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ABSTRACT
The role of soft skills on enhancing the service delivery of a secretary is increasingly recognized in today’s fast-paced professional environments. A secretary not only manages administrative tasks but also plays a pivotal role in facilitating smooth organizational operations. This research examines how key soft skills—such as communication, emotional intelligence, time management, problem-solving, and adaptability—contribute to improving the efficiency and effectiveness of service delivery by secretaries. Effective communication fosters clearer interactions with clients, colleagues, and superiors, while emotional intelligence allows secretaries to better handle interpersonal dynamics and conflicts. Time management skills ensure tasks are prioritized, leading to timely completion of duties, and problem-solving capabilities enable secretaries to navigate challenges swiftly. Furthermore, adaptability is crucial in an ever-changing work environment, ensuring secretaries can manage multiple tasks and roles seamlessly. By analyzing these skills in a professional context, the study underscores their importance in boosting productivity, enhancing service quality, and fostering positive work relationships. The findings highlight the need for comprehensive training programs that focus on developing these soft skills, thereby empowering secretaries to improve overall service delivery and organizational success.
Keywords: Soft Skills, Service Delivery, Secretary, Communication, Time Management.
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CHAPTER ONE 
INTRODUCTION
1.1 Background of the Study
In today’s competitive and dynamic business environment, the role of secretaries has evolved significantly. Secretaries no longer just manage schedules and administrative tasks, but they have become integral to the smooth functioning of organizations. As gatekeepers, communication facilitators, and problem solvers, secretaries must possess a diverse range of skills to ensure effective service delivery and efficient organizational operations (Albrecht & Furnham, 2019). Among these, soft skills such as communication, emotional intelligence, time management, adaptability, and problem-solving are increasingly recognized as vital for success in the secretary’s role.
Soft skills are personal attributes that enable individuals to interact harmoniously and effectively with others (Goleman, 1998). In the case of secretaries, soft skills play a pivotal role in fostering positive relationships, managing tasks, and navigating the pressures of a multifaceted work environment. Effective communication is crucial for secretaries as they often serve as intermediaries between executives, clients, and colleagues. Similarly, emotional intelligence allows them to handle difficult situations, display empathy, and make sound judgments (Boyatzis, Goleman, & Rhee, 2000). Time management ensures that secretaries can meet deadlines and prioritize tasks, while problem-solving skills enable them to address challenges and ensure continuity in service delivery (Clarke, 2010).
In addition to traditional duties such as managing schedules, organizing meetings, and handling correspondence, secretaries are now expected to possess a wide range of competencies to meet the growing demands of their roles (Rehman & Zia, 2021). A key component that contributes to the effectiveness and efficiency of a secretary’s service delivery is the possession and application of soft skills. Soft skills refer to a set of interpersonal and emotional intelligence abilities that allow individuals to navigate complex work environments, collaborate with others, and solve problems effectively (Goleman, 1998).
For secretaries, the importance of soft skills cannot be overstated. Communication, for instance, is a foundational skill that enables secretaries to coordinate between managers, clients, and other stakeholders. Effective verbal and written communication skills ensure that information is conveyed clearly and professionally (Kaufer & Carley, 2019). In addition, the ability to adapt to varying workplace demands and maintain a positive attitude under stress is vital in maintaining service quality, particularly when handling urgent or unexpected tasks (Clarke, 2010).
Emotional intelligence (EI) is another critical soft skill for secretaries. High EI allows secretaries to understand and manage their emotions, as well as empathize with others in the workplace, which in turn enhances their ability to resolve conflicts, reduce stress, and build stronger working relationships (Boyatzis, Goleman, & Rhee, 2000). Furthermore, time management and problem-solving are essential skills that ensure secretaries can handle multiple tasks efficiently without compromising the quality-of-service delivery (Varela, 2020).
Research has shown that soft skills are not only essential for enhancing individual performance but are also a driving force in improving organizational outcomes. Secretaries with strong soft skills contribute to higher productivity, better decision-making, and the overall efficiency of organizational processes (Rehman & Zia, 2021). However, despite the recognition of soft skills as key factors in service delivery, there remains limited research focusing on how these skills specifically influence the performance of secretaries in a professional setting.
However, as businesses have become more complex and interconnected, the role of secretaries has expanded to include responsibilities that require enhanced interpersonal, managerial, and decision-making abilities (Cohen & Stotland, 2014). Secretaries today are often the first point of contact for clients and visitors, and their ability to manage relationships, resolve conflicts, and maintain organizational efficiency has become crucial in ensuring effective service delivery.
One of the most essential aspects of a secretary’s role is communication, which plays a central part in their interaction with clients, colleagues, and superiors. Effective communication, both verbal and written, is critical in ensuring that information is conveyed accurately and that interactions are professional and courteous (Baughman, 2019). Furthermore, emotional intelligence (EI) has emerged as a key soft skill that enhances a secretary’s ability to manage their emotions and understand the emotions of others. High EI allows secretaries to navigate interpersonal conflicts, reduce workplace stress, and maintain harmonious working relationships (Goleman, 1998). This emotional awareness also improves decision-making and problem-solving abilities, which are vital when dealing with complex tasks or difficult situations.
In addition to communication and emotional intelligence, time management is another critical skill that secretaries must master. In fast-paced work environments, secretaries are often tasked with handling multiple responsibilities simultaneously. Strong time management skills enable them to prioritize tasks, meet deadlines, and ensure that important duties are completed efficiently and on time (Clarke, 2010). Moreover, adaptability is becoming increasingly important as workplaces continue to evolve and adapt to technological advancements. Secretaries who are adaptable can better cope with changes in work demands and new technologies, which further enhances their service delivery (Barker, 2020).
Soft skills also play a significant role in enhancing the overall productivity of an organization. Studies have shown that employees with strong soft skills, such as problem-solving, critical thinking, and emotional regulation, contribute to higher levels of employee satisfaction, greater teamwork, and more effective leadership (Wolfe, 2019). In particular, for secretaries, the application of soft skills improves not only their own performance but also the service experience of clients and the smooth functioning of the organization as a whole. Despite the importance of these skills, there remains a limited amount of research that specifically addresses how soft skills impact the service delivery of secretaries.
This study aims to fill this gap by exploring the roles of key soft skills—such as communication, emotional intelligence, time management, and adaptability—in enhancing the service delivery of secretaries. The research will investigate how these skills influence the quality of work, the efficiency of service, and the overall effectiveness of secretaries in fulfilling their roles.
1.2 Statement of the Problem
In the contemporary workplace, secretaries are no longer confined to traditional administrative duties such as answering phones, scheduling meetings, and managing correspondence. They have evolved into multifaceted professionals responsible for fostering communication between executives, handling sensitive client interactions, and ensuring the smooth operation of various organizational processes. As organizations face increasingly complex demands, the need for secretaries to possess and effectively utilize soft skills has become paramount to enhancing their service delivery and overall organizational success (Goleman, 1998).
Despite the growing recognition of the importance of soft skills in administrative roles, there is limited research that specifically focuses on how these skills affect the performance of secretaries in enhancing service delivery. While numerous studies have examined the impact of soft skills on employee performance in general (Cohen & Stotland, 2014; Rehman & Zia, 2021), few have explored the distinct contributions of soft skills to the service delivery roles of secretaries. The ability of a secretary to effectively communicate, manage their time, demonstrate emotional intelligence, and adapt to changes in the workplace directly influences the quality of service provided to clients, colleagues, and managers (Wolfe, 2019).
Moreover, the fast-paced, high-pressure nature of today’s work environments, coupled with the constant advancement of technology, has further complicated the tasks performed by secretaries. As a result, secretaries must continuously develop and refine their soft skills to remain effective in their roles. However, there is a lack of comprehensive studies that examine the specific ways in which soft skills—such as problem-solving, interpersonal communication, and adaptability—impact a secretary’s ability to deliver superior service (Clarke, 2010).
Today, secretaries are expected to possess a diverse set of skills that go beyond traditional technical competencies. Among these, soft skills such as communication, emotional intelligence, time management, problem-solving, and adaptability have become increasingly critical in enhancing their service delivery (Goleman, 1998; Rehman & Zia, 2021). Soft skills are essential because they directly influence how secretaries interact with colleagues, clients, and executives, which in turn impacts organizational efficiency and client satisfaction (Boyatzis, Goleman, & Rhee, 2000).
While secretaries are recognized for their capacity to manage multiple tasks simultaneously and efficiently, little research has been dedicated to understanding the role soft skills play in enhancing their service delivery. Research has consistently highlighted the importance of soft skills in various organizational roles, but specific studies focusing on how these skills influence secretarial performance are lacking (Cohen & Stotland, 2014). For instance, effective communication and emotional intelligence allow secretaries to maintain positive relationships, resolve conflicts, and handle complex situations, all of which are essential to providing high-quality service in the workplace. Yet, despite their recognized importance, there is a gap in understanding how these soft skills directly affect the quality of service provided by secretaries.
Additionally, the increasing pressure and demands placed on secretaries due to rapid technological advancements, organizational restructuring, and global competition further exacerbate the need for efficient service delivery. Secretaries are expected to stay on top of ever-changing work environments, manage diverse roles, and meet tight deadlines, which requires them to continuously adapt and develop their soft skills (Clarke, 2010). The lack of formalized training programs focused on the development of these skills poses a significant challenge to maximizing the effectiveness of secretaries in their roles.
In light of these challenges, there is a pressing need for a study that explores the relationship between soft skills and service delivery in secretarial roles. Understanding how skills such as communication, emotional intelligence, time management, and adaptability enhance service delivery will help organizations identify key areas for improvement, tailor training programs to address specific gaps, and ultimately increase overall productivity and efficiency. Furthermore, this research will shed light on the practical implications of soft skills in secretarial roles, providing a framework for organizations to equip secretaries with the necessary tools to thrive in a rapidly evolving work environment.
1.3 Objectives of the Study
The primary objective of this study is to explore the roles of soft skills on enhancing the service delivery of secretaries in modern organizational settings. The study will investigate how the development and application of key soft skills influence the efficiency, effectiveness, and quality of service provided by secretaries. The following specific objectives would guide the focus of this research:
1. To identify key soft skills required for effective service delivery by secretaries

