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Chapter One
Introduction
1.1	Background Information to the Study
The management of an organization requires the combination of different departments' efforts, corroherating in techniques and skills to achieve a purported goal. People in each of those departments that consist of different professionals in related fields of human endeavor also must unite in skill and knowledge that will help them discharged their duties dutifully.
As an organ in an organization, a secretary, in respect of her functions should be someone with immense skill as it is these skills that will help her to be effective in her line of duty. In time past, secretaries were seen as passive employee of an organization. In fact, some even question the essense of secretaries because they believe a secretary's job can be done by any other employee. However today, it's a different story as the functions of a secretary have progressed from only secretarial duties to managerial function.
The 21st century organization's demands had made it imperative that secretaries possess certain skills, other than regular secretarial skills, in other to be viable for hire and to perform effectively.
Secretarial profession is an indispensable profession. The profession is often referred to as the (Heart) of the organization and the live wire of any establishment. In the past, secretaries were known as ordinary typist, receptionist who received visitors and person who took down dictation and later reproduced it in mail able form. Today, technology has made tremendous changes in secretarial duties and functions.
In companies, the gap between the old and modem secretaries is one that can never be under estimated because of technological advancement. The use of manual typewriter has been replaced with electronic one its advantages for more speed and accuracy in the performance of a secretary's work. Duties which require much human energy and time are now done with the press of a button. The training secretary acquired should enable her perform the following duties and functions such as; setting up meetings, preparing agenda, organizing briefing sessions, seminars and conferences. Sourcing vital information, organizing company public relations and operating several office machines. Secretaries should also acquire skills of good communication, human relation, good education background and personal qualities. All these are part of the essential skills needed for secretarial effectiveness.
One of the national education goals is principally, the acquisition of appropriate skills and the development of mental, physical and social abilities and competencies as equipment for the individual to leave in, and contribute to the development of the society.
Every worker in an organization is responsible to perform certain duties in a coordinated form in order to achieve organizational goals and objectives. It is however essential that all these workers understand in clear term what and what to do as to fulfill their share of organization responsibilities. In the case of secretary, there are certain traditional duties to be performed which if not judiciously carried out may serve as an impediment in the realization of organization objective and also establish the ineffectiveness of such secretary.
Secretaries’ play a vital role in the smooth operation of organizations, providing administrative, support to executives, managers and teams. Their responsibilities range from managing schedules and correspondences to handling confidential documents and providing technical support.
In a typical work setting, a secretary, according to her profession performs clerical duties such as documentation, typing letters and memos, taking dictations, attending to clients, organizing meetings and so on. However, nowadays things have changed: duties of the secretary have expanded from being a mere typist to a manager. In this 21st century secretary are essential agents in the management of an organization due to the managerial duties they sometimes perform. It is upon this assertion that the researcher intends to look at an Appraisal of Essential Skills on Effectiveness of the Secretaries
1.2 	Statement of the Problem
The indifference and casual manner displayed by some secretaries in organizations to customers and clients of the organization denote that they are not effective in the performance of their duties and that they are lacking in skills needed for performance of duties. Some dress shabbily while some speak to customers unprofessionally. A good and effective secretary is one who knows her duties and possesses the needed skills to enhance effective delivery of service.
Despite their importance, secretaries often face challenges in performing their duties effectively. This can lead to inefficiencies, errors, and poor service delivery. The problem lies in identifying the essential skills required for secretary to excel in their roles. Therefore, this research is carried out on critical Appraisal of Essential Skills on Effectiveness of the Secretaries project is done to distill literature in the area of skills needed by secretaries for effectiveness in a 21st century organization.
1.3	Objectives of the Study
The general objective of the study is the Appraisal of Essential Skills on Effectiveness of the Secretaries.
The specific objectives of this study are to:
i. ﻿﻿﻿Identify the essential skills required for secretaries to be effective
ii. Determine the impact of these skills on secretarial performance
iii. Investigate the challenges faced by secretaries in acquiring and utilizing these skills
iv. The communication ability of secretaries is essential skills needed for secretarial effectiveness
v. Examine the relevant of the essential skills to the performance of secretary in an organization.



