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ABSTRACT
This project explores the essential role of good human relations in enhancing the effective performance of secretaries in organizational settings. Secretaries play a critical role in managing day-to-day operations, communication, and administrative tasks. Their success largely depends on the interpersonal and communication skills they possess, which are deeply rooted in human relations principles. This research highlights key factors such as emotional intelligence, conflict management, empathy, and effective communication as pivotal elements that contribute to a secretary's ability to perform their duties efficiently. By examining the interplay between human relations skills and job performance, the study underscores the importance of training, emotional awareness, and stress management in fostering a productive and harmonious work environment. The findings demonstrate that secretaries who exhibit high levels of emotional intelligence and empathy tend to build better relationships with colleagues, clients, and supervisors, resulting in higher job satisfaction and enhanced organizational performance. This study recommends regular training in human relations skills, emotional intelligence, and stress management techniques to improve the overall effectiveness and well-being of secretaries in the workplace.
Keywords: Human Relations, Emotional Intelligence, Effective Communication, Secretarial Performance, Conflict Management, Empathy
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CHAPTER ONE
INTRODUCTION
1.1 Background of the Study
In the modern workplace, secretaries hold vital positions within organizations, acting as the central point of contact for various stakeholders, such as clients, executives, and team members. Their responsibilities often extend beyond traditional administrative tasks, making them crucial to the seamless functioning of an office. Although technical expertise such as proficiency with office software and organizational skills is important, the ability to establish and maintain good human relations is just as vital. Human relations encompass a range of skills, including communication, empathy, conflict resolution, and emotional intelligence, all of which significantly influence the effectiveness of a secretary in their role.
The foundation of any successful organization lies in effective interpersonal relationships. This is especially true for secretaries, who interact daily with different levels of personnel, clients, and external partners. These interactions require a delicate balance of professionalism, empathy, and effective communication. According to Goleman (1995), emotional intelligence, which includes self-awareness, self-regulation, motivation, empathy, and social skills, is a key predictor of success in work environments. For secretaries, emotional intelligence is particularly essential because it enables them to handle difficult situations with composure, maintain positive relationships, and foster a cooperative office environment. The capacity to understand and manage emotions in both themselves and others can lead to better interpersonal relationships, resulting in improved job performance.
The role of secretaries often includes serving as a liaison between different individuals and departments. Their responsibilities, such as scheduling meetings, organizing travel arrangements, managing correspondence, and maintaining office operations, require them to interact with a variety of people. Effective communication skills are crucial in ensuring that these tasks are completed efficiently and without misunderstanding. According to Brownell (2012), effective communication in the workplace involves not only conveying information clearly but also listening actively to understand the needs, expectations, and concerns of others. This ability to communicate effectively can help prevent conflicts, reduce misunderstandings, and ensure that tasks are carried out in a timely and organized manner.
Empathy is another essential aspect of human relations that significantly impacts the performance of secretaries. Empathy allows secretaries to relate to the emotions and perspectives of others, enabling them to respond appropriately to various situations. Research by Decety and Jackson (2004) emphasized the importance of empathy in professional settings, noting that individuals who display empathy are more likely to form trusting relationships, resolve conflicts more effectively, and contribute to a positive workplace environment. For secretaries, showing empathy can lead to better client relationships, smoother internal communication, and a more harmonious office atmosphere.
Teamwork and collaboration also play a critical role in the performance of secretaries. While secretaries often work independently, their tasks frequently involve interacting with teams of people across different departments. Their ability to work collaboratively with others, offer assistance, and contribute to the achievement of organizational goals can have a direct impact on the efficiency and productivity of the office. As noted by Katzenbach and Smith (1993), effective teams are those in which members possess a high degree of mutual trust, respect, and open communication. For secretaries, being a team player is not just about completing individual tasks, but also about supporting others and ensuring that the collective goals of the organization are met.
While the importance of human relations skills for secretaries is widely acknowledged, training in these areas is often overlooked. Traditionally, secretarial training has focused on technical skills such as typing, office management, and familiarity with office equipment. However, in today’s dynamic work environment, the importance of interpersonal skills cannot be overstated. Providing secretaries with proper training in communication, empathy, conflict resolution, and emotional intelligence is crucial for enhancing their effectiveness and improving their job performance. As noted by Goldstein and Ford (2002), training that focuses on both technical and interpersonal skills leads to a more competent and confident workforce, which ultimately benefits the organization as a whole.
This study, therefore, seeks to examine the essential elements of human relations that contribute to the effective performance of secretaries. By exploring key areas such as communication, emotional intelligence, empathy, teamwork, and conflict management, the research will highlight the importance of these skills in improving the performance and efficiency of secretaries. The findings from this study can serve as a foundation for training programs aimed at enhancing human relations skills and improving the overall productivity of secretaries within organizations.
In contemporary organizations, the role of a secretary has evolved significantly. Once primarily focused on administrative tasks such as answering phones, scheduling appointments, and managing documents, today’s secretaries are expected to serve as integral members of organizational teams, facilitating communication and collaboration across departments and with external stakeholders. While technical skills like proficiency in office management software, typing, and document preparation remain essential, the role of human relations is just as important to the secretary’s effectiveness. The ability to establish and maintain good human relations—an essential skill set involving communication, empathy, emotional intelligence, teamwork, and conflict resolution—greatly impacts the performance of secretaries and, by extension, the overall efficiency of the organization.
The concept of "human relations" refers to the ability to understand and manage relationships between people, enabling individuals to interact harmoniously and productively. For secretaries, who are frequently the first point of contact for clients, customers, and colleagues, the significance of cultivating strong interpersonal skills cannot be overstated. In a workplace setting, effective human relations translate into smooth communication, conflict resolution, stress management, and the building of trust—all of which contribute to a positive organizational culture. This becomes especially critical for secretaries who work under pressure, often balancing multiple tasks and responsibilities while ensuring that communication between various parts of the organization remains fluid and clear.
One of the primary essentials of human relations for secretaries is effective communication. Communication is a multi-faceted skill that involves not only speaking and writing clearly but also active listening, non-verbal communication, and adapting one’s style to the audience. The importance of effective communication cannot be overstated, as it is the foundation for building trust and ensuring that information is accurately conveyed within the organization and to external stakeholders.
In an office setting, secretaries often act as intermediaries between executives, employees, clients, and other external parties. Their ability to relay messages clearly and diplomatically plays a key role in maintaining positive relationships and ensuring that business operations proceed without disruption. A study by Keyton (2011) emphasized that clear communication leads to higher workplace satisfaction and lower levels of confusion and stress, all of which are vital to an efficient office environment. Additionally, active listening, as a critical component of communication, helps secretaries understand the needs and concerns of others. This understanding fosters cooperation and reduces the likelihood of misunderstandings and mistakes.
Emotional intelligence (EI) is another essential component of human relations that has gained considerable attention in organizational behavior research. Emotional intelligence, as defined by Goleman (1995), includes the ability to recognize, understand, and manage one’s own emotions, as well as the emotions of others. For secretaries, emotional intelligence is a valuable skill because it enables them to navigate complex social dynamics and maintain a calm and professional demeanor, even in high-stress situations.
Secretaries often face the challenge of managing multiple demands and handling conflicting priorities while maintaining effective relationships with colleagues and clients. The ability to regulate one’s emotions and remain composed under pressure is essential in such situations. Additionally, empathy—the ability to understand and share the feelings of others—is another key component of EI that is especially important in a secretary’s role. By empathizing with others, secretaries can respond more appropriately to the needs and concerns of clients, colleagues, and superiors, fostering an atmosphere of trust and collaboration. As research by Decety and Jackson (2004) indicated that emotionally intelligent individuals are more likely to build strong interpersonal relationships and foster positive outcomes in professional settings.
While secretaries are often expected to work independently, they are also integral members of the larger organizational team. Their success depends not only on their individual performance but also on their ability to collaborate effectively with others. Teamwork and collaboration are particularly important for secretaries who must coordinate with various departments and individuals within the organization to facilitate the smooth operation of the office. In this regard, secretaries must possess a variety of interpersonal skills, including the ability to communicate openly, respect the perspectives of others, and offer support where needed.
1.2 Statement of the Problem
The role of secretaries in modern organizations is multifaceted, requiring a combination of technical expertise and strong interpersonal skills. Traditionally, secretarial work was associated with administrative tasks such as managing correspondence, scheduling meetings, and organizing office operations. However, as the workplace has evolved, secretaries are now expected to perform a wider range of duties, many of which require effective communication, problem-solving, and collaboration with others (Rosenfeld & Hall, 2014). Given their central position in the organization, secretaries often find themselves at the crossroads of interaction between management, staff, clients, and external stakeholders. As such, the ability to establish and maintain good human relations has become an essential component of their role.
Despite the growing recognition of the importance of interpersonal skills in the workplace, there is a gap in understanding how essential human relations competencies—such as communication, emotional intelligence, empathy, and conflict management—contribute to the overall effectiveness and performance of secretaries. Research into human relations in the context of secretarial work is sparse, and much of the existing literature tends to focus on traditional administrative functions and technical skills. While it is clear that secretaries need strong technical capabilities, it is equally critical to assess how human relations skills contribute to job performance, job satisfaction, and organizational success.
The problem, therefore, is twofold. First, the lack of focus on human relations skills in the training and professional development of secretaries may hinder their potential to fully excel in their roles. Second, there is insufficient empirical evidence to demonstrate the extent to which good human relations positively influence the performance of secretaries. Many secretarial training programs and organizational expectations continue to prioritize technical skills, often overlooking the significance of interpersonal skills such as emotional intelligence, conflict resolution, and effective communication. This oversight may limit the effectiveness of secretaries in fostering smooth communication, managing conflicts, and building productive relationships within their offices.
The absence of a clear understanding of the importance of human relations in secretarial work has implications for both individual and organizational performance. On an individual level, secretaries who lack adequate interpersonal skills may struggle with stress management, face communication barriers, or have difficulty resolving conflicts, which can result in lower job satisfaction and burnout. On an organizational level, poor human relations can lead to breakdowns in communication, reduced team cohesion, and diminished overall productivity (Keyton, 2011). Moreover, organizations may miss opportunities to optimize their secretarial staff, who are often positioned to act as key intermediaries within the workplace.
A study by Brownell (2012) suggested that the effectiveness of administrative personnel, including secretaries, is greatly enhanced when they are equipped with a comprehensive set of interpersonal skills. Yet, most secretarial training programs continue to focus heavily on the technical aspects of the role, such as proficiency with office equipment and software, often neglecting the vital human relations competencies that influence daily office dynamics. These skills are essential for managing workplace relationships, creating positive interactions with clients and colleagues, and contributing to the overall organizational culture.
Additionally, secretaries, as the first point of contact in many cases, are often expected to manage the complex expectations of both internal and external stakeholders. For example, secretaries are frequently responsible for managing client inquiries, handling complex schedules, and resolving interpersonal disputes within the office. In each of these scenarios, the application of good human relations skills—such as the ability to listen actively, manage emotions, empathize with others, and maintain a positive professional demeanor—can significantly enhance performance. However, the lack of formal attention to these competencies in secretarial education and training may leave secretaries underprepared for the demands of their roles. This not only affects their ability to perform effectively but also limits their potential for career advancement, as leadership roles often require strong interpersonal and emotional intelligence skills (Goleman, 1995).
Another aspect of the problem is the lack of structured training programs designed to build human relations competencies for secretaries. While technical proficiency is a cornerstone of most secretarial job descriptions, it is equally essential for secretaries to possess the emotional and interpersonal acumen to succeed in their interactions with others. However, many organizations have not prioritized or formalized training in interpersonal skills, which affects the ability of secretaries to deal effectively with work-related pressures, manage challenging interpersonal dynamics, or support collaborative efforts within the office (Goldstein & Ford, 2002). As a result, the performance of secretaries, and by extension, the broader productivity and efficiency of the organization, may be negatively impacted.
The challenge in recognizing and addressing the importance of human relations in secretarial work is compounded by an insufficient body of research that links human relations competencies with performance outcomes. Although human relations are recognized as critical in leadership and managerial roles, the specific impact of human relations on secretarial performance remains underexplored. There is a gap in the literature regarding the ways in which skills such as empathy, communication, emotional regulation, and conflict resolution influence the quality of a secretary's performance and, ultimately, the overall success of an organization.
Therefore, the central problem of this study is to investigate how essential human relations skills—such as communication, emotional intelligence, empathy, and conflict resolution—affect the performance of secretaries. 
This study is of great significance because it will provide empirical evidence on the role of human relations skills in enhancing the performance of secretaries. The findings can inform the development of training programs that address the interpersonal and emotional intelligence needs of secretaries, ultimately contributing to the improvement of both individual job performance and organizational productivity. By emphasizing the importance of human relations, organizations can better prepare their secretaries to meet the increasing demands of their roles, improve their interpersonal interactions, and foster a more collaborative, efficient, and positive work environment.
1.2 Objectives of the Study
The main objective of this study is to examine the relationship between human relations skills and secretarial performance, identify the key human relations competencies that contribute to effective secretarial work, and propose recommendations for improving these skills within secretarial training and development programs. The study will address both individual and organizational perspectives on the importance of human relations skills, aiming to enhance the understanding of how these skills contribute to a secretary’s overall job performance and their impact on the broader organizational environment. specifically, the study sought to focus on the following objectives. 
1. To Examine the Impact of Communication Skills on the Performance of Secretaries
2. To Assess the Role of Emotional Intelligence on the Effective Performance of Secretaries
3. To Identify the Key Conflict Management Skills Required for Secretaries
4. To Explore the Relationship Between Empathy and Interpersonal Skills in Secretarial Performance
5. To Investigate the Influence of Good Human Relations on Job Satisfaction and Stress Management for Secretaries
1.4 Research Questions
This study, "Essentials of Good Human Relations on the Effective Performance of Secretaries," explores how human relations competencies—like communication skills, emotional intelligence, conflict management, empathy, and stress management—boost secretarial effectiveness. The following research questions will guide the study:

