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[bookmark: _GoBack]CHAPTER ONE
INTRODUCTION
1.1 	BACKGROUND TO THE STUDY
All over the world, public service institutions have the responsibility for providing sufficient service to clients/citizens as per their request (Benjamin, 2012). The public sector has responsibility and accountability for delivering efficient and effective services to communities and societies as a customer. Though public service institutions, nowadays, have an ever-increasing demands to deliver the best services and improve efficiency relatively compared to previous times, demands are changing in their quality requirements in the government and private sector.  Although the incumbent Nigeria Government introduced different reform programs to increase service delivery and customer satisfaction, there are many challenges and problems in the public sector. Several research studies on the issue indicated that the service performance of  the sectors is not p to the satisfaction level of  the  public  (Emnet & Habtamu,  2011), poor integration  and  sequential approach  (Mesfin,  2009). Thus, the purpose of the study is  to  assess service qualty  and  customers'  satisfaction  in  public  sector  selected  federal organizations in nigeria.
All over the world, public service institutions have the responsibility for providing  sufficient service to  clients/citizens as per their request (Benjamin, 2012).  The public sector has responsibility and accountability for delivering efficient and effective services to communities and societies as a customer. Though public service institutions, nowadays, have an ever-increasing demands  to  deliver  best  services  and  improve  efficiency  relatively  compared  to  previous times,  demands are changing in their quality requirements in government and private sector.  
Despite the fact that the incumbent Nigeria Government introduced different reform programs to increase service delivery and customer satisfaction, there are many challenges and problems in the public sector. Several research  studies  on  the  issue indicated  that  the  service  performance  of  the  sectors is  not  up  to  the  satisfaction level of  the  public  (Emnet & Habtamu,  2011), poor integration  and  sequential approach  (Mesfin,  2009). Thus, the purpose of the study is  to  assess service quality  and  customers'  satisfaction  in  public  sector  selected  federal 
organizations in Ethiopia. The service that make secretary to be demanded in organization. secretary plan and implement for the smooth running of office, there is the need for a secretary to plan how to utilize his/her subordinates and the use of office machines at the appropriate time, preparation of cinerary in order to know the movement of his/her boss. The demand for secretarial service in public organizations cannot be over emphasized.
The success of any organization depends largely on the secretary efficiency. If it is a well-known fact that records that are properly kept and manage help in the success of any organization. Therefore, the role of a female secretary in the management of record cannot be over emphasized, this is because proper record management forms the basis of secretarial profession. Organization is made-up of human and material resources. These resources are brought together in order to accomplish a set goal. The activities of an organization revolved around the female secretary, infect, no organization can do without the service/assistance of a female secretary. The role of the female secretary in today’s office has changed greatly with the introduction of modern office technology such as computer, electronic typewriter, photographing-Marching etc. There is a need for well-trained female secretary to handle this high technology. Today, the position of the female  secretary is more pronounced, she is an intelligent personality whose present is a must for all organization.
All over the world, public organization have responsibility for providing sufficient service to clients/citizens as per their request.  The public sector has responsibility and accountability for delivering efficient and effective services to customers. These days, public organization have an ever-increasing demand to deliver best services and improve efficiency relatively compared to previous times, demands are changing in their quality requirements in general. Taylor’s scientific approach to management, aimed at shop management, centered on the principle of effective time management. He advocated better use of time through which payment to secretaries were much considered to the achievement of goal. An awareness of time management started to take a chance in human mind, whereby planning ahead became a strategy, thus many organizations try to increase their productivity through scheduling, setting goals and prioritizing the tasks.
The ability to manage time effectively becomes a fundamental to work performance, after the world has realized time wasters in the 21st century that had never seen. In fact, development of communication technology for instance, cell phones, and internet have become major agents of time wasters nowadays that has brought many requests or suggestions of things to do than ever and has influenced the failures among the secretaries in accomplishing their task on time.  Basic business communication skills are normally learned or developed through observing other competent people and consequently modeling individual behaviors based on what is observed in other professionals. It is important to note that business information has no relevance if it is not effectively communicated across different stakeholders in an organization. Communication in business entities can therefore be interpreted as the general process of disseminating or transmitting business information from one employee to another or from one business stakeholder to another. Effective communication also helps to build teamwork in the organization and consequently enhances employee performance. This also helps to reduce the rate of turnover redundancy in the organization. On the contrary weak business, communication affects the general confidence of secretaries which hurts both the productivity of secretaries and the performance of the business entity. 
Interpersonal relationship has crucial impacts among work groups in the organizational communication is a channel to flow information, resources, and even policies. "Organizational communication can be broadly defined as communication with one another in the context of an organization. This type of communication, in turn, includes activities of sending and receiving a message through various layers of authority, using various message systems, and discussing various topics of interest to the group we belong to or the company we work for. Organizational communication research has mainly been conducted both in the business management field and in the communication field; however, researchers in the public administration field have provided little knowledge about organizational communication and its roles and effects. Several studies emphasize that effective communication can enhance organizational outcomes. Communication influence the perception and opinions about persons, communities, organizations, governments, and even society. As a managerial tool, communication is frequently expected to share information with members, coordinate activities, reduce unnecessary managerial burdens and, rules, and ultimately improve organizational performance.
Time management is the art of arranging, organizing, scheduling, and budgeting one's time to generate more effective work and productivity. It is priority-based structuring of time allocation and distribution among competing demands since time cannot be stored, and its availability can neither be increased beyond nor decreased from the 24 hours. Time management can be defined as an asset of principles, practices, skills, tools, and systems that work together to help you get more value out of your time to improve the quality of your life.  Time management is usually a personal problem and if one instinctively knows what the right is, then there is no need to worry. Daily life is not a gamble and allocation of time to every activity will help. Unlike other things, time lost never comes back. 
Interpersonal relationship plays a vital role in the working of any business. Organizations have to communicate to carry out their business activities. Researches indicate that organizations cannot meet their goals unless they have effective communication. In the triumph of any organization, the relationship between the manager and his subordinates plays a significant role. In any business activity manager is a key player. Communication is a ribbon, which binds the management and its officials together, and is very obligatory for the success and excellent performance of any organization. Therefore time management can be defined as a period, either short or long, which involves how people use their time judiciously to produce results. Time management starts with the commitment to change. Opined that better time management can be achieved if goals have been set and then all future work is prioritized based on how it moves the individual or organization toward meeting the goals. The value of time management lies in the fact that they want to do it. Time management helps identify needs and wants in terms of their importance and matches them with time and other resources. Time management brings about orderliness and enables one to be more productive and fulfilled.
Interpersonal relationship increases the efficiency and productivity of any business. And also make the secretaries more satisfied. Researches illustrate that effectual and well-organized communication positively relates to job satisfaction, performance, and positive attitudes of employees. Conclusively, in all human organizations, the art of communication cannot be overemphasized; it is how people interact and work with one another. Just like the bloodstream in people, communication represents the bloodstream of an organization. This means that nothing can be achieved in an organization without effective communication. Communication skills are important in all human endeavors, including business. Even though communication skills are so important to success in the workplace, many individuals find that there is a limit to their communication skills and that they seem to have reached a stumbling block in their progress. They may sometimes struggle to convey their thoughts and ideals accurately, making it difficult to reach their full potential as a communicator, a manager, and a leader of others Not just giving information, it is the giving of understandable information and receiving and therefore, the transferring of a message to another party so that it can be understood and acted upon.
Time management is focused on solving problems. However, some peculiar challenges to many managers are; the inability to deal with distractions, deadline pressure and procrastination, self-Discipline, the ambiguity of personal goals not being able to say "no", excessive social relations, Indetermination, perfectionism, and messy task. Time really cannot be managed because when one wants to solve the problem of procrastination; one needs to learn and develop time management skills. In the mind of the researchers, there is an indication that Quack feels that procrastination may affect time. Therefore, time rolls along with human existence.  

