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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study  
Every individual must be prepared in terms of having a progressive mind in moving her organization forward. Organizations setting have some kind of roles that must be performed by every individual. An organization comprises individuals or group of people that have certain role to perform so as to work together in achieving the same goal. Every individual must engage in what he or she can do by labour in which everyone must be assigned responsibilities. Therefore, the effectiveness of every individual is very important in their various positions. Everyone must perform her best in making sure her assigned duties are properly carried out according to predetermined process. Secretary is one of the groups of individuals that perform different functions for the achievement of organization objectives.
In life, man needs to acquire different skills to be able to relate with people within his environment. Every individual relates with one and other in the workplace. Soft skills are very essential to secretary profession because 21st century is knowledge based, a result of this all secretaries must possess soft skills in order to be more effective in an organization.
In this present era, soft skills are the major elements that serve as sine-qua-non for employable and success in life. Therefore, soft skills are the personal attributes that allow one to do effectively relate to others. These skills enhance our personal interaction and leads to greater job performance and satisfaction.
Soft skills are not seldom taught, but often caught, we believe that practical soft skills cannot formally taught in the same way as you can teach engineering principles or mathematics but people learn more by observation and example setting. Soft skills are somewhat are survival instincts wherein people get, influenced and adapted to their environment. The approach; to be followed in us in calculate better application of soft skills in people is to tune their antenna to catch the soft skills.
According to George (2015) soft skills is simply a term to a collection of personality traits, positive attributes, social graces, communication abilities and competencies that enhance a secretary relationship and performance on the job that lead to “total it”.
The best way for an organization to measure the soft skill of a candidate is through competency-based interviewing, a style of interviewing that requires interviewees to give specific examples of time in which they demonstrate particular behaviors, skills and attitudes. It’s important for your firm to assess the agility of candidates on how they perform and deal with situations in the workplace. Philips (2015)
Soft skills apply across the board to any industry, whether you work in the IT industry or manufacturing industry, whether you work in a family, business or multinational corporations, soft skills are that are soluble essential for success.
Since we have defined soft skills to be those needed to survive in environment and since any profession has to exist in the context of environment, it makes sense that soft skills apply across the board to human endeavors and to all industries.
Jurmen (2015) asserted that soft skills are skills over and above the technical knowledge and expertise in chosen field required for an individual to relate to and survive and succeed in his or her environment. This definition just like soft skills itself is very open-ended and subjective, but that is how it is! ‘Soft skills is an oft-used in hiring practice, but it happens the most, aligned, often misunderstood and misinterpreted term.
Jain et al. (2014), affirm that soft skills are essentially people’s skills that non-technical, intangible personality, specific skills that determine one’s strength as a leader, listener, negotiator and conflict mediator. Hard skills, on the other hand, more aligns the lines of what might appear in one’s your education, experience and level of expertise. On the other hand, hard skills to technical skills which include specific knowledge and ability for success in a job. For a secretary to be more productive or to be most present certain attributes that will serve as soft skills these include but not limited to; communicating skills, good communication skills are very essential, ability to manage conflict between one and other, a good human relation and having a good knowledge of computer application program etc. these will allow a secretary to be more effectively in an organization.
Soft skills are interpersonal and can be applied in a various situation. These skills encompass both personality traits such as optimism and ability which can be practiced such as empathy. However, soft skills are directly transferable to any job organization or industry. The skills needed by secretary to perform effectively are enormous. They must know how to interact with superiors and as well possess a good sense of humor to the customer. Furthermore, the usefulness of soft skills is not limited to secretary but also organization member of people place the focus of career development effort on hard skill and neglect the soft skills. Soft skills are usually described as skills which characterized relationship with other people and one’s individual approach life and work. These skills make a person an effective communicator, someone flexible in attitude, amiable, creative thinker and good leader. There is no doubt that a secretary is the behavioural any organization be it large or medium.
Secretary is derived from the latin word ‘secretarius’ meaning something know to one or few and kept secret or hidden from the view or knowledge of others, simply puts, a secretary is a keeper of secrets Hicks (2012). He/she is a person who works in an office, working for another person, dealing with letters and telephone calls, typing, keeping records, arranging meeting with people and performing other different types of job within the scope of her responsibilities.
A secretary as one who assists a member of the top management level by undertaking at least the preliminaries of his or her routine work and ensure the smooth running of the office.
A secretary is a person or executive who has office skill in handling correspondences and has the ability to assume responsibilities without direct supervision to provide communication support services on matters or routine and administrative issues. (Cletus 2015) various office workers perform some aspects of secretarial work, but not all office workers are secretarial. Secretaries have more responsibilities for their work. A professional secretary performs task similar to an executive or administrative assistant. Secretarial function is just central in very organization and no office can easily function without a secretary. This brings about the importance of secretaries to the successful growth and development of the organization (Adam 2015).
Longman dictionary of contemporary English defined a secretary as “someone who works in an office typing letters, keeping records, arranging meeting, “ceteras”.  
A secretary is an information agent, image maker of an organization and intelligent person. He is dependable and courageous because he makes decision within the scope of his assigned authority. He/she is important personnel because he is in charge of managing, directing, controlling, and co-ordination of all the activities in the office. A good thinker develop a good memory and he has unlimited common sense, the secretary is an information agent, he receives, gathers, discriminate and make good proper storage of information i.e., record keeping. The secretary is an image maker of the organization because he is the first contact in the office, any impression about him talks about the organization.  
Stomach (2014) also defined a secretary as: an executive assistant who possesses a mastery office skill, who demonstrates the ability to assume responsibility without direct supervision, which exercises initiative and judgment and makes decision within the scope of assigned authority.  
A secretary is somebody who is well organized, who knows the goals and objective of her organization; she is the one who makes a mediocre boss looks suitable and capable of responsibility, who takes initiatives and works with little or no supervision. Edun (2016) described a secretary as a person employed to deal with corresponding and duties that are personal or confidential in future.
In view of this profession secretary should therefore possess some soft skills of good personality and public relation techniques which must be used naturally.
1.2	Statement of the Problem  
In the world of work secretaries are vital and important employees in the organization and they must possess certain skills for them to be able to perform effectively. It is not enough these days to possess a receptive of hard skills with adequate soft skills to complement or supplement them. There is a paradigm shift of sort to suggest that the more valuable secretary is the one who can grow and learn as the business changes and deploying her soft skills.  
Secretaries without adequate soft skills might find it difficult to perform their duties effectively. The project therefore examines how soft skills required for effectiveness of secretaries.
1.3	Objectives of the Study  
The major objective of the study is to do an Essence of Soft Skills on the Effective Performance of Secretaries in an Organization. Other specific objectives are to:  
i. Identify the soft skills required for effective performance of secretaries in an organization.
ii. Examine the impact of soft skills on the performance of secretaries in an organization.  
iii. Investigate the challenges faced by secretaries in developing and applying soft skills in their work.  
iv. Discuss the benefits of soft skills to a secretary in the world of work. 
v. Examine whether it is possible for a secretary to accomplish their task without utilizing certain soft skills.
1.4	Research Questions  
This project attempts to find answers to the following research questions:  
1. What are the soft skills required for effective performance of secretaries in an organization?  
2. How do soft skills impact the performance of secretaries in an organization?  
3. What are the challenges faced by secretaries in developing and applying soft skills in their work?  
4. What are the benefits of soft skills to a secretary in the world of work?  
5. Is it possible for a secretary to accomplish their task without utilization of certain soft skills?
1.5	Significance of the Study  
Here are the individuals and groups that will benefit from the essence of soft skills on effective performance of a secretary in an organization:  
· Secretaries
Secretaries will benefit from understanding the importance of soft skills in their job performance. They will learn how to develop and apply soft skills to improve their performance, increase productivity, and advance their careers.  
· Organizations
Organizations will benefit from having secretaries with effective soft skills. This will lead to improved communication, increased productivity, and enhanced customer satisfaction, ultimately contributing to the organization’s success.  
· Human Resource Managers
Human resource managers will benefit from understanding the importance of soft skills in the selection, training, and development of secretaries. They will learn how to identify, develop, and evaluate the soft skills of secretaries.