2. To analyze the impact of soft skills on service delivery performance

3. To explore the relationship between soft skills and organizational efficiency

4. To investigate the challenges faced by secretaries in developing and applying soft skills

5.  To determine how soft skills improve secretarial performance and service delivery of secretaries.
1.4 Research Questions
The primary aim of this study is to explore the roles of soft skills on enhancing the service delivery of secretaries. To guide the investigation and facilitate the exploration of key aspects of the topic, the following research questions have been formulated:
1. What are the key soft skills required by secretaries to enhance service delivery in modern organizations?
2.  what is the extent of soft skills influence on the performance and effectiveness of secretaries in delivering high-quality service?
3. What is the relationship between soft skills and overall organizational efficiency in the context of secretarial work?
4. What challenges do secretaries face in developing and applying soft skills in their roles?
5. To what extent does soft skills improve secretarial performance and service delivery of secretaries.
1.5 Significance of the Study
The significance of this study lies in its potential to contribute valuable insights into the crucial role that soft skills play on enhancing the service delivery of secretaries in contemporary organizational environments.  The significance of this study provides a comprehensive understanding of the role of soft skills on enhancing the service delivery of secretaries, offering insights that will benefit secretaries, organizations, and the broader field of administrative support.
Secretaries: secretaries will benefit from this study because it will provide empirical evidence on how soft skills such as communication, emotional intelligence, time management, adaptability, and problem-solving contribute to a secretary’s performance and their ability to deliver high-quality service. Understanding these contributions is essential for both individuals in secretarial roles seeking to optimize their administrative functions. The findings will help organizations recognize the need for soft skills development as a key factor in improving productivity, employee satisfaction, and organizational outcomes (Boyatzis, Goleman, & Rhee, 2000). Moreover, this study is significant because it will fill a gap in the existing literature by specifically examining the influence of soft skills on the service delivery of secretaries, an area that has been under-researched compared to other roles in the workplace. Many studies have explored the importance of soft skills in general business contexts (Clarke, 2010; Rehman & Zia, 2021), but few have focused on secretaries, who often serve as the face of the organization. By exploring how secretaries’ soft skills impact their work performance, 
Organization: organizations will benefit from this study because it will provide a deeper understanding of how these skills translate into effective service delivery, ultimately contributing to the achievement of organizational goals. The research will also have practical implications for organizational training and development programs. It will highlight the soft skills that are critical for secretaries, enabling organizations to design targeted training programs to enhance these skills. This will not only improve individual performance but also contribute to a more efficient and harmonious workplace, where communication flows seamlessly, tasks are completed on time, and relationships are managed effectively (Wolfe, 2019). This will guide both organizations and secretaries in implementing strategies to enhance soft skill development, ultimately improving service delivery and professional growth.
1.6 Delimitation of the Study
This study focused specifically on the roles of soft skills on enhancing the service delivery of secretaries, and as such, there are several delimitations that define its scope. First, the research is delimited to secretaries working in corporate, government and business environments, excluding those in non-profit sectors. The study’s findings may not be directly applicable to other contexts due to variations in the roles and responsibilities of secretaries across different industries.
Secondly, the study examines a selected number of soft skills—namely communication, emotional intelligence, time management, adaptability, and problem-solving—due to their recognized importance in administrative work. However, other potential soft skills, such as creativity or negotiation, are not included in the scope of this research. This delimitation ensures that the study remains focused on the most critical skills that directly impact service delivery in the secretarial role.
Furthermore, the research focused on the perceptions and experiences of secretaries, within the organization. It does not address the perspectives of clients or external stakeholders, which may limit the broader understanding of how secretaries' soft skills affect external interactions and customer satisfaction. The study also adopted case study approach to select two organizations as a case study for the purpose of data collection.
Lastly, the study will be geographically delimited to organizations in Ilorin areas, meaning that its findings may not represent the experiences of secretaries in rural or less developed regions, where the demands and resources for skill development may differ. These delimitations are designed to ensure a manageable scope for the research while providing valuable insights into the specific roles of soft skills on enhancing the service delivery of secretaries.
1.7 Limitation of the Study
This study, focused on the roles of soft skills on enhancing the service delivery of secretaries, is subject to several limitations. One of the primary limitations is the sample size and scope, as it focused on secretaries in specific organizations and geographic locations like Ilorin area. This narrow scope may not fully capture the diversity of experiences and challenges faced by secretaries in other sectors or regions, potentially limiting the generalizability of the results.
 the study focused on a selected set of soft skills, such as communication, time management, and emotional intelligence, may overlook other skills that could also contribute to effective service delivery.


