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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 private organization. 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, 2015). 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.


As a result of new ideas caused by Information and Communication Technology (ICT), the world has become a global village. Ofurum and Ogbonna (2014), in their view stated that Information and Communication Technology (ICT) is the combination of computing, telecommunication and video techniques for the purpose of acquiring, processing, storing, and disseminating vocal, pictorial, textual and numerical information.  These basic objectives of ICT are made possible through the computing, telecommunication and video techniques. The computing techniques provide the capacity for processing and storing of information; the telecommunicating techniques provides the capacity for communicating the information to users; and the video techniques provides the capability for high quality display of images.  Information and Communication Technology (ICT), according to Igbinoba (2015), refers to the use of skill in combining information and communication process and devices to obtain, analyse, store, recall and transmit accurate information from one place to another. In this study, Information and Communication Technology (ICT) skills are tools used for processing, transmitting or communicating data and information electronically. The effective use of ICT requires some peculiar skills that are essential to any activity.


The possession of the appropriate ICT skills leads to the effectiveness and efficiency in information processing, storage and disseminating of information in an organization. Skill as a concept is the ability to use human knowledge effectively in carrying out a given task. In view of Nkokelonye (2018), skill is the ability to put into use acquired competencies, attitudes, and behaviour after an exposure to theories and practices fundamental in a field of study. Ezeji and Okorie in Odu (2013) identified three major categories of skill, which are technical skills, human skills and conceptual skills. Technical skills encompass the understanding and proficiency in specific activities, especially one involving methods and procedures. It is the ability to use knowledge, methods, techniques and equipment necessary for the performance of specific tasks. The technical skills are acquired from experience, education and training in specialised fields, such as medicine, engineering, music, office administration, and accounting among others. Federal Republic of Nigeria (FRN) (2008) in the National Policy on Education (NPE) stated that technical skills are for empowering and preparing youths for the world of work. On the other hand, human skills refer to the ability of an individual to work effectively to encourage co-operative effort within the group of which he is member of the team. Conceptual ability involves the ability to recognize the interdependence of the various functions of an organization. Conceptual skills draw heavily on one’s analytical and diagnostics capacities to identify problems and opportunities, gather and interpret relevant information, and make good problem-solving decisions that serve the organizational purpose. In the context of this work, a person is said to have acquired a skill when the person can competently and professionally finish a given piece of work at a given time with minimum errors. The possession and application of ICT skills has become indispensable in modern offices.


The strategic position which the office occupies in any given organization as the information nerve centre has in turn placed major emphasis on the use of Information and Communication Technology in offices.  The universal nature of the office makes it a place of action, where various functions necessary for information handling are performed, and each function involves the use of one form of technology or another (Agomuo, 2015).  

In the office environment of today, different types of business including the small, medium and large-scale companies are relying on Information and Communication Technology (ICTs) to run their primary business operations. Devices ranging from photocopiers, computers, fax-machines, electronic communication, and image processing among others have their own intelligence and are used to perform functions more efficiently in offices (Eze, 2012). As pointed by Oyesode (2015), not only do these integrated systems ensure the smooth operation of basic office functions, but they increasingly provide key interfaces between management and clients in modern offices.


Business operations in modern offices are getting more complex and advanced as they are now ICT - based demanding various skills from the secretaries. Every aspect of business operation such as communication, finance, manufacturing and engineering is experiencing great changes through the application of ICT devices. These functions of business are now technologically-based and they require technology-based skills. The term information and communication technology - based office skills are generally referred 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 (Eze, 2012). The major features or characteristics of ICT based offices are that work organizations are getting increasingly flexible, process-based and multi-tasking.  

According to Oranu and Ogwo (2016), the growing complexities of office systems have made employers to seek for employees who are able to flexibly adapt, apply and transfer knowledge to different contents under varying technological conditions and to respond independently and creatively. Secretaries in modern offices, including government offices are required to be equipped with the ICT-based office skills for easy, effective and efficient operations. The general functions of an office that are performed through ICT are gathering of information, keeping information, arranging information, giving information and protecting information.


