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ABSTRACT
The rapid advancement of technology and the increasing demands on organizational productivity have led to a significant rise in multitasking within the workplace, particularly in secretarial roles. This study explores the impact of multitasking on secretarial job efficiency in organizations. It examines how the ability to perform multiple tasks simultaneously affects the quality and speed of work, decision-making, and overall performance. Through a combination of qualitative and quantitative research methods, including surveys, interviews, and performance data analysis, the study identifies both the positive and negative aspects of multitasking in secretarial positions. Results suggested that while multitasking can enhance productivity in certain situations, it often leads to errors, decreased attention to detail, and mental fatigue, ultimately affecting job efficiency. The findings aim to provide organizations with insights into how multitasking practices can be optimized and balanced with focused task execution to improve the overall effectiveness and well-being of secretarial staff. The study concludes with recommendations for better task management and workflow strategies that can support secretarial staff in maintaining high levels of efficiency without compromising quality.
KEYWORDS:  multitasking, secretarial efficiency, productivity, task management, organizational performance
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CHAPTER ONE
INTRODUCTION
1.1 Background of the study
In today’s fast-paced organizational environment, secretaries are often required to juggle multiple tasks simultaneously, a phenomenon commonly referred to as multitasking. Multitasking involves performing two or more tasks concurrently or switching between tasks in rapid succession (Adler & Benbunan-Fich, 2013). While multitasking is often seen as a necessary skill in modern workplaces, its impact on job efficiency, particularly in secretarial roles, remains a subject of debate. Secretaries, who are pivotal to the smooth functioning of organizations, are frequently tasked with managing schedules, handling communications, preparing reports, and coordinating administrative activities, often under tight deadlines (Gonzalez & Mark, 2005). The ability to multitask is therefore considered a critical competency for secretaries, but its effect on their efficiency and productivity is not fully understood.
The concept of multitasking has been extensively studied in various fields, including psychology, cognitive science, and organizational behavior. Research suggested that multitasking can lead to cognitive overload, reduced attention span, and increased error rates (Rubinstein, Meyer, & Evans, 2001). These findings raise concerns about the potential negative consequences of multitasking on job performance, particularly in roles that require high levels of accuracy and attention to detail, such as secretarial work. However, other studies argued that multitasking can enhance productivity when tasks are complementary or when individuals are skilled at task-switching (Ophir, Nass, & Wagner, 2009). This dichotomy highlights the need for further research to explore how multitasking specifically impacts secretarial job efficiency.
Secretarial roles have evolved significantly over the years, with technological advancements introducing new tools and platforms that facilitate multitasking. For instance, the integration of digital communication tools, project management software, and virtual meeting platforms has transformed the way secretaries manage their responsibilities (Mark, Gonzalez, & Harris, 2005). While these tools are designed to improve efficiency, they also increase the likelihood of multitasking, as secretaries are often required to monitor emails, respond to messages, and manage calendars simultaneously. This raises questions about whether these technological advancements are truly enhancing efficiency or contributing to cognitive overload and decreased productivity.
Organizational expectations of secretaries have also shifted, with employers increasingly valuing the ability to handle multiple tasks efficiently. However, this expectation may not always align with the cognitive limitations of individuals. Studies have shown that frequent task-switching can lead to a phenomenon known as "attention residue," where individuals continue to think about a previous task even after switching to a new one, thereby reducing their focus and performance on the current task (Leroy, 2009). This is particularly relevant for secretaries, who often deal with interruptions and urgent requests that require immediate attention. Understanding how these dynamics affect secretarial efficiency is crucial for organizations aiming to optimize administrative workflows.
Moreover, the impact of multitasking on job satisfaction and well-being cannot be overlooked. Secretaries who are constantly required to multitask may experience higher levels of stress and burnout, which can further diminish their efficiency and overall job performance (Mark, Gonzalez, & Harris, 2005). This underscores the importance of examining not only the quantitative aspects of multitasking, such as task completion rates, but also its qualitative effects on employees' mental health and job satisfaction.
Despite the growing body of literature on multitasking, there is a paucity of research specifically focused on its impact on secretarial roles. Most studies have either examined multitasking in general or focused on other professions, such as healthcare, education, or information technology (Adler & Benbunan-Fich, 2013; Ophir, Nass, & Wagner, 2009). Secretarial work, with its unique combination of administrative, communicative, and organizational responsibilities, presents a distinct context that warrants targeted investigation. By exploring how multitasking influences secretarial job efficiency, this study aims to fill this gap in the literature and provide actionable insights for organizations seeking to enhance the productivity and well-being of their administrative staff.
Research has shown that multitasking can lead to decreased efficiency and productivity. For instance, a study by Rubinstein, Meyer, and Evans (2001) demonstrated that switching between tasks can significantly impair cognitive performance, leading to increased errors and longer completion times. This is particularly relevant for secretarial roles, which often require precision and attention to detail. Furthermore, studies indicated that the cognitive load associated with multitasking can lead to mental fatigue, resulting in diminished job performance (Monsell, 2003).
Conversely, some researchers argued that multitasking can enhance job efficiency in certain contexts. A study by Mark, Gudith, and Klocke (2008) found that employees who engaged in multitasking reported higher levels of engagement and satisfaction. This suggests that, when managed effectively, multitasking might contribute positively to job performance, particularly in dynamic work environments where adaptability is crucial.
1.2 Statement of the problem
In contemporary organizational settings, the increasing demands placed on secretarial staff often necessitate multitasking, where employees handle multiple responsibilities simultaneously. While multitasking is perceived as a valuable skill that enhances flexibility and responsiveness, its actual impact on job efficiency remains ambiguous. This situation raises critical questions regarding the effectiveness of multitasking in secretarial roles and its implications for overall organizational productivity.
Research indicates that multitasking can lead to significant cognitive overload, which adversely affects job performance. For instance, studies have shown that frequent task-switching can increase the likelihood of errors and decrease the quality of work produced (Rogers & Monsell, 1995). In secretarial positions, where accuracy and attention to detail are paramount, the potential for mistakes can have serious repercussions for organizational operations. Consequently, the effectiveness of multitasking in enhancing job efficiency in these roles is questionable.
Moreover, the rapid advancement of technology has further complicated the multitasking landscape. Digital tools designed to facilitate multitasking, such as email and instant messaging, can also create distractions that detract from focus and productivity (Ophir et al., 2009). This duality of technology as both a facilitator and a hinderer of efficiency underscores the need to critically evaluate how multitasking affects secretarial work.
1.3 Objectives of the Study
The primary objective of this study is to investigate the impact of multitasking on secretarial job efficiency within organizations. To achieve this, the following specific objectives have been formulated:
1. To analyze how multitasking influences the overall performance of secretarial staff. 
2. To explore the cognitive implications of multitasking, including its impact on attention, focus, and mental fatigue.
3. To evaluating how technology facilitates or hinders multitasking among secretarial staff. 
4. To investigate how individual differences such as cognitive capacity and work habits, affect the outcomes of multitasking? 
5. To develop practical guidelines for organizations to optimize multitasking in secretarial roles. 
1.4 Research Questions
The study is on impact of multitasking on secretarial job efficiency within organizations. To guide the study, the following research questions were raised:
1. What is the influence of multitasking on the overall job performance of secretarial staff? 
2. What cognitive effects does multitasking have on secretarial employees? 
3. In what ways does technology facilitate multitasking behaviors among secretarial staff? 
4. What is the individual differences among secretarial staff affect the outcomes of multitasking? 
5. What best practices can organizations implement to optimize multitasking in secretarial roles? 

