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ABSTRACT
This study critically appraises the Information and Communication Technology (ICT) skills necessary for the effective service delivery of a secretary. In the context of the rapidly evolving digital landscape, secretaries must leverage advanced ICT tools to enhance their administrative functions. The research identifies key ICT competencies, including proficiency in office software, digital communication tools, data management systems, and cybersecurity practices. It examines how these skills impact the efficiency, accuracy, and adaptability of secretarial tasks. Additionally, the study explores the challenges faced by secretaries in keeping up with technological advancements and offers recommendations for continuous professional development. Ultimately, the paper highlighted the essential role of ICT in optimizing secretarial service delivery and contributing to the smooth operation of organizations.
Keywords: Technology, Communication, Secretarial, Efficiency, Development
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CHAPTER ONE
INTRODUCTION
1.1 Background of the study 
Secretaries have long been integral to the smooth functioning of businesses and organizations. Traditionally, they played a crucial role in administrative and clerical tasks such as scheduling appointments, managing correspondence, organizing documents, and maintaining office operations (Smith, 2019). However, as businesses become more digitized and work environments increasingly rely on technological tools, the skill set required for effective secretarial work has expanded significantly. In the past, secretaries were mainly expected to have proficiency in basic office skills, such as typing, filing, and managing schedules. Today, these responsibilities are now coupled with a variety of digital tasks, requiring secretaries to possess advanced Information and Communication Technology (ICT) skills. The role of a modern secretary extends beyond administrative functions to include the management of digital communication, data handling, and the ability to troubleshoot technological issues. As technology continues to shape the future of work, understanding the key ICT skills that a secretary needs is crucial for enhancing service delivery and maintaining efficiency within the workplace (Johnson & Clark, 2021).
Over the last few decades, the integration of Information Technology (IT) in business environments has revolutionized traditional office roles. In the 1980s and 1990s, personal computers became commonplace in offices, and secretaries were introduced to tools like word processors, spreadsheets, and email. These advancements allowed secretaries to streamline administrative tasks, drastically improving speed and accuracy (Brown, 2018). As we entered the 21st century, the rapid evolution of communication technologies such as the internet, cloud computing, and mobile devices brought new challenges and opportunities for secretarial work. Today's secretaries must be proficient in a wide array of ICT tools, including office suites like Microsoft Office, Google Workspace, cloud-based document management systems, video conferencing platforms, and enterprise resource planning (ERP) systems. The ability to navigate and make use of these technologies has become integral to providing effective service delivery, from scheduling meetings to managing complex projects (Taylor, 2020).
To be effective in the modern workplace, secretaries must have a wide range of ICT skills. These include, but are not limited to, proficiency in word processing software, such as Microsoft Word, Google Docs, or similar tools for creating, editing, and formatting documents (Lee & Taylor, 2020). With the rise of digital documents and collaboration tools, secretaries are also expected to know how to handle version control and document sharing on platforms like Dropbox and Google Drive. Additionally, secretaries must be adept at using spreadsheet software such as Microsoft Excel or Google Sheets to manage data, create reports, and perform basic analysis (Jenkins, 2019). These tools are essential for managing financial data, inventory lists, and project tracking, among other administrative functions.
Proficiency in digital communication tools is also crucial. Secretaries must be familiar with email systems, instant messaging platforms like Slack, and video conferencing tools such as Zoom and Microsoft Teams. These technologies are often used to facilitate remote work, communicate with colleagues and clients, and schedule virtual meetings (Allen, 2022). Furthermore, secretaries need to be skilled in using data management systems like Customer Relationship Management (CRM) software, cloud-based storage systems, and enterprise solutions (Fisher & Peterson, 2021). These systems help streamline administrative tasks such as managing contacts, organizing files, and keeping track of critical deadlines. As digital platforms become more integrated into office workflows, secretaries are often the first line of defense against cyber threats. Awareness of cybersecurity practices, such as the use of secure passwords, encryption, and safe internet browsing, is essential (Zhang & Lee, 2020). Moreover, protecting sensitive company data and ensuring compliance with privacy regulations like GDPR requires secretaries to stay informed about evolving security measures.
The ability to resolve common technical issues, such as software malfunctions or internet connectivity problems, has become increasingly important for secretaries. In many offices, secretaries are expected to troubleshoot and resolve minor tech problems to ensure smooth workflow without having to rely on IT professionals (Nguyen, 2021). The effectiveness of a secretary is no longer solely dependent on traditional administrative skills. The integration of ICT tools significantly impacts the quality-of-service delivery. For instance, the ability to quickly access digital files, manage emails efficiently, and coordinate schedules across multiple platforms ensures that secretarial tasks are completed faster and more accurately.
Moreover, ICT proficiency enhances a secretary’s capacity for multitasking, thus contributing to overall productivity. As secretaries become more tech-savvy, they are able to handle complex tasks like managing databases, preparing presentations, and organizing virtual events, all of which improve service quality and client satisfaction (Robinson, 2022). The role of a secretary in managing communication—both internal and external—has also been transformed by ICT. Through the use of email, messaging systems, and video calls, secretaries are able to facilitate faster communication with clients and stakeholders, reducing delays and ensuring smooth operations within the company.
While the advantages of ICT in enhancing secretarial service delivery are clear, many secretaries face challenges in acquiring and maintaining these essential skills. One of the primary obstacles is the pace at which technology is evolving. New tools, software, and systems are introduced frequently, and staying up-to-date with these developments can be overwhelming (Garcia, 2020). Additionally, training and professional development programs tailored to enhancing ICT skills for secretaries are often limited. Many secretaries report a lack of access to resources or formal training opportunities to advance their technical capabilities (Mitchell & Thomson, 2021). This gap in professional development can hinder the effective adoption of new technologies and limit the secretary’s ability to provide high-quality service.
Furthermore, some organizations fail to recognize the importance of ICT in the secretary’s role and do not invest in adequate training programs or technology updates. As a result, secretaries may feel underprepared to use certain tools effectively, potentially leading to inefficiencies or errors in service delivery. As technology continues to evolve, the expectations for secretaries will also change. The future of secretarial work will likely involve even more advanced ICT skills, including expertise in artificial intelligence (AI) and machine learning tools, automation software, and blockchain technologies (Williams, 2022). Secretaries will need to adapt to the increasing use of virtual assistants, automated scheduling systems, and digital assistants to remain competitive in the workforce.
Moreover, remote work and hybrid working models are becoming more common, and secretaries will need to master cloud-based tools, virtual collaboration software, and secure communication systems to ensure effective service delivery in a distributed work environment (Roberts, 2023). The role of the secretary has evolved significantly due to the integration of ICT in the workplace. To provide effective service delivery, secretaries must possess a broad range of ICT skills that allow them to navigate various digital tools, ensure seamless communication, manage data, and protect sensitive information. While challenges remain in terms of training and adaptation to rapid technological change, the potential for improved efficiency and productivity through ICT cannot be overlooked. This study aims to explore these skills in detail and provide recommendations for enhancing the ICT competencies of secretaries to ensure high-quality service delivery in contemporary organizational settings.
1.2 Statement of the problem
In today’s digital age, the role of a secretary has evolved beyond traditional administrative tasks to encompass a wide range of responsibilities requiring advanced Information and Communication Technology (ICT) skills. With the increasing reliance on digital tools and platforms in business environments, secretaries are now expected to be proficient in technologies such as office software suites, communication platforms, data management systems, and cybersecurity practices. However, despite the growing importance of these ICT skills, there remains a significant gap in the level of proficiency among many secretaries, hindering their ability to provide effective service delivery.
The integration of ICT into secretarial work is not only about adopting new technologies, but also about adapting to a rapidly changing technological landscape. Secretaries face the challenge of continuously learning new tools and systems while managing an increasing workload. Many organizations still fail to provide adequate training opportunities, leaving secretaries underprepared to use ICT tools to their full potential (Garcia, 2020). As a result, the quality and efficiency of secretarial services can be compromised, leading to delays, errors, and miscommunication in administrative processes. This lack of necessary ICT skills has been identified as a major issue, as it directly impacts organizational productivity and the secretary's ability to manage modern office operations effectively (Jenkins, 2019).
Furthermore, many secretarial roles are still seen through a traditional lens, with a limited focus on the importance of technology in the modern workplace. This lack of recognition from employers regarding the critical role ICT plays in the secretary's function contributes to insufficient investment in training and development. Consequently, secretaries may find themselves struggling to meet the growing demands of their roles, especially as digital tools continue to evolve and expand. The absence of robust ICT skill development programs and professional support further exacerbates this issue, creating a mismatch between the skills required for effective service delivery and the capabilities of many secretaries (Robinson, 2022).
Despite the evident need for ICT competency, the focus on technological training for secretaries is often overlooked, leaving a significant gap in their ability to function efficiently in today’s digitally-driven work environments. This project aims to address this gap by critically appraising the specific ICT skills necessary for effective service delivery and examining the challenges secretaries face in acquiring and applying these skills. It also seeks to provide insights into potential solutions, such as comprehensive training programs, ongoing professional development, and organizational support to enhance the ICT competence of secretaries and improve the overall quality of service delivery.

