A SURVEY ON THE INTERPERSONAL HUMAN RELATIONS SKILLS SECRETARIES REQUIRE FOR EFFECTIVE JOB PERFORMANCE IN INDUSTRIES

ABSTRACT

This study focused on interpersonal/human relations skills secretaries requires for effective job performance in industries. In the course of the study, related literature were reviewed. A total of 105 copies of questionnaire for both bosses, secretaries and customers was drawn up and administered in selected firms in Enugu Urban and the information gathered were analyzed. It was realized that to be sufficient on-the-job, the secretary must posses or be acquainted with some personal qualities/characteristics that will make her quite unique in the office. The data emphasized that the secretary must posses such technical skills as public relations skills, machine operation skills, shorthand and typewriting skills in order to meet up with the trend of the business world. Moreover, it was found that both the bosses, secretaries and customers perceived the interpersonal/human relations skills as very important. Based on the findings and discussion, recommendations were made.

CHAPTER ONE

INTRODUCTON

1.1 BACKGROUND OF THE STUDY

Human Relations refers to a management tool that is concerned with the integration of people into a work face. It is the study and application of knowledge about human in an industry as it relates to other systems.

Human relations come about at the early stages of industrial Revolution on the 18th century when land, labor, capital and entrepreneur were the focus of industries as a means of serving community interest. The objectives and goals of industries/organizations later transformed to relationship and finally to human relations concept.

A group of researches organized by Elthen Mayo (1927 – 1932), established human relations in industries to motivate workers, ensuring cooperation and maximum production for their survival in a dynamic business world, thus escaping the dehydrated or depersonalized atmosphere of the work place or industry. The neoclassic therefore, rate human relations as the fifth important factors of production. The secretary helps in the achievement of the above goal as she is well equipped by her training to carryout functions that ensure harmony amongst people and create good organizational image. Experience shows that some employers who have acquired the necessary technical skills in respective occupational fields have failed in their job because of their poor attitudes and lack of their interpersonal/human relations skills.

Secretaries are therefore, someone who carryout official duties with a good sense of relatively and a realization that things, have order of importance and the skills in discovering what this order is, by keeping abreast with colleagues, the boss and the customers thereby maintaining a cordial relationship amongst members of the organization, enhancing its efficiency and boosting the image of the organizations to the public.

A secretary and indeed every employee should develop human relations skills as it will make for human relations skills as it will make for harmonious existence among the workers of an industry, thereby increasing productivity and makes the secretary to last and progress on the job.

Since the human specie inhabited the earth centuries ago, their behavior has been a subject of public discourse and compared to the applied science, the study of human behavior is relatively new. Industries exist to achieve a set objectives or goals. In accomplishing the broad objectives of the industry, the individuals involved also attained objectives that are of great importance to them. 

In order to understand people, we need to consider the whole person. The human being is total person influenced by input received from external factors. For example, family, schools, trade associations, political associations etc, the secretary in dealing with people must consider the impacts of these forces on the workforce.

It thus, becomes imperative to recognize that individuals are much more than a productive factor, they are citizens members of a social system in any industry and they vitally influence demand and supply.

In recognition of this, it is then believed that there is no average person people are unique in their own ways, they play different roles, they have different needs, different ambitions, attitude, different levels of knowledge and skills and different potentials, it then becomes imperative for the secretary to recognize these unique differences in human behaviors.

Hence good human relations/interpersonal skills of secretaries ensure good quality in both human and material resources in industries. Interpersonal skills breed harmonious co-existence which ensures organizational and industries efficiency that leads to organizational success. Society that lack human relations oriented secretaries would find it difficult to attain her desired objectives hence this study.

1.2 STATEMENT OF THE PROBLEMS

The secretary can be looked upon as a vital link in an organization, an image makers, more that than that, she is expected to carry out nearly a thousand different activities in assisting the executives (Wikdall 1958). 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 results 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. These among others necessitate the need for this research work.

1.3 PURPOSE OF THE STUDY

The main purpose of this research is to find out the interpersonal/human relations skills secretaries required for effective job performance in industries in Enugu urban specially the study will.

1. Ascertain the interpersonal/human relations skills secretaries require for effective job performance in industries 

2. Determine the perception of the secretaries, bosses on the interpersonal/human relations skills secretaries require for effective job performance.

3. Find out the perceptions of the secretaries on the interpersonal/human relations skills secretaries require for effective job performance.

4. Ascertain the perception of the customers of the industries on the interpersonal/human relation skills secretaries require for effective job performance.

1.4  RESEARCH QUESTIONS

To achieve the above objective, the following research questions will guide the study,

1. What are the interpersonal/human relations skills secretaries require for effective job performance in industries.

2. What are the perception of the boss on the interpersonal/human relations skills secretaries require for effective job performance.

3. What are the secretaries perception on the interpersonal/human relations skill secretaries require for effective job performance

4. What interpersonal/human relations skills do customers perceive as important to secretaries for effective job performance.

1.5 SIGNIFICANCE OF THE STUDY

Secretaries play vital roles as to the promotion of production efficiency and attainment of the organization’ objectives. This research work will then be significant to the management and staff of industries in Enugu urban and also to other organizations in Nigeria. They will be able to harmonize their interpersonal/human relations as this would help to avoid conflict in the organization.

Practicing secretaries would as well benefit since they would be acquainted with the interpersonal/human relations skills they require for effective job performance.

Additionally, it will provide guidelines on how to deal with problems arising from secretary-boss relationship. As it will encourage the boss to perceive the secretary in a positive light and evolves policies that could integrate secretaries into management team hence facilitate job satisfactions and improve the performance amongst secretaries.

The result of this study would be useful to the secretary, colleagues as it will advise on the ways relationships between these people can be enhanced for achievement of the organizational goals.

The customers to the organization would also benefit from the study as they become aware of the significant of good interpersonal/human relations and why secretaries respond the way they do at times.

1.6 DELIMITATION OF THE STUDY

This study is limited to industries in Enugu urban. The study is limited based on the fact that there is no time and material resources to see to the whole industries in Enugu state.

CHAPTER TWO

LITERATURE REVIEW

INTRODUCTION
Our focus in this chapter is to critically examine relevant literature that would assist in explaining the research problem and furthermore recognize the efforts of scholars who had previously contributed immensely to similar research. The chapter intends to deepen the understanding of the study and close the perceived gaps.

Precisely, the chapter will be considered in two sub-headings:

Conceptual Framework
Theoretical Framework
Chapter Summary
2.1
CONCEPTUAL FRAMEWORK

Secretary

The word secretary simply means a person who works in an office and manages the organization. Although a secretary is perceived more as a personal assistant or administrative assistant, the professional secretary is one of the most essential human resources in a business organization because he helps make the wheel of the organization to turn. Secretaries provide the unseen services which make the organizations to prosper. Secretaries according to Ahukannah and Ekelegbe (2008) are classified into four categories:

Professional Secretary: This is the secretary by reason of training, ethics, orientation and skills. He must be an expert in shorthand writing, typewriting and use of computer and ability to deal with office routine activities. This category (in other words termed as confidential secretary) is the researcher area of concern.

The Honorary Secretary: This is the one who is in charge of the correspondence, records and other business affairs of a society, club and other associations. He is not a professional secretary because he has not acquired the necessary skills/training.

Private Secretary: This is an employee who deals with correspondence, keep records and files in the office.

Corporate/Company Secretary: Companies established under the Companies Act 1990 are normally required by the statute to engage the services of a Company Secretary. He/ She takes charge of the administration of the company, as well as functions as secretary to the board of directors. Registrars of government establishment such as polytechnics, universities et cetera are the secretaries of their various institutions who take charge of general administration as well as cover the meetings of their various councils and produce the minutes.

