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Abstract
This study examines the impact of information and communication technology (ICT) skills on the service delivery of secretaries within organizations, emphasizing their crucial role in enhancing administrative efficiency and organizational success. Secretaries act as vital connectors between management and stakeholders, handling tasks such as scheduling, correspondence management, meeting coordination, and record-keeping. The research investigates how the integration of ICT has transformed secretarial roles, requiring advanced competencies in digital tools, alongside traditional skills like interpersonal communication, time management, and organization. By analyzing the influence of ICT proficiency across various organizational contexts, the study identifies key factors affecting service delivery, including access to training, supportive work environments, and the adoption of modern technologies. Challenges such as keeping pace with rapid technological advancements, managing diverse workloads, and meeting evolving organizational expectations are also explored. The findings advocate for targeted ICT training programs, clearly defined roles, and strengthened collaboration between secretaries and management to optimize service delivery and support organizational goals.
.
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CHAPTER ONE
INTRODUCTION
1.1. Background to the Study 
The introduction of Information and Communication Technology (ICT) is promoting efficiency in all areas of human activities. Individuals, groups and governments all over the world are taking the advantage of this opportunity to transform the activities of various sectors through the development of new skills. Information and Communication Technology has been identified as a major factor for effective service delivery in public sector, including the local governments. Information and Communication Technology (ICT) has changed the face of offices and consequently made business environments to wear a new look. This is particularly noticeable in the area of office administration and management (Agomuo, 2005). The author stated that information and communication gadgets, equipment and facilities improve the manner in which message is preserved, recalled, shared and relayed for information and communication purposes. 
Agomuo further stated that the electronic systems are now available for the performance of many functions that were formerly done manually in offices. This makes for greater effectiveness and efficiency in the performance of office activities. New digital machines and electronic equipment now make for faster, neater, more accurate and more reliable outputs. Most activities of office managers and their assistants are now based on the use of Information and Communication Technology (ICT) which promotes organizational efficiency. 
For decades now, fast changes have been taking place in all facets of human life including the office environment. This is as a result of technological advancement. 
Every office in today’s business world, be it government, industry or other human endeavors, require facts and accurate information for quick decision-making. The office worker, including the secretary, expects certain support from the organization into which he/she is employed. This support can be technological (machines and equipment) and human. In offices of past, manager’s dictated memos and letters and secretaries typed them. Most recently, business have developed word processing centers and relied on personal computers and even electronic mail in an effort to lessen the need for secretarial support and make the employee-secretary very productive (Ezoem, 1995; Osuala, 2004). 
As a result of changes in technology, the role of secretaries in business has changed tremendously from that of typewriting and shorthand dictation, answering of telephone calls and processing of mails. Today’s secretaries are exposed to office technology including the internet that make work much easier and knowledge more accessible (Edwin, 2008). It is now easier to send messages by telex, electronic mails (e-mails), fax and telephones. Other office gadgets available to the secretary are photo-copy machines, duplicating machines, dictating machines, printers, among others. This is the era of computers and information technology which has become an enabler of greater convenience. Three of the most popular types of computer software programs are word processing, which help the user to write and edit memos, letters and reports, data management programs or databases, which help the user/ secretary to use long lists of data and spreadsheet programs, which handle tables and numbers (Dulek and Fielden, 1999).
1.2. Statement of the Problem 
Due to the advancement in technology process in most organization, automation of office become necessary to be able to cope with fast rate at which office tasks are performed. However, most organization takes the issue of office automation with levity thereby having a negative effect on the service delivered by their secretary. This study is therefore, intended to identify impact of information and communication technology skills on the service delivery of secretaries and see how the machines can help improve the services they delivered.


1.3	  Objectives of Study
The main aim of the study is to examine the impact of information and communication technology skills on the service delivery of secretaries. The objective of the study includes:
i. To assess the level of information and communication technology (ICT) skills possessed by secretaries at the University of Ilorin. 
ii. To evaluate the impact of ICT skills on the efficiency and quality of service delivery by secretaries at the University of Ilorin. 
iii. To identify barriers to the effective utilization of ICT skills in secretarial service delivery at the University of Ilorin.
1.4	 Research Questions 	
The study will answer the following research questions: 
i. What is the proficiency level of ICT skills among secretaries at the University of Ilorin? 
ii. How do ICT skills influence the efficiency and quality of service delivery by secretaries at the University of Ilorin? 
iii. What are the key barriers preventing secretaries at the University of Ilorin from effectively utilizing ICT skills in their service delivery?

1.5   	Significance of the Study
The researcher believed that the findings of this study and the recommendations that would be made would go a long way to show the importance of computer in an organization. It will also enable secretary to know the importance of information communication technology and how they can help them in their service delivery.
1.6	Delimitation of the Study 
The study, on the “Impact Of Information And Communication Technology Skills On The Service Delivery Of Secretaries,” is delimited to the Secretaries only,. It was delimited to the secretaries’ because the study intends to seek their opinions on the impact of information and communication technology skills on the service delivery of secretaries. 
1.7	Limitations of the Study 
Indeed, there is the anticipation of various challenges which may be encountered as the researcher undertakes this study. However, measures have been established in to curtail the said challenges. Some of those challenges could be: difficulty in retrieving data, limited time for the study, and the financial commitments. This called for the limited and careful selection of population and samples of the study into a manageable one and the requirement of immense work in data sourcing and information mining from the respective bodies. 

