1.4	Research Questions
The study attempt to find answers to the following research questions:
i. What are the essential skills required for secretaries to be effective in their roles?
ii. How do these skills impact the performance of secretaries?
iii. What challenges do secretaries face in acquiring and utilizing these skills
iv. What is the extent of communication ability of a secretary being essential skill needed for secretarial effectiveness?
v. What are the relevant of the essential skills to the performance of secretary in an organization?
1.5 	Significance of the Study
It is expected of a researcher that the findings of this study will be beneficial to the following people; It will be of great benefit to secretaries to identifying the essential skills required for their roles, which will enable them to develop their skills and knowledge that will improve their performance and productivity and enhance their career prospects and job satisfaction. 
This will benefit them from understanding the essential skills required for secretarial effectiveness, which will enable them to manage and supervise secretaries and administrative assistants more effectively and develop training programs to enhance secretarial performance. They will benefit from understanding the essential to develop effective recruitment and selection processes and design targeted training and development programs that will improve performance management and appraisal processes. 
It will be of great benefit to employers by having effective secretaries and administrative assistance, which will enable them to improve overall performance and productivity that will enhance customer service and client relationships.
1.6.	Delimitation
The scope of this study will be narrowed to the Appraisal of Essential Skills on Effectiveness of the Secretaries. No attempt will be made to go beyond this span.
1.7.	Limitations
The major issue that limited this study were retrieving information from respondents who in the regard are busy people in their various duties. Another constraints are inadequate time and financial difficulties. 
However, all possible best was made to ensure that these do not impact negatively on this research work.
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2.1	Introduction
The management of an organization requires the combination of different departments' efforts, corroborating in techniques and skills to achieve a purported goal. People in each of these departments that consist of different professionals in related fields of human endeavor also must unite in skills and knowledge to attain their objective.
Therefore, it is essential that each of these workers possess needed skills and knowledge that will help them discharge their duties dutifully.
As an organ in an organization, a secretary, in respect of her function should be someone with immense skill as it is these skills that will help her to be effective in her line of duty. In time past, secretaries were seen as passive employee of an organization. In fact, some even question the essence of secretaries because they believe a secretary's job can be done by any other employee. However today, it's a different story as the functions of a secretary have progressed from only secretarial duties to managerial function.
The 21st century organization's demands had made it imperative that secretaries possess certain skills, other than regular secretarial skills, in other to be viable for hire and to perform effectively
2.2 	Concept of a Secretary
According to George (2012), the meaning of a secretary can be summarized as follows; SECRETUM is a Latin word which means secret or SECRETARIUS which means someone who was entrusted with a secret to keep. So, a secretary is someone who should be able to store and keep a secret (in this context, the discussion is centered on confidential corporate, office secrets).
Fola (2014) described secretary in two general sense, firstly a secretary is a person who works on another person to assist in the correspondence, and paperwork, also assisting in getting information and other confidential matters. Secondly a secretary is an appointed employee by the company directly or union to do the correspondence, and maintain the documents especially those dealing with the company. The conclusion is that a secretary is a person who can be trusted to hold the secrets of business or office in addition to working as an officer in the company.
Jennings (2012), Igwe (2013), Oni (2014) and Ugiagbe (2015) adopted the definition of the National Secretaries Association (International) in Adebayo (2012) as follows an assistant to an executive, possessing mastery of office skills and ability to assume responsibility without direct supervision, who displays initiative, exercises judgment, and makes decisions within the scope of his/ her authority.
The secretary has direct contacts with people who visit the office for one transaction or the other and their contact with the secretary can make or mar their relationship with the organization.
Boladele (2014) while quoting, Winter (2012) expressed that a secretary is a warm, endlessly helpful and understanding individual whose sole aim is to alleviate, solve, prevent or soften problem workload and upsets for his or her executive. He/she is the means by which the executive initiates, handles and complete a project.
The above definition underscores the fact that inter-working relationship between the secretary and the organizational executive must be excellent for the organization to prosper and succeed. George (2012) identifies the secretary's responsibilities to include; taking dictation and transcribing it into correspondence which is at once dispatched to its business destination. He highlights some forms of these correspondences to include: letters, memos, circulars, orders, quotations, acceptances, contractual terms, conditions, and invitations, etc. Each of these items he claimed will invoke a response from the addresses, who will perhaps order materials, proceed to manufacture, insure cargoes, book hotels or engage in some other expensive activity which forms part of the intricate network of business life. Therefore, the secretary must be accorded some respect with reference to these heavy functions that serves as the base for the success of the organization.
From the foregoing definitions and explanations, the office secretary provides the human element in the rapid and constant flow of information of today's business work. Jane (2012) stressed that as executives deal with problems that cannot be solved in a routine way, they are involved in developing policies, making decisions, projecting for future operations, planning and organizing new project. The secretary must be of great assistance by using her expertise to assist her executive. Thus, an effective secretary is the backbone of the executive as he/she makes is work lighter and relieves him/her of certain duties that creates the room for him/her to have time to engage in other productive ventures of the organization thereby contributing to its prospects and success.
Ehiametalor (2012) as quoted by Adebayo, Laael, and Isiaq (2014) stressed that "the secretarial vocation is providing challenging job after graduation to beneficiaries by offering them a wide variety of occupational areas to work. This is because rather than office automation replacing the secretary, it has brought new challenges to the secretarial work that have enlarged and enriched it". This suggests that the training of secretaries must reflect the challenges and experiences in the world of work.
Secretaries are organizational employees who carryout official duties with a good sense of relativity and the realization of organizational goals, knows and performs duty in order of importance and by keeping abreast with colleagues, the boss and the customers thereby maintaining a cordial relationship amongst members of the organization, enhancing organizational effectiveness as well as boosting the image of the organizations to the public.
Office managers and administration assistants are employed in organizations of every type. They are employed in firms providing services ranging from education and health to legal and business services. Others work for firms engaged in manufacturing, construction, wholesale, retail trade, transportation, communication, banks, insurance companies, investment firms, and real estate firm are also employers, as well as federal, state and local government agencies. These non-restrictive natures of office managerial service provide its recipients with wide access to job employment opportunities and also require them to be knowledgeable and vast in experience
