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Chapter One

Introduction

1.1 Background to the Study

In the fast-developing healthcare sector, the role of secretaries in teaching hospitals has
become progressively critical and has evolved beyond traditional administrative functions.
This is because the expected service quality of secretaries in public teaching hospitals must
be in line with the aims and objectives of such an institution. Providing excellent service
means consistently fulfilling or surpassing what customers expect, which builds
satisfaction and loyalty over time. It requires a clear grasp of what clients need and setting
up systems and procedures that ensure quality delivery. It is important to assess each
person’s service quality to identify who is best suited for the job'. Training, coaching,
career development, and counselling are key human resource functions that equip the
workforce with guidance and skills, enhancing both their employability and appeal in the

job market?.,

Service quality refers to\thg Suitability of a service for its intended purpose and the specific
attributes that ahlign™with customer expectations, resulting in satisfaction. It is often assessed
by how welt*the delivered service meets the needs or anticipated outcomes of the client.
Service\quality is a dynamic and context-dependent concept, shaped by multiple variables
that may shift rapidly, making it necessary to evaluate the client’s experience against the
expected standards throughout the service process. This evaluation is influenced by how
service providers interpret and deliver those expectations. Ultimately, service quality is

experienced through the outcome of the interaction between the provider and the recipient.



The nature of communication and engagement; whether through remote channels, phone
conversations, or face-to-face meetings; plays a crucial role in determining the overall
effectiveness and perception of the service. Providing quality service to patients,
administrative and clinical staff of the hospital. The term service quality has long been used
to denote the interplay among the administrative, clinical staff and patients in thiospital.
Service quality is a foundational idea in service research, as it creates the co an which
secretaries collaborate with an organisation’s service systems to generate al ¢. This view
sees service quality as a sequence of interactions and exchanges ; y span a lengthy
period, involving multiple providers shaping the overall 6§:e. Service quality in
healthcare is multifaceted, encompassing timeliness, z@cy, accessibility, and patient
satisfaction. For public teaching hospitals in Oy % fective service quality is not only
a measure of operational success but also i component of medical, education and
research. Secretaries, as the administrai XCkbone influence various aspects of service

quality through their management @ﬁ)l‘ma‘uon and interpersonal interactions?.

R\Z

The instruments for m s@ service quality in this study include tangibles, reliability,
responsiveness, ?ss%ce and empathy. Tangibles" according to SERVQUAL refer to the
physical as ec@ service that customers can see and touch. This dimension encompasses
the appe of physical facilities, equipment, personnel, and communication materials.
Thewements significantly influence customers' perceptions of service quality, as they
provide the first impressions of a business's professionalism and attention to detail.’
Tangibles in the context of this study is referred to as secretary’s grooming and dress, the
tidiness and organization of their workspace, the availability and functionality of office

equipment.



Reliability refers to the ability of a service provider to consistently deliver promised services
accurately and dependably. It is all about doing what you say you will do; every time.
Reliability refers to the consistency dependability of someone and this can be related to how
secretaries are able to deliver high quality service dependably and consistently. Performing
the service correctly and consistently every time by proper record-keeping and&nsuring

administrative tasks are neat, precise, and reliable®. Empathy refers to Q egree of

individualized attention and care that a service provider offers to its c&&eg mpathy in
this context means being patient, compassionate, and responsiy the emotional and

informational needs of patients and staff. Responsiveness is ﬁy to react quickly and
effectively to changing situations, customers/patients’ nm@)r requests. Empathy means to
show care, understanding, and individualized ag@ to patients and staff. It involves
active listening, patience, emotional sensi@nd a willingness to address the unique

N

concerns of everyone. Assurance means ‘the demonstration of confidence-inspiring
L ]

behaviours, including competence esy, credibility, and professionalism. Moreover, the

physical environment served visible indicator of the service provider’s attentiveness and

commitment to deliverb@&iled, quality service.

Secretaries in @t ching hospitals act as the intermediary between patients, doctors,
clinical s mbers and administrative staff members, ensuring seamless communication,
efﬁ@k@ heduling, timely resolution of issues and other administrative tasks to support the
smooth running of the hospital. The role of a secretary encompasses a wide range of
responsibilities, including managing records, communication, information, people, and other
resources that are essential for maintaining the office as the nerve centre of a business

organization*. Secretarial staff possess specialized training in their field and can carry out



their assigned duties with minimal supervision®. They are, therefore, managerial supporters
with professional knowledge to accomplish job. Secretarial staff are the image makers that
keep the organizations activities moving smoothly. Their ability to manage diverse
responsibilities, from coordinating appointments to handling sensitive data reflects their
indispensability in healthcare operations. They play a crucial role in managing inf&nation

flows and enhancing service quality within healthcare institutions®*. OQ

Information is essential in any organization, information helps decisio&a&fg identify and
compare alternatives once a problem has been recognized. Al ally, accurate and
dependable information allows individuals to compa:Qctual circumstances with
expectations formed by mental models, helping them en their understanding of the
organisational context. Beyond guiding decision@nﬂation plays a vital role across all
value chain activities; whether core or Sl\ ; by both informing and emerging from
those processes’. Information handlin\ ability aims to achieve systematic and organized
use of information in public tea@iqcf?hospitals. This objective is to facilitate and improve
information acquisition .$ion, storage, retrieval and use to obtain better service
delivery to the patie s,ﬁninistrative and clinical staff of the public teaching hospitals in
Oyo State, inc@\ ompetitiveness and boost capacity to adapt to changing conditions in
the surro%égs. Information handling capability is used to collect information, process
informatien/data, access information, and store records and distribute information by

secretaries in teaching hospitals.

Information refers to the enhancement of understanding gained by aligning relevant data
with the variables of a given issue. As a form of awareness about a specific situation or
phenomenon, it drives action and must be both accurate and applicable. When accurate but
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not applicable, it becomes outdated or obsolete; when applicable but inaccurate, it amounts
to hearsay or informal speculation. Ability to process information by secretaries of Public
Teaching Hospitals in Oyo State is on the decline due to the fact that lots of information are

processed manually.

Information storage and retrieval involve the use of hardware and software to %x and
maintain machine-readable records, enabling users to access relevant data uuest. To
retrieve these records, the query must be formulated in a syntax tw omputer can
interpret. Information retrieval (IR) encompasses the techniquesy esses, and systems
used to selectively access stored data’. In teaching hospital@arc es often target specific
items or subjects, using either human-readable catal§@r digital storage and retrieval

platforms. When designing such systems, it is e %«1 to strike a balance among speed,

precision, affordability, user-friendliness, ll efficiency?®.

Secretaries, who play a crucial r .&anaging these demands, often struggle with
inefficiencies in informatior.l @g, variable levels of emotional intelligence, and a lack
of targeted training and @ment programs which has led to decline in ability to retrieve
necessary informatien\without delay, it has also led to a situation whereby patients or staff
members will &gest for their data or information such as patients’ case note file, medical
reports, Q es, leave authority letters and other vital information but they sometimes fail

in pMing these documents when necessary”.

Information handling capability refers to the proficiency with which individuals manage,
process, and utilize information to support decision-making and operational efficiency!'®. For

secretaries in public teaching hospitals, this capability is pivotal in maintaining accurate



patient records, managing appointments, and facilitating communication among the
administrative members of staff and clinical staff and improve patient care. The increasing
adoption of electronic health records (EHRs) and other digital tools has transformed
information handling, demanding higher technical skills and adaptability from secretarial
staff!!. Efficient information handling ensures that critical data is readily available for

%‘[ also

healthcare professionals, enhancing patient care quality and administrative efl

minimizes errors, reduces redundancy, and streamlines workflows. i{&g)ntext of the

teaching hospitals in Oyo State, where resources may be const ability to handle

information effectively and emotional intelligence can sign'@n impact service quality.
e

The measures of information handling capability information processing,

information storage and information retrieval. Thﬁd@ures were adopted based on Frank

Upward’s Record Life Cycle Theory of 1980!2 rb

N

Assessment of emotional intelligenc'ﬂc@yretaries in public teaching hospitals, Oyo State,

Nigeria is essential to evaluﬁ@level of their service quality. This is imperative, in a
[ ]

world of technological v@ment where artificial intelligence (Al) seems to be gradually

taking over. Over gk&various efforts have been made to pinpoint key elements that impact

service qu litgsewice—oriented sectors such as banking and telecommunications.

However ological aspects; particularly the emotional intelligence of secretaries; may

alsop\sc challenges to delivering consistent service quality provision'.