CHAPTER TWO
LITERATURE REVIEW
The research study is on the Impact of information and communication technology skills on the services delivery of secretaries. The study will be conducted under the following sub-heading:
2.1	Information and Communication Technology (ICT) 
2.2	Concept of Skill 
2.3	Concept of Office 
2.4	ICT- Based Office Skills 
2.5	Challenges Facing Secretaries in the use of Ict- Based Office Information 	Systems in University of Ilorin 
2.6	The Concept Secretary 

2.1	Information and Communication Technology (Ict) 
For decades now, fast changes have been taking place in all aspects of human life including the office environment. This is as a result of technological advancement. Every office in today’s business world (public or private sector) requires facts and accurate information for quick decision-making. The office worker, including the secretary, expects certain support from the organization into which he or she is employed. This support can be technological (machines and equipment) and human. In offices of the past, manager’s dictated memos and letters, and secretaries took shorthand notes and later transcribed them by hand or through the use of typewriters. Most recently, business have developed word processing centers and are related on personal computers and even electronic mail in an effort to reduce the need for secretarial support and make the employee-secretary very productive (Osuala, 2004). 
Technological innovations have brought changes in all areas of human endeavor. Idih (2005) is in support of the above assertion and add that these changes are growing rapidly with accurate acquisition of knowledge and skills that are essential to capture the competitive advantage and remain viable. In confirmation of this assertion, Agbamu (2005), states that these technological changes have made traditional office function to be out modeled. In the same vein, Boladale (2002), stated that the introduction of sophisticated office technology equipment like computers, word processor and other information resources coupled with new management techniques have completely changed old work habits in the office and triggered off new business orientation, which declines of the older methods of business transactions. These changes are mostly driven by information and communication technology (ICT). 
In supporting this view, Konni (2002), defined Information and Communication Technologies (ICT) as the technology that supports activities involving the creation, storage, manipulation and communication of information together with the related methods, management and application. In addition, the author listed the various tools used in ICT to include; computer, telephone, television, radio, computer networking, internet which offers such services as video conferencing and e-mail among others. Such systems can improve the collaboration and productivity of end users and work groups by significantly reducing the time and effort needed to produce, distribute and share business communications. Similarly, Lasher, Blake, and Sirkka, (2000) are also of the view that office communication systems are the central nervous system of today’s organizations. The author listed the following as office communication systems like electronic mail, voice mail, bulletin board systems and facsimile enable secretaries to send messages in text, video or voice form in seconds. This form of communication enhances the communication and coordination of work groups in an organization. 
Furthermore, Osinem and Nwoji (2010) emphasized that Information and Communication Technology (ICT) has substantially changed the world by creating new patterns of social and economic interaction and transforming lifestyles, work and communication. From the day the computer moved from the mainframe to the mainstream, it had been assumed that the introduction of Information and Communication Technology (ICT) would make office work more interesting and more productive. Typewriters are disappearing in favor of word processors, and spreadsheets are replacing calculators. The way organizations operate, has changed, surely for the better (Ayandele and Adeoye, 2010).
In addition, Information and Communication Technology, according to Akinyemi (2001), have become universal with current and future social and organizational development. The role of these technologies in national development is undeniably significant. As the positive effects of ICT have continually been noticed and developed in work places, it has become essentially for secretaries to embrace these technologies. The United Nations Development Programmed (2001) refers to ICT as a powerful facilitator of development because of the significant impact on the economic, scientific, academic, social, political, cultural and other aspects of life. Expatiating further, Chukwumezie (2002) is of the opinion that ICT has integrated the world into a global village, thereby making the processing, production, marketing and consumption of knowledge, skills, goods and services very easy without distance barrier. The author went further to states that ICT has changed the equipment and work groups. Of course, no secretary today would like to work in an office where information processing and other secretarial activities are done manually. So, the manual office is gradually given way to the ICT- based office. 
2.2	Concept of Skill 
The term “skill”, could be referred to as the ability to do a job or work very well. Tonne et al. cited in Obi (2005), referred to skill as the ability to use one’s knowledge effectively and readily in performing an act, or a habit of doing a particular thing competently. Okafor in Oladipo (2005), described skill as the ability to do something well and expertly. Nkokelonye (2008), in his contribution to the concept of skill stated that it is the ability to put into use acquired competencies, attitudes, and behavior after an exposure to theories and practices fundamental in a field of study. A skilled person, in view of Osuala (2004), is one who is competent to perform with high degree of expertise the work in one or more specialized divisions of a given trade. Generally, skills refer to the ability to use one’s knowledge effectively and readily in carrying-out a given task. 
According to Okorie (2006), skill is a well-established habit of doing something. The author identified two major components of skills - the knowledge component and the activity component. The later is made up of motor and perceptual skills. The practical or activity component of skills relate to those areas of knowledge that pertain to the mode of doing things.
2.3	Concept of Office 
	According to Agomuo (2005), described the office as place of where administration, that is, the management and handling of information takes place. The author further explained that an office can range from small place for clerk on a construction site to expensive highly furnished place for officer on an executive position. Usually, an office is identified by its product, which is information. Therefore, the purpose for which the office is established is basically information-processing-oriented. 
Similarly, George in Ezeali (2011) stated that an office is any place where information is documented, presented and used for current and future operations of a business. The author also asserts that information is man’s greatest need today, and it is required by all members of an organization for retaining, analyzing and furnishing appropriate type of information for various purposes to various people from time to time as a basic function of an office. Ezeali and Essiagu (2009) defined an office as the life- blood of an organization without which planning, organizing, staffing, coordinating, recording and budgeting will be impossible for the attainment of organizational goals. 
2.4	ICT- Based Office Skills 
The term information and communication technology - based office skills is generally refer to the use of integrated computer systems to support administrative procedures in an office environment. ICT-based office systems represent structured methods of handling business and communication through an integrated network that may include, word processing for generating correspondence, electronic message systems for person-to-person communication, teleconferencing services, facsimile transmission, electronic filing system, on line calendar systems and links to corporate files and outside services (Pohjola, 2000). 
Onojaife (2006) is in support of the above assertion and add that office systems have moved from typewriters, handwriting and manual operational procedures to full automation of most offices where such terms as word processing, data processing, reprographics and micrographics are used to describe many technological processes. The author further stated that these technological processes have turned offices into modern office occupations. Similarly, Akporowo (2006) stated that the emergence of ICT- based office or paperless office is fast gaining ground as tapes or disks are taking the place of sheets of papers and manual filing systems. Every office in today’s business world, be it government, public or private organization require facts and accurate information for quick decision-making. 
2.4.1	Word Processing Skills 
Word processing is the ability to use advanced hardware to manipulate words, sentences and paragraphs. The word processor is a type of electric typewriter with storage and processing components. One of the major features of the word processor is that as the words are typed, they are displayed simultaneously at the Visual Display Unit (VDU) which enables the secretary to effect corrections like deleting or inserting words, sentences and paragraphs before printing the documents (Agomuo, 2005). Word processing is an important skills area that is required in an ICT- based office. Advancement in technology has resulted in a lot of emphasis being placed on word processing. New ways of performing office task have emerged with new technologies. Secretaries are required to be equipped with flexible skills that would enable them function effectively in their career and even in the office (Idih, 2004).
2.4.2	Database Management Skills 
Database management skills, it is the ability required in the production, storage and retrieval of information from database. The term database refers to a collection of data organized for storage in a computer memory and designed for easy access by authorized users (Agomuo, 2005). The author further stated that database is a body of information made up of individual items that are organized so that they can be reviewed in a variety of ways. The data may be in the form of text (character), number, or encoded graphics. Similarly, Ward (2008) described database as a collection of persistent, related data stored on computer storage system and arranged for speedy search and retrieval. 
Database is created and managed by database management system which is the software. The data in a database will be stored in common pool for access by many applications. CaLRIM (2003) stated that the database management system gives fast access to information, centralization of information, flexibility of information retrieval, and reduction of miss-filing. Koontz (2003) also explained that one of the advantages of database storage is that thousands of records can be searched in only few seconds.
2.4.3	Office Communication Skills 
In view of Ayandele and Adeoye (2010), Office communications are central nervous systems of today’s organizations which the secretaries ought to acquire the skills in other to operate them. Office communication include: electronic mail (e-mail), voice mail, bulletins board systems, and facsimile allow organization to send messages in text, video, or voice form or to transmit copies of document and to receive it in seconds, not hours or days such systems transmit and distribute text images in electronic form over telecommunication networks. Office communication system enhances the communications and coordination among work groups and organizations. It also helps to reduce the flow of paper messages, letters, memos, documents, and reports that either flood many offices and postal systems.
Electronic Mail (E-Mail) 
Electronic mail can be defined as a form of information interchange in which messages are sent from one personal computer to another. According to Agomuo (2005), described email as a mechanism for sending messages across a computer network (such as the internet). The text of the message is typed in one computer and then is sent to someone else on the network. The recipient of the message reads it on his or her computer and can then delete the message, file it on the computer, print it, send reply or forward it to other people on the network. Every email user has a mail box into which his or mail is placed in the mail box often within seconds if being sent. The recipient will see the mail next time he checks his mailbox. E-mail is a message sent electronically. Local and wide area network can provide e-mail service to their users. Users who are connected to the internet can send and receive messages all over the world (Oliverio et al, 2007).
Voice Mail 
According to (Oliverio et al, 2007), voice mail is a messaging system that uses computer and telephone to record, send, store, and retrieve voice messages. Most voice mail systems operate 24 hours per day. They are an important communications tool. The author described further that voice mail is a computerized voice messaging system. It has many features that can be modified to meet individual needs. A standard personal computer, a special voice processing card, and voice software are needed, both the sender and the receiver use the telephone push buttons to activate and use the features of voice mail. 