1.2     STATEMENT OF PROBLEM
It is observed that lack of adequate attention to time and its importance has been responsible for the low productivity in some organization. Essentially as profit  is measured against time, management, it leads to discomfort, in forms such as headache, stomachaches, cramps loss of sleep, difficulty in concentrating etc. a person under stress had the tendency to go off work for a while during that period, time which would have been used constructively is being wasted. It is also noted that secretaries encounter problems like unpredictable daily routine which arises when a secretary, for one reason or the order takes on the  responsibility originally belonging to another person. The work of the secretary in question suffers a temporary set-back in time and also affect time management. Also The secretary can be looked upon as a vital link in an organization, an image maker, more that than that, she is expected to carry out nearly a thousand different activities in assisting the executives. The inability of some secretaries to meet up with these expectations has brought frustration to their bosses. This has equally raised quarrels between the secretary and her boss, other employees, customers and the public of which the reason might be lack of interpersonal/human relation’s skills. This might result from the defectiveness of the academic curriculum and the secretary being the nerve center of the organization requires interpersonal/human relations skills to function effectively. More often than not, these interpersonal/human relations are not found in the secretaries.


1.3     OBJECTIVES OF THE STUDY
This study aims is to look at:
· Describe the concept of service delivery.
· Investigate the significance of time management to the service delivery of secretaries.
· Examine the influence of interpersonal relationships between secretaries and those she has to interact with.
· Analyze the combined utility of time management, and interpersonal relationships on  the service delivery of secretaries. 

1.4     RESEARCH QUESTIONS
The following questions were designed by the researcher to enable her to reach conclusions through the responses that will be given to it by professionals and practitioners.
· What is the concept of service delivery all about?
· What is the essence of time management?
· Why are interpersonal relationships important to a secretary?
· What influence does time management and interpersonal relationships have on service delivery of secretaries?

1.5 	SIGNIFICANCE OF THE STUDY 
· This researcher believes, that this study will be of a great benefit to all practicing secretaries, students, secretaries’ employers, other professional as well as the general public. 
· This study will enlighten employers in the duties of secretaries as a public relation officer. It will also portray secretaries in better light in the estimation of the public.
· it will also encourage students that are aspiring to become secretaries in the future to know how to interact with different people in the organization and it will also give them hints on the important of time management.
· And also this study will be a benefit to researchers who wishes to carry out a researcher with a similar topic with this study.