A secretary is a person, whose work consists of supporting management, including executives, using a variety of professional ethics and communication and organizational skills. Wordnet (2008) defines secretary as a person who assists a member of staff or top management level, and who undertakes a lot of administrative tasks for the smooth running of the office. This definition was confirmed by wikipedia (2008) where a secretary is seen as a person employed to write orders, letters, dispatch public or private papers, records and the like, an official scribe, one who attends to correspondence and transacts other business for an association, a public body, or an individual. 

A secretary is an indispensable element in achieving organizational goals. He serves as a memory bank in his organization, scrutinizes visitors so as to give the executive enough time to do some other office activities, keep records so as to prevent embracement and the lost of important document which could consequently have a negative effect to the organization.

Types and Roles of Secretary 

The various types of secretaries are classified as follows:

Confidential Secretary 

This is a person employed to perform duties of personal or confidential nature. He or she also deals with correspondences and this involves taking down dictations and transcribing it on the typewriter. 

Duties of Confidential Secretaries

In both the public and private sector, secretaries of whatever rank and position are expected to perform all or most of the following general duties as identified by Edun and Ajetunmobi (1996) and put forward by Ahukunnah and Ugoji (2009).  The understanding of these duties will assist the various chief executives, personnel directors and managers and other middle level executives to know what to expect from their respective secretaries. These duties will in one way or the other tempt the code of ethic of the secretary.  The general duties of secretaries are: Take dictation and transcribe same on the computer; Despatch letters; Do filing; Open new files; Read and sort mails; Answer the telephone and make outgoing calls; Take messages; Make appointments for the boss and keep records of them; Act as memory aid to the boss; Compose letters and help prepare reports; Order supplies for the office; Type materials from longhand or shorthand notes; Make hotel reservations and other travel arrangements; Keep financial records and handle imprest accounts; Prepare agenda and notice of meeting and despatch same to members; Type minutes of meetings; Type materials to be published; personal banking and local purchases; Keep press cuttings, files and scrapbook about employer’s interests; Act as a go-between for the boss; Supervise other employees and act as officer manager and take speeches in shorthand at conferences, seminars; Take down and transcribe board/tribunal proceedings; Advise where necessary; Read  travel time-tables and plan  itineraries for the boss; Check all travel documents.; Run errands for the boss; Change calendar date every morning; Prepare relevant briefs for the boss concerning interviews; Send out invitations and replies to invitations received; Write congratulatory letters or letters of condolence when necessary and the website for e-mail.

Specific duties applicable to Junior and Senior Secretaries

In addition to the general duties, there are specific duties that are applicable to junior and senior secretaries in the Organization in addition to the specific requirements of the office, division, department and unit of postings (Ahukannah and Ugoji, 2009). The specific duties applicable to Junior Secretaries such as Confidential Secretary Grade IV and similarly placed secretaries in the private sector are: Works as assistants to the more senior secretaries; Prepare the office tea; Do copy typing on the computer; Take notes in shorthand from the more senior secretaries and do the transcription; Maintain good sanitation of the office if a cleaner is not available; Work as secretaries to middle-level management and Photocopy documents.

Senior Secretaries from Confidential Secretary Grade III upwards and similarly placed secretaries in the private sector will be working with top or middle management.  They are expected to perform the following specific duties appropriate to their rank in addition to the specialised duties relating to their individual departments or offices: Serve as executive assistant to top or middle management as the case may be;
Supervise other senior or junior secretaries or clerical staff and take general control of the office; Spend the imprest money and keep the impress accounts; May be authorised to open envelopes containing confidential documents; May represent the boss at functions when he cannot attend; Will train his/her junior in office procedures and report on their performance;
 Use the computer to produce various documents needed in the office and accompany the boss to conferences and handle the PowerPoint presentations of his conference papers etc (Ahukannah and Ugoji, 2009).

Top flight secretaries are expected to be very innovative in whatever they do, as such are expected to be up-to-date and improve upon what is expected of him/her but not to be static to the enumerated duties and those of the office or department of postings. The duties of top flight Confidential Secretaries (i.e. secretaries to chief executives) according to Obadailki (2013) are:

Administrative Services: This include managing the reception function, planning meetings and conferences, man aging transportation and travel, managing mail processing, coordinating officer parties and administering business continuity programmes such as b business insurance, liability insurances etc.

Information Technology: This refers to the use of desktop software (word processing, e-mail, spreadsheets and presentation); use of database systems, administering a file server and local area network, data and system security, system monitoring and reporting, digital graphics and design and publishing and even view editing and streaming, communication systems, cell phones, 2-way radios broadband, internet access and document collaboration systems); record management/organization, retention, storage, retrieval, disposal and security.

Facilities, Equipment and supplies: This is made up of office space costing and leasing, office moves and relocation, signage, interior design and decor, overseeing cleaning, maintenance and repairs arranging for office equipment and supplies, and arranging for commercial printing.

Management: This has to do with the top flight secretary applying principles and functions of management (planning, organizing, leading, controlling) documenting the management organization and chain of command and establishing office etiquette and business ethics guidelines.

Communication: This include writing letters and reports, establishing phones procedures; formatting and proof-reading documents; using paper and electronic forms; putting together a corporate style manual and making presentations etc.

Skills:  These include conceptual skills, people skills and technical skills. Conceptual skills include ability to analyse problems and come up with solutions and to identify potential problems and prevent them; ability to work without supervision, demonstrate sound reasoning and judgement; and also have ability to make decisions. People skills which enable the secretary to work with others include good oral and written communication, ability to read people, work with different people and to be fair and firm, ability to listen and give others the opportunity to provide input and other meaningful suggestions. These skills are very important for a confidential secretary because they are the liaison between the chief executives and all kinds of other employees from professional, technical and managerial staff to clerk and blue collar workers. The Technical skill on the other hand include ability to use computer technology, specialised knowledge and abilities in communication system, records management, finance, human resources, facilities, commercial printing, mail processing, and business insurance to name a few.

Permanent Secretary

federal and state ministries respectively. They are however, called director general now after civil service reforms embarked upon by the Babangida administration in 1988. 

Company Secretary 

Show (1974) defines a company secretary as an important executive who is charged with supervising the legal implications of companies’ status and keeping registers of shareholders to assume the responsibilities of company secretaries. 

Roman (1975) said that these categories of secretaries are senior members of the organization. They are usually knowledgeable in legal and accounting matters to the extent that they sometimes are members of the Board of d Directors as valued advisers. 

Personal/Private Secretary 

They are people employed by another ranging from the head of an institution, managers or an administrative officer for as the purpose of assisting in getting information of other confidential matters. 

Bilingual Secretary 

This is a term mostly used to describe secretaries who can speak and use tow international language, e.g. English and French. They are mainly employed by multi-National companies.

Roles of Secretaries 

An analysis of secretaries’ position reveal that no two secretaries position are exactly alike. There are factors that determine the nature of secretarial position in various business. They include: 

The size of the business 

The nature of the business 

Willingness of the boss to delegate work and responsibilities. 

The willingness and ability of secretaries to assume responsibilities. 

In essence, they perform the following: 

Secretaries handle the day-to-today routine work. E.g. Correspondence, filing and indexing.

Taking dictation in shorthand and transcribing same accurately’ He/she organizes meeting and take down minutes of such meeting.

Secretaries lease between staff and top management 

Keeps the boss diary and arranges his appointments 

Keeps and maintain the confidential and secret files of the organization. 

Supervises subordinates to ensure policy implementation, keeps financial reports and handle impress account. 

Hanna, popham and Titon (1973) have described the secretary’s role in the office as that of public and human relations experts. For them, the secretary within the capacity of the office portrays a positive image of the employer to the public and generates good human relations in working with all business associated, those above her level, on her level, her subordinates and apply the best principles of human relation at each level. 
The Functions of a Secretary 

A thorough review of the duties and roles perform by secretaries requires a classification or categorization of these functions. This classification allows a better understanding of the job the secretaries perform. For the purpose of this discussion, a number of classifications of function shall be reviewed below. 

