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[bookmark: _Toc137979417]ABSTRACT
This research is aimed at identifying “Secretarial Competencies required of a Secretary and their Contribution toward the Productivity in Gombe state polytechnic, Bajoga”. The research carrying out in Gombe State Polytechnic, Bajoga as case study. 37 questionnaires were distributed and administered on secretaries in Gombe State Polytechnic, Bajoga were 35 respondent returns. Sample was not made due to small number of secretary’s. The researchers used rating questions using Likers style rating scale. Frequency tables, percentage and mean were used to analyze the data   After the analysis of the data, the following were found, Poor job performance affects organizational negatively, poor job performance may lead to error in data processing in an organization, poor job performance may lead to dismissal of a secretary, poor job performance will lead to poor performance and hinders development in the organization, secretary need to be perfects in operating modern technology, secretary has to be more knowledgeable on shorthand and typewriter skills, improper usage of available skills possess by the secretary may lead to idleness and redundancy, inability to maintain confidential record affect his performance, inability to maintain confidential record reduce the personality of the secretary, secretary who cannot maintain confidential loss organizational confidence, inability of secretary to maintain confidential affect the productivity of the organization. 
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[bookmark: _Toc137979418]CHAPTER ONE
[bookmark: _Toc137979419]INTRODUCTION
[bookmark: _Toc137979420]1.1 BACKGROUND OF THE STUDY  
For decades now, fast changes have been taking place in all facets of human life including the office environment. This is as a result of technological advancement. Every office in today’s business world, be it government, industry or other human endeavors, require facts and accurate information for quick decision-making. The office worker, including the secretary, expects certain support from the organization into which he/she is employed. This support can be technological (machines and equipment) and human. In offices of past, manager’s dictated memos and letters and secretaries typed them. Most recently, business have developed word processing centers and relied on personal computers and even electronic mail in an effort to lessen the need for secretarial support and make the employee-secretary very productive (Ezoem, 1995; Osuala, 2004).
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:
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
loss of important document which could consequently have a negative effect to the organization.
McClelland’s (1973) view, Competency term that was defined by Boyatzis (1982) as an underlying characteristic that the person possesses lead to achieve outstanding performance. It is basically a mix of knowledge and skills that are needed for an effective performance, (Bhardwaj, 2013). Many studies showed that competencies is a cluster of the related knowledge, skills characteristics and attitudes that correlates with effective performance and are able to be measured evaluated, and strength through training and development programs it is consider as a common term for employees to assert their working and show the real activities (Berge et al., 2002),though, there are several definitions for competency, but basically, there are two definitions of competencies, 
As a result of changes in technology, the role of secretaries in business has changed tremendously from that of typewriting and shorthand dictation, answering of telephone calls and processing of mails. Today’s secretaries are exposed to office technology including the internet that make work much easier and knowledge more accessible (Edwin, 2008). It is now easier to send messages by telex, electronic mails (e-mails), fax and telephones. Other office gadgets available to the secretary are photo-copy machines, duplicating machines, dictating machines, printers, among others. This is the era of computers and information technology which has become an enabler of greater convenience. Three of the most popular types of computer software programs are word processing, which help the user to write and edit memos, letters and reports, data management programs or databases, which help the user/ secretary to use long lists of data and spreadsheet programs, which handle tables and numbers (Dulek and Fielden, 1999). 
The world of employment has radically changed in the last 10 years, and due of that, recently have being developed a new paradigm to improve human resources inside organizations: “Work Competencies for Professional Excellence”. To get on board on this major challenge, some relevant employ experts have produced models of application in Europe and United States: Bunk (1994), Mertens (1996; 1999; 2000), Echeverría (2001; 2002), SCANS (1992; 1993). Nevertheless these efforts have severe deficiencies inducing confusion on terrain.
 
[bookmark: _Toc137979421]   1.2 STATEMENT OF PROBLEM
The study focused on Secretary Competencies required and their contributions towards productivity in Gombe State Polytechnic Bajoga. In an automated office undoubtedly secretaries need to increase their productivity which will lead to the achievement of the organizational goal/objectives. Such new roles presuppose that additional training and qualifications are required from the secretaries. These changes has affect the productivity and the competences of secretaries in the modern office which led to poor job performance, improper usage of the available skills by the secretary, inability to maintain good interpersonal relationship with a diverse workforce, customers, and visitors, inability to maintain confidentiality. 
When secretaries are not provided with efficient and effective working tools, productivity is definitely bound to be low. There is continuous advancement in technology which has affected the secretarial profession in terms of the quality, speed and accuracy of works performed.
[bookmark: _Toc137979422]1.3 AIM AND OBJECTIVES OF STUDY 
The main aim of the study is to examine the Secretary Competencies required and their contributions towards productivity in Gombe State Polytechnic Bajoga Due to this fact other aims are constructed as follows:
1. To determine how poor job performance affect the productivity of secretaries in the Gombe State Polytechnic Bajoga.
2. To identify how improper usage of the available skills possess by the secretary affect their productivity in Gombe State Polytechnic Bajoga.
3. To identify how inability to maintain good interpersonal relationship with a diverse workforce, customers, and visitors by secretaries affect their productivity in the Gombe State Polytechnic Bajoga.
4. To determine how inability to maintain confidential record by the secretary affect their productivity in the Gombe State Polytechnic Bajoga.