1. what extent do communication skills influence the performance of secretaries in their daily tasks?
2. to what extent does emotional intelligence (EI) play in the effective job performance of secretaries?
3. what extent do conflict management skills contribute to the effectiveness of secretaries in the workplace? 
4. To what extent does empathy influence the interactions and job performance of secretaries?
5. what extent do stress management techniques influence the job performance and well-being of secretaries?
1.5 Significance of the Study
The study focused on Essentials of Good Human Relations on the Effective Performance of Secretaries it holds substantial significance for secretaries, organizations, and customers. It provides valuable insights into how human relations skills influence not only the professional growth of secretaries but also contribute to the overall success of organizations and the satisfaction of clients or customers. Below is a breakdown of the significance of this study to the three key stakeholders:
For secretaries, the research emphasizes how crucial human relations skills like communication, emotional intelligence, and empathy are. These skills improve their ability to handle workplace dynamics, streamline tasks, boost productivity, manage stress, and open doors for career advancement.
For organizations, investing in secretaries' human relations skills leads to better overall performance. It fosters a more positive and collaborative work environment, strengthens client relationships, enhances the company's reputation, and can even improve employee retention.
For customers, interactions with secretaries skilled in human relations result in better service, increased satisfaction, and a stronger perception of the company's brand. When secretaries are empathetic and communicate clearly, customers feel valued and understood, building loyalty to the organization.