Administrative Functions of Secretary

An administrative function of a secretary involves organizing and controlling the organizational activities in order to achieve the objectives of the organization. It also includes supervision of junior staff and ensuring that schedules of work are being accomplished, directives and assigned tasks completed within the time span, and ensuring that all the materials needed for performing any particular job are available at the right time.

Ekwue (2009) advanced that a secretary must perform a variety of secretarial and office management duties, composes, types and files letters and inter-office memos, receives calls and interviews persons calling in office and makes referrals, prepares departmental records and disciplinary notices. Performing any or all of the mentioned duties depicts that a secretary is involved in an administrative function. Odiaua (2010) on his part included some duties like maintaining files and personal records, reviews, organizes and maintains files, monitors attendance including sick leave, annual leave and vacation leave, compiles and records data for computer files, develops and implements new departmental forms, recommends and implements changes in correspondence sent to public. All these as identified by Odiaua, save time for the executive/boss and make job easier. For secretary to effectively perform these duties, he must be conversant with the policy of the organization.

Personnel Functions of a Secretary

The personnel roles of a secretary include membership of interview panels for junior staff and assigning job schedules to staff. It also involves receiving, sorting and distributing mails within the organization, composing replies to correspondences on behalf of the executive, identifying and solving routine and non-routine problems by applying professional skills and techniques in order to develop the variety of ideas and modify situations (Shuaibu, 2009).

Secretary relieves his employer the task of determining the organizational staff strength due to the fact that he controls skills inventory, he does manpower forecasting (junior staff) and arrange for the staff selection and assign job schedules. Bashar (2007) stated that skill inventory by a secretary are the assessment of personnel currently within the organization by using skill inventory data card. This determines the staff strengths or otherwise of the organization.

On the other hand, he states that manpower forecasting by a secretary is concerned with the determination of manpower needs of the organization. The secretary through this process, estimates the number and types of junior staff currently on the payroll who will be available in the future (that is taking note of retirement, possible death and other opportunities in the environment); and determining the number of staff that would be recruited externally.

A mail service in form of incoming and outgoing mails is another important personnel role of a secretary. Ikelegbe and Miller (2011) opined that secretary must be conversant with the rules of incoming mails/correspondences, rules/procedures for outgoing mails and ability to compose replies on behalf of their executives on any matter. This office function saves the executive/boss time and lifts the goodwill of the organization.

Secretary must be skillful in written communications, as he will often be called upon to draft and edit correspondence on behalf of the organization to outside groups as well as internal members. The secretary must therefore be fluent in the organizations jargons, and be familiar with organizations communications style requirements.

Records Keeping Functions

Another fundamental function of a secretary is records keeping. Records of staff, assets, impress et cetera must be properly kept for future references or until when they are needed. Aminu (2009) maintained that secretary is responsible for establishing and maintaining his organizational records and documents including meeting minutes, reports and other important documents. Where necessary, he must create appropriate and logical filing systems to ensure that organization’s needs are easily accessible by the relevant staff and/or members.

Proper filing of documents constitutes other record keeping roles of a secretary. A popular adage states that “we file to find and not to file away” should always be the genesis of a secretary. Amavu (2009) stated that the position of a secretary is key to an organization’s success. The role of filing document requires commitment, abilities and enthusiasm. The secretary has the primary responsibility of maintaining good filing system capable of providing an accurate data/information needed at any point in time.

In present day office works, records could be maintained manually, that is in a file folder and stored in file cabinets, or computerized system, where records of the organizations are stored in computers and flash drives. Secretaries in modern offices even maintain web sites for the organization. Moreover, a secretary maintains organizational history and procedures. Frank (2009) stated that secretary serve as the central repository of information for his respective organization, given their exposure to and attendance at, most if not all of the meetings held.

The secretary must therefore be knowledgeable in his organization’s history, by-laws, leadership and other policies and procedures. He may also maintain an up dated list of all staff and members, their contact information and other data relevant to the organization’s mission. Secretaries opportune to serve in multi-national companies, apart from all the record roles mentioned above, are also responsible for keeping all official records. Harding (2005) stated that secretaries keep the following official records: indemnities, service contracts debenture holders, registers of directors, register of members and records of resolution. He maintains that secretaries must adopt effective records and administration which includes keeping up-to-date contact details that is names, addresses and telephone numbers for management committee, filing minutes and reports, compiling lists of names and addresses that are useful to the organization, including those of appropriate officials or officers of voluntary organizations, keeping record of the organizations activities and keeping a diary of future activities.

With regards to taking and keeping minutes of meeting, Bacchino (2003) stated that secretary should document actions that determine the fulfillment of legal duties, records proceedings of a meeting including how decisions are made, the resulting actions and persons responsible for it, clarify clearly what actually happened at a meeting and records all resolutions adopted.

As a result of modernization in office routine, secretary is expected to develop a meeting “minute template”. May (2007) described meeting “minute template” as a sort of a standardized minute content used in retrieving information and helping to reduce error. He maintained that it has three sections as follows: 

Logistics: includes date, time, list of those present and absent, name of the meeting chair and recorder of the minutes; 

Minutes: a place where the actual minutes are noted. 

Actions : completed as the minutes are written and includes a list of the actions committed to during the meeting with columns for actions to be taken, persons responsible, time lines and dates completed.

Every organization needs a secretary who is committed, determined and courageous due to the fact that record keeping is a tedious work. The secretary must have a good writing, note-taking, summarizing and public speaking skills as well as some knowledge of procedures. Kauchal (2006) maintained that secretaries are responsible for ensuring the following record keeping tasks:

a) Keeping an accurate set of minutes of each meeting in the records of the organization.

b) Keeping an up-to-date membership list.

c) Keeping a list of all committees and members.

d) Handling the organization’s correspondence, distributing minutes to members and notifying them of coming meeting.

e) Keeping necessary files for the organization’s archives

Human Relations Functions

Ahukannah and Ugoji (2009) defined human relations as the relationship which subsists among people employed and working in an organization. A human relation depicts the formal and informal activities and relationships resulting from the interaction of two or more people in an organization. It determines the degree of team spirit among workers.

 A secretary must be conversant and apply human relations in carrying out his duties due to its importance as advocated by Ahukannah and Ekelegbe (2008) that human relations promotes team spirit and serves as an important tool for harmony and a great source of strength to the organization.  It enhances staff motivation resulting in high productivity. It also creates and sustains job satisfaction thereby reducing absenteeism, truancy and inefficiency and promotes discipline among staff and checks conflicts. Secretary must maintain good human relations with his executive/boss, with other executives, with colleagues and with other employees.

Communication and Communication skills  

Communication is very critical to human existence. The word  communication can be broadly defined as the sending or receiving of messages  containing meaning. The messages usually contain thoughts, ideas, opinions,  feelings and information. It is a transaction between two or more people in an attempt to create shared understanding, with all participants having an active role  in the process.  Communication is simple yet complex, easy to do and easy to blunder. We send a  lot messages each day. These include the message we intend to send, the message  we actually send, the message as the receiver interprets it, the response of the  receiver based on what he or she received, and our reaction to the exchange of  words, meaning and interpretation. Communicating effectively helps group members build trust and respect, foster  learning and accomplish goals. Groups are made up of people who share a  common interest and commitment, and yet perhaps see things from varied  perspectives. Effective communication provides the platform upon which this  diverse group of people will be able to understand issues and make decisions  towards a common goal. 4 Effective communication only takes place when the  receiver understands and acts upon the message in the same way the sender  intended. Effective communication therefore requires paying attention to the entire  process, not just the content of the message. The common goal of the judiciary is to  deliver justice effectively; but we have different groups (different cadres of staff,  different levels of education, different cultures etc) and effective communication is  the only way these group can achieve set goals. Communication skills 

Communication skills are those skills which are needed to speak and write properly. A person who is  able to speak appropriately whilst maintaining eye contact with the audience, uses varied vocabulary  and articulate speech to suit the need of the audience is generally said to be an effective speaker.  Similarly, an effective writer should be able to use written words in various styles and techniques to  communicate his/her message and ideas to the readers. One should have the ability to listen carefully  and write and speak clearly in any situation. Therefore good reading, writing, speaking and listening  skills are essential for effective communication 

Human Relations 

There is no one adequate definition of term “Human Relations” but different schools of thought, using different forms have more or less carried out the same conclusion. 