1.6 	LIMITATION AND DELIMITATION 
      	There were no problems, challenges, constraints or limitations encountered during the course of writing this chapter.
This project is focused on the time management, interpersonal relationships and service delivery of secretaries in public organization, the case study of Kwara State Polytechnic, Ilorin. No attempt would be to go beyond this topic.
























CHAPTER TWO
LITERATURE REVIEW
2.0	INTRODUCTION
This research is on the time management, interpersonal relationships and service delivery of secretaries in public organization, in some selected organization in Kwara state. This study will be conducted under the following, concept of service delivery, essence of time management, important of  interpersonal relationships to secretaries, influence of time management and interpersonal relationships on service delivery of secretaries

2.1 	CONCEPT OF SERVICE DELIVERY
The concept of service delivery refers to the end-to-end process of providing services to customers or internal clients within an organization. It encompasses various stages such as designing, developing, deploying, and operating services. Service delivery also involves managing contractual and financial aspects related to service level agreements. The primary objective of service delivery is to ensure that services are provided at the expected standard and quality to meet customer requirements and satisfaction levels. This process is crucial for organizations to fulfill their commitments and deliver value to their customers effectively John S (2023).
Service delivery is an operational activity for supplying goods or resources, this usually occurs within a pre-agreed service level agreement (SLA) between a service provider and customer. The main objective of service delivery is to ensure that services are delivered to the standard and quality expected by the customer. The concept of service delivery is at the core of every organization, whether it operates in the public or private sector. It refers to the process of providing services to customers, clients, or citizens in a timely, efficient, and effective manner. Service delivery encompasses a wide range of activities, from the initial contact with the customer to the final resolution of their needs or concerns.
 John S (2023) delve into the importance of service delivery and explore its various dimensions.
>. 	Customer Satisfaction: One of the primary goals of service delivery is to ensure customer satisfaction. When customers receive high-quality services that meet or exceed their expectations, they are more likely to be satisfied and become loyal patrons. For instance, imagine a retail store that consistently delivers excellent customer service by providing knowledgeable staff, quick response times, and hassle-free returns. Such a store is likely to have satisfied customers who will not only return for future purchases but also recommend the store to others.
> 	Efficiency and Effectiveness: Efficient service delivery is crucial for organizations to operate smoothly and achieve their objectives. By streamlining processes, eliminating bottlenecks, and optimizing resource allocation, organizations can deliver services in a cost-effective manner. This efficiency allows them to serve a larger number of customers without compromising on quality. For example, a courier company that invests in advanced logistics systems can optimize routes, minimize delivery times, and handle a higher volume of packages efficiently.
> 	Trust and Reputation: Service delivery plays a significant role in building trust and maintaining a positive reputation for an organization. When customers consistently experience reliable and dependable services, they develop trust in the organization's ability to fulfill their needs. This trust leads to repeat business and positive word-of-mouth recommendations. Conversely, poor service delivery can tarnish an organization's reputation and lead to a loss of customers. Consider a restaurant known for its exceptional food but consistently receives negative reviews due to slow and inefficient service. Despite the delicious food, customers may choose to dine elsewhere, impacting the restaurant's reputation and revenue.
> 	Differentiation And Competitive Advantage: In today's competitive marketplace, service delivery can be a key differentiator for organizations. When products or services are similar across competitors, the quality of service becomes a crucial factor in customer decision-making. Organizations that excel in service delivery can gain a competitive advantage by providing unique value propositions. For instance, a telecommunications company that offers 24/7 customer support and prompt issue resolution may attract customers away from competitors who provide limited support hours.
> 	Public Sector Impact: Service delivery is equally important in the public sector, where governments and quasi-public corporations aim to serve citizens efficiently. Timely and effective service delivery in areas such as healthcare, education, transportation, and utilities can significantly impact citizens' quality of life. Governments that prioritize service delivery can enhance citizen satisfaction, promote social welfare, and foster economic development. Conversely, inadequate service delivery in the public sector can lead to public dissatisfaction, protests, and even political instability.
> 	Continuous Improvement: Service delivery should be an ongoing process of improvement and adaptation. Organizations must actively seek feedback from customers, identify areas for improvement, and implement changes accordingly. By continuously refining their service delivery processes, organizations can stay ahead of evolving customer expectations and market trends. This commitment to continuous improvement ensures that services remain relevant, efficient, and aligned with customer needs. Service delivery is of paramount importance across sectors, influencing customer satisfaction, efficiency, trust, differentiation, and public welfare. Organizations that prioritize service delivery and invest in enhancing its various dimensions can gain a competitive edge, build strong customer relationships, and contribute to overall societal well-being John S (2023.