[bookmark: _Toc137979423]1.4	 RESEARCH QUESTION 
In order to achieve the objectives of this study a number of questions would be explored. Consistent with the topic and objectives the following questions which will guide the study; 
1. How does poor job performance affect the productivity of secretaries in the Gombe State Polytechnic Bajoga?
2. How does improper usage of the available skills possess by the secretary affect their productivity in Gombe State Polytechnic Bajoga?
3. How does inability to maintain good working relationship with a diverse workforce, customers, and visitors affect the competence and productivity of secretaries in the Gombe State Polytechnic Bajoga?
4. How does inability to maintain confidential record by the secretary affect their performance in the Gombe State Polytechnic Bajoga?
[bookmark: _Toc137979424]1.5 SIGNIFICANCE OF THE STUDY
This research work is focused on the Secretarial Competencies required by secretaries’ contributions towards productivity in Gombe State Polytechnic Bajoga. At the end of this study the beneficiaries of this research work are secretaries and students of office technology and management that want build themselves in achieving their dream of become secretaries, and this will be achieved by letting them to know their skills, duties and impact of being competent in carrying out their roles as secretaries. So also this project will serve as a reference material for all students and lecturers that want to conduct similar research on this topic.

[bookmark: _Toc137979425]1.6 SCOPE OF THE STUDY
This study covers the Secretary Competencies required and their contributions towards productivity in Gombe State Polytechnic Bajoga. The study focuses on secretaries’ competence and productivity and is limited to Gombe State Polytechnic Bajoga. 












