A SURVEY OF ROLES AND PERFORMANCE EFFECTIVITY OF SECRETARIES IN MODERN COMMUNICATION INDUSTRIES IN ENUGU URBAN
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This study examined roles and performance efficiency and effectively of secretaries in modern communication industries in Enugu Urban.


People hold different opinions about the secretaries roles.  they fail to understand that the secretary is an important officer in every communication industry and her contributions and effectiveness can either enhance or  diminish the efficiency of an industry.


The study also seek to find out whether lack of appreciate communicating machine affect the roles of secretaries.  It went further to stress whether lack of knowledge of the administrative principles may hinder secretarial roles, whether executives do not give the secretaries free-hand to implement the necessary administrative principles.


In collecting data, the study was designed to cover selected communication industries as the population through sampling of the secretaries.  The  population were made up of 100 people and the researcher made use of questionnaire which was distributed to the respondent.  Was later collected.


It was concluded that regular seminars, workshops and conferences should be   organized for the secretaries in order to up-date thir knowledge and experience on the secretarial profession and that the employers should work hand-in-hand with their secretaries, be able to delegate duties to them and provide enough working equipment for carrying out their duties.

CHAPTER ONE

INTRODUCTION

BACKGROUND OF THE STUDY

The name NTA means Nigeria Television Authority.  The station has brought forth over thirty other television stations in different parts of Nigeria.  It is headed by a general manager and six other managers who help in day to day running of business.  Nigeria Television Authority being a very big family has some roles they play as a communication Industry and these include:

To inform, entertain and enlighten their audience, maintaining its leadership position in Television broadcasting

Enrich the life of Nigerians by influencing positively his social, cultural, economic, political and technological thinking through a wide choice of programmes; to mention but a few.

    Nevertheless, the roles they play in communication Industry seem 

to be carrying them away from giving their secretaries chana to contribute  our play their roles effectively in the communication industry.  They indulge in using their journalists and reporters for any information they need.  Managers and staff in the communication industries have equally acquired the knowledge of the use of modern office equipments like computers, tapes, and disc for information recording and report writing thereby neglecting the roles of efficient and effective secretaries especially when it comes to profession and effective secretaries especially when it comes to profession.


Most of the employees in communication industries are mainly journalists, reporters/correspondent. And news casters with just a few copy typists.  The few secretaries there are not always recognized let alone givng them ample opportunity to exhibit their initiatives.  An investigation into Nigeria Television Authority proves that the secretaries there are not receiving adequate attention needed to motivate them and that when it comes to promotion, they are not promoted as and at when due; compared with their counterparts in other professions.  The bitter part of it all is that they see people whom they academically occupying higher positions and secretaries find themselves subordinate to incompleted ones as their boss.


All these norm and  problems faced by secretaries pushed the researcher into carrying out a survey of the roles and performance efficiency and effectively of secretaries in modern communication industries in Enugu Urban.

STATEMENT OF THE PROBLEM

In most offices today, objectives are difficult to realize.  These in 

most cases have been blamed on the secretaries who are the mirror of the executives.


To  a large extent of their responsibility and thus limits the scope of their job to only typing documents which is always full of errors and taking dictations which they cannot even transcribe accurately.


In some communication industries, there exist communication break-down which results from poor relationship of the so-called secretaries some secretaries do not know how to answer, call, some do not know how to deliver messages and this hinders effective communication.  The importance of adequate information management flow to employees in organization cannot be over emphasized.


The success of an industry to a large extent is determined by how objective are effectively realized.  This in actual sense has to be done with the co-operation and efficiency of secretary.


In addition, some executive, also contribute to a number of pitfalls in communication industry.  For instance, some of them do not allow their secretaries and employees to share in the organizational policies nor express their opinion on what they feel would help to achieve the industrial goals.  In this case, the boss or executive may not see it as the right of secretary to play such roles.


The problem of this research project therefore is aimed at finding about the roles and performance efficiency and effectively of secretaries in communication industries since there has not been adequate literature written towards identifying these problems and how to curb them.  The researcher views it pertinent to sought  and investigate these problems and make proper recommendations and suggestions towards solving  them.

PURPOSE PF THE STUDY

The main purpose of the study is to determine the roles and performance efficiency and effectively of secretaries in modern communication industries in Enugu Urban.  Specifically the study is aimed at:

Finding out if secretaries are efficient and effective in performing the roles.

 Finding out the problems they encounter performing those functions.

Determining if such roles enhances the operational success of the communication industries.

Recommending other ways improving operational efficiency and effectively of secretaries in those communication industries.

DELIMITATION OF THE STUDY

This study is delimited to the roles and performance efficiency 

and effectivity of secretaries in modern communication industries in Enugu Urban.

SIGNIFICANE OF THE STUDY

It is a fact that in some organizational setup, secretaries are 

confused as to what exactly constitute their roles.  This made the researcher to undertake the survey into the roles of secretaries in communication industries.


By identifying these problems, the study would help in creating 

and motivating, co-operation and encouraging work environment for the secretary and other employees.


On the part of executive, it will enable them understand that there are benefits accruing to allowing their secretaries prform their duties and implement certain principles which will help in achieving organizational goa.


It will also portray to secretaries that they are the mirror image of the organization which calls for all round diligency and efficiency i.e approach, modesty in dressing and occupational excellence.


It will enable the organization appreciate a mutual understanding between the secretaries and the boss as this will enhance collective pursue of organizational goal.