Bulletin Board Systems 
According to Ayandele and Adeoye (2010), bulletin board is a computerized notice board. Bulletin board can be very useful when information needs to be disseminated across the network, or when ideas need to be shared. They are a popular telecommunications services provided by the internet, public information services, and thousands of business organizations, and end users groups. An electronic bulletin board system allows you to post public or private messages that other end users can read by accessing the bulletin board system (BBS) with their computers. Bulletin board system serves as a central location to post and pick up messages or upload and download data files or programs 24 hours a day. A BBS helps end users ask questions, get advice, locate and share information, and get in touch with other end users.
Facsimile Technology 
Facsimile technology skill, often called fax, is ability to sends images (text, photographs, drawings) using telephone or VoIP channels. A fax machine works by combining scanning technology with telephone technology. The sending machine scans a page and encodes (electronically takes a picture of) the data to be sent. The data are transmitted over telephone channels to a receiving fax ((Oliverio et al, 2007). 
This is a system which consist of a fax machine at one end sending a text or graphic message which is automatically received at another end. The sending machine scans the text or graphic and the image is reproduced digitally by the receiving machine. In this way, organizations can send text and graphics from their head office or from branch offices to the head office. 
2.4.4	Internet Based Skill 
Internet based skill is another important area that is required by secretaries to function effectively and efficiently in an ICT-based office. The internet has become the largest and most important network today and has evolved into a global information super high way. In the opinion of Oluwalola (2006), the internet is a global collection of many different types of computers, computer operators and computer networks that are linked together through telephone lines, satellites, microphones, and all other possible devices. The internet is used in- diverse fields, such as business, entertainment, education, communication, medicine, reference, engineering and sports (Okebukola, 2008). 
The internet consists of various categories of network. According to Aliyu (2006), there are: Local Area Network (LAN), Wide Area Network (WAN). 
Local Area Network (Lan) 
A network used to link computers that are close to each other usually within several hundred feet is a local area network (LAN). With a LAN, several computer users can share data files, software, and equipment such as printers or scanners. LANs are peer-to-peer or server-based networks (Oliverio et al, 2007). 
Local area networks consist of a network of computers within a limited geographical area. It is otherwise known as intranet. It may be within a single building, site or neighborhood, or on floors in a high-rise building where computers on each floor are connected to the network through communication media 
Wide Area Network (Wan) 
Wide Area Network is a network of computer that provides long distance transmission of vocal, textual and pictorial data or information over a large geographical area using communication media. WAN may be as simple as link between two LAN’s in adjourning building or a network that link a city, state, country or continent. WAN may cover the whole world in the case of the internet (Oliverio et al, 2007). 
Video conferencing 
Video conferencing is communicating with people at two or more locations using two-way voice and video data. A special conference room equipped with microphones, television cameras, and screens is used to conduct meetings in which data, text, voice, and documents may be exchanged (Oliverio et al, 2007). 
Video conferencing is a phase of electronic conferencing in which a number of users are simultaneously online chatting and discussing. Video conferencing can be used to conduct meetings, seminars, workshops and other activities. In video conferencing, the meetings are conducted in rooms equipped with computers, television camera and receivers with the participants viewing themselves in a television screen. The mechanism involves transmission of graphics through cameras connected to computer in which the participants view themselves as they are engaged in a discussion (Salami, 2009).
Teleconferencing 
Teleconference is a meeting of people in different locations connected by telecommunication systems. Teleconferences can be used to deliver training or exchange information. They can be held to solve problems and make decisions, just as face-to-face meetings (Oliverio et al, 2007). Teleconferencing makes it possible to organize meetings among geographically separated participants thus saving transport cost, travelling risk and time as well as the logistics of scheduling a face to face meeting. Members also express themselves freely without fear (Salami, 2009). The communication system has enabled managers of different bodies or organizations conduct to meetings successfully while staying at different locations. This is because teleconferencing provides wider access to public meetings as well as widens the reaching of the public. The audio interaction makes the discussion to be lively and interesting. For example, telephones with speakers could be used in two or more locations with one or more participants per location to conduct a meeting. 
2.4.5	Desktop Publishing Skills 
Desktop Publishing is an ability to print by combining personal computers and design software to create and edit layouts for producing all kinds of material such as reports, books, magazines, brochures, flyers, and newsletters (Azuka, 2012). The author further stated that desktop publishing is the ability to arrange text and graphics in such a way to effectively communicate ideas, create documents such as advertisements, posters, greetings cards, newsletters and brochures, effectively communicate and attract specific audiences and visually communicate through design, color, sound, and motion. 