1.3 Objective of the Study
The primary objective of this study is to critically appraise the Information and Communication Technology (ICT) skills necessary for the effective service delivery of secretaries in modern organizational settings. Specifically, the study aims to:
1. To identify and categorize the core ICT skills required for secretaries to perform their administrative functions efficiently in contemporary work settings. 
2. To assess how ICT proficiency influences the quality and efficiency of secretarial work. 
3. To investigate the challenges and barriers secretaries encounter in acquiring and applying the ICT skills necessary for effective service delivery.
4. To analyze the responsibility and actions of organizations in fostering ICT skill development among their secretarial staff. 
5. To propose practical recommendations for improving the ICT competence of secretaries and enhancing their service delivery.

1.4 Research Questions
The study seeks to answer the following research questions in order to explore the ICT skills required for effective service delivery by secretaries:
1. What are the essential ICT skills required by secretaries for effective service delivery in modern organizational settings?
2. What is the influence of ICT skills on the efficiency and quality of service delivery in secretarial roles?
3. What challenges do secretaries face in acquiring and applying ICT skills?
4. What is the role organizations play in supporting the development of ICT skills for secretaries?
5. What strategies can enhance the ICT competence of secretaries and improve service delivery?
1.5 Significance of the Study 
The findings of this study on the critical appraisal of Information and Communication Technology (ICT) skills necessary for effective service delivery of secretaries hold significant value for secretaries and organizations they serve. By identifying the key ICT skills required for effective performance and exploring the impact of these skills on service delivery, the study offers valuable insights into the evolving role of secretaries in the modern workplace. These insights can lead to improvements in individual performance, organizational efficiency, and overall productivity.
 Secretary For secretaries, this study serves as a critical resource for understanding the skills they need to remain competitive and effective in their roles. As the workplace becomes increasingly digital, secretaries must adapt to new tools and technologies that streamline administrative processes. By identifying the ICT skills that are essential for performing tasks such as data management, communication, document preparation, and scheduling, this study can guide secretaries in acquiring and honing the skills necessary for success in a digital environment (Johnson & Clark, 2021).
Moreover, the study provides secretaries with a roadmap for professional development, empowering them to take proactive steps in enhancing their technical competencies. It helps secretaries recognize the importance of staying updated with evolving technologies and developing expertise in emerging digital tools. This knowledge will not only boost their confidence in using technology but also enhance their ability to contribute to organizational goals more effectively. Furthermore, it will help them reduce the impact of common challenges they face, such as technical malfunctions or cybersecurity risks, by making them more tech-savvy and better prepared for troubleshooting (Zhang & Lee, 2020).
This study also addresses the gap in ICT training and professional development opportunities that many secretaries experience. By advocating for better training programs and continuous professional growth, the research emphasizes the importance of empowering secretaries with the resources they need to thrive in a technology-driven workplace (Mitchell & Thomson, 2021). Ultimately, secretaries will benefit from a more comprehensive skillset, leading to greater job satisfaction, career advancement, and increased job security as they become indispensable assets to their organizations. Organizations will   find this study as a critical implication for improving overall service delivery and operational efficiency. As secretaries play a pivotal role in the day-to-day functioning of businesses, ensuring that they possess the necessary ICT skills is essential to maintaining smooth administrative operations. The study underscores the importance of investing in the training and development of secretaries to ensure they can effectively utilize the tools and technologies required for modern office functions (Fisher & Peterson, 2021). When secretaries are equipped with the right ICT competencies, organizations can expect improved accuracy in document management, quicker turnaround times for administrative tasks, and enhanced communication, both internally and externally.
Additionally, the study highlights how well-trained secretaries can serve as an essential point of contact for clients, employees, and other stakeholders. Secretaries who are proficient in digital communication tools such as email, video conferencing platforms, and project management software are better able to facilitate communication and collaboration across teams (Allen, 2022). This increased ability to manage digital workflows effectively contributes to higher organizational productivity and a more cohesive work environment. Furthermore, secretaries who possess a strong understanding of data management, security protocols, and document sharing are better equipped to safeguard sensitive information and ensure compliance with regulatory standards (Robinson, 2022). This mitigates risks related to data breaches and ensures that the organization remains compliant with legal and industry-specific requirements.
Moreover, the study provides a deeper understanding of the challenges organizations may face if they fail to equip their secretarial staff with the necessary ICT skills. By identifying gaps in ICT training, the study serves as a call to action for organizations to prioritize the development of secretarial staff and integrate continuous learning into their workforce strategies. As businesses continue to evolve, organizations that invest in the ICT capabilities of their secretarial staff will be better positioned to adapt to technological advancements, streamline operations, and enhance the quality of service provided to clients, customers, and employees alike (Garcia, 2020).
Furthermore, organizations that support the growth and development of their secretaries through targeted ICT training will likely experience improved employee retention and reduced turnover rates. Providing opportunities for skill development demonstrates the organization’s commitment to employee growth and professional advancement, which can increase job satisfaction and loyalty (Jenkins, 2019). This, in turn, results in a more stable and motivated workforce, ultimately contributing to long-term organizational success.

1.6 Delimitation
The study is delimited to the exploration of the essential Information and Communication Technology (ICT) skills necessary for secretaries in modern organizational settings. It specifically focuses on secretarial roles within corporate, administrative, and public sector organizations where technology plays a significant role in service delivery. The research will not extend to secretarial positions in smaller, non-technology-dependent industries, nor will it cover non-administrative or managerial roles that may require a different set of technological expertise.
Additionally, the study will concentrate on secretaries' proficiency in a core set of ICT tools, such as word processing software, spreadsheets, communication platforms, and data management systems, with a particular emphasis on practical skills over theoretical knowledge. The research will also exclude a detailed examination of highly specialized technological tools used in specific fields such as finance or engineering, as these require unique skill sets outside the scope of general secretarial duties.
Moreover, the study will focus on secretaries working in public and private organizations in urban area like Ilorin metropolis.  where technological access and training opportunities are typically more available. This study will not delve into rural areas or regions where access to modern ICT tools and training might be more limited. Furthermore, the research will not extensively examine broader organizational policies related to ICT infrastructure, but will instead focus on how these policies impact the individual secretary’s capacity to perform effectively.