ASSUMPTION OF THE STUDY

If this research is successfully carried out it will relieve the 

executives of certain administrative responsibilities as they will delegate duties to their secretaries appropriately. Educational background of qualified secretaries which calls for their special need and importance in communication industries and offices at large.


It will also reveal to an extent the educational background of qualified secretaries which calls for their special need and importance in communication industrious and exercise caution in executing their duties as any deviation will mar the image of the organization in the business word.


This research will also show the communication industries that secretaries are indispensable and irreplaceable tool in the industry no matte the extent of technology evolution.


The research will also show the communication industries that secretaries are indispensable and irreplaceable tool in the industry no matter the extent of technology evolution.


The research will also boost the ego of secretaries among their professional counterparts instead of limiting them to only typing documents.


It will also explore the task ahead to the student secretaries, which make them serious in their training.

RESEARCH QUESTION

The following research questions were formulated to guide the study:

What roles do secretaries perform in modern communication industries in Enugu Urban?

How far are the secretaries efficient and effective in performing those function? 

What problems do they encounter in performing those role?

How far do the roles increase productivity in those communication industries?

What recommendations are necessary for improved performance of secretaries in modern communication industries in Enugu Urban?

DEFINITION OF TERMS

ROLES


Duties for which persons are accountable for.  The term can be equated with duty, activities or authorities.  Roles refer to the mental and physical activities which must be performed to carry out a task or duty.

EFFICIENCY:  This  is the ability to produce the desired result.

SECRETARY

An employee who posses a mastery of office skills, who demonstrates the ability to assume responsibility without direct supervision, who exercises initiative and judgment and who make decision within the scope of assigned authority.

CHAPTER TWO

LITERATURE REVIEW

This chapter will  discuss the topic under investigation by highlighting also contributions made by eminent people on the subject.


To this end, the researcher wishes to discuss this literature review under the following headings:

2.1
An overview of roles of secretaries in communication industries.

2.2
The responsibilities or duties of secretaries in communication industries.

2.2.1
The true image of secretaries in communication industries

2.2.2
Secretaries as a personal offices

2.2.3
The role of secretary in developing the office.

2.3
The roles of secretaries in selected communication industries.

2.4
Factors that affect the performance of these roles.

2.5
Summary of literature review.

2.1
AN OVERVIEW OF ROLES OF SECRETARIES

For over a century, a lot of technological developments hare taken place, as a result of industrial innovations which were introduced by the early colonial educationists as a means of time-saving devices aid business or professional life in various field of endeavour.  Businessmen and professionals were interested in the use of these devices in order to facilitate business transactions.  as such secretaries are involved in the system.


The word secretary comes from the latin word ‘secretin’ meaning ‘secret’.


The evolution of secretary ship started very early in the development of commercial and industrial organizations.  The office of the secretary emerged, whether  under that title or some analogous one such as ‘clerk’ because it was inevitable that some person should be made responsible for recording and translating into actions, the deliberations of whatever council, committee or board was charged with they conduct of an organizations affairs.


Job responsibilities entail enumerating some of the primary and secondary functions of recording incoming and outgoing mails receiving telephone calls and the interpretation of top management policies of motivating planning, organizing, controlling and supervision of all the secretarial the secretarial staff.


Harding Boultan (1972) states that it is perhaps a little unfortunate that the word ‘secretary’ is used to describe two very different kinds of occupation or position.  We all know that there are great many people, know that there are great many people, most frequently women office workers, who desribe themselves as ‘secretary’  with many of them, it is correct description, with many others, it is correct description, with many others, it is really a courtesy title given to a shorthand or audio typist who works solely or principally for one business executive.


The genuine secretary of this type, however, is a custodian of secrets (hence the name secretary) who works as a kind of personal assistant to an executive, not only typing his letters but also acting as his extended personality arranging his appointments. Receiving his telephone calls, reminding him of his obligations, writing routine letters on his behalf, and often being an intermediary between him and the people with whom he has a deal but for whom he cannot spare time for personal attention

2.2
THE RESPONSIBILITIES/DUTIES OF SECRETARIES IN COMMUNICATION INDUSTRIES

  “A secretary is a trusted and responsible one, and the person of whom he is the servant and representative and whose secrets he holds, is the legal person which is the company, corporation, council, or other authority which he serves”.


Boutton (1972) also enumerated further that the duties of the secretary depend on the size and nature of the company and on the arrangements made with him.  In any case he will make proper minutes of the proceedings, and will be able to take dictations in shorthand and transcribe effectively with the aid of the typewriter.


To these  duties, however may be added others as the contingencies demand.


Josephine Shaw (1977) while writing on the same subject started that secretaries have specific functions within the organization and their duties must be closely related to those functions.  She added that if communication are to flow smoothly and if each person is to make his or her maximum contribution to the efficiency of the organization, the duties must be closely related to the functions performed.


Eva Roman, (1975) in his own account writes that, there is a vast and ever underlying difference between a secretary and a typist.  Whereas the secretary is in effect an extension of the personality of her boss, the typist is the detached user of a piece o machinery i.e. typewriter.  He however noted that no two secretarial jobs are exactly alike.  They may appear so, but the truth is that every job is different even though the general principles remain the same.  Each type of office has its practices gear towards its own requirements, there is a form of specialization peculiar to each concerned and an effective secretary will adapt herself to the demands of the office in which he or she is employed.


In the office of an Accountant, typing for example, will be largely the tabulation of figure, the production of balance sheets and so on.


