	Research Questions
This study will address the following research questions:
1. How has the adoption of ICT impacted the coordination of secretarial tasks at the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service?
2. What digital communication tools are most effective in improving secretarial communication within these organizations?
3. What are the perceived benefits of ICT in improving communication and productivity within the Kwara State Civil Service Commission and Kwara State Internal Revenue Service?
1.5	Significance of the Study
This study is significant because it addresses the crucial role of ICT in improvingsecretarial coordination and communication within public institutions. The findings will provide valuable insights into how ICT can be more effectively integrated into the daily functions of secretarial staff at the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service. Additionally, the research will identify challenges faced by secretaries in adopting digital tools and provide recommendations for overcoming these barriers through better training, infrastructure, and support systems.
Moreover, the study will contribute to a deeper understanding of how ICT can improve administrative functions in government organizations. By focusing specifically on the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, it will provide practical insights for policymakers, organizational leaders, and training institutions seeking to enhance administrative processes in the public sector.
1.6	 Delimitation
The study will focus specifically on the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, excluding other public institutions or private-sector organizations. This focused approach allows for a detailed examination of the integration of ICT into secretarial roles within these two particular agencies in Kwara State. Data will be gathered from secretarial staff involved in task coordination and communication, while other employees who may interact with secretarial functions but are not directly responsible for coordination will not be included in the study.
1.7	 Limitations
The study's findings are limited to the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, so the results may not be directly applicable to other government agencies or organizations, either in Nigeria or elsewhere. Additionally, the study will rely on perspectives from secretarial staff, which may not fully represent the experiences of other departments or stakeholders, such as managers or IT personnel.

CHAPTER TWO
LITERATURE REVIEW
This literature review provides an in-depth exploration of the role of Information and Communication Technology (ICT) in enhancing secretarial coordination and communication within public sector organizations, with a specific focus on the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service. The review is organized into several key sections, including the theoretical frameworks underpinning ICT integration in secretarial roles, empirical studies on ICT adoption and its impact, and the challenges encountered in public institutions. This chapter serves to set the context for the study by synthesizing existing research and identifying the gaps that the current study seeks to fill.
2.1 Conceptual Framework 
2.1.1. The Evolution of the Secretarial Role
Historically, the role of secretaries was centered around administrative tasks such as scheduling appointments, managing correspondence, record-keeping, and ensuring the smooth flow of communication within the organization. Secretaries were seen primarily as clerical workers, tasked with supporting senior management in daily office functions. However, as businesses and public organizations began to embrace technological advancements, secretarial roles evolved significantly.
The role of the secretary has evolved significantly over the decades. From a primarily clerical and support-based position, the secretarial profession has transformed into a dynamic, tech-savvy, and managerial-oriented role. This transformation has been driven by technological advancements, globalization, and changes in organizational structures. Understanding this evolution is critical for appreciating the competencies and expectations now associated with the secretarial profession.
According to Nonye (2013), the role of secretaries has shifted to include not only traditional administrative functions but also more strategic tasks, such as data management, training colleagues on technological tools, and assisting in decision-making processes. This shift has been largely influenced by the rise of ICT, which has redefined office workflows and broadened the scope of secretarial responsibilities. Secretaries today are required to have a strong understanding of digital tools, making them essential contributors to organizational success.
The transformation of the secretarial role is also supported by the work of Ojo (2022), who emphasizes that secretaries now play a critical role in facilitating internal and external communication within organizations. This shift has been particularly evident in government organizations, where secretaries are expected to handle complex, time-sensitive administrative tasks using digital tools.
· The Impact of Technological Advancements
The introduction of information and communication technology (ICT) significantly reshaped the secretarial role. Word processors, personal computers, the internet, and mobile devices automated routine clerical tasks, freeing secretaries to focus on more complex duties.