According to Carevel (1975:2) stated that “human relations is the integration of people into work situations that motivates them to work together productivity, co-operatively and with economic, psychological and social satisfaction”. 

Also, Boone and Kurtz (1981:267) defines human relations “as a process, which establishes and maintain cordial work climate, promotes harmony and enthusiasm, display sincere interest in assisting other employee”. 

Furthermore, Onah (1981:116) is of the opinion that “Human relations are both an art and science, which can be learnt and if properly applied, should produce fruitful results”.

Going by the thrust of the definitions above we can therefore say that: human relations is all about the cordial relations of people in the place of work and at play. These people include the workers, members of the public and the employee. It is the friend lines and warmth of relations in the organization that ensure the efficiency if workers and thus, thus, the attainment of the objectives and goals of the organization.

Components of Good Human Relations 

These are some factors that must be considered before an organization can be said to be practicing using good human relations. 

Onah (1981:120) says that “human beings are important assess to any organization and so, deserve to be treated very fairly in order to contribute positively to the achievement of organizational goals”. He believes that for a good human relations practice, employee participation and motivation must be brought into consideration. 

Onah further said that the managers ability to recognize what workers want, his ability to use his discretion, experience, intuition and the necessity understanding organization has a social system, that is made up of interdependent systems and the appreciation that execute skill in human relations can be developed, all constitute good human relations.

Practice of Human Relations

According to Dibua, (1994:14) the following are the methods of making human relations to work in an organization. 

The manager and the supervisor should make each other feel useful, important and wanted. 

The sub-ordinates should be constantly informed of the changes in rules, schedules and polices.

The management should believe in people’s ability and allow sub-ordinates, to exercise control over routine affair.  

The organization should be structured to enable each management of staff to his own role in the job and in the group in harmony with the norms and dictated by the environment. 

Work Environment

According to Hardening (1985:18): “The office environment comprises of the working conditions, design and layout of the office and the effect which it has on the overall efficiency of an organization”. 

Henner et al (1978:138) opines that: sound in the office environment can be good and bad, when sound like background music is soothing to workers and helping production, the sound is good, but when sound is imitating machines, it is bad. 

Job Enrichment and Job Enlargement 

Koontz, et al (1980:648) are of the opinion that “job enrichment can be distinguished from job enlargement while the latter attempts to make a job more varied by removing the dullness associated with performing repetitive operations, the former builds into a higher sense of challenge”.  

He also state that the states the job enrichment is one systematic attempt to alter the work content of jobs in such a way as the increase the opportunity for motivation. 

This is done by increasing the difficult or complexity of the job to provide more challenges, the utilization of more skills and ability and more opportunity for achievement and recognition. Importance and achievement. A job can be enriched by:

Giving it variety 

Giving workers latitude in deciding things like work methods, accepting and rejecting materials for production. 

Encouraging sub-ordinates participation and interaction with workers so that workers problem can be easily know. 

Giving workers a feeling of responsibility for their tasks. 

Taking steps to make sure that workers can see non their tasks contribute to a finished product and the profit of organization. 

Involvement of workers in analysis and changes of physical aspects of the work environment such as layout of office or plant, temperature, lighting and clean lines. 

Labour Management Relations 

Labour management relations cannot a relationship between workers, not as individuals, but in their collective identity and the employee. Labour management relations have been accepted by the International Labour Organization (ILO) in July 1956, as “all relations between workers and management or employers and between worker’s organizations or representatives of the employers of their association”. 

Motivation 

Motivation is one of the concepts in social science that is complex, to define. Thus, there is no generally accepted, definition of the term. However, history has it that the word “movere” means to move. 

According to Herzgerg (1959:29) motivation refers to “those factors that stimulate employees to action so as a perform optimally in their designed task”. 

Looking at the above definition, it can be deduced that workers need certain incentives or factors that will encourage them to work.            

One way pause to ask if motivation is an essential in the management of an organization. Is motivation an important management tool? Koontz, et al (1980:50) gave possible answers to this question by saying that: 

“all those who are responsible for the management of any organization must build the system and introduce factors that will induce people to contribute is effectively and efficiently as possible from Koontz answer above, it can be deduced that motivation concept and its application is an important and useful tool to the management of any organization”. 

Leadership Style 

Workers performance cannot be discussed without making reference to the leadership style adopted by the management of an organization. If a worker is working with a boss who understands, the worker will feel free to work than with a boss who is authoritative and unsympathetic. Nobody would want to work with a boo who is very self-centered. 

According to Koontz (1950:39) even the most motivated employee can very soon discouraged if controlled by an in sensitive or uncaring management.

Human Relations skills need for Secretaries 

One of the important skills required and to be improved upon by executive secretary is human relations skills. The effect of good human relations in the achievement of organizational goal is tremendous and the efficient executive secretary utilize this tool to their advantage. A number of executive secretaries are technically knowledgeable but have no idea about human relations and such ones do not understand that knowledge or skill is not enough to make one successful. If one must achieve result, a lot will depend on interactions with others, and such interactions evolve from acquisition and practice of human relations skills (Frank and Cephas 1999). Raju (2001) defined human relations as the way two or more people behave toward each other in any situation. He further sees it as the ways people interact within a business organization. Odekina (2003) saw human relations as the ability to work with people and have a cooperative effort in teamwork. It involves the creation of an environment in which people feel secured and free to express their opinion. Agada (2006) defined human relations as a managerial process of integrating workers within the organization such that behaviour would result in the organization of both individual and organizational objective concurrently. He further stated that human relations involve managerial activities undertaken to determine the fundamental nature of human resources, integrating and being able to cope with the inevitable conflicts that will arise from such integration. This made Ocheja, Ajibo and Dogwo (2005) said that since a greater percentage of the executive secretaries job involves coming in contact with people either on the phone, in a meeting, face-to-face interaction with customer, staff and public, a good human relations is inevitable. A good executive secretary should be in the display of human relations skills and must be able to build team work among colleagues, respect personal dignity and worth of each members of staff and above all, be able to employ tact and initiative in his dealings with the public. It is evidently clear that the executive secretary in relating with people becomes the eye of the organization and thereby promoting the image of his boss in particular and the organization in general. Aminu and Ibeneme (2005), said that the image of the organization is at stake if the executive secretary is rude, lack courtesy and politeness in addressing or receiving business partners. An executive secretary must therefore possess both personal and business attributes which are very important ingredients of human relations. According to Harrison (1997) in Aminu and Ibeneme (2005), business attributes include “discretion”, tact and diplomacy”, “pleasant mannerism”. He maintained that an executive secretary should be friendly and helpful”. A good executive secretary should have a kind of inbuilt psychological cussions that stabilizes his motions in any circumstance that his office work may dictate. He should possess appropriate emotional adjustments when, getting along with colleagues and customers, entertaining visitors, entertaining official inquiries, and when receiving criticisms. Spencer and Pruss (2000) believed that an executive secretary could build a good human relations through understanding the internal and external members of his organization by taking into consideration their skills, personality and preferred roles. This, according to them, “each person has unique thoughts, ‘motivations’, expectations, perceptions, values and attitude”. This implies that it is part of human relations for an executive secretary to respect the feelings of other people he is working with as well as customers of his organization. One of the aspects of secretarial activities in handling telephone calls is that an executive secretary must be able to deal diplomatically with any telephone inquiry”. It is also good of him to set a high standard of behaviour and efficiency for the rest of the office staff”. Ezugwu (2004), said that human relations refers to relationship between individuals and group of individuals. It is a total attitude and habit of mind, attentiveness to the reaction of people, a continuing awareness of their persons and concerns, a sensitive to their problems and aspirations. Since man is a social being the executive secretary needs to acquire and develop social skills in order to be able to function properly in the office environment for she needs to interact very well with such people as her boss, colleagues, other supervisors, subordinates as well as the public. Ikeagwuani (2001) in the relationship with senior and colleagues, said that all senior members of staff should be treated respectively with the full realization that the effort of each person contributes essentially to team effort. There should be cooperation amongst the staff. If the executive secretary realize that her office cannot be isolated from the offices controlled by her colleagues and senior officers, sustained attention would be given to all acts that would solidify the relationships into firm and concrete teamness. 