1.6 Delimitation of the Study
The delimitation of this study on the "Essentials of Good Human Relations on the Effective Performance of Secretaries" refers to the specific boundaries within which the research was conducted. The study focused on secretaries working within formal organizational settings, such as corporate offices, government agencies, and non-profit organizations, which limits the generalizability of the findings to secretarial roles in other sectors, such as healthcare, or freelance secretarial work.


1.7 Limitation
While this study aims to explore the essential human relations skills necessary for the effective performance of secretaries, it is subject to certain limitations that may impact the findings and generalizability. One limitation is the sample size, as the study will primarily focus on secretaries within a specific geographic area or organization, which may not fully represent the experiences of secretaries in different regions, industries, or organizational settings. This means that the results may not be universally applicable across all secretarial roles or cultural contexts.
The study will focus on human relations skills in a general sense and may not delve into the specific nuances or contextual factors that shape the application of these skills in different work environments. This limitation means that while the findings will be insightful, they may not capture the full complexity of human relations dynamics in various secretarial contexts.











CHAPTER TWO
LITERATURE REVIEW
This literature review explores the essential of good human relations on the effective performance of secretaries, focusing on communication, emotional intelligence, conflict resolution, empathy, stress management, and other related competencies. This study will be conducted under the following sub-headings:
2.1 The Role of Human Relations in the Secretarial Profession
2.2 Communication Skills and Secretarial Performance
2.3 Emotional Intelligence (EI) and Secretarial Effectiveness
2.4 Conflict Management and Resolution
2.5 Empathy and Building Positive Workplace Relationships

2.1 The Role of Human Relations in the Secretarial Profession
Human relations have always played a pivotal role in the secretarial profession, and as organizations continue to evolve, these skills are becoming even more critical to success. Traditionally, secretaries were primarily tasked with administrative duties such as scheduling appointments, managing correspondence, and organizing office logistics. However, in the modern business landscape, the role of a secretary has expanded to include significant interpersonal interactions, both internally within the organization and externally with clients and stakeholders. This transformation underscores the importance of human relations in the effective performance of secretaries.
Human relations refer to the ability to interact well with others, manage interpersonal relationships, and navigate the social dynamics of an organization. As key figures in maintaining the flow of communication and facilitating collaboration across departments, secretaries are often at the heart of an organization’s operations. The success of an organization depends not only on technical proficiency but also on the ability to cultivate strong relationships, communicate effectively, and resolve conflicts. Secretaries, therefore, are required to be proficient in these human relations skills to contribute meaningfully to the organization’s success.
Effective human relations can improve a secretary's ability to manage tasks and responsibilities efficiently. As the first point of contact for many clients, employees, and visitors, secretaries play a critical role in shaping the organization’s image and reputation. Their ability to greet visitors, handle inquiries, and manage relationships with a wide range of stakeholders requires strong communication and interpersonal skills (Keyton, 2011). By establishing positive relationships through effective communication, a secretary can enhance the workplace's overall productivity, build trust with team members, and support the organizational culture of collaboration and mutual respect.
Additionally, secretaries often act as the liaison between higher management and staff members, meaning they must be skilled in navigating the differing expectations, priorities, and personalities within the organization. As management relies on secretaries to disseminate information and maintain smooth operations, the secretary’s role as a human relations facilitator becomes even more significant. A secretary's ability to mediate between different groups and manage communication flows effectively ensures that all members of the organization are on the same page and that tasks are carried out with minimal misunderstandings (Miller, 2014).
In organizations with complex structures or those that rely on team-based work environments, secretaries often find themselves coordinating efforts across different departments and teams. This requires an understanding of the diverse communication styles, preferences, and goals of various individuals. A secretary who can navigate these dynamics is better equipped to facilitate collaboration, resolve interpersonal issues, and foster a positive working environment (Luthans, 2005).
The importance of human relations in secretarial work is also reflected in the secretary’s ability to adapt to changing organizational environments. With the rapid pace of technological advancements, new communication tools and office practices have emerged, which require secretaries to be agile in their communication and relationship-building strategies. For instance, managing virtual teams, communicating through digital platforms, and interacting with remote clients require secretaries to be adept in both face-to-face and virtual communication, which is a key aspect of modern human relations skills (Guffey & Loewy, 2015).
Human relations play a fundamental role in the secretarial profession, as the success of secretaries is increasingly dependent not only on their technical proficiency but also on their ability to manage interpersonal interactions and navigate the dynamics of the workplace. Secretaries are integral to the smooth functioning of any organization, and their human relations skills are pivotal in achieving efficiency, fostering a harmonious work environment, and improving organizational performance.
Historically, the role of a secretary was primarily administrative, involving tasks such as answering phone calls, scheduling appointments, managing correspondence, and organizing office materials. Over time, the scope of secretarial work expanded significantly, especially as organizations became more complex and the demand for communication, coordination, and collaboration grew. Today’s secretaries are often required to handle multifaceted responsibilities that include managing teams, communicating across various channels, and supporting the organizational culture, making human relations skills essential for success (Guffey & Loewy, 2015).