1.7 Limitations 
This study is subject to several limitations. First, the research relies on the availability and willingness of participants to provide accurate and comprehensive information regarding their ICT skills for effective service delivery. Given the subjective nature of self-reported data, there is a possibility of response bias, where participants may overstate or understate their actual proficiency levels or challenges (Garcia, 2020).
Additionally, the scope of the study is limited to the ICT tools most commonly used in secretarial work, which may not account for emerging or specialized technologies that are not widely adopted in all industries. As technology rapidly evolves, the skills identified in this study may become outdated over time, limiting the generalizability of the findings to future advancements in ICT (Mitchell & Thomson, 2021).
The research will also focus on secretaries in urban environments, where technological infrastructure and access to training programs are typically more developed. This limitation means that the findings may not fully reflect the challenges faced by secretaries in rural or less-developed regions, where access to technology and training might be more constrained (Robinson, 2022).
Furthermore, the study will primarily assess secretaries’ ICT competencies in administrative and office management roles, which may exclude the perspectives of those working in specialized sectors such as healthcare or law, where the use of ICT may differ significantly. As such, the results may not be applicable to all secretarial positions across various industries.
Lastly, due to time and resource constraints, the study will not be able to conduct longitudinal research to track changes in ICT skills over time or assess the long-term impact of ICT training on service delivery. This limitation restricts the ability to draw conclusions about the sustained effectiveness of ICT skill development initiatives (Jenkins, 2019).
















				CHAPTER TWO
			   LITERATURE REVIEW
This literature review examines the critical ICT skills necessary for service delivery of secretaries, highlighting the key competencies, challenges, and organizational responsibilities involved in effectively integrating technology into secretarial roles. It will be conducted as follows:

2.1 Concept of Communication 
Information and Communication Technology (ICT) has emerged as a pivotal force in reshaping modern workplaces, significantly impacting how businesses operate, communicate, and deliver services. The rapid integration of ICT into daily business activities has transformed administrative roles, with secretaries at the forefront of this evolution. In the past, secretaries were primarily responsible for clerical tasks such as organizing files, scheduling meetings, and managing office supplies. However, with the advent of digital technologies, their roles have expanded to encompass a wide array of responsibilities involving digital tools, software, and communication platforms (Bergström, 2020).
ICT tools are designed to improve operational efficiency, enabling secretaries to streamline administrative tasks and enhance the overall functioning of organizations (Jenkins, 2019). The ability to use word processing software, spreadsheets, presentation tools, and database management systems has become integral to the role of a secretary, allowing them to manage data, communicate effectively, and maintain organized records. For instance, proficiency in spreadsheet applications such as Microsoft Excel is crucial for managing and analyzing financial data, scheduling resources, and organizing important records (Bergström, 2020). Likewise, the use of email communication platforms, along with knowledge of videoconferencing software like Zoom or Microsoft Teams, has become a fundamental aspect of facilitating communication between departments, clients, and external partners (Bergström, 2020).
The increasing reliance on digital communication platforms means secretaries must not only be adept at using these technologies but also remain adaptable to new systems and platforms that emerge over time. According to Jenkins (2019), the shift to digital communication and cloud-based document management systems has enhanced collaboration and allowed secretaries to work remotely or as part of distributed teams, making it possible to maintain productivity from virtually anywhere. This flexibility has allowed many organizations to remain operational even during disruptions such as the COVID-19 pandemic, demonstrating the resilience and value of digital tools in contemporary work environments.
Moreover, the growing use of digital solutions has placed a significant emphasis on the need for secretaries to possess strong skills in cybersecurity and data privacy. As organizations increasingly store sensitive data online, the risk of cyber threats such as hacking, phishing, and data breaches has escalated. Given the central role secretaries play in managing and handling confidential information, they must be fully aware of the risks associated with storing, sharing, and processing sensitive data in digital environments (Kraemer & Dedrick, 2021). Secretaries often have access to critical organizational data, including personnel files, financial records, and corporate communications, making them prime targets for cyberattacks. Therefore, understanding how to safeguard this information is essential in ensuring both the confidentiality and integrity of the organization's operations.
In today’s digitally-driven workplaces, simply being proficient with software applications is no longer sufficient. Secretaries must also understand and apply the best practices in cybersecurity to protect the information they manage (Bergström, 2020). For example, secretaries must use strong, unique passwords for every system they access, incorporating multi-factor authentication (MFA) where available to add an extra layer of protection against unauthorized access (Bergström, 2020). Furthermore, knowledge of encryption tools to safeguard sensitive communications is critical, especially when handling emails or sharing confidential documents over the internet (Kraemer & Dedrick, 2021). Encryption ensures that even if data is intercepted during transmission, it remains unreadable to unauthorized individuals.
Additionally, secretaries must be familiar with secure storage protocols to ensure that confidential information is not only protected during transmission but also while stored on organizational servers or cloud platforms. The practice of regularly backing up data, using secure cloud storage services with strong encryption, and adhering to organizational policies regarding data retention and disposal are key elements of maintaining data privacy (Jenkins, 2019). A failure to properly protect sensitive data can lead to significant consequences for the organization, including financial loss, reputational damage, and legal ramifications under data protection regulations such as the General Data Protection Regulation (GDPR) in the European Union (Jenkins, 2019).
The rise in data breaches and cybercrime has prompted many organizations to implement comprehensive cybersecurity policies. Secretaries are often tasked with ensuring that these policies are adhered to and that any security breaches or suspicious activity are promptly reported to the relevant authorities. As part of their role, secretaries must stay informed about emerging cybersecurity threats and continue to educate themselves on best practices in data protection (Kraemer & Dedrick, 2021).
Moreover, the integration of technologies like Artificial Intelligence (AI) and machine learning has further complicated cybersecurity measures. These technologies, while offering increased operational efficiency, also introduce new vulnerabilities that must be addressed (Bergström, 2020). Secretaries must be knowledgeable about how these systems work and how they can impact data privacy, ensuring that AI-driven tools are used responsibly and ethically, with careful consideration of any associated privacy risks.
The integration of ICT has also altered the expectations of employers in terms of productivity and efficiency. The use of digital tools allows for faster decision-making, improved resource management, and more accurate reporting (Bergström, 2020). Secretaries, therefore, are expected to not only complete administrative tasks with speed and accuracy but also to utilize technology to offer insights and recommendations that can drive business performance. This shift in expectations means that secretaries are no longer seen as mere administrative assistants but as active contributors to the strategic direction of the organization (Jenkins, 2019).
2.2 The Role of Secretaries in Modern Organizations
Secretaries have long been regarded as the backbone of office administration, traditionally responsible for essential tasks such as managing schedules, preparing documents, and acting as the primary point of contact for external stakeholders (Robinson, 2022). These duties, while fundamental to the smooth running of any organization, were once carried out using manual processes and limited technological tools. However, as organizations have increasingly adopted advanced technologies, the role of secretaries has expanded significantly, incorporating new responsibilities that require a higher level of technological proficiency. The rise of Information and Communication Technology (ICT) has revolutionized the workplace, particularly for secretaries who must now be adept at managing digital communications, organizing virtual meetings, and using specialized software for complex data processing tasks (Taylor, 2020).
The integration of digital tools into everyday office functions has dramatically altered the landscape in which secretaries operate. Secretaries no longer merely manage physical records and office supplies; they are now expected to handle digital records, facilitate online meetings, and streamline communication through email and instant messaging platforms (Taylor, 2020). For instance, managing emails, scheduling virtual meetings via video conferencing software such as Zoom or Microsoft Teams, and organizing collaborative workspaces through platforms like Google Drive or Microsoft SharePoint have become regular aspects of a secretary's job description. These shifts are not just about mastering new tools but also understanding how to leverage them effectively to optimize administrative workflows and support organizational goals (Robinson, 2022).
The scope of secretarial work today extends well beyond traditional clerical tasks, demanding proficiency in various digital platforms and software. Secretaries are now required to be skilled in a variety of applications, including word processors (e.g., Microsoft Word), spreadsheet software (e.g., Microsoft Excel), presentation software (e.g., Microsoft PowerPoint), and project management tools (e.g., Asana, Trello) (Robinson, 2022). With these tools, secretaries can generate complex reports, analyze data, create visually compelling presentations, and coordinate project timelines with greater efficiency than ever before. As such, secretaries are expected to be familiar with the functionalities and best practices of these tools, enabling them to perform tasks that were once considered outside their traditional purview.
In addition to technical skills, secretaries must also possess critical thinking abilities to effectively navigate and adapt to the complexities of digital environments. As organizations continue to shift towards cloud-based systems and collaborative tools, secretaries are increasingly tasked with managing and organizing digital documents, which requires more than just technical proficiency. They must ensure that documents are appropriately stored, categorized, and easily accessible to authorized personnel, while also maintaining version control to prevent errors or inconsistencies when multiple contributors make updates simultaneously (Taylor, 2020). Cloud-based platforms, such as Google Drive, Microsoft OneDrive, and Dropbox, allow for real-time collaboration, making it essential for secretaries to develop strong organizational skills and the ability to manage the flow of documents across different teams (Robinson, 2022). This involves not only ensuring the integrity of the documents but also tracking changes, setting permissions, and verifying the accuracy of the updates made by multiple stakeholders.
Moreover, secretaries must possess strong problem-solving abilities to adapt to the dynamic nature of digital environments. With the increasing use of cloud-based tools for document storage and collaboration, secretaries are often called upon to troubleshoot technical issues, resolve compatibility problems, and provide support to colleagues navigating digital platforms (Bergström, 2020). They must be quick to identify solutions when technological obstacles arise, ensuring minimal disruption to workflow and preventing delays in critical tasks. For instance, if a document becomes inaccessible due to a syncing error or a colleague is unable to access a shared folder, secretaries must be able to identify the issue, implement a fix, and communicate the solution promptly to maintain the efficiency of the team's work (Taylor, 2020).
In addition to managing the complexities of digital document systems, secretaries must also be proficient in managing cybersecurity risks. As more sensitive organizational data is stored and shared digitally, ensuring the security of this information has become a critical responsibility for secretaries. They must be well-versed in best practices for safeguarding data, including utilizing secure passwords, encryption methods, and implementing access control protocols for sensitive documents (Kraemer & Dedrick, 2021). Secretaries often handle confidential information, such as financial records, personnel files, and client contracts, making them integral in maintaining the organization's data security framework (Bergström, 2020). Their ability to ensure the safe sharing and storage of sensitive information across digital platforms directly impacts the organization’s compliance with data privacy regulations, such as the General Data Protection Regulation (GDPR) in Europe or the California Consumer Privacy Act (CCPA) in the United States (Kraemer & Dedrick, 2021). Secretaries must therefore be diligent in adhering to cybersecurity protocols, performing regular audits of digital systems, and staying updated on emerging security threats to protect against cyberattacks, unauthorized access, and data breaches.
One notable area where secretaries have seen an expansion in their responsibilities is in the area of data management and analysis. Traditionally, secretaries managed paper-based filing systems, but the digital age has shifted this responsibility towards managing complex databases and assisting in data-driven decision-making processes. Secretaries now use software such as Microsoft Access or CRM (Customer Relationship Management) tools to store, organize, and analyze data, playing a key role in facilitating the flow of accurate and timely information throughout the organization (Robinson, 2022). As companies place greater emphasis on data-driven strategies, secretaries' roles in ensuring the accessibility, accuracy, and security of this data have become increasingly important.
Moreover, with the growing trend of remote work and the proliferation of virtual teams, secretaries have become integral in managing virtual collaboration. In the past, secretaries would often be responsible for booking conference rooms and managing in-person meetings, but now they must organize and coordinate online meetings, webinars, and virtual events. This requires a different set of skills, such as managing virtual meeting platforms, troubleshooting technical issues, and ensuring that all participants are engaged and informed (Robinson, 2022). Secretaries are also responsible for ensuring that meeting agendas are distributed, minutes are taken, and action items are followed up on—tasks that were once handled exclusively in physical settings but now require a more digital approach.
The rise of digital tools and virtual communication platforms has significantly transformed the nature of secretarial duties. As technology becomes more deeply integrated into the workplace, secretaries have seen their responsibilities expand far beyond traditional administrative tasks, such as scheduling meetings and answering phone calls. In modern organizations, secretaries are now expected to manage a variety of tasks, including coordinating digital communications, organizing virtual meetings, handling large volumes of electronic data, and collaborating with teams across different geographical locations (Taylor, 2020). This shift requires secretaries to master an array of software applications and digital platforms, from email and calendar management tools to cloud-based file storage systems and collaborative project management platforms (Bergström, 2020). With these technological tools, secretaries can enhance their efficiency and effectiveness, enabling them to keep pace with the increasingly digital nature of the modern workplace.
However, the increasing reliance on digital solutions means that secretaries must continuously update their skills and remain informed about the latest technological developments to stay relevant in their roles (Gartner, 2021). The rapid pace of technological innovation means that tools and platforms can quickly become outdated or replaced by more advanced systems, which poses both challenges and opportunities for secretaries. For instance, the shift from desktop-based software to cloud-based solutions has revolutionized the way secretaries store, manage, and access information, requiring them to be proficient in new platforms such as Google Workspace or Microsoft 365 (Jenkins, 2019). Furthermore, the growing use of artificial intelligence (AI) and automation in administrative tasks, such as scheduling, transcription, and data entry, means that secretaries must stay up to date with the latest AI-driven tools to maintain a competitive edge (Kraemer & Dedrick, 2021). These changes have elevated the expectations of secretarial roles, which now require an advanced understanding of technology to facilitate efficient and smooth office operations.