Frank and Cephas (1999), said that human relations evolved as a result of early activities of behavioural scientists who carried out a number of researches in an attempt to satisfy the curiosity of man over issues in scientific management. Human relations embrace all the behavioural sciences because it revolves around human behaviours. Good human relations encourages team spirit, when good human relations principle are put in place, the workers see themselves as a team. One of the major responsibilities of executive secretaries is to accomplish objectives, through the group they manage. The executive secretary in his relationship with the management team must ensure that the workers or those he deals with are made to feel that they are a part of the system. Also good human relations results in increase in productivity. When the morale of workers is high and they believe that they are a part of the establishment, there is every tendency that the productivity of the firm will increase. Although the challenges of the present day human relations is enormous, the executive secretary’s position to contend with the demands is not in doubt if he/she is given required training, development and the necessary motivation. Azuka and Azuka (2006) opined that human relations involve more than just getting along with others. It involves some total of a person whereby he reaches out to others, with genuine care and understanding. Good human relations has its basis on the Biblical golden rule which says “Do unto others as you would want others do unto you”. Meaningful human relations include such issues as: how a man sees himself and as others see him: the ability to get along with others, inwardly and superficially with whom he lives, works or associates. He went further to say that it is only by accepting and understanding others that we could bridge the gap of imperfection thereby helping to handle situation, which might otherwise escalate into disputes in a working environment. Human relations in the office is essentially the development of an effective working office environment through effective manipulation and persuasion of the personnel. It means getting people to want to work together to meet the set goals of the office. It involves the study of the interaction between the individuals within the office, either as a group or as individuals. Good human relations is in fact good leadership. Its main objective is the planting of stability, effective standards, simple functional and achieving systems, and efficiency by managing the diversities of interests, skills, and aptitude in satisfying the goals of the office. They went further to say that relationship at work concerns relationships with people at different levels. There are mainly four types of relationships among workers in a work situation. Firstly, there is an upward relationship, which is relationships with ones senior. Secondly, there is the sideway or horizontal relationship, that is relationship between officers at same level or equal ranks within the organization. Thirdly, there is downward relationship, which is relationship with ones subordinates. Finally, there is open relationship, which is relationship between the people at work and the public who are either clients or customers. For executive secretary to deal effectively with the above situation he needs to acquire and develop his human relations skills. Azuka and Azuka (2006) went further to enumerate some of the qualities that are important in good human relations to include:

• Sincerity: If you do not possess this quality, it is difficult for people to believe you and your dealing with them. 

• Patience: Everybody may not have the knowledge or the ability to grasp information as quickly as you can do. 

• Courtesy and cheerfulness: Try to be courteous and cheerful at all times. People like to be around courteous and cheerful personalities. 

• Effective communication: Good and effective communication in human organizations build up confidence, water down areas of misunderstanding, promote harmony between civilizations and cultures necessary for progress and achievement of positive results. 

• Co-operation: a person who builds up group morale is a desirable addition to any organization because he or she is a good team worker. Cooperation is an important factor in good human relations. Office work is a team work and no team can accomplish its goal in an environment that lacks cooperation. Cooperation means loyalty to the team. It means making mistake and accepting responsibility for it. 

• Respect for one another: Everybody has an ego to protect. Good human relations encourages respect for others. So do not lower anybody’s selfrespect in the presence of others, do not bully co-workers. 

• Criticism: Learn to accept criticisms of yourself and of your work if the criticism is justified.

Azuka and Agomuo (1993) in their own contribution said that maintenance of human relations in offices will greatly enhance the performance of the secretarial staff in which the executive secretary belong and this can be achieved through the application of some well-thought out principles. These include: 

• Cooperation: Any organization, no matter its size and nature may be likened to a family. The larger the group, the more the problems as individuals exhibit idiosyncracies and mannerisms not easily tolerated by others. Cooperation involves using one’s ability to the best advantage by working as an ethical team member with flexibility and loyalty to the team. In the absence of cooperation individualism prevails. 

• Consultation: Consultation improves understanding and understanding is a function of clear presentation of information achieved through lively discussion. Continued consultation helps to dispel rumours which may be injurious to industrial peace. 

• Communication: Much misunderstanding in work places is caused by communication breakdown. Communication helps human relation in three distinct ways: increasing knowledge and understanding, influencing or changing attitude and instigating action or behaviour. The aim of human relation in a work place is to develop favourable attitude among workers but this can only be achieved, not through telling, but through discussion and coaching and joint problem solving approach. Communication may also be non-verbal. What one “says” with his eyes, or with his facial expression may enhance human relations. Human relations theory has impressed upon the modern executive secretary the desirability of regular communication. Through effective and regular communication, employees see their team leader as a person who understands their needs and shares in their problems. Regular communication opens the floodgates of participative decision-making and democratic leadership. Good and effective communication in human organizations builds up confidence, waters down areas of misunderstanding, and promotes harmony between people of different cultures. 

• Motivation: Man is a rational being. When he behaves in a certain way, he does so for a reason. A motive is something which compels a person to act, a reason for behaviour. Motivation involves understanding the needs which prompt people to do things, and providing ways of helping them to satisfy these needs through the organization, while at the same time harnessing their contribution to satisfy organizational needs. From the above, it shows that for executive secretary to be more effective in his human relations skill, he has to develop himself with the ability to corporate, communicate, consult and motivate his team workers.

Edun and Ajetunmobi (2000) said that an employer wants an executive secretary who is dependable, loyal, efficient and whose words can be relied on and who can be taken into confidence as far as the boss office is concerned. The boss wants someone in whom he can confide. They further said that in order to facilitate the achievement of harmonious relationship, the executive secretary must:

• Understand the boss likes and dislikes 

• Accept her mistakes and apologize accordingly 

• Avoid repeating past mistakes 

• Know the names of her colleagues 

• Have a keen interest in her work and in her employer 

• Wear a smile on her face at all times 

• Not be upset by any disagreement in the office 

• Not to hesitate to offer professional advice when necessary 

• Strive to make her boss succeed by working hard and by being loyal to the boss 

• Be interested in her work and happy in her relations with her boss and thus avoid tension 

• Choose a suitable time to talk things over with her boss when their relationship appears to be strained 

• Always sound polite 

• Understand her duties in relation to other members of the organization 

• Always talk in a low pleasant voice when addressing people in the office 

• Dress in a business like manner to the office (avoid bareback, topless, or other types of dress suitable only for picnick or night club). 

• Always promote a friendly atmosphere in the office 

• Not discuss her boss 

• Not engage in office gossips

• Not constantly discuss her private life in the office 

• Not yawn audibly in the office.

