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ABSTRACT
This research work was conducted to ascertain the effect of communication skills and human relationships skills on the performance of a secretary in an organization, to be able to consider the effective human relationships skills and communication skills performance of a secretary in an organization. In today’s world, Communication Skills and Human Relationship Skills are an important component of organization tools. Because the global world has become widespread, most organizations need to meet their needs with a lower resource through effective Communication Skills and Human Relationship Skills. This study therefore examines the essence of Communication Skills and Human Relationship Skills on secretaries’ service delivery in some selected organizations in Ilorin metropolis. Data for the study were collected through questionnaire with sample population of 20 respondents. The result of this study reveals that a relationship exists between effective Communication Skills and Human Relationship Skills with Secretaries’ performance, productivity and commitment. The study recommended that managers will need to communicate with Secretaries regularly to improve Secretaries commitment and performance.
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CHAPTER ONE
INTRODUCTION
1.1 	Background to the study
	Communication is an inextricable of human life. As a matter of fact, we spend a whole lot of time communicating with different people at different time. Although we sometimes communicate without being sure of what exactly we want to say, we still communicate all the same. Sometimes we communicate without being strategic and systematic about it. In fact there are times we communicate without mastering the art of doing so. However, before anyone will communicate with effectiveness and accuracy, the person has to learn not only the process and method of communication but also the theories of communication.
	Communication is an ever present activity because it is the means by which people connect to one another in a corporate setting in an organization just like the blood system is to human being. Communication is necessary to organization so as to sustain and maintain its existence.
	Accordingly, for organization and human as a social being, communication skill and human relationship skills has a vital importance, whether pros or cons are an inseparable piece of life and also it has an important role on all activities aimed at gaining organizational objectives.
	Communication skills then refers to the dexterity at using and understanding not only spoken and written language but also the deployment, as appropriate of symbols, gestures, postures, and illustration that accompany either the spoken or written word.
	Research has also shown that communication skills improve secretary’s job performance, while poor communication skills and human relationship skills results to low secretary commitment to the organization.
	Human relationship skills are the measure of a person’s ability to operate within an organization through social communication and interaction.
	This also refers to how office workers and secretaries relate to one another. Communicating with respect within the workplace is necessary to reduce conflicts and in turn improve cooperation in completing the task.
	Human relationship skills also refer to interpersonal and group interaction of employees. It is the ability to interact in a healthy way with others to build effective relationship. Also, it is the process of training employees addressing their needs need fostering a workplace culture and resolving conflict between different employees and management. In the workplace, human relationship skills are much more important as work skills because the relationship between employees and management and client are of substantial value. In view of this, a secretary who works for an organization is expected to possess these essential skills.
	A secretary is a person that assists her boss in carrying out duties, keeping records, taking care of correspondence and other routine tasks in the office. The term is derived from the Latin word “secnere”, which means to distinguish or set apart. She is the person employed to handle correspondence and routine work in business office, usually taking dictation, typing, filling et cetera.
	A secretary, being the first person that people come into contact with in an organization, creates an effective balance between people and productivity and recognize human relationship skills as the key ingredient for transforming plan into result, in other words, input into output.
	The importance of communication can be gauged from the fact that we are communicating in dome form or the other almost every moment of our lives.
	A man can avoid food several days but cannot afford to avoid breathing even in a minute, whether we are walking, talking, playing, singing, sitting, or even sleeping a message is being formulated and transmitted with other individuals. It is necessary for him to understand the art of communication and apply or modify it in a suitable manner. Man has the ability to symbolize or to understand concept in terms of images or symbols. It is the ability that helps him communicate.
	Communication process is a central element in human endeavor. Communication has always been and still is, an important aspect of daily living, more than ever before its importance is heightened by the fact that the whole world is more interrelated, than in the past due to the development of modern transportation.
	It is upon the above assertion that the researcher intends to investigate on essence of communication skills and human relationship skills of secretary on the achievement of organizational objectives.
1.2	Statement of the Problem
	This  research work, will guide the office technology and  management graduate in enhancing their role in communication skills and human relationship skills who require very special skill like tactfulness, empathy, tolerance, genuine like for people, the desire to help them when the need arises and lots more. This will also help the graduate understand the fact that individual with varying traits.
	This study will also aids secretaries in to being more sensitive of their people that is making use of their knowledge of communication skills and human relationship skills to develop a greater realization of  how attitudes and behaviors people plays major parts in every affairs.
	Many secretaries do not know that maintaining good communication skills and human relationship skills within and outside the organization has a long way to go in enhancing their efficiency. The researcher observed that some secretaries’ behavior in some organization is nothing to write home about. They behave harshly in attending to people, they waste people’s time, they were unfriendly and their attitude can make many customers not to return for the business purpose of the organization. In such situation many organizations have lost many business opportunities that can fetch such an organization millions of naira.
	Also office technology and management graduates can apply these communication skills and human relationship skills to help bosses develop and improved understanding of the problem of reconciling their interest and capabilities with the needs and goals of the business organization.
	As a result, such secretaries performance and characterized as ineffective, therefore the present study will examine Essence of Communication Skills and Human Relationship Skills on Effective Service Delivery Of Secretaries in Selected Organization In Ilorin Metropolis. 
1.3 	Objective of the Study
	The general objective of the study is to examine Essence of Communication Skills and Human Relationship Skills on Effective Service Delivery of Secretaries in Selected Organizations in Ilorin metropolis.
The specific objectives are to:
i. Explain who a secretary is.
ii. Examine the concept of communication skills.
iii. What the term human relationship of secretary is all about.
iv. Situate the concept of effective service delivery of secretaries.
1.4 	Research Question
	The following research questions were raised for the study:
i. Who is a secretary?
ii. What are the concepts of communication?
iii. What are the terms of human relationship skill is all about?
iv. What are the concepts of effective service delivery of secretaries?
1.5 	Significance of the Study 
	In many cases the importance of communication skills and human relationship skills has helped secretaries in an organization for effective performance and achieving organizational goals.
	The study is also very important because it secure various communication skills and human relationship skills for effective service delivery of secretaries in order to contribute to service delivery of an organization.
	The study also shows that various learning procedures through which a secretary can acquire such skills.
Therefore, the findings of this study will be useful in the following ways:
1. Secretary: It will serve as a insight to secretaries administrators and office workers during the usefulness of the skills and to consider those that acquire the skills required. He or she should be able to decide when to communicate, where to communicate, what to communicate with how  to communicate
2. Student of Office Technology and Management (OTM): The research study will serve as an interior and enlightened the student of office technology and management student to improve their vocabulary and to speak eloquently as a well trained professional secretary
3. Employers: The study will enlightened the employers to specifically know who they will appoint or select as a secretary of their reputable organization
4. Organization: It will serve as an arena for many position in an organization this is because those who got the required or standard will also enhance their skills performance in an organization, Administrators, managers and Secretaries will benefit from the findings of this study, because it will serve as an eye opener for them to create more awareness in order to enhance and allow more adoption of communication skills and human relationship skills.
5. Scholars: The study will illuminate and sharp the intelligent to know more and improve their communication skills and human relationship skills if they are interested in this domain.
6. Customers: Most customers lack what is called communication skills and human relationship skills because they believe that customers are always right where as some of them lack manner of how to communicate with other fellows in the organization, the study will serve has a benefit to them in order to know how to keep calm and express their mind to any staff of the organization.
7. Client: This will serve as an insight to most client in order to know how they can create a mature rapport with the secretary of the organization and how they can develop there communication skills.
	Finally, the study is also considered to be very relevant to upcoming secretaries which need to be encouraged to acquire more communication skills and human relationship skills which will make them to be more productive personnel in the organization.
1.6 	Delimitation
	The research intends to study and assess the Essence of Communication and Human Relationship Skills in Service Delivery of Secretaries using some organizations in Ilorin metropolis.
1.7 	Limitation
	It is known fact that every research has its own impediments. These constraints include but not limited to finance, time, unavailability of books in the polytechnics library and non-cooperative attitude of respondents in the organizations used as the case study.
	However, all effort has been made the researcher to ensure that all these constraints do not impact negatively in an in-depth study.