From the pervasive nature of office managerial services provided by secretaries, it is clear that technological innovations have transformed the organizations, thereby increasing the number of work load, demands for secretaries and job opportunities available to professional secretaries that are vast in managerial and office management capabilities.
Judging from the relevance of this profession to the society at large, the demand for this category of staff would continue to be on the increase and the increasing technological innovations in today's modern business will not at any time replace people with good secretarial skills. Rather, it would assist them to be more dynamic and resourceful to meet tomorrow's needs by over-coming the challenges of today.
2.3 	Secretary's Responsibilities in an Organization
Every worker in an organization is responsible to perform certain duties in a coordinated form in order to achieve organizational goals and objectives. It is however essential that all these workers understand in clear term what and what to do as to fulfill their share of organization responsibilities. In the case of a secretary, there are certain traditional duties to be performed which if not judiciously carried out may serve as an impediment in the realization of organization objective and also establish the ineffectiveness of such secretary.
In a typical work setting, a secretary, according to her profession performs clerical duties such as documentation, typing letters and memos, taking dictations, attending to clients, organizing meetings and so on. However, nowadays things have changed. Duties of the secretary have expanded from being a mere typist to a manager. In this 21st century, secretaries are essential agents in the management of an organization due to the managerial duties they sometimes perform. According to George (2012) and Ozean Journal of Social Sciences (2013), here are some functions perform by secretaries in an organization;
i. Diaries and Appointments: An effective secretary is the communication center for the effective coordination of his department and its inter-relation with the work of the rest of the organization. His ability to control his executive's diary is of primary importance. He must supervise his appointment and assist the executive to proceed speedily to a fruitful conclusion by ensuring that he is supplied with everything needed to make a sound decision. The other activities of the day should be scheduled to revolve around the appointments so that each day's programme will be planned to allow the time necessary to receive visitors, settle them down before the appointment. He must liaise with the executive to know his policy regarding appointment, so that he can get on with other work.
ii. Meetings: According to George (2012) in modern business the meeting is one of the most important parts of procedure. It is in some of these meetings that important decisions are taken. Before a meeting is held the secretary has many duties to perform. In particular, he must arrange the date, time and venue in consultation with the chairman, prepare notices to be sent out to all those who should attend and draw up the agenda and minutes of previous meeting for approval by the chairman before circulation. The secretary will usually take down minutes of the meeting in one of three forms. The first is verbatim, where everything is recorded word for word. The second method is to record conclusions only, so that the discussion that took place, the motions proposed and seconded, etc are not recorded. The third method is to record a concise summary of the discussion and the conclusion arrived at.
iii. Relations with Members: It is also the responsibility of a secretary to ensure that the interests of members, employees and other stakeholders are in the board's mind when important business decisions are being taken during meetings and discussions.
iv. Attending to Visitors: It is part of the roles of a secretary in an organization to attend to visitors who might be prospective customers of the organization. They are to make sure they are well attended to because it might be their first time of visiting and first impression they say last longer. So they are to make them comfortable and at ease with warm welcoming remarks and gestures before asking the reason for their visit.
v. Typing of Documents: Secretaries are traditionally and functionally responsible for the proper documentation of organizational correspondence. The typing and documenting of letters, memos and circulars meant for the use of the organization should be properly and professionally done for easy retrieval when needed.
2.4	Essential Skills Needed by Secretaries in an Organization
Many employees, although highly motivated and confidence, are not competent simply because they do not have the skills needed of them to perform at optimum. Skills play a major role in individual behavior and performance in real life and work life. An employee who is skillful will surely be competent enough to perform adequately within his professional scope. It is most essential for job seekers to equip themselves with relative skills which have lots to do with the kind of job they are seeking employment.
According to Ifeolu (2013), "skills are task-related competencies, such as the skill to operate a computer, or the skill to clearly communicate a group mission and goals." Analyzing the above statement one can say skills are abilities, traits (innate or learned) that allows a person to do something mental and physical effectively. Skills can be likening to the knowledge one that, enables one to perform a certain task ordinarily can't be done by just anybody because of its technicality or professionalism.
In the case of secretaries, there are certain skills needed to perform most effectively in an organization. These skills are categorizing into two types namely; hard skills and Soft skills.
Hard Skills
These can be defining as the certificates or degrees earned in an attempt at gaining knowledge. They are the physical evidences of knowledge acquisition which are tenable in pursuit of additional knowledge, vocations or job.
It is very essential for a secretary to acquire such hard skills in order to gain prominence in one's field of work. A good secretary who wishes to be effective in the performance of her duties must first acquire hard skills so that she will be differentiated from a mere typist. Such hard skills include; Certificates, Degrees, and Diplomas etc, in relevant courses. They are the credentials one acquired during the course of education or trainings and are technical in nature.
As a secretary, such skills must be related to her clerical nature of work. Like B.sc., HND, OND, NCE in Secretarial studies or Office Technology and Management.
Soft Skills
Soft skills are the character traits and interpersonal skills that characterize a person's relationships with other people. In the workplace, soft skills are considered a complement to hard skills, which refer to a person's knowledge and occupational skills. Sociologists may use the term soft skills to describe a person's "EQ" or "Emotional Intelligence Quotient" (as opposed to "IQ"). Soft skills have more to do with who we are than what we know. As such, soft skills encompass the character traits that decide how well one interacts with others, and are usually a definite part of one's personality.
Whereas hard skills can be learned and perfected over time, soft skills are more difficult to acquire and change.
The soft skills required for a secretary, for example, would be communication, motivation, empathy, understanding, active listening and time management. Alternatively, the hard skills necessary for a secretary would include a vast comprehension of filing system, the ability to take down minutes of meeting, ability to take dictations, typing skill at a relative speed with accuracy, and technological alertness.
Degrees and credentials are important, but the development of soft skills, skills that are more social than technical are a crucial part of fostering a dynamic workforce and are always in high demand. Soft skills are general skills like the ability to accept feedback, work collaboratively, manage your time, etc. These are skills that will help you in a wide range of jobs, not just the target job you're applying for. Here are top ten soft skills in demand for today's job market:
i. Communication Skills: It's more than just speaking the language. Communication skills involve active listening, presentation as well as excellent writing capabilities. One highly sought- after communication skill is the ability to explain technical concepts to partners, customers and coworkers that aren't tech savvy.
ii. Computer and Technical Literacy: Almost all jobs nowadays require basic competency in computer software, but many job seekers fail to provide this section because they think it's implied. if computer skills are relevant to your field, insert a "Technical Skills" or "Systems Proficiencies" section to your resume.