Key technological shifts include:
Word Processing Software: Eliminated the need for typewriters and increased speed and accuracy.
Email and Online Communication: Replaced most handwritten or typed letters, facilitating faster communication.
Databases and Spreadsheets: Enabled record-keeping, analysis, and data management.
Video Conferencing Tools: Allowed secretaries to organize and coordinate remote meetings.
As Nwosu (2014) observes, ICT transformed secretarial work from being routine-based to a more technical and managerial function.
2.1.2. ICT in Administrative and Secretarial Functions
The rise of ICT has brought about significant improvements in secretarial functions. One of the most noticeable changes is the automation of routine administrative tasks. Technologies such as office management software, digital calendars, email systems, and document management tools have enabled secretaries to perform tasks more efficiently. According to Abu (2020), secretaries now use digital tools to automate processes such as scheduling, managing appointments, and organizing files, which saves valuable time and reduces human error.
Digital tools also enhance communication within and outside the organization. As noted by Ojo (2022), email, instant messaging, and video conferencing have significantly improved communication speed and effectiveness. These tools allow secretaries to instantly share information, schedule meetings, and interact with colleagues and clients across geographical distances. This has proven to be particularly important in government organizations, where coordination between multiple departments is essential for smooth operations.
Information and Communication Technology (ICT) has revolutionized every aspect of modern office administration and secretarial work. The integration of ICT into administrative and secretarial functions has transitioned the traditional office into a digital workspace, where efficiency, accuracy, and coordination are significantly enhanced. The 21st-century secretary or office administrator is expected to be ICT-competent, managing not only documents and communication but also digital tools and platforms that drive productivity.
· Importance of ICT in Enhancing Secretarial Productivity
The deployment of ICT in secretarial roles offers several advantages:
I. Increased Efficiency
Tasks that previously took hours or days can now be completed in minutes. For example, templates for letters and memos save time and ensure consistency.
II. Better Communication
ICT enables instant communication across various channels. Secretaries can coordinate with management, clients, and teams effectively regardless of geographical location.

III. Enhanced Record Management
Digitization of records improves organization, reduces clutter, and facilitates faster retrieval of documents.
IV. Remote Work Capability
With cloud-based ICT tools, secretaries can perform administrative tasks from anywhere, which was especially important during the COVID-19 pandemic.
Moreover, the use of cloud-based collaboration platforms, such as Google Drive, Microsoft OneDrive, and other project management tools, has further transformed secretarial duties. These platforms allow for real-time collaboration, file sharing, and project tracking, making it easier for secretaries to manage large volumes of data and coordinate tasks efficiently. The ability to track deadlines, share documents, and update information in real-time is a powerful tool for enhancing organizational productivity (Abu, 2020).
· ICT Tools Commonly Used in Secretarial Functions
Several ICT tools are now standard in secretarial and administrative roles. These include:
i. Word Processing and Spreadsheet Software
Microsoft Word, Google Docs, and WPS Office are used for document creation and editing. Microsoft Excel and Google Sheets assist in data entry, budgeting, and report generation.