2.2 Communication Skills and Secretarial Performance
Communication skills are fundamental to the effective performance of secretaries. As integral members of the organizational structure, secretaries are tasked with a wide array of responsibilities that require proficient communication across various platforms and stakeholders. From managing emails and phone calls to facilitating meetings and providing information to clients, secretaries serve as the primary conduit of communication within and outside an organization. Consequently, their ability to communicate clearly, concisely, and effectively plays a significant role in enhancing their performance and, by extension, the overall success of the organization.
Communication, in the context of secretarial work, is not just about the transmission of information; it also encompasses listening, understanding, and adapting communication styles to suit different audiences. A secretary’s communication abilities, therefore, directly influence the flow of operations, employee engagement, customer satisfaction, and even organizational culture. The impact of communication skills on secretarial performance can be understood in several key areas, including verbal and written communication, non-verbal communication, and the effective use of technology.
Verbal communication is a cornerstone of secretarial work. Secretaries are often the first point of contact for clients, customers, and visitors, and as such, the way they communicate can shape the perception of the organization. For instance, a secretary's tone of voice, clarity of speech, and the ability to speak confidently and professionally contribute to creating a positive first impression for external stakeholders. Clear and effective verbal communication can prevent misunderstandings, reduce the need for follow-up clarifications, and ensure that tasks and expectations are communicated accurately across all levels of the organization (Keyton, 2011).
Moreover, secretaries often facilitate or participate in meetings, conference calls, and presentations. Here, the ability to convey information succinctly, actively listen, and engage in meaningful discussions is crucial. Effective verbal communication helps secretaries manage time efficiently during meetings, express ideas clearly, and respond promptly to questions or concerns from management, clients, or other employees (Guffey & Loewy, 2015). Additionally, secretaries must also be able to communicate complex information in a way that is accessible and understandable to all parties involved, requiring adaptability and keen insight into the needs of the audience.
In the secretarial profession, written communication plays a crucial role in maintaining accurate records and facilitating smooth operations. Secretaries are responsible for drafting emails, memos, reports, meeting agendas, minutes, and official correspondence. The clarity, professionalism, and accuracy of written communication are vital to ensuring that information is conveyed in an organized and comprehensible manner (Miller, 2014). Poor written communication can lead to confusion, missed opportunities, and even conflicts within the organization.
The ability to write effectively is particularly important when dealing with formal correspondence. Secretaries are often required to draft documents that reflect the organization’s image, making professionalism and attention to detail essential. Inaccuracies or unclear messages can harm the organization’s reputation or cause delays in decision-making processes. Additionally, written communication provides a lasting record of interactions, which can be used for future reference or legal purposes, making precision and clarity even more critical (Guffey & Loewy, 2015).
Furthermore, secretaries must be adept at adapting their writing style to suit different contexts. For instance, they may need to draft formal letters to external partners, quick memos for internal team communication, or informal emails for day-to-day coordination. A secretary who is versatile in their writing approach can ensure that the appropriate tone and level of formality are maintained in each situation (Luthans, 2005).
Non-verbal communication, which includes body language, facial expressions, posture, and even physical space, is an often-overlooked aspect of secretarial work but has a profound impact on performance. Secretaries must be aware of their non-verbal cues as these can communicate messages as clearly as words. For example, maintaining eye contact, offering a firm handshake, and using open body language can convey professionalism and confidence during face-to-face interactions (Keyton, 2011). Similarly, in virtual meetings or phone calls, non-verbal cues, such as tone of voice and pauses in speech, can provide critical context that helps convey empathy or attentiveness.
Non-verbal communication also plays a vital role in managing stress, particularly during challenging interactions or high-pressure situations. Secretaries often act as mediators in conflicts, and their ability to manage their non-verbal behavior—such as staying calm, composed, and focused—can help de-escalate tense situations. Conversely, improper non-verbal cues, such as appearing disinterested, distracted, or defensive, can damage relationships and hinder the smooth flow of communication within the workplace (Miller, 2014).
In today’s digital age, the use of technology has revolutionized communication in secretarial work. Secretaries are increasingly relying on digital tools to communicate effectively, including email, instant messaging, video conferencing, and collaborative project management platforms. These tools enable secretaries to manage large volumes of communication, streamline administrative tasks, and engage with team members and clients in real-time (Guffey & Loewy, 2015).
For secretaries to perform well, they must be proficient in the use of various communication technologies. For example, using email effectively requires not only strong writing skills but also an understanding of digital etiquette and how to manage the flow of information across different communication channels. Additionally, proficiency in video conferencing tools like Zoom, Microsoft Teams, or Skype has become essential, particularly as remote work and virtual meetings have become more common. Secretaries who can navigate these technologies with ease can help facilitate smooth meetings, ensure that all participants are included, and address technical issues swiftly if they arise (Luthans, 2005).
2.3 Emotional Intelligence (EI) and Secretarial Effectiveness
Emotional Intelligence (EI) plays a critical role in the effectiveness of secretaries within an organization. EI refers to the ability to recognize, understand, manage, and influence emotions—both one’s own and those of others. The components of EI include self-awareness, self-regulation, motivation, empathy, and social skills (Goleman, 1995). For secretaries, these emotional competencies are essential in maintaining interpersonal relationships, managing stress, and fostering a positive work environment, which in turn leads to better performance and productivity. This section explores how Emotional Intelligence contributes to secretarial effectiveness by examining the key components of EI and their direct relevance to secretarial tasks.
Self-Awareness and Self-Regulation in Secretarial Roles
Self-awareness, the first component of EI, involves understanding one’s own emotions, strengths, weaknesses, and their impact on others. Secretaries who possess high self-awareness are better equipped to navigate stressful situations and adapt to changing demands in the workplace. For example, when faced with tight deadlines or challenging interactions, a self-aware secretary can recognize their emotional state, assess whether it might influence their behavior, and take proactive steps to manage their reactions. This ability to stay composed and mindful allows secretaries to respond to situations with calmness and clarity, thus maintaining their professionalism and enhancing their effectiveness.
Self-regulation, which refers to the ability to control or redirect disruptive emotions or impulses, is equally important for secretarial effectiveness. Secretaries often deal with multiple requests from different stakeholders, such as clients, managers, and team members, and it’s not uncommon for emotions to run high in busy or demanding environments. Secretaries who can regulate their emotions and avoid reacting impulsively are more likely to maintain focus and make rational decisions under pressure. For instance, during a difficult interaction, such as when dealing with an upset client or handling multiple conflicting priorities, self-regulated secretaries are able to control their emotional responses and maintain professionalism, thereby ensuring smoother communication and preventing escalation of issues (Salovey & Mayer, 1990).
Motivation and Secretarial Performance
Motivation, another key component of EI, involves the ability to set and achieve goals with energy and persistence. For secretaries, motivation is crucial in meeting deadlines, maintaining organizational effectiveness, and achieving personal career goals. Motivated secretaries are more likely to take the initiative, go beyond the basic requirements of their job, and seek opportunities for improvement and learning. This intrinsic motivation drives them to perform tasks efficiently, meet the needs of others, and proactively anticipate and resolve challenges. For example, a motivated secretary might take the initiative to learn new software tools that can streamline office processes, leading to increased productivity for the entire team. Additionally, motivation influences a secretary's ability to stay committed to their role, even in situations that may involve high pressure or long hours. Motivated secretaries bring enthusiasm and commitment to their tasks, contributing positively to the overall morale and performance of the office (Goleman, 1995).
Empathy and Building Positive Relationships
Empathy, the ability to understand and share the feelings of others, is another critical component of EI that significantly affects secretarial effectiveness. Secretaries who exhibit empathy can anticipate the needs of colleagues, clients, and managers, and respond appropriately to emotional cues in the workplace. Empathy is essential for building trust and rapport, especially in roles that require extensive interpersonal interactions, such as managing client communications, coordinating meetings, and resolving conflicts.
For instance, when a client or colleague expresses frustration or confusion, an empathetic secretary can actively listen, acknowledge the emotions involved, and offer support or solutions. By demonstrating understanding and concern, an empathetic secretary can defuse tense situations, enhance customer satisfaction, and improve team collaboration. Furthermore, empathetic secretaries can create a more harmonious work environment, as they are attuned to the emotions and needs of those around them. This emotional attunement allows them to foster better relationships and improve interpersonal dynamics within the workplace (Goleman, 1998).
The Role of Emotional Intelligence in Stress Management
Secretaries are often tasked with managing a heavy workload, meeting tight deadlines, and coordinating numerous activities simultaneously. These responsibilities can create a highly stressful work environment. A secretary’s ability to manage stress effectively is crucial in maintaining productivity and overall well-being. Secretaries with high EI are better at recognizing the signs of stress in themselves and others and are more adept at implementing stress-management techniques to stay focused.
Self-regulation, a component of EI, helps secretaries control their emotional responses in high-pressure situations, preventing burnout and maintaining high levels of performance. They can remain calm and composed even when faced with multiple conflicting priorities, enabling them to make sound decisions under pressure. For instance, when managing multiple urgent tasks, a secretary can use their EI to prioritize effectively, delegate tasks where necessary, and seek support from colleagues, thus reducing their own stress levels while ensuring work is completed efficiently.
Moreover, emotionally intelligent secretaries can also recognize stress in others, such as their colleagues or managers. By providing a listening ear, offering assistance, or even just remaining calm in stressful moments, secretaries can help ease tension and contribute to a more positive and supportive work environment. This, in turn, leads to better collaboration and higher levels of workplace satisfaction, which are essential to organizational success.