Interpersonal Soft Skill 

The interpersonal relationship skills are very important aspect in measuring service selling in recent times. Muhaiminul Islam and friends affirm Rajandelved theory of service and industry; whether most measurable features in a person’s performance were interpersonal skills, salesmanship, technical skills and sales techniques. According to the study, the non-verbal communication plays a vital role in interpersonal skills sets; whereas interpersonal skills like ability to manipulate (2016 :79). Klein, DeRouin, and Salas in Bachman define interpersonal skills as an umbrella term. This term refers to “goal directed behaviors, including communication and relationship-building competencies, employed in interpersonal interaction episodes characterized by complex perceptual and cognitive processes, dynamic verbal and nonverbal interaction exchanges, diverse roles, motivations, and expectancies.” On the other hand, Hunt and Baruch in Bachman stated that interpersonal skills development in the perspective of human resource management revolves around leadership, negotiation, and communication skills (2018). Lorraine Pellack once specified whether interpersonal relationships will have a tremendous impact on the service given to patrons. Interactions and congeniality between staff members breeds approachability. Interpersonal skills can be developed at any point in life. Time spent developing interpersonal relationships between co-workers is a necessity for good customer service and a healthy, inviting work environment (2003).

Khan & Ahmad examined that interpersonal skill conclude ability to motivate, communicate and building team (2012). As a final point, Katherine Quinn defines interpersonal skill as the ease and comfort of communication between individuals and their associates, seniors level, juniors level, clients, and other stakeholders. Furthermore Quinn believe whether interpersonal skill contains the capability to inspire others, conflict managing, effective communication, and team building..

Interpersonal Communication Skill Abbasi and friend examined that several of studies describe the significance of interaction; a few show the importance of communication skill, which goes ahead of social skills by containing affective, cognitive, and behavioral essentials. (2011) Amit Singh described interpersonal communication by means of the process of transmitting information and joint understanding from one person to another, which is very essential for the success of any organization. Therefore it must be effectively handled to ensure the accomplishment of the organization’s goals. Furthermore, Singh stated that inside the organization; a communication must work as the flow of information, materials, perceptions and understandings among the numerous stakeholders of the organization, all the methods, media and means of the communication, all the networks, channels, systems of communication or organizational structure, all the person – to – person interchange or interpersonal communication. They includes all aspects of communication and make it comprehensive, because it advises that there is so plentiful things are going on in the organization (2014 : 36). Sharon Pope explained that interpersonal communication skills are defined into the following four categories: first, communication that includes verbal, nonverbal and listening skills; second, conflict resolution and negotiation skills; third, collaboration and teamwork skills; and fourth, cross-cultural skills (2015:15).

Pope also affirms the key definition of interpersonal communication skill; the writer shriveled the conceptual into the following table :
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In a perspective of human resource development, service quality is a concept that is undeniable to be put aside; compare to product quality alone. Between success and failure in both service and manufacturing firms, quality of services can be the difference. Principles like service quality, customer satisfaction and customer value have become the ideal concerns in both industrial and service organizations as service quality may convey a corporate a sustainable competitive benefit. According to Thomas Garavan, the ultimate significance is normally considered as a customer impression alone. This is similar to a defining moment to delineate every point of interaction between customer and front-office staff. The impartial key must be continuously to come across customer expectations and to minimalize occurrences when customers are disappointed. Garavan, Costine and Heraty, hereby identify three components to make up a good service for front office employee or staff, they are following: skill, knowledge and attitude. (1997).

2.2 THEORETICAL MODEL

Theoretical Model Based on the analysis from other literature, five factors of secretaries interpersonal skills are identified. These factors have are supposed to have direct positive relationship with the secretaries’ ultimate performance. This relationship is projected in the model;

Independent Variable






2.3 CHAPTER SUMMARY

In this review the researcher has sampled the opinions and views of several authors and scholars on secretaries, types and functions of secretaries. The study also elaborated the concept of human relations, soft interpersonal skills etc. The works of scholars who conducted empirical studies have been reviewed also. The chapter has made clear the relevant literature.
CHAPTER THREE

RESEARCH METHODOLOGY

3.1
INTRODUCTION

In this chapter, we described the research procedure for this study. A research methodology is a research process adopted or employed to systematically and scientifically present the results of a study to the research audience viz. a vis, the study beneficiaries.
3.2
RESEARCH DESIGN

Research designs are perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researcher employed the survey research design. This is due to the nature of the study whereby the opinion and views of people are sampled. According to Singleton & Straits, (2009), Survey research can use quantitative research strategies (e.g., using questionnaires with numerically rated items), qualitative research strategies (e.g., using open-ended questions), or both strategies (i.e., mixed methods). As it is often used to describe and explore human behaviour, surveys are therefore frequently used in social and psychological research.
3.3 POPULATION SAMPLING SIZE

The population for the study will consist of executives and their subordinates in the organization which is charged with the application of management by objectives to attain organizational goals in the organization.

This study was carried out on interpersonal human relations skills secretaries require for effective job performance in industries using selected firms in Enugu Urban as case study. Hence, the population of this study comprises of secretaries, bosses and customers of selected firms in Enugu Urban.
3.4
SAMPLE SIZE DETERMINATION

A study sample is simply a systematic selected part of a population that infers its result on the population. In essence, it is that part of a whole that represents the whole and its members share characteristics in like similitude (Udoyen, 2019). In this study, the researcher adopted the convenient sampling method to determine the sample size. 
3.5
SAMPLE SIZE SELECTION TECHNIQUE AND PROCEDURE

According to Nwana (2005), sampling techniques are procedures adopted to systematically select the chosen sample in a specified away under controls. This research work adopted the convenience sampling technique in selecting the respondents from the total population.   
In this study, the researcher adopted the convenient sampling method to determine the sample size. Out of the entire customers, secretaries and their bosses in the 3 selected firms in Enugu Urban, the researcher conveniently selected 105 respondents which comprises of 30 secretaries, 25 bosses, and 50 customers as sample size for this study. According to Torty (2021), a sample of convenience is the terminology used to describe a sample in which elements have been selected from the target population on the basis of their accessibility or convenience to the researcher.
3.6 
RESEARCH INSTRUMENT AND ADMINISTRATION

The research instrument used in this study is the questionnaire. A survey containing series of questions were administered to the enrolled participants. The questionnaire was divided into two sections, the first section enquired about the responses demographic or personal data while the second sections were in line with the study objectives, aimed at providing answers to the research questions. Participants were required to respond by placing a tick at the appropriate column. The questionnaire was personally administered by the researcher.
3.7
METHOD OF DATA COLLECTION

Two methods of data collection which are primary source and secondary source were used to collect data. The primary sources was the use of questionnaires, while the secondary sources include textbooks, internet, journals, published and unpublished articles and government publications.
3.8
METHOD OF DATA ANALYSIS

The responses were analyzed using the frequency tables, which provided answers to the research questions.
3.9
VALIDITY OF THE STUDY

Validity referred here is the degree or extent to which an instrument actually measures what is intended to measure. An instrument is valid to the extent that is tailored to achieve the research objectives. The researcher constructed the questionnaire for the study and submitted to the project supervisor who used his intellectual knowledge to critically, analytically and logically examine the instruments relevance of the contents and statements and then made the instrument valid for the study.
3.10
RELIABILITY OF THE STUDY

The reliability of the research instrument was determined. The Pearson Correlation Coefficient was used to determine the reliability of the instrument. A co-efficient value of 0.68 indicated that the research instrument was relatively reliable. According to (Taber, 2017) the range of a reasonable reliability is between 0.67 and 0.87.
3.11
ETHICAL CONSIDERATION

he study was approved by the Project Committee of the Department.  Informed consent was obtained from all study participants before they were enrolled in the study. Permission was sought from the relevant authorities to carry out the study. Date to visit the place of study for questionnaire distribution was put in place in advance.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

1 INTRODUCTION

This chapter presents the analysis of data derived through the questionnaire and key informant interview administered on the respondents in the study area. The analysis and interpretation were derived from the findings of the study. The data analysis depicts the simple frequency and percentage of the respondents as well as interpretation of the information gathered. A total of one hundred and five (105) questionnaires were administered to respondents of which eighty five (85) were returned while seventy (70) were validated. This was due to irregular, incomplete and inappropriate responses to some questionnaire. For this study a total of  70 was validated for the analysis.