ii. Email and Communication Platforms
Email systems like Microsoft Outlook and Gmail facilitate formal communication.
Instant messaging platforms such as Slack, Microsoft Teams, and WhatsApp are increasingly used for internal communication and coordination.
iii. Scheduling and Calendar Tools
Digital calendars (Google Calendar, Outlook Calendar) help secretaries manage appointments and meetings efficiently.
Reminder and task management apps like Trello and Todoist improve time management.
iv. File Management and Storage Systems
Cloud storage solutions such as Google Drive, Dropbox, and OneDrive enable secure, remote access to documents and support file sharing across teams.
v. Video Conferencing Tools
Zoom, Microsoft Teams, and Google Meet are essential for virtual meetings, especially in hybrid or remote work environments.
2.1.3 Challenges of ICT Integration in Public Sector Secretarial Roles
While the integration of ICT into secretarial roles has numerous benefits, the process is not without its challenges. One of the major barriers to successful ICT adoption in public sector organizations is insufficient training. As Lindström (2020) highlights, many government employees, including secretaries, face difficulties in using advanced ICT tools due to a lack of technical skills. In organizations like the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service, secretarial staff often lack formal training in the use of digital communication tools, resulting in underutilization of these technologies.
Resistance to change is another significant challenge. According to Rogers' Diffusion of Innovations theory, the adoption of new technologies is often hindered by the reluctance of employees to deviate from established methods (Rogers, 2003). Secretaries accustomed to manual processes may resist adopting digital tools, fearing that they may complicate their work or threaten their job security. This resistance is particularly evident in bureaucratic organizations where traditional office structures are deeply entrenched.
Information and Communication Technology (ICT) is a powerful enabler of administrative efficiency, data management, and communication. While the integration of ICT has transformed secretarial functions globally, public sector institutions especially in developing countries—face persistent challenges in fully leveraging ICT for optimal secretarial performance. These challenges undermine the potential benefits of ICT in public administration, often resulting in inefficiency, poor coordination, and limited productivity
Data security and privacy concerns are also critical in the adoption of ICT, especially in government institutions. Secretaries in these organizations manage sensitive and confidential information, such as personnel records and tax documents. Without proper training in digital security practices, government organizations may be vulnerable to data breaches, unauthorized access, or cyberattacks. As Chaudhry and Shafique (2021) assert, protecting sensitive government data is paramount, and this requires robust cybersecurity measures and regular training on data protection protocols.
· Inadequate ICT Infrastructure
One of the most prominent challenges in the public sector is the lack of adequate ICT infrastructure. Many public offices are under-equipped with outdated computers, unreliable internet access, and limited digital tools necessary for modern secretarial tasks. According to Eze and Uzoechi (2017), public institutions in many African countries suffer from underfunding in technological infrastructure, leading to limited automation and reliance on manual processes.
Key problems include:
· Slow or no internet connectivity.
· Power outages affecting computer usage.
· Limited access to printers, scanners, and modern filing systems.
· Limited ICT Competency and Training
A major obstacle to effective ICT integration is the limited digital literacy of secretarial staff. Many secretaries in the public sector were trained in traditional administrative practices and lack hands-on skills in new technologies.
Several factors contribute to this problem:
· Irregular or outdated ICT training programs.
· Lack of exposure to new software and platforms.
· Limited encouragement for continuing professional development.
Adebayo (2020) asserts that secretaries with insufficient ICT training often underutilize the available technologies, thereby reducing their overall efficiency and effectiveness.
· Resistance to Change
Resistance to change is a human and organizational challenge that affects ICT adoption. In many public sector institutions, both management and administrative staff show reluctance in embracing digital transformation due to fear of redundancy, job insecurity, or discomfort with new systems.
This resistance manifests as:
· Preference for manual documentation.
· Delayed implementation of new software.
· Negative attitudes toward ICT-based reforms.
Owolabi and Ajayi (2019) note that cultural inertia and institutional conservatism play significant roles in delaying technological advancement in public service.
· Bureaucracy and Policy Constraints
Public sector organizations often operate within rigid bureaucratic frameworks that can hinder swift ICT adoption. The lengthy approval processes, centralized decision-making, and slow procurement systems typical of government institutions make it difficult to acquire and implement ICT tools quickly.
Challenges include:
· Delays in budget approvals for ICT purchases.
· Complex administrative procedures.
· Lack of clear ICT policies and guidelines.
These constraints slow down innovation and affect the ability of secretaries to perform tasks efficiently in a digital environment.
· Cybersecurity Concerns and Data Privacy Issues
As public institutions begin to digitize sensitive records and communication, the challenge of protecting data from cyber threats becomes critical. However, many public offices lack the resources or expertise to implement robust cybersecurity protocols.
Problems include:
· Weak passwords and poor user access control.
· Lack of antivirus and data encryption tools.
· Exposure to phishing and data breaches.
This makes ICT use risky and discourages full reliance on digital systems, particularly in handling confidential governmental or personnel records.
2.1.4 Impact of ICT on Communication and Coordination
The integration of ICT has had a profound impact on communication and coordination within organizations. In government institutions, secretaries serve as key players in ensuring smooth communication across departments and with external stakeholders. Digital tools such as email, video conferencing, and cloud storage enable seamless communication, reducing delays and improving the accuracy of information dissemination (Ellis, 2020).
According to Parker (2022), the use of digital platforms has also enhanced collaboration within secretarial teams and between departments. Cloud-based project management tools, for instance, allow secretarial staff to work collaboratively in real-time, regardless of physical location. This fosters better coordination and supports the efficient completion of tasks. However, as Ojo (2022) notes, the success of these technologies depends on the level of digital literacy among secretarial staff, highlighting the importance of adequate training in maximizing the effectiveness of these tools.
In the modern workplace, Information and Communication Technology (ICT) has fundamentally reshaped how communication and coordination occur, particularly in secretarial and administrative functions. The integration of ICT has not only enhanced the speed and efficiency of communication but has also enabled real-time collaboration, reduced organizational silos, and improved task coordination across departments. In the context of secretarial roles, ICT tools have empowered professionals to manage multiple communication channels, schedule tasks efficiently, and serve as central hubs for organizational flow.
2.1.5 The Role of Data Security and Privacy
As government agencies increasingly adopt ICT, concerns about data security and privacy have become more pronounced. Secretaries in these organizations manage sensitive information, such as personnel records, tax documents, and official communications. Without proper training in digital security protocols, the risk of unauthorized access, data breaches, and cyberattacks rises (Chaudhry &Shafique, 2021). The potential impact of such security breaches could be disastrous, leading to a loss of public trust, legal repercussions, and operational disruptions.
The need for robust cybersecurity measures is critical, especially in government institutions, where the stakes are high. As Lindström (2020) asserts, organizations must invest in both the infrastructure and the training necessary to safeguard sensitive information and ensure that their staff is equipped to handle digital security challenges.
In the digital era, the integration of Information and Communication Technology (ICT) in office environments has significantly increased the volume and sensitivity of data handled by secretaries. As custodians of critical organizational information—ranging from personnel records to confidential correspondence—secretaries play a vital role in upholding data security and privacy standards. The ability to protect digital information against unauthorized access, misuse, or loss is not just a technical issue but a core professional responsibility.
2.2 Theoretical Framework
2.2.1 Technology Acceptance Model (TAM)
Technology Acceptance Model (TAM) developed by Fred Davis in 1989 which explains how users come to accept and use new technologies (Davis, 1989). TAM posits that perceived ease of use and perceived usefulness are key factors influencing technology adoption. In the context of secretarial roles, this model can be applied to understand how secretaries perceive and adopt new digital tools. The more useful and easier a new technology is perceived to be, the more likely secretaries are to integrate it into their work processes.
TAM posits that two main factors influences an individual to use a new technology which is perceived usefulness and perceived ease of use.
This theoretical framework provides a solid foundation for understanding the dynamics of ICT adoption in secretarial roles, particularly within public organizations where the process may be more complex due to bureaucratic structures and resistance to change.
2.3 Empirical Studies on ICT in Public Sector Organizations
Several empirical studies have explored the impact of ICT adoption on secretarial roles and administrative functions in both public and private sectors. A study by Nwakundo et al. (2006) examined the role of ICT in transforming business practices in Nigeria and found that digital tools significantly improved organizational efficiency and communication. However, the study also identified challenges, particularly related to inadequate infrastructure and training, which hampered the successful implementation of ICT in many public organizations.
In another study, Ojo (2022) focused specifically on the role of ICT in enhancing secretarial communication and coordination within public institutions. The findings revealed that ICT tools such as email, video conferencing, and document management systems facilitated faster communication and more efficient task management. However, the study also noted that secretaries in many public organizations struggled with using these tools effectively due to a lack of technical training and support.
Similarly, a study by Odia and Iyamu (2021) assessed the role of digital transformation in public sector institutions and found that while ICT adoption led to improved communication and organizational productivity, the success of these initiatives was contingent upon overcoming challenges such as staff resistance and inadequate infrastructure.
These empirical studies underscore the dual nature of ICT adoption in public organizations—while the benefits are clear, the challenges faced by secretaries in effectively utilizing these tools are significant. These studies also highlight the need for targeted interventions in training, infrastructure development, and change management to fully realize the potential of ICT in public sector secretarial functions.
2.4 The Gap in Research
Although there is considerable literature on ICT adoption in both public and private sectors, there is a noticeable gap in research specifically focusing on the role of ICT in improving secretarial functions within government institutions. Most studies tend to generalize the findings across sectors, without delving into the unique challenges and benefits of ICT adoption in public-sector organizations, particularly in the context of Nigerian government agencies. This gap presents an opportunity for the current study to contribute valuable insights into how ICT can improve secretarial coordination and communication in the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service.





