CHAPTER TWO
LITERATURE REVIEW
This chapter reviewed the literature on the role of soft skills on enhancing the service delivery of secretaries. As secretarial roles evolve beyond traditional administrative tasks, soft skills such as communication, emotional intelligence, time management, and problem-solving have become essential for effective service delivery. This review explored how these skills contributed to improved performance, client interactions, and organizational efficiency. It also highlighted the importance of training and development in soft skills to meet the demands of modern workplaces, offering valuable insights for organizations seeking to optimize service delivery. the review will be carried out under the following sub headings.
2.1. Introduction
2.2. Concept of Soft Skills
2.3. Importance of Communication Skills in Service Delivery
2.4. Emotional Intelligence and Its Role in Service Delivery
2.5. Time Management and Organizational Skills
2.6. Adaptability and Flexibility in Service Delivery

2.1. Introduction
The role of a secretary has undergone significant transformation over the past few decades. Traditionally, secretaries were viewed as clerical workers responsible for routine administrative tasks such as answering phones, typing, and scheduling appointments. However, as the business landscape has evolved, so too has the role of the secretary. Today, secretaries are not only administrative assistants but also critical players in organizational operations, often responsible for managing workflows, liaising with clients, and facilitating decision-making processes. The changing demands of organizations have led to an increased emphasis on a broader skill set, particularly soft skills, to complement the technical expertise traditionally associated with secretarial roles.
Soft skills, also referred to as interpersonal, people, or emotional intelligence skills, are attributes that enable individuals to interact effectively and harmoniously with others. These include communication, problem-solving, time management, adaptability, emotional intelligence (EQ), leadership, and teamwork. While technical proficiency in areas such as typing, data entry, and office software remains important, soft skills have become crucial in ensuring that secretaries can meet the increasing demands of modern work environments. The ability to manage relationships, communicate effectively, and resolve problems efficiently has become just as important as possessing specialized knowledge in many industries.

Effective communication is widely regarded as one of the most essential soft skills for secretaries. As the first point of contact for clients, customers, and even internal stakeholders, secretaries must be able to communicate clearly and professionally. This includes both verbal and non-verbal communication, as well as written communication skills, which are key for producing well-structured emails, reports, and memos. According to Goleman (1995), communication skills enable individuals to foster positive relationships and maintain professional interactions, which are vital for organizational success.
Furthermore, active listening, a component of communication, is critical for secretaries who need to understand the needs and concerns of their superiors, colleagues, and clients. By listening attentively, secretaries can ensure that they respond appropriately and provide the necessary information or assistance (Brownell, 2012). For example, when managing an executive’s schedule, a secretary needs to actively listen to the priorities of the executive to avoid scheduling conflicts and make informed decisions.

Emotional intelligence (EQ), which includes self-awareness, self-regulation, empathy, and social skills, plays an increasingly significant role in enhancing the service delivery of secretaries. Goleman (2006) explains that EQ allows individuals to navigate social complexities, maintain positive interpersonal relationships, and regulate their emotions in stressful situations. For secretaries, having high EQ means being able to manage both their own emotions and the emotions of others in professional settings.
For instance, secretaries often encounter stressful situations where multiple tasks need to be handled simultaneously, and high EQ enables them to stay calm under pressure. Moreover, EQ allows secretaries to gauge the emotional needs of others, offering empathy and understanding when dealing with clients or colleagues facing challenges. This empathetic approach enhances service delivery by making interactions more personalized and effective, which is critical in fostering a positive organizational atmosphere (Goleman, 2006).
The link between emotional intelligence and service delivery has been widely documented in the academic literature. Goleman (1995) argued that emotional intelligence plays a key role in facilitating effective communication and managing interpersonal relationships. For secretaries, having a high emotional intelligence quotient (EQ) allows them to engage empathetically with clients and colleagues, which can directly impact the quality of service delivered. Secretaries are often in charge of handling sensitive information or dealing with clients in stressful situations. In these contexts, their ability to remain calm, understand the emotions of others, and communicate thoughtfully can prevent escalations and maintain professionalism (Goleman, 2006). Research by Miao, Humphrey, and Qian (2017) further reinforces the notion that emotional intelligence is linked to higher job performance, particularly in roles that require frequent interaction with clients or team members.
2.2. Concept of Soft Skills
Soft skills are non-technical abilities that enable individuals to interact harmoniously and productively with others. Goleman (1998) defined emotional intelligence as the capacity to recognize, understand, and manage our emotions and the emotions of others, which is a fundamental aspect of soft skills. Other common soft skills include communication, leadership, teamwork, adaptability, and interpersonal skills. These are essential not only for career advancement but also for contributing to the smooth functioning of organizations. For secretaries, who often serve as the first point of contact between clients and the organization, these skills are indispensable in creating positive interactions and maintaining a productive office environment (Clarke, 2010).
Many scholars argue that the development of soft skills is as important, if not more important, than technical skills in many professional settings, especially those involving service delivery. For secretaries, these skills are essential for managing multiple tasks, facilitating communication between departments, and addressing the needs of clients. However, research on the role of soft skills in secretarial work remains underexplored compared to other professional domains (Boyatzis, Goleman, & Rhee, 2000).
Soft skills are widely recognized as critical competencies for success in various professional roles, particularly for positions like secretaries, who are expected to manage multiple responsibilities while maintaining high standards of service delivery. These skills, which include communication, emotional intelligence (EI), teamwork, adaptability, and problem-solving, are vital for effective interpersonal interactions and organizational success. As Goleman (1998) emphasized, emotional intelligence involves the ability to recognize, understand, and manage emotions, both in oneself and in others. This capability is central to navigating the demands of high-pressure environments, where interactions with diverse individuals and the resolution of conflicts are routine.
For secretaries, soft skills are indispensable in ensuring smooth operations and high-quality service. Secretaries frequently interact with clients, staff, and management, often acting as the intermediary between these groups. Thus, they must exhibit effective communication, empathy, and the ability to manage their emotions, especially in challenging situations. According to Clarke (2010), secretaries must use their communication skills not only to convey information clearly but also to foster positive relationships, resolve conflicts, and maintain a supportive office environment. Effective communication, both verbal and non-verbal, is critical for ensuring the smooth flow of information, which directly impacts organizational efficiency.
The development of soft skills is often seen as more important than technical knowledge in many roles, particularly those in service-oriented positions like that of a secretary. Boyatzis, Goleman, and Rhee (2000) argue that soft skills are foundational for building strong relationships, leading teams, and managing diverse work environments. These competencies enable individuals to address various organizational challenges and adapt to the dynamic nature of modern work environments. For secretaries, the ability to manage multiple tasks and prioritize responsibilities is enhanced by strong soft skills. As a result, these skills have a direct impact on the effectiveness and efficiency of the office and the overall success of the organization.
Recent research has shown that organizations that invest in developing soft skills in their administrative staff experience increased levels of collaboration, innovation, and employee satisfaction (Clarke, 2010). A secretary’s ability to manage complex schedules, facilitate interdepartmental communication, and respond to the needs of clients is highly dependent on their soft skills, which makes their role increasingly crucial in service-oriented sectors.
Soft skills, particularly communication, emotional intelligence, adaptability, and problem-solving, are critical for secretaries who must perform a variety of tasks in dynamic and often high-pressure work environments. The need for these skills has grown as the role of the secretary has expanded from traditional clerical duties to a more comprehensive position that includes managing relationships, facilitating communication, and maintaining organizational efficiency. Goleman (1998) emphasized that emotional intelligence (EI) is a fundamental component of soft skills, as it enables individuals to recognize and manage their emotions, as well as the emotions of others. For secretaries, EI is particularly important as they often need to interact with diverse individuals, handle stressful situations, and maintain a calm, professional demeanor.
The concept of EI includes five key components: self-awareness, self-regulation, motivation, empathy, and social skills. Each of these components is directly relevant to the role of a secretary. For example, self-awareness allows secretaries to recognize their emotional reactions and understand how they affect their interactions with others. Self-regulation helps them maintain control over their emotions, even in stressful or challenging situations. Motivation and empathy allow secretaries to engage with colleagues, clients, and management with enthusiasm and compassion, building positive relationships that are essential for organizational success. Finally, strong social skills enable secretaries to communicate effectively and collaborate with others, helping to foster a productive and supportive work environment (Goleman, 1998).