iii. Interpersonal Skills: The ability to work in teams, relate to people and manage conflict is a valuable asset in the workplace. This skill is important to get ahead-and as you advance in your career, the aptitude to work with others becomes even more crucial. Personal accomplishments are important on your resume, but showing that you can work well with others is important too.
iv. Adaptability: Don't underestimate the ability to adapt to changes and manage multiple tasks. In today's technology driven and rapidly evolving business environment, the ability to pick up on new technologies and adjust to changing business surroundings is important. Display your relevancy in the workforce by referencing an example of how you adapted to a sudden change at work in your resume.
v. Research Skills: With Google at the tip of your fingers, it's easy to find answers to common issues. However, hiring managers seek employees that are skilled at assessing situations, are able to seek multiple perspectives and gather more in depth information.
vi. Project Management Skills: Organization, planning and effectively implementing projects and tasks for yourself and others is a highly effective skill to have. In the past, this was a job in itself. Nowadays, many companies aren't hiring project managers because they expect all of their employees to possess certain characteristics of this skill.
vii. Problem-Solving Skills: The ability to use creativity, reasoning, past experience, information and available resources to resolve issues is attractive because it saves everyone at the organization valuable time. Highlight this skill by listing an example of when your organization had a sticky situation and you effectively addressed (villi) Process Improvement Expertise: The number one goal every company has in common is to save money. Optimizing business procedures can save a company time and money. Quantify results in your resume by listing the before and after facts of projects that you took on.
viii. Strong Work Ethic: Employers are looking for employees that take initiative, are reliable and can do the job right the first time. Managers don't have the time or resources to babysit, so this is a skill that is expected from all employees. Don't make the hiring manager second- guess by sending a resume with typos, errors and over-exaggerated work experience.
ix. Emotional Intelligence: Although you will most likely never see this in a job description, 'El' is a highly sought after skill that relates to your social skills, social awareness and self-management abilities. Emotional intelligence is usually something that is revealed through actual interactions with the hiring manager, but you can hint that you have it with a strategic resume that addresses areas where your experience and skills are lacking in relative to the job requirements.
Soft skills are personal attributes that describe an individual's ability to interact with others. Soft skills, also known as people skills, complement hard skills to enhance an individual's relationships, job performance and career prospects. It's often said that hard skills will get you an interview but you need soft skills to get -- and keep -- the job. Unlike hard skills, which comprise a person's technical skill set and ability to perform certain functional tasks, soft skills are interpersonal and broadly applicable across job titles and industries.
2.5	The Importance of Essential Skills to Secretary's Performance
Secretaries are ever-present office workers needed in every type of office (big or small) to assist their superiors or executives in carrying out their responsibilities. The secretarial function, though a supportive function, requires a large amount of initiative, tact and resourcefulness to succeed.
A secretary should possess necessary skills needed for effectiveness in the performance of duty as this will ascertain her employability and upgrade her proficiency profile before her employer. For many people anyone sitting behind the typewriter or computer is a secretary, a notion that is entirely wrong. The real office secretary has his qualities. He is, indeed, an executive secretary. The qualities required by the office secretary have been outlined by George (2012) to include a wide general education, secretarial skills, business knowledge and personal qualities.
Business knowledge involves a basic understanding of economics, commerce, book-keeping and law is very useful. In addition a comprehensive understanding of his particular firm and its personalities, products and markets is invaluable. The personal qualities are commonsense, tact, discretion, initiative adaptability, honesty, and others with the above listed qualities one can start to imagine the type of office secretary being described and his contribution to organization prospects and success. One is not therefore referring to just anyone with basic secretarial or data entry skills, sitting behind the typewriter or computer when talking about the professional office secretary who carries out executive duties.
Although the computer and other information and communication tools have all helped to facilitate and upgrade the work of the secretary, his work, however, goes beyond the manipulative skills. Spencer and Pruss (2012) remarked that "such technology should not replace flair and intuition, rather it should remove unnecessary obstacles from the secretary's work to enable him concentrate fully on writing with the flair and drive that all good writing should possess." It requires more than the basic secretarial skills and scanty education to function as a secretary and contribute or organizational development and growth
It therefore, amounts to organizational suicide to entrust the complex responsibilities of the secretary to just anyone with the basic secretarial skills because of cheap cost of labour. The eventual costs of these mistakes to organizations are enormous. The mistakes include cheap cost ping important document and the poor image they convey, inability to interpret issues in correspondence correctly, lack of prompt initiative, misplacing of important documents due to poor filing approach, poor organization core work leading to unnecessary delays and inability to deal with technical complex matters because of the weak con of al back ground and lack of initiatives. Analyzing some of the executive functions of the professional secretary shows that these functions cannot be handled by less qualified and incompetent hands because they impact on organizational prospects and success.
2.6	The Benefits Derivable from Hiring a Skillful Secretary
The secretary and the office is a unified whole as a result of her functions and roles in the organization. She is the second key after the manager or leader because running the administration smoothly cannot be done without proper communication of information at an actual tine needed for the implementation of organizational decisions. Therefore, it is essential for secretaries to possess skills and for organizations to look for relative skills in applicants during hiring. It is sure that organizations that hire skillful secretaries will reap its benefits and anyone who fails to put importance on the possession of skills during selection process will stand to face the music.
Kate (2012) as stated in Ifeolu (2013) that the following are the benefits derivable by organizations when they employ capable and skillful secretary to perform secretarial and managerial functions:
i. ﻿﻿﻿Effective Communication: -When the secretary of an organization is skillful, she will be able to communicate effective within and without the organization in the most efficient way. In this way, the organization will excel and be prosperous as information acquisition and dissemination stand to be the major sustenance of any organization in this era.
ii. High Productivity: - If a secretary performs her duties skillfully, the result will yield high productivity because if those that need information get it at the right time and the message is clear and concise there won't be any reason for delay in production that may lead to detrimental ends.
iii. Effectiveness and Efficiency: -A secretary that possesses both hard skills and soft skills will certainly be effective and efficient in the delivery of service and this will lead to the effectiveness and efficiency of the whole system because the secretary is the link between the organization and its publics. A secretary with skills will help organization achieve its aims effectively in an efficient manner through the reduction of cost and time.
iv. Less Error or Error-free Performance: With the availability of a skillful secretary in an organization, secretarial performance will be error free and this will help reduce the cost and time consumable to carry out a task