While those in the communication in industries engage themselves in the following roles:


Proof reading out-going correspondence for  procedural grammatical accuracy, conference with general policy and factual, corrections and advising on deviations. This is to ensure that all letters going out of the office are meticulously checked and  certified to save the industry an embarrassment that may arise from errors dictated by the public. 

           The secretary makes it a point if duty to ensure  an all-season cleanliness and security of principal’s office and working environments, this entails establishing proper contacts to procure appropriate furnishing, staffing and equipment among others”.


Drafting letter of commendation, notification, appointment etc.  when the need arises.  Where the executive makes it a practice to acknowledge remarks, on the establishments, programme, secretary will have to review newspapers, periodicals and publications for such remarks and prepare appreciate letter for the executive’s signature or endorsement.


Hanna et al (1973), classified secretarial works “Routine duties consisting of opening mail, filing, replenishing supplies, answering telephone calls, and safeguarding confidential materials after work.


Josephine Shaw added that one of the qualities of the secretary is to be tactful, responsible, honest and so on. In receiving telephone calls, one has to be very careful because the many customers of the organization may come to make enquires and a secretary who is rude would portray a very bad image of the company to the outside world.


A secretary would be capable of handling telephone calls and should be fluent in English language.


Another important role of a secretary in the communication industry is the making of travel arrangement for the boss, taking and transcribing dictations of reports and telephone messages especially of highly classified technical nature and having the proceedings of large seminars, conference and workshops.


The secretary also performs the functions of receiving and dispatching mails.  This function entails the secretary either delegating some of the junior staff to the post office to collect mails or he performs the function of going personally to collect and dispatch mails to individuals who had mails.


Book-keeping:  the secretary as a jack of all trade and master of also must be conversant with the ideals of book-keeping so as to assist the division of accounts when the need arises.


The secretary who sometimes reeive visitors serves as a receptionist ot he company where he works.  His ability to treat visitors will  in so small measure portray the company in good light in the eyes of the company’s customers.


Evelyn Austin (1980) opined that it will be noticed that while the functions of various departments are totally different, some of the general roles of a secretary are the same, no matter in what department she finds herself.  Whether her chief is the accountant or the sales or even a more junior executive, she will have to arrange for any meeting he has to attend, make travel arrangements and reservations necessary, handle telephone calls effectively.


The secretary should be able to keep diary to help remind the boss of his appointments or other facts that might escape his memory and to types and file his letters.


John Harrison (1975) supporting views expressed by Evelyn Austin (1980) and Josephine Shaw (1978) opined that “the secretary is usually responsible for a certain amount of her employer’s routine work, which she should carry out cheerfully  and efficiently”.  He expatiated on the roles of secretary as being able “ to effectively efficiency receive dictations and transcribing the typewriter, the personal and business correspondence to her employer, taking care of her employer’s petty cash and bank transactions, handling reception duties including the receiving and entertaining visitors and handling telephone calls”


Harrison added, that “a secretary’s role are enormous, for she is his personal organizer, generally deciding whom he sees and whom he speaks, what matters receives his urgent attention and what can be re-directed to others”.


It is this opportunity of personal service which makes the secretary’s job so different from that of other employees and indeed so much more rewarding.


Geoffrey Mills and Oliver standing Ford (1966) stressed that “the secretary holds an intermediate position between the office manager and the clerks.  He has a definite field of responsibility for a part of ahte office, and will normally but not necessarily have group leaders”


Nweke A.O.C. (1986) noted that there is no doubt that secretarial profession is a pilot of administration in every well organized office.


The secretary is, therefore, an indispensable member of the communication industry.  He and his Boss are a team welded together by the sequence of action.  A secretary can represent his boss in the latter’s absence, and to be able to do this in communication industry effectively the secretary has to acquire certain basic qualifications.  A sound knowledge  of basis English language is quite relevant.  A secretary does not find the daily performance of his duties hectic because he plans such activities ahead of time.  If the boss is to travel, he ensure that all the documents the boss requires for his journey are gathered and placed in a file jacket.


An NTA secretarial staff reveals that one of his role sin that organization includes recording messages and appointment and to remind his boss (i.e the general manager) about them.  He further stated that he does not allow his boss to be distracted by some visitors whose problems he can solve as a secretary.


Nweke concluded that a secretary is not expected to memories all pieces of information but his function as reservoir, for his boss, of all source of information, in other words he should be able to know where certain information could be obtained.


The secretary in communication industry should be polite enough in order to be able to handle customers courteously, this is because customers are valuable to the business and any attempt by any secretary to scare them away will surely earn him or her a bad reputable both from inside and outside the organization.


Elendu O. Elendu (1983) stated that the roles of a secretary varies from one office to another, depending on the nature of the organization and the type of office he finds himself.  The functions enumerated by Elendu seems to support Josephine Shaw, Evelyn Austin and John Harrison views. 

2.2
THE TRUE IMAGE OF SECRETARIES IN COMMUNICATION INDUSTRIES


Industries cannot work effectively and efficiency without secretaries backing it up, and the secretary is the image maker of any successful  industry.  This he does through the ways he handle matters in that organization.  The way the secretary receives visitors, answers calls, gives attention to customers and his general behaviors has a lot to do both internally and externally.


Asogwa (1998) recognizing the need for secretaries in communication industries in an interview stressed that the roles of secretaries are enormous.  He said that organization cannot function effectively without a secretary.  In his opinion, secretaries represent the organization in which they find themselves and that the patronization to general behaviour of office works depend solely on efficiency of secretaries.  In his view secretaries perform Ambassadorial role, directory, and distribsutory managerial and messengerial roles in every given organization.  By qualification, secretaries are graduates from any institution of higher learning.