2.4 Conflict Management and Resolution
Conflict is an inherent part of any workplace, and the secretarial profession is no exception. Secretaries are often required to manage not only their own tasks but also to act as intermediaries between various stakeholders, such as colleagues, managers, clients, and external partners. As a result, effective conflict management and resolution are vital skills that can influence the overall functioning of the workplace. This section explores the role of conflict management in the secretarial profession, emphasizing the importance of communication, emotional intelligence (EI), and problem-solving skills in resolving conflicts, while also looking at various strategies that secretaries can use to manage and resolve conflicts effectively.
The Role of Secretaries in Conflict Management
Secretaries are typically in positions that require them to coordinate between different departments, handle communication with clients, and assist executives in managing various stakeholders. As a result, they are often the first point of contact when conflicts arise. These conflicts can be interpersonal, organizational, or task-related, and can involve colleagues, clients, or vendors. Secretaries often find themselves in the position of having to mediate disputes, defuse tense situations, or prevent conflicts from escalating.
Given that secretaries frequently work with individuals from diverse backgrounds, they must be equipped with the skills to manage conflicts arising from differences in perspectives, communication styles, or expectations. Secretaries who are adept at conflict resolution can help maintain a harmonious work environment, reduce workplace stress, and improve the overall productivity of the organization. Effective conflict management contributes to a more positive organizational culture, promotes teamwork, and fosters strong, collaborative relationships.
The Role of Communication in Conflict Resolution
Effective communication is central to managing and resolving conflicts. When conflicts arise, parties involved may have differing interpretations of events, and misunderstandings can fuel tensions. Secretaries must be skilled communicators, able to clarify issues, actively listen to all parties, and express their thoughts clearly and diplomatically.
Active listening is particularly crucial in conflict resolution. It involves giving full attention to the speaker, acknowledging their concerns, and asking open-ended questions to gain a deeper understanding of the issues. By listening actively, secretaries demonstrate empathy and respect for the perspectives of others, which can help de-escalate conflict and create an atmosphere of trust. Moreover, effective communication helps prevent misunderstandings and ensures that all parties involved feel heard and valued.
In addition to listening, secretaries must be adept at expressing themselves in a calm, non-confrontational manner. This requires the ability to manage emotions, avoid blame, and use language that promotes cooperation. For instance, using "I" statements (e.g., "I feel concerned about this issue") rather than accusatory "you" statements (e.g., "You never follow the schedule") can reduce defensiveness and encourage constructive dialogue.
Emotional Intelligence (EI) and Conflict Resolution
Emotional intelligence plays a pivotal role in conflict management. As mentioned earlier, EI involves the ability to recognize, understand, and manage one’s own emotions and those of others. Secretaries with high emotional intelligence are better able to handle conflict in a composed and constructive manner. EI helps secretaries regulate their emotional responses, remain calm under pressure, and empathize with others, which are all key aspects of conflict resolution.
Self-awareness, one of the key components of EI, enables secretaries to recognize their own emotional triggers and manage their reactions during conflicts. By staying aware of their emotional state, secretaries can avoid reacting impulsively or emotionally, allowing them to think more clearly and respond in a way that encourages resolution rather than escalation.
Empathy, another essential component of EI, allows secretaries to understand the emotional states of others involved in the conflict. Empathetic secretaries are able to gauge the feelings of colleagues or clients and respond in a way that acknowledges their concerns. This helps in diffusing tense situations and fostering an environment where parties are more likely to collaborate toward a solution.
Additionally, social skills—the ability to build and maintain positive relationships—are vital when managing conflicts. Secretaries with strong social skills are more likely to have the trust and respect of their colleagues, making it easier for them to intervene in conflicts and facilitate resolutions. High EI enables secretaries to act as effective mediators and communicators, encouraging parties to express their concerns openly and work together to find a resolution.
2.5 Empathy and Building Positive Workplace Relationships
Empathy is one of the most critical components of effective human relations, especially in the secretarial profession. It refers to the ability to understand and share the feelings of another person, which enables individuals to connect emotionally, build trust, and navigate interpersonal dynamics more effectively. In the workplace, particularly in the secretarial role, empathy fosters positive relationships, encourages collaboration, and plays a significant part in conflict prevention and resolution. This section explores the importance of empathy in building positive workplace relationships and how secretaries can use this skill to enhance their performance and workplace culture.
The Role of Empathy in Workplace Dynamics
Empathy involves more than just understanding another person’s perspective; it includes the emotional resonance and the intention to respond in a supportive and caring manner. In the workplace, empathetic individuals are better able to build rapport, create a cooperative environment, and address emotional needs that arise in day-to-day interactions. For secretaries, this ability is especially important because they regularly interact with diverse individuals, including executives, clients, colleagues, and external stakeholders, all of whom may have varying needs, challenges, and communication styles.
Secretaries often face high-pressure situations where managing multiple tasks and stakeholders at once can create stress. During such times, empathy allows secretaries to better manage their interactions and maintain positive relationships despite potential challenges. By acknowledging the emotions and perspectives of others, secretaries can reduce the tension that often accompanies high-stress scenarios, making it easier to handle difficult conversations or deadlines while maintaining a harmonious environment.
Empathy and Effective Communication
At the heart of empathy lies effective communication. A secretary’s ability to listen actively and respond empathetically is crucial in ensuring clear, transparent, and effective communication. Active listening requires the secretary to focus entirely on the speaker, acknowledge their feelings, and provide thoughtful feedback. This kind of attentive listening goes beyond just hearing words; it involves understanding the underlying emotions, concerns, and motivations behind what is being communicated.
For example, if a colleague expresses frustration over a missed deadline or a change in scheduling, an empathetic secretary would not only acknowledge the colleague’s frustration but also inquire about how they can help or provide support. This form of response validates the colleague’s emotions, fosters mutual respect, and creates a positive, supportive workplace dynamic. Moreover, empathetic communication can help avoid misunderstandings, clarify expectations, and ensure that all parties are on the same page.
In contrast, lack of empathy or an unwillingness to engage in empathetic communication can lead to feelings of alienation, frustration, or dissatisfaction, which can ultimately harm working relationships. Therefore, secretaries who prioritize empathy in their communication are likely to experience stronger relationships, greater trust, and more effective teamwork.
Building Trust Through Empathy
Empathy is foundational to building trust in any relationship. Trust is a critical component of all professional interactions, especially in environments where teamwork, collaboration, and shared responsibilities are essential for success. Secretaries, who often serve as the "first point of contact" for various individuals both within and outside the organization, must build trust quickly and effectively. By demonstrating empathy—listening to concerns, validating emotions, and offering support—secretaries can create a foundation of trust that encourages open communication and cooperation.
When trust is established, individuals feel more comfortable sharing their needs, challenges, and feedback, which can enhance problem-solving, creativity, and decision-making. Furthermore, trust reduces the potential for conflicts, as individuals are more likely to approach sensitive issues in a constructive manner rather than through defensive or aggressive behavior. An empathetic secretary, therefore, fosters trust not just through words, but by creating a safe, respectful, and understanding environment where individuals can collaborate freely and effectively.