An Information and Communication Technology (ICT) – based office skills, undoubtedly, offers new roles and responsibilities for secretary.  Such new roles mean that additional training, qualifications and skills are required from the secretaries (Akpomi and Ordu, 2014). In the past, the secretaries’ functions were performed manually such that documents and records were maintained on papers, stored in files and drawers. As a result of modern office equipment, secretaries require to increases their skills for effectiveness and efficiency. Many office functions and secretarial duties which were previously done manually have been computerized. Atakpa (2010) stated that secretarial functions everywhere in the world have undergone a lot of technical changes. Thus, the diversities of these office technologies require the secretary to possess new skills to enable them to be relevant in modern offices. The introduction of Information and Communication Technology (ICT) in modern offices and organizations would make secretarial work more interesting and more productive. Typewriters are disappearing in favour of word processors, and spreadsheets are replacing calculators. Information and Communication Technology (ICT) has changed the equipment and work groups behaviours in offices. Of course, no secretary today would like to work in an office where information processes and other secretarial activities like administrative work are still done manually (Oni, 2014).


According to Mayer in Azih (2013), a secretary is an assistant to an executive who has the mastery of office skills and ability to assume responsibility without direct supervision. The secretary displays initiative, exercise judgement and takes decisions within the scope of his or her authority. A qualified secretary should have a wide knowledge of business insight, versatile knowledge in accounting, personnel, office practice, and communication and knowledge of the operation of all departments within the organization where he or she works. This is unlike an untrained secretary who possesses only knowledge of shorthand, typewriting and basic office practices. The employability prospect of the secretary depends largely on the work skills acquired for employment. To meet the challenges of ICT- based office, secretaries would need to possess skills in word processing, database management, desktop publishing, micrographic, reprographic and office communication skills for effective operations of ICT- based equipment and facilities (United Nation Educational Social and Cultural Organization, UNESCO and International Labour Organization, ILO 2004). 

The aim of this study is to dwell into the Relevance of information and communication technology skills on the effective service delivery of secretaries.
1.2
Statement of the Problem

It is different ball-game altogether when there is the need for the secretaries of 21st century to grow and survive in all turbulent environments where he/she cannot do without deploying ICT skills extensively in their duties.

However, this problem is becoming increasingly and direct or indirectly affecting the disposition of secretaries and the organizations at large.


Secretary in organization without knowledge of information and communication technology skills will find it difficult to meet up with her day to day task in organizations. This is because information and communication technology skills enhanced the performance of a secretary effectively and efficiently.

1.3
Objectives of the Study


The general objective of the study is the Relevance of information and communication technology skills on the effective service delivery of secretaries. The study will look at the following specific objectives:

i.
To identify the impact of information and communication technology skills to a secretarial profession.

ii.
To examine the different information and communication technology skills device used by secretary in their day-to-day activities in an organization.

iii.
To establish roles of the secretary profession in information and communication technology skills. 

iv.
To investigate the impact of information and communication technology skills on the secretarial profession.

v.
To identify the challenges encountered by a secretary who does not possess the much-needed information and communication technology skills.

1.4
Research Questions


The following research questions were raised as a guide to assist the researcher. 

1.
What is the impact of information and communication technology skills to a secretary in an organization?

2.
What are the different information and communication skills device used by secretaries in an organization? 

3.
To what extent the secretaries need information and communication technology skills for? 

4.
What is the impact of information and communication technology on the secretarial profession?

5.
What is the implication if a secretary does not possess the much-needed information and communication technology skills?

1.5
Significance of the Study

It is important that secretary should at times take critical look outside their private areas of concentration and state the latest system of improving their techniques at their field of specialization.


The study is not only important to the secretary but will also serve as a green light to the entertainment world, education, communication and media practitioners on how to restructure their programmes to suit their receiving audience.


It will more over help the secretary to be abreast with the events taking place within and outside the country.
1.6
Delimitation

The focus of the research project is on the Relevance of information and communication technology skills on the effective service delivery of secretaries. The researcher does not intend to go beyond this scope.

1.7
Limitations

The researcher obviously lacks the time necessary to devote to an in-depth study, however financial commitment is inevitable in a research work but every effort would be made to ensure that a thorough study is carried out, so as to contribute to the frontiers of knowledge in the researcher’s number way. 

CHAPTER TWO

LITERATURE REVIEW
2.1
Introduction 

Even though technology has increased how organizations can be more productive, many companies still don't run as efficiently as possible. That's why most employers need staff members that understand the full potential of how information and communication technology (ITC) can enhance workplace success.

The best communicators really understand what efficient communication is and how new technologies should be used to make communication even more efficient. But it is not necessary for you to be knowledgeable about all productivity software.

What is most important is that you know how to properly collaborate with others and that you feel comfortable learning new things that make offices run better.