CHAPTER TWO
LITERATURE REVIEW 
2.1 Introduction
	The research study is based on Essence of Communication and Human Relationship Skills on Service Delivery of Secretaries in Ilorin Metropolis. The study can be conducted under the following sub headings
        Communication is not easy to define, even though one may look at the concept at difficult to define. Generally many scholars have tried to give a definitive meaning to communication, over four decades ago Larson et al has discover through his research that  there are over one hundred and twenty six definition of communication to help us understand the concept. Akewusola, L (2019). 
	In the view of the Association of Preoperative Practice, communication originated from the Latin word also the Etymology of the communication has it origin from two languages. Lunen berg (2010). Agrees with them that communication has its root in Latin from the word communes, however he assist that it means “common”, which suggest that there must be a common understanding of the message between the source and the receiver of the message concerning the message being communicated. 
	In French “common” thus when anyone shares anything in common with other communication has taking place. From it etymology we can then have some functional definition by some scholar to magnified the idea behind communication. Daniel (2016) assert that it is when feedback which involves the receiver responding to the signal by initiating another circle of meaning exchange, has been sent to the sender (source) that the communication process has gone full circle and become complete. 
	When there is effective communication flow between the manager and his staff, works in an organization also flows freely and smoothly, information reaches the workers easier and faster. A good communication and information management leads to effective and progressive business organization. Therefore secretary whose inability to converse and relate intelligently with visitors  or customers in English Language or whose communication skills poor grossly inadequately creates a poor impression on the mind of the customers about the organization.	
 In view of the cordial relationship that exist between the secretary and communication that prompt the Polytechnic Curriculum to include communication in English as a course offered by secretarial students at National Diploma Level and Higher National Diploma Level Typewriting and Shorthand, which are the core course in secretarial studies department, house their offshoot from English Language. Thus an intelligent and effective secretary who handles his or her work with tact and finesse   is a good ambassador of her organization.
 An error free organization wills no doubt from a good positive impression on the sender and the organization and invariable serve as a credit to the secretary from whom the work is originated from. Furthermore communication is an indispensable element in the running of an organization due to the flow of information within and outside an organization that it vindicates the important of secretaries with good knowledge of communication. So it is a matter of concern for a secretary to identify and familiarize herself with then type of organization he or she works in respect to mode of communication in use so as enable him function prominently. This has been seen from the fact that each organization has it own system of communication   specifically designed to suit the purpose for which it was established.  He or she should seek to know the hierarchy of an organization and comprehend the proper flow of information acceptable in his or her organization.
In fact a vertical communication, horizontal communication, quasi vertical and diagonal communication function in an organization, therefore the secretary needs, to posses implacable knowledge of communication skills becomes   a matter of great important. For that, secretaries should always strive to find ways to meet up or to update his or her communication skills and human relationship skills.   
	The rise of globalization, developments in technology and risen competitions among organizations have challenges organization to look at many developmental tools that they can use. In parallel with these developments, organization management are obliged to develop new management techniques to struggle even harder competition conditions. These modern management techniques to a large extent aim to raise Secretaries’ performance by using the power of Communication Skills and Human Relationship Skills (Erogluer, 2011). The beginning of the universe was the beginning of Communication Skills and Human Relationship Skills. There was no beginning which was devoid of effective Communication Skills and Human Relationship Skills. Thus, Communication Skills and Human Relationship Skills facilitate transformation of the human society. Communication Skills and Human Relationship Skills is a many-sided phenomenon that means different things to different people. It is a process of a means of access to the mind or thought of another. (Ada et al., 2008). Attention has been given to the study of organizational Communication Skills and Human Relationship Skills in organizational behavior research as a result of the significance of this variable to organizational effectiveness. For instance, it has been found that effective Communication Skills and Human Relationship Skills improve job satisfaction. Chen et al. (2006) pointed out that research is lacking in examining Secretary Satisfaction with Communication Skills and Human Relationship Skills process. There is therefore the need to explore the relationship between organizational Communication Skills and Human Relationship Skills and Secretaries performance since Communication Skills and Human Relationship Skills integrates different units and functions in the organization. Communication Skills and Human Relationship Skills is the human activity that links people together and create relationship. (Goris, 2007), while poor Communication Skills and Human Relationship Skills results to low Secretary Commitment to the organization.
2.2 	CONCEPTUAL FRAME WORK
	The motive of the research that leads to this topic is to look in to and study the good human relationship skills and communication skills to the enlistment of an organization. It will be helpful for the growth of an organization if the issue of good communication skills and human relationships development is allowed and likewise the organization staff and customers will be equally encouraged and treated in the same manner. Processing good human relations with direct experience will lead to effective performance of secretaries in organizations. The improved performance of any organization, be it the government or private, depends on how well its members are trained i.e. How the secretaries relate with the management team, co-staffers and the customers. Good human relations of a secretary in an organization to general improvement in any section in any organization because by paying positive attention to the boss, it can lead to promotion of the secretary. 
	Like everything human, human relations may be an art, a science, a fiction, but most of all, they are an inescapable reality. If they are effective and help the secretary to fill well her calling, human relations are good; if they block the secretary’s work, they are evil. Whether good or evil, the secretary cannot avoid them; she is caught within their web for good or for worse. Let us ask, them, what are some of the main principles that generate good human relations and communication skills so that we may try them experimentally. First, the principles of tensional equilibrium. I consider this one the nucleus of human relations, since it constitute the foundation of that elusive something called personality; and human relations may be define as interpersonal Tension equilibrium means a distribution of weight line, as in a lever; and personality is a structure or pattern of tensional equilibrium as define personality as a pattern of trait of behavior. Each one of those traits will be a tensional balance of forces.   
	Communication Skills and Human Relationship Skills covers all activities  that the management does to enhance Secretaries performance.
Despite the above numerous advantage of effective Communication Skills and Human Relationship Skills business all over the world today is very challenging. To stay profitable in the highly challenging and competitive global market economy, all factors of production, i.e. men, machine, method, market, money and materials, should be wisely managed. Among the factors of production, the human resource constitutes the biggest challenge because unlike other inputs, Secretaries demand skilful handling of thoughts, feelings and emotions to secure highest productivity. Organisational Communication Skills and Human Relationship Skills plays an important role in this challenge. Inability of a heads or Managers of any organization to coordinate a perfect and smooth flow of Communication Skills and Human Relationship Skills interaction among Secretary and outside business environment may likely create and facilitate low productivity with high degree of Secretaries boring and disarray. However, people understand and interpret messages differently. In Communication Skills and Human Relationship Skills, there are many unwanted interference that can distort a message and remain always a potential threat to effective Communication Skills and Human Relationship Skills, because it can interfere with the accuracy of a message being communicated. Ayatse (2005) observed that Communication Skills and Human Relationship Skills is needed to establish and disseminate the goals of the enterprise. This is because the competencies and skills they possess will enable them to exhibit work behaviours appropriate and relevant to the performance of the job. It is further theorized that Secretaries are likely to be more productive if their performance is rewarded assuming that the reward received has value to them, as argued by the expectancy theory
2.3 	The Study Area
	The study area is in Ilorin metropolis. Ilorin is the commercial and administrative headquarter of  Kwara State, located in the North Central part of the Nigeria. Ilorin metropolis is arguably the most economically important location of the Kwara State and the states’ largest urban area with vast number of organizations, which makes it a relevant study area for this research work. The study utilizes in Public sectors organization in order to vividly examine the Essence of Communication Skills and Human Relationship Skills on Effective Service Delivery of Secretaries in Selected Organization in Ilorin Metropolis. The study was conducted at both Kwara State Polytechnic  and Kwara State Ministry of Health.

