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ABSTRACT
The role of secretary etiquette is critical to ensuring the efficient performance of duties and the achievement of organizational objectives. Secretaries are often the first point of contact and the backbone of administrative functions within an organization. Proper etiquette, including communication skills, professional demeanor, organizational abilities, and interpersonal relationships, plays a significant role in facilitating smooth operations and promoting a productive work environment. This study explores how secretary etiquette influences various aspects of organizational effectiveness, such as time management, resource allocation, and collaboration. By focusing on the interaction between secretaries, management, and clients, the research highlights the importance of maintaining a positive professional attitude to enhance overall performance and contribute to the attainment of organizational goals. The findings underscore the need for training and continuous development of secretaries to improve their etiquette and, consequently, the performance of their duties.
Keywords: Secretary, Etiquette, Organizational, Objectives, Professionalism.
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CHAPTER ONE
INTRODUCTION
1.1 Background of the study
The role of a secretary in any organization is multifaceted and essential for the smooth functioning of administrative activities. Secretaries are often the first point of contact for clients, employees, and management, making their etiquette critical to the overall success of the organization. Secretary etiquette refers to the professional behaviors, communication skills, and interpersonal conduct that secretaries use in their daily interactions with others in the workplace. These qualities not only reflect an individual's professionalism but also impact the organizational climate, the efficiency of operations, and the achievement of organizational objectives.
In the context of organizational performance, the secretary’s role is often underestimated, despite its far-reaching influence. Secretaries are expected to handle a variety of duties such as managing correspondence, organizing meetings, scheduling appointments, and maintaining office procedures. These responsibilities require more than technical skills; they also demand a strong sense of professionalism, diplomacy, and effective communication. Proper secretary etiquette can significantly enhance the effectiveness with which these duties are performed and, in turn, contribute to the achievement of organizational goals (Mackay, 2016).
Research has shown that good communication and organizational skills are central to the efficiency of a secretary. A study by Davidson (2018) highlighted that secretaries with a high level of professionalism and proper etiquette foster better communication channels between departments, which leads to improved collaboration and resource management. Moreover, the secretary’s ability to represent the organization positively can affect client satisfaction and create a productive work environment (Morrow & Sullivan, 2017).
The importance of etiquette in shaping the success of an organization extends beyond communication and interpersonal skills. According to Singh (2019), secretaries who adhere to established ethical standards and demonstrate respect and courtesy contribute to an organizational culture of trust and mutual respect, which enhances employee morale and motivation. This positive work culture can lead to improved employee performance and, ultimately, the achievement of organizational objectives.
The role of secretaries in organizations has evolved significantly over the years, expanding beyond traditional administrative tasks to become essential contributors to organizational success. Secretaries are not just responsible for clerical work; they are involved in managing communications, coordinating operations, maintaining records, and serving as a liaison between different levels of staff and clients. The conduct and professionalism of secretaries, often referred to as "secretary etiquette," have a profound influence on the functioning of organizations and their overall success. Secretary etiquette is the manner in which secretaries interact with others in the workplace, encompassing communication, interpersonal skills, appearance, punctuality, and general professionalism (Baker & Thomas, 2015).
The concept of etiquette in the workplace is crucial for maintaining harmony and ensuring that tasks are completed efficiently. For secretaries, it is a vital aspect of their role as they are often in the position of facilitating the flow of information and ensuring that organizational operations run smoothly. According to Harrington (2016), secretaries who exhibit strong etiquette skills help build a positive organizational image, strengthen relationships with clients, and contribute to overall productivity. In contrast, poor etiquette may lead to misunderstandings, inefficiencies, and negative perceptions, which can affect the organization’s reputation and its ability to meet objectives.
1.2 Statement of the Problem
In today’s fast-paced business environment, organizations are increasingly recognizing the importance of efficient administrative functions and professional behavior in enhancing productivity and achieving organizational goals. Secretaries, who are typically responsible for managing day-to-day administrative tasks such as scheduling, communication, and document handling, play a crucial role in ensuring smooth organizational operations. However, the impact of secretary etiquette—defined as the professional conduct, communication skills, and interpersonal behavior exhibited by secretaries—on the efficiency of their duties and the broader organizational success remains an underexplored area of research.
Although secretaries are often tasked with high levels of responsibility, much of the existing literature has focused on their technical skills, such as office management and time management, with limited attention given to the role of professional etiquette in improving organizational outcomes (Mackay, 2016; Davidson, 2018). Proper secretary etiquette is essential not only for maintaining effective communication with colleagues, management, and clients but also for promoting a work environment that fosters cooperation, mutual respect, and positive engagement. The lack of clear understanding about the ways in which etiquette impacts the performance of duties could lead to underutilization of secretaries' potential and missed opportunities for improving organizational efficiency.
In many organizations, secretaries are seen primarily as support staff, with their professional behavior sometimes undervalued or overlooked. This could result in missed chances for secretaries to contribute more significantly to organizational success through improved interpersonal relationships, better organizational practices, and enhanced communication strategies. Moreover, without adequate training and emphasis on etiquette, secretaries may inadvertently contribute to inefficiencies, miscommunication, and a negative organizational culture, which can hinder the achievement of organizational objectives (Berman, 2018; Kelly, 2017).
There is a pressing need to investigate the role of secretary etiquette in enhancing their overall performance in fulfilling administrative duties and in the broader context of organizational performance. This study aims to address the gap in the literature by exploring the direct and indirect relationships between secretary etiquette and organizational effectiveness. Specifically, it seeks to understand how the professional behavior of secretaries impacts their efficiency in handling duties, how it influences team collaboration, and how it contributes to the achievement of broader organizational goals. Furthermore, this study will investigate how organizations can better support secretaries in improving their etiquette through training, resources, and professional development programs.
The findings of this research will contribute to a more comprehensive understanding of the value secretaries bring to organizations, not only through their technical abilities but also through their professional conduct. It will also provide recommendations for organizations on how to foster a more conducive work environment by prioritizing secretary etiquette as a key factor in organizational success.
1.3Objective of the study
The primary objective of this study is to explore the role of secretary etiquette in the efficient performance of duties and the achievement of organizational objectives. Secretaries are essential components of organizational structures, performing a wide range of administrative tasks that contribute to the smooth operation of the business. However, their impact on organizational success goes beyond technical competencies, and it is essential to understand how secretary etiquette—encompassing professional behavior, communication skills, and interpersonal conduct—affects overall organizational performance. Specifically, this study aims to:
1. Examine the relationship between secretary etiquette and the efficient performance of administrative duties.
2. Evaluate the impact of secretary etiquette on interdepartmental communication and collaboration.
3. Assess the influence of secretary etiquette on organizational culture and employee’s morale.
4. Investigate the role of secretary etiquette in client relations and organizational reputation.
5. Provide recommendations for improving secretary etiquette through training and development programs.

1.4 Research Questions
This study is on the role of secretary etiquette on the efficient performance of duties and the achievement of organizational objectives. To guide the research and focus on the key aspects of this relationship, the following research questions have been formulated:
1. What extent does secretary etiquette influence the efficient performance of administrative duties?
What role does secretary etiquette play in enhancing interdepartmental communication and collaboration?
3. How does the professional conduct of secretaries affect the organizational culture and employee’s morale?
4. In what ways does secretary etiquette impact client satisfaction and the organization’s reputation?
5. What are the key strategies for improving secretary etiquette through training and professional development?