· Administrative Professionals
Administrative professionals, such as administrative assistants, office managers, and executive assistants, will benefit from understanding the importance of soft skills in their job performance.  
· Business Owners and Entrepreneurs 
Business owners and entrepreneurs will benefit from understanding the importance of soft skills in the performance of their secretaries. They will learn how to identify, develop, and evaluate the soft skills of their secretaries.  
· Educators and Trainers
Educators and trainers will benefit from understanding the importance of soft skills in the training and development of secretaries. They will learn how to incorporate soft skills training into their curriculum.  
· Researchers 
Researchers will benefit from understanding the importance of soft skills in the performance of secretaries. They will learn how to design studies to investigate the impact of soft skills on the performance of secretaries.  
· Professional Associations
Professional associations, such as the International Association of Administrative Professionals (IAAP) and the American Society of Administrative Professionals (ASAP), will benefit from understanding the importance of soft skills in the performance of secretaries.  
· Government Agencies
Government agencies will benefit from understanding the importance of soft skills in the performance of their secretaries. They will learn how to identify, develop, and evaluate the soft skills of their secretaries.  
· Academic Institutions
Academic institutions will benefit from understanding the importance of soft skills in the training and development of secretaries. They will learn how to incorporate soft skills training into their curriculum.  
1.6	Delimitation  
This research is restricted to critically analyze the significance of the soft skills to the effectiveness of a secretary. No attempt would be made to go beyond this scope. University of Ilorin, and Guaranty Trust Bank is the study area.  
1.7	Limitations  
In every research there are always constraints which usually hinder the progress or smooth running of the project. however, due to financial ability strength and non-corporation of potential respondents the researcher work could be not be completed on time.  