Chapter Three
Methodology
3.1	Introduction
The study is on the critical appraisal of the essential skills needed for secretaries for effectiveness was carried out through 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 instrument used for the collection of data for this study was a questionnaire designed by the researcher tittles Appraisal of Essential Skills on Effectiveness of the Secretaries. The items in the questionnaire are placed in these rating scale of "SA - Strongly Agree 4, A = Agree 3, D = Disagree 2, and SD = Strongly Disagree 1" respectively.
3.2	Population of the Study
The population for the study comprised secretaries of Kwara State Head of Service, Ilorin. The number of secretaries in Kwara State Head of Service, Ilorin was 20 in number.
3.3 	Sample and Sampling Techniques
The researcher used all the total population as sample since the total number of population 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. Twenty copies of the questionnaire were distributed to the secretaries at Kwara State Head of Service, Ilorin. The researcher went hack 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.
3.7 	Method of Data Collection
The information collected were classified and manually analyzed with the aid of a calculator, figure collected were converted into percentages to make the analysis clearer. Therefore, the analysis was based on the data collected from the respondents and this will be presented in the next chapter and complete a project with an executive.

















Chapter Four 
Data Analysis 
4.1	Introduction 
	This chapter dealt with data analysis. The chapter will be conducted and presented as follows:
4.2	Results
Table 4.1:	A Secretary Is Office Personnel Who Perform Clerical Duties:
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 1 showed that, 10 (50%) and 5 (25%) of the respondents strongly agreed and agreed to the notion that a secretary is office personnel who performs clerical duties while 3 (15%) and 2 (10%) of the respondents disagreed and strongly disagreed with the statement. It is obvious that a secretary is office personnel who performs clerical duties 