2.2 	ESSENCE OF TIME MANAGEMENT
The essence of effective time management lies in organizing yourself and focusing on your priorities, goals, and objectives for a specific time period. Time, a luxury coveted by many, is both omnipresent and elusive, a paradox that weaves through the fabric of our lives. In this bustling world, we often find ourselves in a constant race, as if competing with time itself, determined to check every box on our never-ending to-do lists. Yet, amidst the whirlwind of moments, choose to pause for a moment and reflect on the true essence of time. In its ethereal dance, time presents itself as a precious gift, a currency of experiences to be cherished and embraced. As we reach July, the remaining six months of the year stand as a potent reminder that each moment, though fleeting, holds the key to unlocking the boundless potential of self-discovery and transformation. It is within these fragments of time that we can discover the power to reshape our destinies According to Ojo & Olaniyan (2018).
Time, a multidimensional tapestry, transcends beyond the ticking of clocks and the pages of calendars. It is an intangible currency that enriches our experiences. It's a new luxury. Yet, we often fall into the trap of thinking that tomorrow will offer the perfect moment to start something new, to mend relationships, or to embark on personal transformations. We wait for the elusive right time, missing the potential of the present. The truth lies in understanding that the better time is always now. This very moment is all we have for certain. The past is unchangeable, and the future is uncertain. Embracing the significance of the present empowers us to make proactive decisions that will enrich our lives suffer Tailor C (2017). Time management can look very different between people, depending on their role in an organization and the goals they want to achieve. For a business owner, time management might limit the time spent on more basic tasks in order to focus on the bigger picture. For an independent freelancer, the goal of time management might be to ensure each client gets the time they deserve without also taking up too much time Cole J (2018).

2.3 	IMPORTANT OF INTERPERSONAL RELATIONSHIPS TO SECRETARIES
The importance of interpersonal relationships to secretaries is crucial for their effectiveness and success in the workplace, interpersonal relationships are fundamental for secretaries to build trust, foster collaboration, and maintain a positive work environment, contributing to their effectiveness and success in their roles.  Interpersonal relationship refers to a strong association among individuals working together in the same organization. Employees working together ought to share a special bond for them to deliver their level best. It is essential for individuals to be honest with each other for a healthy interpersonal relationship and eventually positive ambience at the workplace (Ajayi & Ayodele 2015). Hartzell, (2017) stated the importance of interpersonal relation in an organization:
i. A single brain alone can’t take all decisions alone: we need people to discuss various issues, evaluate pros and cons and reach to solutions benefiting not only the employees but also the organization on the whole. Employees can brainstorm together and reach to better ideas and strategies. Strategies must be discussed on an open platform where every individual has the liberty to express his/her views. Employees must be called for meetings at least once in a week to promote open communication. Interaction on a regular basis is important for healthy relationship.
ii. Interpersonal relation has a direct effect on the organization culture: misunderstandings and confusions lead to negatively at the workplace. Conflicts lead you nowhere and in turn spoil the work environment.
iii. We need people around who can appreciate our hard work and motivate us from time to time: it is essential to have some trustworthy co-workers at the workplace who not only appreciate us when we do some good work but also tell us our mistakes. A pat on the back goes a long way in extracting the best out of individuals. One need to have people at the workplace who are more like mentors than more colleagues.
iv. It always pays to have individuals around where all care for us: e need colleague to fall back on at the times of crisis if you do not talk to anyone at the workplace, no one would come to your help when you actually need them.
Thus, unlike technical or “hard” skills, interpersonal skills are “soft” skills that are easily transferable across industries and positions. Employers value interpersonal skills because they contribute to positive work environments and help maintain an efficient workflow. Manej (2016) also stated  interpersonal skills for you to identify those interpersonal skills you may possess that are valuable to secretaries.
· Active listening: it is a process of listening to others with the purpose of gathering information are engaging with the speaker. Active listeners avoid distracting behaviors while in conversation with others. This can mean putting away or closing laptops or mobile devices while listening, and asking and answering questions when prompted.
· Teamwork: It is the ability to work together as a team is extremely valuable in ever workplace. Teamwork involves many other interpersonal skills like communication, active listening flexibility and responsibility. Those who are good team player are often given important tasks in the workplace and may be seen.
· Dependability: Dependable people can be relied on in any given situation. This can include anything from being punctual to keeping promises. Employers highly value dependable workers and trust them with important tasks and duties.
· Empathy: a worker’s emotional intelligence is how well they understand the needs and feelings of others. Employers may hire empathetic or compassionate employees to create a positive, high functioning workplace.
· Leadership: Leadership is an important interpersonal skill that involves effective decision making. Effective leaders incorporate, many other interpersonal skills. Like empathy and patience, to make decisions. Leadership skills can be used by both managers and individual contributors. In any role, employers value people who take ownership to reach common goals.
· Verbal and  Non-verbal communication: it is the ability of employees to communicate either verbal or non-verbal to customers or client effectively, lit said that workers with good communicating skills brings more achievement to organizational goals. Organization always appreciation employees with good interpersonal skills workers should be able to communicate either orally or writing.