CHAPTER TWO
LITERATURE REVIEW
This chapter reviews the existing literature on the essence of soft skills on the performance of secretaries in an organization. The chapter examines the concepts of soft skills, performance, and the role of secretaries in an organization.  
2.1	Concept of a Secretary  
2.2	Functions of a Secretary    
2.3	Personal Attributes of a Secretary  
2.4	Concept of Soft Skills  
2.5	Attribute of Soft Skills  
2.6	Secretary and Her Soft Skills  
2.7	Benefit of Soft Skills to a Secretary in an Organization  
2.8	Necessary Soft Skills Needed by Secretary
2.1	Concept of a Secretary  
The term secretary is derived from the Latin Word “secerenere”. to distinguish or “to set apart”, the passive particular (secretum) meaning having been set apart, with eventual connotation of something private or confidential as well English word Secret.  
A secretary is an individual overseeing business confidentially, usually for a powerful people. As the duties modern secretary often still the handling of confidential information, the literal meaning of their title still holds true.  
Secretary promotes the productivity of an organization through the way he/she answers people by using telephone the way he/she attends to visitors and customers. It is a clear fact that no organization can achieve its organizational goals and objectives without the service of a good secretary.  
Bolade (2014) described a secretary as one who can think for you, anticipate your whims and increase your output phenomenally.  
A secretary has many administrative duties to perform. Traditionally, these duties were mostly related to correspondence, such as the typing of letters, maintaining files or paper documents, etcetera. The advent of word processing has tremendously reduced the time that such duties require, with the result including managing budgets and doing book-keeping, maintaining websites and making traveling arrangements.  
According to Udoji (2015) asserted a secretary as a personal assistant or person, whose work consists of supporting management, including executives, using a variety of secretarial, communication, or organizational skills.  
These functions may be entirely carried out to assist one other employee or may be for benefit of more than one. In other situation a secretary is an officer of a society or organization who deals with correspondence, admits new members, and organizes official meetings and events.  
A secretary is a person or executive who has office skill in handling correspondences and has the ability to assume responsibilities without direct supervision to provide communication support services on matters or routine and administrative issues (Cletus 2015) various office workers perform some aspects of secretarial work, but not all office workers are secretarial. Secretaries have more responsibilities for their work. A professional secretary performs task similar to an executive or administrative assistant. Secretarial function is just central in very organization and no office can easily function without a secretary. This brings about the importance of secretaries to the successful growth and development of the organization. (Adam 2015).  
Generally, secretary coordinates the daily routines of an office and organizes the office schedules and paper work which includes analysis of prevailing situations judgment, technical knowledge and creativity (Adebayo and Akinlade 2015). The number and type of activities are assigned depend whether they are generalists (multifunctional secretaries) or specialist (such as legal or word processing secretaries). Secretaries use many different talents and work with many different people. As an office professional, the secretary has the responsibility to organize the work flow so that the employer will feel that everything is under control, with all project completed when needed (Chrissy, 2021). Modern professional secretaries are now referred to as office managers by some people because the scope of their activities, skill acquisition, knowledge, and even expectations from their bosses, customers, clients, and even the general public whether called a secretary, a manager or a personal assistant, a professional secretary is no more! The man or woman sitting behind the typewriter, taking shorthand dictations, and attending to visitors.  
The introduction and application of modern technology advancements have brought a revolution and greater effectiveness in day to day working of the office due to these procedures have become more simplified and office work has become more interesting and challenging (Asabere and Enquah 2014).  
In his remark Adam (2015), recounted that secretarial practice or rather secretarial profession has remarkably undergone series of modifications as it used to be in the past due to the availability of improved technologies of the modern office.  
In the past, a person who is employed as a secretary must possess typewriting skills, shorthand, and good communication skills with good moral conduct and character. Today, a secretarial practice has been revolutionized to the use of computers and internet which are in abundance and are available in the offices.  
Everts (2015), recounted that secretarial profession has come a long way from change in gender dominance (female) to technologies that have improved work output and increased job opportunities administrative office roles have remained an integral part of business operations, and all signs indicated that the secretarial profession in here to stay.  
According to Akinola (2015), a secretary is an important officer in any establishment, who is sometimes regarded at the life wire of an organization adding thus contribution and effectiveness of a secretary can either enhance or diminish the efficiency and effectiveness of an organization.  
Aromolaran (2014), 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, judgment, and makes decisions within the scope of her assignment, duties, or authority. She also types letters, memos, and performs any other form of data entry into the computer or typewriter and brings out a measurable copy.  
2.2	Functions of a Secretary  
In recent years, the secretarial responsibilities have undergone a vast change. As a result of this, many people are opting for a career in secretaryship. It is important for every secretary to know the major duties that a secretary has to handle.  
Earlier, the role of a secretary was limited to taking notes from their bosses, typing etcetera. However, with the advent of technology in companies and offices, these duties have extended to tasks that were meant for the managerial staff. Though the role of a secretary differs according to the company, the basic secretarial profile is generally the same in every organization. The functions a secretary is expected to perform are extensive and serve multiple purposive and fluid in application. Only an attempt will be made here to enumerate some of them.  
i. Taking Notes: A secretary will have to take notes and dictation from the boss for drafting the correspondence or executing the work. She can either record the dictation and transcribe it later or write it down.  
ii. Maintaining a Diary: A secretary has to maintain a diary to follow the time-bound schedule of her boss and enlist his appointment accordingly. At the end of each day, she has to inform the boss about the next day schedule.  
iii. Project Coordination: Many times, special project activity will be assigned to the secretary. She will have to coordinate with the staff to make the project a grand success.  
iv. Maintaining Archives: It is the duty of the secretary to maintain the archives of documents and paperwork regarding foreign delegation visits, customers, inaugurations, new product launches, activities, events etcetera.  
v. Troubleshooting: Handling difficult situations without any assistance is one of the prime duties of a secretary. A secretary might face managerial or administration problems, she has to sort them out on her own without the interference of the senior management.  
vi. Scheduling Meetings: Secretaries will have to keep records of appointments and ensure that each one is conducted smoothly and on time. Follow up for attendance, venue booking, arranging, notepads etcetera are also the duties of a secretary.  
vii. Arranging Travel and Accommodation: One of the prime duties of a secretary is to arrange for the travel and boarding requirements of the boss or staff. This needs to be done flawlessly and meticulously especially when foreign travel and hotel bookings are involved. A minute-to-minute itinerary should be prepared for the convenience of the travelers.  
viii. Communication: Many times, she will have to conduct research for the reporting authority and carry out oral and written communication with staff members as well as clients on behalf of her boss or department.  
ix. Reporting: A secretary will have to act as liaison between the department and her boss. She will have to give an accurate report of the department activity to the boss.  
x. Routine Administration Work: The secretary has to carry out general office administration duties from time to time.  
xi. Welcome and Accommodate Visitors: A secretary also undertakes the responsibility of maintaining guest relations. She might also require to book reservations or accommodation for the guests.
xii. Organizing Office Activities and Events: Organizing for secretary engagement activities and events for the department is not a secretary’s core activity, but it can definitely help in honing her leadership prowess.  
xiii. Preparing Management Information System: Secretaries may also have to help in the compilation of the management information system report, giving details of the efficiency of the department.  
2.3	Personal Attributes of a Secretary  
The personal attributes that are to be possessed by secretaries which will enable her to manage and perform very efficiently in her day-to-day management in the office.  
This made George (2017) to conclude that “Although her office skills are basic, today’s secretary must complement them with other equally important qualifications. Daily, she is called on to demonstrate her personal effectiveness in many situations and at many levels. These includes but not limited to:  
i. Discretion: Discretion is a noun that English Language with several meanings revolving around the judgment of the person exercising the characteristic the power or right to decide or act according to one’s own judgment, freedom of judgment or choice. A secretary should be able to maintain confidentiality and handle sensitive information with discretion.  