2.3 Key ICT Skills for Secretaries
The essential ICT skills required for secretarial roles are both broad and multifaceted, encompassing a wide range of software applications and digital tools that enhance productivity and efficiency in modern workplaces. One of the most fundamental skills for secretaries is proficiency in word processing software. Tools such as Microsoft Word allow secretaries to create, edit, format, and proofread documents efficiently. These tasks are critical to their daily responsibilities, as secretaries frequently draft correspondence, prepare reports, and create presentations for their organizations (Brown, 2018). A solid command of word processing software ensures that documents are polished and professionally presented, which is essential in maintaining a positive organizational image.
Spreadsheets, particularly Microsoft Excel, are another essential tool in the secretarial skill set. Excel is indispensable for managing and analyzing data, performing complex calculations, and creating reports that summarize financial information, track project progress, or analyze performance metrics. The ability to manipulate data, use formulas, and create charts enables secretaries to produce accurate, insightful reports that support decision-making processes (Garcia, 2020). Additionally, proficiency in spreadsheet software facilitates the efficient management of large datasets, inventory tracking, and even scheduling, making it an essential skill in the modern workplace.
Another key skill for secretaries is proficiency in email and communication platforms, such as Microsoft Outlook or Slack, which are crucial for both internal and external correspondence. As the primary means of communication in many organizations, email platforms enable secretaries to manage calendars, schedule meetings, and communicate with colleagues, clients, and external stakeholders. Furthermore, instant messaging platforms like Slack provide an additional layer of communication, facilitating quicker, more informal exchanges and enabling real-time collaboration (Zhang & Lee, 2020). Secretaries are expected to stay organized, manage multiple communication threads, and ensure that important messages are responded to promptly, which requires excellent organizational and time-management skills.
In addition to traditional office software, emerging technologies have become vital tools for secretaries in modern workplaces. Cloud computing platforms like Google Drive, Microsoft OneDrive, and Dropbox allow secretaries to store, access, and share documents remotely, enabling them to collaborate seamlessly with colleagues in hybrid or remote work settings. These cloud-based tools also help secretaries organize large amounts of information and ensure easy access to files from any device with internet connectivity (Fisher & Peterson, 2021). Similarly, project management tools like Asana, Trello, and Monday.com allow secretaries to assist with task management, track deadlines, and ensure that projects stay on schedule, providing an overview of workflows and progress (Fisher & Peterson, 2021). These tools facilitate better communication, transparency, and collaboration within teams, especially in environments where employees are working from different locations.
Virtual meeting platforms like Zoom and Microsoft Teams have also become indispensable for secretaries, as these tools facilitate virtual communication, meetings, and conferences, particularly in remote or hybrid work environments. Secretaries are expected to schedule, coordinate, and sometimes host virtual meetings, ensuring that all necessary participants are included and that the technology is functioning properly. Virtual collaboration platforms like these have become essential in maintaining productivity and enabling communication across geographically dispersed teams (Bergström, 2020).
Moreover, as the threat of cyberattacks and data breaches continues to grow, cybersecurity awareness has become an increasingly important skill for secretaries. Secretaries often handle sensitive and confidential information, including employee records, financial documents, and legal contracts. As a result, understanding the basics of cybersecurity—such as using secure passwords, employing encryption, and recognizing phishing attempts—has become a critical component of their role (Mitchell & Thomson, 2021). By being proactive about cybersecurity, secretaries help protect their organizations from data breaches and ensure that confidential information remains secure. With increasing reliance on digital communication and cloud storage, secretaries must stay informed about evolving cybersecurity risks and be prepared to implement protective measures (Kraemer & Dedrick, 2021).
In addition, secretaries must also be proficient in managing databases and information management systems. For example, knowledge of customer relationship management (CRM) software such as Salesforce or HubSpot is becoming increasingly important as organizations seek to streamline their communication with clients and customers. CRMs help secretaries track interactions, manage customer data, and generate reports that are crucial for sales, marketing, and customer support teams (Davis & Stone, 2019). CRMs allow secretaries to centralize client data, enabling quick access to key information and improving communication across departments (Smith & Jenkins, 2020). Secretaries who are adept at using CRM systems can help maintain relationships with clients by ensuring timely follow-ups and providing accurate, up-to-date information, thus playing a pivotal role in customer satisfaction and retention (Zhang & Lee, 2020).
Moreover, CRMs help secretaries ensure that data is organized and updated regularly, which is essential for making informed business decisions (Walker, 2021). By effectively utilizing CRM systems, secretaries can contribute to the organization’s overall business strategy by providing valuable insights on client trends, preferences, and behaviors, which in turn can enhance customer service and support efforts (Kraemer & Dedrick, 2021). The seamless integration of CRM software with other platforms, such as email systems and marketing tools, also enables secretaries to engage with clients more efficiently, ensuring that communication is consistent and personalized (Martin, 2020).
Furthermore, CRM proficiency can extend to tasks like generating detailed reports, tracking the sales pipeline, and analyzing data for targeted marketing campaigns (Bergström, 2020). Secretaries who are comfortable working with these systems can also provide invaluable support for strategic planning, as they can help identify key performance indicators (KPIs) and monitor progress toward organizational goals (Wheeler, 2019). As the role of secretaries continues to evolve, the ability to leverage CRM systems effectively will not only enhance workflow but also position them as key players in driving customer satisfaction and business growth.
Additionally, many modern CRM systems incorporate artificial intelligence (AI) and machine learning capabilities to automate customer service functions and analyze large sets of data more efficiently (Lacey & Grey, 2022). Secretaries who are familiar with these advanced features can further contribute to improving operational efficiency by automating routine tasks such as scheduling meetings, sending personalized follow-up emails, and responding to common client inquiries (Kearns & McNulty, 2021). Mastery of CRM systems thus enables secretaries to handle increasingly complex tasks, positioning them as indispensable assets in modern organizations.
Another essential ICT skill for secretaries is understanding document management systems (DMS). These systems allow secretaries to categorize, store, and retrieve documents efficiently while ensuring that version control and proper access management are in place. DMS platforms, such as SharePoint, DocuSign, and Google Drive, enable secretaries to manage large volumes of documents in a secure and organized manner (Sachs, 2021). With DMS, secretaries can maintain comprehensive records of documents and track changes made by different contributors, which is crucial for ensuring that the most up-to-date versions are always accessible (Walker & James, 2020). This ensures that workflows remain smooth and that no vital information is lost during the document management process.
2.4 ICT and Service Delivery in Secretarial Roles
Effective service delivery in secretarial roles is increasingly dependent on ICT proficiency. Research has shown that well-developed ICT skills significantly enhance productivity, communication, and organizational effectiveness (Bergström, 2020). Secretaries with advanced ICT skills can complete tasks more quickly, reduce errors in document management, and streamline communication across various platforms (Jenkins, 2019). For example, the use of document automation tools allows secretaries to generate repetitive documents such as reports, contracts, and memos more efficiently, freeing up time for other critical administrative tasks (Fisher & Peterson, 2021). This shift toward automation not only boosts productivity but also reduces the potential for human error, improving the overall quality of work delivered.
For example, using scheduling tools and online calendars such as Google Calendar or Microsoft Outlook allows secretaries to manage appointments with greater precision and coordination, minimizing the risk of double-booking or scheduling conflicts (Robinson, 2022). These tools also allow for seamless communication and collaboration, as they enable automatic reminders, scheduling adjustments, and integration with video conferencing platforms (e.g., Zoom or Microsoft Teams), which is particularly important in remote or hybrid work environments (Goswami, 2020). The ability to synchronize various calendars ensures that appointments are efficiently coordinated, and it avoids any scheduling disruptions. In addition, cloud-based scheduling tools make it easier for secretaries to collaborate with other team members, ensuring that everyone is on the same page and reducing the chances of miscommunication (Brown, 2018).
Similarly, the ability to work with collaborative tools such as Google Drive, SharePoint, and project management software like Asana or Trello improves teamwork and information sharing, thereby supporting better decision-making and operational efficiency within organizations (Bergström, 2020). Secretaries often serve as the central hub for information flow, ensuring that the right people have access to the right information at the right time (Kraemer & Dedrick, 2021). Collaborative platforms help secretaries manage documents, track tasks, and communicate with team members across different locations, enhancing coordination and reducing delays in project execution (Taylor, 2020). This is particularly valuable in large organizations or those with multiple departments that rely on seamless communication for decision-making processes (Garcia, 2020).