1.5 Significance of the Study
This study holds significant value both for secretaries and organizations, as it explores the role of secretary etiquette in improving the efficient performance of duties and contributing to the achievement of organizational objectives. By focusing on the relationship between secretary behavior and organizational success, the study aims to highlight the importance of professionalism, communication, and interpersonal skills in administrative roles. The findings will provide insights and actionable recommendations that can enhance the performance of secretaries and improve organizational outcomes.
Significance to the Secretary
The study provides secretaries with an opportunity to better understand the importance of their professional etiquette in the workplace. By recognizing the direct influence of their behavior on task performance, communication, and relationships with others, secretaries can improve their interpersonal skills and professional demeanor. This knowledge will empower secretaries to approach their roles with greater confidence, ensuring they contribute more effectively to organizational success (Kelly, 2017).
Understanding the impact of etiquette on performance and organizational success can motivate secretaries to adopt best practices in their professional conduct. As secretaries enhance their skills, they are likely to experience greater job satisfaction, as their efforts will be more valued by both management and colleagues. Additionally, demonstrating high levels of professionalism can open doors for career advancement opportunities, as well-trained secretaries are often considered essential assets to organizations (Mackay, 2016).
Secretaries are often seen as support staff rather than integral parts of the organization. This study emphasizes how secretary etiquette contributes to efficient performance and the achievement of organizational objectives, allowing secretaries to gain recognition for their broader impact on organizational success. By improving their professional conduct, secretaries will be able to highlight their critical role and demonstrate their value in ways that enhance their professional reputation (Berman, 2018).
Significance to the Organization
By understanding how secretary etiquette influences the efficient execution of duties, organizations can realize the importance of investing in the development of secretarial skills. The study will emphasize the direct connection between professional behavior and task performance, helping organizations recognize that enhancing secretary etiquette leads to improved time management, smoother communication, and faster completion of administrative tasks. These improvements collectively boost organizational efficiency and productivity (Smith & Davis, 2019).
This research highlights the role of secretary etiquette in facilitating effective communication and fostering cooperation among departments. Secretaries who exhibit professionalism and clear communication can bridge gaps between management, staff, and clients, which in turn strengthens interdepartmental relationships. A more collaborative work environment results in better teamwork, reduced conflicts, and more effective decision-making processes, ultimately contributing to organizational success (Porter & Watson, 2020).
Secretaries are often the first point of contact for clients and external stakeholders, and their professional behavior directly impacts the organization's reputation. By ensuring that secretaries maintain high standards of etiquette, organizations can enhance their public image and strengthen client relationships. This study will help organizations understand the significance of investing in secretary etiquette training to improve client interactions, build trust, and foster long-term relationships that align with the organization’s strategic goals (Berman, 2018).
The professional conduct of secretaries also has a profound impact on the organizational culture. Secretaries who demonstrate respect, politeness, and strong interpersonal skills contribute to a positive work environment, which can enhance employees morale and engagement. As a result, employees are more likely to feel valued, work cohesively, and be more committed to achieving organizational goals. This positive organizational culture, in turn, increases employees retention and reduces turnover (Kelly, 2017).
Finally, the study underscores the role of secretary etiquette in achieving long-term organizational objectives. When secretaries exhibit professionalism and contribute positively to internal and external communications, they play a crucial part in the organization's strategic growth. The combination of high efficiency, effective communication, and strong client relations fosters an environment conducive to achieving organizational goals. As secretaries influence several key aspects of organizational operations, their role in the success of the organization cannot be overstated (Mackay, 2016; Smith & Davis, 2019).
1.6 Delimitation of the Study
This study is delimited to secretaries working in private or public medium to large corporate organizations such as government, and educational sector located in Ilorin town. The research focused on specific aspects of secretary etiquette, such as professional communication, time management, and interpersonal skills, and does not cover technical skills like document preparation or event management. The time frame for data collection is set for two weeks, which limits the scope to current practices and perceptions, without addressing long-term trends. Additionally, the study involves only those secretaries with at least one year of experience in their current roles to ensure they have sufficient insight into the relationship between their professional conduct and job performance. Lastly, other potential variables that may influence organizational outcomes, such as leadership styles and organizational culture, are excluded to maintain focus on the impact of secretary etiquette alone. The study adopted case study approach it, purposively selected two organizations as case study for purpose of data collection.
1.7 Limitation of the Study
While this study provides valuable insights into the role of secretary etiquette in enhancing organizational performance, several limitations may affect the generalizability and scope of the findings. One of the primary limitations was the focus on a specific sample of secretaries working in medium to large corporate organizations in Ilorin town. This restricts the ability to apply the results to secretaries in different sectors, such as small businesses or non-profit organizations, or in rural or less formalized work environments, where the role of etiquette may differ significantly.
the study only includes secretaries with at least one year of experience in their current roles, which excludes newer secretaries who might have a different perspective on the significance of etiquette in their roles.
