2.4 	Methodology and Research Design
	The research design adopted for this study was descriptive survey method. This is because the method was deemed appropriate, as the study collected information on impact of Communication Skills and Human Relationship Skills on Effective Service Delivery of Secretaries’ in Selected Organization in Ilorin Metropolis. Oniye (1997), states that the descriptive survey deals with systematic description of an event in a very factual and accurate manner.
WHAT IS SERVICE DELIVERY?
	Service delivery is the execution of those services and making sure they reach those people and places to whom and which they are intended. In simple term it is an act of providing a service to a customer. In the judiciary, the ultimate service to the public is justice delivery. Thus, the functions or duties of every staff of the judiciary are part of the chain of activities that constitute justice delivery. Citizen expects the quality of government service to be as high as or higher than service provided by the private sector. Delivering this service is at the heart of what most government agencies do, but the expectations of the citizens keeps rising. And the only way these expectations can be met is by delivering such service effectively.
	Effective service is making sure that the standard of execution of service meets the customer’s satisfaction. Service delivery takes place at an interface of human relations; and for service to be deliver effectively; the rules of human relations must be followed by all concerned. Wherever human relations are involved, there is bound to be fiction, but how the staff of the organization avoid or manage fiction and make every customer user happy will go a long way in boosting effective service delivery in the organization 
2.5	Essence of Communication Skills
	Communication is so vital to the survival of a business enterprise to the extent that it has been describe as the glue that holds the organization together. Poor communication is the number one problem in virtually all organizations. Communication problems can be immensely expensive in terms of potential lost sales. On the positive side, many sales are gained when the sales staff has the skills to develop rapport with customers, clients, to listen, to inform and to problem solve either in person, by telephone, or through an email. Akewusola 2020.
	Communication is an integral part of all managerial function unless managers communicate with others; they cannot plan, organize, control, coordinate, mentor, or lead. For instance, a manager cannot communicate a vision without superior communication skills. Person to person communicate is as much as part of managerial, professional, technical, and sales work as running is a part of basketball and football. Furthermore, the ability to communicate effectively relates closely to career advancement. Employees who are poor communicators are frequently by passed for promotions, particularly if the job includes people contact.
	Communication skills then refers to the dexterity at using and understanding not only spoken and written language but also the deployment as appropriate, or symbols, gestures, postures, and illustration that accompany either the spoken or written word.
The essence of communication skills can be described as follows:
A. Communication is central to individual and organizational life
	Effective communication skill can enhance ways an individual solve problem in his professional life and improve his relationship with others. They can make a different in is life as well as well as in the lives of other people.
B. Communication skill helps to tackle various challenges 
	How you say something so far more important than what you say. In daily living, man faces different challenges and must use different methods in tackling them. Sometime it will be appropriate to write a letter, at another time, face to face conversation will suit the circumstance. 
	It may be subtle confrontation today and tomorrow, consultation will be the ultimate goal. Yet consolidation may not be out of place at another time. A man who cannot communicate persuasively is either dead or dumb. 
C. Communication skill can improve the way an individual sees himself.
	Communication is vital to the development of the whole person (Morreale et al 2000).  As we engage in thought and interaction with significant other people, we learn about ourselves. People who are naïve about the communication process and the development of self awareness, self concept, and self-efficacy may not see themselves accurately or may be unaware of their own self development. Knowing how communication affects self perception can lead to greater awareness and appreciation of the self.
	As an individual learn how to communicate effectively in a variety of situation, his self confidence will increase 
D. Communication skill can improve the way others see you.
	An individual, through communication skill display self presentation, image management, and locus of control. To a considerable extent, he can control his own behavior which leads to positive outcome with others. It can discover that his interaction can be smoother and that he can achieve is goal more easily as he manage the impression he make on other through his mannerism. 
	Generally, people like communicating with others who can communicate well, who are not rude or saucy, who listen attentively, and who look calm in the pace of confrontation or provocation in contrast to someone who stumbles over what, fall silent, interrupt, and uses inappropriate language to express a thought.
	Most of us we prefer competent communicators. As one becomes increasingly competent, one we find that others seek one out of conversation, for assistance, and for advice.
E. Poor communication is the root of many problems.
	The root cause of most conflicts and disagreement at home, at work, at social gathering is poor, communication. Most of us lack the skills to communicate effectively. At home, the husband talk down on his wife, there is no connection between children and their parents. In the office, there is a disconnect between the superior (who sees himself as a boss) and his subordinates. Delivery of messages is amateurish. Rather than build a bridge of understanding we erect a word of confusion simply by our arrogance of mis-communication 
2.6	The real problem in communication
	Communication is a widely discussed problem today. Experts in the field not only tell us how to, but also why we should. Unsuccessful communication is offered as the root of most contemporary problems. We hear much of ‘’breakdowns’’ in communication. Misunderstandings private and public are attributed to ‘’failures’’ in the communication process.
	One need not accept this popular exaggeration to recognize the effective communication is important. However, it is not primarily the utilization of methods or techniques; it is expression of an attitude or a philosophy that makes or breaks communication. The essential problem today is not that there are breakdowns or failures but that quite often people simply refuse to communicate. Unhappily, those who refuse are frequently the ones who have something that should be said or heard.