He outlined some of the roles of secretaries as including the following:

i.
A secretary drafted letters and circulars on behalf of his boss. He writes it types and proof-read for the boss to sign.

ii.
The secretary distributes letters to the people concerned but before he does that, he makes sure the letters are error free to avoid embarrassment from the receivers.


The dispatching f letters are done by secretaries through the errand boy and this is where we (secretary) performs directory roles any department they find themselves and retrieves them when needed by the boss. This shows that they know everything that is going on in the office more than any other staff and this is where they apply the content of their name “secret” for the organization’s good image to be maintained.


A secretary makes sure that barriers are removed in communication.  This is achieve from the way he encodes his information applying words correctly, if it is oral communications, the tone used in replying questions and how careful he is while writing.


Without an efficient secretary, the economic level of any given country   will fall.  This is true because where figures are to be used in a letter for instance, the president of Nigeria is to be addressed on the issue, of payment of worker’s salary and a particular amount is stated for the secretary to type in.


He may not put the Naira sign (N) in the figure given and consequently, the information will be wrongly interpreted by the receiver.


Above all, he or she must always be punctual to work and this create a very good image of that organization to the outside world.


Again, the outward appearance of any secretary is a credence to his organization.  Secretaries are known for their smartness and always modest in their dressing.


To summaries it all, any person who thinks good about his country can now think for the competency of a secretary.

THE ROLE OF SECRETARY IN DEVELOPING THE OFFICE


The secretary is a good ambassador of his office to the outside world.  He ensures that he makes a unique representation of his boss and office to the outside world by appearing very neat and pleasant at all times and tries to avoid making rebellions and defamatory statements.  Summarily, a secretary in any communication industry must be polite and become a frequent user of word/phrases like ‘please’, thanks you, in the enhancement of the execution of his ambassadorial obligations.


The secretary is administratively regarded as the next man in the office.   Although his primary functions in the office include taking of dictation from his boss and transcribing them.  A secretary has many other roles to play in the development of an office which really give him the next seat in every office that maintains the actual administrative functions.


One of the most important qualities of a secretary is self-discipline.  He must be punctual, neat and always available to give and receive information, patience, loyal, truthful, trustworthy, methodical and respectful.  He must always be aware of the fact that office secrets should NEVER be discussed with friends or the general public.  He should more importantly NOT allow his personal or family problem to affect his attitudes in the office.  The secretary must have the knowledge of the faculty or departments in which he works and the system in use for each purpose in the departments.


The secretary must follow instructions from his boss readily and be able to work in harmony with his staff at all times.  As a skilled personnel. He must be able to operate simple machines in office, fill in forms file efficiently where he has no filing clerk and do other administrative worth as many be assigned to him by his boss and other seniors efficiently and effectively too.


Secretaries also involve in written communication to be able to fit in the communication industries.  Letters are drafted by the secretary on the instruction of his boss who may in turn wet the drafts before the secretary would then hand it over to the copy typist for typing/


The secretary sign letters on behalf of his boss in the presence or absence of his boss.  He may use his discretion to write letters even without the consent of his boss when the need arises provided that copies of such letters are always made available to the boss for his awareness.  The secretary who is so competent may issue query letters to staff as disciplinary measures where oral warnings must have been given to such staff on some occasions.


Such query letter are too copied the boss  the secretary also proves himself as a good oral communicator by acting as a good receptionist.  He proves himself a good messenger or receptionist in the following ways:

i.
Receiving visitors and directing them to the correct places and person (s)

ii.
Receiving outside calls and linking them with the extensive 
concerned.

iii.
Handling of inter-office or inter-departmental calls.;

iv.     Delivery inter- departmental memorandum or circulars promptly.


The secretary has a general characteristics in communication industry.  Among these are:

He must to a certain extents, however, currant his discussions with his co-staff to enhance the execution of his obligation of preserving the official secrets.

He is duty-bound to make appointments for his boss and this is the more reason a boss must always bring his whereabouts to the awareness of his secretary.

The secretary keeps and maintains attendance as well as movement registers to regulate the punctuality and movement of his staff in the office.

He maintains a periodic imprest account of a stipulated amount to enable his meet the day to day expenses of his office but must not convert the imprest accounts into his personal use.

He can be called upon to do any piece of assignment in the office and at any time, he does it without grudges.

He is always submissive to the control of his boss. He is always ready to stay back after the normal official closing hour and maintains essential duties in office during public holidays when the need arises.


At this stage, having seen the secretary’s efficiency in his ambassadorial role, we shall look at the secretary at the close of the Day’s official duty.  At the end of the day’s work, the secretary though his messenger or personally (in the absence of a messenger) sees that all the office equipments such as typewriters, computers and other relevant documents are looked in their appropriate safe places.  He checks to see that all the windows and doors are properly locked up and the keys handed over to the appropriate channel for safe custody before he (secretary) goes any door may be missing, the secretary must call on the security-men to guard such room till the next day when he has to find a possible solution to that.

THE RILES OF SECRETARY IN SELECTED COMMUNICATION INDUSTRIES.


Josephine Shaw (1977) while writing on the roles of secretaries stated that the secretaries, stenographers have special function within the organization and their duties must be related to those functions.  She added that if communications are to flow smoothly and if each person is to make his or her maximum contribution to the efficiency of the organization, the duties must be closely related to the function performed.