[bookmark: _Toc137979426]CHAPTER TWO
[bookmark: _Toc137979427]LITERATURE REVIEW
[bookmark: _Toc137979428]2.0 INTRODUCTION 
This chapter reviewed the related literatures to the topic under study and the following were discussed: The Concept Secretary, The concept of competence, Secretarial Productivity, Job Performance and Job Satisfaction, Secretarial skills, Keeping of Electronic Records, Records Creation, Records Retention Skills, Records Disposition Skills, and Critical Secretarial Skills that Employers Demand As Stated by Careers.     
[bookmark: _Toc137979429]2.1 THE CONCEPT 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:
i. 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.
ii. 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.
iii. Private Secretary: This is an employee who deals with correspondence, keep records and files in the office.
iv. 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.
[bookmark: _Toc137979430]2.2 THE CONCEPT OF COMPETENCE
Competence is central to empirical studies dealing with the development of human resources and the productivity of education. Although it has been in use for decades, the term competence has enjoyed increasing currency in educational research, psychology and neighboring disciplines in the last few years (e.g., Csapó, 2004; Klieme, Funke, Leutner, Reimann, & Wirth, 2001; Klieme & Hartig, 2007, Rychen & Salganik, 2001, 2003; Sternberg & Grigorenko, 2003; Weinert, 2001).
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 con- text 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), inter- personal skills, affective attributes and technical 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.
[bookmark: _Toc137979431]2.3 SECRETARIAL PRODUCTIVITY
According to Baile (1986) productivity is often defined as a measurement of output relative to an input. At lower levels, various methods are used to track productivity performance and identify opportunities for productivity improvement, but there is still a wide gap between productivity measurement and managerial behavior. The output can be any outcome of the process, whether a product or service, while input factors consist of any human and physical resources used in a process. It follows that, in order to increase productivity, the system must either produce more or better goods from the same resources, or the same goods from fewer resources. Stated differently, productivity improvement refers to an increase in the ratio of produced goods or services in relation to resources used.  Productivity is closely related to the use and availability of resources as well as to value creation. This means that a company’s productivity is reduced if its resources are not properly used or if there is a lack of resources.
Allen et al. view productivity measurement is the quantification of both the output and input resources of a productive system. The intent is to come up with a quantified monitoring index. The goal of productivity measurement is productivity improvement, which involves a combination of increased effectiveness and a better use of available resources. While productivity can be given the sort of shorthand definition as the ratio between output and input, what productivity really is as well as how it can be measured has always provoked a great deal of controversy among experts. In essence, it can be said that the measurement of productivity is only simple conceptually. In practice, however, both measurements of outputs and inputs involves aggregation problem, and this problem alone has situated productivity measurement in the realm of complexity.
The concept of secretarial productivity can be seen the level of performance of secretaries in relation to their tasks. This study advocates the level of modern secretaries’ performance is far greater than those of the previous generation. 
A study conducted by study mode, a web researcher concluded that the factors that affected the performance include the following, 
· equal pay for all employees according to the level of responsibility and work done
· secretaries be taken for further training and only employ those with enough skills and qualifications, 
· working relations be encouraged at all levels
· physical working environment be improved and equipment be purchased 
· the use of modern equipment 
The focus of this study is to examine the relationship between secretaries’ productivity and their use of modern equipment. A number of study present successful experiences of how the introduction of modern office technologies led to tremendous benefits. For example, an Administrative Management article (Hansen, 1977) reports surveying a number of companies that had installed word processing systems; all indicated "productivity gains and cost effectiveness" with the system. Another study (Anderson, 1978) finds that computer-based message systems improve productivity by saving time, by increasing the volume of work performed, and by more efficient problem-solving. Specific positive accounts range from a pharmaceutical firm (Clutterbuck, 1978) whose office system had saved time at both the managerial and secretarial levels (increasing productivity at the latter level as well) to a life insurance firm (McCormick, 1980) whose introduction of minicomputers and distributed processing had cut proposal preparation time from days to half an hour.
[bookmark: _Toc137979432]2.4 JOB PERFORMANCE AND JOB SATISFACTION 
According to the online dictionary of Wikipedia, Job performance is the quality and quantity expected in a particular job from an employee to perform their job well, which is most of the time determined, by motivation and the will and ability of the individual employee to do the job. Fisher (2003) also stated that there is only a modest positive correlation between job performance and job satisfaction. However people are thought to believe strongly that satisfied or happy employees are more productive at work.
According to him, “happy workers are productive workers or that employees who are satisfied with their jobs are likely to be better performers’. 13 Job satisfaction is explained as a function of job features, other people and personal dispositions and generally there is only a modest to weak correlation between job satisfaction and job performance and the causal direction is inconclusive (Bergh, J.V, 2011) The majority of the studies have shifted their focus on defining job performance in terms of outcomes and behavior, since these are easier and more objective to define and to observe than personal traits (Hersen 2004 p.375) In a study involving 846 employees in high-tech industries in Israel and in England, the investigator found a significant positive relationship between the need for achievement and job performance. The higher the measured achievement motivation, the higher was the employee’s job performance (Baruch, 2004).
[bookmark: _Toc137979433]2.5 SECRETARIAL SKILLS
[bookmark: _Toc137979434]2.5.1 KEEPING OF ELECTRONIC RECORDS 	 
An electronic record is any information that is recorded in machine readable form. Electronic records include numeric, graphic, audio, video, and textual information which is recorded or transmitted in analog or digital form such as electronic spreadsheets, word processing files, databases, electronic mail, instant messages, scanned images, digital photographs, and multimedia files (State of Florida, 2009). Similarly, the Government of South Australia (2012) stated that electronic records are records that are in machine readable form. They may be any combination of text, data, graphics, images, video, audio, e-mail, internet content, documents, spreadsheets, databases, etc., that are created, maintained, modified or transmitted in  digital form by a computer or related system.
An electronic record is any information that is recorded in machine readable form. Electronic records include numeric, graphic, audio, video, and textual information which is recorded or transmitted in analog or digital form such as electronic spreadsheets, word processing files, databases, electronic mail, instant messages, scanned images, digital photographs, and multimedia files (State of Florida, 2009). Similarly, the Government of South Australia (2012) stated that electronic records are records that are in machine readable form. They may be any combination of text, data, graphics, images, video, audio, e-mail, internet content, documents, spreadsheets, databases, etc., that are created, maintained, modified or transmitted in  digital form by a computer or related system.
[bookmark: _Toc137979435]2.5.2 RECORDS CREATION   
Traditionally, records have been physical objects. They were recorded on a medium (usually paper) by means of symbols (letters, numbers, figures and so on) that people could access, or read, directly. Records creation and capturing involves developing consistent rules to ensure integrity and accessibility, deciding on systems to log and track records, and following specific procedures for registering, classifying and indexing (Yusof & Chell, 2003).   
According to Denyer (2011), the first phase in the life of a record is its creation and capture. The author stated that in a fully electronic environment, new records creation skills are required of creators and users of records. They will have much more responsibility for correctly identifying and dealing with electronic records at the point of creation; and these shifts imply significant change in attitudes and behaviour towards records creation and use. Furthermore, the author noted that if the user creating the records does not carry out the correct action, the records may be lost. 
The University of Albany (2008) stated that records are created or captured and identified to support the business process and meet all records management requirements. The university of Albany went further to add that organizations must capture or create records necessary to carry out a business process. Records must be identified when they are captured to ensure their accessibility, usefulness, and preservation. 
Electronic records are recorded on a medium such as a magnetic tape or a disk, but their status as records is not dependent upon that medium; in effect they are ‘permanently’ recorded on the medium, but the medium is not the record. Electronic records must be viewed as logical rather than physical entities because they cannot be read directly without the aid of computer software and hardware to interpret the codes used to represent letters, numbers, figures and so on (State of Florida, 2010). 
Dafiaghor (2012) noted that if records are to survive and be useful in supporting the functions of governments and preserving a cultural record of the past, the concept of passive reception will have to change to one of active involvement at the point of creation. Secretaries will have to be equipped with the skills required to contribute effectively to an electronic working environment. Records management will require greater discipline and greater creativity than in the past. 
Electronic records management provides the catalyst for secretaries to become involved in the design of information technology systems to ensure that records are controlled from the beginning of the records life cycle.  Controls must be applied from the outset if the records are to be protected as reliable sources of information over time. Moreover, because the control of electronic records is dependent upon technology, Ekula (2010) asserted that secretaries must become more aware of how different technologies work and how they affect records and record keeping.  
According to the University of Portsmouth (2009), each record that is created is subject to administrative and legal rules. These rules govern the entire life cycle of the record, from creation to retention and disposal. As a general rule, many of the administrative and legal requirements that apply to paper records also apply to electronic records. A legal analysis can help to identify the original legal requirements associated with the school process they want to automate.   
The question “What constitutes a record?” is no longer that simple when you are talking about an electronic record. Electronic records can be created from paper records and stored in electronic record keeping systems by scanning or by transcription


[bookmark: _Toc137979436]2.5.3 RECORDS RETENTION SKILLS 
One way to manage records is through effective records retention schedule. Record Retention Schedule means the schedule that identifies specific institution records for which a retention period has been specified. The retention periods are based on law or regulation, legal or contractual requirements, or set at the discretion of management. Oliverio, Pasewark and White (2006) opined that a retention schedule is a valuable records management tool that identifies how long particular types of records should be kept. The authors asserted that retention requirements vary among industries and states.  A retention schedule tells how long to keep records in the office, when to destroy them, and when to transfer them to inactive storage facilities. The business of records retention schedule is to reduce the volume of inactive records, decongest the records and enable the secretary determine active records-thus facilitating quick and easy retrieval of such records when required for decision making.   
Kenneth (2013) noted that electronic records management strategy should include records retention schedules for electronic records. The economic objectives of a retention programme is to stabilize the growth of records at about the same time that new ones are created. Many organizations reduce their storage costs by up to one third by implementing sound retention programme. 
Government of South Australia (2012) pointed out that the purpose of a records retention schedule is to serve as an on-going authorization for the management and disposition of records. Because they have similar responsibilities and organizations, many local government entities have developed general records retention schedules for all the records commonly created by their members. In order to achieve compliance with existing requirements, public entities need to establish policies and procedures to ensure that electronic records and their documentation are retained as long as required by the applicable retention schedule. These retention procedures according to the University of Greenwich Records Management Office (2009), should include the following provisions: scheduled disposition of all electronic records, as well as related documentation and indexes, by applying the Institutional Records Retention Schedule; scheduled Transferring of copies of permanent electronic records and any related documentation and indexes to the Institution Archives facility or other approved facility for the safekeeping of permanent records.   
According to State of Florida (2010), there are two types of retention schedules: General Records Schedules and Individual Records Schedules. General Records Schedules establish retention requirements for records common to several or all government agencies, while Individual Records Schedules establish retention requirements for records that are unique to particular agencies. All of these retention schedules establish the minimum length of time a record series must be maintained. Bantin (2008) opined that retention schedules do not specify when records must be disposed of; they indicate how long records must be retained before they can be disposed of.  Organizations have the discretion to retain records beyond the minimum retention requirements if needed for administrative, legal, or other purposes. 
System requirements and design must reflect the fact that records must be maintained for the length of their retention period in an accessible, reliable and authentic manner. Osakwe (2011) stated that secretaries need to ensure that electronic records remain accessible and useable to support the primary purposes for which they were created and any predicted secondary purposes for as long as the records must be legally retained. System designers should also remember to account for the fact that a record may need to be kept longer than its Electronic Records 	
[bookmark: _Toc137979437]2.5.4 RECORDS DISPOSITION SKILLS 
The word “disposition” when applied to records management does not necessarily imply destruction or than ensuring that all the “deleted items” folders have garbaging. It is not also preservation per se but is used been emptied. The computer service will make to describe a system of proper archiving or disposing of arrangements for the appropriate disposal of the server records which are no longer frequently referred to or and the backup tapes in due course. Disposition is the final stage in any record’s If the secretary has saved information to a PC or lifecycle, resulting in destruction of the records or their Mac hard drive, floppy disk, CD or other storage permanent, archival retention. Oliverio, Pasewark and medium, she must take measures to ensure that the White (2006) opined that disposing of a record involves information is fully deleted before disposing of the item. Transferring it to inactive storage or destroying it. When a portable media such as a disk or CD, the best way record is no longer needed. It should be destroyed in of destroying the information they contain is to destroy order to make room for current records. The cycle ends the items concerned. Floppy disks should be bent out of when a record is destroyed.  Shape, broken, or cut into pieces. CDs should be broken, or the secretary should score lines over them most institutions have laws establishing a (Popoola & Oluwole, 2007).   
Process that determines which records are to be According to Yeo (2011) the sensitivity or destroyed and how long those records must be kept confidentiality of the information contained in the record before destruction.  Johnson and Kallaus, (2008) will dictate the appropriate method of destruction. For described records disposal as the process whereby the example, if the record contains no sensitive information organization, through its records manager, and would simply be thrown out in paper form, then destroys/erases ephemeral records or transfers archival   overwriting or reformatting the media would probably be valued records to an archival institution for permanent sufficient to delete the electronic record. However, if the safe keeping. According to the National Archives and record contains highly sensitive or confidential Records Service of South Africa (2006), records information and is the type of record that would be disposal refers to “the action of either shredded in paper form, then physically destroying the destroying/deleting a record or transferring it into media may be necessary. 
Proper disposition is an important part of any complicated by the backup procedures that are so records management program.  All of the records an important to the overall reliability of the system. The organization creates should be described on a records proliferation of duplicate records located on the daily, retention schedule as noted above. The schedule weekly, monthly and other backups created for disaster establishes the length of time the records should be recovery and business continuity process necessitates retained by the organization. As part of everyday use of extra care in the destruction of electronic records. 
[bookmark: _Toc137979438]2.6 CRITICAL SECRETARIAL SKILLS THAT EMPLOYERS DEMAND AS STATED BY Quintessential Careers     
According to Quintessential Careers (2010), certain skills have been associated with the professional secretary.  The list covers a wide spectrum.  However, they include the following: 
Communication Skills – These have to do with written, verbal and listening skills.  By far, some of the communication skills most often mentioned by employers are the ability to listen, write and speak effectively and fluently.  There is no gain-saying the fact that successful communication is critical in modern day business organizations. 
Analytical/Research Skills – This is in the area of thinking with demonstrated talent for identifying, scrutinizing, improving and streamlining complex work processes. 
Computer-Technical Literacy – With the advent of Information and Communication Technology (ICT) and by implication the use of the computer, almost all jobs in the office now require some basic understanding, application and use of the computer hardware and software, especially word processing, data processing,  spreadsheets and e-mail. 
Flexibility/Adaptability/Managing Multiple Priorities – Today’s goal-driven leaders, including the professional secretaries who maintain a productive climate and confidently motivates, mobilizes, mentors and coaches subordinates to meet and sustain high performance standards require these skills. 
Multicultural Sensitivity/Awareness – There is possibly no bigger issue in the work place today than the subject of diversity.  Such diversities include language, religion, the concept of federal character as in the case of Nigeria, gender, individual characteristics and dispositions, among others.  The job seekers, particularly the secretaries, require demonstrating a conscious and deliberate awareness and understanding of other people. 
Planning/Organizing – In these areas, the skills and ability to design, plan, organize and implement projects and tasks within a stipulated time frame are very important.  The subject of goal-setting is not isolated – the secretary should be able to set measurable and achieving goals, taking into consideration, all known and unforeseen constraints. 
Teamwork – In modern-day organizations, teamwork requiring working in one or more work groups is inevitable.  It thus becomes necessary for the individual to develop and sustain the ability to work with others in a professional manner in the course of attempting to achieve organizational and individual goals. 
Result-Driven – The professional secretary should be result-driven and an achiever with exemplary planning and organizational skills, and possessing a high degree of detailed orientation.  
Problem-Solving/Reasoning/Creativity – This involves the ability to find solutions to problems using the power of creative reasoning of past experiences along with the available information and resources. 
Interpersonal Skills – The ability to relate with, and inspire co-workers to participate and prevent conflicts is very essential, given the amount of time spent at work each day.   
[bookmark: _Toc137979439]2.7 THE CONTRIBUTION OF RECORD KEEPING AND ACCOUNTABILITY SKILLS  
Record keeping is a fundamental activity of public administration. Without records there can be no rule of law and no accountability. Public servants must have information to carry out their work, and records represent a particular and crucial source of information. 
Records provide a reliable, legally verifiable source of evidence of decisions and actions. They document compliance or non-compliance with laws, rules, and procedures. Governments can no longer justify taking action with little or no reference to past performance or future goals. Nor can they justify parallel or duplicate services when they can combine services and reduce costs. Client service, quality performance of tasks, and measurable outcomes are increasingly important responsibilities, and these aspirations all depend on accessible and usable records. Yet, in many countries around the world, record keeping systems are unable to cope with the growing mass of unmanaged records. 
This is particularly true in countries with limited financial or administrative resources or where records and archives managers lack training or professional development opportunities. 
Administrators find it ever more difficult to retrieve the information they need to formulate, implement, and monitor policy and to manage key personnel and financial resources. This situation impedes the capacity to carry out economic and administrative reform programs aimed at achieving efficiency, accountability, and enhanced services to citizens. Moreover, the decline, and in some cases total collapse, of record keeping systems makes it virtually impossible to determine responsibility for actions and to hold individuals accountable. The loss of control of records has consequences for all citizens, especially for the poorest who are least able to defend themselves. 
Relevant and accurate public records are essential to preserving the rule of law and demonstrating fair, equal, and consistent treatment of citizens. Without access to records, the public does not have the evidence 3 WBP, 4700 needed to hold officials accountable or to insist on the prosecution of corruption and fraud. 
Moreover, the public suffers when inadequate information systems affect the delivery of programs. All aspects of public service, including health, education, pensions, land, and judicial rights, depend upon well-kept and well-managed records. Records are vital to virtually every aspect of the governance process. The effectiveness and efficiency of the public service across the range of government functions depends upon the availability of and access to information held in records. Badly managed records adversely affect the broad scope of public service reforms, and development projects are often difficult to implement and sustain effectively in the absence of well managed records.
[bookmark: _Toc137979440]2.8 SUMMARY OF REVIEW 
The review on related literatures has discuss Concept Secretary as The word secretary simply means a person who works in an office and manages the organization, The concept of competence was discussed as Competence is central to empirical studies dealing with the development of human resources and the productivity of education Csapó, (2004). Secretarial Productivity was made mention as According to Baile (1986) productivity is often defined as a measurement of output relative to an input. At lower levels, various methods are used to track productivity performance and identify opportunities for productivity improvement, but there is still a wide gap between productivity measurement and managerial behavior.  Job Performance and Job Satisfaction, Secretarial skills, Keeping of Electronic Records, Records Creation, Records Retention Skills, Records Disposition Skills, and Critical Secretarial Skills that Employers Demand as Stated by Quintessential Careers.     
























[bookmark: _Toc137979441]CHAPTER THREE
[bookmark: _Toc137979442]RESEARCH METHODOLOGY
[bookmark: _Toc137979443]3.0 INTRODUCTION 
This chapter will deal with the method that will used in the research work, which include :
· Design of the Study 
· Area of the Study 
· Population of the Study
· Sample and Sampling Techniques 
· Instrument for Data Collection 
· Method of Data Collection 
· Validation of Instrument
· Method of Data Analysis
· Decision Rule
[bookmark: _Toc137979444]3.1 DESIGN OF THE STUDY  
The Area of the study is the Gombe State Polytechnic Bajoga, Funakaye Local Government.
[bookmark: _Toc137979445]3.2 AREA OF THE STUDY
This study is survey research design aimed at identifying the Secretarial Competencies required of a Secretary and their Contribution Toward the Productivity in Gombe state polytechnic, Bajoga. 
[bookmark: _Toc137979446]3.3 POPULATION OF THE STUDY
The population of the study is the entire Office Secretaries of Gombe State Polytechnic Bajoga. The target population for the study is 37
[bookmark: _Toc137979447]3.4 SAMPLE AND SAMPLING TECHNIQUES
The population consists of Office Secretary in Gombe State Polytechnic Bajoga and the research will intend to use only 37 Office Secretaries as the respondent.