2.4 	INFLUENCE OF TIME MANAGEMENT AND INTERPERSONAL RELATIONSHIPS ON SERVICE DELIVERY OF SECRETARIES
Effective time management is crucial for secretaries to prioritize tasks, organize meetings and appointments, and ensure smooth office operations. By employing proven time management strategies, secretaries can handle the challenges of working in a busy and demanding environment, contributing to improved productivity and service delivery, Secretaries require strong interpersonal skills to excel in their roles. 
The influence of interpersonal relationships on the service delivery of secretaries is significant. Strong interpersonal skills enable secretaries to build trust, foster collaboration, and maintain positive relationships, which are essential for providing high-quality service to both internal and external stakeholders. A secretary is more than just a paper filer, phone answerer and calendar keeper. Often, the secretary often called an administrative assistant, is the backbone of a company and right-hand person for management. Chron C (2021) stated how interpersonal relationships impact secretaries' service delivery include:
· Professionalism and Integrity: Secretaries must demonstrate discretion, integrity, and professionalism in handling sensitive and confidential information, ensuring trust and reliability in their interactions with clients and colleagues.
· Courtesy and Cooperation: aintaining a polite, friendly, and cooperative demeanor when greeting clients and working with colleagues at all levels, even in challenging situations, is crucial for effective service delivery.
· Communication Skills: Clear and effective communication, both verbal and written, enables secretaries to convey information accurately, maintain good grammar, and ensure clarity in written correspondence.
· Listening Skills: Active listening is essential for secretaries to understand the needs of clients and colleagues, accurately pass along information between upper management and employees, and ensure effective communication within the organization.
· Dependability and Flexibility: Being dependable, reliable, and adaptable in handling diverse job duties, working with teams, and addressing unexpected changes or challenges in the workplace contributes to the overall quality of service provided by secretaries. The influence of time management on the service delivery of secretaries is significant. Effective time management enables secretaries to prioritize tasks, organize meetings and appointments, and ensure smooth office operations, contributing to improved productivity and service delivery.
Chron C (2021) also stated how time management impacts secretaries' service delivery include:
· Efficiency and Productivity: By employing proven time management strategies, secretaries can handle the challenges of working in a busy and demanding environment more effectively. This leads to increased efficiency, reduced stress, and higher productivity in carrying out their duties.
· Meeting Deadlines: Proper time management allows secretaries to handle tasks efficiently and meet deadlines consistently. This ensures that projects and assignments are completed on time, enhancing the overall service delivery to clients and colleagues.
· Adaptability to Changes: Time management skills help secretaries adapt to unexpected changes or challenges in the workplace. By having a structured approach to managing their time, secretaries can more easily adjust to new priorities or situations that arise, minimizing disruptions to service delivery.
· Stress Reduction: Effective time management can help reduce stress levels for secretaries. By prioritizing tasks, minimizing interruptions, and maintaining a balanced workload, secretaries can avoid feeling overwhelmed, leading to better decision-making and higher-quality service delivery.
· Professional Development: Investing time in professional development activities, such as training or networking, can enhance a secretary's skills and knowledge. This, in turn, enables them to provide more valuable and effective support to their organization, contributing to overall service delivery improvement. time management is a critical factor influencing the service delivery of secretaries. By developing and applying effective time management strategies, secretaries can enhance their efficiency, productivity, and adaptability, ultimately leading to improved service delivery to their clients and colleagues.
                                                                        





                                                                        



                                                                      








CHAPTER THREE
METHODOLOGY
3.1	INTRODUCTION        
This chapter deals with the procedures and methods used for obtaining the data needed for the analysis and completion of this research work focused on the time management, interpersonal relationships and service delivery of secretaries in public organization, the detail will take this form
· 3.1 Instrument used
· 3.2 Population for the Study
· 3.3 Sample and Sampling Technique
· 3.4 Distribution and Collection of Data
· 3.5 Validity
· 3.6 Reliability
· 3.7 Method of Data Analysis.

3.1 INSTRUMENT USED
Data for the research work were gathered through the use of questionnaires. The research questionnaire was designed for the collection of data necessary to provide information to the research questions stated in chapter one. The questionnaire was vetted and scrutinized by the researcher's supervisor, to ensure that it was in line with the topic.

3.2 	POPULATION FOR THE STUDY
This research aimed to critically look at on the time management, interpersonal relationships and service delivery of secretaries in public organization, the entire population of secretaries used was 20 from of Kwara State Polytechnic, Ilorin..

3.3 	SAMPLE AND SAMPLING TECHNIQUE
A sample of 20 individuals of the total population was selected in the organization.


3.4 DISTRIBUTION AND COLLECTION OF DATA
20 copies of the questionnaire were distributed by the researcher at the chosen case study and we were returned by the respondent to the questionnaire was framed in such a way that it is selective of the research questions highlighted in chapter one. After the necessary correction by my supervisor, approach the distribution of copies of the questionnaire as given to the respondents.

3.5 	VALIDITY
A validity test was carried out to ensure that the research instrument measured what it was supposed to measure. The four methods of measuring external validity face validity face and content validity were carried out in this work. Content validity measures the appropriateness of the wording of the instrument and the objectives of the study while face validity enables the researchers to assert to claim to have measured what he or she end to measure. The researcher also confirmed id the format used in designing the instrument is appropriate for obtaining the information required from the respondents.