Office Management Systems 
They include electronic calendars, electronic mail directories, schedulers, and task management systems. They provide computer-based support services to managers and other professional to help them organize their work activities. Office management software computerizes manual method of planning such paper calendars, appointment books, directories, file folders, memos, and notes. Microcomputer users can get some of the benefits of office management systems by using desktop accessory and personal information manager packages (Ayandele and Adeoye, 2010).

2.5	Challenges Facing Secretaries in the use of Ict- Based Office Information Systems in University of Ilorin 
Secretaries at the University of Ilorin face several challenges in utilizing ICT-based office information systems, which are critical for modern administrative efficiency. The rapid evolution of technology has rendered traditional secretarial roles increasingly obsolete, demanding proficiency in advanced tools like spreadsheets, word processing, database management, and graphic programs, which many secretaries find challenging due to inadequate training. 
Additionally, the lack of consistent in-service training and limited access to modern ICT infrastructure, such as reliable internet and updated hardware, exacerbate the issue, particularly in a developing country context like Nigeria. Security threats, including malicious code, hacking, and system failures, pose significant risks, requiring secretaries to develop technical competencies to mitigate these dangers. Furthermore, the high cost of internet access and intermittent electricity supply hinder effective ICT adoption, leading to reduced productivity and adaptability struggles. These challenges underscore the need for targeted retraining programs and improved infrastructural support to enhance secretaries' effectiveness in ICT-driven environments.
2.6	The Concept Secretary 
The word secretary simply means a person who works in an office and manages the organization. Although a secretary is perceived more as a personal assistant or administrative assistant, the professional secretary is one of the most essential human resources in a business organization because he helps make the wheel of the organization to turn. Secretaries provide the unseen services which make the organizations to prosper. Secretaries according to Ahukannah and Ekelegbe (2008) are classified into four categories: 
i. Professional secretary: 
This is the secretary by reason of training, ethics, orientation and skills. He must be an expert in shorthand writing, typewriting and use of computer and ability to deal with office routine activities. This category (in other words termed as confidential secretary) is the researcher area of concern. 
ii. The Honorary Secretary: 
This is the one who is in charge of the correspondence, records and other business affairs of a society, club and other associations. He is not a professional secretary because he has not acquired the necessary skills/training. 
iii. Private secretary: 
This is an employee who deals with correspondence, keep records and files in the office.
iv. Corporate/company secretary: 
Companies established under the Companies Act 1990 are normally required by the statute to engage the services of a Company Secretary. He/ She takes charge of the administration of the company, as well as functions as secretary to the board of directors. Registrars of government establishment such as polytechnics, universities et cetera are the secretaries of their various institutions who take charge of general administration as well as cover the meetings of their various councils and  produce the minutes. A secretary is a person, whose work consists of supporting management, including executives, using a variety of professional ethics and communication and organizational skills. Word net (2008) defines secretary as a person who assists a member of staff or top management level, and who undertakes a lot of administrative tasks for the smooth running of the office. This definition was confirmed by Wikipedia (2008) where a secretary is seen as a person employed to write orders, letters, dispatch public or private papers, records and the like, an official scribe, one who attends to correspondence and transacts other business for an association, a public body, or an individual. 
The Functions of a Secretary 
A thorough review of the duties and roles perform by secretaries requires a classification or categorization of these functions. This classification allows a better understanding of the job the secretaries perform. For the purpose of this discussion, a number of classifications of function shall be reviewed below. 
Administrative Functions of Secretary 
An administrative function of a secretary involves organizing and controlling the organizational activities in order to achieve the objectives of the organization. It also includes supervision of junior staff and ensuring that schedules of work are being accomplished, directives and assigned tasks completed within the time span, and ensuring that all the materials needed for performing any particular job are available at the right time. Ekwue (2009) advanced that a secretary must perform a variety of secretarial and office management duties, composes, types and files letters and inter-office memos, receives calls and interviews persons calling in office and makes referrals, prepares departmental records and disciplinary notices. Performing any or all of the mentioned duties depicts that a secretary is involved in an administrative function. Odiaua (2010) on his part included some duties like maintaining files and personal records, reviews, organizes and maintains files, monitors  attendance including sick leave, annual leave and vacation leave, compiles and records data for computer files, develops and implements new departmental forms, recommends and implements changes in correspondence sent to public. All these as identified by Odiaua, save time for the executive/boss and make job easier. For secretary to effectively perform these duties, he must be conversant with the policy of the organization.
 Personnel Functions of a Secretary 
The personnel roles of a secretary include membership of interview panels for junior staff and assigning job schedules to staff. It also involves receiving, sorting and distributing mails within the organization, composing replies to correspondences on behalf of the executive, identifying and solving routine and non-routine problems by applying professional skills and techniques in order to develop the variety of ideas and modify situations (Shuaibu, 2009). Secretary relieves his employer the task of determining the organizational staff strength due to the fact that he controls skills inventory, he does manpower forecasting (junior staff) and arrange for the staff selection and assign job schedules. Bashar (2007) stated that skill inventory by a secretary are the assessment of personnel currently within the organization by using skill inventory data card. This determines the staff strengths or otherwise of the organization. On the other hand, he states that manpower forecasting by a secretary is concerned with the determination of manpower needs of the organization. The secretary through this process, estimates the number and types of junior staff currently on the payroll who will be available in the future (that is taking note of retirement, possible death and other opportunities in the environment); and determining the number of staff that would be recruited externally. 