CHAPTER TWO
LITERATURE REVIEW
This chapter is on literature review of existing relevant information on the role of secretary etiquette in the efficient performance of duties and the achievement of organizational objectives is a subject of growing interest in the field of organizational behavior. A professional secretary plays a critical role in ensuring the smooth operation of an organization. Their behaviors, attitudes, and communication skills—collectively known as secretary etiquette—have a direct impact on their ability to perform administrative duties effectively and contribute to organizational success. This literature review examines previous studies and research related to secretary etiquette, focusing on the areas of professional conduct, communication, time management, and their broader impact on organizational performance. Therefore, this chapter will be conducted as follows:
2.1 The Concept of Secretary Etiquette
Secretary etiquette refers to the set of professional behaviors, practices, and manners that a secretary or administrative professional should exhibit in the workplace. These behaviors not only help in fostering a positive work environment but also contribute significantly to the secretary’s ability to perform their duties effectively and support the broader organizational objectives. In its essence, secretary etiquette is about understanding the expectations of the role, practicing respect and professionalism, and demonstrating skills that enhance the efficiency and productivity of an office environment.
The importance of secretary etiquette can be traced back to the early 20th century when the role of secretaries evolved from mere clerical tasks to becoming key contributors to an organization’s overall function. As organizations became more complex and their operations more interconnected, the role of the secretary shifted towards a more multifaceted and strategic position (Gammie, 2006). The secretary is not just an administrative assistant; they act as a liaison between various departments, manage communication, and assist in decision-making processes, making etiquette and professionalism crucial in all interactions.
One of the foundational aspects of secretary etiquette is professionalism in communication. This includes both verbal and written communication. A secretary is often the first point of contact for clients, visitors, and other stakeholders, so how they communicate can reflect the entire organization’s image. Politeness, clarity, and respect in communication help build a positive reputation and ensure smooth information flow (Guffey & Loewy, 2017).
For instance, the tone of voice in phone calls, the language used in emails, and how information is delivered in face-to-face conversations all play an essential role. A professional secretary must be able to listen actively, respond appropriately, and maintain composure under pressure. This level of etiquette is particularly important when handling sensitive matters, such as managing a senior executive's schedule or dealing with client complaints (Thompson, 2018).
Secretary etiquette also encompasses strong time management and organizational skills. A secretary’s role often involves juggling multiple tasks, such as scheduling meetings, handling correspondence, and managing office supplies. Being punctual and prepared is a core component of professional etiquette. A secretary who is well-organized, follows deadlines, and manages time effectively not only enhances personal performance but also contributes to the efficiency of the whole team. According to a study by Buckley and Hume (2006), the ability to prioritize and multitask effectively is vital in maintaining the flow of office work. Moreover, a secretary’s punctuality in attending meetings and managing the executive’s calendar can significantly impact the productivity of the organization as a whole. A fundamental principle of secretary etiquette is discretion and the ability to maintain confidentiality. Secretaries are often privy to sensitive and confidential information, whether it pertains to the company’s operations, employee details, or strategic plans. A secretary's adherence to confidentiality builds trust with senior management, employees, and clients alike (Buchanan & Huczynski, 2019).
In practice, this means a secretary should avoid disclosing confidential information to unauthorized individuals and ensure that sensitive documents are securely stored and transmitted. The level of trust and responsibility placed on a secretary requires them to uphold the highest ethical standards. As Gammie (2006) emphasized, that the secretary must serve as a gatekeeper who ensures that the integrity of sensitive information is maintained at all times.
Another component of secretary etiquette involves maintaining a professional appearance. The dress code may vary depending on the organizational culture, but a secretary is generally expected to present themselves in a way that reflects the values and standards of the organization. First impressions matter, and a neat, well-groomed appearance projects confidence and professionalism.
Dressed in accordance with organizational standards, the secretary exudes a sense of respect for the job, the team, and the clients they interact with. Moreover, proper etiquette dictates that secretaries should also maintain a clean and organized workspace, as it can contribute to a more productive and pleasant work environment (Guffey & Loewy, 2017). Secretary etiquette also involves respecting the hierarchical relationships within an organization. While the secretary's role is one of support, they must also understand and adhere to the organizational structure. A secretary should be courteous and respectful to all colleagues, irrespective of their role within the organization. This includes respecting the time and responsibilities of their superiors while also maintaining a professional relationship with colleagues and clients at all levels. According to Thompson (2018), the secretary should exhibit respect for the decisions made by higher-ups, while also providing them with the information and support needed to make informed decisions. In cases where the secretary needs to interact with upper management, they must demonstrate professionalism and maintain an appropriate balance of assertiveness and deference.
2.2 The Role of Secretary Etiquette in Task Efficiency
The role of secretary etiquette in task efficiency is pivotal in ensuring smooth operations and optimal productivity within any organization. A secretary, often at the core of office administration, manages a variety of duties, such as scheduling, correspondence, organizing meetings, and maintaining records. The manner in which these tasks are performed—guided by professional etiquette—directly influences how efficiently they are executed and how effectively the entire office functions (Robbins & Judge, 2017). First and foremost, secretary etiquette impacts communication, which is a foundational element in task efficiency. A secretary’s communication skills are essential in ensuring that messages are transmitted clearly and promptly, minimizing misunderstandings and delays. Professional communication, whether through phone calls, emails, or face-to-face interactions, helps organize the flow of information within the organization. For instance, a secretary who is polite, concise, and timely in responding to emails or forwarding important information allows decision-makers to act swiftly, which is crucial in high-paced work environments. Miscommunications or delayed responses can create bottlenecks that hinder progress on projects or tasks, leading to unnecessary delays and confusion (McCroskey & Richmond, 2013). Proper communication also extends to how a secretary interacts with others in the workplace. A secretary with strong etiquette is skilled at navigating the varying dynamics of an office, whether they are engaging with superiors, colleagues, or clients. For example, a secretary must often handle queries, resolve conflicts, or relay important information between departments. By maintaining professionalism in all interactions, a secretary ensures that issues are addressed efficiently and respectfully, fostering a positive work environment that encourages collaboration and quick resolution of problems (Blanchard & Johnson, 2015). In terms of task management, secretary etiquette can help streamline processes, leading to more effective use of time and resources. Time management is an essential skill for secretaries, as they typically juggle multiple tasks simultaneously. A secretary’s ability to prioritize tasks based on urgency and importance ensures that the most critical activities are addressed first. This includes organizing meetings, making travel arrangements, or preparing documents for review—all of which must be handled with attention to detail and in a timely manner (Krot & Lewicka, 2012).
By maintaining a structured approach to task management, a secretary enhances productivity within the office. For example, an executive’s calendar may be packed with meetings, deadlines, and appointments. A secretary who practices excellent etiquette—such as being punctual in scheduling, respecting time limits for meetings, and ensuring that all necessary materials are available—ensures that the executive’s time is used efficiently. This, in turn, minimizes delays, ensures better task completion, and contributes to smoother operations within the organization (Drucker, 2001).
Moreover, secretary etiquette ensures that the office environment remains organized, which directly contributes to task efficiency. The secretary is often responsible for maintaining filing systems, organizing physical and digital documents, and managing office supplies. An organized secretary keeps everything in its proper place, making it easier for employees to locate information or materials quickly. A disorganized system can lead to wasted time as staff search for important documents or miss deadlines due to misplaced information (Haines, 2006).
A secretary’s ability to maintain confidentiality also plays a key role in task efficiency. Many tasks involve sensitive information, and a secretary must adhere to strict confidentiality guidelines. When a secretary handles confidential information appropriately, trust within the organization is preserved, and the integrity of the work is maintained. This is particularly important in tasks that involve strategic planning, financial data, or personal employee information. A breach in confidentiality can lead to delays in decision-making, loss of trust, and potential legal or reputational risks for the organization (Grice & Skinner, 2014).
In addition to communication and time management, secretary etiquette also influences how well a secretary handles difficult situations. A secretary with good etiquette knows how to remain calm and composed under pressure, which is vital in situations where tasks must be completed under tight deadlines or when dealing with demanding clients. A professional and well-mannered secretary is better equipped to handle interruptions, deal with conflict, and multitask efficiently without compromising the quality of work. This sense of composure allows for quick problem-solving, ensuring that tasks are completed as efficiently as possible, even in stressful circumstances (Goleman, 2006).
A well-trained secretary who practices excellent etiquette also acts as a liaison between different departments, ensuring that information is exchanged smoothly. This facilitates interdepartmental cooperation, which is essential for achieving organizational goals. By coordinating meetings, ensuring clear communication, and ensuring that departments work together cohesively, the secretary ensures that all members of the team are on the same page, contributing to efficient task completion. This is especially important in large organizations where departments must often collaborate on projects, with tasks overlapping between multiple teams (Robbins & Judge, 2017).
The influence of secretary etiquette on task efficiency extends beyond daily interactions and routine duties—it shapes the overall productivity of the entire organization. A secretary's approach to their work, guided by professional etiquette, plays a crucial role in the smooth coordination of activities, fostering a work environment where tasks are completed effectively, deadlines are met, and strategic objectives are realized. Let’s explore further how secretary etiquette impacts task efficiency in additional ways.
One significant factor is the secretary's ability to anticipate the needs of their superiors or the organization as a whole. A secretary who practices proactive etiquette is not just reactive but takes the initiative to foresee potential challenges or requirements. This foresight can be seen in the way a secretary schedules meetings, arranges travel plans, and ensures that all necessary documentation or resources are prepared ahead of time. For instance, before an important meeting, a secretary may prepare all relevant documents, create an agenda, and ensure that all participants are informed and reminded in advance, saving the organization time and ensuring a focused and efficient meeting. This kind of initiative, driven by good etiquette, minimizes the chances of last-minute disruptions, allowing for a more productive workflow (Drucker, 2001).