By communicating professionally, no matter what technology you are using, you will impress the employer with your skills.
2.2
Concept of Information and Communication Skills

Information and communications technology (ICT) skills refer to one’s ability to converse with people through various technologies. Similar to information technology (IT), ICT refers to technology use for regular, everyday tasks: sending an email, making a video call, searching the internet, using a tablet or mobile phone, and more.

Information and Communication Technology skills could also include the ability to use older communication technologies such as telephones, radios, and televisions.


Typically, Information and Communication Technology experts are called upon to integrate old communication technology with the new technology.

Almost every job requires some Information and Communication Technology skills, and many require hybrid skills, a skill set that is a mix of technical and non-technical skills.
2.3
Concept of Information and Communication Technology

Information and Communications Technology or (ICT), is often used as an extended synonym for information technology (IT), but is a more specific term that stresses the role of unified communications and the integration of telecommunications (telephone lines and wireless signals), computers as well as necessary enterprise software, middleware, storage, and audio-visual systems, which enable users to access, store, transmit, and manipulate information. The term ICT is now also used to refer to the convergence of audio-visual and telephone networks with computer networks through a single cabling or link system. There are large economic incentives (huge cost savings due to elimination of the telephone network) to merge the audio-visual, building management and telephone network with the computer network system using a single unified system of cabling, signal distribution and management. The term Infocommunications is used in some cases as a shorter form of information and communication(s) technology. In fact, Infocommunications is the expansion of telecommunications with information processing and content handling functions on a common digital technology base.  


Information technology (IT) is the application of computers and telecommunications equipment to store, retrieve, transmit and manipulate data, often in the context of a business or other enterprise. The term is commonly used as a synonym for computers and computer networks, but it also encompasses other information distribution technologies such as television and telephones. Several industries are associated with information technology, such as computer hardware, software, electronics, semiconductors, internet, telecom equipment, e-commerce and computer services. In a business context, the Information Technology Association of America has defined information technology as "the study, design, development, application, implementation, support or management of computer-based information systems". The responsibilities of those working in the field include network administration, software development and installation, and the planning and management of an organization ‘s technology life cycle, by which hardware and software is maintained, upgraded, and replaced.    

Anderson (2010) stated that Information and Communication involves the collection and collation of information in a scientific manner. It is also entailing the scientific approach of getting Information across to the user.


Fayemi (2014) stated that Information Communication Technology involves the process of expressing idea, views and believes between individuals or group of individuals through the use of modern equipment information and Communication Technology as the “scientific way of acquiring Information and communicating such information to enhance or increase the expected output.


Information and Communication Technology is the scientific way of carrying out a task and automating manual works such that they will be performed automatically by modern equipment’s. Information and communication technology is an extremely important resource for both individuals and organization; it is highly accurate and useful for secretary in an organization. The acronym review the various information need in an organization. (Adeyemi 2015)


Information and communication technology is the method of creation, manipulation, storage, dissemination of information. Information serve as rudiments and activities that one needs to know in an organization, communication is passing this information from one place to other while technology enhances the smooth flow of the information, it is also a device that allows a hitch free passing of information and communication therefore encompasses the systematic flow of information communication technology in an organization.


Igbinedon (2013) stated that Information and communication technology is the application of computer and information technology in planning, keeping, controlling and managing of records of information. It can also be known as a combination of electronic and telecommunication so that large amount of data is transmitted. So, it enhances the efficiency of a secretary in an organization.

2.4
Types of Information and Communication Technology Skills
1.
Email Management and Setup


Being able to effectively and successfully communicate via email is critical to any job. You will need to send emails to colleagues, employers, clients, vendors, and so on. Companies expect their employees to write professional and well-written emails, as well as respond promptly to messages received in their inboxes.


Depending on the level of expertise required by your employer, you may also need to be able to manage settings or set up email accounts on various work devices.

· MS Outlook

· Gmail and G-Suite

· SendinBlue Email

· Groove

· Front

· Zoho Mail

· Written Communication

· Digital Signatures

· Stationary Settings

· Out of the Office Settings

· Spam Settings

· Inbox Management

· Creating Rules

2.
Online Research

Almost every job requires at least some online research. Whether you are looking up new lesson plans in a subject or checking out the latest news on your company’s competitor, you need to be able to sift through all the information online to find what you need. This involves basic online information management skills.

· Search Engine Research

· Checking Sources

· Crediting Sources

· FAQs

· Online Forums

3.
Social Media Management

Some jobs require you to use social media. For example, many people working in marketing tend to manage or update a company’s social media presence. Even if this is not a critical part of your job, employers increasingly look for employees with basic social media literacy. The more you know about the benefits of and limits to social media, the more you can begin to use that media in valuable ways at work.