CHAPTER THREE
METHODOLOGY
This chapter focused on the research methodology used to investigate the essentials of good human relations in the effective performance of secretaries. 
3.1 Instrument Used	
The primary instrument used for data collection in this study was a structured questionnaire. The questionnaire was designed by the researcher to capture the perspectives, experiences, and opinions of secretaries regarding the role of human relations skills in their professional performance. The questionnaire was structured into several sections, each focusing on a specific aspect of human relations, including communication skills, emotional intelligence, conflict resolution, empathy, stress management, and training.
The questionnaire included Closed-ended questions to provide quantitative data. This approach enabled a comprehensive understanding of how human relations impact secretarial performance. The instrument also included four-point Likert rating -scale items, ranging from "Strongly Agree" to "Strongly Disagree," to assess the level of agreement with specific statements regarding the role of human relations skills on the performances of secretaries
3.2 Population of the Study
The population of this study consisted of secretaries working in various organizations within Ilorin metropolis. These secretaries were selected because they play a central role in organizational communication, client relations, and administrative tasks, which are all influenced by human relations skills.
The study specifically targeted secretaries who are actively involved in communication and interaction with both internal and external stakeholders, including supervisors, clients, and colleagues. This was because such individuals would have firsthand experience and insight into the importance of human relations in their day-to-day work. The total population from which the sample was drawn was approximately 182 as based on available records of secretarial positions within the targeted organizations.
3.3 Sample and Sampling Techniques
For this study, a stratified random sampling technique was employed to select the sample. Stratified random sampling was chosen because it ensures that different sub-groups within the population (e.g., secretaries from various units or organizational levels) are proportionally represented in the sample.
A sample size of 121 secretaries was selected from the larger population of secretaries within the targeted organizations in Ilorin metropolis. The sample was chosen based on the following criteria:
The individuals must have worked in secretarial roles for at least one to two years to ensure they had sufficient experience and understanding of the demands of the job.
Secretaries from different organizational levels (e.g., entry-level, mid-level, senior-level) were included to ensure diversity of opinion.
The stratified sampling approach helped guarantee that various types of secretaries, including those working in different organizational environments (corporate, non-profit, government), were represented in the sample. This technique improved the study’s external validity by making the findings applicable to a broader range of secretarial positions.