2.3 Communication Skills and Secretary Etiquette
Effective communication is at the heart of secretary etiquette, as it ensures that information flows seamlessly within an organization. A secretary, often acting as a liaison between various departments, executives, and clients, must possess strong communication skills to perform their duties efficiently. These skills not only involve the clear transmission of information but also the tone, professionalism, and respect displayed during every interaction. Secretary etiquette plays a key role in fostering positive relationships, enhancing productivity, and promoting a collaborative work environment. This section explores the significance of communication skills within the context of secretary etiquette, providing insights into how these competencies contribute to organizational success.
Verbal communication is one of the most critical aspects of secretary etiquette. As a primary point of contact for clients, superiors, and colleagues, a secretary’s ability to speak clearly, concisely, and professionally is essential. The tone of voice, choice of words, and delivery can greatly influence the outcome of a conversation. A secretary who uses a polite, respectful, and confident tone when answering the phone, addressing inquiries, or relaying messages ensures that others feel valued and heard (Hargie, 2011).
For example, when handling a phone call or an in-person query, the secretary should greet the individual warmly, listen attentively, and respond clearly to the request or question. Effective verbal communication not only promotes understanding but also helps to establish trust and respect between the secretary and the other party (McCroskey & Richmond, 2013). A secretary who maintains a professional and courteous tone, even in stressful or demanding situations, demonstrates emotional intelligence, which is vital for maintaining calm and ensuring that tasks proceed smoothly (Goleman, 2006).
In today’s digital age, written communication, such as emails, memos, and reports, forms an integral part of the secretary’s role. Strong written communication skills are essential in crafting clear, precise, and professional messages. Secretary etiquette dictates that emails or written correspondences are composed with proper grammar, punctuation, and structure. A well-written email not only conveys the intended message but also reflects the secretary's attention to detail and commitment to professionalism.
When drafting emails or other written communication, a secretary must ensure that the message is clear and devoid of ambiguity. This includes organizing the content logically, using formal language, and being concise without sacrificing clarity. Furthermore, the tone of written communication is crucial. A secretary should avoid overly casual language or overly complex phrases that could confuse the recipient. Politeness, even in written communication, can build stronger relationships within the workplace and with external clients, as it ensures that others feel respected and valued (Robbins & Judge, 2017).
Active listening is another vital communication skill that contributes to effective secretary etiquette. A secretary must be an attentive listener to ensure accurate message delivery and proper task execution. Active listening involves giving full attention to the speaker, reflecting on the message being conveyed, and responding appropriately. This is particularly important when dealing with clients, executives, or colleagues who may have specific instructions or needs that require careful attention (Brownell, 2012).
By engaging in active listening, a secretary can ensure that requests are understood and fulfilled correctly, thus preventing errors and miscommunications. Moreover, active listening helps to build rapport with colleagues and clients, as it conveys respect and a willingness to understand others' perspectives. This also helps to diffuse potential conflicts, as it allows the secretary to address concerns or issues before they escalate (Hargie, 2011).
In addition to verbal and written communication, non-verbal communication, such as body language, plays a significant role in secretary etiquette. Non-verbal cues, such as eye contact, posture, and facial expressions, can convey respect, attentiveness, and professionalism. A secretary who maintains good posture, offers a warm smile, and makes appropriate eye contact during face-to-face interactions creates a positive impression, fostering trust and goodwill.
Non-verbal communication also helps to reinforce the verbal messages being delivered. For instance, during meetings or discussions, a secretary’s body language can signal attentiveness, engagement, and understanding. A well-executed handshake, a nod of agreement, or an encouraging gesture can go a long way in building rapport with others, making them feel comfortable and respected. Additionally, a secretary who is adept at interpreting non-verbal cues from others—such as signs of stress, confusion, or frustration—can adjust their communication style accordingly to address underlying concerns (McCroskey & Richmond, 2013).
A critical aspect of secretary etiquette is the ability to handle confidential information with discretion. Secretaries are often privy to sensitive organizational matters, including financial data, personal information, and business strategies. Communication skills, in this context, go beyond speaking and writing clearly—they also involve maintaining confidentiality and exercising discretion in all interactions. A secretary who respects the confidentiality of sensitive information ensures that trust is preserved and that the organization operates smoothly without the risk of leaks or unauthorized disclosure (Grice & Skinner, 2014).
The ability to communicate sensitive matters appropriately, whether in writing or verbally, reflects strong ethical standards and a high level of professionalism. For instance, when dealing with confidential tasks such as managing executive schedules, handling personal inquiries, or dealing with client information, a secretary must exercise caution to prevent the inadvertent sharing of sensitive details. This requires careful judgment and attention to the nuances of both verbal and non-verbal communication (Grice & Skinner, 2014).
In situations where misunderstandings or conflicts arise, effective communication skills and secretary etiquette are essential in mitigating the issue. A secretary who remains calm, composed, and diplomatic in addressing crises can help resolve conflicts swiftly and effectively. Strong communication skills, particularly in managing emotions and maintaining professionalism, are critical during such times (Goleman, 2006).
For instance, if there is a misunderstanding between team members or a client is upset, a secretary who listens carefully, acknowledges the concern, and communicates a solution clearly can defuse the situation and restore harmony. Similarly, when managing high-pressure situations or urgent requests, clear and respectful communication is vital for maintaining order and ensuring tasks are completed efficiently (McCroskey & Richmond, 2013). A secretary's ability to resolve conflicts through effective communication helps to ensure that the organization’s operations continue without disruption, contributing to overall task efficiency.
Modern communication tools, such as email, instant messaging, video conferencing, and project management software, have transformed the way secretaries interact within organizations. Secretary etiquette now extends to the virtual realm, where a secretary must use technology to communicate efficiently and professionally. This includes using appropriate software to schedule meetings, share documents, and manage communication between various stakeholders.
In the digital age, a secretary’s communication skills must encompass not only traditional verbal and written communication but also technological fluency. Understanding the nuances of digital communication, including the importance of tone in emails, the efficient use of project management tools, and the ability to facilitate remote meetings, is crucial for maintaining professionalism and ensuring efficient task execution (Hargie, 2011).
In addition to the core elements of verbal, written, and non-verbal communication, secretary etiquette also extends to the management and coordination of communication across different channels, ensuring that all messages reach the appropriate individuals in a timely and organized manner. In the digital age, a secretary’s role has evolved to include the responsibility of managing and filtering communications across multiple platforms, such as email, phone systems, social media, and video conferencing tools. This task requires a strong understanding of how to use each communication medium appropriately and how to maintain professionalism in each context (McCroskey & Richmond, 2013).
For instance, when dealing with email correspondence, a secretary should understand the etiquette surrounding timely responses. While emails should be answered as promptly as possible, the tone should always remain professional and courteous, ensuring that the content is direct yet respectful. A secretary who responds in a timely manner not only shows respect for the sender’s time but also helps maintain the flow of work by avoiding delays in communication (Brownell, 2012). This is especially important when scheduling meetings, following up on pending tasks, or communicating with clients or partners.
In addition to timely responses, the secretary must also consider the content of emails. A secretary who possesses strong writing skills can ensure that emails are concise, free from errors, and formatted correctly. This is important in professional settings where clarity and attention to detail are critical (Grice & Skinner, 2014). For example, when providing updates or sharing critical information, a well-written email can prevent misunderstandings and ensure that all relevant parties are properly informed. Furthermore, a secretary’s attention to detail in email communication helps maintain the professional image of the organization, reflecting positively on the team as a whole.
Another crucial aspect of communication within the realm of secretary etiquette is the management of face-to-face interactions. Personal meetings, whether formal or informal, require a unique set of communication skills. A secretary’s ability to interact with others in a professional and respectful manner contributes significantly to the efficiency and effectiveness of the meeting (Hargie, 2011). This includes practices such as proper greetings, clear introductions, and ensuring that all participants are on the same page. During meetings, a secretary may be tasked with taking notes, tracking action items, or facilitating the flow of conversation, all of which require excellent communication skills.
During in-person interactions, non-verbal communication becomes especially significant. A secretary should be aware of their body language, facial expressions, and eye contact, as these signals can convey as much, if not more, than words (Goleman, 2006). For example, when greeting a visitor or attending a meeting, the secretary’s posture and attentiveness reflect their professionalism and commitment to providing support. A friendly but confident demeanor helps set the tone for the meeting, allowing all participants to feel respected and valued.
Moreover, when representing the organization, a secretary must maintain a calm, approachable, and empathetic presence, particularly when dealing with clients, partners, or customers. A secretary’s ability to demonstrate empathy through communication—by acknowledging the concerns of others, offering help, and providing thoughtful responses—fosters positive relationships and helps establish trust (Goleman, 2006). A visitor or client who feels heard and valued is more likely to leave the interaction with a favorable impression of the organization, which can have a long-term positive impact on relationships and future business opportunities.
An essential aspect of communication in secretary etiquette is also the ability to manage conflict or tension in a professional manner. In every workplace, disagreements or misunderstandings can arise, and it is often the secretary’s responsibility to help mediate or resolve these situations. Effective communication skills—such as the ability to stay neutral, listen carefully, and facilitate productive conversations—are necessary for resolving conflicts efficiently (Robbins & Judge, 2017). A secretary who remains calm and composed, even in the face of tension, can act as a stabilizing force within the organization, helping prevent issues from escalating and ensuring that work continues without major disruptions.
2.4 Secretary Etiquette and Interpersonal Relationships