· Facebook

· LinkedIn

· Pinterest

· Instagram

· YouTube

· Twitter

· Reddit

· Social Media Groups

4.
Online Collaboration

Online collaboration is a broad category that refers to any means of sharing information with your coworkers (or supervisors, or clients) online. This includes adding a meeting to a shared online calendar, providing feedback on a document through a web-based document application, and holding an online video conference with colleagues.

· Video Conferencing Software

· Skype

· GoToMeeting

· Instant Messaging

· Google Docs

· File Sharing

· DropBox Pro

· Slack

· Google Hangouts

· Zoom

5.
Data Management and Queries

From researchers to administrative assistants to K-12 teachers, almost everyone needs to be able to develop and manage data using spreadsheets. Furthermore, they have to be able to analyze that data and recognize trends and patterns. Fluency in programs like Microsoft Excel is critical in today’s job market.

· MS Excel

· Filters

· SQL

· NoSQL

· MySQL

· Quantitative Analysis

6.
Desktop Publishing

Desktop publishing involves the creation of materials that need to be printed and distributed. These might include fliers, brochures, newsletters, and more. Because you can create so much using desktop publishing software, many jobs require you to have some basic skills in this field. While people with a creative, artistic eye might be particularly good at desktop publishing, anyone can get better with practice.

· MS Publisher

· MS PowerPoint

· MS Word

· Print Settings

· Adobe Creative Suite

· QuarkXPress

7.
Smartphones and Tablets

Many employers require that their employees use smartphones and tablets; they might even issue particular phones to employees or state that workers must be accessible by email during certain hours. For these reasons, it is important to know how to use a smartphone.

· iPhone

· Android Devices

· Samsung Smartphones

· Blackberry Devices

· iPad

· Samsung Tablets

· CAT S41

· Panasonic ToughPad

8.
Word Processing


In this day and age, it is expected that job candidates know how to use word processing technology. Candidates need to be able to produce written documents (including business letters, meeting minutes, and more) using a computer processor such as Microsoft Word.

· MS Word

· Libre Office Writer

· Transcription

· Typing

· Note Taking

More ICT Skills

· Calendar Management

· Organization

· Time Doctor

· Asana

· Invision

· Prevue

· Mailbird

· Cage

· Viewflux

· Slab

· Airtable

· Yammer

· Chanter

· Scribus

· Zeplin

· Acquire

· Concept Inbox

· I Done This 2.0

· Red Pen

· LaTex

· Iovox

· Realtime Board

· Mural

· GoVisually

· Data Analysis

· Big Data

· Computer Science

· Computer Programming

2.5
How to Boost your Information and Communication Technology Skills as a Secretary  

Do you feel that your ICT skills are not as good as you want them to be? Is there a particular skill you are struggling with? Here are some tips to boost your skills and get ready for the job market:

1.
Practice using technology: If you already have some of the basic skills listed above, you might consider simply using them more often. For example, if you want to get better at using Skype or Zoom before an interview, simply practice using the video conferencing technology. Ask a friend to pretend to be the interviewer, and do a mock online interview. The more you practice, the more confident you will feel when you use this technology when it counts for the job.

2.
Ask a friend: You could also ask a friend who is more skilled in a particular technology to help you develop your skills. For example, if you aren’t comfortable using your smartphone, ask someone you know (who uses their phone a lot) for some basic tips.

3.
Watch a (free) tutorial: There are many free online tutorials on how to use certain technologies. Some of these are on YouTube or can be found via a quick Google search. Others can be found on company sites. For example, check out Microsoft’s tutorials and PDFs with tips for using certain products.

4.
Attend a (free) class: Check with your local community college or public library to see if they offer classes on computer literacy or ICT skills. Many of these are free or available at a discount for local residents. However, before you spend money on a class, try some of the free strategies first.

2.6
How to Make Your Skills Stand Out As A Secretary 
1.
Add Relevant Skills to your Resume

If the position requires specific ICT skills, be sure to include those keywords in your job materials. You might create an “ICT Skills” section in your resume.

2.
Highlight Skills in your Cover Letter

Emphasize how you successfully used a particular technological skill to add value to your company in some way.

3.
Use Skill Words in your Job Interview

Employers are very interested in ways that you used the skills above in your previous jobs. Share examples of how you’ve used these skills.