	While this refusal to communicate exists to some degree in all areas of human activity, it is most noticeable in the management sphere, and it has its most serious effects in the management employee relationship.
	The executive who fails to take his subordinates into his confidence, the supervisor who does not explain why something must be done, the worker who will not speak candidly, are refusing to communicate. We should not be too surprised to find that each of these groups sometimes attempts to cover its refusal by claiming that the techniques of communication have been unsuccessful in an individual case.
	In communication, as with any business endeavor, management must set the tone. It would be more accurate to state that management does, in fact, set the tone either deliberately or inadvertently. Certainly management must recognize the close correlation between communication and public relations; it must recognize the even closer correlation between communication and positive administration.
	Communication can be effective only if the communicator knows in general terms what the recipient is thinking and if he has a reasonable idea of how that recipient will act on the information received. Communicators frequently overlook the very obvious fact that every initial communication has response. The receivers will respond whether or not formal channels are open to them.
	It is strange how many organizations with the best communicator’s materials and the most effective public relations techniques use these materials to obscure and conceal information rather than to impart it. The absence of a pertinent message will inevitably be given an adverse interpretation by prospective recipients.
It should always be remembered that:
i. Every initial communication has a response .ignoring this premise or attempting to avoid response will only result in the lessening of the effectiveness of the message
ii. Refusing to make information available is in itself a communication
In common with other actions, it will be considered by the recipient to be greater seriousness than those communication relayed by more conventional methods
iii. A communication will be fully effective only if its response is recognized as having value. Akewusola 2020.
2.7	Secretary 
	A secretary is a person employed to handle correspondence, keep files and do clerical work for another person or an organization. More also, a secretary can be said to be an officer who keep records, takes minutes of the meetings and answers correspondence, as for a company and also a secretary is an official who presides over an administrative department of state. These functions may be entirely carried out to assist one other employee or may be for the benefit or more than one.
	A secretary has many administrative duties. These duties were mostly related to correspondence, such as typing out of letters and maintaining files of paper documents. The advent of “WORD processing” has significantly reduces the time that such duties require, with the result that many new tasks have come under the preview of the secretary. In recent years, the secretary’s duties and responsibilities have undergone a vast change. Due to this reasons many people are opting for a career as a secretary. Earlier, the role of the secretary’s was limited to taking notes from their hands, typing, and storing information.
	However, with the advent of technology in organizations and offices, the secretary’s duties have extended to things that were meant for the professional and managerial staff. The secretary that organizations are seeking in today’s times should not only have clerical and administrative skills, but should also possess the knowledge on corporate laws, corporate governance, security laws and capital markets.
	The secretary who is also called the office professional has the responsibility to support and assist the managers as well as the directors of the company with their work. The secretary is an important mediator between the company, and the stakeholders and clients. The secretary duties are generally the same in every organization. There cannot be an effective and efficient business without the secretary. The secretary is often seen as an image-maker, public relation personnel, the information processor and an indispensable instrument in the organization. No executive can succeed without an efficient and effective secretary.
	Akewusola (2009) wrote that: “The roles of a secretary are so numerous that one cannot actually pin-point one particular aspect of a secretary. The secretary acts as a good receptionist and a fine public relation officer, projecting positively, the image of her organization”. He also says that, the “National Secretaries Association (international) defines a secretary as assistance to an executive, possessing a mastery of office skills and ability to assume responsibility, without direct supervision, which displays initiative, exercises judgment and make decision within the scope of her authority”.
	The word Secretary has been defined variously by different authors. Some of these definitions among others are according to Onifade (2004) Defined a Secretary as “An assistant to an executive, possessing mastery of skills and ability, assumes responsibility without direct supervision, who displays initiative, exercise judgment, and makes decisions within the scope of her authority.”
	A Secretary is the person who performs the myriad of daily chores that nibble away at an executive’s time. “A Secretary as the principal administrative support position in an office increases the effectiveness of program staff by coordinating the paper flow of the office and carrying out the day to day administrative support activities required to accomplish the work of the organization.”
	The term is derived from the (Latin) word secernere“to distinguish” or to “to set apart,” the passive participle (secretum) meaning “have been set apart,” with the eventual connotation of something private or confidential.  A secretary is a person, therefore, overseeing business confidentially, usually for a powerful individual such as a King, Pope, etc.
	A Secretary should be able to keep secrets of the organization and that of his boss. His role is principally that of support, assistance or helping the executives.  He carries out activities assigned to him by his executive or takes initiative which is within his authority and responsibility. A secretary is professional who has some code of ethics which he should guard jealously. He should be dynamic and versatile because he works in an environment that is not static. He should be ready to accept changes and challenges of the office and the world of work. His title changes in conformity with his responsibilities. For example a legal secretary has some professional responsibilities different from those of a medical secretary. The computer’s functions now change. You can now talk or use pen to write on the computer and what you say or is typed devoid the use of the keyboard.