Table 4.2: A Secretary Is An Executive Assistant Who Possess Of Office 
Skills And Ability.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	12
	60

	Agree
	08
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 2 showed that, 12 (60%) of the respondents strongly agreed and agreed to the notion that a secretary is an executive assistant who possess mastery of office skills and ability. There was no nonconforming view on this. This implies that a secretary is an executive assistance who possess mastery of office skills and ability.


Table: 4.3 A Secretary Is A Person Who Work With A Superior Officer In
Correspondence And Paperwork Process
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	15
	75

	Agree
	03
	15

	Disagree
	02
	10

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher fieldwork, 2025
	The above table 3 showed that, 15 (75%) and 3 (15%) of the respondents strongly and agreed to the notion that a secretary is a person who works with a superior officer in correspondence and paperwork processes, and 2 (10%) of the respondents disagreed with the statement. It is safe to say that a secretary is a person.
Table 4.4 Secretaries are personnel who initiates, handle, and complete a project with an executive.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	11
	55

	Agree
	05
	25

	Disagree
	02
	25

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 4 showed that, 11 (55%) of the respondents strongly agree and agreed to the notion that secretaries are personnel who initiates, handle and complete a project with an executive while 2 (10%) and 2 (10%) of the respondent disagreed and strongly disagreed with the notion. It is safe to opine that secretaries are personnel who initiates, handle and complete a project with an executive.
Table 4.5 An Organization Is The Amalgamation Of Many Different People
With Different Profession To Achieve Set Goal.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	14
	70

	Agree
	03
	15

	Disagree
	03
	15

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 5 showed that, 14 (70%) of the respondents strongly agreed and agreed to the notion that an organization is the amalgamation of many different people with different profession to achieve a set goal. While 3 (15%) of the respondent disagreed with the statement. It is safe to conclude that an organization is the amalgamation of many different people with different profession to achieve a set goal.



Table 4.6 Organizations Are Concisely And Well-Coordinated Efforts Of A
Group Of People Towards The Achieve Of An Object.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 6 showed that, 20 (100%) respondents strongly agreed to the notion that organizations are concisely and well-coordinated efforts of a group of people towards the achievement of an objective. There was no dissenting view on this. Therefore, one can say that organizations are concisely and well-coordinated efforts of a group of people towards the achievement of an objective.
Table 4.7	Organization Is The Coming Together Of Two Or More People In Their Efforts And Skills, Bringing In Their Resources To Achieve A Set Goal.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 7 showed that, 10 (50%) and 5 (25%) of the respondents strongly agreed and agreed to the notion that organization is the coming together of two or more people in their efforts and skills; bringing in their resources to achieve a set goal while 3 (15%) and 2(10%) of the respondent disagreed and strongly disagreed with the statement. So, one can opine that organization is the coming together of two or more people in their efforts and skills, bringing in their resources to achieve a set goal.
Table 4.8 Secretaries Are Saddled With The Responsibilities Of Acquiring,
Processing And Disseminating Information In On Organization.
	Option
	No. of Respondents 
	Percentages (%)

	Strongly agree
	13
	65

	Agree
	04
	20

	Disagree 
	03
	15

	Strongly disagree 
	00
	0.00

	Total
	20
	100


Source: Researcher fieldwork, 2025
	The above table 8 showed that, 13 (65%) and 4 (20%) of the respondents strongly agreed and agreed to the notion that secretaries are saddled with the responsibility of acquiring, processing and disseminating information in an organization, while three (15%) of the respondent disagreed with the statement. It is safe to conclude that secretaries are saddled with the responsibilities of acquiring, processing and disseminating information in an organization.
Table 4.9: It Is A Duty Secretary To Manage The Organization The Absence
Of Her Boss
	Option
	No. of Respondents 
	Percentages (%)

	Strongly agree
	09
	45 

	Agree
	06
	30

	Disagree 
	03
	15

	Strongly disagree 
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 9 showed that, 9 (45%) and 6 (30%) of the respondent strongly agreed and agreed to the notion that is the duty of a secretary to the manage the organization in the absence of her boss, while 3 (15%) and 2 (10%) of the respondent disagreed and strongly disagreed with the notion. So, one can conclude that it is the duty of a secretary to manage the organization in the absence of her boss 


Table 4.10: A Secretary Plans The Day-To-Day Activities Of Her Boss By
Keeping Diaries And Appointment 
	Option
	No. of Respondents 
	Percentages (%)

	Strongly agree
	12
	60

	Agree
	06
	30

	Disagree 
	02
	10

	Strongly disagree 
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 10 showed that, 12 (60%) and 6 (30%) of the respondents strongly agreed and agreed to the notion that a secretary plans the day-to-day activities of her boss by keeping dairies and appointments, while 2 (10%) of the  respondents disagreed with the statement. It is safe to conclude that a secretary plans the day-to-day activities of her boss by keeping dairies and appointments.


Table 4.11:	Secretaries Are Responsible For Organizing Meeting And
Attending To Costumers Or Visitors.
	Option
	No. of Respondents 
	Percentages (%)

	Strongly agree
	09
	45

	Agree
	05
	25

	Disagree 
	03
	15

	Strongly disagree 
	03
	15

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
The above table 11 showed that, 9 (45%) and 5 (25%) of the respondents strongly agreed and agreed to the notion that secretaries are responsible for organizing meetings and attending to customers or visitors, while 3 (15%) and 3 (15%) of the respondent disagreed and strongly disagreed with the notion. It is safe to conclude that secretaries are responsible for organizing meetings and attending to customers or visitors.
Table 4.12:  It Is Importance And Necessary That Secretaries Should
Possess Certain Skills In Order To Be Effective.
	Option
	No. of Respondents 
	Percentages (%)

	Strongly agree
	11
	55

	Agree
	06
	30

	Disagree 
	03
	15

	Strongly disagree 
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
The above table 12 showed that, 11 (55%) and 6 (30%) of the respondents strongly agreed and agreed to the notion that is important and necessary that secretaries should possess certain skills in order to be effective while 3 (15%) of the respondents disagreed with the statement. Therefore, it is safe to say that it is important and necessary tat secretaries should possess certain skills in order to be effective
Table 4.13 A Secretaries Needs Both Hard Skills And Soft Skills To Perform
Her Duties More Effectively In An Organization. 
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 13 showed that, 15(75%) and 5 (25%) of the respondents strongly agreed and agreed to the notion that a secretary needs both hard skills and soft skills to perform her duties more effectively in an organization. There was no dissenting view on this. It is safe to opine that a secretary needs both hard skills and soft skill to perform her duties more effectively in an organization.