ii. Ability: Ability is being pleasantly easy to approach and to talk to, friendly, cordial, warmly polite. An affable and courteous gentleman showing warmth and friendliness, pleasant to their customer and colleagues in the office.  
iii. Honesty: Honesty refers to a facet and moral character and connotes positive and virtuous attributes such as integrity, truthfulness, and straightforwardness of conduct, along with the absence of lying, cheating, theft etcetera. Every secretary must be honest in all their dealing both in the office and personal life.  
iv. Civility: Civility is all about more than just politeness, is a necessary first step. It is about disagreeing without disrespect, seeking common ground as a starting point for dialogue about differences, listening past one’s preconception, and teaching others to do the same. Civility is the hard work of staying present even with those with whom we have deep-rooted and fierce disagreements. It is political in the sense that it is about negotiating interpersonal power such that
v. Flexibility: If its 5:00 pm and your boss needs an important report typed and faxed immediately – do it! The best job are where you have a 'give and take' arrangement. You just never know when you may want an hour off at a minute’s notice to attend an emergency.  
vi. Responsible: Prove you are responsible by setting priorities and carrying out tasks in a timely manner. Always meet deadlines when they are given. Your boss puts his/her confidence in you. Write yourself ‘to do’ list – even if its priority changes 10 times a day. Do not delegate if the job cannot be done as efficiently and accurately as you would have done it. If you do delegate, always check the project is on track time wise. Do not just forget about it because someone else is doing it.  
vii. Work unsupervised: Always keep your work up to date and be productive. Meet deadlines. Priorities, and priorities. Every day write up a list of the tasks you need to undertake to ensure none are overlooked and have them in priority order.  
2.4	Concept of Soft Skills  
Soft skills refer to the non-technical skills that are essential for effective communication, teamwork, and problem-solving. According to LinkedIn (2020), the top five soft skills required in the workplace are critical to the performance of secretaries, as they enable them to communicate effectively, work well in teams, and manage their time efficiently.  
Soft skills have more to do with who we are than what we know. As such, soft skills encompass the character traits that decide how well one interacts with others, and are usually a definite part of one’s personality. Whereas hard skills can be learned and perfected over time, soft skills are more difficult to acquire and change.  
The soft skills required of a secretary, for example would be completeness, understanding, active listening and a good office manner. In the workplace, soft skills are considered a complement to hard skills, which refer to a person’s knowledge and occupational skills. Sociology may use the term soft skills to describe a person or emotional Intelligence Quotient (as oppose to “IQ”). In today’s demanding workplace, the organization more from conductance than knowledge and experience while these “Hard Skills” can make a good impression and promote you to invite a candidate for an interview, they won’t necessarily close the deal. However, combine them with the right soft skills and you just might extend a job offer.  
Jain and Biyani (2014), affirm that soft skills are essential people’s skills that non-technical, intangible personality specific skills that determine one’s strength as a leader, listener, negotiator and conflict mediator. Hard skills on the other hand, and more along the lines of what might appear in one’s education, experience and level of expertise.  
According to George (2017) soft skills is simply a term to a collection of personality traits, positive attributes, social graces, communication abilities and competencies that enhance a secretary relationship and performance on the job that led to “total fit”.  
For a long time, the importance of soft skills has been undervalued. Most human relations companies assumed that person knew how to perform well on the job and how to fit in as well as how to be on time, take initiative, and rank as high-level top performer.  
However, because businesses have become less dictatorial and more social, the value of soft skills to an organization is growing. In addition, in order to gain a competitive edge, secretaries want people who know how to handle themselves at work and how to relate to customers and colleagues.  
The best way for an organization to measure the soft skill of a candidate is through competency-based interviewing, a style of interviewing that requires interviewees to give specific examples of time in which they demonstrate particular behaviors, skills and attitudes. It’s important for your firm to assess the agility of candidates on how they perform and deal with situations in the workplace. Philips (2015)  
Harry (2016) describes soft skills as the core of a person’s ability to perform in both personal and professional environments. Soft skills come in four main areas: interpersonal skills, communication skills, problem solving skills and teamwork skills. Sharpening these four skills will help secretary to achieve success and happiness in both work and your personal life.  
a. Interpersonal Skills  
Secretary appreciates employees who get along with people at all levels. Therefore, they seek employees who have good interpersonal skills in area including communication, problem solving and learn working.  
This enables you to work with other harmoniously and professionally. Effective interpersonal communication skills can increase your effectiveness at work, as a parent and as a partner in a relationship. In addition, it can help you to get closer to significant others, resolve problem or change what you don’t like in relationships at work and home.  
Interpersonal skills have as much to do with knowing when and how to express emotion as they do with controlling it. The ability to manage feelings and handle stress is another aspect of interpersonal skills that has been found to be important for success. Empathy is a particularly to component, and researcher have known for years that it contributes to occupational success.  
b. Communication Skills  
Learning how to become an effective communication is one of the most valuable skills you can learn. It helps you in 40-day personal, academic and professional life. Knowing that, you can effectively speak and present to others to give you the confidence to do well in many spheres of life.  
In your role as secretary, you will find that being able to understand and communicate with your peers will make your job much easier and rewarding. To be an effective oral communicator there are several areas that you should be aware of; these include eye contact, body language, style/tone. What makes a person a good communicator is not always what comes out of their mouth, but how well they pay attention to detail.  
Communication skills require a mix of verbal, interpersonal and physical strategies to interact confidently and effectively with a range of audiences. A skillful communicator draws on a number of different means (e.g., graphical, visual, statically, audio visual and technological) to get the point across.  
c. Problem Solving Skills  
Problem solving is a tool, a skill and a process. It is a tool because it can help you solve an immediate problem or achieve a goal. It is a skill because once you have learned it, you can use it repeatedly, like the ability to ride a bicycle, and number or speak a language. It is also a process because it involves taking a number of steps.  
There are many approaches to problem solving, depending on the nature of the problem and the people involved in the problem. The more traditional and rational approach is it typically involves clarifying the description of the problem, analyzing causes, identifying alternatives, assessing each alternative, choosing one, implementing it and evaluating whether the problem was solved or not.  
Before you start to tackle the current problem, it is important to clearly understand the difficult and why you are unhappy with the current situation. This may seem obvious, but it is important that you really think about and gather information about the problem, and make sure that the problem you are trying to solve is “real” problem.  
d. Teamwork  
Teamwork is the ability to work together towards a common vision. The ability to direct individual accomplishments toward organizational objectives, it is the fluid that allows common people to attain uncommon results.  
The effective use of teams to achieve an organization’s strategic objectives and increase productivity can make the difference in keeping a healthy and positive work environment. Team building improves workforce morale and provides important opportunities for leadership; it also makes efficient use of organization’s talent.
2.5	Attribute of Soft Skills  
While there is no formal definition of the soft skills, Juren (2016) asserted that soft skills are those skills over and above the technical knowledge and expertise in chosen field required for an individual to relate to and survive and succeed in his or her environment. This definition just like soft skills itself is very open-ended and subjective, but that is how it is! Soft skills is an often-used in hiring parlance, but is perhaps the most, aligned, and misunderstood and misinterpreted term. We will now characterize what we mean by them and also highlight what we strongly believe soft skills are not.  
Soft skills has as much “touchy-feely stuff”, it is not pure technical wizardry, it is not just pleasing personality, it is not just “smooth taking”, it is not just “common ever language”. It is a combination of all these things and many more attributes that are difficult to lay your hands on. This combination varies from time to time, culture to culture and situation to situation to be successful.  
Soft skills are conspicuous by their absence in an individual. Well, if it is possible to recognize the presence of soft skills in an individual, it is most certainly possible to detect the absence of soft skills in an individual. In fact, soft skills tend to be more conspicuous by their absence than by their presence. This is somewhat like the view of a cynic who knows what constitutes the right thing.  
Soft skills apply across the board to any industry, whether you work in the IT industry or manufacturing industry, whether you work in a family business or multinational corporations, soft skills are that are also essential for success.  