1.5 Significance of the Study
The significance of this study on "The Impact of Multitasking on Secretarial Job Efficiency in an Organization" extends to both secretaries and organizations. By examining the effects of multitasking, this research aims to provide valuable insights that can enhance job performance and operational efficiency.
To secretaries: Understanding the relationship between multitasking and job efficiency can help identify effective work strategies that improve performance. Research has shown that excessive multitasking can lead to errors and decreased productivity (Rogers & Monsell, 1995). By recognizing the cognitive limits associated with multitasking, secretaries can adopt more efficient practices that enhance their work quality.
Exploring the cognitive effects of multitasking can lead to better workload management and reduced stress levels. Studies indicated that mental fatigue from constant task-switching can negatively affect job satisfaction (Rubinstein, Meyer, & Evans, 2001). Implementing findings from this study can allow secretaries to experience a more manageable workload and increased job satisfaction.
Additionally, the study can inform secretaries of the skills and techniques necessary for effective multitasking. This knowledge can contribute to their professional growth and adaptability in a rapidly changing work environment, ultimately enhancing their career prospects (Karpinski & Hilton, 2011).
To organizations: Understanding how multitasking affects secretarial performance can lead to increased operational efficiency. By identifying best practices for multitasking, companies can streamline workflows and minimize errors, thereby improving overall efficiency (Ophir et al., 2009). This can result in cost savings and enhanced service delivery.
The findings of this study can also aid organizations in developing targeted training programs that enhance multitasking skills among secretarial staff. By equipping employees with the necessary tools and techniques, organizations can foster a more productive workforce capable of managing multiple tasks effectively (Mark, Gudith, & Klocke, 2008).
Moreover, understanding the influence of technology on multitasking behaviors can help organizations make informed decisions about the tools they implement. By selecting technologies that facilitate rather than hinder productivity, organizations can create work environments that support efficient multitasking (Ophir et al., 2009).
Finally, recognizing the potential negative effects of multitasking on job satisfaction and mental health allows organizations to implement policies and practices that promote a healthier work-life balance. This can lead to lower turnover rates and a more engaged workforce.
1.6 Delimitation
This study on "The Impact of Multitasking on Secretarial Job Efficiency in an Organization" is designed with specific delimitations to focus its scope and enhance the relevance of its findings.
First, the research will concentrate exclusively on secretarial staff within corporate organizations, excluding other administrative roles such as personal assistants or office managers. This focus allows for a more detailed examination of the unique challenges and efficiencies associated with secretarial multitasking.
Second, the study will primarily investigate office-based multitasking activities, such as managing emails, phone calls, and document preparation. It will not encompass multitasking behaviors related to fieldwork or remote work scenarios, as these contexts may present different dynamics and challenges (Ophir et al., 2009).
Additionally, the research will be delimited to selected public and private organizations in Ilorin metropolis, this limitation is intended to control for regional variations in work culture and technology use, which may influence multitasking practices.
This time constraint acknowledges the rapid evolution of workplace technologies and multitasking strategies (Mark, Gudith, & Klocke, 2008).
Finally, the research will primarily utilize quantitative methods, the quantitative measures will provide valuable data on multitasking experiences.
By establishing these delimitations, the study aims to provide a focused analysis of the impact of multitasking on secretarial job efficiency, ensuring the results are relevant and applicable to the targeted population.
1.7 Limitation
This study on "The Impact of Multitasking on Secretarial Job Efficiency in an Organization" faces several limitations that may affect the generalizability and applicability of its findings.
Participants may overestimate their multitasking abilities or downplay challenges due to social desirability (Rubinstein, Meyer, & Evans, 2001). This reliance on subjective assessments may not fully capture the complexities of multitasking experiences in a real-world setting.
Additionally, the study focuses on a specific geographic area that is Ilorin metropolis, which may not be representative of secretarial practices in different regions or industries. Variations in organizational culture, technology use, and job expectations could limit the applicability of the findings to other contexts (Ophir et al., 2009).
The sample size may also pose a limitation; if it is too small, it may not adequately represent the diversity of experiences among secretarial staff. This limitation may affect the robustness of the conclusions drawn from the data.
Lastly, the rapidly changing nature of technology and workplace practices means that findings may quickly become outdated. The study's focus on recent practices within a five-year timeframe acknowledges this dynamic; however, ongoing developments in multitasking technologies and strategies could impact the relevance of the results in the future (Mark, Gudith, & Klocke, 2008).
These limitations highlight the need for cautious interpretation of the study's findings and suggest areas for future research to further explore the impact of multitasking on secretarial job efficiency.



CHAPTER TWO
LITERATURE REVIEW
The literature review on the impact of multitasking on secretarial job efficiency in an organization will be conducted under the following sub-headings:
2.1 Introduction to Multitasking
2.2 The Cognitive Costs of Multitasking
2.3 Multitasking in Secretarial Roles
2.4 Impact of multitasking on job performance
2.5 Job Satisfaction and Multitasking