4.2
DATA PRESENTATION

The table below shows the summary of the survey. A sample of 105 was calculated for this study. A total of 85 responses were received whiles 70 was validated. For this study a total of 70 was used for the analysis.

Table 4.1: Distribution of Questionnaire

	Questionnaire 
	Frequency
	Percentage 

	Sample size
	10
	100

	Received  
	85
	81

	Validated
	70
	67


Source: Field Survey, 2021

Table 4.2: Demographic data of respondents

	Demographic information
	Frequency
	percent

	Gender
Male
	
	

	
	22
	31%

	Female
	48
	69%

	Age
	
	

	20-30
	34
	49%

	30-40
	26
	37%

	41-50
	10
	14%

	51+
	0
	0%

	Education
	
	

	HND/BSC
	35
	50%

	MASTERS
	22
	31%

	PHD
	13
	19%

	Marital Status
	
	

	Single
	21
	30%

	Married
	40
	57%

	Separated
	9
	13%

	Divorced
	0
	0%

	Widowed
	0
	0%

	Position 
	
	

	Customer
	32
	46%

	Secretary
	23
	33%

	Boss
	15
	21%


Source: Field Survey, 2021

4.3
 ANSWERING RESEARCH QUESTIONS

Question 1: What are the interpersonal/human relations skills secretaries require for effective job performance in industries?
Table 4.3:  Respondent on question 1
	Options
	Yes
	No
	Total

	Technical skills
	70

100%
	0
	70

100%

	Public relations skills
	70

100%
	0
	70

100%

	Machine operation skills
	70

100%
	0
	70

100%

	Shorthand skills
	70

100%
	0
	70

100%

	Typewriting Skills.
	70

100%
	0
	70

100%


Field Survey, 2021

From the responses obtained as expressed in the table above, all the respondents said yes to the options provided in the question “What are the interpersonal/human relations skills secretaries require for effective job performance in industries?” There was no record of no to the given options.

Question 2: What is the perception of the boss on the interpersonal/human relations skills secretaries require for effective job performance?
Table 4.4:  Respondent on question 2

	Options
	Frequency
	Percentage

	Very important
	30
	43

	Important
	25
	36

	Unimportant
	0
	0

	Undecided
	15
	21

	Total
	70
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, 43% of the respondents said very important, 36% of the respondents said important, while the remaining 21% were undecided. There was no record for unimportant.

Question 3: What are the secretaries perception on the interpersonal/human relations skill secretaries require for effective job performance?
Table 4.5:  Respondent on question 3

	Options
	Frequency
	Percentage

	Very important
	35
	50

	Important
	15
	21

	Unimportant
	0
	0

	Undecided
	20
	29

	Total
	50
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, 50% of the respondents said very important, 21% of the respondents said important, while the remaining 29% were undecided. There was no record for unimportant.

Question 4: What interpersonal/human relations skills do customers perceive as important to secretaries for effective job performance?
Table 4.6:  Respondent on question 4

	Options
	Yes
	No
	Total

	Awareness skill
	70

100%
	0
	70

100%

	Collaboration skill
	70

100%
	0
	70

100%

	Clear communication skills
	70

100%
	0
	70

100%

	Conflict management and resolution skills
	70

100%
	0
	70

100%

	Constructive feedback skill
	70

100%
	0
	70

100%


Field Survey, 2021

From the responses obtained as expressed in the table above, all the respondents said yes to the options provided in the question “What interpersonal/human relations skills do customers perceive as important to secretaries for effective job performance?” There was no record of no to the given options.

CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS:

5.1 Introduction

This chapter summarizes the findings on interpersonal human relations skills secretaries require for effective job performance in industries using selected firms in Enugu Urban as case study. The chapter consists of summary of the study, conclusions, and recommendations. 
5.2 Summary of the Study

In this study, our focus was on interpersonal human relations skills secretaries require for effective job performance in industries using selected firms in Enugu Urban as case study. The study is was specifically set to; ascertain the interpersonal/human relations skills secretaries require for effective job performance in industries, determine the perception of the secretaries, bosses on the interpersonal/human relations skills secretaries require for effective job performance, find out the perceptions of the secretaries on the interpersonal/human relations skills secretaries require for effective job performance, and ascertain the perception of the customers of the industries on the interpersonal/human relation skills secretaries require for effective job performance.
The study adopted the survey research design and randomly enrolled participants in the study. A total of 70 responses were validated from the enrolled participants where all respondent are customers, secretaries and their bosses of selected firms in Enugu Urban, Enugu State.

5.3 Conclusions

In the light of the analysis carried out, the following conclusions were drawn.
The secretary must posses such technical skills as public relations skills, machine operation skills, shorthand and typewriting skills in order to meet up with the trend of the business world.

Secretaries and their bosses perceived the interpersonal/human relations skills required for secretaries very important.

The interpersonal/human relations skills required for secretaries for effective job performance as perceived by customers include; awareness skill, collaboration skill, clear communication skills, conflict management and resolution skills, and constructive feedback skill.

5.4 Recommendation

The following recommendations were proffered with respect to the findings of the study;

1. Management should encourage secretaries to go on training in human relation subject. 

2.There should be effective communication at all level of the organizational setup as this will enable secretaries to participate in taking decision concerning them. 

3. Job enrichment and job enlargement should be introduced because it makes secretaries to relate their fellow workers. 

4. Management should provide sound communication system for secretaries to ensure effective work performance 

5. Secretaries should try to protect the image of the company in public, through the practice of good human relations.

REFERENCE
Adedoyin, T. (2010). “I.T. Productivity Tools for Managing the Accounting Function”, The Nigerian Accountant, 43(4): 30-36.

Adles, A (1938); Social Interest.  New York: Faber and Faber Ltd. 

Agbatogun, A. O., et al (2011). “Computer-Assisted Programmed Instruction Revisited: A Study on Teaching Typewriting in Nigeria Higher Institution”, Asian Journal of Information Technology, 10(2): 60-64.

Akoka Journal of Vocational Education (Second Edition), Akoka, Lagos. DIC Publishing Company.

Anyakoha EU (2002). Welcome address at the 3rd National conference of HERAN held at
Princess Alexandra Unity Hall, University of Nigeria Nsukka 14 – 17 September.

Appah, E. and Emeh, Y. (2011). “Information Technology and Internal Auditors’ Activities in Nigeria”, Asian Journal of Information Technology, 10(6): 201-208.

Aromolaran EA (2003). An Evaluation of the Continuous Relevance of Secretaries in the Automated Office. Bus. Edu. J. 4 (1): 63-70.

Azuka EB (2000). Challenges of a Professional Secretary. Need for Curriculum Revision in Nigeria Polytechnics. Bus. Edu. J. 111 (2): 38-42.

Azuka, B.E. & Agomuo, E.E. (1993). Modern secretarial duties for polytechnics. Aba: Model Academic Publishers.

Bagobiri, E.Y. & Kassah, V. (2006). Principles of management (1 st Ed.) Zaria: Wonderful Press.

Baldwin, J. R., D. Sabourin and David Smith (2003), “Impact of Advanced Technology Use on Firm Performance in the Canadian Food Processing Sector,” Economic Analysis Research Paper Series. No. 12. 11F0027MIE20030012. Analytical Studies Branch, Ottawa: Statistics Canada.

Baridam, D.M. (2008). Research Methods in Administrative Sciences, Port Harcourt: Sheerbroke Associates.

Black, S.E. and L.M.Lynch (2000), “What’s Driving the New Economy: The Benefits of Workplace Innovation,” NBER Working Paper No. 7479.