Since we have defined soft skills to be those needed to survive in environment and since any profession has to exist in the context of environment, it makes sense that soft skills apply across the board to human endeavors and to all industries.  
Soft skills are not seldom taught, but often caught, we believe that practical soft skills cannot formally taught in the same way as you can teach engineering principles or mathematics but people learn more by observation and example setting. Soft skills are somewhat like survival instincts wherein people get fine-tuned and adapt to their environment. The approach to be followed is to in calculate better application of soft skills in people is to tune their antenna to catch the soft skills.  
In addition to key competencies like strong analytical skills, reasoning skills and a proven ability to manage complex information that secretary are looking for desirable soft skills will include:  
i. Interpersonal Skills  
Interpersonal skills include the ability to communicate effectively with people lead, motivation, and delegate. They are important at level of organizational responsibility and should always be evident.  
A secretary is more than just a paper filler, phone answer and calendar keeper. Often times, secretaries are often called an administrative assistance because they are the back bone of the organization and right-hand person or management. Typically, a secretary does not have formal administrative training but rather than learns the skills needed while on the job along with technical skills, a secretary must possess certain interpersonal skills.
ii. Time Management  
Time is very democratic in its nature because it treats all persons absolutely impartially. Time management is the key to getting it right, but it is important to define just what that means. When life is planning its of control, we chase time in a way that always keeps it beyond reach. You cannot did any more hours to your day. So, learning to manage your time more effectively will help you plan your work more efficiently and ensure that deadlines are met. Managing time effectively is particularly critical independent in successful project. It is important for a secretary to manage both her personal and professional lives because as much as you keep them separate, they cannot help but influence one another.  
Time management is actually self-management. The skills that we need to manage others are the same skills that are required to manage ourselves. These are the ability to plan, organize, direct and control.  
'Planning your time allows you to do right thing you want to do as well as the things you have to do.  
iii. Stress Management  
Stress management is an acquired skill you can learn to make your life a lot less nerve-wracking and more enjoyable. Norfolk (2014) stated that stress is the wear and tear your body experiences as you adjust to your changing environment. Stress is the emotional, physiological and psychological effects caused by an internal or external mental pressure.  
Both personal and professional relationships required a significant number of efforts to maintain poor communication and inability to work with others lead to conflicts that can escalate into increased frustration and open hostility, thus leading psychological problems, social difficulties, organizational conflicts etcetera.  
The ability to cope with stress varies from individual to individual. But the fact is that work and stress go hand to hand. The success of every worker depends on the ability to manage stress efficiently. As an old Chinese proverb says “you cannot prevent the bird of sorrow from flying over your head, but you can prevent them from building nests in your hair”.  
The fulcrum of soft skills is the ability to stay connected with others, to interact meaningfully, to be organized, to remain focused; therefore, every secretary must understand human nature and recognize the individuality in every man.  
iv. Critical Thinking  
Critical thinking involves the use of a sound of facts, experiences and application of thinking processes. The process is for arriving at sound decision and beliefs, and following the right course of action.  
Critical thinking is one of the skills that most sought-after qualities that employer seek in job candidates. Employers list this skill as a job qualification in a broad range of job postings including both professional and non-professional positions.  
Regardless of the job for which you are applying, critical thinking skills will be in demand asset. Organization should endeavor to kit their secretaries with the necessary training in soft skills. These can propel the firm to be more effective, and still are important in making a firm reach its ultimate.  
2.6	Secretary and Her Soft Skills  
George (2017) assessed that soft skills are all those personal attributes that sit outside of professional qualifications and work experience. They refer to how one interacts, lead and communicate with others and they are essential for any successful career. There are four keys areas which the secretary must improve on to enhance their soft skills and they are:  
i. Key Influencer: Succeeding is expected to be influenced in their field. The ability to negotiate with people at all levels of the business, forge productive relationships and effectively present ideas and opinions are all important attributes. Confident influences and decision makers are always in demand. A secretary’s personal characteristics, such as personality, attitude, and values can also influence their soft skills. These influences can either positively or negatively impact a secretary’s soft skills, understanding their influence can help secretaries, organizations, and educators develop effective strategies for improving these essential skills.  
ii. Good Communication: Strong communication skills are essential in this field as the secretary may often need to convey technical information to a non-technical. Technical knowledge is of course paramount, but the ability to communicate it accurately and concisely is equally important. The flexibility to communicate with a range of different audience is also a key skill. By possessing these good communication soft skills, a secretary can effectively communicate with colleagues, clients, and stakeholders, and provide excellent support to their organization.  
iii. Strong Leadership: This involves ability to communicate clearly and effectively with colleagues, clients, and stakeholders and to lead when giving the opportunity. This may involve managing teams, individuals, projects or entire organizations. By possessing these strong leadership soft skills, a secretary can effectively lead and support their team, build strong relationships with colleagues and clients, and drive business success.  
iv. Later Thinking: Whatever the secretary particular job, lateral thinking and problem-solving skills will always be beneficial. Organizations will always appreciate someone who can keep a cool head in a crisis and find innovative, creative solutions to business issues. Secretary must possess ability to gather relevant information to inform decisions and generate new and innovative ideas. By possessing these lateral thinking soft skills, a secretary can effectively analyze problems, develop innovative solutions, and make informed decisions to drive business success.  
2.7	Benefit of Soft Skills to a Secretary in an Organization  
Anders (2015) asserted that the benefits of soft skills to secretary are as numerous and some of them are:
1. Personal Benefits
i. Career Advancement: Developing soft skills can help a secretary advance in their career and take on more responsibilities. Soft skills like leadership, communication, and problem-solving can help individuals advance in their careers.
ii. Increased Confidence: Soft skills can help a secretary feel more confident in their abilities and more comfortable in their role.
iii. Better Work-Life Balance: Soft skills like time management and organization can help a secretary achieve a better balance between their work and personal life.
2.   Professional Benefits  
i. Improved Communication: Soft skills like communication and interpersonal skills can help a secretary communicate more effectively with colleagues, clients, and stakeholders.
ii. Enhanced Productivity: Soft skills like time management, organization, and prioritization can help a secretary manage their workload more efficiently and effectively.
iii. Better Relationships: Soft skills like empathy, active listening, and conflict resolution can help a secretary build stronger relationships with colleagues, clients, and stakeholders.
3.  Organizational Benefits  
i. Increased Efficiency: A secretary with strong soft skills can help increase the efficiency of the organization by streamlining processes and improving communication. Soft skills like adaptability, flexibility, and continuous learning can help individuals adapt to changing situations and improve processes.
ii. Improved Customer Service: A secretary with strong soft skills can provide excellent customer service, which can help improve the organization’s reputation and build customer loyalty. Soft skills like communication, empathy, and problem-solving can help individuals provide excellent customer service.
iii. Better Teamwork: A secretary with strong soft skills can help facilitate teamwork and collaboration among colleagues, which can lead to better outcomes and increased productivity. Soft skills like critical thinking, analysis, and problem-solving can help individuals make informed decisions.
4.   Financial Benefits
i. Increased Earning Potential: A secretary with strong soft skills can increase their earning potential by advancing in their career or taking on more responsibilities.
ii. Cost Savings: A secretary with strong soft skills can help reduce costs by streamlining processes, improving communication, and reducing errors.
iii. Improved ROI: A secretary with strong soft skills can help improve the organization’s return on investment (ROI) by increasing efficiency, productivity, and customer satisfaction.
5.   Business Benefits
i. Competitive Advantage: Developing strong soft skills can give an organization a competitive advantage in the market.
ii. Increased Revenue: Soft skills like sales, marketing, and customer service can help organizations increase revenue.
iii. Improved Reputation: Soft skills like communication, empathy, and problem-solving can help organizations build a positive reputation, which can lead to increased business and growth.
By developing strong soft skills, a secretary can experience personal, professional, and financial benefits, while also contributing to the success and growth of the organization.