Even Roman (1975) however, noted that no two secretarial jobs are exactly alike.  They may appear so, but the truth is that every job is different even though general principle remain the same. As secretary to a chartered Accountant or an Engineer, you could be doing very difficult things from those you would ask to tackle in a solicitor’s office or in some administrative department of local government or in some wholesale company or an export house.


Each type of office has its practices geared towards its own requirements, there is a form of specialization peculiar to each concern and an effective secretary will adapt herself to the demands of the office in which he or she is employed..


In the office of an accountant, typing for instance will be largely the tabulation of figures, the production of balances sheets and so on.


In the solicitor’s office a secretary could find herself engages on general correspondences, typing conveyances, agreements, draft Wills, and a lot of documents which pass through  a law office (and all the concomitants of legal terminology).


He further enumerated the different responsibilities that secretaries may enter in difference fields.  As a secretary in the film making industry finds himself in a different world from that of the secretary in run-of –the-mill concern personal qualities which are pre-requisites in the somewhat artificial any-fairly glamour atmosphere of film making are fact, patience, a high degree o tolerance and the ability to “come down to earth” against a background in which awkward situations created by temperamental people abound.


Her work can include the study of scripts, on behalf of the boss, rejecting out of hand those that appear worthless and recommending further  scouting of those which seem to deserve it.


While those working in the Hotel industries serve as man but are expected to be ready to help out in several other departments when occasion demands.  Typing activities include shorthand, letters, memoranda, banqueting menus, reports, filing, day to day office routine and a great deal of telephone works.


Secretaries working in insurance companies have a variety of documentations comprising letters and memoranda both internal and inter-branch, but most of the documentation relates to pre-printed and standard letters.


Secretaries working in banks need typing accuracy and speed and are thus involved in a measure of public relations work.


Secretaries in medical practitioner can claim to have an interesting job because it deals largely with people and what concerns people.  If working for a consultant, or general medical practitioner you would have a lot of contact with patients and their relatives, especially in making  appointments for consultations and visits and arranging hospitals admission for examinations, tests and treatments. Good typing ability is necessary for the clear production of case histories, doctor’s letters and reports, discharge summaries and the up-keep of card indexing for patients’ particulars.  Keeping the files in the work of the secretary, and so filing must be to date.


Secretary in an architect’s office depends to a large extent upon the nature of the office whether it is large or small and  the kind of contracts undertaken.  In the smaller practice, the secretary needs to be more versatile to cope with a wide range of responsibilities.  She may also find herself having interest in financial management control, personal work partnership matters, insurance, tax budgeting and the general administration of the practice.  Architects have terminologies that you must have to learn so that you can understand fully the meaning of the terms that are used in correspondences in contract.


It can be said that secretaries in an estate agency needs a great assets.  The foremost of which is versality depending on the size of the office, you would have to be a receptionist, sales assistant, good at typing and filing and knowledgeable about building societies, and their methods.


The office typing is varied.  It includes:

Letters to building societies

Correspondence with clients

Sales details of properties

Documents for sale

Completion and mortgage negotiations

Secretaries in educational establishment offers so many types of 

work as many verities are, there are differences of forms of educational administration.  These includes public and private colleges, registrars and bursars, divisional educational offices and school.  In the colleges, the secretary can serve the registrar or bursa or the principal and in each instance there is need for good shorthand and typing, a good presence, sound telephone manner and interest in people and a strong sense of tact.

SECRETARY AS A PERSONAL OFFICER


Every secretary belongs to personnel department no matter where they are working.  It is from this department that secretaries are recruited and every secretary is placed to where he is working by the personnel department.


Personnel therefore means that body that is responsible for recruitment of staff, promotion, discipline action, planning and appraising of its staff.  It is the duty of the personnel department to plan the organization they way it is supposed to be.


Secretaries have their files in the personnel department from where they are recruited and whatever they do is referred to that department.


Discussing this in an interview with a secretary though he is in the department of planning research and statistics. (PRS), when he writers  commentaries for news it will be indicated that he is from personnel department instead of P.R.S and this is to show that he gives account to personnel department.


A secretary has many roles to playing personnel department.  Some of the roles include: 

Keeping of records for departmental staff.

-
Keeps secret of every confidential matter in that office 

for he is always aware of what is happening in the office more than every other person.

-  
With an efficient secretary, the boss need not border 

himself about drafting letters and memo he will only give instruction for the secretary to do it effectively.

-
The  secretary also represents his boss when he is not 

around and in good manner to create a good image of both the company and himself and thereby making his boss proud.

FACTORS REPONSIBLE FOR NON-APPLICATION OF SECRETARIAL ROLES.


Most of the bosses are of the opinion that secretaries have no say in  managerial activities and therefore, do not allow them to execute their functions or even to contribute his/her own ideas to the growth of the organization.  Some of the factors responsible for non application of secretarial roles are as follows:

ATTITUDE OF BOSES


Some bosses at times have a rather superior attitude to their secretaries which seems to be saying “she would not understands, she is only a secretary”.


Denyer J.C. (1980 =8) observed to this that sometimes the boss may never had any guidance as to how to handle a secretary and is very poor at delegation, and that this kind of attitude of some bosses make secretaries feel inferior.  Still stressing  on this point, he said that some bosses will like to do everything by themselves claiming that the work is too technical for the secretary to handle.

COMMUNICATION BARRIERS:


Because some so called secretaries do not have a very good command of English language, they find it too difficult to communicate effectively for receivers to understand what they mean and this is a very serious problem to their  profession.