Table 4.14 Both Hard Skills And Soft Skills Complement Each Other’s, Thus
It Is Essential That Secretaries Have Both Skills.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	12
	60

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 14 shows that, 12 (60%) and 5 (25%) of the respondent strongly agreed and agree to the notion that an effective secretary of the 21st century should be able to manage her time properly in order to be effective, while 2 (10%) and 2 (10%) of the respondents disagreed and strongly disagreed with the statement. It is safe to conclude that both hard skills and soft skills complement each other, thus it is essential that secretaries have both skills.
Table 4.15 An Effective Secretary Of The 21st Century Should Be Able To
Manage Her Time Properly In Order To Be Effective.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	06
	30

	Disagree
	02
	10

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 15 showed that, 10 (50%) and 6 (30%) of the respondents strongly agreed and agreed to the notion that an effective secretary of the 21st century should be able to manage her time properly in order to be effective, while 2 (10%) and 2 (10%) of the respondents disagreed and strongly disagreed with the statement. It is safe to put forward that an effective secretary of the 21st century should be able to manage her time properly in order to be effective.
Table 4.16 A Good Must Be Able To Communicate Most Persuasively And
Be A Good Motivator.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	20
	100

	Agree
	00
	0.00

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 16 showed that, 20 (100%) of the respondent strongly and to the notion that a good secretary must be able to communicate most persuasively and be a good motivator. There was no nonconforming view on this. Therefore, one can conclude that a good secretary must be able to communicate most persuasively and be a good motivator.


Table 4.17: A Secretary Without Good Interpersonal Skill Will Surely Fail
In Her Discharge Of The Duty In This 21st Century  
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 17 showed that, 10 (50%) and 5 (25%) of the respondent strongly agreed to the notion that a secretary without good interpersonal skill surely fail in her discharge of the duty in this 21st century, while 3 (15%) and 2 (10%) of the respondents disagreed and strongly disagreed. It is safe to conclude that a secretary without good interpersonal skill will surely fail in her discharge of the duty in this 21st century.


Table 4.18: Secretary’s Effectiveness In This Era Of Information Rest Solely 
On Her Ability To Embrace Technology And Manipulate Modern Machines
And Equipment.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	11
	55

	Agree
	05
	25

	Disagree
	02
	10

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The Above table showed that, 11 (55%) and 5 (25%) of the respondents strongly and agreed to the notion that secretary’s effectiveness in this era of information rest solely on her ability to embrace technology and manipulate modern machines and equipment, while 2 (10%) and 2 (10%) of the respondents disagreed and strongly disagreed with the statement. So, one can conclude that secretary’s effectiveness in this era of information rest solely on her ability to embrace technology and manipulate modern machines and equipment.


Table 4.19: Organizations Stand To Gain Tremendously From A Secretary
Who Combines Soft Skills With Hard Skills.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	10
	50

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table showed that, 10 (50%) and 5 (25%) of the respondents strongly agreed and agreed to the notion organizations stand to gain tremendously from a secretary who combines soft skills with hard skills, while 3 (15%) and 2(10%) of the respondents disagreed and strongly disagreed with the statement. It is safe to conclude that organizations stand to gain tremendously from a secretary who combines soft skills with hard skills.


Table 4.20 Organizations That Hire Skillful Secretaries Will Achieve Their
Aims, Goals And Objectives With Ease.
	Option
	No. of Respondents 
	Percentage (%)

	Strongly agree
	11
	55

	Agree
	05
	25

	Disagree
	03
	15

	Strongly Disagree
	02
	10

	Total
	20
	100


Source: Researcher’s fieldwork, 2025
	The above table 20 showed that, 11 (55%) and 5 (25%) of the respondents strongly agreed and agreed to the notion that organizations that hire skillful secretaries will achieve their aims, goals and objectives with ease, while 2 (10%) and 2(10%) of the respondents disagreed and strongly disagreed with the statement. Therefore, this depicts that organizations that hire secretaries will achieve their aims, goals and objectives with ease.