2.8	Necessary Soft Skills Needed by Secretary
a. Communication Skills 
A secretary must have excellent verbal and written communication skills to effectively relay information, coordinate with colleagues, clients, and management, and handle inquiries professionally.
b. Organizational Skills
Strong organizational skills are essential to manage schedules, appointments, files, and office supplies efficiently, ensuring smooth office operations.
c. Time Management
Effective time management allows a secretary to prioritize tasks, meet deadlines, and handle multiple responsibilities without stress.
d. Interpersonal Skills  
Being personable, respectful, and empathetic helps in building positive relationships with colleagues, clients, and visitors.
e. Problem-Solving Skills
A secretary should be able to quickly identify issues and find practical solutions to resolve them efficiently.
f. Adaptability  
Flexibility to adjust to changing priorities and new technologies is crucial in a dynamic office environment.

g. Discretion and Confidentiality
Handling sensitive information with integrity and privacy is vital for maintaining trust and professionalism.
h. Technology Skills
Proficiency in office software (like MS Office suite), communication tools, and possibly basic troubleshooting enhances productivity.
i.	Interpersonal Skills
Having good interpersonal skills means that one has not only the ability to communicate with others, but is willing to listen to people without judging them, share ideas and pitch in when co-workers need help.












CHAPTER THREE
METHODOLOGY
This chapter deals with the procedures and methods used for obtaining the data required for analysis and completion of this research work.
3.1	Instrument Used  
3.2	Population of the Study
3.3	Sample and Sampling Technique
3.4	Distribution and Collection of Data
3.5	Reliability  
3.6	Validity  
3.7	Method of Data Analysis
3.1	Instrument Used  
The researcher designed a questionnaire to be used for the collection of data from the case study. A questionnaire was used because it permits a much larger sampling giving room for arrangement of the relevant points. It reduces the risk of bias as can exist in structured interviews. The questionnaire method allowed the researcher present the questions orderly for the respondent’s consideration. The items in the questionnaire are placed on four points rating scale of “SA-Strongly Agree 4, A-Agree 3, D-Disagree 2, SD-Strongly Disagree 1” respectively.