[bookmark: _Toc137979448]3.5 INSTRUMENT FOR DATA COLLECTION
The instrument that will be used by the researcher for the collection is a questionnaire, the close ended questionnaire will be used and answer will be provided by choosing from the given option.
[bookmark: _Toc137979449]3.6  VALIDATION OF INSTRUMENT
The instrument will be validated by 1 lecturer from Department of Office Technology and Management, Gombe State Polytechnic Bajoga.
[bookmark: _Toc137979450]3.7  METHOD OF DATA COLLECTION 
The questionnaire will be personally administered and also will be personally collected by the researchers after filling.
[bookmark: _Toc137979451]3.8 METHOD OF DATA ANALYSIS
The researchers will use the mean to analyze the data that will be obtained using the 5-point Likert-type rating scale based on variable and nominal values as indicate below.
	Variables
	Value

	Strongly Agree (SA)
	5

	Agree (A)
	4

	Undecided (D)
	3

	Disagree (DA)
	2

	Strongly Disagree (SD)
	1


 
The formula for the computation of the date is =   
where:- 


x = Nominal value for an item 

[bookmark: _Toc137979452]3.9 DECISION RULE
Any response from 3.00 and will be accepted either positive or negative, while any response below 3.00 will be rejected. This is derived from the computation of the rating scale: 5,4,3,2,1 and the formula is 
Considering the Likert type rating scale of 5,4,3,2 and 1 mean will be calculated

Where:-  
                      X = mean of rating value 
                        
	 X = nominal value of rating scale 
 	 X = Number of rating scale 

Therefore: 5+4+3+2+1
	5
15 =3.00











[bookmark: _Toc137979453]CHAPTER FOUR
[bookmark: _Toc137979454]PRESENTATION OF DATA ANALYSIS, OF DATA
[bookmark: _Toc137979455]4.1 INTRODUCTION
This chapter deals with presentation, analysis and interpretation of data and information which are collected during the field work a total number of thirty seven (37), questionnaires were distributed, and thirty five (35) was completed and returned and these were used for the analysis and interpretation of data which is 95% of the total number of questionnaire that were distributed to the respondents. In this case data related to each research question is presented below . 

	Number of Questionnaires
	Number of administer 
	Number of  Questionnaire return
	Number of  Questionnaire not return 
	Percentage %   

	        37
	           37
	          35
	         2
	95 %

	TOTAL               35



[bookmark: _Toc137979456]4.2 DATA ANALYSIS 
Research Question 1: How does poor job performance affect the productivity of secretaries in Gombe State Polytechnic Bajoga?
	s/n
	Variables
	SA
	A
	U
	D
	SD
	∑fx
	X
	REMARK

	1
	Poor job performance affects organization negatively
	19
	16
	0
	0
	0
	35
	4.54
	Accepted

	2
	Poor job performance  may lead to error in data processing in an organization
	17
	18
	0
	0
	0
	35
	4.49
	Accepted

	3
	Poor job performance may lead to dismissal of secretary.
	12
	21
	8
	0
	0
	35
	4.1
	Accepted

	4
	Poor job performance will lead poor performance and hinders development in the organization
	13
	21
	1
	0
	0
	35
	4.34
	Accepted

	
	Total mean score
	4.37
	


Table 4.1 respondents rating on secretary poor job performance affect the productivity  negatively.
Source: field survey 2023                                                     
Interpretation of table 4.1
 above, variable 1, 2, 3, and 4 have the mean score 4.54, 4.49, 4.11, and 4.34 respectively, the total mean score is 4.37 which above the cut-off point of 3.00 it show that poor job performance affects organization negatively, poor job performance may lead to error in data processing in an organization, poor job performance may lead to dismissal of secretary, poor job performance will lead to poor performance and hinders development.
Finding. From the table above, it shows that majority of the respondents are strongly agreed that poor job performance affects organization negativity, poor job performance will lead to poor performance and hinders development in the organization.      
 Research Question 2 how does improper usage of the available skills     possesses by the secretary affects their productivity in Gombe State Polytechnic Bajoga?
	s/n
	Variable
	SA
	A
	U
	D
	SD
	∑fx
	X
	REMARK

	5
	Secretaries need to be perfect in operating modern technology
	17
	18
	0
	0

	0

	35
	4.49
	Accepted

	6
	Secretaries has to be more knowledgeable on shorthand and typewriter skills
	19

	13
	3
	0

	0

	35
	4.46
	Accepted

	7
	Secretaries need to be smart and brilliant in out managerial duties 
	13
	19
	2
	0
	1
	35
	4.23
	Accepted

	8
	Improper usage of available skills possess by the secretary may lead to idleness and redounding 
	12
	18
	5
	0
	0
	35
	4.20
	Accepted

	Total mean score
	4.35
	


Table 4.2: Respondents rating on the improper usage of the availability of secretary affect their productivity
Sources: field survey 2023
Interpretation of table 4.2
In table 4.2 above variable 5, 6, 7, and 8 have the mean score of 4.49, 4.46, 4.23 and 4.20 respectively, the total mean score is 4.35 which is above the cut-off point of 3.00, it is therefore agreed that punctuality of poor job performance do not give motivational which help the productivity to achieve, many secretary are expecting to be perfect in operating modern technology and so this affect their productivity,
Finding from the above table, it shows that majority of the respondent are strongly agreed and agreed, that secretaries need to be perfect in operating modern office technology. 
Research Question 3: How does inability to maintain good working relationship with a diverse workforce, customers, and visitors affect the competence and productivity of secretaries in the Gombe State Polytechnic Bajoga ?
Table 4.3 Respondents rating on the inability to maintain good relationship affect the competence of a secretary  
	s/n
	Variable
	SA
	A
	U
	D
	SD
	∑fx
	X
	REMARK

	9
	Secretaries are responsible in attending the visitors 
	18
	17
	0
	0
	0
	35
	4.40
	Accepted

	10
	Secretaries are responsible of making  and receiving phone call in an organization 
	18
	9
	4
	4
	0
	35
	4.17
	Accepted

	11
	Most secretaries lack skills and ability operate modern office machine 
	11
	18
	0
	3
	3
	35
	3.89
	Accepted

	12
	Secretaries lack training which will enable to discharge their duties effectively 
	15
	13
	1
	6
	0
	35
	4.06
	Accepted

	Total mean score
	4.13
	


 Source: field survey 2023

Interpretation of table 4.3
The following that in order to increase productivity, the system must either produce more or better goods from the some resources or the same goods from fewer resources.
Finding from the table above shows that the number of respondent strongly agreed are higher than the others, secretary lack training which will enable them to discharge their duties effectively.     

Research Question 4:  How does inability to maintain confidential record by the secretary affect their performance in the Gombe State Polytechnic Bajoga?
Table 4.4 respondents rating on the inability to maintain record by the secretary affect their performances.
	s/n
	Variable 
	SA
	A
	U
	D
	SD
	∑fx
	X
	REMARK

	13
	Inability of secretary to maintain confidential record affect his performance
	16
	16
	2
	1
	0
	35
	4.31
	Accepted

	14
	Inability to maintain confidential record reduce the personality of the secretary 
	16
	17
	1
	1
	0
	35
	4.37
	Accepted

	15
	Secretary who cannot maintain confidential  secretary loss  organization confidence 
	15
	18
	1
	1
	0
	35
	4.34
	Accepted

	16
	Inability of secretary to maintain confidential affect the productivity of the organization
	15
	18
	1
	1
	0
	35
	4.34
	Accepted

	
	Total mean score
	4.34
	


Sources: field survey 2023


Interpretation table 4.4
In the table 4.4 above variable 13, 14, 15, and 16 have the mean score of 4.31, 4.37, 4.34, and 4.34 respectively, the total mean score is 4.34 which is above the cut-off point of 3.00 this indicate that mastering of modern technology may boost secretary performance in productivity, a good attending the visitor is essential to aid secretary performance in productivity, regular practice helps secretaries to improve their level of performance in productivity, self-confidence enhances the level of secretary performance.  
Finding this table shows that the number of respondent strongly agreed and agreed are higher than the number of disagreed and strongly disagreed.
[bookmark: _Toc137979457]4.3 SUMMARY OF MAJOR FINDINGS
in the view point of the above analysis, the researchers have analyzed the various data collection from various sources relating to the secretarial competencies required of a secretary and their contribution toward the productivity in Gombe State Polytechnic Bajoga base on the analysis of data collected the following were made. Poor job performance affects organizational negatively, poor job performance may lead to error in data processing in an organization, poor job performance may lead to dismissal of a secretary, poor job performance will lead to poor performance and hinders development in the organization, secretary need to be perfects in operating modern technology, secretary has to be more knowledgeable on shorthand and typewriter skills, improper usage of available skills possess by the secretary may lead to idleness and redundancy, inability to maintain confidential record affect his performance, inability to maintain confidential record reduce the personality of the secretary, secretary who cannot maintain confidential loss organizational confidence, inability of secretary to maintain confidential affect the productivity of the organization. 