4.
Keep Your Skills Upgraded

After you’ve boosted your skills, don’t stop learning. Take some time on a regular basis to work on improving your skill set, and you will increase your ability to succeed in the constantly changing workplaces of today’s knowledge economy.

2.7
The Effect of Information and Communication Technology Skills on Secretarial Profession in an Organization

The above key words i.e. information, Communication and Technology need to be defined for better understanding. Information is perceived as data already processed into a meaningful and useable context which include amalgamation of data, images, text, documents, voice and many other items, intelligently organized to make meaning and for the purpose of decision making. (Boladele, 2014)


Communication is the exchange or passing of information between people. It also involves transmitting or exchanging of ideas or beliefs through the use of symbols, speech, letters, etc. Information and communication go hand in hand, although information can always be communicated, yet not everything that is communicated is communicated is information. Communication becomes only when data derived from it have been organized, analyzed and interpreted in such a way that they contain meaning beyond the individual facts and can be used in decision making. The word technology is derived from the Greek word techne meaning “art” and logos meaning “word” or “discourse”.


The two words combined are technologies whose English version is technology. Onifade (2015) defined technology as “the tools people and organizations apply to operations to get things done more quickly, more easily or more efficiently”. Boladele (2014) defined technology as: the study, mastery and utilization of manufacturing and industrial methods, systematic application of knowledge to practical task in industry. This implies that technology refers to the use of application of those methods that is industrial and manufacturing tools for the purpose of information communication.


Secretary are often the employees that hold an office or organization together by making sure that staffs and customers are in the right place at right time and have appropriate document and information needed. The type and size of company a secretary work will often dictate what skills are required. 


However, these, are some basic secretarial skills on information communication technology that secretaries should master.

1.
Technological Skills


According to Ohakwe (2013) stated that all secretaries need technological skills in order to allow them to perform some variety of computer-based task such as spreadsheet, preparing presentations, creating and typing, advanced e-mail abilities, including working and attachment. Therefore, secretaries who are proficient in a variety of computer software applications will have the most career opportunities. Some of the most common technological skills that secretaries must master include word processing, spreadsheet, presentation, document and management, desktop publishing and video conferencing.

2.
Interpersonal Skills


According to Ohakwe (2013) stated that our relationship with people will be much easier if we understand the reaction of human-beings to various situation in the course of a normal business. He further stated that we must also realize that people are persons with their own characters like and dislike idiosyncrasy, foibles, strengths and weakness.


A secretary is more than just a paper filer, phone answerer and calendar keeper. Oftentimes, the secretary -- often called an administrative assistant -- is the backbone of a company and right-hand person for management. Typically, a secretary does not have formal administrative training but rather learns the skills needed while on the job. Along with technical skills, a secretary must possess certain interpersonal skills.

3.
Professionalism and Integrity


Because she is directly involved with the daily workings of a company, the secretary often sees private information and shows discretion and integrity not to share confidential information with the wrong parties. This sensitive information can include medical records, salary numbers and meeting notes. She demonstrates to her supervisors that she can handle sensitive information and be trusted to practice professionalism at all times.

4.
Courtesy and Cooperation


Often the first person a customer meets, the secretary greets clients with a polite and friendly disposition. She maintains a courteous demeanor even when dealing with disgruntled clients or demanding bosses. The secretary interacts with nearly everyone in the organization and strives to cooperate with employees at all levels. Some secretaries work in tense and high-stress environments and must maintain a cool head and work well under pressure. Because the secretary is typically the hub of an organization, she should be willing and able to help everyone, even looking for opportunities to step in and assist with a project or fix a problem. 

5.
Speaking, Writing and Listening


Whether on the phone or in person, a secretary is well spoken and practices good grammar, avoiding colloquial speech.  She has excellent writing skills for composing emails, office memos and other documents. In written correspondence, the secretary possesses an eye for detail to find mistakes and ensure accuracy. When interacting with supervisors and other staff members, she conveys information clearly, because she is often the goals between for upper management and employees. A secretary needs active listening skills to be sure she is passing along the correct information to the correct party.

6.
Dependability and Flexibility


A secretary must be dependable and reliable to fulfill her job duties and serve her supervisors and the organization customers. The secretary’s schedule looks different each day. She should be flexible to deal with changes and problems that come up unexpectedly. For a secretary to create the much need interpersonal skills, she should also have the following abilities.