Moreover, organizations that invest in the ICT skill development of their secretarial staff are more likely to experience improved service delivery, as secretaries become more adept at handling administrative processes and adapting to technological changes (Fisher & Peterson, 2021). This includes adapting to the use of integrated software systems, which streamline the management of office workflows, customer relationships, and even finance-related tasks (Zhang & Lee, 2020). For instance, Enterprise Resource Planning (ERP) systems help secretaries manage organizational resources, such as finances and supplies, and ensure they are efficiently allocated across departments (Robinson, 2022). Additionally, Customer Relationship Management (CRM) software such as Salesforce or HubSpot is integral to handling client communications, managing customer data, and tracking interactions, which significantly enhances service delivery and customer satisfaction (Davis & Stone, 2019). This enables secretaries to maintain smooth interactions with clients and ensure that client inquiries are addressed promptly.
Training secretaries to use these advanced tools enhances their problem-solving capabilities, improves time management, and allows them to take on more complex and strategic roles within the organization (Jenkins, 2019). Through continuous ICT training, secretaries can become more adept at navigating challenges, troubleshooting issues related to digital systems, and optimizing office operations (Brown, 2018). This shift in their role enables secretaries to move beyond traditional administrative functions and take on tasks that require higher levels of critical thinking, such as analyzing data, managing projects, and supporting decision-making processes (Fisher & Peterson, 2021). Moreover, as the complexity of their tasks increases, they can contribute to the organizational goals by ensuring more effective resource allocation, streamlining communication, and optimizing workflows (Robinson, 2022).
As a result, secretaries are more capable of delivering high-quality service to both internal and external stakeholders, which boosts the overall operational efficiency of the organization (Garcia, 2020). This capability is particularly crucial in today’s fast-paced business environment, where organizations must adapt quickly to changing demands and technological innovations. For example, secretaries who are proficient in collaborative software can effectively manage communications and document sharing across teams, allowing organizations to work more efficiently and collaboratively (Mitchell & Thomson, 2021). The ability to coordinate virtual meetings, manage complex schedules, and implement document management systems enhances both internal and external communication, which strengthens organizational performance (Bergström, 2020).
Organizations with well-trained secretarial staff are better equipped to handle rapid changes in the business environment, such as adopting new technologies or adjusting to remote work (Kraemer & Dedrick, 2021). As businesses increasingly embrace flexible work models, secretaries play a critical role in ensuring that remote teams remain connected and that essential administrative processes continue smoothly (Goswami, 2020). By leveraging digital tools like cloud-based file storage, video conferencing, and collaborative project management software, secretaries help maintain organizational continuity and cohesion even in a distributed work environment (Zhang & Lee, 2020). In this context, their ability to adapt to new technologies and quickly integrate them into day-to-day operations becomes indispensable for maintaining operational efficiency (Taylor, 2020).
2.5 Barriers to Acquiring ICT Skills for Secretaries
Despite the clear benefits of ICT for secretaries, several challenges hinder the acquisition and application of these skills. One of the primary barriers is the lack of access to adequate training and professional development opportunities (Garcia, 2020). Many secretaries report that they do not receive sufficient training on new software or technological tools, which can lead to a skills gap (Taylor, 2020). This is particularly true in smaller organizations or those with limited resources, where training programs may be considered a lower priority in comparison to other business needs. As a result, secretaries may struggle to effectively use new tools or stay current with emerging technologies, limiting their ability to perform at their full potential (Robinson, 2022). Furthermore, the lack of formal training opportunities means that many secretaries must learn ICT skills on their own, which can be time-consuming and frustrating, especially if they are not already technologically proficient (Mitchell & Thomson, 2021).
Additionally, rapid technological changes can leave secretaries struggling to keep up with the latest developments, particularly if organizations fail to provide continuous learning programs (Bergström, 2020). As technology evolves at an accelerating pace, secretaries are often faced with the challenge of learning new software, tools, or systems without adequate support. This lack of up-to-date training programs makes it difficult for secretaries to remain competitive and proficient in their roles, as they may miss out on valuable advancements that could enhance their productivity and effectiveness (Sachs, 2021). Furthermore, the fast pace of change can create an overwhelming environment, where secretaries are expected to learn new skills quickly, leading to stress and diminished job satisfaction (Zhang & Lee, 2020).
Another barrier is the lack of organizational support for ICT skill development. In some cases, employers may not prioritize training or may fail to recognize the importance of equipping secretaries with up-to-date technological skills (Mitchell & Thomson, 2021). Often, organizations do not see ICT training for secretaries as an essential investment, assuming that secretaries should already possess basic skills or that they will learn as they go. However, without structured and systematic training, secretaries may be left behind as technology continues to advance, potentially compromising both their career growth and the organization’s overall effectiveness (Kraemer & Dedrick, 2021).
Additionally, many secretaries face time constraints in completing their day-to-day tasks, leaving little opportunity for learning new ICT tools (Robinson, 2022). As the administrative workload for secretaries has increased with the adoption of digital tools, finding time to engage in training can be particularly challenging. The demand to manage schedules, communicate with clients, and handle essential office duties often leaves little room for professional development (Brown, 2018). Moreover, secretaries may face conflicting priorities, as their immediate responsibilities tend to take precedence over long-term learning goals. As a result, time management and workload pressures become significant barriers to ICT skill acquisition, particularly when training is not integrated into their regular job responsibilities or when it requires personal time commitment outside of working hours (Fisher & Peterson, 2021).
Furthermore, another notable barrier is the perceived complexity or fear of using new technologies. Some secretaries may feel overwhelmed by the prospect of learning advanced systems or tools, especially if they have not had previous exposure to such technologies (Goswami, 2020). This fear of failure or concern over their ability to adapt can lead to resistance to learning new ICT skills. Additionally, those with limited prior experience may struggle with self-confidence, which can hinder their willingness to engage with new technologies and seek out training opportunities (Jenkins, 2019).
In addition to the barriers previously discussed, another significant obstacle to acquiring ICT skills for secretaries is the lack of individualized support or mentorship. Secretaries in some organizations may not have access to colleagues or supervisors who can provide guidance or share their own experiences with new technologies (Davis & Stone, 2019). Without access to experienced mentors who can offer tips, troubleshooting advice, or insights into the latest digital tools, secretaries may struggle to fully grasp new technologies and their application in real-world scenarios. Mentorship programs, on the other hand, have been shown to enhance the learning experience, providing both emotional and technical support (Kraemer & Dedrick, 2021).
Furthermore, cultural and generational differences within the workforce can also pose challenges for secretaries in adopting new ICT skills. Younger employees, who are typically more familiar with technology, may be quicker to adopt new tools, while older secretaries, who may not have grown up with technology, may face additional challenges in overcoming the learning curve associated with digital systems (Bergström, 2020). The disparity in comfort with technology between different generations in the workplace can lead to tensions, particularly when there is insufficient training or support for those who are less tech-savvy. In these situations, it becomes crucial for organizations to foster an inclusive environment where technological adoption is not hindered by generational gaps (Taylor, 2020).
Moreover, some secretaries may face difficulty in adapting to the rapid introduction of specialized software designed for specific industries. For instance, secretaries working in the healthcare or legal sectors may encounter sophisticated software systems that require specialized knowledge of industry-specific regulations, terminology, and processes (Sachs, 2021). These systems, while beneficial for streamlining operations, can be overwhelming for secretaries who are not provided with the necessary training to master these tools effectively. In such cases, secretaries may feel that the steep learning curve is an insurmountable barrier, which can reduce their motivation to engage with the technology and contribute to feelings of inadequacy or job insecurity (Robinson, 2022).
Additionally, the issue of language and communication barriers may also complicate the adoption of ICT tools, particularly in multicultural or multilingual workplaces. Secretaries working in global or diverse organizations may face challenges in navigating software interfaces that are not available in their native language or that do not accommodate different linguistic and cultural contexts (Garcia, 2020). Language barriers can further exacerbate the difficulty of understanding complex software features, making it harder for secretaries to acquire ICT skills and apply them efficiently in their roles (Jenkins, 2019). Offering multilingual support or localized training programs could help bridge this gap and enable secretaries to better integrate into their digital environments.
Furthermore, the increased reliance on remote work and hybrid models has introduced a new set of challenges for secretaries in acquiring ICT skills. Remote work often necessitates a higher level of technical proficiency, as secretaries must manage a wider range of digital tools, platforms, and communication channels (Fisher & Peterson, 2021). This shift towards online work environments can create difficulties for secretaries who lack access to reliable hardware or internet connections, particularly in less developed regions or organizations that do not prioritize technology upgrades (Brown, 2018). Moreover, remote work may also limit opportunities for hands-on training or in-person learning sessions, making it harder for secretaries to receive immediate assistance when faced with technical difficulties. The absence of face-to-face interactions with colleagues or IT support can further delay the troubleshooting process, increasing frustration and hindering skill development (Kraemer & Dedrick, 2021).