3.6	RELIABILITY
The reliability test ensures that the instrument measures consistently as required by the work. All of the 20 copies of a questionnaire sent out, 20 copies of the questionnaire containing 20 questions were disturbed, twenty copies (20) were returned and analyze or otherwise convert to data into usable information. The statistical package for social science  (SPAS) data entry form contains all collected on the instrument used it was validated by the expert,) contain all collected on the instrument used was validated by the experts in educational respondents.

3.7 	METHOD OF DATA ANALYSIS
The data collected through the questionnaire were analyzed manually, using tables and percentages to explain the analysis. The analyses are presented in the next chapter.




CHAPTER FOUR
DATA ANALYSIS
4.1	INTRODUCTION 
	This chapter is meant to enumerate the data to be analyzed; as such data will be based on the analysis of data collected through questionnaire. Twenty questionnaire were distributed to the respondent all the twenty copies were dully collected. Therefore, the data is based on the result of the questionnaires returned by the respondents. Responses of the secretaries were treated, and the consensus of the respondents was determined by the highest percentage of the responses. The questions in the questionnaire were based on the research questions in chapter one and they are analyzed as follows.

4.2	RESULTS 
Table 4.1: A Secretary who possesses good interpersonal skills can be a good team leader
	Options
	No of respondents
	Percentage%

	Strongly Agree
	11
	55

	Agree
	9
	45

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4:1 showed that 11(55%) of the respondents strongly agreed that a secretary who possesses good interpersonal skills can be a good team leader, 9(45%) of them agreed, None of the respondents disagreed while none of the respondent strongly disagreed.





Table 4.2: A Secretary who possesses good communication skills must be a good communicator.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	8
	40

	Agree
	12
	60

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.2 showed that 8(40%) of the respondents strongly agreed that A secretary who possess good communication skills must be a good communicator, 12(60%) of the respondents agreed, none of the respondent disagreed while none of the respondents strongly disagreed.

Table 4.3: The success of any organization depends largely on the secretary efficiency
	Options
	No of respondents
	Percentage%

	Strongly Agree
	7
	35

	Agree
	13
	65

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.3 showed that 7(35%) of the respondents strongly agreed that The success of any organization depends largely on the secretary efficiency. While 13 (65%) of the respondents  agreed, none of the respondents disagreed while none of respondents strongly disagreed.



Table 4.4: Time really cannot be managed because when one wants to solve the problem of procrastination; one needs to learn and develop time management skills.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	7
	35

	Agree
	13
	65

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.4 showed that 7(35%) of the respondents strongly agreed that Time really cannot be managed because when one wants to solve the problem of procrastination; one needs to learn and develop time management skills, while 13(65%) of the respondents  agreed, while none of the respondents disagreed and none of the respondents strongly disagreed.

Table 4.5: A Secretary who possesses good interpersonal skills must be a good listener.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	8
	40

	Agree
	12
	60

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.5 showed that 8(40%) of the respondents strongly agreed that a secretary who possesses good interpersonal skills must be a good listener, 12(60%) of the respondents agreed, none of the respondent disagreed while none of the respondents strongly disagreed.

Table 4.6: Effective time management enables secretaries to prioritize tasks, organize meetings and appointments
	Options
	No of respondents
	Percentage%

	Strongly Agree
	9
	45

	Agree
	11
	55

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.6 showed that 9(45%) of the respondents strongly agreed that Effective time management enables secretaries to prioritize tasks, organize meetings and appointments 11(55%) of the respondents agreed, none of the respondents disagreed while none of the respondents strongly disagreed.

Table 4.7: Service delivery is an operational activity for supplying goods or resources.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	9
	45

	Agree
	11
	55

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The table 4.7 showed that 9(45%) of the respondents strongly agreed that Service delivery is an operational activity for supplying goods or resources, 11 (55%) of the respondents agreed, none of the respondents disagreed while none of the respondents strongly disagreed.

Table 4.8: Secretaries must possess good emotional intelligence and empathy in-order to delivery their duties effectively.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	12
	60

	Agree
	8
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.8 showed that 12 (60%) of the respondents strongly agreed that secretaries must possess good emotional intelligence and empathy in-order to delivery their duties effectively, 8 (40%) of the respondents agreed, none of the respondents disagreed while none of the respondents strongly disagreed.

Table 4.9: Good leadership skills help a secretary in delivery of his/her duties effectively
	Options
	No of respondents
	Percentage%

	Strongly Agree
	10
	50

	Agree
	10
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.9 showed that 10(50%) of the respondents strongly agreed that good leadership skills helps a secretary in delivery of his/her duties effectively, 10(50%) of the respondents agreed, none of the respondents disagreed, while none of them strongly disagreed.