2.1 Introduction to Multitasking
Multitasking is often viewed as an essential skill in today's modern workplace, with the ability to juggle multiple tasks simultaneously often seen as a hallmark of an efficient employee. This concept, however, can be misleading, especially when examined through the lens of cognitive psychology and organizational behavior. In many work environments, including those involving secretarial positions, multitasking is common, but its true impact on job efficiency, task performance, and overall well-being can be more complex than it may initially appear.
In a general sense, multitasking refers to the process of managing more than one task at a time, or rapidly switching between tasks. It might involve answering a phone call while taking notes, scheduling meetings while replying to emails, or organizing files while handling in-person inquiries. The prevalence of multitasking has increased dramatically in recent years as organizations demand higher productivity and quicker turnaround times. However, multitasking often comes at a cognitive cost, as the human brain is not truly capable of processing two complex tasks simultaneously. Research indicates that while individuals may believe they are multitasking effectively, they are often switching between tasks, which can result in decreased performance on both tasks (Rubinstein, Meyer, & Evans, 2001).
Multitasking can be particularly taxing when it comes to secretarial roles. These positions typically involve a range of administrative tasks that demand significant attention and focus, such as managing calendars, organizing documents, handling communications, and providing logistical support. However, as employees try to manage these tasks simultaneously, their cognitive load—defined as the total mental effort required to complete a task—becomes overloaded. Cognitive load theory suggests that when an individual’s cognitive capacity is reached, their ability to process information and perform tasks effectively is reduced, which can lead to errors and inefficiencies (Sweller, 1988). In the case of secretarial workers, attempting to juggle multiple administrative tasks at once can lead to fatigue, loss of attention, and a decrease in job efficiency (Kaufman et al., 2009).
Moreover, multitasking often forces employees to rapidly switch between tasks, which takes time and effort to realign focus. This phenomenon is referred to as "task switching." According to research by Rubinstein et al. (2001), the human brain can perform sequential tasks with higher accuracy and efficiency, but when it comes to switching between multiple tasks, the performance declines due to a process called "switching cost." This occurs because of the mental effort needed to reorient attention to a new task, leading to delays, mistakes, and inefficiencies in job performance. In secretarial roles, where tasks often require attention to detail, this switching cost can be especially detrimental to the quality of work.
The advent of technology in the workplace has amplified the need for multitasking. Secretaries and administrative assistants, in particular, find themselves relying on various tools—such as emails, spreadsheets, communication apps, scheduling software, and telephones—all of which require attention simultaneously. The integration of these tools into daily work processes is often seen as a way to enhance productivity. However, the constant flow of notifications and the expectation of quick No of Respondents can create pressure, leading employees to engage in multitasking even when it may not be optimal. As technology continues to evolve, the pressure to respond to emails, attend virtual meetings, or complete tasks across multiple platforms is likely to increase (O'Conner, 2007).
Some research suggests that technology, rather than assisting in multitasking, may exacerbate the negative effects of task switching. For example, a study by Mark et al. (2008) found that employees who used email and instant messaging for communication in the workplace experienced more interruptions and distractions, leading to lower performance levels on tasks requiring deeper concentration and focus. These technologies may increase the likelihood of multitasking but not necessarily enhance efficiency. Instead, the constant switching between communication channels and work tasks often contributes to stress and decreases the ability to complete tasks thoroughly and without error.
Secretarial roles have evolved significantly over the years. In the past, secretaries were expected primarily to manage documents, perform clerical duties, and assist with basic office administration. However, in today’s workplace, secretaries and administrative assistants often play a central role in the day-to-day operations of organizations. They are responsible for handling communications, managing appointments and schedules, processing reports, making travel arrangements, and providing general support for managers and executives (Parker & Laker, 2017). This shift has created a dynamic work environment in which multitasking is almost a necessity to keep up with the demands of the position.
However, the increased reliance on multitasking has had mixed results in terms of efficiency. Secretarial workers often find themselves caught in a balancing act, trying to complete administrative duties while also managing interpersonal communications and organizational logistics. As a result, many secretaries are forced to make decisions on the fly, often under pressure, to determine which tasks to prioritize and which ones to delay. A study by McMillan (2012) suggests that while multitasking may lead to the completion of more tasks in less time, it can also compromise the quality of work, as employees may be forced to sacrifice attention to detail or overlook important aspects of their duties.
The efficiency of secretarial work is further challenged by the frequent interruptions that come with multitasking. According to a study by Andrews and Brown (2008), secretaries experience a high number of interruptions throughout their workday, whether it be phone calls, emails, or requests from colleagues. These interruptions can disrupt the flow of work, leading to reduced efficiency and increased stress. The constant shifting of attention between tasks results in the depletion of cognitive resources, which further impedes productivity and increases the likelihood of making mistakes (Czerwinski, Horvitz, & Wilhite, 2004).
2.2 The Cognitive Costs of Multitasking
Multitasking is an integral aspect of the modern workplace, particularly in roles that require managing multiple responsibilities simultaneously, such as secretarial and administrative positions. However, while multitasking might appear to be an efficient strategy to enhance productivity, it comes at a significant cognitive cost. This section will explore the cognitive implications of multitasking, including its effects on attention, memory, performance, and overall mental well-being.
Cognitive load theory (Sweller, 1988) offers a framework to understand the mental effort required to perform a task. The theory posits that the human brain has a limited capacity for processing information at any given time. When individuals attempt to engage in multiple tasks simultaneously, they exceed their cognitive limits, leading to a decrease in overall efficiency and performance. This is especially evident in secretarial roles where workers frequently juggle tasks like answering phone calls, drafting emails, scheduling appointments, and managing physical files.
Sweller’s (1988) cognitive load theory categorizes mental load into three types: intrinsic, extraneous, and germane load. Intrinsic load refers to the inherent difficulty of a task, while extraneous load is the additional mental effort required by external factors, such as distractions or interruptions. Germane load pertains to the mental effort dedicated to processing and understanding information in a meaningful way. Multitasking tends to increase extraneous cognitive load and, in some cases, intrinsic load, leading to diminished cognitive resources available for task completion (Paas et al., 2003).
When secretaries attempt to perform multiple tasks at the same time, they often divide their attention across different cognitive channels, thus reducing their ability to focus on any single task. This divided attention means that cognitive resources that would otherwise be used for high-quality task execution are spread thin, reducing the depth of attention and potentially impairing performance.
One of the central cognitive costs of multitasking is the phenomenon of task switching. While multitasking often involves the rapid switching between tasks rather than performing them simultaneously (Rubinstein, Meyer, & Evans, 2001), this switching has been shown to be cognitively costly. When a person switches from one task to another, the brain needs to reorient itself, which leads to a temporary lapse in cognitive performance. This transition, often referred to as the "switching cost," involves a delay in regaining full cognitive control over the new task, as well as a loss in the quality of the work produced during the switch.
The switching cost can be particularly pronounced in complex tasks that require deep focus and concentration. For instance, secretaries who are required to draft a report while simultaneously answering emails or phone calls will likely experience a degradation in the quality of their work. Studies by Rubinstein et al. (2001) suggest that the act of switching between tasks results in significant cognitive delays and errors. Moreover, task switching increases the likelihood of forgetting important information, as individuals may not be able to retain all the details from a previous task when shifting their attention to a new one.
In the context of secretarial work, which often involves managing time-sensitive documents, organizing meetings, and responding to urgent inquiries, task switching can have serious implications for both job performance and job satisfaction. For example, a secretary handling multiple projects simultaneously may overlook details or make errors due to cognitive overload. Such mistakes can compromise the quality of the work and lead to significant consequences in terms of productivity and organizational efficiency.
At the core of multitasking’s cognitive cost is the issue of attention. Cognitive psychologists have long argued that attention is a finite resource. The idea that people can effectively divide their attention between multiple tasks has been called into question by numerous studies, which demonstrate that attention is highly limited, and that attempting to engage in multiple activities simultaneously reduces the amount of cognitive resources available to any one task (Pashler, 1994).
For secretaries, the requirement to maintain attention on a range of tasks—often requiring both mental and physical engagement—can be overwhelming. A study by O'Connor (2007) found that workers in high-demand environments, such as administrative positions, often experience frequent interruptions, which require them to rapidly shift their focus from one task to another. This constant shifting between tasks requires the brain to continually reorient, which results in a diminished ability to focus on any single task for a prolonged period.
Multitasking is particularly taxing on cognitive functions such as working memory and processing speed. Working memory refers to the cognitive system responsible for temporarily storing and manipulating information needed to perform tasks. Research by Baddeley (2003) suggests that working memory is significantly reduced when an individual is engaged in multitasking. When secretaries handle multiple complex tasks—such as answering a call, scheduling an appointment, and drafting correspondence—working memory becomes overloaded, impairing their ability to retain and process information simultaneously. As a result, the quality of their work suffers, and they may forget key details, which can lead to errors and decreased productivity.