 A mail service in form of incoming and outgoing mails is another important personnel role of a secretary. Ikelegbe and Miller (2011) opined that secretary must be conversant with the rules of incoming mails/correspondences, rules/procedures for outgoing mails and ability to compose replies on behalf of their executives on any matter. 
 Records Keeping Functions 
Another fundamental function of a secretary is records keeping. Records of staff, assets, impress et cetera must be properly kept for future references or until when they are needed. Aminu (2009) maintained that secretary is responsible for establishing and maintaining his organizational records and documents including meeting minutes, reports and other important documents. Where necessary, he must create appropriate and logical filing systems to ensure that organization’s needs are easily accessible by the relevant staff and/or members. Proper filing of documents constitutes other record keeping roles of a secretary. A popular adage states that “we file to find and not to file away” should always be the genesis of a secretary. 
Amavu (2009) stated that the position of a secretary is key to an organization’s success. The role of filing document requires commitment, abilities and enthusiasm. The secretary has the primary responsibility of maintaining good filing system capable of providing an accurate data/information needed at any point in time. In present day office works, records could be maintained manually, that is in a file folder and stored in file cabinets, or computerized system, where records of the organizations are stored in computers and flash drives. Secretaries in modern offices even maintain web sites for the organization. Moreover, a secretary maintains organizational history and procedures. Frank (2009) stated that secretary serve as the central repository of information for his respective organization, given their exposure to and attendance at, most if not all of the meetings held. 
The secretary must therefore be knowledgeable in his organization’s history, by-laws, leadership and other policies and procedures. He may also maintain an up dated list of all staff and members, their contact information and other data relevant to the organization’s mission. Secretaries opportune to serve in multi-national companies, apart from all the record roles mentioned above, are also responsible for keeping all official records. Harding (2005) stated that secretaries keep the following official records: indemnities, service contracts debenture holders, registers of directors, register of members and records of resolution. He maintains that secretaries must adopt effective records and administration which includes keeping up-to-date contact details that is names, addresses and telephone numbers for management committee, filing minutes and reports, compiling lists of names and addresses that are useful to the organization, including those of appropriate officials or officers of voluntary organizations, keeping record of the organizations activities and keeping a diary of future activities. 
May (2007) described meeting “minute template” as a sort of a standardized minute content used in retrieving information and helping to reduce error. He maintained that it has three sections as follows: 
i. Logistics: includes date, time, list of those present and absent, name of the meeting chair and recorder of the minutes; 
ii. Minutes: a place where the actual minutes are noted.
iii. Actions: completed as the minutes are written and includes a list of the actions committed to during the meeting with columns for actions to be taken, person’s responsible, time lines and dates completed. Every organization needs a secretary who is committed, determined and courageous due to the fact that record keeping is a tedious work. The secretary must have a good writing, note-taking, summarizing and public speaking skills as well as some knowledge of procedures. Kauchal (2006) maintained that secretaries are responsible for ensuring the following record keeping tasks:

a) Keeping an accurate set of minutes of each meeting in the records of the organization. 
b)   Keeping an up-to-date membership list. 
  		 c) Keeping a list of all committees and members.
 d) Handling the organization’s correspondence, distributing minutes to members and notifying them of coming meeting. 
e) Keeping necessary files for the organization’s archives
  Human Relations Functions 
Ahukannah and Ugoji (2009) defined human relations as the relationship which subsists among people employed and working in an organization. A human relation depicts the formal and informal activities and relationships resulting from the interaction of two or more people in an organization. It determines the degree of team spirit among workers. A secretary must be conversant and apply human relations in carrying out his duties due to its importance as advocated by Ahukannah and Ekelegbe (2008) that human relations promotes team spirit and serves as an important tool for harmony and a great source of strength to the organization. It enhances staff motivation resulting in high productivity. It also creates and sustains job satisfaction thereby reducing absenteeism, truancy and inefficiency and promotes discipline among staff and checks conflicts. 
Administration 
According to Eksteen in Makhura (2001), administration refers to those functions required for effective organization of business; the office in particular ensures smooth day-to-day operations of an organization. Administration is the act of getting things done through others to achieve an objective. It can be seen as the pillar upon which all the activities rotate in any organization. The success or failure of any organization or local government depends largely on the quality of administrative machinery put in place by the organization or local government. Administration involves all the activities and efforts of the local government authorities in the local government to ensure the achievement of the goals of making good use of ICT-based office skills required by secretaries. 
This definition implies that administration involves not just implementation of policies and programmes of an organization but also its day-to-day functioning. In the same vein, Hartzell (2005), administration is basically an organization process concerned with the implementation of objectives and plan and internal operator efficiency. 
Keeling in Makhuru (2001), stated that administration is concerned with the performance of executive duties, the carrying out of policies and decisions to fulfill a purpose and the controlling of the day-to-day running of an organization. The author further stated that administration involves the control of office activities, and related administrative activity. It is the organization and use of men and materials to accomplish a purpose. 