Table 4.10: A secretary with good interpersonal relationship skills must be able to motivate other employees and his/her boss.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	10
	50

	Agree
	10
	50

	Disagree
	00
	10

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.10 showed that 10(50%) of the respondents strongly agreed that, A secretary with goods interpersonal relationship skills must be able to motivate other employee and his/her boss, 10(50%) of the respondents agreed, none of them disagreed while none of them strongly disagreed.

Table 4.11: A secretary that possesses good interpersonal skills must reach an argument easily 
	Options
	No of respondents
	Percentage%

	Strongly Agree
	6
	30

	Agree
	14
	70

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025
	
The above table 4.11 showed that 6(30%) of the respondents strongly agreed that a secretary that possess good interpersonal skill must reach an argument easily, 14(70%) of the respondents agreed, none of the disagreed while none of them strongly disagreed.

Table 4.12: When a secretary possesses verbal and non-verbal interpersonal skills it helps to promote company success
	Options
	No of respondents
	Percentage%

	Strongly Agree
	13
	65

	Agree
	7
	35

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.12 showed that 13(65%) of the respondents strongly agreed that, when a secretary possesses verbal and non-verbal interpersonal skills it helps to promote company success, 7(35%) of the respondents agreed, none of the respondents disagreed while none of them strongly disagreed.

Table 4.13: A secretary with good interpersonal skills must be approachable to the customer or clients.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	10
	50

	Agree
	10
	50

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.13 showed that 10(50%) of the respondents strongly agreed that A secretary with good interpersonal skills must be approachable to the customer or clients, 10(50%) of the respondents agreed, none of the respondents disagreed while none of the respondents strongly disagreed.

Table 4.14: A secretary must possess good sense of Humor in attaining organizational goals
	Options
	No of respondents
	Percentage%

	Strongly Agree
	8
	40

	Agree
	12
	60

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.14 showed that 8(40%) of the respondent strongly agreed that A secretary must possesses good sense of humor in attaining organizational goals, 12(60%) of the respondents Agreed, none of the respondents disagreed while none of the respondents strongly disagreed.

Table 4.15: Interpersonal relationship skills is a platform for secretaries to improve his/her responsibilities effectively 
	Options
	No of respondents
	Percentage%

	Strongly Agree
	11
	55

	Agree
	7
	35

	Disagree
	2
	10

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.15 showed that 11(55%) of the respondents, strongly agreed that interpersonal relationship skills is a platform for secretaries to improves his/her responsibility effectively, 7(35%) of the respondents agreed, 2(10%) of the respondents disagreed while none of the respondent strongly disagreed.



Table 4.16: Interpersonal relationship skills enable a secretary to relate effectively 
	Options
	No of respondents
	Percentage%

	Strongly Agree
	6
	30

	Agree
	10
	50

	Disagree
	4
	20

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.16 showed that 6(30%) of the respondents strongly agreed that interpersonal relationship skills enable a secretary to relate effectively. 10(50%) of the respondents agreed, 4(20%) of the respondents disagreed while none of them strongly disagreed.

Table 4.17: Interpersonal relationship skills enhance free flow of interaction within the workers in an organization
	Options
	No of respondents
	Percentage%

	Strongly Agree
	11
	55

	Agree
	9
	45

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.17 showed that 11(55%) of the respondents strongly agreed that, interpersonal relationship skills enhance free flow of interaction within the workers in an organization, 9(45%) of the respondents agreed, none of the respondents disagreed while none of the respondents strongly disagreed.


Table 4.18: Lack of good interpersonal relationship leads to poor collaboration between the employee boss.
	Options
	No of respondents
	Percentage%

	Strongly Agree
	12
	60

	Agree
	8
	40

	Disagree
	00
	0.00

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.18 showed that 12(60%) of the respondents strongly agreed that lack of good interpersonal relationship leads to poor collaboration between the employee and boss, 8(40%) of the respondents agreed, none of the respondents disagreed while none of the respondents strongly disagreed.

Table 4.19: Lack of good interpersonal relationship will eventually lead to the lowest of productively 
	Options
	No of respondents
	Percentage%

	Strongly Agree
	7
	35

	Agree
	9
	45

	Disagree
	4
	20

	Strongly Disagree
	00
	0.00

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table 4.19 showed that 7(35%) of the respondent strongly agreed, that lack of good interpersonal relationship will eventually lead to the lowest of productivity, 9(45%) of the respondents agreed, 4(20%) of the respondents disagreed and none of them strongly disagreed.

Table 4.20: Good interpersonal relationship skills play a vital role on the productivity of the secretary
	Options
	No of respondents
	Percentage%

	Strongly Agree
	7
	35

	Agree
	13
	65

	Disagree
	00
	10

	Strongly Disagree
	00
	10

	TOTAL
	20
	100


Source: Researcher’s Field Work, 2025

The above table showed that 7 (35%) of the respondents strongly agreed that, good interpersonal relationships skills play a vital role on the productivity of the secretary, 13(65%) of the respondents agreed, none of the respondents disagreed and none of the respondents strongly disagreed.