2.3. Importance of Communication Skills in Service Delivery
Communication is one of the most critical soft skills for secretaries. It serves as the foundation of all professional interactions. Effective communication is essential not only for conveying messages clearly but also for fostering strong relationships with colleagues, clients, and management (Goleman, 1998). According to Clarke (2010), secretaries must possess both verbal and written communication skills to ensure that messages are delivered accurately and that they maintain a professional demeanor in every interaction.
Research by Wolfe (2019) emphasizes that communication skills impact the overall service delivery of secretaries, particularly when dealing with clients or handling administrative responsibilities. Secretaries must be able to listen actively, articulate ideas clearly, and tailor their communication style to different audiences. For instance, secretaries often need to act as mediators between clients and executives, and their ability to convey messages effectively can significantly impact client satisfaction and organizational workflow.
Moreover, digital communication has become an increasingly important aspect of a secretary’s role. With the rise of emails, video conferencing, and other forms of digital communication, secretaries are required to adapt their communication skills to suit a virtual environment. Understanding how these changes affect service delivery and the necessary skills to handle them is crucial (Wolfe, 2019).
Secretaries are often the first point of contact within an organization, whether interacting with clients, customers, or colleagues. As such, their ability to convey information clearly and professionally is paramount. Effective verbal communication ensures that the secretary can articulate messages in a manner that is both concise and easily understood by the recipient. According to Clarke (2010), verbal communication also involves tone, clarity, and the ability to adapt language to suit the audience, ensuring that all parties involved are on the same page.
Equally important is written communication, which remains a key aspect of secretarial work. Secretaries are frequently tasked with drafting emails, reports, memos, and other forms of written communication. These documents must be clear, coherent, and professional, as they often serve as formal records of conversations and decisions. A well-written email or report can contribute to smoother interactions and reduce the potential for misunderstandings or miscommunication. Wolfe (2019) underscores that written communication is particularly critical in remote work environments or situations where face-to-face communication is not possible, as it serves as a permanent record of communication.

Another critical element of communication for secretaries is active listening, which goes beyond merely hearing the words of others. Active listening involves fully concentrating on what the speaker is saying, understanding their message, and responding thoughtfully. This skill is especially important in client-facing roles, where secretaries need to understand the concerns or requests of clients and relay that information accurately to the relevant department or individual. Wolfe (2019) emphasizes that active listening is a key factor in enhancing client satisfaction, as it helps secretaries identify the specific needs of clients and respond accordingly, ensuring that their concerns are addressed effectively.
Active listening also contributes to stronger working relationships within the office. By listening attentively to colleagues, managers, and clients, secretaries can better understand their needs and preferences, improving the efficiency of their work and creating a more harmonious work environment. Moreover, active listening helps to build trust, as colleagues and clients feel valued and respected when they are given the opportunity to express themselves fully.

One of the unique challenges faced by secretaries is the need to tailor their communication style to different audiences. Secretaries must communicate effectively with a diverse range of people, including senior management, colleagues, clients, and external stakeholders. Each of these groups may have different expectations, communication preferences, and levels of understanding, requiring secretaries to adapt their style accordingly. For instance, when communicating with executives or senior management, a secretary may need to be more formal, concise, and results-oriented. On the other hand, when dealing with clients, the secretary may need to adopt a more empathetic and customer-oriented approach to ensure that the client feels heard and valued (Goleman, 1998).
The ability to tailor communication effectively also involves understanding cultural differences, as workplaces are becoming increasingly diverse. Secretaries must be sensitive to these differences in communication styles, ensuring that their messages are respectful and appropriate. According to Wolfe (2019), cross-cultural communication is a growing area of importance, particularly as businesses expand globally and workforces become more diverse. A secretary who is skilled in intercultural communication is better equipped to navigate these differences and enhance the service delivery experience for all parties involved.
2.4. Emotional Intelligence and Its Role in Service Delivery
Emotional intelligence (EI) is another key soft skill for secretaries. Goleman (1998) introduced the concept of EI, which includes self-awareness, self-regulation, motivation, empathy, and social skills. Emotional intelligence enables secretaries to understand and manage their emotions and the emotions of others, which is critical in environments where high levels of interpersonal interaction are required.
In the context of service delivery, emotional intelligence helps secretaries handle difficult clients, manage conflicts, and stay composed under pressure. Secretaries often deal with high-stress situations, such as managing a busy calendar or handling complaints. EI allows them to navigate these challenges without compromising the quality of their service. According to Boyatzis et al. (2000), EI has a direct correlation with professional success, particularly in roles where interpersonal relationships and communication are paramount.
Moreover, emotional intelligence enables secretaries to exhibit empathy, which is crucial in understanding the needs of clients and colleagues. It allows secretaries to tailor their responses and actions based on the emotions and needs of others, fostering positive relationships and improving the service they provide.

Self-awareness is the foundation of emotional intelligence. It involves understanding one's emotions, strengths, weaknesses, and how these emotions affect interactions with others. For secretaries, self-awareness allows them to recognize when they are becoming stressed, frustrated, or overwhelmed, which can be particularly important in high-pressure situations. This understanding helps secretaries regulate their responses to emotions, ensuring that they remain calm, professional, and effective in their work. According to Goleman (1998), self-regulation allows individuals to control impulsive reactions and remain adaptable in the face of change or challenges.
Self-regulation is particularly beneficial in secretarial roles where managing multiple tasks, high expectations, and unpredictable situations is common. Whether responding to an angry client or managing a busy schedule, secretaries with strong self-regulation can maintain composure and prevent emotional reactions from negatively impacting their service delivery. Boyatzis et al. (2000) suggest that individuals who exhibit self-regulation are better equipped to handle workplace stress and contribute positively to the organization’s overall atmosphere, as they can avoid reacting emotionally to challenging situations and instead make thoughtful, effective decisions.