Secretary etiquette plays a crucial role in fostering positive interpersonal relationships within an organization. The secretary often serves as the first point of contact for both internal staff and external clients or partners. As such, the manner in which a secretary interacts with others can set the tone for the work environment, shape perceptions of the organization, and influence the quality of relationships. Effective secretary etiquette promotes mutual respect, trust, and cooperation, all of which are foundational elements of successful interpersonal relationships.
One of the primary ways secretary etiquettes influence interpersonal relationships is through the secretary’s communication style. A secretary who communicates clearly, respectfully, and professionally fosters an atmosphere of mutual respect within the workplace. When a secretary listens attentively to others, responds appropriately, and expresses themselves clearly, they contribute to an open and supportive communication flow (Brownell, 2012). This is important because clear and effective communication minimizes misunderstandings and fosters a culture where individuals feel heard and valued, enhancing overall relationships.
Moreover, the way a secretary handles both formal and informal interactions can significantly impact interpersonal dynamics. For example, in formal settings, such as meetings with clients, executives, or external partners, a secretary’s etiquette—such as greeting others with respect, addressing people by their appropriate titles, and maintaining a professional demeanor—helps set a positive tone for the interaction. This kind of professionalism ensures that all parties feel valued and respected, which can strengthen relationships and foster trust (Hargie, 2011). In contrast, when secretaries behave unprofessionally—such as by being rude or dismissive—it can damage relationships and harm the reputation of the organization as a whole.
In more informal interactions, a secretary’s ability to balance professionalism with approachability is crucial for maintaining positive relationships with colleagues. Secretaries often interact with multiple team members across various departments and at different levels of the organization. By demonstrating kindness, patience, and a willingness to assist others, secretaries can build rapport and establish strong relationships with colleagues, creating a work environment that is both cooperative and efficient (Robbins & Judge, 2017). For instance, when a secretary takes the time to assist a colleague with a task or answer questions in a helpful manner, it fosters a sense of teamwork and mutual support.
A key element of secretary etiquette that influences interpersonal relationships is the ability to handle confidential information with discretion. Secretaries often manage sensitive data, whether it relates to personal employee information, financial records, or strategic company plans. A secretary who handles this information with confidentiality and respect helps build trust with colleagues and superiors, as they know that their private matters are being managed professionally and responsibly. Breaching confidentiality, on the other hand, can destroy trust and cause irreparable damage to relationships within the organization (Grice & Skinner, 2014). Maintaining confidentiality is a cornerstone of good secretary etiquette and a necessary practice for fostering positive and long-lasting relationships.
Furthermore, the secretary’s role in conflict resolution is vital to maintaining healthy interpersonal relationships within the office. Conflicts and misunderstandings are inevitable in any organization, but how they are handled can make a significant difference in the overall work atmosphere. Secretaries often find themselves in the position of mediating between individuals or departments, and their approach to conflict resolution can either escalate or diffuse tension. A secretary who practices active listening, remains impartial, and addresses concerns with tact can help resolve conflicts efficiently and diplomatically, ensuring that relationships remain intact (Goleman, 2006). By being skilled at conflict resolution, a secretary promotes a harmonious work environment, contributing to improved teamwork and collaboration.
In addition to resolving conflicts, secretary etiquette involves creating an inclusive environment where everyone feels respected and valued. Secretaries who demonstrate empathy and sensitivity to the needs of others contribute to a workplace culture where diversity and individuality are respected. This is especially important in organizations that prioritize inclusivity and equality. When a secretary acknowledges the unique perspectives and needs of colleagues, they help create a sense of belonging that can enhance interpersonal relationships across the organization (Brownell, 2012). For example, a secretary who is considerate of cultural differences, communicates with patience, and provides support to team members, regardless of their role, helps to build strong, positive relationships.
The secretary’s role as a liaison between different departments or teams within an organization further underscores the importance of interpersonal relationships. In this capacity, a secretary’s ability to understand and navigate the interpersonal dynamics between teams is crucial. By being a bridge that connects various groups, a secretary can facilitate communication, collaboration, and cooperation across departments. Secretaries who are well-versed in the nuances of workplace relationships can identify potential sources of tension and proactively address them before they become issues. This ability to manage interdepartmental relationships and promote collaboration is essential for achieving organizational objectives and fostering a positive work environment (Hargie, 2011).
Secretary etiquette also extends to how secretaries handle relationships with external stakeholders, such as clients, customers, and business partners. In many cases, the secretary is the first point of contact for these individuals, and their demeanor can have a lasting impact on the organization’s reputation. A secretary who treats clients and partners with professionalism, respect, and courtesy fosters strong, lasting business relationships. In addition, a secretary who is responsive to client needs, follows through on commitments, and demonstrates an understanding of the client's concerns contributes to building trust and satisfaction, which can lead to long-term business success (Grice & Skinner, 2014).
2.5 Secretary Etiquette and Organizational Culture
Secretary etiquette plays a crucial role in shaping and reinforcing the organizational culture of any company or institution. As gatekeepers, communicators, and coordinators, secretaries help define the environment and atmosphere in which work is conducted. Their approach to work, including their professional conduct, communication style, and interaction with colleagues and clients, directly influences how an organization’s culture is experienced by both internal and external stakeholders. This section explores the link between secretary etiquette and organizational culture, highlighting how the secretary’s behavior and standards contribute to shaping a company’s values, norms, and overall environment.
At the heart of organizational culture is the shared set of values, beliefs, and behaviors that influence how people interact and work together. Secretaries, through their daily interactions and practices, embody many of these values, serving as role models for behavior. For example, secretaries often serve as the first point of contact for both employees and external stakeholders, such as clients or customers. By exhibiting respect, professionalism, and courtesy, secretaries model the behavior expected within the organization, helping to establish an environment of trust, respect, and collaboration. Their consistent application of etiquette fosters an atmosphere where professionalism is valued, promoting a workplace culture that thrives on mutual respect and efficient communication (Goleman, 2006; Robbins & Judge, 2017).
One of the fundamental aspects of secretary etiquette is the way in which secretaries communicate with others, which directly impacts the culture of an organization. Professional communication is essential for maintaining clarity, reducing misunderstandings, and ensuring that everyone is on the same page. Secretaries who are skilled in communication, both verbal and written, contribute to a culture of transparency and openness, where employees feel informed and valued. For instance, when secretaries handle communication with clients or vendors, their courteous and efficient communication reflects the organization’s commitment to professionalism and service excellence. By adhering to proper etiquette in all forms of communication, secretaries help foster a culture of clarity, respect, and collaboration, ensuring that all interactions—whether internal or external—are handled in a manner that reinforces the organization’s core values (Patterson, 2009; Hargie, 2011).
Secretary etiquette also influences the atmosphere of collaboration within an organization. A secretary’s ability to act as a liaison between departments and individuals facilitates a cooperative and supportive work environment. Secretaries who are approachable, respectful, and attentive to the needs of their colleagues help build a culture of teamwork and collaboration. By maintaining open lines of communication, setting up meetings, and ensuring that all parties are informed and prepared, secretaries contribute to a culture where cooperation is encouraged, and teamwork is celebrated. This is particularly important in organizations that prioritize cross-departmental collaboration and require seamless coordination between different teams or units to achieve their objectives. A secretary who practices excellent etiquette helps eliminate silos and encourages interdepartmental cooperation, which is essential for achieving the broader goals of the organization (Goleman, 2006).
Furthermore, secretaries play a critical role in maintaining the organizational culture by adhering to the company’s policies, practices, and values. Secretaries are often privy to sensitive information, including strategic decisions, financial data, and personnel issues. Their ability to maintain confidentiality is not just a matter of professionalism but also a reflection of the organization’s culture. When secretaries uphold the organization’s confidentiality standards, they reinforce a culture of trust and integrity, where employees can feel secure knowing that their personal and professional information is handled with discretion. This builds a positive organizational culture grounded in ethics and respect, where all employees feel confident in the security of their workplace (Patterson, 2009; Robbins & Judge, 2017).
In addition to confidentiality, the secretary’s role in the physical environment of the organization contributes to the overall culture. Secretaries often manage the administrative functions that ensure the smooth operation of the office, including the maintenance of filing systems, scheduling, and the organization of meetings. A well-organized office is reflective of a company that values order, efficiency, and productivity. Secretaries who take the time to keep the office neat, maintain systems, and ensure that the environment is conducive to work help promote a culture of professionalism and efficiency. The organization of both physical and digital spaces speaks volumes about the company’s values and commitment to fostering a productive and organized work environment (Robbins & Judge, 2017).
Moreover, secretary etiquette helps define the organizational culture by supporting the overall tone of the workplace. A secretary’s demeanor and behavior set the tone for how employees interact with one another. If a secretary displays a positive, respectful, and professional attitude, this can influence others within the office to follow suit, thus fostering a culture where professionalism, respect, and cooperation are the norms. This behavior can also positively impact employee morale, as employees who feel supported by their secretary are more likely to have a positive outlook on the organization as a whole. A secretary’s professionalism not only creates a positive work environment but also contributes to employee satisfaction and retention by ensuring that staff members feel valued, respected, and appreciated (Hargie, 2011).
Secretaries also contribute to building an inclusive organizational culture by supporting diversity and creating an environment where all employees feel welcome. In organizations that prioritize diversity and inclusion, secretaries who demonstrate cultural awareness and respect for different backgrounds help set the tone for an inclusive workplace. By practicing respectful communication, being sensitive to the needs of employees from different cultural or demographic backgrounds, and promoting inclusivity in their interactions, secretaries reinforce the company’s commitment to diversity. This is crucial for maintaining a workplace culture where all employees feel valued and are able to contribute to their fullest potential (Patterson, 2009).