HAVING NO RESPECT FOR SECRETARIES


To professional secretary is an indispensable member of the business community.  He and his boss are a team welded together by the sequence of action.  But according to Elendu (1983), “many people look at the secretaries as dro-out”.  He also observed that in majority of cases visitors do not appreciate the problem and stress of the office.  Some visitors like to reach the boss without appointment and without even signing visitor’s form not to take of paying the necessary fee. Instead they pick offence and use ugly words when asked to do so.  He noted that it is very unfortunate that the boss and the company  whom the secretary works for, fail to project the interest of the secretary whenever  she falls into such problem, instead the secretary is blamed and is always told that “customer is always right”.  All these issues taking place in secretary’s working environment seriously affect their psychological feelings.

RECRUITMENT OF SECRETARIES ACCORDING TO NEED


She (1977) stated that “the manager who says he needs a secretary should state the level of secretary, because it may be that two able typists would take greater load of his shoulder than stenographer/secretary.  Many writers are of the opinion that secretaries are not deployed according to need.  They often say that secretaries are employed for prestige sake.

INADEQUATE MOTIVATION


Maslow (1954) pointed that human beings come to work place with their various needs which consist of five (5) levels thus called  (hierarchy) of needs which all human beings stare at.  He viewed human needs from ascending order to the highest need that the first is psychological or lower needs which every human being wants to satisfy first and this include food, shelter, water, clothing etc.  the satisfaction of these needs give rise to struggle  for higher needs such as need for recognition, responsibility, advancement stage as well as esteem and self-actualization. 


Motivation is the inner state that stimulated activities or moves which then direct or channel behaviour towards a set goal.  The success of the establishment depends on the effective motivation of the efforts of all people who make-up the establishment.  Cummings and Schwab (1953:100) examined the process of motivation as the mechanism which gets the individuals from the motivated state of some specific form of behaviour.


Asogwa supported the saying by contributing that people can only put in their best if they are highly motivated.

THE EFFECTS ON THE PERFORMANCE OF SECRETARIES


Vantus (1989:12) stated that training and development are essential motivational tools in organization but secretaries do not receive such from their employers.  He summarized the management perception about secretaries which accounted for their non-involvement in training and development programmes scheme as follow;

(a)
Many manager view external training programmes as been too expensive for secretarial employees.  Some writers were of the view that the effective preparation of the secretaries in Nigeria has not had bright beginning, very few organized institutions for training secretaries exist in the country.  Lack of opportunities and insufficient motivation often lead to occupational mobilities that is, work for another.  If secretaries are well motivated, they would have top  satisfaction and consequently achieve the desired goals and objectives of the company

b.
They also see secretarial  training as a moral builder instead of skill acquisition.  They perceive secretaries as feel good-about yourself’ programme.

c.
Most managers feel that training programmes will raise the secretary is level of expectation beyond that the company can meet.

d.
They also perceive that is time wasting as they will employ the services of other secretaries while secretaries are on training.

LOWER SALARY GRADE


Vento (1989( maintained that poor remuneration is a problem faced by secretaries in government establishments.  Materials supported by saying that htier counterparts receive both necessary attention ranging from promotion to the salary grade which cannot be compared of what they receive in government set-up.

SUMMARY OF LITERATURE REVIEW


The secretary is an indispensable member of the business community.  He is the power behind the throne of success in many executive situation.  He must be a person of responsible and dedicated; qualified by training experience and temperament to perform vital duties efficiency and effectively.


A professional secretary has to acquire basic qualification.  A sound knowledge of basic English language is quite relevant.  A  capable secretary foes not find the performance of his duties hectic because he’s qualifies like being punctual, tactfulness, honesty/ cheerfulness, mild temper, loyalty, neatness and pleasant appearance, and good posture, industrious, orderliness and ability to mix with people (human relation) in order to carry out her duties properly. There are other facts that calls for improvements so that the roles of secretaries in communication industries could be facilitated.  These include:

i.
Training and staff development:  staff development are process which go on all the time in the endless search to maintain a firm as a competitive unit in a changing world:  they should be taken as steps to promotion.  The truth is that the successful completion of a number of training courses followed by practical application of the skills acquired in carrying out his duties usually fit an individual to face a more responsible position when the opportunity for is advancement occurs.

ii.
A secretary must always be remembered in taking decision in an establishment because she is the mirror with which  the organization is judged.

iii.
Good working condition must also be provided for secretaries because of the nature of their jobs such facilities like fans, air- conditioner, ventilation be procured to ease her of boredom and fatigue.

CHAPTER THREE

METHODOLOGY

This chapter discusses the methodology used in carrying out this study.  It goes further to discuss the methodology under the following subheading:  Population, sampling and sample technique of study, method of data collection, validation of instrument.

Area of study

This study was carried out in selected communication industries in Enugu Urban.

Instrumentation:

The nature of the problem under study demand for the use of 

questionnaire as the best method for data collection. Oral interview and documentation were also used in carrying out the study.

In this regard, there is a set of questionnaire for secretaries and for 

employees of labour.  In the case of secretaries, the questionnaire were distributed and for employers, photocopies of which are attached as appendices.


Finally, the questionnaire comprised of multiple choice questions and some few short easy questions to test the research questions.

3.3
Population and size


In carrying out this study, emphasis is focused on secretaries in Nigeria Television Authority (NTA).  Some of the secretaries numbering 2o were studied while 20 employers were also used.