2.8	Means which Secretary can Exhibit Human Relationship in an Organization
	Human relationship at work (and, away, too) serve a critical role in the development and maintenance of trust and positive feelings in an organization.
	Although the means of human relationship alone is not enough to produce worker productivity, it can significantly contribute to it.
	An effective secretary need to abstain from showing favouritisms, make difficult, sometimes unpopular, decisions, show concern for subordinates with appearing to pry and avoid misusing supervisory power.
	In fulfilling responsibilities, the secretary needs to strike the right note in their interpersonal relations with workers.
Communication 
	Communication is at the heart of human relationship. The ability of secretaries to clearly convey messages to others while also listening with the intent to understand is vital to strong, healthy relationships. Included within communication is the importance of self-disclosure and trust. Employees will feel closer to you if you show a willingness to share personal views and feelings and invite other s to share their own perspectives. Communication makes the other party more comfortable, which aids human interaction.

Empathy 
	To attract the interest of others you need to show empathy. This is a genuine interest in understanding the feelings and struggles of another person. Being able to put yourself emotionally into someone’s situation allows you to better relate to his point of view. Just showing interest attracts the attention of those you want to build relationship with. Using your understanding of their situations, showing compassion and offering help when appropriate can strengthen your relationship.
Bruce and Nyland (2011) 
	Suggest that many academics preceded Mayo in identifying a concept similar to that of the human relations movement even going as far as to suggest that the output and information collected by the Hawthorne investigations was identified well before Mayo by Taylor.
	In addition, Wren and Green Wood (2008) Argue that Taylor made important contributions to what inspires human motivations even though his ultimate findings were so much at different to the human relations movement.
	Another name which has been attributed to pre-existing human relations ideas is that of Henry S. Dennison. The one time president of the Taylor society has been linked to both Taylorist principles as well human relations ideals this creating nexus between Taylorism and human relations thought.
	Dennison demonstrated an activist’s concern both with the rationale and character of workers and with the control and management undertaken by managers of the business enterprise.
		Firstly, scientific management aimed to reduce inefficiency through studying the time and motions in work tasks. The objects of time studies were to determine how fast to job should and could be done.
	Secondly, Taylor purported to introduce specific quantitative goals to individual employees in order to provide challenging time restraints and thus, increasing productivity. Most importantly, Taylor sought to increase productivity through organization of behaviour.
	The theoretical goals of human relations were no different to that of Taylorism. In essence, both viewpoints sought to make the workplace a more specific goal and outcomes of each movement were different, each broadly speaking aimed to advance the workplace and create to coherent group of individuals, whilst still maintaining a hieratical system with managers in control. The notion of Taylorism was supportive of improvement in pay and conditions in workplace under the provision that workers were paid in accordance to their output.