Emotional intelligence is the ability of secretaries to identifying and understanding their
emotions and that of the patients and other members of staff. Secretaries with high
emotional intelligence is expected to provide quality service to other members of staff and

patients and meet their information needs. There is a need to investigate secretaries



emotional intelligence measured through self-awareness, social-awareness and relationship
management and its contributions to service quality. However, literature search indicates
that there is death of research into the aspect of emotional intelligence and service quality,
especially by secretaries in public teaching hospitals, Oyo State, Nigeria. This study,

therefore, intends to fill this identified knowledge gap. \

The concept of emotional intelligence lies in some basic principles that faf@% superior
control of emotional processes that lead to mutual co-existence and high préductivity and
well-being. Emotional intelligence emphasizes service-orientatio isfaction, empathy,
accountability efficiency, integrity, spirituality, open—comrt@aﬁons, honesty, leadership
among other skills. Emotional intelligence (EI) is deﬁr@s the ability or aptitude of an
\\
individual to manage their own emotions and ide@hose of the people around them and
decide how to proceed based on these er@ré. Emotional intelligence (EI) is also the
ability to recognize, understand, andn@\ e one’s own emotions and the emotions of others.
It encompasses skills such as @%?nal awareness, empathy, self-regulation, and social
skills. In the high—pressu@ironment of teaching hospitals, where interactions with

patients, healthcare @ionals, and administrative staff are constant, high. emotional
intelligence ar@c

quality'.
Q0

Secretaries with high emotional intelligence are better equipped to handle stressful

taries can foster a positive work environment and enhance service

situations, manage interpersonal conflicts, and provide empathetic support to patients and
colleagues. This emotional competence can lead to improved job satisfaction, reduced
burnout, and higher overall performance. The emotional intelligence of secretaries can play

a crucial role in maintaining the morale and efficiency of public teaching hospital operations



in Oyo state where healthcare challenges are compounded by socio-economic factors.
Emotional intelligence (EI) comprises a range of abilities that enable individuals to remain
aware, interpret situations, respond effectively, adapt, and maintain resilience during
difficult moments and complex decisions. Discussing emotional intelligence does not imply
that one must be “sentimentally-solvent” to possess it; sentiment and emotional ir@gence
are distinct constructs, each serving different roles, interests, and exerting uni Qlﬂuences
on human behaviour; particularly in decision-making, problem-solving, co@ration across
diverse teams, or navigating environments filled with varied ties and cultural
backgrounds. Within social and behavioural sciences, emoti %elligence supports the
exploration of both cognitive and non-cognitive caitles that shape behavioural
responses to demanding and intellectually stimu t'ﬂ&Qircumstances“. Psychologists such
as Reuven Bar-On, David Caruso, John M%%ter Salovey, and Daniel Goleman, among

others, have emphasised that emotlon telligence centres on behavioural competencies

that significantly affect both profes&@‘l and social settings'>.

Emotional intelligence represents a behavioural framework that encompasses a range of
competencies and traits; these include emotional regulation, stress control, self-awareness,
self-expression, interpersonal skills, decision-making, emotional insight, adaptability, goal
orientation, optimism, empathy, organisational sensitivity, the ability to influence, conflict
resolution, mentoring, and overall job performance. Alongside this behavioural framework,
mood also plays a significant role in shaping how individuals act and perform. Mood refers
to a transient mental state that may either reflect a specific situation or exist independently
of current circumstances; nonetheless, it can substantially affect perception, judgement,

behaviour, interpersonal dynamics, and overall effectiveness'®. The measures of emotional



intelligence according to Goleman’s Theory are self-awareness, self-regulation, motivation,

empathy and social skills.

Self-awareness is the ability to recognize and understand your own emotions, thoughts, and
behaviours. It is about being in tune with who you are, how you react to situations, and how
others perceive you. When you are self-aware, you can reflect on your actions, identify your
strengths and weaknesses, and make conscious decisions to grow and improve. Self-
regulation is the ability to manage your emotions, thoughts, and behaviours in a way that
aligns with your goals and values. It involves controlling impulses, staying focused, and
adapting to changing situations without being overwhelmed. People who practice self-
regulation can handle stress better, make thoughtful decisions, and maintain discipline in

challenging moments'”.

Motivation is the inner drive that pushes you to take action and achieve goals. It is what
keeps you going, even when things get tough. Empathy is the ability to understand and share
the feelings of others. It is about putting yourself in someone else’s shoes, seeing the world
from their perspective, and responding with care and understanding. Social skills are the
abilities that help us interact, communicate, and build relationships effectively with others.
They include skills like active listening, clear communication, empathy, teamwork, and
conflict resolution. Strong social skills can make a huge difference in personal and
professional life, helping you connect with people, foster trust, and navigate social situations

with ease!S.

The interplay between information handling capability and emotional intelligence can

significantly affect service quality outcomes. Secretaries who excel in both areas are likely



to contribute to smoother administrative processes, better patient experiences, and more
cohesive teamwork among healthcare providers. Their ability to handle information
effectively and their emotional intelligence significantly impact their performance and the
overall service quality experienced by staff members, patients and other stakeholders. The
intricacy of healthcare delivery systems necessitates a robust framework for &aging

information and leveraging emotional intelligence!®. OQ

Service quality through information handling capability and emotional&lligence precisely
has also been ignored by authors, specifically, public teachi% itals in Oyo State,
Nigeria. It is worthy of note that as at the time of this stu of the existing researchers
has studied the influence of information handling ca@{li and emotional intelligence on
service quality by secretaries in public teaching Is in Oyo State. This study seeks to

()

examine the influence of information ha@ capability and emotional intelligence on

service quality by secretaries in publi ing hospitals of Oyo State.
y by @\ g Yy

1.2 Statement of Problem . @
N\

Service quality by @ries in public teaching hospitals in Oyo State is critical for
effective operz{tio%

Secretariefbmublic teaching hospitals are involved in scheduling appointments, handling

efficient administrative support within public teaching hospitals.

corréngﬂence, maintaining records, providing administrative support, coordinating
meetings, and supporting hospital operations. When their level of service quality is high,
there would be improved patient care, increased patient satisfaction, enhanced hospital
reputation, and economic benefits through a healthier population. However, preliminary

investigation and close observation have revealed that the level of service quality by
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secretaries in the public teaching hospital in Oyo State, Nigeria, is on the decline. As a result,
there appears to be inefficient administration, delays in patient care and services, and
decreased patient satisfaction. If solutions are not proffered, Nigerians can suffer decreased

access to quality healthcare and an overall weakened healthcare system.

Information handling capability can maintain accurate records, ens timely
communication, enhance productivity, and positively impact servic ty, while
emotional intelligence emphasizes effective communication, empath¢,Nconflict resolution,
teamwork, and patient-centered care to improve service qualit | studies have been
conducted service delivery, information handling ca -@,zo. However, there is a
scarcity of literature on information handling capabili@ otional intelligence, and service
quality, which suggests that there is a gap wort&nvestigation. To this end, the study
seeks to investigate the influence of ﬁ@aﬁon handling capability and emotional

intelligence on service quality by sec'r@ in public teaching hospitals, Oyo State, Nigeria.

\

1.3  Aim and Objectives @le Study

This study investiga }de influence of information handling capability and emotional

intelligence o@o service quality by secretaries in public teaching hospitals in Oyo

State. Ni@ The objectives are to:

1. }sﬂtify the level of service quality among secretaries in public teaching hospitals in

Oyo State, Nigeria.

ii. identify the level of information handling capability among secretaries in public

teaching hospitals in Oyo State, Nigeria.
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iii. 1identify the level of emotional intelligence among secretaries in public teaching

hospitals in Oyo State, Nigeria.

iv. assess the influence of information handling capability on service quality by secretaries

in public teaching hospitals in Oyo State, Nigeria.

v. ascertain the influence of emotional intelligence on service quality by SQA(ies in

public teaching Hospitals in Oyo State, Nigeria. (
vi. determine the joint influence of information handling ca@%y and emotional
intelligence on service quality by secretaries in public tefc$ospitals in Oyo State,

Nigeria. Q
1.4 Research Questions &Q

The following research questions guided t \&

1. What is the level of service quality &%aﬁes in public teaching hospitals, Oyo State,
Nigeria? . AQ/

2. What is the level of info %\@n handling capability among secretaries in public teaching
hospital, Oyo Sm@geria?

3. What is thh& \femotional intelligence among secretaries in public teaching hospitals,

Oyo S %\ngria?
¥
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1.5  Hypotheses
The following hypotheses were tested at the significance level of 0.05:

Hol: There will be no significant influence of information handling capability (information

process, information storage and information retrieval) on service quality by

secretaries in public teaching hospitals, Oyo State, Nigeria. Q\

Ho2: There will be no significant influence of emotional intelligence (self- ness, self-

regulation, motivation, empathy and social skills) on service @ by secretaries in

N

Ho3: There will be no joint significant influence o@ormation handling capability

public teaching hospitals in Oyo State, Nigeria.

(information process, information storage 6@)rmation retrieval) and emotional
intelligence (self-awareness, self-regulati otivation, empathy and social skills) on
service quality by secretaries in Q&teaching hospitals in Oyo State, Nigeria.

N
&
1.6 Significance of th%@g
This study when pu & will be relevant and useful to the management of the public
teaching hospi@ohcy makers in the public service, academic researchers, secretaries,
govemm%@ general public. The result of this study when published will reveal more to
the }N&emem of the public teaching hospitals their roles in seeking to attend to the skills
required by secretaries in public teaching hospitals as well as unveil the potentials of
secretaries when properly engaged and rewarded for their services and proffer lasting
solutions to problems of giving proper training to secretaries on emotional intelligence and

information handling thus resulting in improvement in service quality. The public service

13



will also benefit from the result of this study in line with the policy guiding the staff
development and promotion of secretaries in line with the public service rule. The
information provided will be used to analyse the strength and weaknesses of the secretaries

in public teaching hospitals and guide the policy decisions of the health sector at large.