Black, S.E. and L.M.Lynch (2001), “How to Compete: The Impact of Workplace Practices and Information Technology on Productivity,” The Review of Economics and Statistics, Vol. LXXXIII, 3: 434-445.

Boladele, Y. (2002) Secretarial Efficiency in an Automated Office: Journal of The School Vocational and Technical Education (THE VAS JOURNAL), 7 (1): 123-134

Boon and Kurtz, (1981), Human relation in an Organization. New York: Publishing Company. 

Boone, et al (1984), Principles of Management. United States:  Random House Inc. 

Bresnahan, F. B., E. Brynjolfsson, and L. Hitt (2002), “Information Technology, Workplace Organization and The Demand for Skilled Labour: Firm-Level Evidence,” The Quarterly Journal of Economics, February, pp. 339-377.

Brightman. R. W. and Dimsdale, .J. M (1986), Using Computers in the information Age, Canada: Delmar Publishers Inc.

Brown, M.M. (2001). Information technology for development. New York: Random house Publishers.

Brynjolfsson, E. and L. Hitt (2000), “Beyond Computation: Information Technology, Organization Transformation and Business Performance,” Journal of Economic Perspectives, 14: 23-48.

Bryson, J.O. (1990). Effective library and information centre management. England: Lower Publishers.

Carevel, J.F (1975). Human Relations in Busines. New York:  Macmillian Publishing Company. 

Chuke, U.L. (2002). Challenges and prospects of ICT for secretarial administration curriculum. Business Education Journal V(1) 179-184.

Chukwumezie, F.U. (2002). The internet competencies required of secretaries in a technological environment. Business Education Journal 3(5) 24-36.

Cole, G.A. (1996). Personnel management: Theory and practice. (5 th Ed.) London: Letts Educational.

Dibua, V.A. (1994), Industrial Psychology.  Unpublished

Edun, B.A. & Ajetunmobi, S.S. (2000). Secretarial practice and office management. Ibadan: University Press Limited.

Emeti, C. I. (2009) Ethics for Secretaries, Unpublished Handbook for Students and Practicing Secretaries.

Eni, O. O. (1999) Business and Secretarial Ethics for Managers and Secretaries, Owerri, Springfield Publishers.

Frenzel, C.W. (1992) Management of Information Technology, USA, Boyd & Fraser Publishing Company, 1st ed.

Grant, N., Hurley, J. , Hartley K., et al (2000) E- Business and ERP: Transforming the Enterprise, New York, John Wiley & Sons.

Haralambos, M. (1980) Sociology: Themes and Perspectives, Bungay Great Britain, University Tutorial Press.

Hardeing, P.R. (1985) Work Environment,  Belmont CA USA: Thomson Wadsworth. 

Herzgerg, (1959), Motivation. USA:  Paragraph Press Inc. 

Heuner, et al, (1978), Work Environment. United States: Random House Inc. 

Igbinedion, V.I. (2010). “Knowing the Graduate office Secretary”, Ozean Journal of Social Sciences, 3(1): 116-120.

Jaiyeola, R. (2007). “Information Communication Technology as a Tool for Effective Performance of Chartered Accountants”, The Nigerian Accountant, 40(1): 48-49.

Khalid, H. (2000). “The effects of new office technology on secretaries and attitudes and training”, P.hD., Thesis, University of Huddersfield, U.K.

Koontz (1950), Leadership.  New York: McGraw-Hill Books Company Incorporated. 

Koontz, et al (1970) Motivation.  New York: McGraw-Hill Press. 

Koontz, et al (1980), Management New York:  McGraw-Hill Press. 

Mishra, A. and Akman, I. (2010). “Information Technology in Human Resource Manageemnt: An Empirical Assessment”. Public Personnel Management, 39(3): 243-262.

Moscove, S. Simkin M. and Bagranoff, N. (2003) Core Concepts of Accounting Information Systems. United States of America,John Willey & Sons Inc.

Ndiyo, N.A. (2005). Fundamentals of Research in Behavioural Sciences and Humanities, Calabar: Wusen Publishers.

Nemine, E.B. and Torunarigha, Y.D. (2010). Educational Technology, Port Harcourt: Harinsco Press.

Nicholas Bloom, N Garicano, L, Sadun, R., Reenen (2009) The distinct effects of information technology and communication technology on firm organization Working Paper 14975, National Bureau of economic research 1050 Massachusetts avenue, Cambridge, Ma 02138. http://www.nber.org/papers/w14975,

Obodo, N. A. (2005) Professional Ethics for Secretaries, Unpublished Lecture Handbook, Enugu, Institute of Management and Technology (IMT). 

Ofurum, C.O. and Ogbonna, G.N. (2008). Accounting Information Systems, Owerri: Bon Publication.

Oliver, E. C, Chapman, R. J. French, C.S. (1990). Data Processing and Information Technology: An Instructional Manual for Business and Accountancy Students, Britain, DP Publications.

Onah (1981) Component of Good Human relations. Nigeria:  OJK Production Enterprise (Ofu-Obi Press), Okoko Umuahia 

Onifade, A. (2009). “The third millennium Secretary and Information and Communication Technology: Nigerian Experience”, international Journal of Management and Information System, 13(2): 39-48.

Onuorah, A.C. and Appah, E. (2011). “The Impact Assessment of Information Technology and Accounting Practice in Contemporary Organizations”, Paper Presented at the International Conference on E-Learning & Cross-Discipline, @ Shangri-La Hotel, Accra Ghana on 4th – 6th May, 2011.

Osuala, E.C.(2005). Introduction to Research Methodology, Onitsha: Africana-First Publishers Limited.

Seyal, A.H., Rahim, Md. M. & Rahman, M. N. A. (2000). An Empirical Investigation of Use of Information technology Among Small and medium Business Organizations: Bruneian Scenario. The Electronic Journal on Information Systems in Developing Countries, 2, 7, 1-17.

Ugiagbe, F.E.S. (2002) An analysis of Secretarial Office Automatin and Work Ethics in National Development,

Uzoka, F.M. (2002). “Effects of Information Technology on Customers’ Satisfaction in Nigerian Financial Institutions”, The Nigerian Accountant, 35(4): 5-8.

APPENDIXE

QUESTIONNAIRE

PLEASE TICK [√] YOUR MOST PREFERRED CHOICE(S) ON A QUESTION.

SECTION A

PERSONAL INFORMATION

Gender

Male

[  ]
Female

[  ]
Age

20-30

[  ]
30-40

[  ]
41-50

[  ]
51+

[  ]
Education

HND/BSC
[  ]
MASTERS
[  ]
PHD

[  ]
Marital Status

Single

[  ]
Married
[  ]
Separated
[  ]
Divorced
[  ]
Widowed
[  ]
Position 

Customer
[  ]
Secretary
[  ]
Boss

[  ]

SECTION B

Question 1: What are the interpersonal/human relations skills secretaries require for effective job performance in industries?
	Options
	Yes
	No

	Technical skills
	
	

	Public relations skills
	
	

	Machine operation skills
	
	

	Shorthand skills
	
	

	Typewriting Skills.
	
	


Question 2: What is the perception of the boss on the interpersonal/human relations skills secretaries require for effective job performance?
	Options
	Please Tick

	Very important
	

	Important
	

	Unimportant
	

	Undecided
	


Question 3: What are the secretaries perception on the interpersonal/human relations skill secretaries require for effective job performance?
	Options
	Please Tick

	Very important
	

	Important
	

	Unimportant
	

	Undecided
	


Question 4: What interpersonal/human relations skills do customers perceive as important to secretaries for effective job performance?
	Options
	Yes
	No

	Awareness skill
	
	

	Collaboration skill
	
	

	Clear communication skills
	
	

	Conflict management and resolution skills
	
	

	Constructive feedback skill
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