CHAPTER THREE
METHODOLOGY
This chapter deals with the method and procedures for data collection that was used in carrying out the study.
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 Role of Information and Communication Technology on Improving Secretarial Coordination" 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 points rating scale of "SA-Strongly Agreed 4, A-Agreed 3. D-Disagreed 2, and SD-Strongly Disagreed 1" respectively.
3.2	Population of the study
The population for this study comprised of both Kwara State Civil Service Commission, Ilorin and Kwara State Internal Revenue Service, Ilorin. There are numbers of secretaries at the case study but the researcher make use of from 20 secretaries at Kwara State Civil Service Commission, Ilorin and 10 at Kwara State Internal Revenue Service, Ilorin.
3.3	Sample and Sampling Technique
The researcher used all the total population as sample size. The total number of population 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. Thirty (30) copies of the questionnaire were distributed to the secretaries in the both case study. The researcher went back after one week to retrieve all the questionnaire.
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
The content validity of the instrument was determined by the expert opinions from two senior lecturers from the Department of office Technology and Management, Kwara State Polytechnic, Ilorin. These experts critically examine the instrument with respect to its fitness 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:	The introduction of ICT has reduced workload and improved productivity.
	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 the introduction of ICT has reduced workload and improved productivity, 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 the introduction of ICT has reduced workload and improved productivity.
	Table 4.2:	ICT tools have made it easier to share and retrieve information promptly.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	08
	27