CHAPTER THREE
METHODOLOGY
This chapter outlined the research methodology adopted for this study; the chapter discussed the following listed sub headings. 
3.1 instruments used 
3.2 population
3.3 sample and sampling techniques 
3.4 distribution and collection of data 
3.5 reliability 
3.6validity of the study. 
3.7method of data analysis
3.1 Instrument Used
The primary data collection instrument for this study was a structured questionnaire designed personally by the researcher. The questionnaire was designed to capture the ICT skills of secretaries in service delivery in organizations. The questionnaire was a Likert scale questions consisted of closed-ended questions ranging from strongly agree, agree, disagree and strongly disagree respectively, allowing respondents to provide insights into the ICT competencies of secretaries in service delivery.
3.2 Population of the Study
The population for this study consisted of secretaries working in various organizations, including private and public organizations in Ilorin township area. These secretaries were chosen based on their active role in administrative tasks, which require a high level of ICT proficiency. The study also included human resource managers and ICT department staff who are responsible for training and development programs related to ICT skills.
The total population size of participants was 371 precisely, but the study focused on organizations with established administrative frameworks where secretarial positions are common. The population is expected to be diverse in terms of organizational size, sector, and the level of technological advancement, which could impact the ICT skills of secretaries.
3.3 Sample and Sampling Techniques
A purposive sampling technique was used to select the sample for this study. The sample consisted of 100 secretaries, 15 human resource managers, and 10 ICT department staff, all of whom were chosen based on their experience in secretarial roles and their direct involvement in ICT training or management. The purposive sampling method was chosen to ensure that the selected participants had relevant experience and insights into the ICT skills necessary for effective service delivery.
In terms of selection criteria, secretaries with at least one year of experience in their current roles were included to ensure they had sufficient exposure to the ICT tools and practices necessary for their work. Human resource managers and ICT department staff were chosen based on their expertise in employees training and technology integration within their respective organizations.
The final sample size for the study was 125 participants, which provided a rich data set for analysis. The sample size was deemed appropriate for the study based on the research scope and objectives.
3.4 Distribution and Collection of Data
Data were distributed and collected personally by the researcher at the selected organizations chosen as a case study. the questionnaire was distributed to secretaries who were part of the sample. The data collection period took two weeks. paper copies of the questionnaire were provided. for efficient data collection and was particularly useful for reaching participants from various organizations to provide insights into organizational practices related to ICT training, barriers to acquiring ICT skills, and the impact of technology on service delivery.
3.5 Reliability
The reliability of the data collection instrument was assessed using Cronbach’s alpha coefficient, which measures the internal consistency of the questionnaire. A pilot test was conducted with a small sample of 15 secretaries before the main survey instrument was distributed. Based on the pilot test, the Cronbach’s alpha value was calculated to be 0.86, which indicated a high level of reliability. This suggested that the questions in the questionnaire were consistent in measuring the constructs they were intended to assess.
3.6 Validity
To ensure the validity of the instrument, Experts reviews of the questionnaire were conducted by experts in the field of administrative studies and ICT, who provided feedback on its clarity and relevance. The feedback was used to make final adjustments to the instrument before it was distributed to the study participants to ensure that it was comprehensive and relevant to the study's objectives.
 