CHAPTER THREE
METHODOLOGY
	In this chapter, the researcher would carefully explain the process on how data was collected and analyzed.
3.1	Instrument Used
	The data for this research work was obtained through the use of questionnaire developed by the researcher for the purpose of data collection. Copies were produced and later distributed at the researcher's case study; other relevant Information was gotten from related literature and records.
3.2	Population of the Study 
	The population of the study comprises of secretaries in University of Ilorin. There are a total number of 30 of both senior and junior secretaries selected from the case studies.
3.3	Sample and Sampling Techniques 
	The researcher used all the total population as sample since the total number of populations is sizeable to manage for the study. 
3.4	Distribution and Collection of Data
	The questionnaires designed were distributed by hand personally by the researcher. Thirty copies of the questionnaire were distributed to the secretaries at University of  Ilorin. The researcher went back after one week to retrieve all the questionnaire. 
3.5	Reliability 
	The researcher first tested the instrument in order to make sure the instrument elicited the desired responses from the respondents. The instrument used in this research work is reliable, as the question method will reveal information from the case study.
3.6	Validity 
	In order to be sure that the instrument measures what it is supposed to, it was given to two lecturers in Office Technology and Management Department. These lecturers critically examined the items of the instrument with respect to their fitness for the purpose of this study and accepted its use for the study. The researcher went back after one week to retrieve all the questionnaire.
3.7	Method of Data Analysis
	The data collected through the questionnaire were analyzed manually, using tables and percentages to explain the analysis. The analyses are presented in the next chapter.


CHAPTER FOUR
DATA ANALYSIS
4.1	Introduction
	This chapter deals with the data presentation and analysis as a result of data collected through questionnaire that was sent out.
	For the purpose of the clarity and accuracy, the analysis has been done in tabular forms which are listed below
4.2	Results
Table 4.1:	Information and Communication Technology skills is an indispensable tool for secretary in every organization
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	25
	83

	Agree
	05
	17

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 1 showed that 25 (83%) of the respondents strongly agreed, while 5 (17%) agreed, none of the respondent disagreed and none strongly disagreed respectively. 
	In researcher opinion, it indicated that Information and Communication Technology skills is an indispensable tool for secretary in every organization
Table 4.2:	Information and Communication Technology skills have become an integral part of every secretary.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	34

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 2 showed that, 20 (67%) of the respondents strongly agreed, 10 (34%) agreed, none disagreed and none strongly disagreed respectively. 
	In researcher option, it showed that Information and Communication Technology skills have become an integral part of every secretary.

Table 4.3:	Secretaries experience more achievement with the practice of Information and Communication Technology Skills
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	34

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 3 showed that, 20 (67%) of the respondents strongly agreed, 10 (34%) agreed, none disagreed and none strongly disagreed with the statement that secretaries experience more achievement with the practice of Information and Communication Technology Skills. 
	This implied that secretaries experience more achievement with the practice of Information and Communication Technology Skills.

Table 4.4:	Information and Communication Technology skills plays significant role in the improvement of the secretary skill in office work
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	26
	87

	Agree
	04
	13

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 4 revealed that, 26 (87%) of the respondents strongly agreed, 4 (13%) of the respondents agreed with the statement that Information and Communication Technology Skills plays significant role in the improvement of the secretary skill in office work, while none disagreed and none strongly disagreed with the statement respective. 
	This implied that information and communication technology skills play significant role in the improvement of the secretary skill in office work.

Table 4.5:	Information and Communication Technology are the bedrock for the survival and development of any organization in a rapidly changing global environment.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	15
	50

	Agree
	15
	50

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 5 above indicated that, 15 (50%) of the respondents strongly agreed, while 15 (50%) agreed, and none disagreed and none strongly disagreed with the statement that Information and Communication Technology are the bedrock for the survival and development of any organization in a rapidly changing global environment. 
	This implied that Information and Communication Technology are the bedrock for the survival and development of any organization in a rapidly changing global environment.

Table 4.6:	The adoption of Information and Communication Technology skills in an organization saves time and reduces stress of secretary.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	15
	50

	Agree
	15
	50

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 6 showed that, 15 (50%) of the respondents strongly agreed, while 15 (50%) of the respondent agreed that adoption of Information and Communication Technology in an organization saves time and reduce stress of secretary and none of the respondent disagreed and strongly disagreed with the notion. 
	The above table analysis showed that adoption of Information and Communication Technology in an organization saves time and reduce stress of secretary.

Table 4.7:	Effective Service Delivery of secretary has been transformed from grass to grace with the use of Information and Communication Technology skills.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	33

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 7 revealed that, 20 (67%) of the respondents strongly agreed, while 10 (33%) of the respondent agreed, while none of the respondent disagreed and strongly disagreed that effective service delivery of secretary has been transformed from grass to grace with the use of Information and Communication Technology skills. 
	This implied that effective service delivery of secretary transformed from grass to grace with the use of Information and Communication Technology skills.