3.4 Distribution and Collection of Data
The questionnaires were distributed to the selected sample of secretaries in different organizations personally by the researcher and with the use of research assistants.  The data collection period lasted for two weeks, during which the researcher made follow-up attempts to remind participants to complete the questionnaire. This helped increase the response rate. The researcher also ensured that all responses were kept confidential, the collection of data was done in a manner that minimized bias and ensured the reliability of responses. Respondents were assured anonymity to promote honest feedback, particularly in sensitive areas such as interpersonal relationships and stress management. A total number of 121 Questionnaire was distributed and 100 was collected back making a total of 83% returned rate.
3.5 Reliability
Reliability refers to the consistency of the research instrument in producing similar results under consistent conditions. To assess the reliability of the questionnaire, a pilot test was conducted on a small group of secretaries (20) who were not part of the actual study sample. This allowed the researcher to determine if the questionnaire was clear, understandable, and consistently captured the data needed.
3.6 Validity
Validity refers to the extent to which the research instrument measures what it is intended to measure. To ensure the validity of the instrument, several steps were taken, the instrument were given to two senior lecturers in the department of office technology and management to assess and modify in order to improve the quality of the instrument. Their corrections were used to revise and refine the instrument before it was finalized


3.7 Method of Data Analysis
The data collected from the questionnaires were analyzed using descriptive statistics which involved summarizing the data through frequencies and percentages. These provided an overview of the participants' responses to various questions, allowing for the identification of trends and patterns of responses to statement about communication skills or emotional intelligence helped determine the overall perception of the importance of these skills for effective secretarial performance. The analysis was presented in tables as seen in the next chapter






CHAPTER FOUR
DATA ANALYSIS
4.1 Introduction
This chapter presents the research findings on the "Essentials of Good Human Relations to the Effective Performance of Secretaries." It analyzes secretaries' responses regarding the importance of human relations skills in their professional roles.
The tables summarize responses to questions on communication, emotional intelligence, conflict management, stress management, and empathy. Each table shows the number and percentage of respondents who Strongly Agree, Agree, Disagree, or Strongly Disagree, followed by a brief interpretation.



4.2 Results
Table 4.1 : Effective Communication Contributes to Secretarial Success
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	35
	35

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.1 showed that 50(50%) respondents strongly agreed and 35(35%) respondents agreed that effective communication contributes to secretarial success, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.2 : Emotional Intelligence Enhances Secretarial Performance
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	25
	25

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.2 showed that 60(60%) respondents strongly agreed and 25(25%) respondents agreed that emotional intelligence enhances secretarial performance, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.3 : Conflict Management Affects Work Efficiency
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	40
	40

	Agree
	45
	45

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


 Sources: Researcher’s fieldwork 2025

Table 4.3 showed that 40(40%) respondents strongly agreed and 45(45%) respondents agreed that conflict management affects their work efficiency, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.

	


Table 4.4 : Empathy Improves Workplace Relationships
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	40
	40

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025

Table 4.4 showed that 50(50%) respondents strongly agreed and 40(40%) respondents agreed that empathy improves workplace relationships, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.5: Secretaries Use Stress Management Techniques in Your Daily Work
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	45
	45

	Agree
	35
	35

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.5 showed that 45(45%) respondents strongly agreed and 35(35%) respondents agreed that they use stress management techniques in their daily work, while 15(15%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.6 : Regular Training Enhances Human Relations Skills
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	35
	35

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025

Table 4.6 indicated that 50(50%) respondents strongly agreed and 35(35%) respondents agreed that regular training enhances their human relations skills, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.





Table 4.7 : Emotional Intelligence is Linked to Higher Job Satisfaction for Secretaries
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	30
	30

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.7 revealed that 55(55%) respondents strongly agreed and 30(30%) respondents agreed that emotional intelligence is linked to higher job satisfaction for secretaries, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.8 : Strong Communication Skills Help Complete Tasks More Efficiently
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	30
	30

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.8 above revealed that 55(55%) respondents strongly agreed and 30(30%) respondents agreed that strong communication skills help them complete tasks more efficiently, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.9 : Managing Stress Contributes to Better Productivity
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	35
	35

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


 Sources: Researcher’s fieldwork 2025

Table 4.9 above showed that 50(50%) respondents strongly agreed and 35(35%) respondents agreed that managing stress contributes to better productivity, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.10 : Empathy Helps in Client Satisfaction
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	30
	30

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.10 indicated that 60(60%) respondents strongly agreed and 30(30%) respondents agreed that empathy helps in client satisfaction, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.11 : Empathy is Important for Maintaining Positive Relationships with Colleagues
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	30
	30

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025

Table 4.11 showed that 60(60%) respondents strongly agreed and 30(30%) respondents agreed that empathy is important for maintaining positive relationships with colleagues, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.12 : Human Relations Skills Influence Leadership Capabilities
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	40
	40

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.12 showed that 50(50%) respondents strongly agreed and 40(40%) respondents agreed that human relations skills influence their leadership capabilities, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.13 : Effective Conflict Resolution Improves Team Collaboration
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	35
	35

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.13 above showed that 55(55%) respondents strongly agreed and 35(35%) respondents agreed that effective conflict resolution improves team collaboration, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.14 : Regular Feedback Improves Human Relations Skills
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	35
	35

	Disagree
	10
	10

	   Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.14 showed that 50(50%) respondents strongly agreed and 35(35%) respondents agreed that regular feedback improves their human relations skills, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.