The study was made up of male and female secretaries and chief executives for investigating the role performance efficiency and affectivity of secretaries in communication industries in Enugu metropolis.


There are sample 4 (four) organizations.  These organizations were selected for study because it is believed that a thorough study of these organization will answered the questions posed and would reflect a cross section of other organizations because it has been in existence for some years and more so as a result of high standard.  The communication industries are as follows;

NTA Enugu

ESBS Enugu

NIPOST

NITEL PLc

METHOD OF DATA COLLECTION

In administering the questionnaire, the researcher visited the 

industries in question to enable her distribute and collect the questionnaires.  All questionnaire distributed were all returned back as attempts were made to ensure a 100% return of questionnaires and all concerned co-operated. The table below shows how the

Questionnaires were distributed and returned 

	Sample Group
	Number distributed
	Number returned
	% Of No Returned

	NTA
	40
	40
	100

	ESBS
	20
	20
	100

	NIPOST
	20
	20
	100

	NITEL PLC
	20
	20
	100

	
	100
	100
	100


3.5
METHOD OF DATA ANALYSIS


In analyzing the data, the researcher was guided by the use of tables and percentage method. The data collected, were calculated, converted and recorded from raw scores into percentages and figures will be structured in table.

X
=
Number that is represented

Y
=
Number of respondent.

: - x/y X 100
= % Number of respondents.

3.6
VALIDATION OF INTRUMENTS


Validity as used here is the extent to which an instrument measures what is intended to measure.  There, an instrument is valid to the extent it is directed to achieve the research objectives.


To this end, the drafted questionnaire was passed to the researchers supervisor for validation as he is an expect in the field.

CHAPTER FOUR

PRESENTATION AND DATA ANALYSIS


This chapter deals with the analysis of data collected from the questionnaires based on the questions.

4.1
RESEARCH QUESTION I

WHAT ROLES DO SECRETARIES PERFORM IN MODERN COMMUNICATION INDUSTRIES

Table 1: showing roles performed by secretary in communication industries

	Options
	No. of Respondents
	Percentage

	Planning, organizing, directing, staffing, controlling and budgeting
	50
	50%

	Secretaries are not given free hand to implement these
	50
	50%

	Total
	100
	100%


Table I  above shows that 50 respondents indicated that secretaries function involve and budgeting while 50 other respondents, indicated that secretaries are not given free hand to implement these functions.

Table 2 Showing whether secretarial function is limited to writing shorthand and typing documents.

	Options
	Respondents
	Percentage

	Yes
	30
	30%

	No
	70
	70%

	Total
	100
	100%


The table above shows that 30 percent of the respondents indicated that secretaries function is limited to only writing shorthand and typing documents while 70% indicated No to this statements showing that secretaries, function is not limited to writing shorthand and typing documents.

Table 3 showing efficiency  and effectively of secretaries

	Options
	Respondents
	Percentage

	Efficient of Effective
	80
	80%

	Inefficient and ineffective
	20
	20%

	Total
	100
	100%



The table above shows that 80% of the respondents affirms that secretaries in the communication industries are efficient and effective in performing their duties while 20 respondents representing 20% answers that secretaries are not efficient and effective in carrying out their duties in the communication industries.

QUESTION III

WHAT PROBLEMS DO SECRETARIES ENCOUNTER IN PERFORMING THOSE ROLES

Table 4. showing problems secretaries encounter in performing those roles

	Options 
	Respondents
	Percentage

	Yes
	95
	95%

	No
	5
	5%

	Total
	100
	100%



The table above shows the perception of the respondents on the effect of lack of appropriate communication machines on secretarial roles.


From the table, it was found that 95% of the respondents indicated that lack of appropriate office communication machines affect the roles of secretaries while 5% of the respondents disagree to this statement.

Table 5:  showing whether the roles of secretaries increase productivity in communication industries.

	Options
	No of Respondent
	Percentage

	Yes
	93
	93%

	No
	7
	7%

	Total
	100
	100%


The above table shows that 93 of the respondents representing 93% indicated that secretaries output increase productivity in communication industries while 7 respondent representing 7% said that secretaries output are inefficient and therefore does not increase productivity in communication industries.

Table 6:  Showing Recommendation Model for Secretaries.

	Options
	No. of Respondents
	Percentage

	Education
	80
	80%

	Human Relation
	20
	20%

	Total
	100
	100%


The above table shows that so of the respondents representing 80% recommended education as necessary tool that will improve performance of secretaries in modern communicate industries in Enugu Urban while 20 respondent, representing 20% of the population recommended Human Relation as the tool to improve the performance of secretaries in modern communication industries in Enugu metropolis. 

CHAPTER FIVE

Summary of Finding, Conclusion and Recommendation.

Discussion of Findings.

The finding shows that secretary’s roles in the communication industry involve planning, organizing, directing, staffing, controlling and budgeting.  This was shows in table 4.1

The finding also indicated that secretarial function is not limited to writing shorthand and typing document.  This was shown in  table 2 showing that 70 respondents representing 70% answered No to the question of whether secretarial function is limited to writing shorthand and typing documents.


Table 3 showing the efficiency and effectively of secretaries showed that 80 respondents representing 80% of the population answered that secretaries in the communication industries are efficient and effective while 20 (20%) answered  that secretaries in the communication industries are ineffective and inefficient.


From table 4, it was found that 95% of the respondents indicated that lack of appropriate office communication machines  affects the roles of secretaries while 5% of the respondent, disagree to the statement.