Table 4.8:	Information and Communication Technology are technologies which facilitates the secretary to share knowledge and information.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	23
	77

	Agree
	07
	23

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	 Table 8 revealed that 23 (77%) of the respondents strongly agreed, while 7 (23%) of the respondent agreed, and none of the respondents disagreed and strongly disagreed that Information and Communication Technology are technologies which facilitates the secretary to share knowledge and information. 
	From the analysis this showed that Information and Communication Technology are technologies which facilitate the secretary to share knowledge and information.

Table 4.9:	There are significant changes in an organization that can be traced to Information and Communication Technology Skills.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	33

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 9 showed that, 20 (67%) of the respondents strongly agreed, while 10 (33%) of the respondent agreed that there are significant changes in an organization that can be traced to Information and Communication Technology Skills and there was no response for disagreed and strongly disagreed. 
	This implied that there are significant changes in an organization that can be traced to Information and Communication Technology Skills. 

Table 4.10:	Information and Communication Technology skills have made it possible to quickly find and distribute information within and outside of an organization.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	07
	23

	Disagree 
	03
	10

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 10 above revealed that, 20 (67%) of the respondents strongly agreed, while 7 (23%) of the respondent agreed, and 3 (10%) of the respondents strongly disagreed with the statement that Information and Communication Technology Skills has made it possible to quickly find and distribute information within and outside of an organization. 
	It is therefore concluded that Information and Communication Technology Skills has made it possible to quickly find and distribute information within and outside of an organization. 

Table 4.11:	Secretary should be provided training that will build Information and Communication Technology skills and competence needed for the implementation of information and knowledge based on working environment.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	23
	76

	Agree
	05
	17

	Disagree 
	02
	7

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 11 above revealed that, 23 (76%) of the respondents strongly that secretary should be provide training that will build Information and Communication Technology skills and competence needed for the implementation of information and knowledge based on working environment while 5 (17%) agreed, and 2 (7%) disagreed with the statement. 
	This implied that secretary should be provide training that will build Information and Communication Technology skills and competence needed for the implementation of information and knowledge based on working environment. 

Table 4.12:	Information and Communication Technology has improved the skills of secretary and prepare them for the global economy and information society.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	33

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 12 above showed that, 20 (67%) of the respondents strongly while 10 (33%) agreed that Information and Communication Technology has improved the skills of secretary and prepare them for the global economy and information society. No respondents on disagreed and strongly disagreed respectively. 
	This implied that Information and Communication Technology has improved the skills of secretary and prepare them for the global economy and information society.

Table 4.13:	Most organization now invests in Information and Communication Technology to gain competitive advantages.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	33

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 13 above revealed that, 20 (67%) of the respondents strongly agreed while 10 (33%) of the respondents agreed that most organization now invests in Information and Communication Technology to gain competitive advantages. No respondent on disagreed and strongly disagreed respectively. 
	This implied that organization invests in Information and Communication Technology to gain competitive advantages.

Table 4.14:	Information and Communication Technology Skills are used by secretary to perform various task.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	30
	100

	Agree
	00
	0.00

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 14 showed that, 30 (100%) respondents strongly agreed, and none of the respondent disagreed, and strongly disagreed with the statement that Information and Communication Technology skills are used by secretary to perform various task. 	This implied that Information and Communication Technology skills are used by secretary to perform various task. 

Table 4.15:	The adoption of Information and Communication Technology skills reduced the working rate of secretary in an organization.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	30
	100

	Agree
	00
	0.00

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 15 above indicated that, 30 (100%) of the respondents strongly agreed, while none of the respondents disagreed, and strongly disagreed that adoption of Information and Communication Technology skills reduced the working rate of secretary in an organization. 
	From this analysis this showed that adoption of Information and Communication Technology skills reduced the working rate of secretary in an organization.

Table 4.16:	The daily business operation obviously cannot survive without the application of Information and Communication Technology.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	23
	77

	Agree
	07
	23

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 16 showed that, 23 (77%) of the respondents strongly agreed, while 7 (23%) of the respondents agreed, and none of the respondent disagreed, and none strongly disagreed with the statement that daily business operation obviously cannot survive without the application of Information and Communication Technology. 
	This implied that daily business operation obviously cannot survive without the application of Information and Communication Technology.

Table 4.17:	Information is a key resource for every secretary to achieve their objectives.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	20
	67

	Agree
	10
	33

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 17 above revealed that, 20 (67%) of the respondents strongly, while 10 (33%) agreed, none of the respondents disagreed, and strongly disagreed with the statement that Information is a key resource for every secretary to achieve their objectives. 
	From this analysis this showed that Information is a key resource for every secretary to achieve their objectives. 

Table 4.18:	Information and Communication Technology skills is the basic tools and language that secretary needed to carry on any given task in the office.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	25
	83

	Agree
	05
	17

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 18 above showed that, 25 (83%) of the respondents strongly while 5 (17%) of the respondents agreed, and none of the respondent disagreed, and strongly disagreed with the statement.	
	This showed that Information and Communication Technology skills is the basic tools and language that secretary needed to carry on any given task in the office.

Table 4.19:	It is very difficult to image how any secretary could operate during this time without the application of Information and Communication Technology Skills.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	30
	100

	Agree
	00
	0.00

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	Table 19 showed that, 30 (100%) of the respondents strongly agreed, and none of the respondents disagreed, and strongly disagreed with the statement that it is very difficult to image how any secretary could operate during this time without the application of Information and Communication Technology Skills. 
	This implied that it is very difficult to image how any secretary could operate during this time without the application of Information and Communication Technology Skills.