CHAPTER FIVE
SUMMARY, CONCLUSION, AND RECOMMENDATIONS
5.1 INTRODUCTION
This chapter presents the summary of the entire research project, drawing conclusions from the findings detailed in Chapter Four. Based on these conclusions, recommendations are offered to secretaries, public organizations, and future researchers. The chapter also outlines the contributions to knowledge and suggests areas for further study.

5.2 	SUMMARY OF FINDINGS
This research was conducted to investigate the impact of time management and interpersonal relationship skills on the service delivery of secretaries in public organizations, using Kwara State Polytechnic, Ilorin, as a case study. The study adopted a descriptive research design, and data was collected through a questionnaire distributed to all 20 secretaries in the organization, resulting in a 100% response rate. The data were analyzed using simple percentages and presented in tables.
The analysis of the data reveals a powerful and consistent consensus among the secretaries surveyed. Firstly, the findings unequivocally position interpersonal skills as a cornerstone of secretarial efficacy. A unanimous 100% of respondents affirmed that a secretary possessing these skills can function as a good team leader, underscoring the leadership potential inherent in the role. This is further reinforced by the fact that all respondents identified strong communication and listening skills as essential traits, highlighting that effective interpersonal interaction is built on a foundation of clear exchange and attentive understanding.
The critical importance of the secretarial role to the wider organization was also universally recognized, with the entire sample agreeing that an organization's success depends largely on the secretary's efficiency. Complementing this, the value of time management was undisputed, with all respondents acknowledging its importance in combating procrastination and enabling the effective prioritization of tasks and organization of meetings.
Furthermore, the study found strong agreement on the necessity of deeper soft skills. There was unanimous recognition that secretaries must possess emotional intelligence and that good leadership skills aid in the effective delivery of their duties. The interpersonal role of a secretary was also viewed as outwardly focused, with all respondents agreeing that such a professional must be able to motivate others and be approachable to clients.

5.3 	CONCLUSION
Based on the findings of this study, it can be conclusively stated that time management and interpersonal relationship skills are critically indispensable for the effective service delivery of secretaries in public organizations. The research demonstrates that secretaries themselves recognize the profound value of these soft skills. The study concludes that:
· Interpersonal skills are not merely supplementary but are fundamental to a secretary's role, directly influencing their ability to lead, communicate, motivate, collaborate, and maintain a positive organizational climate, all of which culminate in enhanced productivity.
· Time management is acknowledged as a vital skill that allows secretaries to organize their workflow, overcome procrastination, and ensure efficient task completion, thereby supporting the overall administrative machinery.
· The secretary's role is perceived as pivotal to organizational success, and their effectiveness is heavily dependent on their proficiency in these non-technical skill sets.

5.4 	RECOMMENDATIONS
In light of the above findings and conclusions, the following recommendations are proposed:
· Regular Training Workshops: Management should organize mandatory periodic training and workshops focused on developing interpersonal communication, emotional intelligence, conflict resolution, and advanced time management techniques for their secretarial staff.
· Performance Appraisal: Criteria for evaluating secretarial performance should explicitly include competencies in interpersonal relationships and time management, alongside technical skills.
· Proactive Skill Development: Secretaries should take personal initiative to develop their soft skills through self-study, online courses, and by seeking constructive feedback from colleagues and superiors.
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QUESTIONNAIRE
1. A secretary who possesses good interpersonal skills must be a good team	player.
(a) Strongly Agree (  ) (b) Agree (  ) (c) Disagree (  ) (d) Strongly Disagree (   )
2. A secretary who possesses good communication skills must be a goodcommunicator
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
3. The success of any organization depends largely on the secretary efficiency.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
4. Time really cannot be managed because when one wants to solve the problem of procrastination 
              one needs to learn and develop time management skills.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
5. A secretary who possesses good interpersonal skills must be a good listener.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
6. The Effective time management enables secretaries to prioritize tasks, organize meetings and appointments.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
7. Service delivery is an operational activity for supplying goods or resources.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
8. Secretaries must possess good emotional intelligence and empathy in-order to	delivery their duties effectively. \
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
9. Good leadership skills helps a secretary in delivery of his/her duties	effectively.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
10. A secretary with good interpersonal relationship skills must be able to motivate	other employees and his/her boss.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
11. A secretary that possesses good interpersonal skills must reach an argument	easily.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
12. When a secretary possesses verbal and no-verbal interpersonal skill it helps to	promote company success.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
13. A secretary with good interpersonal skills must be approachable to the	customer or clients.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
14. A secretary must possess good sense of Humor in attainting organizational	goals.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
15. Interpersonal relationship skills is a platform for secretaries to improve his/her	responsibilities effectively.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
16. Interpersonal relationship skills enable a secretary to relate effectively.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
17. Interpersonal relationship skills enhance free flow of interaction within the	workers in the organization.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
18. Lack of good interpersonal relationship leads to poor collaboration between the	employee and boss
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
19. Lack of good interpersonal relationship will eventually lead to the lowest	productivity.
(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )
20. Good interpersonal relationship skills play a vital role on the productivity of	the secretary.
	(a) Strongly Agree (  ) (b) Agree (   ) (c) Disagree (  ) (d) Strongly Disagree (  )