3.7 Method of Data Analysis
Data collected from the questionnaires were analyzed using quantitative methods. The quantitative data were analyzed using statistical techniques, including descriptive statistics (such as frequencies and percentages) These analyses helped to identify the ICT skills most commonly possessed by secretaries, the challenges they faced, and the relationship between ICT proficiency and service delivery effectiveness. The quantitative data analysis provided a comprehensive understanding of the ICT skills necessary for effective service delivery and the factors influencing their acquisition and application.










	






CHAPTER FOUR
DATA ANALYSIS
4.1 Introduction
This chapter presents and analyses a critical appraisal of the ICT skills in service delivery of secretaries in organization that contribute to the efficiency and effectiveness of secretarial work. Through a structured questionnaire, data was collected from respondents to assess their perceptions of the importance of these skills. 
4.2 Results
Table 4.1: Proficiency in word processing software enhances a secretary's efficiency
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	63
	50

	Agree
	38
	30

	Disagree
	13
	10

	Strongly Disagree
	11
	10

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.1 above showed that 63 (50%) respondents strongly agreed and 38 (30%) respondents agreed that proficiency in word processing software enhances a secretary's efficiency, while 13 (10%) respondents disagreed and 11 (10%) respondents strongly disagreed with the statement respectively.
Table 4.2: Knowledge of spreadsheet applications is vital for data management in secretarial duties
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	40

	Agree
	44
	35

	Disagree
	16
	13

	Strongly Disagree
	15
	12

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.2 above indicated that 50 (40%) respondents strongly agreed and 44 (35%) respondents agreed that knowledge of spreadsheet applications is vital for data management in secretarial duties, while 16 (13%) respondents disagreed and 15 (12%) respondents strongly disagreed with the statement respectively.







Table 4.3: Familiarity with email communication tools is crucial for effective correspondence
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	75
	60

	Agree
	31
	25

	Disagree
	13
	10

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.3 above revealed that 75 (60%) respondents strongly agreed and 31 (25%) respondents agreed that familiarity with email communication tools is crucial for effective correspondence, while 13 (10%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.







Table 4.4: Ability to use presentation software affect a secretary's contribution to meetings
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	56
	45

	Agree
	50
	40

	Disagree
	13
	10

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.4 above indicated that 56 (45%) respondents strongly agreed and 50 (40%) respondents agreed that the ability to use presentation software affects a secretary's contribution to meetings, while 13 (10%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.







Table 4.5: It is essential for secretaries to have skills in database management
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	69
	55

	Agree
	38
	30

	Disagree
	13
	10

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.5 above showed that 69 (55%) respondents strongly agreed and 38 (30%) respondents agreed that it is essential for secretaries to have skills in database management, while 13 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.








Table 4.6: Understanding cybersecurity principles is significant for secretaries
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	63
	50

	Agree
	44
	35

	Disagree
	13
	10

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.6 above indicated that 63 (50%) respondents strongly agreed and 44 (35%) respondents agreed that understanding cybersecurity principles is significant for secretaries, while 13 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.







Table 4.7: Proficiency in social media platforms enhance a secretary's networking ability
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	40

	Agree
	56
	45

	Disagree
	13
	10

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.7 above revealed that 50 (40%) respondents strongly agreed and 56 (45%) respondents agreed that proficiency in social media platforms enhances a secretary's networking ability, while 13 (10%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.







Table 4.8: It is necessary for secretaries to have skills in project management software
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	63
	50

	Agree
	38
	30

	Disagree
	19
	15

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.8 above showed that 63 (50%) respondents strongly agreed and 38 (30%) respondents agreed that it is necessary for secretaries to have skills in project management software, while 19 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.







Table 4.9: It is important for secretaries to be skilled in online research techniques
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	69
	55

	Agree
	38
	30

	Disagree
	13
	10

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.9 above indicated that 69 (55%) respondents strongly agreed and 38 (30%) respondents agreed that it is important for secretaries to be skilled in online research techniques, while 13 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.








Table 4.10: Ability to adapt to new technologies is crucial for secretarial roles
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	75
	60

	Agree
	31
	25

	Disagree
	13
	10

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.10 above showed that 75 (60%) respondents strongly agreed and 31 (25%) respondents agreed that the ability to adapt to new technologies is crucial for secretarial roles, while 13 (10%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.







Table 4.11: Effective communication via digital platforms improve secretary's performance?
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	69
	55

	Agree
	38
	30

	Disagree
	13
	10

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.11 above revealed that 69 (55%) respondents strongly agreed and 38 (30%) respondents agreed that effective communication via digital platforms improves a secretary's performance, while 13 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.







Table 4.12: It is significant for secretaries to be skilled in graphic design tools
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	38
	30

	Agree
	50
	40

	Disagree
	25
	20

	Strongly Disagree
	12
	10

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.12 above showed that 38 (30%) respondents strongly agreed and 50 (40%) respondents agreed that it is significant for secretaries to be skilled in graphic design tools, while 25 (20%) respondents disagreed and 12 (10%) respondents strongly disagreed with the statement respectively.