Additionally, multitasking negatively affects processing speed, which is the rate at which the brain can absorb, process, and act on information. Studies have shown that when individuals multitask, their processing speed slows down, as their cognitive resources are divided among different tasks. For secretaries, this means that they may take longer to complete simple tasks or fail to meet tight deadlines (O'Conner, 2007).
Another cognitive cost of multitasking is its impact on memory. The brain’s ability to encode, store, and retrieve information is fundamental to performing many tasks, especially in secretarial roles where attention to detail and accuracy are paramount. Multitasking, however, disrupts the memory consolidation process. According to the forgetting curve theory (Ebbinghaus, 1885), information is most likely to be forgotten shortly after it is acquired unless it is actively rehearsed and encoded into long-term memory.
When secretaries divide their attention between multiple tasks, such as answering phone calls while reviewing a document, the cognitive load on their memory increases. As a result, they are less likely to retain important details and may forget critical information, leading to errors. This is particularly problematic in environments where precision and accuracy are essential, such as when handling confidential information or scheduling time-sensitive meetings.
Furthermore, the process of multitasking can lead to a type of "cognitive overload," where the brain is forced to store too much information in a short period, increasing the likelihood of forgetting details. Research by Carrier et al. (2009) found that individuals who multitask frequently are more prone to memory lapses and cognitive mistakes. In secretarial work, this could manifest as misplaced files, forgotten appointments, or missed messages, all of which can have significant consequences for the organization.
Multitasking also contributes to cognitive fatigue, a state of mental exhaustion resulting from prolonged mental effort. The constant shifting of focus and the pressure to manage multiple tasks simultaneously can wear down an individual’s cognitive resources, leading to fatigue and burnout. Cognitive fatigue is often accompanied by a decline in motivation, reduced efficiency, and a diminished ability to concentrate. In secretarial positions, where multitasking is often an inherent part of the role, employees may experience higher levels of mental exhaustion due to the demands placed on their cognitive systems.
Research by Nascimento et al. (2017) highlights the relationship between cognitive fatigue and multitasking, noting that the continuous mental effort required to manage competing demands can lead to an overload of cognitive resources, resulting in burnout. For secretaries, cognitive fatigue may manifest as feelings of being overwhelmed, stressed, or disengaged from their work. Over time, this fatigue can affect job satisfaction and productivity, leading to a decrease in overall job performance.
In addition, prolonged exposure to multitasking without adequate rest or cognitive recovery can result in chronic fatigue. This chronic state of exhaustion is a common precursor to burnout, which can severely impact an employee’s ability to perform their job efficiently and may also contribute to absenteeism or turnover (Maslach & Leiter, 2016).
Cognitive costs of multitasking extend beyond the purely mental to affect emotional regulation. The mental strain caused by trying to manage multiple tasks can lead to heightened stress levels and emotional exhaustion. According to the job demands-resources model (Demerouti et al., 2001), high job demands—such as constant multitasking—can deplete an individual’s emotional resources, leading to stress and burnout. In secretarial roles, employees are often required to interact with different levels of management and staff, which can create emotional strain, particularly if multitasking leads to mistakes or misunderstandings.
This emotional strain is particularly pronounced when multitasking impedes an individual’s ability to meet expectations. Secretaries who are overwhelmed by their multitasking responsibilities may feel frustrated or anxious, which can further impair their ability to regulate their emotions and remain focused on their work. Over time, this emotional depletion can lead to diminished job satisfaction, increased stress, and higher rates of absenteeism (Geurts & Sonnentag, 2006).
Multitasking is often seen as a skill that enhances efficiency, but research consistently shows that it has detrimental effects on cognitive performance. The human brain, despite being an incredibly complex organ, is not well-equipped for true multitasking, particularly when dealing with cognitively demanding tasks. This section will further delve into how multitasking negatively affects cognitive performance, drawing from empirical studies and theoretical models.
The concept of cognitive bottlenecks explains one of the major issues that arise when people attempt to multitask. A cognitive bottleneck occurs when the brain’s processing capabilities are overburdened due to the simultaneous need to manage multiple streams of information. This creates interference between tasks that share cognitive resources. Cognitive resources refer to the mental faculties involved in processing information, such as attention, working memory, and executive functions (Pashler, 1994).
According to a study by Pashler (1994), task interference occurs when two tasks demand overlapping cognitive resources. For example, a secretary who must answer a phone call while also taking notes for a meeting will experience a bottleneck because both tasks require the use of verbal processing and short-term memory. When this happens, the performance on both tasks is likely to be compromised, as the brain cannot fully allocate resources to each task. This interference is particularly problematic in environments where high accuracy and quality are required, such as administrative positions that involve handling sensitive or time-critical information.
Additionally, research by Wickens (2008) suggests that different tasks may demand different cognitive resources. When two tasks are not aligned in terms of resource demand (e.g., a highly analytical task paired with a creative one), the task-switching process can further exacerbate interference and result in increased cognitive load. This leads to errors, delays, and a decline in performance quality. For secretaries, this could mean an increased risk of missing important details, miscommunication, or administrative errors that could have serious consequences for the organization.
While multitasking can sometimes lead to completing tasks more quickly, it often deteriorates the quality of the work being done. Multitasking requires individuals to switch between different cognitive sets, and each transition takes time and mental effort. In fact, a large body of research suggests that the efficiency gained by multitasking is outweighed by the cognitive costs incurred in the process, leading to a degradation of the overall quality of work (O'Conner, 2007).
For instance, secretaries who must alternate between answering calls, scheduling meetings, and replying to emails are less likely to focus deeply on any one task. As a result, the likelihood of making mistakes increases. For instance, a secretary may fail to catch an error in a document while answering a phone call, or they may inadvertently schedule overlapping appointments because they did not give full attention to a calendar entry.
Research by Rubenstein et al. (2001) supports the idea that multitasking impairs accuracy. The authors found that task-switching resulted in a notable decline in task performance, as individuals struggled to return to a full state of cognitive readiness when switching between tasks. In secretarial roles, where attention to detail is crucial, this lack of focus can lead to costly mistakes.
The notion of "suboptimal performance" also suggests that multitaskers may complete tasks faster but at the expense of their accuracy or depth. For example, in secretarial work, responding to multiple emails in quick succession might be efficient in terms of time, but each email could have missed nuances or required a more thoughtful response.
Cognitive fatigue is a well-documented effect of multitasking, and it has significant implications for individuals who frequently engage in multitasking behavior. Mental fatigue refers to the depletion of cognitive resources that occurs when individuals perform tasks that demand continuous mental effort. As multitasking consumes mental resources, it leads to greater cognitive fatigue, making it harder to stay focused on future tasks and impairing the ability to perform at a high level.
In a study conducted by Kuhn and Schmiedek (2009), participants who engaged in multitasking for extended periods of time experienced increased mental fatigue, which negatively impacted their cognitive performance on subsequent tasks. This mental exhaustion often results in a decline in motivation and the ability to perform complex tasks, leading to reduced productivity.
In the context of secretarial work, which often requires long hours of attention to a variety of administrative tasks, this fatigue can lead to diminished job satisfaction, lower levels of concentration, and increased likelihood of errors (Kernbach & Schutte, 2019). Mental fatigue can also cause irritability, lack of focus, and diminished creativity, all of which are important qualities for secretarial professionals who need to find efficient solutions to unexpected problems and challenges.
Furthermore, when individuals are under cognitive strain due to multitasking, their brain’s ability to process and respond to new information becomes impaired. This phenomenon, often referred to as "cognitive overload," is a common outcome of extended multitasking. According to a study by Czerwinski et al. (2004), employees who multitask frequently are more likely to experience cognitive overload, which results in performance declines and higher levels of workplace stress. Over time, this could lead to burnout, as the brain’s cognitive resources become depleted without sufficient recovery time.
Working memory refers to the mental system responsible for temporarily holding and manipulating information necessary for task completion. Working memory is a limited resource, and when individuals engage in multitasking, they must divide this limited capacity across multiple tasks, which reduces the effectiveness of working memory (Baddeley, 2003).
For secretaries, who often need to retain and process large amounts of information—such as appointments, contacts, reports, and office tasks—working memory becomes an essential tool. When multitasking, however, the brain’s working memory is overloaded, resulting in poor information retention, errors, and slower processing speeds (Paas et al., 2003). This is particularly problematic in fast-paced administrative environments where managing competing tasks is routine.
Moreover, working memory is closely tied to the process of decision-making and problem-solving. If secretaries are engaged in multitasking, their ability to make accurate and informed decisions is compromised, as their working memory is stretched thin and cannot effectively store or process all the necessary information. For example, in a situation where a secretary needs to make a quick decision about prioritizing urgent tasks or managing conflicting schedules, multitasking could hinder the ability to arrive at the most efficient or appropriate solution.
Cognitive load is not the only cost of multitasking—emotional regulation also plays a significant role in the impact of multitasking on overall well-being. The demands of multitasking can generate stress, especially in high-pressure environments like administrative roles. The combination of trying to complete multiple tasks simultaneously while dealing with distractions can overwhelm an individual’s emotional regulation systems, leading to feelings of frustration, anxiety, and burnout (Geurts & Sonnentag, 2006).
2.3 Multitasking in Secretarial Roles
Multitasking is an essential component of many professional roles, but it is particularly prevalent in secretarial and administrative positions, where individuals are tasked with managing a wide array of duties simultaneously. Secretaries are often the backbone of office operations, and their ability to multitask effectively is a key factor in the smooth functioning of an organization. However, while multitasking is viewed as a necessary skill in secretarial work, it brings with it numerous challenges and potential downsides, particularly when considering cognitive load, task quality, job satisfaction, and long-term well-being.