Chapter Five
Summary, Conclusion And Recommendations
5.1	Summary
The research work on "Appraisal of Essential Skills on Effectiveness of the Secretaries" was an attempt to know the essence of all essential skills in enhancing effective service delivery of secretary in a technological driven organization.
It exposes how been skillful enhances effective delivery of secretarial service. It also shows how both soft and hard skills help secretaries to achieve higher productivity and performance of duties as an executive assistant. Views of selected secretaries of Power Holding Company of Nigeria, Ilorin were sought through the distribution of questionnaire. The study makes an attempt to test the research questionnaire relating to an appraisal of the essential skills needed by secretaries for effectiveness in a 21st century organization.
The instrument used to gather data was a questionnaire of 20 questions and the information was to test the research questions in chapter one of this project. 20 copies of the questionnaire were produced and distributed at the Case study. Only 18 copies were filled and retrieved. The main findings of the study are as follows;
The respondents agreed that secretaries are indispensable staff in an organization that performs clerical duties as well as administrative duties. They also agree that secretary works in collaboration with the executive to plan and organize ways to achieve organizational objectives.
The majority of the respondents agreed with the fact that organization is a process of coordinating individual to accomplish a goal and that its also a planned pattern of group behavior design to accomplish set goal.  
The respondent are affirmed that secretaries are responsible for effective flow of information through the use of computer system for efficiency and effectiveness. They also agreed that secretaries are the custodians of organization secrets.
More so, many of the respondents agreed with the notion that a secretary must be knowledgeable in information communication technology and that she must possess general education knowledge in order to perform well. They also concur that with good communication skills, secretaries will be able to perform their organizational duties most effectively.
5.2 	Conclusion
In respect to the analysis of the findings of this project, skills, an essential ingredient to be possessed by the secretaries are very important and are tools, if well utilized, to enhance effective secretaries' performance in a 21st Century organization. 
Secretaries must be able to perform their duties to the satisfaction of their bosses. A secretary must be able to assume responsibility and use authority within the scope of her administrative duties.
An effective secretary is that secretary that possesses and utilizes human skills in the process of discharging her duties. She must acquire every skill possible within her reach to help the executive achieve organizational objectives.
Perpetually, a secretary who possesses and harnesses all available skills in the delivery of service tends to perform her duties more effectively than one without such skills
5.3	Recommendations
In respect to the findings of this research, the following recommendations are made:
i. Secretaries should endeavour to possess every available skill within the scope of her profession in order to perform effectively.
ii. Academic and professional knowledge is very essential for secretaries as this will ensure their effective performance of duties in an organization. Also, secretaries should develop good communication skill as this will help in their delivery of service.
iii. Organizations should try to invest in their secretaries by giving them on the job training as this will enable them to perform most effectively their organizational duties and this will result in high organizational productivity and the actualization of organizational goals.
iv. Secretaries should always endeavour to know something about everything and everything about something. Therefore, they must unavoidably seek knowledge and try to acquire more skills for their own good and for the progress of their organization.
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APPENDIX 1
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AD CORCHURCATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear respondent,
1 am a student in the Department of Office Technology and Management, Institute of Information and Communication Technology, Kwara State Polytechnic. Ilorin. I am at present conducting a research and writing a project on "Appraisal Of Essential Skills On Effectiveness Of The Secretaries".
The exercise is important in partial fulfillment of the requirements for the award of National Diploma in Office Technology and Management of the institution.
Rest assured that the researcher ethics of anonymity and confidentially will be strictly adhered to.
Yours faithfully,

OYEDEJI KEHINDE REBECCA
ND/23/OTM/FT/0100



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

Dear Sir/Madam,
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on "Appraisal Of Essential Skills On Effectiveness Of The Secretaries" kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.
Yours faithfully,


OYEDEJI KEHINDE REBECCA
ND/23/OTM/FT/0100


Questionnaire
1.	A secretary is office personnel who performs clerical duties.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
2.	A secretary is an executive assistant who possess mastery of office skills and ability.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
3. 	A secretary is a person who works with a superior officer in correspondence and paperwork processes.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
4.	Secretaries are personnel who initiate, handle, and complete a project with an executive.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
5.	An organization is the amalgamation of many different people with different profession to achieve a set goal.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
6.	Organizations are concisely and well-coordinated efforts of a group of people towards the achievement of an objective.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
7.	Organization is the coming together of two or more people in their efforts and skills, bringing in their resources to achieve a set goal.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
8.	Secretaries are saddled with the responsibilities of acquiring, processing and disseminating information in an organization.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
9.	It is the duty of a secretary to manage the organization in the absence of her boss.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
10. 	A secretary plans the day-to-day activities of her boss by keeping diaries and appointments.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
11.	Secretaries are responsible for organizing meetings and attending to customers or visitors.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
12.	It is important and necessary that secretaries should possess certain skills
in order to be effective.
(a) Strongly Agree (		)		(b) Agree	(  	 )
(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
13.	A secretary needs both hard skills and soft skills to perform her duties more effectively in an organization.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
14.	Both hard skills and soft skills complement each other, thus it is essential secretaries have both skills.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
15.	An effective secretary of the 21 century should be able to manage her time properly in order to be effectives.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
16.	A good secretary must be able to communicate most persuasively and be a good motivator.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
17.	A secretary without good interpersonal skill will surely fail in her discharge of duty in this 21» century.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
18.	Secretary's effectiveness in this era of information rest solely on her ability to embrace technology and manipulate modern machines and equipment.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
19.	Organizations stand to gain tremendously from a secretary who combines soft skills with hard skills.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )
20.	Organizations that hire skillful secretaries will achieve their aims, goals and objectives with case.
(a) Strongly Agree (		)		(b) Agree	(  	 )
	(c) Disagree ( 		 )			(d) Strongly Disagree (  	 )