1. Have good telephone manner.

2. Possess pleasant appearance

3. Being tactful, being cheerful

4. Have the ability to listen to personnel problems

5. Skilled in creating friendly atmosphere among workers.

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 Kwara State Ministry of Finance, 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 Kwara State Ministry of Finance, Ilorin. The researcher went back after one week to retrieve all the questionnaire. 
3.5
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, CONCLUSION AND RECOMMENDATIONS
5.1
Summary


The study deals with the introduction, the study revealed the Relevance of Information and Communication Technology on the Effective Service Delivery of Secretaries. The statement of the problem indicated that secretary in organization without the knowledge of information and communication technology skills will find it difficult to meet up with her day to day task in organizations. This is because information and communication technology enhanced the performance of a secretary effectively and efficiently. It highlighted the impact of the technology on secretaries and how it has enhanced the image of the organization in the eyes of the client and increased the effectiveness of a secretary.


Chapter two of this study focuses in consulted literatures that bordered on the concept and types of ICT skills in an organization. Also, the chapter dwells on how can secretaries use information and communication technology to acquire, process, store and disseminate information within and outside the organization, challenges of information and communication technology on modern secretary, other issues reviewed include the benefit of information and communication technology to an organization as well as the impact of information and communication technology on secretarial profession.


Chapter three of this study deals with methodology. This include instrument used which gives the population of junior and senior secretaries in Kwara State Ministry of Finance, Ilorin; the sample size of thirty secretaries administer the questionnaire which gives room for reaction before answers supplied.


Chapter four basically is on the presentation using tables and simple percentages for interpretation and analysis of data collected.

5.2
Conclusion 


Based on the findings, the following conclusions are made:


The uses of information and communication technology skills add to the quality of work carried out in an organization by secretaries. The use of information and communication technology has really improved effectiveness and skills in recent times. It is of utmost important that secretaries should be conversant with the latest office technology; this will help her to be familiar with this technology especially (modern office equipment) and when call upon to operate it, it will not look strange to her, apart from this, it is a prestige on her own part.


Another point needed to be considered is how to make information and communication technology to be more productive to you as a secretary and to the organization, with the introduction of internet; Information Communication Technology has improved the skills of secretaries.


Therefore, secretaries should be trained to improved performance and to increase effectiveness and productivity of such an organization by the secretary.


Finally, with the introduction of information and communication technology, work has been more effectively done and the uses of Information and Communication Technology added more to the effectiveness of secretary.

5.3
Recommendations


Based on the finding of the study the following recommendations are made:

1.
Organization should enhance the effective performance of secretaries through acquisition of additional skills. 

2.
Organization should provide job training is the ultimate purpose to reach a level of productivity. Therefore, there is need for training and re-training of secretaries on Information and Communication Technology in order to achieve maximum output.

3.
Secretaries should always be ready and open minded to acquire additional training/skills development, bearing in mind that changes occur frequently in the of their chosen career and they are not left behind in the use of Information and Communication Technology in this digital age. 

4.
Secretaries should also upgrade their knowledge and skills by attending any seminal or conference on Information and Communication Technology or where information and communication technology is to be used. 
5.
It is also recommended for early organization especially bank to make provision for the procurement of update information and communication technology equipment to increase the efficiency of its secretary.
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APPENDIX 1

KWARA STATE POLYTECHNIC ILORIN

INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY 

DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT

Dear respondent, 


I 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 The Relevance of Information and Communication Technology to Job Performance Of 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
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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 “The Relevance of Information and Communication Technology to Job Performance Of Secretaries” kindly complete the questions below. Please you are assured that information supplied will be treated with utmost confidentiality.






Yours Faithfully




























ABDULLAH RAHAMAT
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QUESTIONNAIRES
1.
Information and Communication Technology skills is an indispensable tool for secretary 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

(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 plays significant role in the improvement of the secretary skill in office work

(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

5.
Information and Communication Technology are 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 stress of secretary

(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

7.
Effective Service Delivery of secretary 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 which facilitates the secretary 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.
Secretary should be provided training that will build Information and Communication Technology skills and competence needed for the implementation of information and knowledge based working environment. 


(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

12.
Information and Communication Technology has improved the skills of secretary and prepare them for the global economy and information society.

(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

13.
Most organization now invests 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 secretary to perform various task.

(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

15.
The adoption of Information and Communication Technology skills reduced the working rate of secretary 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 is the basic tools and language that secretary needed to carry on any given task in the office

(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

19.
It is very difficult to image 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 the innovative devices like laptops and notebooks, computer is ready to accompany you wherever you go. 


(a) Strongly Agree (  ) 


(b) Agree (   ) 


(c) Disagree (   ) 



(d) Strongly disagree (    )