In this section, we explore the nature of multitasking in secretarial roles, examining its impact on efficiency, cognitive performance, and employee well-being. We also investigate the strategies that secretaries employ to manage multiple tasks effectively, as well as the ways in which organizations can better support employees who are frequently required to multitask.
Secretarial work is inherently multifaceted, with secretaries often managing a wide variety of tasks, including answering phone calls, scheduling appointments, organizing meetings, managing office correspondence, preparing documents, and handling administrative support for other departments. Secretaries also serve as gatekeepers to executives and managers, and they are often tasked with filtering and prioritizing incoming requests and information. This makes multitasking an almost inevitable aspect of the job.
Multitasking in secretarial roles, however, goes beyond simply performing multiple tasks simultaneously. In many cases, secretaries are not actually engaging in true multitasking—where two or more tasks are performed at the same time—but rather in task-switching, where they alternate between different tasks throughout the day. According to research by Rubinstein et al. (2001), task-switching involves switching attention from one task to another, which incurs cognitive costs, such as delays and errors in performance. Secretaries who juggle various administrative responsibilities often face frequent interruptions, making task-switching a common occurrence.
The nature of multitasking in secretarial roles can also vary significantly depending on the size and complexity of the organization. In smaller offices, secretaries may be responsible for a wide range of tasks that span different areas of the organization, while in larger firms, secretaries may be more specialized, focusing on specific administrative duties for particular departments or individuals. Regardless of the organizational context, the need to manage multiple tasks efficiently is a consistent requirement across secretarial positions.
Multitasking in secretarial roles places a substantial cognitive burden on employees. As noted in previous sections, the human brain has limited capacity for processing information at any given time, and when individuals are asked to engage in multiple tasks simultaneously, cognitive resources are spread thin. This can lead to increased cognitive load, reduced focus, and a higher likelihood of errors and omissions.
A study by Mark et al. (2008) found that office workers, including secretaries, often face interruptions that disrupt their flow of work, leading to decreased productivity and an increased likelihood of errors. For example, when a secretary is interrupted by a phone call while composing an email or preparing a document, they must shift their attention between tasks, leading to cognitive switching costs. This constant shifting of attention takes a toll on the brain, reducing efficiency and increasing the likelihood of mistakes.
Moreover, the demands placed on working memory when multitasking can significantly reduce performance quality. According to Baddeley (2003), working memory refers to the temporary storage and manipulation of information needed to perform tasks, and it is particularly important for tasks that require planning, organization, and attention to detail. Secretaries, who often need to remember complex schedules, deal with large amounts of incoming information, and make decisions quickly, rely heavily on their working memory. When multitasking, however, the working memory is overloaded, and the secretary may struggle to keep track of important details, leading to forgetfulness or errors.
The cognitive strain associated with multitasking in secretarial roles can also contribute to mental fatigue and burnout. According to a study by Geurts and Sonnentag (2006), individuals who frequently multitask experience higher levels of cognitive fatigue, which can impair performance on subsequent tasks. In secretarial positions, where employees often work under time pressure and are required to switch between tasks rapidly, this fatigue can accumulate over time, leading to decreased job satisfaction, lower productivity, and an increased risk of burnout.
The impact of multitasking on task performance is a central concern for organizations. While multitasking may seem like a solution to increase efficiency, studies suggest that it can lead to a decline in performance quality, particularly when tasks require focused attention and high levels of cognitive effort.
Research by O'Conner (2007) suggests that the quality of work declines when employees are engaged in multitasking, as they are unable to devote their full attention to each task. In secretarial work, where attention to detail is crucial, this can result in errors such as scheduling conflicts, missed deadlines, or mistakes in communication. For example, a secretary who is handling multiple appointments while simultaneously responding to emails may overlook a double-booked meeting, leading to conflicts between staff members or clients.
2.4 Impact of multitasking on Job Performance
Multitasking is often seen as a crucial skill in modern work environments, especially in roles such as that of secretaries. Secretaries are expected to juggle multiple responsibilities simultaneously, including managing communication channels, scheduling appointments, organizing meetings, filing documents, and providing support to management or other departments. The efficiency of secretaries in performing these tasks is critical to the overall functioning of an organization. However, while multitasking can enhance productivity in certain contexts, it also has a considerable impact on job performance, both in terms of task quality and efficiency.
One of the most significant impacts of multitasking on job performance is the cognitive load placed on individuals. When secretaries are required to switch between tasks or perform several tasks at once, their cognitive resources are divided. Cognitive load refers to the mental effort required to process information and perform tasks (Sweller, 1988). The human brain has a limited capacity to handle multiple tasks simultaneously, especially tasks that require deep focus or problem-solving. Research indicates that when multitasking, the brain experiences a significant increase in cognitive load, which can impair job performance in secretarial roles.
When secretaries are tasked with handling multiple responsibilities—such as answering phone calls, managing emails, and scheduling meetings—without appropriate time to focus on a single task, the cognitive load becomes overwhelming. As a result, mental fatigue sets in, and performance on tasks diminishes. According to a study by Kieras et al. (2000), cognitive overload can lead to slower reaction times, higher error rates, and reduced quality of work. In secretarial roles, these consequences may manifest as missed appointments, double bookings, or mistakes in communication with clients or staff.
Multitasking in secretarial roles often involves task switching, where attention is shifted from one task to another rather than performing multiple tasks simultaneously. Research by Rubinstein et al. (2001) shows that task switching incurs significant cognitive costs, such as delays in response times and increased error rates. When secretaries are frequently interrupted or required to switch between different tasks—such as answering a phone call while preparing a document—there is a lag in performance as the brain reorients itself to the new task.
For example, a secretary might be drafting an email to a client and then receive an urgent phone call from a superior. Switching between these tasks causes a delay in the completion of both tasks and may result in mistakes. Studies have shown that even brief interruptions can cause a 20% to 40% increase in the time taken to complete a task (Trafton et al., 2003). This degradation in task performance due to task switching is particularly detrimental in secretarial roles, where attention to detail and accuracy are essential.
The quality of work is one of the most affected aspects of secretarial job performance when multitasking is involved. In an environment where secretaries are expected to handle a variety of tasks simultaneously, there is often a trade-off between speed and accuracy. Multitasking has been shown to increase the likelihood of errors, as individuals may overlook important details or become less thorough in completing their tasks.
For instance, when secretaries are managing a busy calendar of appointments while simultaneously responding to emails and coordinating meetings, there is a higher chance of overlooking scheduling conflicts, forgetting to send out confirmations, or making mistakes in communications. Research by O'Conner (2007) found that workers who engage in multitasking are more prone to making mistakes, as they are unable to give their full attention to any one task. In secretarial positions, where small errors can lead to significant disruptions, such as missed appointments or miscommunications with clients, the consequences of poor task quality can be far-reaching.
A study by Pashler (1994) demonstrated that multitasking leads to reduced accuracy and quality in job performance because of the increased mental effort required to switch between tasks. For secretaries, whose roles often require precision—whether in managing complex schedules or organizing sensitive documents—the quality of work may suffer as their cognitive resources are depleted through multitasking.
One of the key reasons multitasking is often considered a valuable skill in secretarial roles is its potential to improve productivity. However, research has shown that multitasking can lead to inefficiencies in time management. While it may seem that handling several tasks at once would allow secretaries to accomplish more, the reality is that multitasking can result in decreased productivity due to the time lost when switching between tasks.
Studies on time management show that multitasking reduces the efficiency of completing individual tasks. Multitasking leads to inefficiencies in time management because it requires individuals to divide their attention between tasks, thereby increasing the time it takes to complete each task. For secretaries, this means that although they may appear to be accomplishing more by switching between tasks, they are actually spending more time than necessary on each individual task.
In secretarial roles, where time-sensitive tasks such as scheduling meetings, responding to urgent emails, or managing correspondence are common, the delays caused by multitasking can hinder overall productivity. Secretaries may struggle to meet deadlines or respond to requests in a timely manner due to the inefficiencies created by multitasking. Moreover, the constant task-switching can lead to a lack of focus on the task at hand, which may delay the completion of key projects or commitments.
Multitasking in secretarial roles not only affects job performance but also has a significant impact on secretaries' mental and emotional well-being. The constant pressure to manage multiple tasks simultaneously can lead to increased stress, which in turn can contribute to burnout and reduced job satisfaction.
As secretaries are often the first point of contact for clients, supervisors, and other employees, they may face significant emotional demands in their roles. The need to handle a variety of tasks, answer phone calls, respond to inquiries, and support executives, all while managing time-sensitive deadlines, can create feelings of stress and anxiety. According to a study by Geurts and Sonnentag (2006), employees who multitask frequently are more likely to experience higher levels of stress, which can impair their ability to perform tasks efficiently. For secretaries, this stress can manifest as emotional exhaustion, leading to burnout and decreased job satisfaction.