	Disagree
	06
	20

	Strongly Disagree
	04
	13

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.2 above revealed that, 12 (40%) of the respondents strongly agreed with the notion that ICT tools have made it easier to share and retrieve information promptly 8(27%) respondents agreed, while 6(20%) respondents disagreed and 4(13%) of the respondents strongly disagreed with the statement.
	Therefore, one can say that ICT tools have made it easier to share and retrieve information promptly.






Table 4.3:	Secretaries with strong ICT skills are better at coordinating team activities.  
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	14
	47

	Agree
	07
	23

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.3 above indicated that, 14 (47%) of the respondents strongly agreed with the notion that secretaries with strong ICT skills are better at coordinating team activities, 7(23%) respondents agreed, while 6(20%) respondents disagreed and 3(10%) of the respondents strongly disagreed with the notion.
	It is obvious to conclude that secretaries with strong ICT skills are better at coordinating team activities.






Table 4.4:	The use of ICT enhances communication efficiency between secretaries and organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	67

	Agree
	10
	33

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.4 above showed that, 20 (67%) of the respondents strongly agreed with the notion that the use of ICT enhances communication efficiency between secretaries and organization, 10(33%) respondents agreed, while none of the respondents for disagreed and strongly disagreed respectively.
	It is clear to conclude that the use of ICT enhances communication efficiency between secretaries and organization.






	Table 4.5:	ICT has improved secretaries' response time to official queries.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	13
	43

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.5 indicated that, 13 (43%) of the respondents strongly agreed, 9(30%) respondents agreed with the statement that ICT has improved secretaries' response time to official queries, while 6(20%) disagreed and 2(7%) of the respondents strongly disagreed with the notion.
	This implies that ICT has improved secretaries' response time to official queries.






	Table 4.6:	The overall organizational performance has improved with ICT adoption.
	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 4.6 revealed that, 15(50%) of the respondents strongly agreed, 10(33%) respondents agreed with the notion that the overall organizational performance has improved with ICT adoption, while 5(17%) disagreed while there was no respondents for strongly disagreed.
	It is safe to conclude that the overall organizational performance has improved with ICT adoption.







Table 4.7:	ICT has enhanced collaboration between secretaries and other departments.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	20
	66

	Agree
	05
	17

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.7 showed that, 20(66%) of the respondents strongly agreed with the notion that ICT has enhanced collaboration between secretaries and other departments, 5(17%) respondents agreed with the notion, while 5(17%) disagreed and there was no respondents for strongly disagreed with the statement.
	Therefore, it is obvious to conclude that ICT has enhanced collaboration between secretaries and other departments.






Table 4.8:	Digital record keeping has made secretarial tasks more efficient.
	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 4.8 revealed that, 15(50%) of the respondents strongly agreed with the notion that digital record keeping has made secretarial tasks more efficient, 15(50%) respondents agreed with the notion, while none of the respondents responded to disagreed and strongly disagreed respectively.
	This implies that digital record keeping has made secretarial tasks more efficient.







	Table 4.9:	ICT enables multitasking, leading to greater productivity.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	22
	73

	Agree
	08
	27

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.9  indicated that, 22(73%) of the respondents strongly agreed with the statement that ICT enables multitasking, leading to greater productivity, 8(27%) respondents agreed with the notion, while none of the respondents responded to disagreed or strongly disagreed respectively.
	It is obvious to conclude that ICT enables multitasking, leading to greater productivity.







	Table 4.10:	Social media platforms are used for informal secretarial communication.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	20
	33

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.10  showed that, 15(50%) of the respondents strongly agreed with the statement that social media platforms are used for informal secretarial communication, 20(33%) respondents agreed, while 3(10%) respondents disagreed and 2(7%) of the respondents strongly disagreed.
	Therefore, one can conclude that social media platforms are used for informal secretarial communication.






	Table 4.11:	Use of computers for task management has improved coordination.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.11  revealed that, 30(100%) of the respondents strongly agreed with the statement that use of computers for task management has improved coordination while there was no respondents for agreed, disagreed and strongly disagreed respectively.
	It is clear to conclude that use of computers for task management has improved coordination.






	Table 4.12:	Access to digital databases has streamlined workflow coordination.
	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 4.12 indicated that, 15(50%) of the respondents strongly agreed with the statement that access to digital databases has streamlined workflow coordination 10(33%) respondents agreed with the notion while 5(17%) of the respondents disagreed and there was no respondents strongly disagreed.
	Therefore, one can say that access to digital databases has streamlined workflow coordination.






	Table 4.13:	ICT has improved scheduling and appointment management.
	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 4.13 revealed that, 15(50%) of the respondents strongly agreed with the notion that ICT has improved scheduling and appointment management, 15(50%) respondents agreed with the statement while none of the respondents disagreed and strongly disagreed respectively.
	It is safe to conclude that ICT has improved scheduling and appointment management,.







	Table 4.14:	ICT adoption has reduced task duplication.
	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 4.14 showed 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 ICT adoption has reduced task duplication and 3(10%) respondents strongly disagreed.
	Therefore, one can say that ICT adoption has reduced task duplication.








	Table 4.15:	Overall coordination of tasks has improved since adopting ICT.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	14
	47

	Agree
	07
	23

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.15 revealed that, 14(47%) of the respondents strongly agreed, 7(23%) respondents agreed with the statement, while 6(20%) of the respondents disagreed with the notion that overall coordination of tasks has improved since adopting ICT and 3(10%) respondents strongly disagreed.
	This implies that overall coordination of tasks has improved since adopting ICT.





	Table 4.16:	Communication tools are most effective in improving secretarial communication within organizations
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	16
	53

	Agree
	09
	30

	Disagree
	05
	17

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.16 revealed that, 16(53%) of the respondents strongly agreed with the statement that communication tools are most effective in improving secretarial communication within organizations, 9(30%) respondents agreed with the statement, while 5(17%) of the respondents disagreed and there was no respondents for strongly disagreed.
	It is obvious to conclude that communication tools are most effective in improving secretarial communication within organizations.





	Table 4.17:	Emails are the most effective digital communication tool used.
	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 4.17 showed that, 12(40%) of the respondents strongly agreed with the notion that emails are the most effective digital communication tool used, 9(30%) respondents agreed, while 6(20%) of the respondents disagreed and 3(10%) of the respondents strongly disagreed with the statement. 
	One can conclude that emails are the most effective digital communication tool used.







	Table 4.18:	Instant messaging apps (e.g., WhatsApp) facilitate better communication among secretaries.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.18 revealed that, 30(100%) of the respondents strongly agreed with the statement that instant messaging apps (e.g., WhatsApp) facilitate better communication among secretaries while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	This implies that instant messaging apps (e.g., WhatsApp) facilitate better communication among secretaries.







	Table 4.19:	Video conferencing tools like Zoom and Teams are regularly used for meetings.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.19 indicated that, 15(50%) of the respondents strongly agreed with the notion that Video conferencing tools like Zoom and Teams are regularly used for meetings, 9(30%) respondents agreed, while 6(20%) of the respondents disagreed and there was no respondents for strongly disagreed with the notion. 
	It is safe to conclude that Video conferencing tools like Zoom and Teams are regularly used for meetings.






	Table 4.20:	Use of intranet and internal portals enhances communication.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	30
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.20 showed that, 30(100%) of the respondents strongly agreed with the notion that use of intranet and internal portals enhances communication while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	This implies that use of intranet and internal portals enhances communication.







[bookmark: _Hlk196746547]CHAPTER FIVE
SUMMARY, CONCLUSION, AND RECOMMENDATIONS
This chapter presents the summary of the study, the conclusion based on findings, and recommendations that are relevant to improving secretarial coordination and communication through ICT at the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service.
5.1	Summary
This study investigated the role of ICT in improving secretarial coordination and communication within selected public service organizations in Kwara State, Nigeria. A total of 100 respondents participated, comprising secretaries from the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service.
The first objective focused on how the adoption of ICT has impacted the coordination of secretarial tasks. The findings showed that secretaries heavily depend on computers, email systems, digital scheduling tools, and centralized databases to effectively organize their daily assignments. The adoption of these technologies has drastically reduced manual errors, enhanced record-keeping, and improved task execution speed, aligning with the observations of Adeyemi (2020) who emphasized that ICT streamlines administrative activities.
The second objective examined which digital communication tools are most effective in improving secretarial communication. It was found that emails remain the backbone of official communication, while WhatsApp and Microsoft Teams are employed for quicker interaction. Video conferencing tools have also enhanced remote meeting coordination. This corresponds to Ojo’s (2021) study, which noted that multi-modal communication platforms strengthen administrative workflows.
The third objective analyzed the perceived benefits of ICT in boosting communication and productivity. Respondents agreed that ICT has significantly improved their response time, decision-making processes, information retrieval, and collaborative work. The digital transformation has evidently translated into better organizational performance, echoing the findings of Musa (2022) that ICT enhances multitasking and secretarial effectiveness.
Thus, the study affirms that ICT is no longer optional but a necessity for efficient secretarial operations in modern government institutions.
5.2	Conclusion
Based on the findings, it can be concluded that ICT adoption has positively transformed the secretarial functions at the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service. ICT tools have enabled secretaries to better coordinate tasks, manage time effectively, improve communication, and ultimately contribute to the achievement of organizational objectives.
The use of computers, internet access, emails, instant messaging apps, and database systems has minimized administrative bottlenecks and fostered a more efficient working environment. Secretaries are now able to accomplish tasks with greater precision and within shorter periods, boosting overall departmental performance.
However, while ICT tools have yielded substantial benefits, challenges such as occasional system downtime, limited training opportunities, and resistance to technological change among some staff members were also reported. Hence, while ICT provides powerful means for improving secretarial coordination and communication, continuous investment in digital literacy and infrastructure remains essential for sustaining these gains.
5.3	Recommendations
Based on the study’s findings and conclusions, the following recommendations are made:
1. Regular Training and Capacity Building:
Government agencies like the Kwara State Civil Service Commission and the Kwara State Internal Revenue Service should organize regular ICT training workshops and seminars for secretaries. This will update their skills, introduce them to new technologies, and enhance their confidence in using digital tools effectively. As Ogunleye (2018) suggested, continuous professional development in ICT is critical for maintaining high secretarial standards.
2. Upgrade and Maintain ICT Infrastructure:
There is a need to ensure that digital equipment, internet connectivity, and software systems are regularly upgraded and maintained. This will help in minimizing system failures and ensuring seamless operations in secretarial functions.
3. Encouragement of Multi-Channel Communication:
Secretaries should be encouraged to use a blend of formal (emails, official intranet) and informal (instant messaging, video conferencing) ICT communication tools depending on the context of their tasks. Ojo (2021) emphasized the importance of flexible communication structures in enhancing collaboration.
4. Integration of ICT into Organizational Policies:
The management should formally incorporate ICT practices into their operational policies and procedures. This formalization will strengthen the institutionalization of digital practices, ensuring that ICT use becomes a core aspect of the administrative culture.



5. Provision of Backup Systems and Data Security Measures
Organizations should invest in backup systems and cybersecurity frameworks to protect data and reduce disruptions caused by potential technological failures. This will safeguard sensitive information and enhance the reliability of ICT systems in administrative activities.
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APPENDIX I
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND SOFT SKILLS 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 Soft Skills Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on “THE ROLE OF ICT ON IMPROVING SECRETARIAL COORDINATION AND DIGITAL COMMUNICATION.”
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 research ethics of anonymity and confidentiality will be strictly adhered to.


Yours faithfully, 

ABIOYE AYOMIDE SAMUEL
HND/23/OTM/FT/0090



APPENDIX II
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND SOFT SKILLS TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear Sir/ Madam
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on “THE ROLE OF ICT ON IMPROVING SECRETARIAL COORDINATION AND DIGITAL COMMUNICATION.” 
Kindly complete the questions below.
Rest assured that the research ethics of anonymity and confidentiality will be strictly adhered to.

Yours faithfully, 

ABIOYE AYOMIDE SAMUEL
HND/23/OTM/FT/0090









QUESTIONNARE

1) The introduction of ICT has reduced workload and improved productivity
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
2) ICT tools have made it easier to share and retrieve information promptly
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
3) Secretaries with strong ICT skills are better at coordinating team activities
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
4) The use of ICT enhances communication efficiency between secretaries and organization
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
5) ICT has improved secretaries' response time to official queries
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )


6) The overall organizational performance has improved with ICT adoption
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
7) ICT has enhanced collaboration between secretaries and other departments
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
8) Digital record keeping has made secretarial tasks more efficient
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
9) ICT enables multitasking, leading to greater productivity
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
10) Social media platforms are used for informal secretarial communication
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
11) Use of computers for task management has improved coordination
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )


12) Access to digital databases has streamlined workflow coordination
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
13) ICT has improved scheduling and appointment management
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
14) ICT adoption has reduced task duplication
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
15) Overall coordination of tasks has improved since adopting ICT’
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
16) Communication tools are most effective in improving secretarial communication within organizations
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
17) Emails are the most effective digital communication tool used
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
18) Instant messaging apps (e.g., WhatsApp) facilitate better communication among secretaries
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
19) Video conferencing tools like Zoom and Teams are regularly used for meetings
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
20) Use of intranet and internal portals enhances communication
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )				(d) Strongly disagree (   )