CHAPTER THREE
METHODOLOGY
	In this chapter, the researcher would carefully explain the process on how data was collected and analyzed. 
	This chapter will be conducted under the following sub-headings: -
3.1	Instrument Used
3.2	Population of the Study 
3.3	Sample and Sampling Techniques 
3.4	Distribution and Collection of Data
3.5	Reliability 
3.6	Validity 
3.7	Method of Data Analysis 
3.1	Instrument Used
	The instrument used for the collection of data for this study was questionnaire. The questionnaire was used because the researcher believed that it would afford the researcher the opportunity to obtained facts from a large number of people which could facilitate analysis.
3.2	Population of the Study 
	The population for this study was secretaries of Kwara state polytechnic Ilorin and Kwara State Ministry of Health Ilorin. The number of secretariesof Kwara State Ministry of Health Ilorin is 5 while the number of secretaries in Kwara state polytechnic, Ilorin is 15 in number.
3.3	Sample and Sampling Techniques 
	The researcher used all the total population as sample since the total number of population is sizeable to manage for the study. 
3.4	Distribution and Collection of Data 
	The questionnaires designed were distributed by hand personally by the researcher. Fifteen copies of the questionnaire were distributed to the secretaries at Kwara State Polytechnic   and five copies were distributed at Kwara State Ministry of Health, Ilorin. The researcher went back after one week to retrieve the entire questionnaire. 
3.5	Reliability 
	The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable, as the question method will reveal information from the case study.


3.6	Validity 
	In order to be sure that the instrument measures what it is supposed to, it was given to the lecturers in Office Technology and Management Department. These lecturers critically examined the items of the instrument with respect to their fitness for the purpose of this study and accepted its use for the study.
3.7	Method of Data Analysis 
	The information collected were classified and manually analyzed with the aid of a calculator, figure collected were converted into percentages to make the analysis clearer. Therefore, the analysis was based on the data collected from the respondents and this will be presented in the next chapter.






CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction 
	This chapter is meant to enumerate the data to be analyzed; as such data will be based on the analysis of data collected through questionnaire.
	Twenty questionnaire were distributed to the respondent all the twenty copies were dully collected. Therefore, the data is based on the result of the questionnaires returned by the respondents. Responses of the secretaries were treated, and the consensus of the respondents was determined by the highest percentage of the responses.
	The question in the questionnaire was based on the research questions in chapter one and they are analyzed as follows.






4.2	Results 
Table 4.1:	A Secretary is an employee who carries out obligated tasks assigned by her boss  
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	15
	75

	Agree 
	05
	25

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.1, indicated that 15 (75%) respondents strongly agreed that a secretary is an employee who carry out obligated tasks assigned by her boss, while 5 (25%) respondents also agreed with this statement. The inference one could make from table above that secretary is an employee who carry out obligated task assigned by her boss.




Table 4.2:	The Organization can operate socially without the service of effective secretaries  
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	00
	0.00

	Agree 
	02
	10

	Disagree 
	08
	40

	Strongly disagree 
	10
	50

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.2, revealed that, 2 (10%) respondents agreed, 8 (40%) respondent are disagreed, while 10, (50%) respondent strongly disagreed with the statement that organization can operate socially without the service of effective secretary.



Table 4.3:	A secretary is an image maker because she serves as an intermediary between the public and organization. 
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	16
	80

	Agree 
	04
	20

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.3 revealed that 16 (80%) respondents strongly agreed that a secretary is an image maker because she serves as an intermediary between the public and organization and 4 (20%) of them also agreed, none of the respondents neither disagreed with the statement nor strongly disagreed. It can be seen that a secretary is an image maker because she serves as an intermediary between the public and organization.



Table 4.4:	Effective Communication skill always increase secretaries output 
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	12
	60

	Agree 
	06
	30

	Disagree 
	02
	10

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	The table 4.4 indicated that, 12 (60%) respondents strongly agreed, 6 (30%) were agreed, 2 (10%) disagreed, while there was no response for strongly disagreed for the statement that effective Communication skills always increase secretaries output.





Table 4.5:	Proper usage of effective Communication skills can increase an organization output 
	Choices
	No of Respondents
	Percentages

	Strongly Agree 
	06
	30

	Agree 
	10
	50

	Disagree 
	04
	20

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	The table 4.5 revealed that 6 (30%) respondents strongly agreed, 10 (50%) agreed, 4 (20%) disagreed, while there was none of the respondents neither disagreed with the statement nor strongly disagreed.




Table 4.6:	A secretary is expected to display a knack for affability in her daily disposition.
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	14
	70

	Agree 
	04
	20

	Disagree 
	02
	10

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.6 showed that 14 (70%) respondents strongly agreed that a secretary is expected to display a knack for affability in her daily disposition, 4 (20%) respondent agreed and 2 (10%) disagreed with the statement, while none strongly disagreed with the notion.




Table 4.7:	A secretary is indisputable personnel who possess confidence in interpersonal skills.  
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	15
	75

	Agree 
	05
	25

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.7 indicated that 15 (75%) respondents strongly agreed that, 5 (25%) respondents also agreed that a secretary is an indisputable personnel who possess confidence in an interpersonal skills. It can be seen from the table above that a secretary is an indisputable personnel who possess confidence in an interpersonal skills.   




Table 4.8:	Human Relationship skill is a part of soft skills which provides the ability to effectively interact with people. 
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	11
	55

	Agree 
	09
	45

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	From table 4.8 above, it can be discovered that, 11 (55%) respondents strongly agreed that Human Relation Skills is a part of soft skills which provides the ability to effectively interact with people while 9 (45%) respondents also agreed. Obviously, human relationship skill is a part of soft skills which provides the ability to effectively interact with people. 