			








CHAPTER THREE
METHODOLOGY
This chapter presents the methodology employed in the study of the role of secretary etiquette on the efficient performance of duties and achievement of organizational objectives. The section   provides a detailed description of the following sub titles.
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 primary instrument used for data collection in this study is a structured questionnaire personally designed by the researcher. The questionnaire consisted of closed -ended questions designed to assess the role of secretary etiquette on efficient performance of duties, communication, interpersonal relations, time management, and the overall impact on organizational achievement. The closed-ended questions were placed on a four Likert scale, ranging from 4 (Strongly agree) to 1 (Strongly disagree), to measure respondents' attitudes and perceptions of the role of secretary etiquette. The questionnaire will be tailored to capture various aspects of secretary etiquette, such as professionalism, communication skills, punctuality, and interaction with colleagues, superiors, and clients.
3.2 Population of the Study
The population of the study consisted of secretaries working in medium to large corporate public and private organizations in urban areas such as Ilorin township. These organizations were selected based on their structured and formalized approach to office etiquette, which is crucial to the study. The population for the study was approximately 150 secretaries who were from five organizations. These organizations represent a diverse mix of industries, including banking, telecommunications, hospitality, government, consulting, and manufacturing, offering a broad perspective on secretary roles and the significance of etiquette in these settings.
3.3 Sample and Sampling Techniques
The study employs stratified sampling technique to select secretaries from different organizations and levels.  who have at least one year of experience in their current roles. This criterion ensures that respondents are familiar with the demands of their positions and have sufficient experience to provide insightful responses regarding the impact of their professional behavior on job performance and organizational objectives. From the target population, a random sampling technique was used to select a sample of 75 secretaries, representing a 50% sample size of the total population. This sample size is considered adequate to provide meaningful results while maintaining statistical reliability.
3.4 Distribution and Collection of Data
Data distribution and collection will be done through the administration of the structured questionnaire. The questionnaires will be distributed personally by the researcher with the help of research assistants at the selected organizations. The researcher provides a brief introduction to the purpose of the study and instructions on how to fill out the questionnaire to ensure clarity was attached. The distribution and collection of data exercise took two weeks, with all responses kept confidential and anonymous.
3.5 Reliability
To ensure the reliability of the questionnaire, a pilot study will be conducted with a small group of secretaries not included in the main study. This pilot test will help to assess the consistency and clarity of the questions. Reliability will be measured using the Cronbach’s alpha coefficient, which gauges internal consistency. A Cronbach's alpha value of 0.70 or higher will be considered acceptable for the study, indicating that the instrument consistently measures the intended constructs related to secretary etiquette, performance, and organizational achievement.
3.6 Validity
The validity of the instrument was established through review of experts in the field of organizational behavior, and office technology and management. These experts reviewed the questionnaire to ensure that it accurately captures the key aspects of secretary etiquette relevant to the research objectives. and existing literature on the subject to ensure consistency in the results and to confirm the underlying dimensions measured by the questionnaire, such as professional conduct, communication skills, and time management.
3.7 Method of Data Analysis
The data collected will be analyzed using quantitative statistics methods. The quantitative data obtained from the closed-ended questions will be analyzed using descriptive statistics, including frequencies, and percentages to summarize respondents' perceptions toward secretaries’ etiquette and its impact on performance and organizational success on the role of secretaries’ etiquette in the workplace. The quantitative analysis will provide a comprehensive understanding of the research topic.