2.5 Job Satisfaction and Multitasking
Multitasking has become an almost ubiquitous skill expected of employees, particularly in roles such as secretaries. Secretaries, who are often tasked with managing various administrative duties simultaneously, face unique challenges that stem from the need to juggle multiple responsibilities, including answering calls, scheduling appointments, managing communications, and providing support to higher management or departments. While multitasking is often associated with increased productivity, its effect on job satisfaction, particularly in secretarial roles, is multifaceted and not entirely straightforward. The impact of multitasking on secretarial job satisfaction can vary based on the individual, the tasks at hand, the organizational culture, and the support systems available to employees (O'Conner, 2007).
Multitasking, in the context of secretarial work, can be a double-edged sword. On the one hand, it enables secretaries to complete a wide range of tasks in a short time, which seems to enhance efficiency and productivity. However, it is well-established that multitasking comes with cognitive costs, which can affect the quality of work, lead to higher stress levels, and ultimately reduce job satisfaction (Pashler, 1994). Secretaries are often required to respond to multiple, simultaneous demands, and in organizations where productivity is highly valued, multitasking is often seen as an essential skill for handling complex tasks. However, these demands can lead to feelings of being overwhelmed, especially if employees feel they are unable to focus adequately on each task due to constant switching between them (Geurts & Sonnentag, 2006). This disconnect between task demands and the ability to manage them effectively can contribute to a reduction in overall job satisfaction.
Studies have shown that when employees feel they are not receiving adequate support, have insufficient resources, or are continually burdened with unrealistic expectations, their overall job satisfaction declines (Sonnentag & Frese, 2003). In secretarial roles, where multitasking is a frequent requirement, the constant juggling of duties can exacerbate these issues, leading to lower levels of satisfaction and an increased likelihood of burnout (Geurts & Sonnentag, 2006).
Multitasking has significant cognitive and emotional consequences that can directly affect job satisfaction. Cognitive overload, which occurs when the brain is required to handle multiple streams of information or tasks simultaneously, is a well-documented phenomenon (Sweller, 1988). As secretaries switch between tasks, they often experience a delay in response times, decreased attention to detail, and increased errors. While the completion of multiple tasks may give the impression of efficiency, the lower quality of work often leads to dissatisfaction, both on the part of the secretary and their supervisors (Pashler, 1994).
Moreover, multitasking can cause emotional exhaustion, which significantly impacts job satisfaction. Secretaries may find themselves frustrated when they are unable to complete tasks to the best of their ability because of constant interruptions or demands. The emotional toll of multitasking is further compounded when employees feel unappreciated for their efforts, as high levels of task switching are often not recognized as contributing to cognitive strain. Secretaries may experience emotional fatigue and a sense of inadequacy when they cannot meet expectations despite their continuous work (Geurts & Sonnentag, 2006). This emotional toll, in turn, can lead to lower job satisfaction and decreased motivation (Sonnentag & Frese, 2003).
Stress is a crucial factor in understanding the relationship between multitasking and job satisfaction. The secretarial role is inherently stressful due to the high volume of tasks, the complexity of managing various schedules and communications, and the need to be available for various supervisors and colleagues. Multitasking exacerbates this stress because it divides the secretary’s attention and cognitive resources, leaving less room for focused problem-solving and critical thinking (Geurts & Sonnentag, 2006).
Research indicates that stress from multitasking is a significant factor that can reduce job satisfaction. Constant multitasking not only leads to mental exhaustion but also heightens physical stress No of Respondents such as elevated heart rates, fatigue, and tension. In secretarial roles, where efficiency and attention to detail are vital, the emotional and physical effects of stress can lead to errors, missed opportunities, and poor decision-making. All of these factors contribute to decreased job satisfaction and can even increase turnover rates as employees look for less stressful opportunities (Kirmeyer, 1988).
Further studies have demonstrated that workers who report high levels of stress from multitasking tend to suffer from burnout more quickly. Burnout is characterized by feelings of emotional exhaustion, cynicism, and a lack of personal accomplishment, all of which contribute significantly to declining job satisfaction. In secretarial roles, where employees are often juggling several high-priority tasks, burnout can be especially damaging to overall job satisfaction and retention (Geurts & Sonnentag, 2006).
There is a clear relationship between multitasking, job performance, and job satisfaction. Secretaries who are proficient at multitasking are often praised for their ability to manage multiple responsibilities. However, research by Meyer et al. (2001) and others indicates that multitasking often leads to performance degradation, as cognitive resources are split between different tasks. Although multitasking may appear to increase productivity in the short term, the decreased quality of work resulting from task-switching leads to greater dissatisfaction over time (Trafton et al., 2003).
Performance is not only measured by how much work a secretary accomplishes but also by the quality of that work. In the case of multitasking, the increased likelihood of mistakes, missed deadlines, and decreased accuracy can undermine a secretary’s sense of accomplishment and job satisfaction. As errors mount, employees may begin to feel that they are not performing to the best of their ability, which negatively impacts their self-esteem and overall job satisfaction (O'Conner, 2007).
Moreover, employees who feel that they are unable to complete tasks effectively due to multitasking pressures are more likely to experience job dissatisfaction. In secretarial roles, where the expectation to handle multiple tasks simultaneously is common, employees may feel that they are being asked to do too much, with too little support. This lack of fulfillment can contribute to feelings of frustration and dissatisfaction (Geurts & Sonnentag, 2006).
The organizational environment plays a significant role in shaping how multitasking affects secretarial job satisfaction. In workplaces where multitasking is expected and ingrained in the organizational culture, secretaries may feel that it is an unavoidable part of their job, leading them to tolerate the associated stress and dissatisfaction. However, organizations that foster a supportive culture—where employees are given adequate time to complete tasks, have clear role definitions, and are not constantly interrupted—are more likely to mitigate the negative effects of multitasking on job satisfaction (Sonnentag & Frese, 2003).
Research highlights the importance of organizational support in reducing the negative impact of multitasking on job satisfaction. When secretaries are provided with resources such as task management systems, clearer communication channels, and flexible work environments, they are better able to manage the demands of multitasking without feeling overwhelmed or stressed (Geurts & Sonnentag, 2006). These resources help secretaries prioritize tasks, streamline communication, and reduce the mental and emotional strain caused by constant task-switching.