Table 4.9:	In order to scale the hurdles of office life, a secretary must possess Human Relationship Skills   
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	15
	75

	Agree 
	05
	25

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.9 revealed that 15 (75%) respondents strongly agreed that in order to scale the hurdles of office life, a secretary must possess Human Relationship Skills, 5 (25%) respondents also agreed. Ultimately, a secretary must possess human relations skills in order to scale the hurdles of office life.  





Table 4.10:	Human Relationship Skills help secretary to excel in the workplace.
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	17
	85

	Agree 
	03
	15

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.10 indicated that 17 (85%) respondents strongly agreed that Human Relations Skills help secretary to excel in the workplace, 3 (15%) respondents also agreed. It is however safe to conclude from the table above that human relations skills help secretary to excel in the workplace. 





Table 4.11:	In the face of tensed situation, a secretary must display the ability for calmness and show that she is in control.  
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	15
	75

	Agree 
	05
	25

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.11 indicated that 15 (75%) respondents strongly agreed that in the face of tensed situation, a secretary must display the ability for calmness and show that she is in control, 5 (25%) also agreed with the statement. The inference that could be drawn from this table is that in the face of tensed situation, a secretary must display the ability for calmness and show that she is in control.  
Table 4.12:	Absence of Human Relationship skills can make performance of secretary less.
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	06
	30

	Agree 
	08
	40

	Disagree 
	05
	25

	Strongly disagree 
	01
	5

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	The table 4.12 indicated that 6 (30%) respondents strongly agreed, 8 (40%) agreed, 5 (25%) respondents disagreed, while 1 (5%) strongly disagreed with the notion.




Table 4.13:	Good Human Relationship are built on kind, courteous, and friendly actions 
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	15
	75

	Agree 
	05
	25

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.13 indicated that 15 (75%) respondents strongly agreed that Good Human Relations are built on kind, courteous, and friendly actions, 5 (25%) also agreed with the statement. Ultimately, it is obvious that Good Human Relations are built on kind, courteous, and friendly actions.  



Table 4.14:	A secretary must treat an individual based on traits and characteristics that makes them unique.  
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	09
	45

	Agree 
	09
	45

	Disagree 
	02
	10

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.14 indicated that 9 (45%) respondents strongly agreed, that a secretary must treat an individual based on traits and characteristics that make them unique, 9 (45%) agreed while 2 (10%) disagreed with the statement. 




Table 4.15:	Human Relationship Skills is essential because it enhances the efficient in the organization. 
	Choices 
	No of Respondents
	Percentages

	Very essential 
	12
	60

	Essential 
	04
	20

	Partially essential 
	02
	10

	Not essential 
	02
	10

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.15 revealed that 12 (60%) respondents every essential, 4 (20%) of the respondents mark essential, 2 (10%) partially essential while 2 (10%) Not essential.   





Table 4.16:	In this 21st century, the more valuable employee is the one who can effectively get along with people.  
	Choices 
	No of Respondents
	Percentages

	Strongly agree 
	12
	60

	Agree 
	05
	25

	Disagree 
	03
	15

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.16 indicated that 12 (60%) respondents strongly agreed, that in this 21st century, the more valuable employee is the one who can effectively get along with people, 5, (25%) agreed, 3 (15%) disagreed that in this 21st century, the more valuable employee is the one who can effectively get along with people.



Table 4.17:	It takes Human Relationship Skills to execute any idea because it involves dealing with people. 
	Choices 
	No of Respondents
	Percentages

	Strongly Agree 
	15
	75

	Agree 
	05
	25

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.17 revealed that 15 (75%) respondents strongly agreed, 5 (25%) also agreed that it takes human relations skills to execute any idea because it involves dealing with people. Ultimately, human relations skills are needed to execute any idea because it involves dealing with people.



`
Table 4.18: Human Relationship skills are what make relationship with employee and the public go smoothly.
	Choices 
	No of Respondents
	Percentages

	Strongly agree 
	17
	85

	Agree 
	03
	15

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.18 indicated that 17 (85%) respondents strongly agreed that human relations skills are what make relationship with employees and the public smoothly, 3 (15%) also agreed with the statement. It is obvious from this analysis that Human Relations Skills are what make relationship with employees and the public smoothly. 




Table 4.19:	A secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment. 
	Choices 
	No of Respondents
	Percentages

	Strongly Agreed 
	17
	85

	Agreed 
	03
	15

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	Table 4.19 revealed that 17 (85%) respondents strongly agreed that a secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment, 3 (15%) also agreed with the statement. It is oblivious that a secretary must be able to adjust to unpleasant people, unpleasant tasks, and unpleasant working environment. 




Table 4.20:	Human Relationship Skills cannot be taught, but can be developed through proper training.
	Choices 
	No of Respondents
	Percentages

	Strongly Agreed 
	16
	80

	Agreed 
	04
	20

	Disagree 
	00
	0.00

	Strongly disagree 
	00
	0.00

	Total 
	20
	100


Sources: Research’s Fieldwork, 2025
	From table 4.20 it could be discovered that 16 (80%) respondents strongly agreed that human relationship skills cannot be taught, but can be developed through proper training, while 6 (20%) respondents also agreed. It is self-evidence that human relations skills cannot be taught, but can be developed through proper training. 




CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
	The study deals with “Essence of Communication skills and Human Relationship Skills on Effective Service Delivery of Secretaries in Selected Organization in Ilorin Metropolis. The tools used for the investigation was questionnaire, which was developed by the researcher and were distributed to all secretary in the organization. Related literatures were also reviewed for this study.
	In order to find answers to these questions, the researcher went into reviewing related literature of learned authorities. The information collected from the questionnaires completed by the researcher and completed by the respondents was analyzed to know the opinion of the respondents.
5.2	Conclusion
	Based on the findings of this research, the study has been able to reveal that effective Communication Skills and Human Relationship Skills creates mutual understanding between management and Secretaries which helps in building genuine relationship among both parties in the organizations. Also, this study reveals that poor Communication Skills and Human Relationship Skills that can affect Secretaries performance. Therefore, organizations should regularly articulate it policies, goals and objectives to it Secretaries in other to improve work performance. That is, Communication Skills and Human Relationship Skills is a means through which the task and the resources needed to carry out an assignment, the roles and duties and the expected results are made known to the subordinates which makes work easier for better performance. Also, managers need to communicate with Secretaries regularly to get feedback and offer suggestions in other to prevent confusion about future jobassignments; this willhelp improve Secretaries performance and organizational productivity. In addition, topmanagers should communicate directly with their subordinates on issues of importance. Communication is needed in many organizational functions, both internal and external. The form the communication takes may be oral but, more often, it is written. In small businesses, much communication can be oral, often face to face. As organization grow in complexity and number of members, more messages must be written. They would be forced to use more impersonal means of exchanging information, such as memos, reports and bulletins and newspapers.
	Communication is the blood line of any organization. In order to attain its main goal of effective service delivery, it is employees need to judiciously employ the principles of effective service delivery by applying effective communication skills and human relationship skills. Effective communication skills and human relationship skills go a long way in shaping the organization culture which judiciary is trying to build.  
	Human Relationship Skills required of secretaries for an effective performance job performance in organization to achieve considerable increase in work output.
	Increase in efficiency as well as neatness in their performance in achieving effective result. Increased use of skills also helps secretaries in achieving good required performance by serving their times, labor and cost of production.
	From the findings of the study, it could be concluded that an organization without effective secretaries cannot suits its purpose effectively because they are the tools of management employed to control the affairs of organization.
5.3	Recommendations	
	To achieve effective performance by secretaries on the human relation skills, the following recommendations were made:
1.	The organization should endeavor to provide training of skills that are directly profitable to the professional secretaries.
2.	The secretaries must be exposed to modern skills. They should be ready to go for further education and take more professional courses, in order to acquire the needed skills in the use of essential ones.
3.	The secretaries should be given adequate skillful training on the operation of interpersonal relation being used in their organization.
4.	More researches should continue on how to make more useful use of the skills required.
5.	Ensure that the skills, when acquired are used, maintained for each type of task.
6.	An efficient quality control should be improved upon with which quality decisions would be made which will affect secretaries and reflect in output.
7.	For secretaries to be successful, the supreme importance of human relations aspect or required skills must be taking into serious consideration.
8.	Effective and efficient performance system should be properly monitories.
9.	Management must make sure that human relations system does not become too	rigid, that is list its usefulness.
10. 	This study recommended that managers will need to communicate with Secretaries regularly to improve Secretaries commitment and performance.
12. 	Organization management must gear its policies and objectives in such a	manner that Secretaries perform their work and do their assigned task. 
13. 	Organizations management should eliminate the barriers on Communication Skills and Human Relationship Skills and create efficient, participative, and transparent Communication Skills and Human Relationship Skills medium to improve Secretaries commitment.
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APPENDIX 1
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear respondent, 
	I am a student in the Department of Office Technology and Management, Institute of Information and Communication Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on ESSENCE OF COMMUNICATION SKILLS AND HUMAN RELATIONSHIP SKILLS ON EFFECTIVE SERVICE DELIVERY OF SECRETARIES IN SELECTED ORGANISATION IN ILORIN METROPOLIS 
	The exercise is important in partial fulfillment of the requirements for the award of Higher National Diploma in Office Technology and Management of the institution.
	Rest assured that the researcher ethics of anonymity and confidentially will be strictly adhered to.

									Yours faithfully
			
APPENDIX II
QUESTIONNAIRE 
1. A Secretary is an employee who carries out obligated tasks assigned by her boss
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
2. The Organization can operate socially without the service of effective secretaries
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
3. A secretary is an image maker because she serves as an intermediary between the 
	public and organization.
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
4. Effective Communication skill always increase secretaries output 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
5. Proper usage of effective Communication skills can increase an organization output 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
6. A secretary is expected to display a knack for affability in her daily disposition.
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
7. A secretary is indisputable personnel who possess confidence in interpersonal skills. 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
8. Human Relationship skill is a part of soft skills which provides the ability to
effectively interact with people. 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
9. In order to scale the hurdles of office life, a secretary must possess Human	Relationship Skills   
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
10. Human Relationship Skills help secretary to excel in the workplace.\
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
11. In the face of tensed situation, a secretary must display the ability for calmness and	show that she is in control.  
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
12. Absence of Human Relationship skills can make performance of secretary less.
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
13. Good Human Relationship are built on kind, courteous, and friendly actions 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
14. A secretary must treat an individual based on traits and characteristics that makes them
	unique.  
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
15. Human Relationship Skills is essential because it enhances the efficient in the\
	organization. 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
16. In this 21st century, the more valuable employee is the one who can effectively 	along with people. 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
17. It takes Human Relationship Skills to execute any idea because it involves dealing		with people. 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
18. Human Relationship skills are what make relationship with employee and the public	go smoothly.
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
19. A secretary must be able to adjust to unpleasant people, unpleasant tasks, and	unpleasant working environment. 
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
20. Human Relationship Skills cannot be taught, but can be developed through proper
training.
(a) Strongly Agree 	(b) Agree 	(c) Disagree 		(d) Strongly Disagree
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