Table 4.15 : Good Human Relations Skills Lead to Job Advancement
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	30
	30

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025

Table 4.15 showed that 60(60%) respondents strongly agreed and 30(30%) respondents agreed that good human relations skills lead to job advancement, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.




Table 4.16 : Organization Provides Adequate Support for Developing Human Relations Skills
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	45
	45

	Agree
	40
	40

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.16 revealed that 45(45%) respondents strongly agreed and 40(40%) respondents agreed that their organization provides adequate support for developing human relations skills, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.





Table 4.17: Secretaries Use Empathy to Resolve Conflicts at the Workplace
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	35
	35

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.17 showed that 55(55%) respondents strongly agreed and 35(35%) respondents agreed that they use empathy to resolve conflicts at the workplace, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.



Table 4.18: Stress Management Improves Work Efficiency
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	35
	35

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.18 above indicated that 50(50%) respondents strongly agreed and 35(35%) respondents agreed that stress management improves work efficiency, while 10(10%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.




Table 4.19: Emotional Intelligence Affect Your Relationship with Colleagues
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	30
	30

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025

Table 4.19 showed that 60(60%) respondents strongly agreed and 30(30%) respondents agreed that emotional intelligence affects their relationship with colleagues, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.


Table 4.20: Good Human Relations Lead to Better Client Retention
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	65
	65

	Agree
	25
	25

	Disagree
	5
	5

	Strongly Disagree
	5
	5

	Total
	100
	100


Sources: Researcher’s fieldwork 2025
Table 4.20 showed that 65(65%) respondents strongly agreed and 25(25%) respondents agreed that good human relations lead to better client retention, while 5(5%) respondents disagreed and 5(5%) respondents strongly disagreed with the statement respectively.




   



CHAPTER FIVE
		SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
This project explores the significance of good human relations and its impact on the effective performance of secretaries. Secretarial roles require a wide array of interpersonal skills, ranging from communication and emotional intelligence to stress management and empathy. The success of a secretary depends not only on their technical competencies but also on their ability to maintain positive relationships with colleagues, clients, and management. The research was designed to assess the influence of these human relations skills on job performance, including task efficiency, productivity, job satisfaction, and conflict management.
The study used a questionnaire with 20 focused question items, which were answered by 100 respondents who are professionals working in secretarial roles. The data collected was analyzed to understand the perceptions of secretaries regarding the importance of good human relations in the workplace. A majority of respondents strongly agreed that skills like emotional intelligence, effective communication, empathy, and stress management contribute to their job performance and overall job satisfaction. The results demonstrated a clear relationship between strong human relations skills and enhanced work efficiency, leadership capabilities, team collaboration, and client satisfaction.
5.2 Conclusion
The research findings confirmed that good human relations are vital to the effective performance of secretaries. Key elements such as strong communication skills, emotional intelligence, empathy, stress management, and conflict resolution were identified as critical factors that contribute to higher productivity, better collaboration with colleagues, and more effective client interactions. These skills not only help secretaries perform their duties efficiently but also improve their job satisfaction and lead to career advancement opportunities.
Additionally, organizations that invest in training and support for the development of human relations skills in secretaries see higher levels of employee engagement and overall performance. Regular feedback, emotional intelligence, and effective conflict management were especially noted as essential for fostering positive relationships in the workplace. The study emphasized that secretaries who excel in human relations are better equipped to navigate the challenges of the workplace and enhance the work environment for everyone involved.
5.3 Recommendations
Based on the findings of the research, several recommendations are made to improve the performance of secretaries through the enhancement of human relations skills:
1. Training and Development: Organizations should prioritize regular training programs that focus on developing human relations skills, including communication, emotional intelligence, conflict management, and stress management. Such programs will ensure that secretaries are equipped with the necessary tools to handle interpersonal challenges effectively.
2. Promote Empathy and Emotional Intelligence: Secretaries should be encouraged to develop their emotional intelligence and empathy. This can be achieved through workshops, team-building exercises, and mentorship programs that foster emotional awareness and understanding in the workplace.
3. Encourage Open Communication: Management should establish a culture of open communication within the organization which is crucial for secretaries to excel. By promoting transparency and active listening, secretaries can better understand the needs of their colleagues and clients, resulting in stronger relationships and better work outcomes.
4. Conflict Resolution Training: Management should Provide conflict resolution training essential for secretaries, as they often find themselves in the midst of workplace disagreements. Teaching effective mediation and conflict resolution strategies can help secretaries handle disputes in a way that fosters cooperation and collaboration.
5. Supportive Work Environment: Organizations should create a supportive work environment where secretaries feel valued and empowered. This includes providing appropriate resources, offering feedback, and ensuring that there are avenues for secretaries to express their concerns and ideas.
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INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear Sir/Ma,

RESEARCH QUESTIONNAIRES
	This is a research instrument to elicit information relevant for research work titled Essentials of Good Human Relations to the Effective Performance of Secretaries.
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, Ilorin.
	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. Effective communication contributes to secretarial success.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2. Emotional intelligence enhances secretarial performance.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3. Conflict management affects my work efficiency.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4. Empathy improves workplace relationships.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5. I use stress management techniques in my daily work.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6. Regular training enhances my human relations skills.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7. Emotional intelligence is linked to higher job satisfaction for secretaries.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8. Strong communication skills help me complete tasks more efficiently.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9. Managing stress contributes to better productivity.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Empathy helps in client satisfaction.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. Empathy is important for maintaining positive relationships with colleagues.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. Human relations skills influence my leadership capabilities.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. Effective conflict resolution improves team collaboration.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. Regular feedback improves my human relations skills.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. Good human relations skills lead to job advancement.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. My organization provides adequate support for developing human relations skills.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. I use empathy to resolve conflicts at the workplace.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Stress management improves work efficiency.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. Emotional intelligence affects my relationship with colleagues.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. Good human relations lead to better client retention.
(a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
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