Table 4.13: It is essential for secretaries to understand the basics of programming
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	25
	20

	Agree
	44
	35

	Disagree
	31
	25

	Strongly Disagree
	25
	20

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.13 above showed that 25 (20%) respondents strongly agreed and 44 (35%) respondents agreed that it is essential for secretaries to understand the basics of programming, while 31 (25%) respondents disagreed and 25 (20%) respondents strongly disagreed with the statement respectively.







Table 4.14: It is important for secretaries to possess skills in time management software
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	63
	50

	Agree
	38
	30

	Disagree
	19
	15

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.14 above indicated that 63 (50%) respondents strongly agreed and 38 (30%) respondents agreed that it is important for secretaries to possess skills in time management software, while 19 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.
	






Table 4.15: Using collaborative tools improve team effectiveness for secretaries
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	69
	55

	Agree
	38
	30

	Disagree
	13
	10

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.15 above showed that 69 (55%) respondents strongly agreed and 38 (30%) respondents agreed that using collaborative tools improves team effectiveness for secretaries, while 13 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.









Table 4.16: It is necessary for secretaries to have skills in customer relationship management (CRM) software
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	50
	40

	Agree
	56
	45

	Disagree
	13
	10

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.16 above indicated that 50 (40%) respondents strongly agreed and 56 (45%) respondents agreed that it is necessary for secretaries to have skills in customer relationship management (CRM) software, while 13 (10%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.






Table 4.17: It is important for secretaries to have an understanding of digital marketing tools
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	38
	30

	Agree
	63
	50

	Disagree
	19
	15

	Strongly Disagree
	5
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.17 above revealed that 38 (30%) respondents strongly agreed and 63 (50%) respondents agreed that it is important for secretaries to have an understanding of digital marketing tools, while 19 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement respectively.







Table 4.18: Familiarity with cloud storage solutions enhances a secretary's productivity
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	56
	45

	Agree
	44
	35

	Disagree
	19
	15

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.18 above showed that 56 (45%) respondents strongly agreed and 44 (35%) respondents agreed that familiarity with cloud storage solutions enhances a secretary's productivity, while 19 (15%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.







Table 4.19: Continuous ICT training is essential for secretaries
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	75
	60

	Agree
	31
	25

	Disagree
	13
	10

	Strongly Disagree
	6
	5

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.19 above revealed that 75 (60%) respondents strongly agreed and 31 (25%) respondents agreed that continuous ICT training is essential for secretaries, while 13 (10%) respondents disagreed and 6 (5%) respondents strongly disagreed with the statement respectively.








Table 4.20: Job enrichment improve the motivation of secretaries
	Options
	No. of Respondents
	Percentage (%)

	Strongly Agree
	56
	45

	Agree
	44
	35

	Disagree
	13
	10

	Strongly Disagree
	12
	10

	Total
	125
	100


Source: Researcher’s fieldwork 2025

Table 4.20 above showed that 56 (45%) respondents strongly agreed and 44 (35%) respondents agreed that job enrichment improves the motivation of secretaries, while 13 (10%) respondents disagreed and 12 (10%) respondents strongly disagreed with the statement respectively.
				


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
This study critically appraised the Information and Communication Technology (ICT) skills necessary for effective service delivery by secretaries. The increasing reliance on ICT tools in administrative and organizational settings has highlighted the need for secretaries to possess advanced ICT skills to perform their duties efficiently. The research explored various dimensions of ICT skills, including word processing, data management, communication tools, and cybersecurity, all of which are essential for the effectiveness of secretarial roles in modern organizations.
Through a detailed literature review, the study examined the challenges faced by secretaries in acquiring these skills, the role of organizations in supporting skill development, and the impact of ICT skills on job performance. The findings indicated that while most secretaries possess fundamental ICT skills, there is a notable gap in advanced proficiency, particularly in the areas of data management and cybersecurity. The study also highlighted the importance of continuous professional development and organizational support in bridging these gaps. It was found that ICT proficiency significantly contributes to job satisfaction, productivity, and the overall quality of service delivered by secretaries.
The research utilized a quantitative method, including surveys, to collect data from secretaries across various organizations. Data analysis was performed using statistical tools, which revealed that secretaries face numerous challenges, such as insufficient access to training, rapid technological changes, and limited organizational support for ICT skill development.

5.2 Conclusion
The study concluded that effective service delivery by secretaries in today’s digital age is heavily dependent on the mastery of ICT skills. These skills are essential for streamlining administrative processes, enhancing communication, and ensuring accurate and timely execution of tasks. The research underscored the critical role that ICT plays in improving job efficiency and satisfaction, with significant implications for both the individual secretary and the organization as a whole.
Despite the growing importance of ICT, many secretaries face challenges in acquiring the required skills, including inadequate training opportunities, lack of organizational investment, and technological barriers. Moreover, it was evident that secretaries who possess higher levels of ICT competence are more likely to excel in their roles, demonstrating greater productivity and contributing positively to organizational success.
For secretaries to meet the evolving demands of the modern workplace, there is a need for comprehensive and continuous ICT training programs, as well as strategic organizational interventions. The research emphasized that while ICT skills are crucial for effective secretarial performance, there is a need for further research to examine the evolving ICT competencies required for future administrative roles.
5.3 Recommendations
1. Implementation of Continuous ICT Training Programs Organizations should prioritize the development of comprehensive ICT training programs tailored to the needs of secretaries. These programs should be regularly updated to keep pace with emerging technologies and best practices. Training should not only cover basic skills but also advanced tools such as data management systems, cybersecurity protocols, and cloud-based platforms. This will enable secretaries to adapt to technological advancements and enhance their effectiveness in the workplace (Brown, 2018).
2. Provision of Access to Modern ICT Tools and Resources Organizations should ensure that secretaries have access to up-to-date ICT tools and resources to facilitate the efficient performance of their duties. Investing in modern office software, communication platforms, and cloud-based systems will improve data management, enhance collaboration, and streamline administrative processes (Robinson, 2022).
3. Encouragement of Organizational Support for ICT Skill Development It is essential for organizations to actively support ICT skill development by allocating sufficient resources, time, and budget for training and development. Organizational commitment to fostering a learning culture can encourage secretaries to pursue professional development opportunities and stay current with technological advancements (Mitchell & Thomson, 2021).
4. Integration of ICT Skill Assessments into Job Performance Reviews Organizations should integrate regular ICT skill assessments into the performance review process for secretaries. This will help identify skill gaps and provide opportunities for further development. It will also encourage secretaries to continually improve their ICT competence, which is vital for career growth and organizational success (Taylor, 2020).
5. Promotion of ICT Collaboration and Knowledge Sharing Among Secretaries Encouraging collaboration and knowledge sharing among secretaries in different organizations or departments will foster a culture of continuous learning
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QUESTIONNAIRE
1. Proficiency in word processing software enhances a secretary's efficiency. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2. Knowledge of spreadsheet applications is vital for data management in secretarial duties. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3. Familiarity with email communication tools is crucial for effective correspondence. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4. Ability to use presentation software affects a secretary's contribution to meetings. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5. It is essential for secretaries to have skills in database management. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6. Understanding cybersecurity principles is significant for secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7. Proficiency in social media platforms enhances a secretary's networking ability. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8. It is necessary for secretaries to have skills in project management software. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9. It is important for secretaries to be skilled in online research techniques. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Ability to adapt to new technologies is crucial for secretarial roles. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. Effective communication via digital platforms improves a secretary's performance. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. It is significant for secretaries to be skilled in graphic design tools. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. It is essential for secretaries to understand the basics of programming. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. It is important for secretaries to possess skills in time management software. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. Using collaborative tools improves team effectiveness for secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. It is necessary for secretaries to have skills in customer relationship management (CRM) software. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. It is important for secretaries to have an understanding of digital marketing tools. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Familiarity with cloud storage solutions enhances a secretary's productivity. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. Continuous ICT training is essential for secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. Job enrichment improves the motivation of secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )

