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ABSTRACT

This research is aimed at identifying competencies required by secretaries in First Bank Nigeria Plc., Enugu. In carrying out the study, questionnaires were developed and administered on secretaries and their bosses in First Bank Nigeria Plc., Enugu. After the analysis of the data, the following were found, competency required of secretaries include sound judgment, tactfulness, resourcefulness, good communication skiill and organizing ability.

The study also found out that modern technology has positive effect on the competence requirement of compete secretaries and managers. It was also found that secretaries have positive impact on organizational effectiveness and efficiency.

The following recommendations were made: Secretaries should be sent on regular training programmes and seminars especially where required competence is lacking, there should also be constant appraisal to maintain the competence required of secretaries.

CHAPTER ONE

INTRODUCTION

1.1 BACKGROUND OF THE STUDY

Secretaries play important roles in the implementation of the office work. The nature of their jobs is universally acknowledged as indispensable in caring out their duties effectively in the offices. Despite the indispensable nature of the secretary’s functions, the secretary continues to be seen as an executive assistant. This is more so when many writers have defined secretary in different ways and from their various definitions we will see that secretaries have so much functions to perform, which are the most indispensable functions in every organization.

The word “Secretary” is derived from the Latin word “Secretarius” meaning, something known only to one or few and kept secret or hidden from the views or knowledge of others.

According to Advance Learners Dictionary of current English< a secretary is “an employee in an office who deals with correspondence, keeps records, makes arrangements and appointment for a particular member of staff or other organizations”. She is one who combines or has mastery skills of shorthand and typewriting, and with a sound knowledge of secretarial duties. According to Stanwell et al, (1979), a secretary is a staff who is concerned with the preparation. Presentation and transmission of all type of communications as well as the conventional secretarial duties of confidential nature at various levels.

The company and Allied Matters Act of 1990, s.273 (1) stated that “a secretary is an executive assistant who possess a mastery of office skills”.

Copeland, L., (1980), in his Encyclopedia of useful information states that a successful secretary must have stenographic skill, a clear and intelligent understand of the rules and personality as a result of good training and exposure.

Mr. Aniche G.C, (1990), aptly defined a secretary as “the window in the organization”.

Hanna et al, (1974), in her book, Secretarial Procedures and Administration, defines the modern secretary as an executive assistant, who possesses a mastery of skills, who demonstrates the ability to assume responsibility without direct supervision and who makes decision within the scope of assigned authority.

The National Secretaries Association of United States has defined as secretary as an executive assistant who possesses a mastery of office skills, who demonstrates ability to assume responsibility without direct supervision, who exercises initiatives and judgment and who makes decisions within the scope of assigned authority. However, the pertinent question is in what way does the secretary assist the executive? The answer to this question is partly individualistic and partly organization dependent.

For the boss, the secretary can be described as his indispensable assistant who possesses mastery of office skills, demonstrates the ability to assume responsibility without direction or supervision, exercises initiative and judgment, and makes decisions within the scope of assigned authorities. Eni, 91987), Also she serves as the interlace in the organization’s public relations image. She therefore, is a vital link between the public and the organization which makes Duru, (1991), to say that the secretary.

Must maintain a good relationship with members of the public, as the attitude of the secretary would have repercussions for a field”. In any business setting, be it industry, government, scientific, radio and television as in a list of other fields, the person who ensure the efficient and smooth running of the office is the secretary, “she must be intelligent versatile with initiative and drive National Concord, (27th December, 1991). Says that a secretary needs to be more,

“Social mentally flexible, emotional stability and 

exercising good judgment as perhaps 

the most important qualifications of a secretary”. 

She serves a multi-disciplinary function, and is also the vital ink in coordinating various activities, Eni, (1996). Being an intermediary between the organization and the public on one hand and between the boss and the rest of the staff on the other hand, the secretary must be of sound judgment and must be able to take right decision even in the absence of her boss. It is perhaps on this rather than anything else lies the competence of the secretary. Competence is defined as the ability to perform work activities to the standards required in employment. It embodies the ability to transfer skills and knowledge to new situation within the occupational area. It encompasses organizing and planning of work, innovation and coping with no-routine activities. It includes those qualities of personal effectiveness required in the work place to deal with co-workers, managers and customers, Sheila, (1990).

1.2 STATEMENT OF THE PROBLEM

There is a tendency to judge the competence of a secretary by ill-defined references. These references for competence, like the role of the secretary, is both individualistic and organization dependent. Some judge the competence of a secretary based on the secretarial skill of the secretary mainly on typing and shorthand. Others on the speed with which such skills are performed and still others on the personal attributes of the secretary such as punctuality, reliability, tact, discretion, mannerism, organizing ability and mode of dressing.

However, there is tendency to the term modern secretaries (executive secretaries) as part of the management team. Thus, with this trend, the judgment of competence of the secretary is also looked at differently. Perhaps, this made Whitehead, (1977) to say that, it is not enough to perform all secretarial skills which all executive need, or event he personal attributes such as, punctuality, discretion and tact which the good secretary displays. The secretary has to become a valuable part of the management team, knowing fully well about the policies of the organization and that of his boss’s work. One must also stress that machine operation (e.g. Computer), book keeping, accounting adequate knowledge of the boss’s work are also referral points in judging the competence of a secretary.

The problem now is, who is the competent secretary? Who do we describe as competent? What qualities are required of a competent secretary/ This is what the researcher intends to look at critically in order to make valid suggestion for the betterment of the secretarial profession.

1.3 PURPOSE OF THE STUDY

The purpose of this research is to find out the qualities of a competent secretary. Strategically, this research is set out to study and possibly identify the nature and major problems in the concept and practice of secretarial competence, which has virtually crippled the administration of most business establishments. The researcher will therefore, look into the specific or different secretaries’ competence.

1.4 RESEARCH QUESTIONS

To achieve the objective of this research, the following questions will guide the researcher.

1. What special skills, qualities and attributes do secretaries need to function efficiently in an organization?

2. How are these skills and attributes developed over time?

3. what factors impede the acquisition and development of these skills and attributed? 

4. In what ways can these factors be removed so as to achieved competence?

5. What is the impact of a competent secretary organizational effectiveness and efficiency?

1.5 SIGNIFICANCE OF THE STUDY

There is no doubt that a study of this nature will yield positive and significant contribution.

Firstly, it will help to identify the knowledge and skill requirements that make a secretary competent carry out his/her various roles and functions in a dynamic society.

Secondly, it will help to identify the type of training development and exposure that is required by a secretary

Thirdly, it will assist in unveiling factors that contribute to secretarial competence as well as those that impede so as to develop the skills and knowledge accordingly.

Finally, findings of this study will add to existing management literature.

1.6 SCOPE/DELIMITATION OF THE STUDY

The scope of this study is very wide if it has to be carried out in all first banks in Nigeria. The study is delimited, based on the fact that there are not time and material resources to see to the whole Nation. This is delimited to Enugu State only and the findings may not reflect the situation in the whole country. These findings may not be valid for the whole of First bank in Nigeria, but bye and large, what happens in First Bank in Enugu State Can be side to apply to in other parts of the country.

1.7 DEFINITION OF TERMS

The following terms used in this study should be taken to mean the following:

COMPETENCY

It means possessing the required knowledge, skills and ability to perform a task adequately. It is a grade or rank denoting a stage of expertness and skillfulness.

SECRETARY

It can be defined as a person employed in an office, usually working for another person, dealing with letters, typing, keeping records, etc and making appointment and arrangement. A secretary is an executive assistant who possesses a mastery of office skills, who demonstrates the ability to assume responsibilities without direct supervision, who exercises initiative and judgment and who makes decision within the scope of assigned authority.

BUSINESS

It is the activity of making, buying, selling or supplying things for money, commerce and trade. Business as against leisure is any productive activities geared towards making a profit or any productive activity aimed at making profit.

ESTABLISHMENT

The action of creating or founding something on a firm or permanent basis. Also it is a group of powerful people won influence or control policies, ideas, taste, etc. and usually support what has been traditionally accepted.

ORGANISATION

An organization is a group of people who gathered together in order to achieve a specific goal.

PROFICIENCY

This means being able to do something in a skilled or an expert way because of training and practice. It is the state of being well versed and adept. It is proficiency that gives dimension to the concept of competence. It simply means the incite of accomplishment. This measure indicates the extent to which given sets of skills, abilities, knowledge, capability, attitude and values have been acquired.

CHAPTER TWO

LITERATURE REVIEW

Today organizations are all talking in terms of competence. Gone are the days when people used to talk in terms of skill sets, which would make their organizations competitive. There has been a shift in the strategy of the organizations. Now they believe in excelling and not just competing. It is better to build a core competency that will see them through the crisis. And what other way than to develop the people, for human resource is the most valuable resource any organization has. For over four decades now, competencies and competency models have become an inseparable part of Human resources management and have been widely used as a means for increasing personal and organizational efficiency. Competencies include the collection of success factors necessary for achieving important results in a specific job or work role in a particular organization. Competency refers to the intellectual, managerial, social and emotional competency. People are rewarded for their competencies (Spencer & Spencer, 1993), which in turn are influenced by some personal antecedents (Bartram, 2005).

Competency Models are effective measurement tools that help employees agree on a common language and comprehend what is understood by superior performance. Moreover, Competency-based HRM is a core strategy to help align internal behavior and skills with the strategic direction of the organization as a whole. Competency models translate organizational strategies, goals and values into specific behaviors. Today organizations realized that if properly designed and skillfully handled, the competency model leads to individual and organizational performance enhancements and therefore helps the integration and promotion of all HRM practices. As the interest in measuring and predicting performance in the workplace has grown tremendously, the term ―competency appears to have become a staple part of an HR practitioner ‘s vocabulary.

CONCEPTIONS OF COMPETENCE

Since there are several very different ways of thinking about competence, how competence is conceived will make a big difference to the ways competency standards

are used and assessed. Because competency-based assessment centres on performance, and since a common view is that performance is constituted by a series of tasks, competency standards are often thought of as simply a series of discrete task descriptions. Even where work is relatively routine, this ‘checklist’ approach is dubious since the broader aspects of competent performance, such as planning or reacting to contingencies, are left out of the picture.

Thus, the task view of competence omits higher level competences from the standards. Hence they are also omitted from any training programs and assessment strategies that are based on these narrow competence standards. One response is to view competence instead as possession of a series of desirable attributes including knowledge of appropriate sorts, skills and abilities such as problem solving, analysis, communication, pattern recognition, etc. and attitudes of appropriate kinds. On this generic approach, training and assessment will be seen in terms of strategies to train and assess candidates in each of these separate attributes. While this second approach looks more promising as a way of capturing the less predictable variety of non-routine work roles, it also has been widely criticized on the grounds that assessing attributes in isolation from actual work practice bears little relation to future occupational performance. In fact, attributes such as problem solving, analysis, pattern recognition, etc. are highly context dependent, so that attempts to teach and assess them out of context are largely misconceived. So training and/or assessing candidates in generic problem solving or communication skills sets up a further problem of how, if at all, candidates will learn to transfer this learning to actual work contexts.

Considerations such as these have led to a different approach, involving an integrated conception of competence, being employed by the Australian professions in establishing their competency standards. According to the integrated conception, competence is conceptualized in terms of knowledge, abilities, skills and attitudes displayed in the context of a carefully chosen set of realistic professional tasks which are of an appropriate level of generality (Gonczi et al., 1990; Hager, 1994; see also Biggs, 1994). A notable feature of this integrated approach is that it avoids the problem of a myriad of tasks by selecting key tasks or elements that are central to the practice of the profession. The main attributes that are required for the competent performance of these key tasks or elements are then identified. Attributes include cognitive skills (knowledge, critical thinking, problem-solving strategies), interpersonal skills, affective attributes and technical psychomotor skills. Experience has shown that when both attributes and major tasks are integrated to produce competency standards, the results appear to capture the holistic richness of professional practice in a way that neither of the other two approaches could. The integrated approach to competence also overcomes the various difficulties posed by Ashworth & Saxton (1990) in their useful catalogue of the limitations of narrow competency standards (for discussion of this see Hager & Gonczi, 1991). This integrated approach to conceptualizing competence produces competency standards for occupations that go well beyond mere task skills. In short, the holistic and integrated view of competence situates attributes in the kinds of contexts in which they are employed in the practice of an occupation.

This in turn helps to specify the kinds of training and assessment situations that are suited to effective learning and assessment.

Meaning of the Term “Competency”

Competency has its origins in the Latin word 'competentia' which means ―is authorized to judge‖ as well as ―has the right to speak‖ (Caupin et al., 2006: 9). The English dictionary defines the word competence as the state of being suitably sufficient or fit. Trying to draw a fine line between the (buzz) words such as proficiency, capability, capacity, competence, competency/ competencies is even more difficult and creates confusion (see examples in Byham & Moyer, 2000; Cooper, 2000; Mirabile, 1997).

Those who spend efforts in examining competency are immediately struck by the lack of uniform definitions, compositions, and methodologies which, of course, lead to misunderstanding, wandering, and waste (Cooper, 2000; Dalton, 1997). Its meanings defined by standard dictionaries are broad, vague, and inferred which subject to a variety of interpretations.

Definitions by Authors

The definition of competency is one of the most fraught tasks in business research, with little agreement among researchers.

McClelland (1973) presented data that traditional achievement and intelligence scores may not be able to predict job success and what is required is to profile the exact competencies required to perform a given job effectively and measure them using a variety of tests. He defined competence as a personal trait or set of habits that leads to more effective or superior job performance, in other words, an ability that adds clear economic value to the efforts of a person on the job.

Klemp (1980) defined competency as an underlying characteristic of a person which results in effective and/or superior performance on the job.

Boyatzis (1982, 2007) adopted the term competency an “underlying characteristic of an individual that is casually (change in one variable cause change in another) related to superior performance in a job”. He identified that there were 19 generic competencies that outstanding managers tend to have. He clubbed those 19 generic management competencies into five distinct clusters, as a goal and action management, leadership, human resource management, directing subordinates and focus on others.

Hornby and Thomas (1989): ―Competency is the ability to perform effectively the functions associated with management in a work situation.

Jacobs (1989): ―Competency is an observable skill or ability to complete a managerial task successfully.

Hogg B (1989): ―Competencies are the characteristics of a manager that lead to the demonstration of skills and abilities, which result in effective performance within an occupational area. Competency also embodies the capacity of transfer skills and abilities from one area to another.

Spencer and Spencer (1993): ―Competencies are skills & abilities-things you can do -acquired through work experience, life experience, study or training.

Page and Wilson (1994) after reviewing 337 citations regarding competencies, defined it as “the skills, abilities, and personal characteristics required by an „effective‟ or „good‟ manager”. The point to note about this definition is the inclusion of directly observable and testable competencies, such as knowledge and skills, and the less assessable competencies related to personal characteristics or personal competencies.

Gilbert (1996) defined competence ―as the state of being competent refers to having the ability to consistently produce the results (the worthy outcomes of behavior) that are required for the most efficient and effective achievement of the larger organizational goals.

Dubois (1998): Competencies are those characteristics- knowledge, skills, mindsets, thought patterns, and the like-that, when used either singularly or in various combinations, result in successful performance.

Evarts (1998) defined competency as an underlying characteristic of a manager which causally relates to his/her superior performance in the job.

Woodall and Winstanley (1998) maintain competency as the skills, knowledge and understanding, qualities and attributes, sets of values, beliefs and attitudes which lead to effective managerial performance in a given context, situation or role.

Rice (2006) reflects on the leadership development among healthcare executives in the U.S. According to him, competency-based leadership development does not just drift, however it intentionally focuses on clear career aspirations. Meanwhile, he stressed that disciplined approach to career growth will enhance the organization's performance.

Lucian Cernusca and Cristina Dima (2007) in their research essay explained the concept of competency and how competency is linked to performance and one ‘s career development. The authors also look into some models of competency mapping and appraisal tools for performance management. A business might possess extremely capable human resources, but they might not work on the position that suits them. This is where competency mapping and the appraisal tools come to help the HR experts choose who should work on what position.

Rothwell et al. (2004) addressed competency efforts in the USA programmes have evolved from an early focus on distinctions between best-in-class (exemplary) and fully-successful performers to become a link between organizational strategy and organizational and individual performance. Interests in competency-based approaches are growing. Training and development professionals are using competency models to clarify organization-specific competencies to improve human performance and unify individual capabilities with organizational core competencies.

Gaspar (2012) found that Competency based selection method is healthy, structured and comprehensive. Candidates are evaluated on the competencies they need to demonstrate, when inducted into the organization. The performance management, competency system diagnoses the future training and development needs of the employees and it helps the HR executives assist employees in decisions like promotions and transfers.

Many definitions of the term ―competency have risen over the past decade. The definition that is most preferred is as follows: ―Competencies include the collection of success factors necessary for achieving important results in a specific job or work role in a particular organization. Success factors are combinations of knowledge, skills, and abilities (more historically called ―KSA‘s) that are described in terms of specific behaviors, and are demonstrated by superior performers in those jobs or work roles.

Although the meaning and definition of the term competency is still subject to debate (Shippman et al., 2000), for the purposes of our study, we adopted the definition proposed by Bartram, Robertson, and Callinan (2002), which states that competencies are ―sets of behaviors that are instrumental in the delivery of desired results or outcomes‖ (p. 7). Competencies conceptualized in such a way are ―something that people actually do and can be observed‖ (Campbell et al., 1993, p. 40). A competency is the capability of applying or using knowledge, skills, abilities, behaviors, and personal characteristics to successfully perform critical work tasks, specific functions, or operate in a given role or position. Competencies are thus underlying characteristics of people that indicate ways of behaving or thinking, which generalizes across a wide range of situations and endure for long periods of time.

Types of Competency Characteristics

There are five major components of competency (Tucker and Cofsky, 1994);

Knowledge-This refers to information and learning resting in a person, such as surgeon ‘s knowledge of Human Anatomy.

Skill-This refers to a person ‘s ability to perform a certain task, such as surgeon ‘s skill to perform a surgery.

Self-Concepts and Values-This refers to a person ‘s attitudes, values and self-image. An example is self-confidence, a person ‘s belief that he or she can be successful in a given situation, such as a surgeon’s self confidence in carrying out a complex surgery.

Traits-Traits refer to physical characteristics and consistent responses to situations or information. Good eyesight is a necessary trait for surgeons, as is self-control is an ability to remain calm under stress.

Motives-Motives are emotions, desires, physiological needs or similar impulses that prompt action. For example, surgeons with high interpersonal orientation take personal responsibility for working well with other members of the operating team.

Motives and Traits may be termed as initiators what people will do on the job without close supervision. As shown in figure 1, the resultant of a critical behavior is higher performance. The level of performance (low, moderate or high) is always determined by the level of knowledge, skill and attitude.


Classification of Competencies

In order to set the context of theoretically derived competence classes, a brief review is given regarding some of the classification patterns. In literature different patterns for classification of competencies are given. Most often, researchers define categorization according to their own theory and purpose of the study.

Katz and Kahn (1986) grouped competency into three areas which later expanded into the following four:

Technical or Functional (knowledge, attitudes, skills, etc. associated with the technology or functional expertise required to perform the role);

Managerial (knowledge, attitudes, skills, etc. required to plan, organize, mobilize and utilize various resources);

Human (knowledge, attitudes and skills required to motivate, utilize and develop human resources); and

Conceptual (abilities to visualize the invisible, think at abstract levels and use the thinking to plan future business).

Carrol and McCrackin (1988) organized competencies into three main categories.

Core competencies (Hamel and Prahalad, 1994): A core competency forms the basis for strategic direction; it is something a company does well relative to other competitors. Core competencies refer to the elements of behavior that are important for all employees to possess as, for example, a core competency in "result/ quality orientation".

Leadership / managerial competencies: This category involves competencies that are related to leading an organization and people. Some examples include "visionary leadership", "strategic thinking", and "developing people".

Functional competencies: These are job-specific skills required to perform a particular job role or profession (Ozcelik and Ferman, 2006:75).

THE INTEGRATED APPROACH TO COMPETENCE AND ITS IMPLICATIONS

The integrated approach to competence is supported by the logic of the concept of competence. According to the Concise Oxford Dictionary, competence (or competency) denotes the “ability to do” something or the “ability for a task”. The Macquarie Concise Dictionary defines competence as “the quality of being competent”, where competent means “properly qualified” or “capable”. Significantly, in both of these dictionary definitions the prime focus is on competent people having the ability or capability, which will enable the satisfactory completion of some task(s). A description of the abilities or capabilities required for competent performance of an occupation typically invokes terms such as ‘knowledge’, ‘skills’ and ‘attitudes’, i.e. relevant personal characteristics that underlie competent performance. (For more on this see Gonczi et al., 1990, p. 9.) As the dictionary definitions make clear, the concept of competence centers on ability or capability, which in turn focuses attention on the attributes that comprise this ability or capability. The implication of this is that attributes area necessary part of any satisfactory conception of competence. This means, for example, that a major feature of a plausible set of occupational competency standards would be some specification of the abilities or capabilities required for competent performance of the occupation. Forgetting about attributes and concentrating on tasks is the prime reason why so many people lapse into a narrow view of competency standards. Since abilities or capabilities are central to the concept of competence, occupational competency standards that omit attributes are akin to a zoo without animals.

In addition, as the dictionary definitions also make clear, ability or capability are directed at some task or tasks, however specific or general these tasks might be. (Competence, and hence ability or capability, is not totally general. It has its appropriate object(s).) So, while attributes are logically necessary for competence, they are not by themselves sufficient. As we have seen, the concept of competence includes the notion of the abilities or capabilities being applied to the performance of tasks. However, ‘tasks’ should not be interpreted in an exclusively narrow sense. All occupations involve performance of some relatively specific tasks, but equally, if not more, importantly, they involve performance of broader, more generic tasks such as planning, contingency management, etc. At their broadest, tasks include such things as performing in accordance with an overall conception of what one’s work is about, working ethically, etc. Just as abilities or capabilities were necessary, but not sufficient for competence, so the performance of tasks is also necessary, but not sufficient for competence. Thus any satisfactory account of competence must include both attributes and tasks. Likewise, any plausible set of occupational competency standards should include both attributes and tasks. This point can be summarized by saying that the concept of competence is relational, i.e. it links together two disparate sorts of things. Competence is essentially a relation between abilities or capabilities of people and the satisfactory completion of appropriate task ($. Hence the ‘integrated’ approach to competency standards, which integrates attributes with key tasks, is supported. Approaches to competency standards that focus exclusively on either tasks or attributes ignore the essential relational character of competence. In so doing they omit one of the two key ingredients of competence, thereby leading to inevitably impoverished competency standards. Only by taking proper account of the essentially relational nature of the concept of competence can the holistic richness of work be captured in competency standards. One further consequence of the logic of the concept is that competence is inferred from performance, rather than being directly observed. While performance of tasks is directly observable, abilities or capabilities that underlie the performance are necessarily inferred. This means that assessment of competence will inevitably be based on inference from a sample of performance. In requiring that the sample meet criteria that will make the assessment valid, assessment of competence is in the same boat as other kinds of assessment.

By integrating attributes and tasks, the richer conception of competence integrates general and vocational education.
As we have seen, competence consists in attributes displayed in the context of a carefully chosen set of realistic occupational tasks, which are of an appropriate level of generality. As well as integrating attributes and tasks, the richer conception of competence is also relational in that it integrates the vocational and general. This is significant because attributes such as knowledge and skills (e.g. analytical reasoning) are traditionally the concern of general education, while occupational tasks are the (supposedly)quite different concern of vocational education training. The pervasive influence of the vocationaVgenera1 dichotomy has been a marked feature of the competency debate. The thinking of many people in the education sector is dominated by the traditional dichotomy between vocational education and ‘genuine’ education and all that this entails, namely body vs. mind, hand vs. head, manuals. mental, skills vs. knowledge, applied vs. pure, knowing how vs. knowing that, practice vs. theory, particular vs. General, and training vs. education. The influence of these dichotomies on our educational thinking can be traced back to Socrates. For those who think in these terms, it is self-evident that competency standards are essentially concerned with the performance of particular and discrete vocational tasks which, however skilled they may be, involve a minimum of thought. As such, competency standards are clearly the proper concern of training, but have nothing to say to education. The assumed self-evidence of this line of thinking is clear in the writings of many higher education opponents of competency standards, e.g. in the contrasts that they draw between the higher level generic attributes, such as critical thinking, problem solving, etc., that are fostered by universities, and the ‘narrow’ outcomes that are seen as the concern of competency standards. So the richer conception of competence offers a healthy corrective to an outmoded way of thinking about vocational and general education.

The richer conception of competence is more holistic than its rivals.

One of the most overused terms in the debate about competency standards has been ‘atomistic’. Critics assume that if an approach to conceptualizing competence is labelled, usually by themselves, as ‘atomistic’ then it can be rejected without further argument. In chemistry, where atoms are discrete and independent units, they nevertheless combine to form molecules which have quite different properties from those of their constituent atoms. So here atoms are a highly useful unit of analysis and are consistent with subsequent powerful synthesis. In reference to competency standards, ‘atomistic’ has no such clear-cut meaning, nor does ‘holistic’. Both are relative terms when applied to competency standards and their application needs to be justified by further argument. The fragmenting of an occupation into a myriad of tasks, as the task approach to competence does, is overly atomistic precisely because actual practice is much richer than sequences of these isolated tasks and the overall approach fails to provide any synthesis of the tasks. Hence, we are justified in concluding that the distinctive character of the occupation has been destroyed by the analysis. However, the opposite mistake is adherence to a rigid, self-defeating monistic holism that rules out all analysis. In practice, some degree of atomism in approaches to competence will be acceptable, provided that it is accompanied by a suitable degree of holism. Occupational competency standards produced by an integrated approach are holistic in some important senses:

They are holistic in that competence is a construct that is inferred from performance of relatively complex and demanding tasks. The relative complexity of the tasks can be gauged from the fact that a typical occupation involves no more than 20-30 such key tasks.

The holistic character of such competency standards is due also to the fact that the tasks are not discrete and independent. For example, actual work practice, and, hence, sound assessment, will typically involve several of these tasks simultaneously.

A further sense in which these kinds of competency standards are holistic is that the tasks involve ‘situational understanding’, i.e. the competency standards include the idea that the worker takes account of the varying contexts in which they are operating. A more general cognitive perspective is called on to frame a skilled response appropriate to the particular context.

By being holistic in the above senses, integrated or relational competency standards are the opposite of any significantly atomistic approach, whether the atoms be tasks or attributes. Hence a balance is struck between the misguided extremes of fragmenting the occupation to such a degree that its character is destroyed by the analysis or adhering to a rigid, monistic holism that rules out all analysis.

The richer conception of competence is more helpful for teaching and assessment

When competence is conceptualized via the integrated approach in terms of knowledge, abilities, skills and attitudes displayed in the context of realistic professional tasks, the scope for assisting educational providers is greatly enhanced. Rather than recommending the adoption of narrow forms of competency-based training, the integrated approach, by also emphasizing requisite knowledge, abilities, skills and attitudes, offers powerful guidance for improvement of traditional courses in respect of content, teaching strategies and assessment procedures. So, for example, testing graduates against the competency-based standards would effectively identify strengths and weaknesses of the course. Hence, though we uphold the integrated approach to conceptualizing occupational competence, we do not recommend the adoption of narrow forms of competency-based training. 

Although integrated competency standards offer considerable educational and assessment benefits, it needs to be emphasized that they are not a curriculum document (Hager, 1995). So, for example, entry-level competency standards specify what new graduates should be able to do, but say nothing about how this state is to be achieved. Hence for providers there is as much flexibility as ever to decide what to teach, how to teach it and how to assess it. However, assuming that there is room for improvement in most existing courses, a good set of integrated competency standards will provide invaluable guidance on content changes as well as new methods of delivery and assessment. As always, there is more than one way to teach effectively.

Beyond entry level, integrated competency standards offer considerable guidance for the longer term development of the expertise in an occupation. Continuing education courses have been criticized frequently for lack of direction and/or rationale. The clear specification of what an experienced competent worker needs to be able to do will provide a much sharper focus for continuing education/staff development courses (see Hager & Gonczi, 1991). Similar considerations apply to refresher courses for people returning to the occupation after an absence or people whose training is out of date. The value of competency standards for efficient and equitable recognition of overseas qualifications is also important.

When it comes to assessment, critics worry that assessment of competence involves nothing but ticking off a checklist of observable behaviours. Given the complexity of actual work, this is seen as a futile attempt to achieve objectivity at the cost of sacrificing validity (see, e.g. Ashworth & Saxton, 1990, pp. 22-23). We accept this as a criticism of narrow competency standards. However, when the integrated approach to competency standards is adopted, competence is not something that is directly observed. Rather, competence is inferred from holistic performance. As pointed out above, this has the effect of placing assessment of competence in the same boat as other kinds of assessment in academic/vocational institutions in that procedures are available to maximize its validity and reliability. (Gonczi et al., 1990, Section 5; Gonczi et al., 1993). If these procedures are followed, then assessment of competence is as ‘objective’ as any of the alternatives. Similar points apply to claims that competency standards are too vague for assessment purposes (see, e.g. Ashworth & Saxton, 1990, pp. 21-22). A properly planned and executed competency analysis will yield standards as specific as the case requires.

The richer conception of competence allows for flexibility in work performance

Some people worry that competency standards will demand a totally inappropriate uniformity in the way that work is performed. It is pointed out that there is more than one correct way to perform many occupational tasks. The problem here is that ‘standards’ are taken to imply ‘standardization’ of procedure. In fact, the standards are typically about outcomes, and leave it open as to how the outcomes are achieved. The professional competency standards that have been developed so far in Australia do allow for diversity, e.g. they allow for professional discretion in that they do not prescribe that all workers will necessarily act in the same way in a given situation. Nor do they require that all workers will have identical overall conceptions of their work. When a narrow task view of competence is adopted, the implication may be that all competent performance is essentially the same. However, once the focus is on attributes that underpin performance, there is the distinct possibility that different combinations of attributes can lead to the same outcome.

The richer conception of competence encourages high quality work

A criticism that is commonly put forward in relation to entry-level competency standards holds that because they prescribe minimum standards, they therefore discourage excellence by reducing everything to the lowest common denominator. A variant on this is that they promote deskilling. These charges are no more logical than making the same claims about traditional examinations on the ground that there is a minimum mark for gaining a pass. More specifically, this myth is based on a complete misunderstanding of the nature of the standards. For the charges to have any substance, the standards would have to relate to tasks that admit of no degrees of performance, i.e. you can either do it or you cannot. However, in most kinds of work such tasks are rare. Typically, the standards relate to tasks that admit of many degrees of performance, as does the task of taking a traditional examination. In both cases the existence of a minimum satisfactory level of performance is consistent with a full range of performances from excellent through to fail. (For a discussion of the kinds of standards, called ‘described standards’, that are appropriate for tasks that admit of many degrees of performance, see Gonczi et al., 1990).

In addition, as already discussed, entry-level competency standards are not a curriculum document. Of course the expectation is that most graduates of courses will greatly exceed the performance levels specified by the entry-level competency standards, just as most entrants to the courses greatly exceed the entry requirements. So claims that competency standards discourage excellence are dubious. However, the richer conception of competence, by focusing as well on attributes rather than on mere tasks to be performed, draws attention to those capacities that need to be developed for competent performance. Given that the tasks typically admit of degrees of performance, the implication is that further acquisition of relevant attributes (knowledge, skills, etc.) can lead to enhanced performance. Hence, competency standards based on the richer conception of competence are very attuned to the notion of improving the quality of work.

FRAMEWORKS OF COMPETENCE

In the course of the evolution of the concept of competence, three main schools of competence research and practice have become influential. They are the differential-psychology approach, the educational-and-behavioral psychology approach, and the management-sciences approach (McLagan, 1997). These three approaches serve as frameworks for the research and application of the concept of competence.

Differential Psychology

“This approach focuses on human differences, especially abilities that are hard to develop...[T]hey emphasize intelligence, cognitive and physical abilities, values, personality traits, motives, interests, and emotional qualities” (McLagan, 1997, p. 46). Under the differential-psychology framework, competencies are defined as underlying characteristics of people that are causally related to effective or superior performance in a job (Boyatzis, 1982). The use of this definition requires “inputs of individuals” in order for them to achieve competent performances (Hoffmann, 1999). The “inputs of individuals” are “underlying characteristics of people” as described in Boyatzis’s definition and include people’s intelligence, personality traits, and knowledge and skills that they use.

A common application of competencies with the differential-psychology framework is to single out qualities that superior performances have (McLagan, 1997). Furthermore, these competencies can be used to identify employees with high potential for leadership positions (Hoge, Tondora, & Marrelli, 2005).

Educational and Behavioral Psychology

The educational-and-behavioral psychology framework focuses on specifying the full range of competencies required for successful job performance. It emphasizes developing people so that they can be successful (Hoge, Tondora, & Marrelli, 2005). People who practice the educational-and-behavioral approach tend to well understand the “conscious competence learning matrix,”2 which is used to explain the four psychological stages of learning new skills and techniques. Howell (1982) describes these four stages:

Unconscious incompetence – this is the stage where you are not even aware that you do not have a particular competence. Conscious incompetence – this is when you know that you want to learn how to do something but you are incompetent at doing it. Conscious competence – this is when you can achieve this particular task but you are very conscious about everything you do. Unconscious competence – this is when you finally master it and you do not even think about what you have such as when you have learned to ride a bike very successfully. (pp. 29-33)

Important applications of competencies in the educational-and-behavioral psychology framework are identifying competencies that employees need to become effective workers and creating performance management, training, and other development programs to help them move along the pathway from “unconscious incompetence” to “unconscious competence.” The table below shows the pathway of the conscious competence learning matrix.

	Conscious Competence Learning Matrix


	Competence


	Incompetence

	Conscious


	↓

3. We know we know.


	←

2. We know we don’t know.

	Unconscious 

	↓ 

4. We don’t know we know. 
	↑ 

1. We don’t know we don’t know. 


Management Sciences

The management-sciences approach places emphasis on the job rather than on the employee. The identification of competencies usually starts with job analysis and ends with a list of knowledge, skills, attitudes, and personal characteristics. As a result, job descriptions are developed as well as job evaluation criteria (McLagan, 1997). In addition, “job evaluation consultants, HRD administrators and compensation specialists, reengineering and total-quality experts, and task analysts are the major purveyors of this approach” (McLagan, 1997, p. 46). The common application of competencies using the management-science framework can be found in employee selection processes, in which competencies are identified to be included in job interviews and written tests (Hoge, Tondora, & Marrelli, 2005).

HISTORY OF COMPETENCE

The concept of competence can be traced as far back as 3000 years ago when the Chinese employed written civil service exams, replacing recommendations by superiors, in selection for government jobs (Hoge, Tondora, & Marrelli, 2005). In the medieval age, apprenticeship was introduced. Apprentices were expected to learn skills by working with a master and were awarded credentials after they reached the standards of workmanship set by the trade (Horton, 2000).

With the industrial revolution, major socioeconomic changes took place in sectors such as agriculture, manufacturing, production, and transportation. The study of work and jobs in these sectors and skills needed to do these jobs emerged (Horton, 2000). Near the turn of the 20th century, social efficiency became a dominant social idea in the United States. Frederick Winslow Taylor, who was called the father of scientific management, became a significant figure with the development of management thinking and practice.

Taylor (1911) proposed greater division of labor, with jobs being simplified, an extension of managerial control over all elements of the workplace, and cost accounting based on systematic time-and-motion study. All of these elements were associated with the rise of the concept of competence.

The concept of competence continued to develop in management with a focus on work and employee selection (Hoge, Tondora, & Marrelli, 2005). In the 1930s in the United States, the Roosevelt administration promoted functional analysis of jobs, which resulted in the publication of a dictionary of occupational titles identifying knowledge and skills connected to different occupations (Horton, 2000). In the 1940s and 1950s, researchers started systematically identifying and analyzing broad performance factors (see Flanagan, 1954; Fleishman, 1953). Beginning in the 1960s, many psychologists researched individual variables that would effectively predict job performance without inherent bias against subgroups (Shippmann et al., 2000).

In 1978, the U.S. government published the Uniform Guidelines on Employee Selection Procedures. The Guidelines clearly stated that the selection of workers had to be based on job-related qualifications that resulted from the analysis of the essential work behaviors and desired outcomes of the job (Equal Employment Opportunity Commission, Civil Service Commission, Department of Labor, & Department of Justice, 1978; Hoge, Tondora, & Marrelli, 2005; Shippmann et al., 2000). In 1994, Congress created the National Skill Standards Board (NSSB), which became the National Skill Standards Board Institute (NSSBI) in 2003, to develop a voluntary national system of skill standards, assessment, and certification to enhance the ability of the United States to compete effectively in the global economy (Horton, 2000; "National Skill Standards Act of 1994," 1994). Edie West, the executive director of the NSSB, summarized the standards as follows:

Those skill standards identify what people need to know and be able to do in order to successfully perform work-related functions within an industry sector. Specifically, standards define the work to be performed, how well the work must be done, and the level of knowledge and skill required. (McCain, 2002, para. 3)

Not only has the competence movement shaped the industrial and business sectors in terms of efficiency, the movement has also reformed the field of education with the advent of competency-based education, which was linked to industrial and business models centered on specification of outcomes in behavioral objectives form (Tuxworth, 1989).

In the 1910s and 1920s, there were two prevailing and divergent approaches to curriculum design―one was the behavioristic or functional approach, represented by John Franklin Bobbitt, a well-known efficiency-minded educator, who recognized the differences among individuals and sought to “educate the individual according to his capabilities” (1912, p. 269); the other was the humanistic approach, represented by John Dewey (Kliebart, 1995; Neumann, 1979). The behavioristic approach builds curriculum according to highly refined and specifically identified skills or functions; the humanistic approach builds curriculum based on a combination of culture, personality, and citizenship (Neumann, 1979). Competency-based education was a result of the behavioristic approach.

It is widely understood that competency-based education originated in teacher education (Hoffmann, 1999; Neumann, 1979; Tuxworth, 1989). This form of teacher education was introduced during the First World War when educators were called upon to train skilled tradesmen and technicians into instructors for inexperienced workers in the military (Neumann, 1979). Charles Allen became a renowned vocational educator. Allen (1919) adopted Taylor’s work on efficiency and connected job analysis with education:

Analyzing the trade simply means listing out all the things that the learner must be taught if he is to be taught the complete trade. If the trade is that of a carpenter, the instructor notes down all the different jobs that a carpenter has to do. If it is plumbing, or book binding, or machine shop work, the same listing of jobs must be carried out. If, in addition to the jobs themselves, there are certain special words (technical terms) whose use he must know, or special tools whose names he must be able to remember, or constructions or computations which he must be able to make, or special safety precautions that he must take, these must also be listed completely out. (p. 43)

Competency-based teacher education brought curriculum reform in the mid and late 1960s. In 1968, the U.S. Office of Education funded ten studies to develop model training programs for the preparation of elementary school teachers, all of which focused on teacher competencies by implementing planning and monitoring systems (Johnson, Jr., 1984; Tuxworth, 1989). Eventually teacher accreditation systems were established throughout the county with minimum standards of performance and minimum levels of competence (Horton, 2000).

The impact of competency-based education and training reached various professions in the United States. For example, the health related professions, such as doctors, nurses, and care assistants, became well-known for adopting competency-based notions for both initial training and continuing professional development (Tuxworth, 1989). In addition, occupational certification and licensing began to emerge with the development of competencies in many professions, using sophisticated tests assessing knowledge directly related to specified competencies (Tuxworth, 1989). Furthermore, there have even been studies done to identify “competencies for life” for each human being. The Organization for Economic Co-operation and Development (OECD) has put forth competencies “necessary for individuals to lead a successful and responsible life” in the project Definition and Selection of Competencies: Theoretical and Conceptual Foundations (DeSeCo) (Salganik, 2001, p. 18).

Definition Of Secretaries 

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.

The word secretary is derived from latin word “Secretius” meaning something known only to one or few persons and kept secret or hidden from the view or knowledge of others. A secretary has been defined by the National Association of Secretaries, United states of America, as an “executive Assistant who posses a mastery of office skills, who demonstrate and assumes responsibility without direct supervision, who exercise initiatives, good sense of judgment and makes decision with the scope of assigned authority. However, office skill include, Typewriting, shorthand, ability to operate photocopying machine and duplication machine (Horuby 1974) defined a secretary as an employee in an office who deals with correspondence, keeps records, makes arrangement and appointment for a particular member of the staff usually known as his or her boss. According to Austin (1980) a secretary is known as a person who has acquired the basic secretarial skills of shorthand and typewriting including enough practical experience in office, being able to cope with filing, simple office and reception duties. From the above definitions, secretaries must get all the skills associated with office and cannot leave responsibilities even though he or she initiates and takes decision under his assigned authority.

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. 

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 officers 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: 

1. The size of the business 

2. The nature of the business 

3. Willingness of the boss to delegate work and responsibilities. 

4. The willingness and ability of secretaries to assume responsibilities. 

In essence, they performs the following: 

1. Secretaries handle the day-to-today routine work. Eg. Correspondence, filing and indexing. 

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

3. Secretaries lease between staff and top management 

4. Keeps the boss diary and arranges his appointments 

5. Keeps and maintain the confidential and secret files of the organization. 6. 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. 

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

Qualification, Qualities And Training Of Efficient Secretaries. 

Basic Qualifications Of Efficient Secretaries 

Secretaries must have a good general education and must be proficient in shorthand, typewriting and posses a good knowledge of secretarial and office procedures. Harrison (1975) opined that secretaries should at least be holders of National Diploma (ND) in secretarial studies, Higher National Diploma (HND) in secretarial studies or B.Sc in Business Education or Humanities. In addition of formal education and training successful secretaries should have a wide business experience and possible and should belong to the professional body or organization of his/her field. Also, a secretary must have interest in current affairs and good standard of general knowledge and proficient in English. 

Qualities Of A Good Secretary 

According to Onasanya (1990) in order to achieve an acceptable level of effectiveness, secretaries should posses the following personal and professional qualities. 

(a) Personal Qualities 

1. Personal Care 

This concerns daily bathing and brushing of teeth 

2. Dressing 

Secretaries must dress properly and not tattend, the make up ought to be moderate. 

3. Health 

Secretaries ought to be very sound in health, since taking care of the office is not meant for someone who is always sick. 

4. Voice And Language 

The secretary must polite and audible in speech and an offensive language or slang should be avoided. 

(b) Professional Qualities. 

1. Cooperation 

Secretaries should cooperate with other workers in the organization and offer help when and where necessary. He or she should cooperate with them without losing self respect. 

2. Loyalty 

Secretaries should be loyal to the boss in the office. And should never disclose any of their boss secret to the out-siders. 

3. Orderliness

A secretary must be well coordinated keeping in place all materials or documents relating to her duties in an orderly manner. 

4. Tack And Courteous 

Secretaries should be patient while dealing with visitors and should not be hash at then and should always be tactful in dealing with people. 

5. Trust Worthy

 Secretaries should be trust worthy, reliable and dependable and should not disclose secret information to unauthorized person. 

6. Initiative 

He or she should be able to identify problems find solution to it and anticipate what has to be done and follow it up immediately. 

7. Punctuality 

Secretaries must be punctual in his or her office or work place. Again lateness being a social evil, should be automatically avoided by a secretary. 2.3.3 Training of Efficient Secretaries
Apart from basic qualification and qualities of secretaries, they are expected to continue to learn and grow on their job. No age is tow advance for learning. Ironically, most secretaries who have just left school know little of nothing about office work and the challenges that go with it. Not much in learned is learned in our polytechnic or universities in this direction and most of such institutions do not make provision for office attachment in their curriculum for the training of secretaries. Worse still, some lecturers who teach secretarial courses in those institution lack the necessary exposure, knowledge and equipment to prepare their students for the ever increasing challenges of office life. 

The secretaries play a special role in the office and this call for special training. The ever changing demands of the modern office environment and the introduction of complex office machine such as fax, computer, electronic typewriters, facsimile transceiver, E-Mail (internet) etc business organization pose a great threat to the office of the secretary. The skill and competence required to cope with the rapid and changing introductions have multiplied along with the equipment. The paper work explosion and the resultant emphasis on computers have added new dimensions to the job of the secretary and related office personnel. 

Secretaries education in today’s and tomorrow’s complex technology necessitated the fullest expansion of secretary’s knowledge and national ability in business related discipline without which this form of education will become merely training in technical skills. There is no reason a secretary cannot aspire for a higher position in management, law or even in diplomatic circles opportunities abound for further education for those willingly to continue. Workshops , seminars and symposia in related topics help a lot to sharpen the skill and enrich the ideas of secretaries. 

There are also some problems which aspiring secretaries encountered in their training environment, which include late admission of student into the polytechnic, lack of modern equipments, shortage of relevant textbooks and materials, poorly equipped lecturers, vocation and frequent strike by either the students or lecturers. 

Late Admission Of Student

Most polytechnic admit students up to one month to the commencement of the first semesters examination. Secretarial profession involves mastery of skill subjects like shorthand and typewriting and in some cases, a foreign language like French. A number of contract hours are expected to be covered within the semester before examination. A student which came late in the semester is always affected and find it difficult to meet up with those who started on time. In other words, he or she will develop hatred for the programme from the very first day he or she attends class because he or she did not start from the grass root with others. 

Lack Of Modern Office Equipment 

Due to the non provision of adequate number of equipment and facilities, the non availability of certain vital or specialized equipment and supplies in some of the institutions. It is sad to note that secretarial administration programme in this country have existed for years and graduated set of students within the period without owning a single electronic typewriter, a photocopying machine, a duplicating machine not to talk of a scanning machine for cutting stencils, drawing and printed materials. Inadequacy of equipment is extremely acute in the commercial and secondary schools where about 60 to 80 students will be making use of 30 typewriters, while about 40 typewriters will be available for students over hundred in number in our higher institutions of learning, for learning of typewriting. 

Shortage Of Relevant Textbook 

Most secretarial text books used in educational institution in Nigeria are by foreign authors and this has made their cost to be high and often beyond the reach of the average students. 

Poorly Equipped Lecturers 

Some lecturers of secretarial courses in our polytechnics are poorly equipped professionally and lack the experience, exposure and skill to impact any qualitative knowledge in the profession to the students. Although some of them may posses sound academic qualification in the skill areas is very vital to impact the required knowledge. Worse still, most of them remain, most of them remain incompetent and not make any effort to reread themselves by attending shorthand classes, seminars, workshops or symposia in the profession. Such people cause more frustration to their trainees secretaries and in order to cover their inadequacies they pass the students half backed. Vocation 
A good number of students find their way into the department of secretarial studies in our tertiary institutions do not have the necessary vocation for the profession. They merely use the department as a transit camp either because they did not obtain the relevant credits required for entry into their choice departments or that they merely wanted to be in higher institutions to boost their personal ego. 

Frequent Strikes By Either Lecturers Or Students 

Constant supervisors or shifting of the academic calendar affect learning and has greater effect on a programme that has to do with constant practice in the skill subjects. Long period of lag-off can frustrate a learner. 

REQUIREMENT OF COMPETENT SECRETARY

A competent secretary has a variety of qualities - both hard and soft skills that help them succeed in a role. Below are the considerable qualities of a competent secretary.

Organizational skills: a strong ability to be organized, keep a clear head and keep track of everything from deadlines to important files. 

Professional communication skills: clear and friendly communication, along with a personable phone manner.

Initiative and drive: the ability to take initiative, work independently and seek out new opportunities.

IT literacy: knowledge of software such as Microsoft Office Suite, Outlook, Adobe Programs and typing skills is required. A bonus would be knowing about other soft wares that help with the job day to day. 

Honesty and discretion: A secretary often handles expenses, petty cash and other sensitive topics, it’s important that employers can trust a secretary fully.

Time-management skills: Working on several projects means a lot of multi-tasking. This requires the ability to manage your own time and ensure that you are able to deliver on timelines. 

Being a team player: better if you have a flair for championing a team work ethic and fostering teamwork within a team. 

Remaining calm under pressure: an ability to cope with pressure, deadlines and multitasking, often dealing with several stakeholders at once. 

Professionalism: a skill needed for dealing with internal and external stakeholders.

Project management skills: skilled at managing all the moving parts of any given project.

HISTORY OF FIRST BANK PLC

As of December 2015, the Bank had assets totaling NGN3.9 trillion. The Bank's profit before tax for the twelve months ending 31 December 2015 was approximately NGN10.2 billion. First Bank’s ownership is diversified, with over 1.3 million shareholders. The bank was founded in 1894 and is Nigeria’s oldest bank. It converted to a public company in 1970 and was listed on the Nigerian Stock Exchange (NSE) in 1971. However, as part of the implementation of the non-operating holding company structure, it was delisted from the NSE and replaced with FBN Holdings Plc. in 2012.

First Bank has been named "The Best Bank Brand in Nigeria" for five years in a row – 2011, 2012, 2013, 2014 and 2015 – by The Banker magazine of the Financial Times Group, and "Most Innovative Bank in Africa" in the EMEA Finance African Banking Awards 2014.

CHAPTER SUMMARY

In this review the researcher has sampled the opinions and views of several authors and scholars on the availability and utilization of school library resources. The works of scholars who conducted empirical studies have been reviewed also. The chapter has made clear the conceptions of competence, History, framework of competency and the integrated approach to competence and its implications. The classifications of competency and the qualities of a competent secretary was reviewed.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1
Area of Study

First bank PLC is a one of the largest financial institutions in Nigeria, having over 53,000 agents. With respect to this research, only first bank branches in Lagos form the area of study.

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.

3.3
Population of the study

According to Udoyen (2019), a study population is a group of elements or individuals as the case may be, who share similar characteristics. These similar features can include location, gender, age, sex or specific interest. The emphasis on study population is that it constitutes of individuals or elements that are homogeneous in description. 

This study was carried out to examine the competency required of secretaries in selected business establishment. The secretaries and their bosses in First Bank Nigeria Plc form the population of the study. 

About 300 secretaries and their bosses form the population of this study.

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 simple random sampling (srs.) method to determine the sample size. 

3.5
Sample size selection technique and procedure

The Taro Yamane (1967:886) provides a simplified formula to calculate sample sizes.

Assumption

95% confidence level 

 P = .5

n= 3000/1+300 (0.05)2

n= 300/1+300 (0.0025)

n= 300/1+5.5

n=120

Therefore, for this study, the sample size is 120

3.6 Research Instrument and Administration

The research instrument used in this study is the questionnaire. A 12 minutes survey containing 10 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.

3.7
 Method of data collection

Primary and secondary sources of data collection were used. The primary sources include oral interviews and questionnaires while the secondary sources include textbooks, journals, internet, published and unpublished articles.

3.8
Method of data analysis

The responses were analysed using the frequency tables, which provided answers to the research questions.

3.9
Validity and Reliability of the study
The reliability and validity 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.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

4.1
DATA PRESENTATION

Table 4.1: Demographic data of respondents

	Demographic information
	Frequency
	percent

	Gender

Male
	
	

	
	56
	44%

	Female
	64
	56%

	Religion
	
	

	Christian
	80
	55%

	Muslim
	40
	45%

	Age
	
	

	21-30
	45
	30%

	31-40
	55
	46%

	41-50
	12
	14%

	50+
	8
	9%

	Education
	
	

	Diploma
	45
	

	Bsc
	55
	

	Masters
	14
	

	PhD
	6
	


Source: Field Survey, 2021

4.2
ANSWERING RESEARCH QUESTIONS

Question 1: What special skills, qualities and attributes do secretaries need 

to function efficiently in an organization?

	Options
	Yes
	No
	Total %

	sound judgment
	120
	00
	100

	tactfulness
	120
	00
	100

	resourcefulness
	120
	00
	100

	communication skill
	120
	00
	100

	organizing ability
	120
	00
	100


 Table 4.2:  Respondent on question 1

Field Survey, 2021

From the responses obtained as expressed in the table above, All the respondents constituting 100% said yes to all the options provided. There was no record of no.

Question 2: How are these skills and attributes developed over time?

Table 4.3:  Respondent on question 2

	Options
	Yes
	No
	Total %

	sound judgment
	120
	00
	100

	tactfulness
	120
	00
	100

	resourcefulness
	120
	00
	100

	communication skill
	120
	00
	100

	organizing ability
	120
	00
	100

	Options
	Yes
	No
	Total %

	Commitment  
	120
	00
	100

	Consistency
	120
	00
	100

	Concentration
	120
	00
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, All the respondents constituting 100% said yes to all the options provided. There was no record of no.

Question 3: what factors impede the acquisition and development of these skills and 

attributed?

Table 4.4:  Respondent on question 3

	Options
	Yes
	No
	Total %

	Lack of training
	120
	00
	100

	Lack of orientation
	120
	00
	100

	Lack of equipment
	120
	00
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, All the respondents constituting 100% said yes to all the options provided. There was no record of no.

Question 4: In what ways can these factors be removed so as to achieved competence?

Table 4.5:  Respondent on question 4

	Options
	Yes
	No
	Total %

	Access to Trainers
	120
	00
	100

	Appropriate orientation
	120
	00
	100

	Provision of equipment
	120
	00
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, All the respondents constituting 100% said yes to all the options provided. There was no record of no.

Question 5: What is the impact of a competent secretary organizational effectiveness

 and efficiency?

Table 4.6:  Respondent on question 5

	Options
	Frequency
	Percentage

	Positive
	105
	93

	Negative
	00
	00

	Undecided
	15
	7

	Total
	120
	100


From the responses obtained as expressed in the table above, 105 respondents constituting 93% said positive, 15 respondents constituting 7% was undecided. There was no record of No.

CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATION

5.0 SUMMARY

In this study, our focus was to examine the qualities of a competent secretary and competencies required of secretaries in the selected business establishment. This research is set out to study and possibly identify the nature and major problems in the concept and practice of secretarial competence, which has virtually crippled the administration of most business establishments. 

The study specifically was aimed at ascertaining the special skills, qualities and attributes secretaries need to carry out their duties efficiently in an organization. More also, to examine factors impediment the acquisition and development of skills.

The findings revealed that competent secretary has a complete positive impact on organizational effectiveness and efficiency. 

The need for trainers, appropriate orientation and provision of adequate working equipment should one the top priorities of every business organization to ensure the constant development of its secretary. 

2.1 CONCLUSION
it should be clear that the development and use of competencies is a complex endeavor. The development and application of a competency model is the proven approach to investing in human resources in order to achieve a more effective and productive workforce. The functioning of an organization largely depends upon several remarkable components, with the talented employee occupying the central role in the accomplishment of organizational goals. In the present economic scenario, the need for a forward-looking and proactive approach to competency modeling is driven by the increasing pace of change in the business environment. Competencies can be used for translating strategy into job-related and individual skills and behaviors that people easily can understand and therefore implement. With the knowledge and use of the information contained within a competency model and awareness of their individual competency strengths and weaknesses, individuals may manage their future job or career success, navigate their current chosen career pathway, or apply the information to examine new career opportunities, considering the utilization of transferable competencies.

2.2 RECOMMENDATION

The following recommendations were made: Secretaries should be sent on regular training programmes and seminars especially where required competence is lacking, there should also be constant appraisal to maintain the competence required of secretaries.

The curriculum used for the training of secretaries should be reviewed to in cooperate modern technologies found in offices
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APPENDIXE

QUESTIONNAIRE

PLEASE TICK [√] YOUR MOST PREFERRED CHOICE(S)

SECTION A

PERSONAL INFORMATION

Gender

Male [  ]
Female [  ]

Age 

21-30
[  ]

31-40[  ]

41-50
[  ]

50 and above [  ]

Educational level

BSC/HND
[  ]

MSC/PGDE
[  ]

PHD

[  ]

Others……………………………………………….. (please indicate)

Position

Position 1
[  ]

Position2
[  ]

Position3
[  ]

Position4
[  ]

Marital Status

Single
[  ]

Married [  ]

Separated [  ]

Widowed [  ]

Duration of Service

0-2 years [  ]

2-5 years [  ]

5 and above [  ]

Section B

Question 1: What special skills, qualities and attributes do secretaries need 

to function efficiently in an organization?

	Options
	Yes
	No

	sound judgment
	
	

	tactfulness
	
	

	resourcefulness
	
	

	communication skill
	
	

	organizing ability
	
	


Question 2:  How are these skills and attributes developed over time?

	Options
	Yes
	No

	Commitment
	
	

	Consistency
	
	

	Concentration
	
	


Question 3:  what factors impede the acquisition and development of these skills and 

attributed?

	Options
	Yes
	No

	Lack of training
	
	

	Lack of orientation
	
	

	Lack of equipment
	
	


Question 4: In what ways can these factors be removed so as to achieved competence?

	Options
	Yes
	No

	Access to Trainers
	
	

	Appropriate orientation
	
	

	Provision of equipment
	
	


Question 5: What is the impact of a competent secretary organizational effectiveness

 and efficiency?

	Options
	Please Tick

	Positive
	

	Negative
	

	Undecided
	


Result





Performance





Critical


Behaviour





COMPETENCY





Motives





Traits











Self Concepts





Skills





Knowledge