CHAPTER THREE
METHODOLOGY
This chapter presents the methodology used to examine the impact of multitasking on secretarial job efficiency in an organization. The methodology is discussed under the following sub headings: 
3.1 Instrument Used
3.2 Population of The Study 
3.3 Sample and Sampling Techniques, 
3.4 Distribution and Collection of Data, 
3.5 Reliability, 
3.6 Validity, 
3.7 Method of Data Analysis

3.1 Instrument Used
The primary instrument for this study is a structured questionnaire designed personally by the researcher on impact of multitasking on secretarial job efficiency in an organization.  The questionnaire consisted of Likert-scale question items ranging from strongly agree, agree, disagree and strongly disagree respectively, to assess. multitasking practices, perceived job efficiency, and job satisfaction the instrument was chosen for its effectiveness in capturing quantitative data in a concise manner, which was critical for the study’s objectives.

3.2 Population of the Study
The target population for this study consisted of secretarial staff employed in corporate organizations within Ilorin area. This population was chosen due to where secretaries often handle various administrative tasks simultaneously. The estimated population size is approximately 500 secretaries working in various companies across various organizations.
3.3 Sample and Sampling Techniques
A stratified random sampling technique was employed to select participants for the study. This method ensures representation from different types of organizations. A sample size of 100 secretaries was selected using simple random sampling to ensure a mix of experience levels and organizational contexts. This sample size is deemed sufficient for achieving meaningful statistical analysis and qualitative insights (Creswell, 2014).
3.4 Distribution and Collection of Data
The structured questionnaire was distributed personally by the researcher to the sampled secretaries at their respective organizations. To encourage participation, a brief explanation of the study’s purpose and   assurance of confidentiality of information provided was included. Data collection took two-weeks period, during which follow-up reminders was sent to maximize response rates.
3.5 Reliability
To assess the reliability of the questionnaire, a pilot study will be conducted with a small group of secretaries (n=20) prior to the main data collection. This pilot test will help identify any ambiguities in the questions and allow for adjustments to improve clarity. Cronbach's alpha will be calculated to determine the internal consistency of the questionnaire items, with a threshold of 0.70 considered acceptable (Tavakol & Dennick, 2011).
3.6 Validity
The validity of the research instrument was ensured through expert review and feedback. Subject matter experts in organizational behavior and human resource management evaluated the questionnaire for clarity, relevance, and comprehensiveness on multitasking and job efficiency to ensure it captures all necessary dimensions of the constructs being studied.
3.7 Method of Data Analysis
Data analysis involved quantitative approaches. Quantitative data collected from the questionnaires were analyzed using descriptive statistics like frequencies and percentages to summarize the No of Respondents of the respondents on the relationships between multitasking behavior and job efficiency.  









CHAPTER FOUR
DATA ANALYSIS
4.1 Introduction
This chapter presents the findings of the research on "The Impact of Multitasking on Secretarial Job Efficiency in an Organization." The results are organized into tables, each addressing specific research questions. The analysis included both numerical No of Respondents and corresponding percentages to provide clarity on the perceptions of the participants.
4.2 Results
Table 4.1: Multitasking affects your efficiency at work
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	30
	30

	Disagree
	10
	10

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
[bookmark: _Hlk190272267]This table shows that 50 (50%) respondents strongly agreed and 30 (30%) respondents agreed that multitasking affects their efficiency at work, while 10 (10%) respondents disagreed and 10 (10%) respondents strongly disagreed with the statement.


Table 4.2: I frequently multitask during work hours
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	45
	45

	Agree
	35
	35

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.2 indicated that 45 (45%) respondents strongly agreed and 35 (35%) respondents agreed that they frequently multitask during work hours, while 15 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.


Table 4.3: Multitasking leads to mistakes in your work
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	40
	40

	Agree
	30
	30

	Disagree
	20
	20

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
 Table 4.3, 40 (40%) respondents strongly agreed and 30 (30%) respondents agreed that multitasking leads to mistakes in their work, while 20 (20%) respondents disagreed and 10 (10%) respondents strongly disagreed.


Table 4.4: Multitasking affects your job satisfaction
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	25
	25

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.4 revealed that 55 (55%) respondents strongly agreed and 25 (25%) respondents agreed that multitasking affects their job satisfaction, while 15 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed respectively.


Table 4.5: Multitasking impact your ability to meet deadlines
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	30
	30

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
According to Table 4.5, 50 (50%) respondents strongly agreed and 30 (30%) agreed that multitasking impacts their ability to meet deadlines, while 15 (15%) disagreed and 5 (5%) strongly disagreed.


Table 4.6: I feel more productive when multitasking
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	20
	20

	Agree
	25
	25

	Disagree
	30
	30

	Strongly Disagree
	25
	25

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.6 shows that 20 (20%) respondents strongly agreed and 25 (25%) respondents agreed that they felt more productive when multitasking, while 30 (30%) respondents disagreed and 25 (25%) respondents strongly disagreed with the statement.


Table 4.7: Technology enhances your ability to multitask
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	35
	35

	Agree
	40
	40

	Disagree
	15
	15

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
 Table 4.7 indicated that, 35 (35%) respondents strongly agreed and 40 (40%) respondents agreed that technology enhances their ability to multitask, while 15 (15%) respondents disagreed and 10 (10%) respondents strongly disagreed.


Table 4.8: Multitasking lead to increased stress levels for you
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	30
	30

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.8 showed that 50 (50%) respondents strongly agreed and 30 (30%) respondents agreed that multitasking leads to increased stress levels, while 15 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.


Table 4.9: Multitasking decreases the quality of your work
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	45
	45

	Agree
	35
	35

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.9 showed that 45 (45%) respondents strongly agreed and 35 (35%) respondents agreed that multitasking decreases the quality of their work, while 15 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.


Table 4.10: Interruptions affect your multitasking ability
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	40
	40

	Agree
	30
	30

	Disagree
	20
	20

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.10 revealed that 40 (40%) respondents strongly agreed and 30 (30%) respondents agreed that interruptions negatively affect their multitasking ability, while 20 (20%) respondents disagreed and 10 (10%) respondents strongly disagreed respectively.