[bookmark: _Toc137979458]4.4 DISCUSSION 
Base on the above interpretation it, was found that the  job performance and job satisfaction, secretarial skills, keeping of electronic records creation, the researchers found that poor job performance affects organization negativity, poor job performance may lead to error in data processing in an organization, it was discovered that most secretaries lack skills and ability to operate modern office machine, base on the study conducted the researchers found that inability to maintain confidential record affect his performance.
[bookmark: _Toc137979459]CHAPTER FIVE
[bookmark: _Toc137979460]SUMMARY, CONCLUSION AND RECOMMENDATION
[bookmark: _Toc137979461]5.0 INTRODUCTION
This chapter comprise of summary, conclusion and recommendation of the whole research work this is in conformity with guideline of research work. The summary was drawn from the whole work and findings. Conclusion based on the work research and last recommendation for consideration and implementation as solution to the problem discovered during the study of the research work. 
[bookmark: _Toc137979462]5.1 SUMMARY OF THE STUDY 
The researchers summarize major finding relating to the secretarial competencies required of a secretary and their contribution toward the productivity in Gombe State Polytechnic Bajoga base on our research the following are major findings;
Poor job performance affects organizational negatively, poor job performance may lead to error in data processing in an organization, poor job performance may lead to dismissal of a secretary, poor job performance will lead to poor performance and hinders development in the organization, secretary need to be perfects in operating modern technology, secretary has to be more knowledgeable on shorthand and typewriter skills, improper usage of available skills possess by the secretary may lead to idleness and redundancy, inability to maintain confidential record affect his performance, inability to maintain confidential record reduce the personality of the secretary, secretary who cannot maintain confidential loss organizational confidence, inability of secretary to maintain confidential affect the productivity of the organization. 


[bookmark: _Toc137979463]5.2 CONCLUSION 
The researchers concluded that; poor job performance may lead to error in data processing in an organization, poor job performance may lead to dismissal of secretary, improper usage of available skills possess by the secretary may lead to idleness and redounding , inability to maintain confidential record reduce the personality  of the  secretary.
[bookmark: _Toc137979464]5.3 RECOMMENDATIONS 
The following recommendation were made base on the findings;
a) Government should provide enough modern office equipment and facilities for secretaries such as computer system, printer and telephone etc.  
b) Provision should be made by government for availability of constant light in computer lab.
c) Government should add more secretaries in some other department
d) Government should encourage all the secretaries base on their performance .
[bookmark: _Toc137979465]
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[bookmark: _Toc137979466]APPENDIX I

       Gombe state polytechnic, Bajoga
                                                                     Department of Office Technology
                                                                     And management,
                                                                     P.M.B 0190,
                                                                     Funakaye Local Government,
                                                                     Gombe state.
                                                                     7TH January , 2023        
Dear Respondents, 

                          Request for completion of questionnaire 

 We are final year students of National Diploma in Office Technology and Management of The above institution, conducting a research on the Topic Secretarial Competencies required of a Secretary and their Contribution Toward the Productivity in Gombe state polytechnic, Bajoga.

 	We are hereby imploring your help in completing the questionnaire; information would be used for academic purpose and would be preserved confidentially.

 

Your  faithfully,
Usman Adamu Saidu
Usman Hamza Abubakar
Rita David
Bello Mohammed



[bookmark: _Toc137979467]APPENDIX II
QUESTIONNAIRE
SECTION “B”	
Questionnaire Question:
Please kindly tick appropriately in the table provided. The information obtained from you will be confidentially handled.
Note:    SA: (Strongly Agreed)                                         A: (Agreed)
   U: (Undecided)	                        D: (Disagreed)           SD: (Strongly Disagreed)
                                                                                            
	RESEARCH QUESTION 1: How does poor job performance affect the productivity of secretaries in the Gombe state polytechnic, Bajoga?

	S/N
				SA
	A
	U
	D
	SD

	1.
	Poor job performance affects organization negatively
	
	
	
	

	2.
	Poor job performance may lead to error in data processing in an organization.
	
	
	
	

	3.
	Poor job performance may lead to dismissal of a secretary. 
	
	
	
	

	4.
	Poor job performance will lead to poor performance and hinders development in the organization.
	
	
	
	

	RESEARCH QUESTION 2: How does improper usage of the available skills possess by the secretary affect their productivity in Gombe state polytechnic, Bajoga?

	
	
	
	
	
	

	5.
	Secretary need to be perfect in operating modern technology
	
	
	
	

	6.
	Secretaries has to be more knowledgeable on shorthand and typewriter
 skills 
	
	
	
	

	7.
	Secretaries need to be smart and brilliant in can out managerial duties.
	
	
	
	

	8.
	Improper usage of available skills possess by the secretary may lead
 to idleness and redounding.   
	
	
	
	

	RESEARCH QUESTION 3: How does inability to maintain good working relationship with a diverse workforce, customers, and visitors affect the competence and productivity of secretaries in the Gombe state polytechnic, Bajoga?   

	
	
	
	
	
	

	9.
	Secretaries are responsible in attending the visitors 
	
	
	
	

	10.
	secretaries are responsible of making and receiving phone call in
 an organization  
	
	
	
	

	11.
	Most secretaries lack skill and ability to operate modern office machine
	
	
	
	

	12.
	Secretaries lack training which will enable them to discharge
 their duties  effectively
	
	
	
	

	RESEARCH QUESTION 4: How does inability to maintain confidential record by the secretary affect their performance in the Gombe state polytechnic, Bajoga? 

	
			
	
	
	
	

	13.
	Inability of secretary to maintain confidential record affect his performance 
	
	
	
	

	14.
	Inability to maintain confidential record reduce the personality
 of the secretary 	
	
	
	
	

	15.
	 Secretary who cannot maintain confidential secretary loss organizational confidence 
	
	
	
	

	16.
	Inability of secretary to maintain confidential affect the
 productivity of the organization 
	
	
	
	