Motivation, another component of emotional intelligence, involves the drive to achieve goals for personal and organizational success. In the context of secretarial work, motivation is critical for maintaining high standards of service delivery, even when tasks become repetitive or challenging. Secretaries with intrinsic motivation are driven by a sense of purpose and satisfaction from their work, which reflects in the quality of service they provide. As noted by Goleman (1998), motivation is not just about achieving outcomes but also about maintaining a positive attitude in the face of obstacles and setbacks.
For secretaries, motivation also translates into the ability to stay focused and meet deadlines, despite the fast-paced nature of the work. Highly motivated secretaries are more likely to take initiative, go above and beyond to meet the needs of clients, and maintain a high level of professionalism. Boyatzis et al. (2000) found that individuals with strong intrinsic motivation tend to be more resilient, persist through difficulties, and maintain a positive, proactive approach to their tasks, which ultimately enhances the quality of their service delivery.

Empathy, perhaps the most crucial element of emotional intelligence in a service-oriented role, allows secretaries to connect with others on an emotional level. Empathy involves the ability to recognize, understand, and consider other people's feelings, which is critical when interacting with clients, colleagues, and supervisors. Secretaries with high levels of empathy can discern when a client is frustrated, anxious, or satisfied, allowing them to adjust their approach and responses accordingly. According to Goleman (1995), empathy enables individuals to tune into the emotions of others and understand their perspectives, which is particularly important when managing customer service issues or addressing sensitive concerns.

2.5. Time Management and Organizational Skills
Time management is another essential soft skill for secretaries. Secretaries are often tasked with managing multiple responsibilities, including scheduling meetings, organizing documents, and overseeing office supplies. Effective time management allows secretaries to prioritize tasks and complete them in a timely manner, ensuring the smooth operation of the office.
Clarke (2010) highlights that time management skills not only enhance the efficiency of secretaries but also improve their ability to deliver high-quality service. Secretaries who can effectively manage their time are better able to anticipate the needs of clients and colleagues, resolve issues proactively, and avoid delays. The ability to juggle multiple tasks while maintaining accuracy and professionalism is crucial to the overall service delivery.
Moreover, secretaries with strong organizational skills can create and maintain systems that enhance office productivity. According to Goleman (1998), individuals with strong organizational skills can create structured environments that help prevent errors and increase overall efficiency.

Time management is crucial for secretaries, as it allows them to prioritize tasks, meet deadlines, and ensure that their work contributes to the efficient functioning of the organization. Clarke (2010) argues that time management is one of the most important skills for secretaries because it directly impacts their ability to meet the demands of the workplace without compromising quality. Secretaries often work under pressure, juggling numerous responsibilities, and the ability to prioritize and allocate time appropriately ensures that tasks are completed on time and to a high standard.
Effective time management is not only about meeting deadlines but also about creating a proactive workflow that anticipates potential issues before they arise. For instance, by planning ahead and staying organized, secretaries can anticipate scheduling conflicts, avoid last-minute rushes, and proactively address any issues that could disrupt the office’s operations. According to Goleman (1998), time management skills are linked to emotional intelligence because individuals who are able to effectively organize their time are more likely to remain calm and composed in stressful situations, contributing to smoother service delivery.
Secretaries who possess strong time management skills are also better able to manage interruptions, prioritize tasks effectively, and delegate responsibilities when necessary. In turn, this allows them to focus on tasks that are most critical to the organization, contributing to a more productive and efficient work environment. Time management also involves setting realistic goals and breaking down large tasks into smaller, manageable steps, which helps secretaries avoid feeling overwhelmed by their workload (Clarke, 2010).

Organizational skills are equally important for secretaries, as they allow them to structure their work environment in a way that maximizes efficiency. A secretary's ability to keep files organized, maintain accurate records, and track important deadlines helps reduce errors and ensure that tasks are completed correctly. According to Goleman (1998), individuals with strong organizational skills create systems and structures that enable them to stay on top of their responsibilities and reduce the likelihood of making mistakes. By organizing information in a systematic way, secretaries are able to retrieve documents, emails, and other resources quickly, making them more efficient and effective in their roles.
For example, a secretary who maintains a well-organized filing system or uses digital tools to track appointments, meetings, and important documents can quickly access the information needed for a task, thus saving time and reducing stress. This level of organization helps secretaries stay ahead of deadlines, keep their workload manageable, and reduce the chances of overlooking important details. Well-maintained organizational systems also promote transparency and accountability within the workplace, as colleagues and clients can rely on the secretary to provide accurate information in a timely manner.
Moreover, organizational skills are critical when managing multiple stakeholders, including clients, colleagues, and senior management. Secretaries often act as intermediaries, coordinating meetings, managing communication, and ensuring that the right people are informed of key developments. Effective organization allows them to track the needs and expectations of different parties, ensuring that all involved are satisfied with the service provided. According to Robbins (2009), strong organizational skills enable individuals to allocate time, resources, and attention to the most critical tasks, which is essential in maintaining effective communication and workflow.

The benefits of time management and organizational skills extend beyond individual efficiency; they also contribute to the overall success of the organization. For instance, secretaries who effectively manage their time and organize their work can provide a higher level of service to clients, leading to greater customer satisfaction. This is particularly important in high-pressure environments where clients expect quick responses and smooth interactions. As Clarke (2010) notes, secretaries who demonstrate strong time management skills are better able to anticipate client needs, respond quickly to inquiries, and resolve issues before they escalate, resulting in improved service delivery.
Organizational skills also help secretaries maintain a professional image for the organization. When the office is well-organized, meetings are scheduled without conflicts, documents are easily accessible, and tasks are completed on time, the entire office runs more smoothly, which reflects positively on the organization. Moreover, clients and colleagues are more likely to trust and value the secretary’s contributions when they consistently demonstrate an ability to manage time effectively and stay organized. This leads to stronger relationships and greater overall satisfaction with the service provided.
Additionally, effective time management and organizational skills enable secretaries to manage stress more effectively. By staying organized and prioritizing tasks, secretaries can reduce feelings of overwhelm and maintain a more balanced workload. This contributes to higher levels of job satisfaction, which in turn enhances the quality of service delivered. Goleman (1998) highlights that individuals who can manage their time and maintain organized work habits are less likely to experience burnout and are better equipped to handle the pressures of a fast-paced work environment.
2.6. Adaptability and Flexibility in Service Delivery
Adaptability and flexibility are soft skills that have become increasingly important in the modern workplace. Organizations today are dynamic and constantly evolving, and secretaries must be able to adjust to new technologies, shifting priorities, and changes in organizational structures. Being adaptable allows secretaries to handle unexpected situations without compromising service quality.
According to Rehman and Zia (2021), secretaries who are adaptable can better handle changes such as new software systems, evolving client expectations, and organizational restructuring. Adaptability is particularly crucial when managing last-minute changes to schedules or tasks, which often occur in high-pressure environments.
Furthermore, adaptability is particularly important when managing multiple, often conflicting, priorities. Secretaries frequently face sudden changes in schedules, urgent requests from executives, or last-minute modifications to meetings. In these situations, adaptability allows them to prioritize tasks effectively, reallocate resources, and ensure that service delivery remains consistent. According to a study by Jones et al. (2020), employees with high levels of adaptability are better equipped to manage such changes, reducing stress and ensuring that both immediate and long-term organizational goals are accomplished. This ability to navigate unexpected demands contributes to an organization's overall productivity and its ability to meet client expectations.
Flexibility is another key component of adaptability, especially in environments where roles and responsibilities are not rigidly defined. Secretaries may often be called upon to take on tasks outside of their usual job scope. For example, they may be asked to assist with new projects, contribute to team-based initiatives, or take on temporary leadership roles when necessary. Secretaries who are flexible and open to such opportunities can play a vital role in driving organizational success during periods of transition or change. As noted by Rehman and Zia (2021), flexible secretaries contribute to the seamless execution of new initiatives by stepping in when new tasks arise, all while maintaining their regular duties and ensuring that the overall service delivery remains efficient.
Moreover, the ability to be flexible in communication is also crucial. With the increasing prevalence of remote work and digital communication tools, secretaries must adjust their communication styles to match new technologies. Whether communicating via email, instant messaging, or video conferencing, the ability to adapt one's communication methods to different platforms and audiences is essential for maintaining clear, effective dialogue with clients, colleagues, and management. As highlighted by Wolfe (2019), adaptability in communication ensures that all stakeholders remain well-informed and that any challenges arising from new technology or remote work can be addressed promptly.

Adaptability is the ability to respond to changes and challenges in the workplace, including technological advancements, organizational shifts, and client demands. In the context of service delivery, it allows secretaries to continue providing high-quality services regardless of unexpected disruptions. Rehman and Zia (2021) emphasize that adaptability in the workplace is not only essential for personal success but also for maintaining organizational productivity and client satisfaction. For secretaries, this might involve adjusting to the adoption of new software, changes in office procedures, or alterations in management structures that may require shifts in their responsibilities.
Adaptability also enhances the secretary’s capacity for problem-solving and decision-making. When unexpected challenges arise, such as a client’s last-minute request or an urgent project deadline, adaptable secretaries are often more efficient at finding solutions that meet both organizational needs and client expectations. According to a study by Boyatzis et al. (2000), individuals who are adaptable tend to perform better in high-pressure situations because they can quickly analyze the situation, consider alternative solutions, and make effective decisions that benefit the organization and the clients they serve.
Adaptable secretaries can manage a variety of tasks simultaneously and are skilled at navigating uncertainty or ambiguity. For instance, when a last-minute meeting or change in schedule arises, an adaptable secretary can reorganize the day’s tasks efficiently, ensuring that there is minimal disruption to the overall workflow. Similarly, if a new technological tool is introduced to streamline administrative processes, adaptable secretaries can quickly learn and implement the new system, ensuring that their work continues seamlessly (Rehman & Zia, 2021).
The ability to embrace change and tackle unexpected challenges is vital for secretaries who are often required to coordinate schedules, handle client inquiries, or manage office resources. Secretaries who are adaptable contribute to a more fluid, resilient office environment, which is essential for maintaining the quality-of-service delivery, especially when facing the uncertainty that often accompanies organizational change (Goleman, 1998).

Flexibility, on the other hand, is closely related to adaptability, but it refers more specifically to a secretary’s ability to take on new tasks, roles, or responsibilities as needed, based on the evolving needs of the organization. According to Schein (1993), flexibility is a key component of professional growth and resilience, as it enables individuals to take on a wide variety of challenges and adjust their approach to different situations. In the context of secretarial roles, flexibility allows secretaries to pivot between different tasks, support cross-departmental teams, or take on additional duties when required.
For instance, a secretary who is flexible may be called upon to assist with event planning, take on basic project management duties, or serve as a liaison between various departments. This adaptability to shifting roles and responsibilities helps ensure the smooth functioning of the office, especially when there are temporary staff shortages or urgent deadlines that require additional support. In turn, flexibility contributes to an overall positive service delivery by enabling secretaries to contribute effectively to various organizational needs, even if these needs change on short notice.




CHAPTER THREE
METHODOLOGY
This chapter outlined the methodology adopted for the study on the roles of soft skills on enhancing the service delivery of secretaries.  Therefore, the following underlisted sub titles will be discussed to guide the study.
3.1. Instruments 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. Instruments Used
For this study, a structured questionnaire was designed personally by the researcher as the primary data collection instrument. The questionnaire was designed to capture responses from secretaries regarding their perceptions of the role soft skills play in improving service delivery of secretaries. the questionnaire included closed-ended questions inform of Likert-scale items that assessed various soft skills (e.g., communication, emotional intelligence, time management, adaptability, and problem-solving) and their influence on the quality and effectiveness of secretarial service.

3.2. Population of the Study
The target population for this study comprised secretaries working in government offices, and private organizations. These secretaries are responsible for a variety of administrative and customer service duties, requiring strong soft skills for effective service delivery. The total population of secretaries in the study area was estimated at 120 individuals, encompassing various organizational levels. The focus was on secretaries involved in direct communication with clients, office coordination, and executive support. This study sought to capture a wide range of experiences across different organizational contexts.

3.3. Sample and Sampling Techniques
A stratified random sampling technique was employed to select a representative sample from the target population. Stratification was done based on the sectors (government, and private) and organizational levels (junior secretaries, and senior secretaries). This method ensured that different perspectives on the impact of soft skills on service delivery were represented across sectors and organizational positions. while, random sampling approach was used to select participants across sector and organizational levels to ensure fair representation of participants. A total of 81 secretaries was selected as sample. 
3.4. Distribution and Collection of Data
Data distribution and collection was carried out personally by the researcher with the help of research assistants over a period of two weeks. The questionnaire was distributed   directly to participants in the selected organizations. Reminders were sent to encourage participation and to ensure a high response rate A total number of 81 questionnaire was distributed while 40 was returned, making a return rate of.49.4% recorded.
3.5. Reliability
Reliability refers to the consistency of the measurement instrument. To assess the reliability of the questionnaire, a pilot study was conducted with a small sample of 10 secretaries. The pilot study was used to test the clarity and relevance of the questions. The reliability of the questionnaire was further measured using Cronbach’s Alpha, which is a statistical method to assess internal consistency. The Cronbach’s Alpha coefficient for the questionnaire was 0.83, indicated high reliability in measuring the intended variables (soft skills and service delivery).

3.6. Validity
Validity ensures that the research instrument measures what it is intended to measure. The validity of the questionnaire was ensured through expert review. A panel of experts in office Technology and management and human resource management reviewed the questionnaire to verify its relevance to the study’s objectives. Corrections made by the experts were used to improve the quality of the questionnaire to ensure that the questions covered all aspects of soft skills relevant to secretarial service delivery. 
3.7. Method of Data Analysis
The quantitative data collected from the questionnaires were analyzed using descriptive statistic sincluding frequencies, and percentages, to summarize the responses of the respondents and provide an overview of the participants' perceptions.  to draw conclusions regarding the roles of soft skills 0n enhancing the service delivery of secretaries.  The analysis was presented in tables as shown in chapter four. 

CHAPTER FOUR 
DATA ANALYSIS
4.1 Introduction
This chapter presents the study results on how soft skills enhance secretaries' service delivery. Data from a structured questionnaire focused on communication, problem-solving, emotional intelligence, and time management. Responses are summarized in tables using frequency and percentage distributions. 
4.2 Results
Table 4.1: Effective Communication Improves the Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	12
	30.0%

	Agree
	18
	45.0%

	Disagree
	6
	15.0%

	Strongly Disagree
	4
	10.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025 
Table 4.1 showed that 12 (30.0%) respondents strongly agreed and 18 (45.0%) respondents agreed that effective communication improves the service delivery of secretaries, while 6 (15.0%) respondents disagreed and 4 (10.0%) respondents strongly disagreed with the statement respectively.
Table 4.2: Problem-Solving Skills Enhance the Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	10
	25.0%

	Agree
	20
	50.0%

	Disagree
	5
	12.5%

	Strongly Disagree
	5
	12.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025 
Table 4.2 showed that 10 (25.0%) respondents strongly agreed and 20 (50.0%) respondents agreed that problem-solving skills lead to better service delivery by secretaries, while 5 (12.5%) respondents disagreed and 5 (12.5%) respondents strongly disagreed with the statement respectively.








Table 4.3: Emotional Intelligence Enhances the Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	15
	37.5%

	Agree
	20
	50.0%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025 
Table 4.3 showed that 15 (37.5%) respondents strongly agreed and 20 (50.0%) respondents agreed that emotional intelligence enhances the service delivery of secretaries, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.








Table 4.4: Time Management Soft Skill Improves the Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	18
	45.0%

	Agree
	15
	37.5%

	Disagree
	4
	10.0%

	Strongly Disagree
	3
	7.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025 
Table 4.4 showed that 18 (45.0%) respondents strongly agreed and 15 (37.5%) respondents agreed that time management improves the efficiency of secretaries, while 4 (10.0%) respondents disagreed and 3 (7.5%) respondents strongly disagreed with the statement respectively.







Table 4.5: Adaptability to Change Contributes to Better Service Delivery by Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	14
	35.0%

	Agree
	18
	45.0%

	Disagree
	5
	12.5%

	Strongly Disagree
	3
	7.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
Table 4.5 showed that 14 (35.0%) respondents strongly agreed and 18 (45.0%) respondents agreed that adaptability to change contributes to better service delivery, while 5 (12.5%) respondents disagreed and 3 (7.5%) respondents strongly disagreed with the statement respectively.







Table 4.6: Secretaries with Strong Organizational Skills Deliver Better Services.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	20
	50.0%

	Agree
	15
	37.5%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.6 showed that 20 (50.0%) respondents strongly agreed and 15 (37.5%) respondents agreed that strong organizational skills help secretaries deliver better services, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.








Table 4.7: Leadership Skills Contribute to Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	10
	25.0%

	Agree
	20
	50.0%

	Disagree
	5
	12.5%

	Strongly Disagree
	5
	12.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.7 showed that 10 (25.0%) respondents strongly agreed and 20 (50.0%) respondents agreed that leadership skills contribute to the service delivery of secretaries, while 5 (12.5%) respondents disagreed and 5 (12.5%) respondents strongly disagreed with the statement respectively.








Table 4.8: Secretaries Who Are Good at Conflict Resolution Provide Better Service Delivery.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	12
	30.0%

	Agree
	20
	50.0%

	Disagree
	4
	10.0%

	Strongly Disagree
	4
	10.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.8 showed that 12 (30.0%) respondents strongly agreed and 20 (50.0%) respondents agreed that conflict resolution skills improve service delivery by secretaries, while 4 (10.0%) respondents disagreed and 4 (10.0%) respondents strongly disagreed with the statement respectively.







Table 4.9: Active Listening Enhances Service Delivery.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	15
	37.5%

	Agree
	20
	50.0%

	Disagree
	2
	5.0%

	Strongly Disagree
	3
	7.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.9 showed that 15 (37.5%) respondents strongly agreed and 20 (50.0%) respondents agreed that active listening enhances service delivery, while 2 (5.0%) respondents disagreed and 3 (7.5%) respondents strongly disagreed with the statement respectively.








Table 4.10: Organizational Knowledge Plays a Role in Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	16
	40.0%

	Agree
	20
	50.0%

	Disagree
	2
	5.0%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.10 showed that 16 (40.0%) respondents strongly agreed and 20 (50.0%) respondents agreed that organizational knowledge is important for secretarial service delivery, while 2 (5.0%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.







Table 4.11: Secretaries with High Stress Management Skills Deliver Better Service.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	20
	50.0%

	Agree
	12
	30.0%

	Disagree
	4
	10.0%

	Strongly Disagree
	4
	10.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.11 showed that 20 (50.0%) respondents strongly agreed and 12 (30.0%) respondents agreed that stress management skills positively impact the service delivery of secretaries, while 4 (10.0%) respondents disagreed and 4 (10.0%) respondents strongly disagreed with the statement respectively.







Table 4.12: Motivation Impacts the Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	25
	62.5%

	Agree
	10
	25.0%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.12 showed that 25 (62.5%) respondents strongly agreed and 10 (25.0%) respondents agreed that motivation plays an important role in the service delivery of secretaries, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.








Table 4.13: Creativity Is Essential in Improving the Service Delivery of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	16
	40.0%

	Agree
	20
	50.0%

	Disagree
	2
	5.0%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.13 showed that 16 (40.0%) respondents strongly agreed and 20 (50.0%) respondents agreed that creativity is essential for improving secretarial roles, while 2 (5.0%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.







Table 4.14: Organizational Skills Influence the Efficiency of Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	25
	62.5%

	Agree
	10
	25.0%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
Table 4.14 showed that 25 (62.5%) respondents strongly agreed and 10 (25.0%) respondents agreed that organizational skills significantly influence the efficiency of secretaries, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.








Table 4.15: Technical Skills Affect the Quality-of-Service Delivery in Secretarial Roles.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	20
	50.0%

	Agree
	10
	25.0%

	Disagree
	5
	12.5%

	Strongly Disagree
	5
	12.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.15 showed that 20 (50.0%) respondents strongly agreed and 10 (25.0%) respondents agreed that technical skills affect the quality-of-service delivery in secretarial roles, while 5 (12.5%) respondents disagreed and 5 (12.5%) respondents strongly disagreed with the statement respectively.







Table 4.16: Secretaries with Strong Negotiation Skills Deliver Better Service.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	10
	25.0%

	Agree
	25
	62.5%

	Disagree
	2
	5.0%

	Strongly Disagree
	3
	7.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
Table 4.16 showed that 10 (25.0%) respondents strongly agreed and 25 (62.5%) respondents agreed that negotiation skills contribute to the delivery of better secretarial service, while 2 (5.0%) respondents disagreed and 3 (7.5%) respondents strongly disagreed with the statement respectively.








Table 4.17: Multitasking Abilities Result in More Efficient Service Delivery by Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	20
	50.0%

	Agree
	15
	37.5%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.17 showed that 20 (50.0%) respondents strongly agreed and 15 (37.5%) respondents agreed that multitasking abilities result in more efficient service delivery, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.







Table 4.18: Secretaries' Respect Enhances Service Delivery.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	25
	62.5%

	Agree
	10
	25.0%

	Disagree
	2
	5.0%

	Strongly Disagree
	3
	7.5%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
Table 4.18 revealed that 25 (62.5%) respondents strongly agreed and 10 (25.0%) respondents agreed that secretaries respect enhance performance, while 2 (5.0%) respondents disagreed and 3 (7.5%) respondents strongly disagreed with the statement respectively.








Table 4.19: Honesty Influences Service Delivery by Secretaries.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	15
	37.5%

	Agree
	20
	50.0%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
 Table 4.19 indicated that 15 (37.5%) respondents strongly agreed and 20 (50.0%) respondents agreed that honesty influences service delivery, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.








Table 4.20: Secretaries with Strong Decision-Making Skills Perform Better in an Organization.
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	10
	25.0%

	Agree
	25
	62.5%

	Disagree
	3
	7.5%

	Strongly Disagree
	2
	5.0%

	Total
	40
	100%



Source: Researcher's Fieldwork 2025
Table 4.20 demonstrated that 10 (25.0%) respondents strongly agreed and 25 (62.5%) respondents agreed that decision-making skills contribute to organizational success, while 3 (7.5%) respondents disagreed and 2 (5.0%) respondents strongly disagreed with the statement respectively.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
The focus of this study was on the roles of soft skills on enhancing the service delivery of secretaries. Secretaries play a vital role in the smooth functioning of any organization, and their ability to perform effectively is often influenced by a variety of interpersonal and cognitive skills. Soft skills, which include attributes like communication, problem-solving, emotional intelligence, adaptability, leadership, and time management, are essential for enhancing secretarial performance and improving overall service delivery.
The research was conducted through a survey of 40 respondents, who were asked to provide feedback on the importance of various soft skills in the context of secretarial work. The results of the survey showed that soft skills such as effective communication, emotional intelligence, problem-solving, time management, and organizational skills were deemed to significantly improve the service delivery of secretaries. Most respondents agreed that secretaries who possess strong emotional intelligence, adaptability, and stress management skills were better equipped to handle the challenges of their roles, thus leading to improved organizational performance.
The study highlighted the growing importance of soft skills in an increasingly demanding work environment. As secretaries are often the first point of contact in an organization, their ability to manage tasks, communicate effectively, and maintain positive relationships with clients and colleagues is crucial for organizational success. This project also emphasizes the need for continuous training and development programs to help secretaries cultivate these essential skills, thereby increasing their effectiveness and overall service delivery.

5.2 Conclusion
In conclusion, the study confirms that soft skills are integral to the service delivery of secretaries. The research findings indicated that key soft skills, such as communication, time management, problem-solving, emotional intelligence, adaptability, and organizational skills, significantly contribute to the efficiency, productivity, and professionalism of secretaries. The results showed that secretaries who possess these skills are better able to handle the demands of their roles, ensuring that tasks are completed on time, interactions with clients are positive, and organizational processes are streamlined.
The research also underscores the critical role of emotional intelligence in building strong interpersonal relationships, which is essential for effective teamwork and leadership. Additionally, time management and adaptability were found to directly influence the efficiency of secretaries in high-pressure environments, where multitasking and quick decision-making are often required.
Ultimately, the study suggested that organizations should prioritize the development of soft skills among their secretarial staff. This will not only improve the service delivery of secretaries but also lead to greater job satisfaction, employee’s retention, and overall organizational success. As the demands of the workplace continue to evolve, the importance of soft skills in enhancing the effectiveness of secretaries cannot be overstated.

5.3 Recommendations
Based on the findings of the study, the following recommendations are made to enhance the service delivery of secretaries through the development of soft skills:
1. Regular Training and Development Programs: Organizations should implement regular training sessions to help secretaries enhance their soft skills. These programs should focus on communication, problem-solving, emotional intelligence, time management, and adaptability. By providing secretaries with opportunities to develop these skills, organizations can improve their service delivery and productivity. For example, workshops on effective communication and conflict resolution would help secretaries manage client relationships better.
2. Mentorship and Coaching: Establishing mentorship programs within organizations can provide secretaries with guidance from experienced professionals who have mastered key soft skills. This one-on-one coaching can help secretaries identify areas for improvement and develop personalized strategies for success. Mentorship can also foster a culture of continuous learning and self-improvement, which is essential for long-term career development.
3. Performance Appraisal Systems Focused on Soft Skills: Organizations should introduce performance appraisal systems that evaluate not only technical skills but also soft skills. This system would help identify gaps in essential interpersonal skills and encourage secretaries to work on improving these areas. For instance, appraisals could assess skills like communication effectiveness, problem-solving abilities, and time management efficiency, which would provide constructive feedback to help improve service delivery.
4. Encouragement of Emotional Intelligence in Workplace Interactions:
Emotional intelligence is key in enhancing interpersonal relationships and managing stress. Organizations should prioritize the development of emotional intelligence (EQ) by providing workshops or courses on empathy, self-regulation, and stress management. A high EQ enables secretaries to understand and respond appropriately to clients' and colleagues' emotions, leading to better conflict resolution and overall service delivery.
5. Promote a Positive Work Environment and Supportive Culture: Creating a supportive work environment where secretaries feel empowered to use their soft skills is essential. This can be achieved by fostering a culture of open communication, teamwork, and mutual respect. When secretaries feel valued and supported, they are more likely to perform at their best and deliver high-quality services. Management should encourage flexibility, adaptability, and stress management practices, which would improve both the well-being of secretaries and their ability to perform effectively under pressure.
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QUESTIONNAIRE
1. Effective Communication Improves the Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2. Problem-Solving Skills Enhance the Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3. Emotional Intelligence Enhances the Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4. Time Management Soft Skill Improves the Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5. Adaptability to Change Contributes to Better Service Delivery by Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6. Secretaries with Strong Organizational Skills Deliver Better Services. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7. Leadership Skills Contribute to Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8. Secretaries Who Are Good at Conflict Resolution Provide Better Service Delivery. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9. Active Listening Enhances Service Delivery. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Organizational Knowledge Plays a Role in Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. Secretaries with High Stress Management Skills Deliver Better Service. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. Motivation Impacts the Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. Creativity Is Essential in Improving the Service Delivery of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. Organizational Skills Influence the Efficiency of Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. Technical Skills Affect the Quality-of-Service Delivery in Secretarial Roles. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. Secretaries with Strong Negotiation Skills Deliver Better Service. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. Multitasking Abilities Result in More Efficient Service Delivery by Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Secretaries' Respect Enhances Service Delivery. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. Honesty Influences Service Delivery by Secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. Secretaries with Strong Decision-Making Skills Perform Better in an Organization. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
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