3.2	Population of the Study
The population for this research work which sample will be selected from the staff of Guaranty Trust Bank, Ilorin and University of Ilorin. A total number of 30 staff was given copies of the questionnaire.
3.3	Sample and Sampling Technique
To obtain appropriate data needed for this study, the researcher made sure that the population consisted of people who possess the required information needed to complete the work and those who would be willing to respond objectively. As a result, the population chosen comprises staff of Guaranty Trust Bank, Ilorin and University of Ilorin. The number of staff sampled was 30.
3.4	Distribution and Collection of Data
Thirty copies of the questionnaire were produced and distributed, 5 copies were distributed at Guaranty Trust Bank, Ilorin and 25 copies were distributed at University of Ilorin. Ilorin making a total number of 30.
3.5	Reliability  
The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable, as the question method will reveal information from the case study.


3.6	Validity  
In order to be sure that the instrument measures what it is supposed to, it was given to two lectures in Office Technology and Management Department. These lecturers critically examined the items of the instrument with respect to their fitness for the purpose of this study and accepted its use for the study.
3.7	Method of Data Analysis
The data collected through the questionnaire were analyzed manually, using tables and percentage. The analyses are presented in the next chapter.













CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction  
The data collected through questionnaire by the researcher are presented and analyzed in this chapter. A total of 30 questionnaires were distributed and thirty were returned. The figures were converted to 100%. Analysis of data to answer the research questions were conducted and presented in tables as follows.  
4.2	Results 
	Table 4.1:	A secretary can be said to be a personal assistant who assists top management in office activities.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	15
	50

	Agree
	10
	33

	Disagree
	03
	10

	Strongly Disagree
	02
	7

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.1 above showed that, 15 (50%) of the respondents strongly agreed with the statement that a secretary can be said to be a personal assistant who assists top management in office activities, 10(33%) respondents agreed with the statement, while 3(10%) respondents disagreed and 2(7%) of the respondents strongly disagreed with the statement. This implied that a secretary can be said to be a personal assistant who assists top management in office activities.
	Table 4.2:	Secretaries are indispensable employees in every organization because of the vital roles they play.
	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 secretaries are indispensable employees in every organization because of the vital roles they play, 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 secretaries are indispensable employees in every organization because of the vital roles they play.





Table 4.3:	Secretaries is a person employed to keep records, take correspondence and other writing skills.  
	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 is a person employed to keep records, take correspondence and other writing skills, 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 is a person employed to keep records, take correspondence and other writing skills




Table 4.4:	Assisting top management is the primary function of a secretary in every 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 assisting top management is the primary function of a secretary in every organization, 10(33%) respondents agreed, while none of the respondents for disagreed and strongly disagreed respectively.
	It is clear to conclude that assisting top management is the primary function of a secretary in every organization.





	Table 4.5:	The duties of secretaries is to ensure that the administrative is smoothly done for the attainment of the organization goals.
	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 the duties of secretaries is to ensure that the administrative is smoothly done for the attainment of the organization goals, while 6(20%) disagreed and 2(7%) of the respondents strongly disagreed with the notion.
	This implies that the duties of secretaries is to ensure that the administrative is smoothly done for the attainment of the organization goals.



	Table 4.6:	Secretaries make business arrangement for travels and seminar.
	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 secretaries make business arrangement for travels and seminar, while 5(17%) disagreed while there was no respondents for strongly disagreed.
	It is safe to conclude that secretaries make business arrangement for travels and seminar.





	Table 4.7:	Soft skills refer to their personal traits, perception and optimum that mark people to varying degree.
	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 soft skills refer to their personal traits, perception and optimum that mark people to varying degree 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 soft skills refer to their personal traits, perception and optimum that mark people to varying degree.





	Table 4.8:	The soft skills of a secretary involve her ability to communicate effectively with all manner of people in the organization.
	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 the soft skills of a secretary involve her ability to communicate effectively with all manner of people in the organization, 15(50%) respondents agreed with the notion, while none of the respondents responded to disagreed and strongly disagreed respectively.
	This implies that the soft skills of a secretary involve her ability to communicate effectively with all manner of people in the organization.



	Table 4.9:	Being available when call upon to take leadership role is also a soft skill.
	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 being available when call upon to take leadership role is also a soft skill, 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 being available when call upon to take leadership role is also a soft skill.





	Table 4.10:	Interpersonal skills enable secretaries to work with other harmoniously and professionally.
	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 interpersonal skills enable secretaries to work with other harmoniously and professionally, 20(33%) respondents agreed, while 3(10%) respondents disagreed and 2(7%) of the respondents strongly disagreed.
	Therefore, one can conclude that interpersonal skills enable secretaries to work with other harmoniously and professionally.





	Table 4.11:	Honestly and confidentially are basic attributes of secretary soft skills.
	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 honestly and confidentially are basic attributes of secretary soft skills while there was no respondents for agreed, disagreed and strongly disagreed respectively.
	It is clear to conclude that honestly and confidentially are basic attributes of secretary soft skills.





	Table 4.12:	Ability to think critically and management stress is an attribute of good soft skills.
	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 ability to think critically and management stress is an attribute of good soft skills, 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 ability to think critically and management stress is an attribute of good soft skills.





	Table 4.13:	Working solo and as a team player in any situation is an attribute of soft skills.
	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 written working solo and as a team player in any situation is an attribute of soft skills, 15(50%) respondents agreed with the statement while none of the respondents disagreed and strongly disagreed respectively.
	It is safe to conclude that working solo and as a team player in any situation is an attribute of soft skills.




	Table 4.14:	Soft skills play an important role in the development and efficiency of secretaries in any organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.14 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 soft skills play an important role in the development and efficiency of secretaries in any organization and 3(10%) respondents strongly disagreed.
	Therefore, one can say that soft skills play an important role in the development and efficiency of secretaries in any organization.



	Table 4.15:	Secretaries with good soft skills will be able to project the image of their organizations in various capacities.
	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 secretaries with good soft skills will be able to project the image of their organizations in various capacities and 3(10%) respondents strongly disagreed.
	This implies that secretaries with good soft skills will be able to project the image of their organizations in various capacities.




	Table 4.16:	A secretary with soft skills is easily recognized and appreciated by peers and superiors
	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 a secretary with soft skills is easily recognized and appreciated by peers and superiors, 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 a secretary with soft skills is easily recognized and appreciated by peers and superiors.





	Table 4.17:	Soft skills of a secretary make her a good ambassador and representative of the organization.
	Options
	Number of Respondents
	Percentages %

	Strongly Agree
	12
	40

	Agree
	09
	30

	Disagree
	06
	20

	Strongly Disagree
	03
	10

	Total
	30
	100


Sources: Researcher’s fieldwork, 2025
	Table 4.17 showed that, 12(40%) of the respondents strongly agreed with the notion that soft skills of a secretary make her a good ambassador and representative of the organization, 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 soft skills of a secretary make her a good ambassador and representative of the organization.





Table 4.18:	Lack of soft skills by secretaries reduce their confidence and competence.
	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 lack of soft skills by secretaries reduce their confidence and competence while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	This implies that lack of soft skills by secretaries reduce their confidence and competence.





	Table 4.19:	A major consequence of not having soft skills is the inability to get along well with others.
	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 a major consequence of not having soft skills is the inability to get along well with others, 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 a major consequence of not having soft skills is the inability to get along well with others.





	Table 4.20:	When secretaries have no soft skills, they tend not to manage themselves effectively.
	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 when secretaries have no soft skills, they tend not to manage themselves effectively while none of the respondents responded to agreed, disagreed and strongly disagreed respectively. 
	This implies that when secretaries have no soft skills, they tend not to manage themselves effectively.





CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
This chapter consists of the summary of the work that has been done so far, it also includes the conclusion and recommendations of the study.
5.1	Summary
This chapter reviewed the existing literature on the essence of soft skills on the performance of secretaries in an organization. The chapter examined the concepts of soft skills, performance, and the role of secretaries in an organization. 
The role of secretaries in an organization can be stressed and it is important that all secretaries in the organization possess basic soft skills which are essential for them to carry out their duties in the organization. Soft skills are one of the skills and it is only those secretaries who possess these skills that will be able to efficiently discharge their routines duties in the course of their daily interaction with people.
The researcher reviewed various literatures in the course of the study to buttress every point made by him.
5.2	Conclusion  
The study concludes that soft skills are essential for secretaries to perform their jobs effectively. The study’s findings support the importance of soft skills in the workplace. Therefore, organizations should prioritize the development of soft skills in their secretaries.  
A secretary has many administrative duties. The advent of technology has significantly increased the skills required by secretaries to be effective. Secretarial duties and functions include managing budgets and doing bookkeeping, maintaining websites, and making travel arrangements. Secretaries might manage all the administrative details of running a high-level conference or arrange the catering for a typical lunch meeting.  
Also, there is need for all secretaries in all organizations to acquire knowledge to improve their services and be part of the strategy for organizational efficiency. More importantly, secretaries are the backbone of any organization, and there is need for them to undergo training on improving these essential skills and ultimately, their service delivery.
5.3	Recommendations  
Based on the study’s findings, the following recommendations are made:  
1. Organizations should provide training and development opportunities for their secretaries to develop soft skills.
2. Organizations should establish feedback mechanisms to help secretaries develop and improve their soft skills.  
3. Technical skills of secretaries should be developed so that they can cope with the increased use of technologically advanced tools in the organization.  
4. The need for confidentiality in the handling of information by secretaries is never in doubt. Organization should continuously sensitize their secretaries to display the penchant for loyalty by keeping secrets always.  
5. Secretaries should realize that their hard skills can only be oiled by their soft skills which enhance their efficient performance.
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Rest assured that the researcher ethics of anonymity and confidentially will be strictly adhered to.
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APPENDIX II
KWARA STATE POLYTECHNIC, ILORIN
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Dear Sir/Madam
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on “ESSENCE OF SOFT SKILLS ON EFFECTIVE PERFORMANCE OF SECRETARIES IN AN ORGANIZATION”.
Kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.


Yours faithfully

OLOYEDE RIDWAN DAMILOLA
HND/23/OTM/FT/0011





QUESTIONNAIRE
1. A secretary can be said to be a personal assistant who assists top management in office activities.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
2. Secretaries are indispensable employees in every organization because of the vital roles they play.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
3. Secretaries is a person employed to keep records, take correspondence and other writing skills.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
4. Assisting top management is the primary function of a secretary in every organization.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
5. The duties of secretaries is to ensure that the administrative is smoothly done for the attainment of the organization goals.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
6. Secretaries make business arrangement for travels and seminar.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
7. Soft skills refer to their personal traits, perception and optimum that mark people to varying degree.
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
8. The soft skills of a secretary involve her ability to communicate effectively with all manner of people in the organization.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
9. Being available when call upon to take leadership role is also a soft skill.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
10. Interpersonal skills enable secretaries to work with other harmoniously and professionally.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
11. Honestly and confidentially are basic attributes of secretary soft skills.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
12. Ability to think critically and management stress is an attribute of good soft skills.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
13. Working solo and as a team player in any situation is an attribute of soft skills.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
14. Soft skills play an important role in the development and efficiency of secretaries in any organization.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
15. Secretaries with good soft skills will be able to project the image of their organizations in various capacities.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
16. A secretary with soft skills is easily recognized and appreciated by peers and superiors.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )


17. Soft skills of a secretary make her a good ambassador and representative of the organization.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
18. Lack of soft skills by secretaries reduce their confidence and competence
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
19. A major consequence of not having soft skills is the inability to get along well with others.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
20. When secretaries have no soft skills, they tend not to manage themselves effectively.  
(a) Strongly agree (   )			(b) Agree (   )	
(c) Disagree (   )			(d) Strongly disagree (   )