In table 5, it was found that secretaries output increase productivity. 93 of the respondents representing 93% indicated that secretaries output increase productivity in communication industries while 7 respondent representing 7% said that secretaries output does not increase productivity in communication industries.


In table 6 showing recommendation model for secretaries, 80 (80%) respondents recommended education for secretaries while 20 (20% recommended Human relation


Modern researches on this topic proved that secretaries are vital elements in the achievement of corporate objectives of government in the modern communication industries in Enugu metropolis.


As a result, most secretaries today longer hold the view that their work are only auxiliary to their bosses or typing their manager’s documents, they rather try to mobilize workers under them through motivation and job satisfaction so as to make them give off their best in order to achieve set objectives.

Summary of Finding

Based on the analysis the finding were summarized as follows:

1.
It was found that for a secretary to carry out her work effectively, qualifications and such must at least be at the level of ordinary Diploma Higher national Diploma or first degree in relevant fields of professions

2.
It was also found that lack of effective means of communication hinders secretaries in performing their desired goals.

3.
Secretaries are seen as an indispensable hand in every communication industry as they are said to be the “True image” and “Mirror”, also the right hand of the Executive without them establishment will not stand.

4.
It was also found that secretaries are not allowed by their executives to implement or delegate authority to them.  They are usually being degraded by their bosses.  A good number of the respondent were of the opinion that secretaries would be allowed to implement and delegate authority to them because the employers cannot cover the duties of a secretary in every establishment.

5.
Due to lack of staff in communication industries, secretaries atimes do the work  of reporter or a director of news and programmes.

CONCLUSION

Based on the research carried out the following conclusions were drawn. 


The need for provision of good channels through which secretaries communicate and which will enable them to achieve their goals both within the office and to the public in general.


Secretaries in industries will be motivated and satisfied with their work if the administrative principles due applied by them in their routine work.  Also the remunerations of secretaries should be made commensurate with the amount of work them perform so that they can do their work effectively and efficiently.


Secretaries can handle both managerial and administrative posts effectively as a result. They are usually scarce, they do not find it difficult to secure job at which they are needed in the establishments are increasing daily.


Finally, secretarial profession could receive a face-lift if recognition is given to the profession as a professional) body.

RECOMMENDATIONS


It  is pertinent for researcher of work of this nature to MAKE recommendations to the readers of this work.  The essence is because it is geared towards making a meaningful contribution to the system of whatever topic that was studied.


I therefore, recommend as follows:

Employers

Recruitment of secretaries should be carried out with optimum carefulness because the efficiency of an organization depends largely upon the effectiveness and efficiency of secretaries.

He should also delegate duties to the secretaries by allocating authority, assigning personnel to specific tasks and exacting accountability for results.

The working condition in the communication industries should be reprogrammed to commensurate the secretary’s position as well as his status.

iv.
The employer should create a good communication channel secretaries in order to gain co-operation from them so that they can achieve organizational ends wile satisfying some of their job-related needs.

Secretaries:

I
Secretaries should endeavour to add to their general knowledge by going on training, attending workshops, meeting, seminars etc. so that it will improve their experience in their  related field.

II.
The secretaries should set a high standard of behaviour and efficiency for the rest of the office staff. They should possess a sense of humor, diligent and decency.

III.
The secretaries must identify themselves with the life work of their employers and be intensely interested and ambitious in all that they do.

IV.
They should also co-operate with their bosses, typists and other works as this will not only improve working moral but also improve their working conditions and environments and equally consolidate their relationship

Limitation of study


Financial and time constraints limited the scope of the researcher.  Other constraints are the scarcity of textbooks and journals from where the researcher could gather enough information for the literature review.

Suggestion  for  further  studies

A study should be carried out on the problems and difficulties secretaries encounter in their place of  works.

There should also be a survey to determine the difference between secretary and typist.
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     Staff Development and Distant Education




     School of Distant Learning and Continuing Edu.




     IMT, Enugu




     19th July 2005

Dear Sir/Madam


I am a student of the  above school.


I am conducting a research to determine the roles and performance efficiency and effectively of secretaries in modern communication industries in Enugu Urban.


Kindly fill in the attached questionnaire following the instructions.


Your responses shall be kept secrete and used for the study only.








Yours faithfully








Amuluche Enice Obiageli

QUESTIONNAIRE

Please supply answer to the following questions by ticking in the correct box of your choice or by giving the answer strictly and directly.

PERSONAL DATA.

NAME………………………………………………………………….


…………………………………………………………………..


SEX:

MALE




FEMALE


MARITAL STATUS:  SINGLE
     MARRIED           DIVORCE   


WINDOWED

INSTRUCTION:  Tick  (x) where applicable

1.
Name of your organization………………………………………...


…………………………………………………………………….

2.
Which department are you attached to?



Administration

Accounts

Public Relation


Personnel         

Production  

Any other specify

3.
How long have been employed in that organization?



1-3 years


4-7 years     

 8-11 year

4.
What roles do your think secretaries perform in modern communication industries?  Planning, organizing, directing, staffing, controlling, and budgeting 


Secretaries are not given free hand to implement these functions


5.
Is secretaries’ function limited to writing shorthand and typing

          documents.     Yes               No

6.
In Executing these functions how far can you score the efficiency 

and affectivity of secretaries?  Efficient and Effective 

Inefficient and Ineffective

7.
Do lack of office communication machine in any way affect or 

         hinder secretaries from performing these roles effectively?    

Yes     

No

8.
What measure do you fee will increase the secretaries   

           productivity if adopted? Education                    Humans Relation
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