CHAPTER FOUR
[bookmark: _GoBack]DATA ANALYSIS
4.1 Introduction
This chapter presents and analyzes the data collected for the study on the role of secretary etiquette on efficient performance of duties and the achievement of organizational objectives. The data is organized into tables, each addressing a key research questions. The tables include the responses from the respondents, which are analyzed and discussed.
4.2 Results
Table 4.1: Secretary Etiquette Contribute to Efficient Task Performance
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	36
	48.0

	Agree
	30
	40.0

	Disagree
	5
	6.7

	Strongly Disagree
	4
	5.3

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.1 showed that 36 (48%) respondents strongly agreed and 30 (40%) respondents agreed that secretary etiquette contributes to efficient task performance, while 5 (6.7%) respondents disagreed and 4 (5.3%) respondents strongly disagreed, respectively.
Table 4.2: Professional Conduct Improve Relationship with Colleagues
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	40
	53.3

	Agree
	25
	33.3

	Disagree
	5
	6.7

	Strongly Disagree
	5
	6.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.2 showed that 40 (53.3%) respondents strongly agreed and 25 (33.3%) respondents agreed that professional conduct improves relationships with colleagues, while 5 (6.7%) respondents disagreed and 5 (6.7%) respondents strongly disagreed, respectively.




Table 4.3: Secretary Etiquette Enhance Organizational Efficiency
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	45
	60.0

	Agree
	25
	33.3

	Disagree
	3
	4.0

	Strongly Disagree
	2
	2.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.3 showed that 45 (60%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette enhances organizational efficiency, while 3 (4%) respondents disagreed and 2 (2.7%) respondents strongly disagreed, respectively.


Table 4.4: Punctuality is an Essential Component of Secretary Etiquette
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	66.7

	Agree
	20
	26.7

	Disagree
	3
	4.0

	Strongly Disagree
	2
	2.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.4 showed that 50 (66.7%) respondents strongly agreed and 20 (26.7%) respondents agreed that punctuality is an essential component of secretary etiquette, while 3 (4%) respondents disagreed and 2 (2.7%) respondents strongly disagreed, respectively.


Table 4.5: Professional Secretary Etiquette Improve Client Relations
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	40
	53.3

	Agree
	25
	33.3

	Disagree
	5
	6.7

	Strongly Disagree
	5
	6.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.5 showed that 40 (53.3%) respondents strongly agreed and 25 (33.3%) respondents agreed that professional secretary etiquette improves client relations, while 5 (6.7%) respondents disagreed and 5 (6.7%) respondents strongly disagreed, respectively.




Table 4.6: Secretary Etiquette Impact Overall Job Performance
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	35
	46.7

	Agree
	30
	40.0

	Disagree
	5
	6.7

	Strongly Disagree
	5
	6.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.6 showed that 35 (46.7%) respondents strongly agreed and 30 (40%) respondents agreed that secretary etiquette impacts overall job performance, while 5 (6.7%) respondents disagreed and 5 (6.7%) respondents strongly disagreed, respectively.


Table 4.7: Time Management is a Crucial Part of Secretary Etiquette
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	47
	62.7

	Agree
	23
	30.7

	Disagree
	3
	4.0

	Strongly Disagree
	2
	2.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.7 showed that 47 (62.7%) respondents strongly agreed and 23 (30.7%) respondents agreed that time management is a crucial part of secretary etiquette, while 3 (4%) respondents disagreed and 2 (2.7%) respondents strongly disagreed, respectively.


Table 4.8: Secretary Etiquette Contribute to Achievement of Organizational Objectives
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	40
	53.3

	Agree
	25
	33.3

	Disagree
	5
	6.7

	Strongly Disagree
	5
	6.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.8 showed that 40 (53.3%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette contributes to the achievement of organizational objectives, while 5 (6.7%) respondents disagreed and 5 (6.7%) respondents strongly disagreed, respectively.


Table 4.9: Secretary Etiquette Improve Overall Workplace Morale
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	42
	56.0

	Agree
	25
	33.3

	Disagree
	5
	6.7

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.9 showed that 42 (56%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette improves overall workplace morale, while 5 (6.7%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.


Table 4.10: Secretary Etiquette Help in Conflict Resolution Among Team Members
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	39
	52.0

	Agree
	30
	40.0

	Disagree
	3
	4.0

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.10 showed that 39 (52%) respondents strongly agreed and 30 (40%) respondents agreed that secretary etiquette helps in conflict resolution among team members, while 3 (4%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.


Table 4.11: Secretary Etiquette Foster a Positive Work Environment
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	41
	54.7

	Agree
	28
	37.3

	Disagree
	3
	4.0

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.11 showed that 41 (54.7%) respondents strongly agreed and 28 (37.3%) respondents agreed that secretary etiquetfosters a positive work environment, while 3 (4%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.


Table 4.12: Secretary Etiquette Help Maintain a Professional Image of the Organization
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	44
	58.7

	Agree
	25
	33.3

	Disagree
	4
	5.3

	Strongly Disagree
	2
	2.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.12 showed that 44 (58.7%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette helps maintain a professional image of the organization, while 4 (5.3%) respondents disagreed and 2 (2.7%) respondents strongly disagreed, respectively.


Table 4.13: Communication is an Important Aspect of Secretary Etiquette
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	66.7

	Agree
	20
	26.7

	Disagree
	3
	4.0

	Strongly Disagree
	2
	2.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.13 showed that 50 (66.7%) respondents strongly agreed and 20 (26.7%) respondents agreed that communication is an important aspect of secretary etiquette, while 3 (4%) respondents disagreed and 2 (2.7%) respondents strongly disagreed, respectively.


Table 4.14: Secretary Etiquette Improve Team Collaboration and Coordination?
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	43
	57.3

	Agree
	25
	33.3

	Disagree
	4
	5.3

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.14 showed that 43 (57.3%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette improves team collaboration and coordination, while 4 (5.3%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.


Table 4.15: Maintaining Confidentiality is Part of Secretary Etiquette
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	48
	64.0

	Agree
	22
	29.3

	Disagree
	4
	5.3

	Strongly Disagree
	1
	1.3

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.15 showed that 48 (64%) respondents strongly agreed and 22 (29.3%) respondents agreed that maintaining confidentiality is part of secretary etiquette, while 4 (5.3%) respondents disagreed and 1 (1.3%) respondent strongly disagreed, respectively.