The results of this study will become an entry point for other researchers in@ed in
further analysing information handling capability and emotional intellige service
quality by secretaries in public teaching hospitals in Oyo State. T fS@l'ﬂ‘lgs from this
study will enhance efficient information management, accurate i ion handling and a
high emotional intelligence among secretaries which can lea®more efficient management
of patients’ records and information, scheduling, ar@ommunication, also foster a
supportive and empathetic environment for pati@ﬁmately resulting in better patient
care, administrative activities and smoa@%spital operations. And help healthcare
providers have timely access to critie@ while high emotional intelligence in secretaries
can foster a supportive and er@é&l—aic environment for patients and members of staff
improving their overall ex@e. The findings of this study will help secretaries with the
help of hospital management formulate and implement different kinds of methods to process,
S

store and retri@

service deli . Also, this study can modify the design of targeted training programs aimed

ts’ information as well as staff’s information to be efficient in their

at iﬁ%gfng the information handling skills and emotional intelligence of secretarial staff.
These programs can help equip secretaries with the necessary tools and skills to perform
their roles more effectively, leading to enhanced quality service delivery. Also, this study
can modify the design of targeted training programs aimed at improving the information

handling skills and emotional intelligence of secretarial staff.
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Furthermore, Human Resource Management of Teaching Hospitals can use the insights
gained from this study to develop strategies and policies that support the professional
development of secretaries. This could include implementing regular training sessions,
providing resources for skill development, and creating a supportive work environment that
values emotional intelligence. By so doing, information handling capability and emotional
intelligence of the secretaries will improve drastically, and their service q»@% also
improve which will also make patients, clinical and administrative ste;f{% satisfied. It

will improve the engagement of patients with the teaching hospitals.Q

The result of this work will be of great benefit to fi searchers and scholars on
information handling capability especially in the a@o information retrieval. This is
because relevant reference materials and informa@%ould be made available to them. The
findings of the study may equally help tl&@emment in identifying the key resource in
government establishment and puttiﬁg’\sq, e strategies for engaging her employees as well
as putting in place adequa.lte@ mechanism. Finally, it is useful to entrepreneurs,
secretaries or informati @agers and private players in other health sectors as it will

offer in-depth inssi& into information handling capability, emotional intelligence and
service quality.(/\
1.7 @e of the study

This§{dy covers the information handling capability, emotional intelligence and their
impact on service quality by secretaries in public teaching hospitals in Oyo State, Nigeria.
The indices for measuring service quality are tangibles, reliability, responsiveness, assurance
and empathy while the indicators for information handling capability are information

processing, information storage and information retrieval. Measures for emotional
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intelligence are self-awareness, self-regulation motivation, empathy and social skills. These
measures were adapted from SERVQUAL Theory, Goleman’s Theory Emotional
Intelligence and Frank Upward Theory of Record Life Cycle Theory (1980) respectively

because it has been found relevant to the objectives of this research work!® 2%,

The geographical scope of the study is Oyo State, and the study covered the publi%ching
hospitals in Oyo State. The two public teaching hospitals in Oyo State @Qﬂniversity
College Hospital (UCH), Ibadan and Ladoke Akintola Unive&gf' Technology
(LAUTECH) Teaching Hospital, Ogbomosho. And the responde @ secretaries in both

public teaching hospitals in Oyo State ranging from junior c to senior cadres.

Q

1.8  Limitation to the Study Q
This study encountered its major limitation duri ministration of questionnaire in both
google form and hardcopies for data colle&?@l‘ he limitation is untimely response of some

respondents in filling the question@mptly. The limitation was however, overcame

through the persistence of the @her and consistent persuasion of the research assistant.
1.9 Operatiog {xﬁnition of Terms

(>

Service Quality: Service quality refers to the extent to which the services delivered by
secretaries in public teaching hospitals in Oyo State meet or exceed customer expectations,

encompassing aspects of excellence, performance, and overall customer satisfaction.

Tangibles: refer to the physical aspects that influence the service quality of secretaries in
public teaching hospitals in Oyo State, including their grooming and dress, the tidiness and
organization of their workspace, and the availability and functionality of office equipment.
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Reliability: has to do with how secretaries in public teaching hospitals, Oyo State are able to

deliver high quality service dependably and consistently in their service.

Responsiveness: refers to the willingness and promptness of secretaries in public teaching

hospitals, Oyo State in assisting patients and staff, attend to inquiries, and resolve issues

efficiently. \

Empathy: refers to the ability of secretaries in public teaching hospitals, @te to show

care, understanding, and individualized attention to patients and staff, ’\

Assurance: is the extent to which secretaries in public tia$ hospitals, Oyo State

demonstrate confidence-inspiring behaviours, includin tence, courtesy, credibility,

and professionalism. &Q

Information Handling Capability: This i %ability of secretaries in public teaching
hospitals, Oyo State in improving the,&iency and effectiveness of information handling
and processing. Q;&C)

Information Processir@@@ acquisition, recording, organization, retrieval, display, and

dissemination of ir@a on by secretaries in public teaching hospitals, Oyo State.
Informatio?s ge: is the systematic process of collecting and cataloguing data by the
secretai % public teaching hospitals, Oyo State so that they can be located and displayed

on req»est by staff (clinical and non-clinical) and patients.

Information Retrieval: is the systematic method of accessing stored information whenever

it is needed by the secretaries in public teaching hospitals, Oyo State.
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Emotional Intelligence: measures how secretaries in public teaching hospitals, Oyo State.

can recognize, understand, and manage their own emotions and those of others.

Self-Awareness: shows how secretaries can effectively communicate with others,

understanding of self-emotions and actions and their understanding of organisation’s

dynamics and politics. \

Self-Regulation: is the ability of secretaries to control and manage their en@ change to

S

Motivation: is the ability to help secretaries to achieve goals and%e their potentials.

situations and emotions and priorities.

Empathy: among secretaries’ ability to understand an@are the feelings of others. It
involves being aware of and sensitive to the e@% needs, and perspectives of staff

members, patients and visitors. @

Social Skills: is the ability of secretaﬁ@ffectively interact and communicate with others,

including colleagues, managers Q’}gxc?s, and stakeholders, to facilitate efficient information

handling. Q®
i
\?'%6
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Chapter Two

Literature Review

This chapter reviewed relevant literatures and theories on the study. It further dv&m the
theoretical and empirical work that discussed the link between Informatigh¢ handling
capability, emotional intelligence and service quality by secretaries o(ggb ic teaching
hospitals, Oyo State. Nigeria. This chapter is organized as fOHOWS'%O
2.1 Conceptual Review 0

2.1.1 Service Quality Q
fz§\

2.1.2 Information Handling Capability

2.1.3 Emotional Intelligence @
2.2 Theoretical Framework &@

2.2.1 SERVQUALT@

2.2.2  Frank U}&l‘heory of Record Life Cycle Theory (1980)

222 Q)?)S{an’s Theory of Emotional Intelligence (EI)

23 %@Q of Empirical Studies

.3.1 Information Handling Capability and Service Delivery
2.3.2 Emotional Intelligence and Service Quality
24 Conceptual Model

2.5 Summary of The Reviewed Literature
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Endnotes

2.1 Conceptual Review
2.1.1 Service Quality

Service quality refers to the extent to which administrative functions fulfil o s the
expectations of patients, healthcare professionals, and other personnel, tﬁ@acilitaﬁng
efficient communication, prompt feedback, and a professional atm: ¢. Meeting public
expectations necessitates the effective and efficient provision 01@% and goods. Central
to this objective is prioritizing citizens in service delive hancing their involvement
in policy formulation. It also implies that individua@have a legitimate expectation for
services; often integral to their daily lives; to,8 aptable and effective. Enhancing the
quality of services rendered by secretaﬁc\@n public teaching hospitals demands the
establishment of a supportive envir(é};&%t nd the presence of a motivated and enthusiastic
workforce. A robust framewo delivering high-quality services in such institutions
requires emotional c%@:ies, including self-awareness, emotional regulation, and
leadership. Notabl@eral leadership principles endorsed by Canada’s public service align
with comp e&&f emotional intelligence, such as organizational awareness; a concept
shared motional intelligence models. These emotional and organizational capabilities

are e&tial for fostering a culture of excellence in public healthcare administration'.

The concept of service quality has garnered significant attention across diverse research
domains, spanning fields such as marketing and education, and has consequently inspired

numerous higher education institutions to explore and enhance their service delivery
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practices®. Service quality refers to evaluating how well a given service aligns with the
expectations of its recipients. In the education sector, maintaining high service standards is
crucial, as students face numerous choices in an increasingly competitive academic
landscape?. Service quality has become a critical factor in customer-centric industries such
as healthcare; establishing a reputation for delivering excellent service & help

organisations in the service sector gain a competitive advantage and main ong-term
profitability. Its significance lies in its contribution to improvin &ey corporate
performance. Patients demand quality, so healthcare institutions &ﬂement a system
that will assist in meeting their expectations as healthcare s ers*. Service quality in
organizations cannot be under-emphasized because ou1ng service quality gives an
edge to the organization in the competitive mark t@l gives maximum growth. Service
quality is the extent to which the service pr meets the needs or expectations of the
customers. Service quality involves.de éthe specifications and standards necessary to
satisfy customer needs. Its core enxﬁg\s lies in fulfilling the expectations of both customers
and service recipients. The da& of alignment between what customers anticipate and what
they perceive determine e consistency of service quality; thus, when educational

institutions su(e( address customer requirements, the service is regarded as high-
sely.

quality. CO\@

qual@;qmars and researchers have offered varied interpretations of service quality;

, failure to meet these expectations results in a perception of poor service

however, most definitions converge on the principle that customer expectations must be met

to ensure service effectiveness®¢-7:8:2:10,

Service quality requires specifically impulse control and problem-solving skills. Impulse

control refers to the capacity to resist or postpone urges or temptations to act. It involves
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managing aggressive tendencies; remaining composed; and regulating behaviours such as
hostility, recklessness, and aggression. Difficulties with impulse control often present as low
tolerance for frustration; impulsive reactions; poor anger regulation; abusive conduct; loss
of self-restraint; and sudden, erratic behaviour. On the other hand, the adaptability factor of
Emotional Intelligence governs the ability to effectively solve problems of persqnal and
interpersonal nature. Problem solving regarding service quality involves Q%ﬂy to
identify and define problems as well as to generate and implement po nt'Qy effective
solutions. It is multiphasic in nature and includes the ability to ’%gh the following
problem-solving processes; sensing a problem and feeling ¢ éls well as motivated to
deal with it effectively, defining and formulating the pr as clearly as possible, which
necessitates gathering relevant information, gene%% s many solutions as possible in the

situation and choosing the best course of ac@

N

This study adopted SERVQUAL the\ =\ Service quality reflects the gap between what
consumers expect and what th%@caally experience. The SERVQUAL model is widely
applied to assess and com .\‘%udents’ expectations prior to receiving a service with their
perceptions afterwar Q also commonly used to evaluate service quality across various
domains, inclu@uealthcme sector. In its initial development, the SERVQUAL model
included @nensions: reliability, competence, tangibles, responsiveness, communication,
couﬁﬁé/ggecurity, credibility, customer understanding, and access. Over time, these were
streamlined into five core dimensions: tangibility, reliability, awareness, empathy, and

responsiveness.'?.

Tangibles encompass the organisation’s personnel, physical infrastructure, equipment,

materials, and communication tools. In addition, the condition of the physical environment
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serves as a visible reflection of the provider’s attention to detail and commitment to quality.
Tangibles are recognised as the physical indicators of service delivery; more precisely, they
include the appearance of facilities, tools, staff, and written documents'®. Within the context
of this study, tangibles refer to the amenities and services offered by educational institution
proprietors, as perceived and experienced by their clientele. Reliability involves resolving
customer service issues, delivering services correctly the first time, being %’ and
maintaining an error-free record. It is considered the most crucial aspect pf traditional
service. Reliability also includes fulfilling orders accurately, @ g" precise records,
providing correct quotes, issuing accurate bills, producing r % surpass commissions,
and honoring service commitments. Additionally, reliy is highlighted as the most
important factor in banking services. This view 8§ orted by findings from a scholar’s

research, which emphasizes its central role

\

Service quality has drawn signific: ntion across the healthcare sector, involving

patients, their families, clinical ssionals, and administrative staff in teaching hospitals.
[ ]

It reflects the overall @ of services; from secretaries to medical and administrative

personnel, as experi by patients and their relatives. Importantly, service quality is

judged not onwthe final outcomes but also by how care is delivered throughout the

process. ely links to both staff and patient satisfaction, and plays a key role in the

effe&bwless of emotional intelligence and information management strategies'>.

Service-based organizations view quality of service as a key part of their economic strategy.
By focusing on service quality, they can enhance satisfaction among patients and staff,
improve overall service standards, and sustain a steady edge over competitors'®.

Organizations in the service industry see service quality as a vital part of their economic
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strategy. Prioritizing quality helps boost satisfaction for both patients and staff, raise service

standards, and maintain a consistent advantage over competing providers!”.

Secretaries are essential cogs in the healthcare machinery, as they provide support to the
medical, academic, and administrative staff, enabling them to focus on their primary duties
of healthcare delivery, education, and research. Service quality by secretaries ifi<teaching
hospitals revolves around their pivotal role in ensuring the seaml cution of
administrative, organizational, and communication tasks. Secretariesin, teaching hospitals
are responsible for maintaining patient records, scheduli intments, handling

correspondence, and managing documentation. Their ¢ i% y in these tasks directly

impacts the overall service quality within the hospitangc ate documentation ensures that

medical practitioners have access to essential information, which is critical for

providing quality care!'®, ®

Service quality for secretaries in te;\ﬁ% hospitals is deeply intertwined with their ability to
facilitate smooth operations, @Jre effective communication, and support both clinical and
academic activities. Tl@%ﬁbutions, while often behind the scenes, are indispensable to
the overall eff@uality, and reputation of the hospital. There has been a remarkable
change in way disseminating information in the last few years. People have also
acc at%(Qemanded globally quality service delivery from health institutions. Teaching
Hospitals have to redefine their corporate image to that emphasizes service quality since it
provides many advantages to the society such as allowing the society to differentiate itself
from its competitors by increasing access to health information and health care facilities,

providing health care services for patients, improving clinical and non-clinical staffs’
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relations and thus enhancing the corporate image, reliability, responsiveness, credibility and

communication results in the satisfaction patients and staff, thus reducing turnover rate'®.

Quality service delivery has long served as a strategic tool that helps healthcare institutions
stand out in a competitive environment and is widely recognized as a key driver of service
competitiveness?. In everyday terms, Service quality refers to the degree of ex%lce of
service performance and is viewed that service quality is subjective. From t@pective,
numerous scholars have described service quality as an attitudinal c&gd/that emerges
from comparing customer expectations with the actual per ce of the service
delivered®'. One widely recognised model is SERVQUAL, is based on the gap theory;
specifically, the difference between perceived and ex@i service. Key dimensions of
service quality include satisfaction, tangib@ reliability, assurance, efficiency,
responsiveness, and empathy. Despite its \@%ad use, the SERVQUAL model has faced
criticism from researchers who questio\Q\practical relevance; concerns include the timing
of measurement; whether beforeéi\g?er service delivery; and the reliance on a subtractive
gap (P-E) to assess qual&\$ response, the SERVPERF scale was introduced, which
excludes expectations, (Ey«#and instead evaluates service delivery based solely on students’
perceptions o(p/% ance'>. However, the universal applicability and reliability of
standardi les remain debatable, as they may vary across local manufacturing contexts
andx{&from academic environments. This study aims to address a gap in service delivery
literature by examining the dimensions of students’ perceived service standards and their
connection to student satisfaction, as explored in the subsequent hypothesis development
section. Quality must be embedded in every aspect of service delivery; thus, service quality

is defined as the discrepancy between anticipated service performance and the actual
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outcome. It reflects the degree to which a service meets students’ expectations®* and often
shapes their overall impression of a product or service. A concise overview of these

dimensions follows.

Tangibles are those things which have a physical existence and can be seen and touched. In
context of service quality, tangibles can be referred to as Information and Comm%ations
Technology (ICT) equipment, physical facilities and their appearance (amblighting,
air-conditioning, seating arrangement); and lastly but not least, tl@ i€es providing
personnel of the organization. Reliability means the ability of a s provider to provide
the committed services truthfully and consistently. The hosanagement want trustable
services on which they can rely. Assurance is develo &r the level of knowledge and
courtesy displayed by the secretaries in renderingg@rvices and their ability to instil trust
and confidence in them. Empathy means t@e of the patients and other staff members
of the hospital by giving attention at.i&&ual level to them. It involves giving ears to their

problems and effectively address%ﬁ@ir concerns and demands?.

The findings showed t @ dimensions of service quality, like environment quality,
delivery quality .aq&fcome quality play a fundamental role in measuring overall service

N\

quality me u&yﬂ%w. Numerous studies have explored service quality; various theories
and mo&é&/e been introduced to address this issue and emphasise the significance of
impﬁh!ntation and the diverse dimensions involved®**. Although multiple definitions and
metrics exist, there is no universal consensus on a single definition. One refined
interpretation describes service quality as the overall assessment of a particular service
provider, based on comparing its actual performance with students’ general expectations
regarding how industry stakeholders should operate. For example, users will use the name
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of an organization, the reliability of the organisation, organisation guarantees, organisation

and physical facilities in selecting the services?.

Service quality has been recognized as having the potential to deliver strategic whilst also
enhancing operational efficiency and profitability. A user’s perception of service quality is
shaped by comparing their expectations; such as anticipated offerings from a comp,&y; with
their actual experience and impressions of the delivered service'?. Online Qes, or e-
services, are distinctly different from traditional ones due to their del@y&d the Internet.
These services rely on data initially gathered from users; throu stis, providers can
tailor offerings to meet current demand and deliver persona@ experiences'>?. The rapid
development of information technology, online servig e already contributed to some
changes in habits and people’s everyday lives. T advantage of online services is not
only the fact that their role is crucial fo&@%&ful information dissemination, from the
perspective of service providers, bu\ that providing high quality services enables

interaction in terms of informatiQ’ffo?rz“.
. A

Comprehension of the onlj rvice concept should help better understanding of the quality
of online service.s.@uality of e-services is an overall assessment of the service provided
on the virtual chry\et from the perspective of the user?. Quality of e-service is a degree to
which Q ite can promote the whole process of online information handling and
man%bment, including efficient and effective storage and retrieval. The competitive
advantage is one of the major advantages that quality online service can provide through e-
information®®. In conclusion, e-service quality holds significant potential for advancing
information strategies and enhancing both efficiency and profitability. Its relevance has
grown considerably in the digital age; as online services become more widespread, the need
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to establish reliable scales for evaluating e-service quality intensifies?”. Numerous studies
have aimed to define such scales to improve electronic information systems. These
assessment tools generally fall into two main categories, shaped by the focus and direction

of the research: website design quality and electronic service quality?®.