Table 4.11: It is challenging to switch between tasks
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	25
	25

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.11showed that, 55 (55%) respondents strongly agreed and 25 (25%)  respondents agreed that they find it challenging to switch between tasks, while 15 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed.


Table 4.12: Multitasking is necessary for your role
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	25
	25

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.12 indicated that 60 (60%) respondents strongly agreed and 25 (25%) respondents agreed that multitasking is necessary for their role, while 10 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.


Table 4.13: Multitasking impact your communication with colleagues
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	45
	45

	Agree
	30
	30

	Disagree
	15
	15

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.13 showed that, 45 (45%) respondents strongly agreed and 30 (30%) respondents agreed that multitasking impacts their communication with colleagues, while 15 (15%) respondents disagreed and 10 (10%) respondents strongly disagreed.


Table 4.14: Multitasking is encouraged in your workplace
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	50
	50

	Agree
	30
	30

	Disagree
	15
	15

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.14 revealed that 50 (50%) respondents strongly agreed and 30 (30%) respondents agreed that multitasking is encouraged in their workplace, while 15 (15%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.



Table 4.15: I feel overwhelmed by multitasking
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	40
	40

	Agree
	35
	35

	Disagree
	20
	20

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.15, 40 (40%) respondents strongly agreed and 35 (35%) respondents agreed that they often feel overwhelmed by multitasking, while 20 (20%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.


Table 4.16: Your organization provides adequate support for multitasking
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	25
	25

	Agree
	35
	35

	Disagree
	25
	25

	Strongly Disagree
	15
	15

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.16 indicated that 25 (25%) respondents strongly agreed and 35 (35%) respondents agreed that their organization provides adequate support for multitasking, while 25 (25%) respondents disagreed and 15 (15%) respondents strongly disagreed with the statement.


Table 4.17: Multitasking affect your relationships with colleagues
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	30
	30

	Agree
	40
	40

	Disagree
	20
	20

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.17 showed that, 30 (30%) respondents strongly agreed and 40 (40%) respondents agreed that multitasking affects their relationships with colleagues, while 20 (20%) respondents disagreed and 10 (10%) respondents strongly disagreed with the statement.


Table 4.18: Training could help improve your multitasking skills
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	55
	55

	Agree
	30
	30

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.18 reveals that 55 (55%) respondents strongly agreed and 30 (30%) agreed that training could help improve their multitasking skills, while 10 (10%) disagreed and 5 (5%) strongly disagreed.


Table 4.19: Multitasking align with your job responsibilities
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	60
	60

	Agree
	25
	25

	Disagree
	10
	10

	Strongly Disagree
	5
	5

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.19 indicated that, 60 (60%) respondents strongly agreed and 25 (25%) respondents agreed that multitasking aligns with their job responsibilities, while 10 (10%) respondents disagreed and 5 (5%) respondents strongly disagreed with the statement.




Table 4.20: Job enrichment improves the multitasking of secretaries
	Options
	No of Respondents
	Percentage (%)

	Strongly Agree
	45
	45

	Agree
	35
	35

	Disagree
	10
	10

	Strongly Disagree
	10
	10

	Total
	100
	100


Source: Researcher's fieldwork 2025
Table 4.20 above showed that 45 (45%) respondents strongly agreed and 35 (35%) respondents agreed that job enrichment improves the multitasking of secretaries, while 10 (10%) respondents disagreed and 10 (10%) respondents strongly disagreed with the statement respectively.






CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
This study investigated the impact of multitasking on secretarial job efficiency within corporate organizations. As secretaries play a crucial role in managing multiple tasks simultaneously, understanding the implications of multitasking is essential for improving their productivity and job satisfaction. The research utilized a quantitative survey to gather comprehensive data from 100 secretarial staff across various organizations.
The findings revealed that a significant portion of respondents believed multitasking adversely affects their efficiency and the quality of their work. Specifically, 50% of participants strongly agreed that multitasking leads to mistakes, and 55% felt it negatively impacts their job satisfaction. Furthermore, the study highlighted that technology, while intended to facilitate multitasking, often contributes to information overload and increased stress levels.
Overall, the results underscore the dual nature of multitasking in secretarial roles, where it is both a necessary skill and a source of inefficiency and stress.
5.2 Conclusion
The results of this study indicated that multitasking has a complex and often detrimental impact on secretarial job efficiency. While secretaries are required to multitask as part of their roles, the cognitive costs associated with task switching can lead to decreased productivity, increased errors, and lower job satisfaction (Mark, Gudith, & Klocke, 2008). Moreover, the findings demonstrated that organizational support and training in multitasking strategies can mitigate some of these negative effects, suggested that companies need to re-evaluate their approaches to multitasking in the workplace.
Given the rapid advancement of technology and the increasing demands placed on secretarial staff, organizations must recognize the challenges of multitasking and implement supportive measures to enhance job efficiency.
5.3 Recommendations
Based on the findings of this study, the following recommendations are proposed:
1. Training Programs: Organizations should develop and implement training programs that focus on effective multitasking strategies. These programs should include time management techniques and methods to prioritize tasks, helping secretaries manage their workloads more efficiently (Karpinski & Hilton, 2011).
2. Encourage Focused Work: Companies should promote a culture that values focused work over constant multitasking. This could involve setting specific times during the day for uninterrupted work, allowing secretaries to concentrate on complex tasks without distractions (Ophir et al., 2009).
3. Technology Evaluation: Organizations need to evaluate the tools and technologies used in the workplace. Efforts should be made to streamline processes and reduce information overload, ensuring that technology enhances rather than hinders job performance (Mark et al., 2008).
4. Stress Management Support: Providing resources for stress management can help secretaries cope with the pressures of multitasking. This may include access to wellness programs, counseling services, and workshops focused on mindfulness and resilience.
5. Regular Feedback Mechanisms: Establishing regular feedback mechanisms can help secretaries voice their concerns and experiences regarding multitasking. This feedback can inform management strategies and lead to improvements in job satisfaction and efficiency.
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Dear Sir/Ma,

RESEARCH QUESTIONNAIRES
	This is a research instrument to elicit information relevant to research work titled The Impact of Multitasking on Secretarial Job Efficiency in an Organization.
	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. Multitasking affects your efficiency at work. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
2. I frequently multitask during work hours. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
3. Multitasking leads to mistakes in your work. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
4. Multitasking affects your job satisfaction. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
5. Multitasking impacts your ability to meet deadlines. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
6. I feel more productive when multitasking. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
7. Technology enhances your ability to multitask. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
8. Multitasking leads to increased stress levels for me. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
9. Multitasking decreases the quality of your work. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
10. Interruptions affect your multitasking ability. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
11. It is challenging to switch between tasks. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
12. Multitasking is necessary for your role. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
13. Multitasking impacts your communication with colleagues. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
14. [bookmark: _GoBack]Multitasking is encouraged in your workplace. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
15. I feel overwhelmed by multitasking. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
16. Your organization provides adequate support for multitasking. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
17. Multitasking affects your relationships with colleagues. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
18. Training could help improve your multitasking skills. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
19. Multitasking aligns with your job responsibilities. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )
20. Job enrichment improves the multitasking of secretaries. (a) Strongly Agree ( ) (b) Agree ( ) (c) Disagree ( ) (d) Strongly Disagree ( )