Table 4.16: Secretary Etiquette Lead to Increased Productivity in the Office
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	37
	49.3

	Agree
	29
	38.7

	Disagree
	6
	8.0

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.16 showed that 37 (49.3%) respondents strongly agreed and 29 (38.7%) respondents agreed that secretary etiquette leads to increased productivity in the office, while 6 (8%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.


Table 4.17: Secretary Etiquette Ensure Proper Time Management in the Office
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	43
	57.3

	Agree
	25
	33.3

	Disagree
	5
	6.7

	Strongly Disagree
	2
	2.7

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.17 showed that 43 (57.3%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette ensures proper time management in the office, while 5 (6.7%) respondents disagreed and 2 (2.7%) respondents strongly disagreed, respectively.


Table 4.18: Secretary Etiquette Help in Handling Stress and Pressure
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	36
	48.0

	Agree
	28
	37.3

	Disagree
	8
	10.7

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.18 showed that 36 (48%) respondents strongly agreed and 28 (37.3%) respondents agreed that secretary etiquette helps in handling stress and pressure, while 8 (10.7%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.


Table 4.19: Secretary Etiquette Lead to Better Interpersonal Skills
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	45
	60.0

	Agree
	25
	33.3

	Disagree
	4
	5.3

	Strongly Disagree
	1
	1.3

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.19 showed that 45 (60%) respondents strongly agreed and 25 (33.3%) respondents agreed that secretary etiquette leads to better interpersonal skills, while 4 (5.3%) respondents disagreed and 1 (1.3%) respondent strongly disagreed, respectively.


Table 4.20: Secretary Etiquette Help in Achieving Organizational Goals
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	48
	64.0

	Agree
	20
	26.7

	Disagree
	4
	5.3

	Strongly Disagree
	3
	4.0

	Total
	75
	100


Source: Researcher's fieldwork 2025
Table 4.20 showed that 48 (64%) respondents strongly agreed and 20 (26.7%) respondents agreed that secretary etiquette helps in achieving organizational goals, while 4 (5.3%) respondents disagreed and 3 (4%) respondents strongly disagreed, respectively.





				







CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
The research examined "The Role of Secretaries Etiquette on Efficient Performance of Duties and Achievement of Organizational Objectives" with a focus on how secretary etiquette influences organizational effectiveness and productivity. The study explored key aspects of secretary etiquette, such as communication, professionalism, time management, confidentiality, and stress management. A total of 75 respondents were surveyed across different organizations, with data gathered using a structured questionnaire. The research findings revealed that secretary etiquette plays a crucial role in fostering a positive work environment, ensuring effective communication, improving team collaboration, and enhancing productivity within the workplace. Additionally, the study indicated that proper etiquette helps in maintaining a professional image for the organization, boosts job performance, and contributed to the achievement of organizational goals.
The results showed that most respondents agreed that secretary etiquette is essential for the smooth operation of the office, particularly in areas like time management, handling stress, and ensuring confidentiality. The study also confirmed that secretary etiquette improves interpersonal relationships and contributes to a positive organizational culture.  the research demonstrated that secretary etiquette not only improves individual job performance but also helps organizations achieve their objectives by enhancing efficiency, communication, and teamwork.


5.2 Conclusion
Based on the findings of the study, it can be concluded that secretary etiquette is a vital component to the efficient performance of duties and the achievement of organizational objectives. The study demonstrated that secretary etiquette influences many facets of organizational dynamics, including fostering a positive work environment, effective communication, and better management of time and resources. As the first point of contact in many organizations, secretaries play a crucial role in shaping the perception of the organization and ensuring smooth operations. The study confirms that organizations should prioritize the training and development of secretaries in etiquette to ensure that they can effectively perform their duties and contribute to achieving organizational goals.
Moreover, it was observed that organizational success is not solely dependent on the technical skills of employees but also on their interpersonal skills, including how well they communicate, manage relationships, and handle stressful situations. Secretary etiquette, therefore, forms a cornerstone for effective organizational functioning and should be regarded as a strategic element of workforce development.
5.3 Recommendations
Based on the conclusion of the study, the following recommendations were made. 
1. Training and Development Programs
Organizations should implement regular training programs that focus on improving the etiquette and soft skills of secretaries. This will help to ensure that secretaries are well-equipped to handle a variety of workplace scenarios and contribute positively to organizational efficiency.
2. Encouraging a Culture of Professionalism
Employers should promote a culture of professionalism and respect in the workplace. Secretaries should be encouraged to maintain high standards of behavior, communication, and organization culture. This can help establish a work environment conducive to teamwork and productivity.
3. Promote Work-Life Balance
Organizations should ensure that secretaries maintain a balance between their work and personal life to avoid burnout and stress. Implementing stress management and work-life balance initiatives will enhance their job performance and overall well-being.
4. Strengthening Confidentiality Practices
Organizations must place greater emphasis on confidentiality as part of secretary etiquette. Secretaries handle sensitive information, and their ability to maintain confidentiality contributes significantly to organizational trust and integrity.
5. Recognizing and Rewarding Excellence
Organizations should create incentives for secretaries who demonstrate exceptional adherence to etiquette and contribute to the achievement of organizational objectives. This can help motivate secretaries to continue performing at their best and maintain a high standard of professionalism.
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Dear Sir/Ma,

RESEARCH QUESTIONNAIRES
	This is a research instrument to elicit information relevant for research work titled The Role of Secretary Etiquette on Efficient Performance of Duties and Achievement of Organization Objectives. A Case Study of Kwara State Polytechnic And Unity Bank Ilorin.
	The Research is a partial fulfilment of the requirement for the award of Higher National Diploma in Office Technology and Management in Kwara State Polytechnic.
	I shall be grateful if this questionnaire can be completed by you. Your anonymity is highly guaranteed. Information gathered through this questionnaire would be used only for Academic purposes.









QUESTIONNAIRE
1. Secretary Etiquette Contributes to Efficient Task Performance. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2. Professional Conduct Improves Relationship with Colleagues. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3. Secretary Etiquette Enhances Organizational Efficiency. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4. Punctuality is an Essential Component of Secretary Etiquette. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5. Professional Secretary Etiquette Improves Client Relations. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6. Secretary Etiquette Impacts Overall Job Performance. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7. Time Management is a Crucial Part of Secretary Etiquette. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8. Secretary Etiquette Contributes to the Achievement of Organizational Objectives. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9. Secretary Etiquette Improves Overall Workplace Morale. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Secretary Etiquette Helps in Conflict Resolution Among Team Members. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. Secretary Etiquette Fosters a Positive Work Environment. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. Secretary Etiquette Helps Maintain a Professional Image of the Organization. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. Communication is an Important Aspect of Secretary Etiquette. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. Secretary Etiquette Improves Team Collaboration and Coordination. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. Maintaining Confidentiality is Part of Secretary Etiquette. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. Secretary Etiquette Leads to Increased Productivity in the Office. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. Secretary Etiquette Ensures Proper Time Management in the Office. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Secretary Etiquette Helps in Handling Stress and Pressure. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. Secretary Etiquette Leads to Better Interpersonal Skills. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. Secretary Etiquette Helps in Achieving Organizational Goals. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
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