Table 4.20:	With the innovative devices like laptops and notebooks, computer is ready to accompany you wherever you go.
	Options
	No of Respondents
	Percentage (%)

	Strongly agree
	26
	87

	Agree
	04
	13

	Disagree 
	00
	0.00

	Strongly disagree
	00
	0.00

	Total
	30
	100


Source: Researcher’s fieldwork, 2025
	 Table 20 above revealed that 26 (87%) of the respondents strongly agreed, while 4 (13%) of the respondents agreed, and none of the respondent disagreed and strongly disagreed with the statement. 
	This showed that innovation devices like laptops and notebooks, computer is ready to accompany you wherever you go.
	




CHAPTER FIVE
SUMMARY, RECOMMENDATIONS AND CONCLUSION SUMMARY
5.1	Summary
Based on the result the interview conducted, the analysis made in section 4 of the previous chapter and the observation of the researcher the following finding were made:
That secretary’s acknowledge the introduction of information and communication to the profession as a challenge and that computer is inevitable to their present day job. 
That the application of computer to organization practice has added to the increase in productivity of workers.
	That most secretaries have a little knowledge of computer operation and this knowledge is only acquired usually by course, seminars, and workshops and through institution of learning. 
	That organization should adopt computer system extensively and machine but should check that employees do not becomes reluctant and machine inclined.
5.2 Conclusion
	The findings of this project indicated that information communication can be use as a strategy for organization efficiency. As the entire world is soaring into highly and economically sophisticated era, the extensive use of information technology in an organization cannot be overthrown, hence there is no reason why an organization should not adopt themselves to the challenges of the present job if they could adapt to that of the past.
	Undauntedly, internet technology has added an exciting new dimension to the world of business. Although information communication technology acquisition and installation could be very expensive, it is proved that most organization still manage to install ict into their system, which have led to improved services and operations in their organization. Also, there is need for all secretaries in all organization to acquire knowledge of the use of internet to improve their services and to serve as a strategy for organization efficiency. More importantly secretaries are the backbone of any organization depends on them, so there is need for all secretaries to undergo training on the use of computer in their practices. 
5.3	Recommendations
	In the light of the above findings, the researchers make the following recommendations that would help in organization efficiency.
	There should be qualified secretarial workers with the knowledge of internet operation to achieve the desired goals.
	The right person should be given the right post in the organization.
	Changes that affect the impact of internet generally and secretarial workers in particular should be taken into consideration by the organization and co-workers.
Secretarial workers affaires should be handled utmost confidentially. Regular seminars should be arranged to sentisitized secretarial workers on the need for the internet to improve friendly services to customers.
	Lastly, the use of mass media such as taking minute of the meeting and arranging for meetings etc. in repositioning the organization create awareness to the public should be intensified through the use of internet instead of manually awareness of the meeting and any other activities that takes place within the organization with the help of the secretary.  
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APPENDIX I

KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear Sir/Ma, 
Research Questionnaire
	Please kindly respond to this questionnaire designed for collection on the project topic title “IMPACT OF INFORMATION AND COMMUNICATION TECHNOLOGY SKILLS ON THE SERVICE DELIVERY OF SECRETARIES”.
[bookmark: _GoBack]	Your response will go a long way to success of the project and also create a better understanding of this work as embarked on and be rest assured that your responds will be treated in almost confidential.
	Thanks for your co-operation    

Yours faithfully,

							FATIAH ISHAQ ALAKE
							ND/23/OTM/PT/0036



APPENDIX II

KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear sir/Ma, 
QUESTIONNAIRE
I shall be grateful if you could kindly complete the questionnaire designed for data collection on research title: IMPACT OF INFORMATION AND COMMUNICATION TECHNOLOGY SKILLS ON THE SERVICE DELIVERY OF SECRETARIES. You are requested to tick (  ) the correct answer in the appropriate places provided. All information supplied will kept confidential as the data is for academic purpose only.
Thanks for your cooperation.

Yours faithfully,

						FATIAH ISHAQ ALAKE
						ND/23/OTM/PT/0036


QUESTIONNAIRE
1.	Information and Communication Technology skills are an indispensable tool for secretaries in every organization.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
2.	Information and Communication Technology skills have become an integral part of every secretary’s role
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
3.	Secretaries experience more achievement with the practice of Information and 	Communication Technology skills.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
4.	Information and Communication Technology skills play a significant role in 	the improvement of secretaries’ skills in office work.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
5.	Information and Communication Technology is the bedrock for the survival and development of any organization in a rapidly changing global environment.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
6.	The adoption of Information and Communication Technology skills in an 	organization saves time and reduces the stress of secretaries.	
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
7.	Effective service delivery of secretaries has been transformed from grass to 	grace with the use of Information and Communication Technology skills..
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
8.	Information and Communication Technology are technologies that facilitate secretaries to share knowledge and information.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
9.	There are significant changes in an organization that can be traced to Information and Communication Technology skills.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
10.	Information and Communication Technology skills have made it possible to 	quickly find and distribute information within and outside of an organization
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
11.	Secretaries should be provided training that will build Information and 	Communication Technology skills and competence needed for the 	implementation of information and knowledge based on the working 	environment.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
12.	Information and Communication Technology has improved the skills of secretaries and prepared them for the global economy and information society.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
13.	Most organizations now invest in Information and Communication Technology to gain competitive advantages.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
14.	Information and Communication Technology skills are used by secretaries to perform various tasks.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
15.	The adoption of Information and Communication Technology skills reduces 	the working rate of secretaries in an organization.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
16.	The daily business operation obviously cannot survive without the application of Information and Communication Technology.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
17.	Information is a key resource for every secretary to achieve their objectives.	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
18.	Information and Communication Technology skills are the basic tools and language that secretaries need to carry out any given task in the office.	
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
19.	It is very difficult to imagine how any secretary could operate during this time 	without the application of Information and Communication Technology skills
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )
20.	With innovative devices like laptops and notebooks, computers are ready to 	accompany secretaries wherever they go.
	(a) Strongly Agree (  )			(b) Agree (   ) 
	(c) Disagree (   ) 				(d) Strongly disagree (    )