Service quality is not merely about meeting expectations; it is about consistently %eding
them in ways that foster trust and loyalty. In today’s competitive landsca 1zat10ns
are increasingly judged by the experiences they deliver, not just the iv(s or services
they offer. This makes service quality a strategic imperative. It en ses responsiveness,
reliability, empathy, and assurance, all of which contribu@ customer satisfaction and
retention. As service environments evolve, especially ir@caﬁon and public institutions,
the ability to deliver quality service becomes a de@% factor in institutional credibility and
long-term success. \be
Q

2.1.2 Information Handling Ca&gg\l

Information handling capabll\b\ls designed to promote the structured and efficient use of
data within organisati(mbts purpose is to enhance the processes of acquiring, generating,
storing, and uti ’si®ormation to improve service delivery; strengthen competitiveness;
and increas€ ‘adaptability to evolving conditions in the healthcare sector. This capability
play\%pntral role in establishing, sustaining, and refining information management
systems. Ideally, it should lead to the development of a streamlined framework for managing
organisational data. To conceptualise information handling capability based on the required

functions, it is necessary to examine the principles of an information system. Information

handling involves the systematic collection of data; organised according to students’ needs;
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and used to support management and control functions that contribute; at least partially; to
informed decision-making and the execution of academic responsibilities in alignment with

institutional strategy?®-3%-31,

Building upon the previously outlined definitions and acknowledging the varying levels of
abstraction required when dealing with information rather than raw data; as is t§ e with
information handling and its technological dimension; it is proposed effective
information handling system should be capable of performing sé&ial ey functions:
identifying and classifying information; validating and assessi able data; capturing
valuable content and storing it within a centralised rep @ establishing policies that
encourage and reward the processing and dissemimation of information to students;
deploying systems for information retrieval; an@%reating mechanisms for distributing
information across the university?2. Addﬁ@ capabilities emerge from examining the
information life cycle. A basic eduedtiontal model includes three interconnected stages:
identifying necessary data; a&@ that data; and integrating and interpreting it. These
.
stages are not strictly li @d may recur as needed'*3*. More recently, the life cycle has
been described. t%h the processes of scanning, recognising, and interpreting
information>. @ technology plays a vital role in enabling these functions, organisational
structure policy frameworks are equally essential for their success. Information
techMy has undoubtedly expanded the scope of information handling; however, it
represents only one facet of the broader capability and is often the easiest to implement®.
Explicit recognition of organisational policies concerning information and its strategic

management remains a complex and time-intensive challenge. Achieving effective
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information handling typically demands both organisational and cultural transformation;

managerial intent alone is insufficient.

The transformative potential of information technology explains why many large-scale

projects fail when technological implementation is not accompanied by meaningful

organisational change®*’. When new systems are introduced without correspondi
practice, productivity losses may occur without delivering tangible bene s ormation
handling capability encompasses people, technology, market& strategies, and
methodologies for gathering data from internal and external sou rocesses this data to
support academic decision-making. The concept itself i ew; only its computerised
form is. Prior to digital systems, information handlin(gc iques were already in place to
provide managers with the insights needed for 1& and operational control. Computers
have added dimensions such as speed, @sion, and data volume, enabling broader
consideration of alternatives during d@—making”. Information handling is an integrated
system composed of interreb&@\omponents working toward a specific goal. It is a
computer-based frame |®2t supports decision-making in planning, organising, and
managing organisg&l subsystems; it also fosters synergy within the institution*. The
system’s co p@ include: hardware for input, output, and data storage; software for data
processin hardware instruction; databases that serve as automated repositories for
orga}fszional data; and procedural documentation that outlines the structure and operation

of the information handling system.

Several factors drive the development of information handling capability; for instance,

technological advancements across industries have made it essential for modern secretaries
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to access large volumes of selective information to support complex tasks and decision-
making*'. As product lifecycles continue to shorten, secretaries face the challenge of
designing offerings with extended relevance; managers must stay informed about the
variables influencing organisational products and services, making information handling
systems vital to this process*?. The vast availability of data has led secretaries to in&asingly

depend on management information systems to navigate the growianormation

landscape*. ’\( )
These systems provide access to relevant, accurate, and ti@a, which enhances

decision-making; they also support automation and int research and management
science techniques, such as probability theory. Institutions ¢an leverage their computational
capabilities; including processing and storage; @’Qtimise these systems**. Given this
importance, organisations should install aﬁ@rade their information handling systems to
support secretaries in managerial de@uaking and administrative functions*. To better
understand the scope and pgrﬁ@s information handling capability, each component must
be defined individuallys @tarial staff are now responsible for planning, organising,
initiating, and co.ngrq\l%g operations; they set goals and strategies, determine the best course
of action, 01@(5 into coherent units, delegate authority, and monitor performance to
prevent d ons from standards*. Decision-making underpins each of these processes; the
role\oﬂﬂ'lformation handling is to facilitate decisions that guide planning, organising, and
controlling institutional functions to achieve defined objectives. It is essential to distinguish

between data and information.
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Data are raw facts and figures not currently used in decision-making; they are often drawn
from historical records and stored without immediate intent for retrieval*’. Information, on
the other hand, consists of data that have been retrieved, processed, or applied for reasoning,
forecasting, or decision-making within a business context. It represents knowledge derived
from facts, structured to reduce uncertainty and support effective system func@ng. A
system is a collection of interconnected elements working toward a sh ngal“s; a
subsystem is a component of a larger system, such as divisions, depart en&ol units within
an organisation. The system-based view of information handli ;‘Kaaility focuses on
optimising organisational output by linking operational s@s s through information
exchange. This concept has evolved over the past two @ree decades and is known by
various names, including Information System,g@uion and Decision System, and
computer-based Decision System. Info '5615 the lifeblood of any organisation,
especially within system-oriented map kﬂt”. An information handling system can be

defined as knowledge acquired th@ communication, investigation, or study; it delivers

timely, relevant, and well-sﬁ@red information to managers, enhancing understanding and

prompting action. QQ
Q)

Information h@g capability is an organized method of providing past, present and

projectio
o

the p\mﬂing, control and operational functions of an organization by furnishing uniform

rmation relating to internal operations and externals intelligence. It supports

information in proper time frame to help the process of decision-making>’. Information
handling capability is generally defined as an integrated user-machine system for providing
information to support operations, management and decision-making functions in an

organization. The system utilizes computer hardware and software, manual procedure,
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models for analysis. Information is viewed as a resource much like land, labour and capital.
It must be obtained, processed, stored, manipulated and analysed, distributed etc. An
organization with a well-defined information system will generally have a competitive

advantage over organization with poor information handling capability>!.

The information handing capability is defined as a system which provides i ation
support for decision-making in the organization. The information handling @ 15 defined
as an integrated system of man and machine for providing the inforf&{ion to support the
operations, the management and the decision-making functiongd organization®?. The

D

organization evolved for the purpose of providing inf@at on to students. The information

information handling system is defined as a system on the database of the

handling capability is defined as a computer—ba@formation system. Though there are
several definitions all of them converge B@single point, i.e. the information handling
capability is a system that support th ion-making function of the organization®3. The
difference lies in defining .the éﬁents of information handling capability. However, in
today’s world, the info @' handling capability is a computerized business processing
system generatings'\‘ rmation for the people in the organization to meet the information

needs for d cis@aking to achieve the corporate objective of the organization.

Info@andling capability refers to a computer-based system designed to offer fast and
flexible access to accurate data. Among these systems, the Polytechnic information system;
concerned with planning, operations, and enterprise control; is particularly significant. In
educational institutions, this capability typically involves large-scale, sophisticated,

structured, and continuously evolving systems with substantial commercial value3®-**.
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Organisations often employ programmers and system analysts to develop various
management information systems; consequently, educating these professionals, along with
general managers, on the subject of information handling systems has become increasingly
important. Information handling capability comprises computer-based systems and
procedures that assist non-academic staff in routine tasks such as data processing,\storage,
and retrieval®®. Secretaries are responsible for providing information to patie ical and
non-clinical staff, and the broader hospital community; their role is tc;i% at business

objectives are met efficiently®. Since decision-making occurs at u
=

lic teaching hospitals.

vels, information
handling capability must support all tiers of management withi

Information only becomes valuable when it serves as a@ or management; otherwise, it
holds little utility. 2 er

The dimensions of information managem ’Qeﬁned by the functions it encompasses®’;

these include collecting, processings @ing, storing, accessing, identifying information

needs, and distributing data. Th&ctions are interconnected and often integrated into a

single routine or system .\Q%ugh each has its own distinct purpose and objective.

Secretaries in public eagyg hospitals rely on information from both internal and external
S\

sources to mal@}gl\!

limitation;bé\gathering external data; however, they have greater capacity to manage

s. While both types of information are essential, organisations face

inteﬁs&“ormation. The computerisation of routine tasks leads to data accumulation; either
intentionally or as a by-product of other processes. More advanced computerised systems
result in increased data recording®®; this, in turn, enhances the sophistication of database
records and data analysis. Hospitals with advanced information management practices

typically integrate data from all functional areas into a unified system.
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The need for a shared database across the institution has driven the adoption of resource
planning systems. Implementing these systems often requires business process re-
engineering and significantly impacts organisational activities; therefore, institutions must
cultivate a culture that embraces change®. To successfully execute these transformations,
public teaching hospitals must possess specific information technology cap&ties“’.
Competitive intelligence and monitoring systems are generally built on wid Qd use of

information technology and can be easily adapted to existing institutio%&tequm.

Following the initial acquisition of information, organisations m@e and adapt the data
to ensure reliability; tailor it to their specific context; a ance its interpretability by
integrating and condensing disparate elements®>. OftquQe itial data collected is basic and
requires processing to transform it into meani&nformation and uphold its quality.
Aligning information-processing capabiliﬁ@ith organisational demands is essential for
producing high-quality outcomes; th%'g lves contextualising, categorising, calculating,
correcting, and condensing dat&fénce processed, information must be codified and stored
.
for future use. Codificati @Jres that data is easily retrievable and usable when needed®;
however, the way i ation is stored and categorised can influence future accessibility®’.

Thus, codifiingst}\ting, and retrieving information are interconnected functions.

Desi\wj&ng access to accurate data for decision-making, organisations may face

obstacles in acquiring and utilising this information. Access involves both technological and
organisational dimensions. Technologically, firms must be able to retrieve information
quickly across geographic boundaries, provided users are authorised. However, individual

competencies and preferences in locating and processing data can limit the use of even the
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most advanced systems; training and motivation are crucial in overcoming these
limitations®®. Identifying information needs is closely tied to organisational routines and
culture. In traditional hierarchical structures, organisational charts can help determine each
employee’s data requirements. In contrast, knowledge-driven organisations often involve
employees in complex tasks where access to information beyond their immediat&cope is
valuable. Without established behavioural norms and a culture of sharing h of the
accumulated knowledge may be lost, diminishing the quality of work®’. The final dimension
involves distributing information to those who require it. Distributic@in erently linked to
identifying information needs; understanding these needs gui ﬁmta acquisition, thereby
completing the information life cycle®®. While techy facilitates distribution, its

effectiveness depends on human and cultural fact sbe

A sharing culture must be cultivated so t\{@levant information reaches not only direct
recipients but also other members of @ganisation”. In many cases, information requires
subjective and social interpret&@} its meaning and value are shaped by organisational
.
culture and collective e \ perceptions™. The role of an information system within an
organisation is %n@us to the heart in the human body. Information acts as the blood,
while man ex@functions as the heart. Just as the heart circulates purified blood to all
body pa luding the brain; and adjusts its output based on demand, the information
systémﬁollects, processes, and distributes data to various organisational units”. It is
designed to meet the informational needs of individuals, teams, and management at all
levels™>. Key functions of a management information system include satisfying diverse
requirements through tools such as query systems, analytical models, and decision support

systems.
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It supports strategic planning, management control, operational oversight, and transaction
processing. For clerical staff, it facilitates transaction handling and provides access to
records and documentation”. Junior managers benefit from operational data for planning,
scheduling, and corrective decision-making. Middle management uses it for short-term
planning, goal setting, and business function control, supported by planning ar&on‘trol
tools. At the top level, information handling capability aids in strategic ng, goal
formulation, and business plan execution. Overall, the management in%@ ion system
plays a pivotal role in generating insights, facilitating communi@e tifying problems,

and supporting decision-making across the organisation’. O

Q

Information handling capability plays a vital rol({l organisational performance; it
influences operations, productivity, and overall e@’geness. Its impact is most evident in
management functions, where it enhances E@ncy through structured support. Monitoring
and tracking functional goals become streamlined; secretaries are kept informed about
progress, achievements, and gw@\performance. Timely alerts about emerging trends help
.
secretaries anticipate d e@ents and make proactive decisions. A disciplined reporting
system fosters a s,t{‘*lred database and shared knowledge base across the organisation;
informatio is@én‘[ed in a format that allows immediate use through blending and

analysisQ/ valuable time.

Additionally, information systems enhance organisational understanding by defining data,
entities, and attributes; they rely on a shared dictionary that standardises terminology,
promoting clarity in communication and consistent interpretation of events”. These systems

require the formalisation of business operations for effective design; while this may
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complicate system architecture, it introduces discipline and professionalism into
administrative processes. The goals of the information system align with organisational
objectives; by delivering relevant data, it helps unify the organisation toward its strategic
aims. Computer tools empower secretaries to apply techniques that would be impractical
manually; ready-made software simplifies these tasks and enhances managerial perﬂ&nance.
Decision-making capabilities are significantly improved, and an information; n culture
emerges within the health system’. All managerial functions rely {ﬂ%smn-making;

rational decisions require timely, reliable information, which is %@

rough structured

methods of data collection, processing, and disseminat@ is approach is widely
recognised as an information system. In today’s complemess and financial landscape,
organisations must implement well-planned, ana s%%d maintained systems to support
fast and informed decisions. Informatior\%@mg capability has become increasingly
critical due to two major challenge.s: %}iberalisation and globalisation demand rapid
decision-making to remain comg{' ; second, the exponential growth of information
requires managers to proces’sv\v&%ata volumes to avoid costly errors. These pressures make
information handling \%b?lity indispensable; often considered the nerve centre of an

organisation. @ems support decision-makers at every stage, helping institutions

achieve the@a s77,

Con}q%y, poorly designed or maintained systems may produce inaccurate, outdated, or
irrelevant information, which can be detrimental. Organisations cannot thrive without robust
information handling capability; even small firms can compete effectively by leveraging
these systems to overcome scale disadvantages. After acquiring data, organisations must

refine it to ensure reliability; adapt it to their context; and enhance its interpretability by
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integrating and condensing disparate elements. Initial data often requires processing to
become useful information; aligning processing capacity with organisational needs is

essential for quality outcomes’.

This involves contextualising, categorising, calculating, correcting, and condensing data’™.
Once processed, information must be codified and stored for future use; codiﬁcati%sures
easy retrieval®®. However, storage methods influence future access™; t@ difying,
depositing, and retrieving data are interrelated. Despite having accur&%gﬁ,/organisations
may face barriers to access and use. Access involves both techno | infrastructure and
organisational design. Technologically, firms must enapid data retrieval across
locations for authorised users; however, individual skil &references may limit effective
use of advanced systems. Training and motivati%% essential®. Identifying information
needs depends on organisational rouﬁ@rgld culture. In traditional hierarchies,
organisational charts help detew@data requirements; in knowledge-intensive
environments, employees often%& information beyond their immediate roles. Without
.
established sharing prac i@uable knowledge may be lost, diminishing work quality®'.
The final dimensior§1 ormation distribution; it is closely tied to identifying needs and
guides data ac@s}ﬁon, completing the information life cycle®. While technology facilitates
distributiquman and cultural factors determine its effectiveness. A culture of sharing
ens&%%at relevant data reaches both direct users and others within the organisation®?. In
many cases, information requires subjective interpretation; its meaning and value are shaped

by organisational culture and collective employee perceptions®.
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Management information systems serve multiple critical functions within organisations;
they address diverse needs through various subsystems such as query tools, analytical
platforms, modelling frameworks, and decision support systems. These systems facilitate
strategic planning; management oversight; operational control; and transaction processing.
Clerical staff benefit from streamlined transaction handling and quick acces& data
regarding record status and document references®. Junior managers use operati data for
planning, scheduling, and corrective decision-making. Middle manageme tgies on these
systems for short-term planning, goal setting, and business functi@n ol; supported by
planning and control tools. At the executive level, informatﬂghﬁng capability supports
strategic planning, goal formulation, and business pla@cution“. Overall, the system
plays a vital role in generating information; enabk @munication; identifying problems;
and supporting decision-making across all | of management®”. Information handling
capability significantly influences (.)r%\‘%)nal performance; it enhances efficiency by
supporting management function\®cking and monitoring progress against functional
targets becomes easier®®; §Q®arles are kept informed about achievements, gaps, and
emerging trends. This %@%forecasting and long-term planning; secretaries are prompted
to take action %@nticipated situations arise®. A well-designed system focused on
secretarial &es improves managerial effectiveness. In today’s complex business
env@ organisations must implement well-planned, analysed, and maintained systems

to ensure timely and reliable decision-making.

The importance of information handling capability has grown due to two major challenges:
first, globalisation demands rapid decision-making to remain competitive; second, the

exponential growth of information requires managers to process large volumes of data to
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avoid costly errors®. Several reasons underscore the need for robust information handling
systems. These systems help control the creation and expansion of records; despite digital
alternatives, paper usage continues to rise. Effective records management addresses both
creation and retention; disposing of obsolete records and archiving inactive ones; thereby
stabilising record growth across formats. They also reduce operational costs; maintaining
records requires space, equipment, and staff. Storing inactive records in dedi %res is
more cost-effective than office storage®!. Organisations without structured kecords programs

can save on space and staffing by implementing such systerns.c and productivity
oduc

also improve; time spent searching for misplaced records is @ tive.

A well-managed document system enhances retriev@% and office performance. An
effective filing system with a reliable index en&uick access to needed information.
Moreover, a well-run information system b\\@les a strategic asset; it allows organisations
to assess their information usage and }\ﬁg provements that maximise business outcomes®>.
These systems also enable E)ri@ons to adopt new technologies and benefit from them.
Investments in digital 1 @ture; whether financial or operational; do not resolve filing
issues unless e).(i ting manual systems are reviewed and updated before automation.
Regulatory o@ice is another key benefit. In countries like China, where record-keeping
laws are lex and stringent, organisations face challenges in locating and applying
regWs. A well-functioning information handling system ensures compliance by
managing legal requirements and coordinating with authorities. Failure to comply can result

in severe penalties or legal consequences®.
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Organisations adopt information systems and structured programs to mitigate risks related to
litigation and regulatory penalties; this applies equally to government institutions. For
instance, a consistently implemented records management system can reduce liabilities
associated with document disposal by ensuring routine and systematic handling as part of
regular operations. Safeguarding vital information is essential; every organisation&alic or
private; requires a comprehensive strategy to protect critical records fro asters or
unforeseen events. When integrated into a robust information system, vi al& programs
help preserve the confidentiality and integrity of essential data a ided by a formal
protection plan. This is particularly relevant for financial re &ere resource planning
systems are increasingly deployed in large enterprises@ today’s competitive business
landscape, the manager who accesses relevant da % often gains an advantage; either by

making quicker decisions or by making m%@rmed ones. A well-designed information
handling system ensures that managers %&cutives receive timely and relevant data.
N

Enterprise-wide file organiiati&@\cguding indexing and retrieval capabilities, allows for
swift access to pertinent 'n@hation for both immediate decisions and long-term planning.
Similarly, imple.rwg a comprehensive resource planning system that encompasses
financial and @onal processes offers a strategic edge over manual systems. Preserving
corporat ory is another critical function; an organisation’s records and financial data
reprétm its institutional knowledge; an invaluable resource often overlooked. Daily
operations generate records that may later serve as reference points for future decisions and
strategic planning. Promoting professionalism in business operations is also vital; a

disorganised office environment, with files and documents scattered across cabinets and

boxes, creates a negative impression. The perception of customers and staff morale; though
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difficult to quantify; can be significantly improved through a well-maintained information

handling system®.

The emergence of intranet in office environment date back to 1994 when it becomes
necessary to boost information handling capability of employees to facilitate teamwork that
will advance information overload of office workers for improved productivity. etisa
private network that is contained within an enterprise. She further explain @i consists
of many interlinked local area networks which uses leased lines in the&{e area network. In
the context of this definition, it is a collection of compu% ork using internet
technology to receive, record, manipulate, process, inte end and retrieve data and
information. In essence the intranet is nothing m&t an a small chunk of internet
capabilities, a hook up of all computers in a co& to allow for the speedy delivery of
messages and other information on a C(@? Intranet is a private analogue of the
internet or as a private extension of th@bwt confined to an organization. It is an ICT tool
that provide secretaries with a élatform for information management — quick means of
.

finding, assessing, proc@@ecording and communicating®’.

The central foou YNO allow sharing organization information and resources among
employees.&r h this medium secretary are able to deal with lots of correspondence
regardi%’bppointments, unit meetings, interviews, conferences, superior itinerary,
domh{ltation, memo, reports, as well as proposals, these tasks can be accomplished
effortlessly, timely with a click on the mouse and without having to leave the office. With
constant changes taking place in work environment due to technological advancement

driven by information overload of today’s business world, quick communication among

office workers, superiors, managers, supervisors, technicians, junior staff, within and outside
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offices becomes imperative, hence, performance which is reflected in the quality of
employees’ outcome determined by amount of interactions with other staff could be enhance
through appropriate utilization of office technology (intranet), this will generate accurate,
prompt information for efficient and effective job performance of office workers. The duty
of secretaries is to provide information for both staff (clinical and non-clinical staff) and
patients in the healthcare institution. It should help in such a way that the hospital’goals are
achieved in the most efficient manner®®. Since the decision-making is ngt restricted to a
particular level, the information handling capability is expected to all the levels of
the management in conducting the healthcare operationslUnless the information may
become a management aid, it is not useful to the organie define the dimensions of
information management by building on the func'&(@ which information management is
O
N
These functions encompass activitie&q%{‘ as collecting, processing, codifying, storing,

N

accessing, identifying informat@%eds, and distributing data. These dimensions are
[ ]

divided®®.

interconnected; often, multj nctions are carried out within a single routine or embedded

in one integrated §t6 ¢ However, each function maintains its distinct purpose and
0

definition. Str@

control; i ires comprehensive, synthesised data that is forward-looking and sourced

trol demands a different type of information than operative or tacit

frmﬁ*& internal and external environments. Consequently, information handling systems
must be equipped to gather data from external sources. Competitive intelligence and
monitoring systems typically rely on widespread information technology applications; they

are designed to integrate seamlessly with existing institutional systems®.
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Information handling capability refers to how effectively individuals and organizations
manage, process, and utilize data to support decision-making and service delivery. In
modern institutions, especially those reliant on administrative efficiency, the ability to
retrieve, interpret, and apply information accurately is critical. Poor information handling
can lead to delays, errors, and reduced client satisfaction. Conversely, strong cape&ies in
this area enhance transparency, accountability, and responsiveness. As di ststems
become more integrated into service workflows, the demand for proieé@ with robust

P

information management skills continues to grow.

2.1.3. Emotional Intelligence

Doctoral researchers have attempted to measure gﬁg\ar industry’s managers’ Emotional
Intelligence quotients. Some of the various in(&%‘bs that tested their personnel for some
components of Emotional Intelligence vx}ﬁound in global oil, non-profit foundation, and
education!?. The importance of rgé%dzmg Emotional Intelligence seems to have entered
the health administration ﬁeld&ell. A recent tool was developed for early careerists in
health care administra%%at included, as one of the domains, interpersonal intelligence
and Emotional h?\@fncem. Experts are urging hospitals and health care systems to
deepen em%&’mtelligence in how they connect in their relationships with physicians to
gain st@ partnerships and improve cost effectiveness. Yet, there is no evidence that this
is occurring. Infact, health care has not embraced Emotional Intelligence. Many secretaries
in public teaching hospitals may struggle to see the need for improving their interpersonal

skills, unaware that much of what they do each day already draws on key elements of

Emotional Intelligence!>.
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that helping people build their Emotional Intelligence could be a powerful way for
employers to lower staff turnover, boost job satisfaction, and raise overall performance. It is
therefore plausible that helping people build their Emotional Intelligence level is one viable
way for employers to decrease employee turnover, improve job satisfaction, and increase
performance. Leaders aiming to help employees grow in self-awareness, self;control,
empathy, and communication have found that Emotional Intelligence can b %gt ened
through training, honest feedback, open conversations, adaptability, an s@ve critique
across the team. Since EI has shown it can boost valuable soci ’g\s and workplace

abilities, it’s become a useful way to explore how nursing hc@ ers design and apply EI

programs to lower staff turnover, raise job satisfaction, @mprove teamwork and overall
performance'%, 2 er

The advantages of Emotional Intelligence @eyond healthcare professionals to include
the residents and patients receiving.@mong older adults, Emotional Intelligence has
been linked to life satisfaction Q’&f'p?ychological resilience; these concepts are central to
gerontology, the disciplinef@ed on aging. Researchers in this field come from diverse
backgrounds includixgal sciences, psychology, physiology, policy, and public health.

Studies have @

Intelligen;& ills contribute to constructive reasoning and behavioural responses that

improvements in life satisfaction and adaptability. Emotional

sup[%&ustment during the aging process. These contributions are especially valuable in
enhancing the quality of life for elderly individuals, particularly in light of increasing life

expectancy'®.

Mindfulness meditation is both a mindset and a technique aimed at reducing personal
distress while fostering insight, compassion, and wisdom. In workplace settings,
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mindfulness interventions are designed to enhance decision-making; productivity;
interpersonal relationships; stress reduction; organisational dynamics; perspective-taking;
resilience; and self-care. This approach aligns closely with Emotional Intelligence,
particularly in recognising and embracing one’s emotions with empathy. Mindfulness has
been shown to encourage person-centred attitudes and foster a sense of communit{among
clinicians. Healthcare professionals can adopt practical strategies to e Qmmdful
leadership; these include deep listening and emotional self-awareness, bot :gich can be
cultivated through mindfulness practices. A common belief a s with Emotional
Intelligence is the notion that “you can’t teach old do %tlcks implying that
individuals resist change. However, a study 1nvolv1ng%:ut1ves around the age of 50
revealed a 66.5% increase in emotional profici c&@owmg a personality development
course, disproving that assumption'®®. While vioural change may not occur instantly,
consistent practice can lead to meanin knsformation Research indicates that genetics

significantly influence an individu{@}}wtlonal Intelligence levels!'®.

Emotional Intelhgence is %ﬁ:lal skill that enables individuals to regulate emotions

constructively and & effectively to environmental demands; this enhances
professional Qr%c&'é e and service delivery. In nursing, Emotional Intelligence

encompa th personal and social dimensions and plays a vital role in ethical and
empﬁ(hg{ clinical practice. Nurses with higher Emotional Intelligence report fewer
psychosomatic symptoms and emotional exhaustion; improved teamwork and collaboration;
greater job satisfaction; fewer unmet patient needs; and better emotional well-being'?’. The
term Emotional Intelligence combines two core concepts: emotion and intelligence.

Emotion refers to a structured mental response to events, shaped by cognitive disposition
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and expressed through facial, verbal, or written cues. Intelligence denotes an individual’s
capacity to act deliberately, reason logically, and function effectively within a given context.
Emotional Intelligence, therefore, is the ability to accurately identify, interpret, and manage
emotions; apply emotional insights; and pursue meaningful goals'®®. The relationship
between Emotional Quotient (EQ) and Intelligence Quotient (IQ) has been ewed in
various studies. While some correlations exist, they are generally weak, sug that EQ
and IQ are largely independent. Notably, some findings revealed small negative correlations,
particularly in areas like impulse control. Structural equation 1@1 ng showed both
positive and negative associations; for instance, impulse &social awareness, and
adaptability negatively predicted 1Q, whereas opt@-l, emotion regulation, and

assertiveness were positive predictors'®. 2 be

Emotional management and optimism m. ’ch performance in test-taking scenarios.
Unlike IQ scores, which are difﬁcLﬂ\\’ manipulate, EQ scores can be influenced by
impression management. This n@ecg)lain why individuals with lower 1Qs feel compelled
to boost their EQ. EQ ski@cally develop during adolescence; some highly intelligent
individuals may neg gese skills, resulting in lower EQ. Conversely, less intelligent
individuals mﬁ.},\%

Emotiona}b lligence Model outlines four key components: self-awareness; self-

ivate EQ to compensate for cognitive limitations''®. Goleman’s

man)ge%nt; social awareness; and relationship management; all of which impact service

quality'''.

Effective problem-solvers tend to be conscientious, disciplined, and methodical; they
approach challenges with determination and a desire to find solutions. Adaptability, a core
Emotional Intelligence skill, is essential for delivering quality service. It involves flexibility
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and problem-solving; the ability to navigate personal and interpersonal changes; and the
capacity to respond to shifting environments. Individuals with high adaptability are typically
realistic, perceptive, and capable of resolving everyday challenges''?. Success in this domain
requires understanding problems, devising solutions, and responding effectively to diverse
situations. Flexibility enables individuals to adapt to unfamiliar, unpredictable, and dynamic
conditions. Those who are flexible remain energetic and open-minded; th@ ust their

views when presented with new evidence and are receptive to diﬁ&jﬁpectives in

problem-solving' 3. @

Emotional intelligence (EI) is increasingly recognized as @re competency in service-
oriented roles. It involves the ability to understand an @age one’s emotions, as well as
those of others, to foster productive interactio%rb environments where interpersonal
communication is constant—such as edué\@’,gealthcare, and public administration; EI
helps professionals navigate stress,.\lm’bxe conflicts, and build rapport. High emotional
intelligence contributes to bettQ’ifegnwork, leadership, and customer engagement. As

[ ]
service expectations rise, @comes not just a personal asset but an organizational

advantage. *
2.2 Th rec,gg}Framework

2.2.1 UAL Theory

A service refers to a process made up of a sequence of intangible activities that typically
occur through interactions between customers and service personnel; physical assets; goods;
or systems belonging to the service provider. These activities are designed to address

customer needs. Service quality is viewed as a broad evaluation or attitude toward a specific
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service; it reflects the customer’s overall perception of the organisation’s competence and
the quality of its offerings. This concept is cognitive in nature and has generated extensive
discussion in academic literature due to the challenges in defining and measuring it; no
universal agreement has been reached on its meaning''*. The most widely accepted
definition of service quality is the degree to which a service meets customer expectations. It
can also be described as the gap between expected and perceived &Nhen
expectations exceed actual performance, perceived quality falls sthresulting in
dissatisfaction. A service quality framework proposes five key di@i s for evaluating
perceived service quality: tangibles; reliability; responsive@@pathy; and assurance.
Tangibles refer to the organisation’s representatives; @wal infrastructure; materials;
equipment; and communication tools. The physi %Q\/lronment reflects the attention to
detail and care provided by the service %%r Tangibles are considered the visible
evidence of service delivery; they .inc e the appearance of facilities, tools, staff, and
documentation'’®. In this study, t@s represent the amenities and services offered by
educational institutions as pt@wed by their clients. Reliability involves resolving customer
issues; delivering ser@%nectly on the first attempt; maintaining punctuality; and
ensuring error 'e@ations. It is regarded as the most critical element in traditional
service sett@gﬁeliability includes accurate order processing; precise record-keeping;
corr%@ ; and fulfilling service commitments. It is defined as the capacity to deliver

promised services consistently and accurately'®.

Responsiveness is described as the willingness to assist customers and provide timely
service. It encompasses speed and efficiency in service delivery; the ability to respond

quickly to customer inquiries; and minimising wait times. Responsiveness also includes
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understanding customer needs; offering convenient service hours; providing personalised
attention; and ensuring customer safety. Empathy involves offering compassionate and
individualised care to clients. It includes recognising customer needs; offering support
during business hours; and creating a welcoming environment. Research in private banking
has shown that empathy includes approachability; sensitivity; and efforts to 1Kerstand
client preferences. It is also defined as the ability to make customers feel valu icularly
through staff interactions''”. The SERVQUAL model suggests that cus m&r)a isfaction is
influenced by the extent and direction of the gap between t ions and actual
experiences. Assurance encompasses all verbal and writte ﬁnicaﬁon between staff
and customers that fosters trust and confidence. It inclu(@) iteness; professionalism; and
employee expertise. High levels of assurance m@m positively to service quality in
business environments. Therefore, quality,servide requires courteous and knowledgeable

staff who can offer sound advice and pro@asy access to account information''®.

N

The SERVQUAL model remainé@cgof the most widely used frameworks for evaluating
service quality. It identifié%e key dimensions—tangibles, reliability, responsiveness,
assurance, and emp &that shape customer perceptions. What makes SERVQUAL
particularly u@ ts adaptability across sectors, from banking to education. By
comparin Qected service with perceived service, organizations can pinpoint gaps and
imp@ targeted improvements. This theory provides a structured lens for assessing how
well services align with client needs and expectations, making it a valuable tool for

continuous quality enhancement.

SERVQUAL is a multidimensional tool used to assess service quality by comparing
customer expectations and perceptions across five dimensions. It is widely applied in the

53



healthcare sector to evaluate service delivery. The model measures perceived service quality
by analysing the differences between what customers expect and what they experience. By
applying the SERVQUAL model, hospitals can evaluate secretary performance, identify
gaps, and implement training programs to improve communication, professionalism, and
efficiency. This structured approach ensures that secretaries continue to contribute positively
to hospital operations while fostering a supportive and well-functioning envir ﬁa The
SERVQUAL model applies to this study by examining the quality, re&cpslveness and

reliability of service offered by the secretaries of public teaching ho@n Oyo State.

2.2.2 Frank Upward Theory of Record Lif e (1980)

The Records Life Cycle Model was 0siginally developed as a traditional archival model, but
Frank Upward later introduge&%\{ecords Continuum Model as an alternative approach.
Upward, an Australian \1 theorist, proposed the Records Continuum Model in the
1990s, challengiyg&inear life cycle concept and emphasizing the ongoing management

124 Records have been likened to biological organisms,

of records cr@ferent contexts
which @;

for aS\dong as it holds value; after which it is either destroyed or archived. The

, live, and eventually die. Similarly, a record is created, maintained, and used

characteristics of the records life cycle model suggest that it is more applicable to
organisations managing paper-based records. However, researchers have found that this
model is less suitable for institutions or studies focused on electronic record management.

These limitations led to the emergence of the records continuum theory. Although the theory
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originated in Canada, it was further developed and adopted in Australia during the 1980s
and 1990s by archival theorist Frank Upward'?*. Unlike the life cycle model, the continuum
theory views recordkeeping as a continuous process from creation to disposition, without
distinct transitions between phases.
The records continuum model unites records managers and archivists within xhared
framework aimed at ensuring the reliability, authenticity, and completenes cords'?®,
This perspective contrasts with the life cycle theory, which defines recordk eping in discrete
stages and separates current records from historical archives. T n um approach, by
contrast, integrates recordkeeping and archiving into a un ocess. In the life cycle
model, records are seen as progressing through stages u@ley are discarded, except for a
select few that are preserved as archives'?’. In 8@6%5, technological advancements
have significantly streamlined information ha
Devices such as computers, video an h) tapes, cloud storage systems, flash drives,
network-attached storage units, @ drives, external hard disks, and tablets have
revolutionised the way recd@re managed. These tools offer vast storage capacities and
have eliminated many\be challenges that previously hindered information management.
As a result, the 'r@s of creating, processing, organizing, and retrieving information can
now be p%‘rmed with remarkable speed and efficiency!?®. Information Handling
Ca bi@rbThe continuum model highlights the ongoing management of records, ensuring
that secretaries maintain accurate, accessible, and well-organized hospital records. This is
crucial for patient care, administrative efficiency, and compliance with healthcare

regulations. Applying Upward’s theory, hospitals can enhance record management systems,
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improve training programs for secretaries, and foster a more integrated approach to

information handling.

2.2.3 Goleman’s Theory of Emotional Intelligence (EI)

Goleman's Theory of Emotional Intelligence identifies five components of emotional
intelligence (self-awareness, self-regulation, motivation, empathy and social skills) that can
influence service delivery. Goleman introduced the Theory of Emotional Intelligence in
1995 through a publication grounded in his research. Emotional Intelligence (EI) is a
concept developed to assist individuals in shaping their thoughts and behaviours. It refers to
the capacity to identify one’s own emotions and those of others; to use this awareness for

motivation; and to manage emotions in personal and interpersonal contexts''®.

EI comprises a set of skills and competencies grouped into five core areas: self-awareness;
self-regulation; motivation; empathy; and social skills. Self-awareness involves recognising
and understanding one’s emotions, thoughts, and behaviours. It is about being in tune with
who you are, how you react to situations, and how others perceive you. Self-regulation is the
ability to manage your emotions, thoughts, and behaviours in a way that aligns with your
goals and values. It involves controlling impulses, staying focused, and adapting to
changing situations without being overwhelmed. People who practice self-regulation can
handle stress better, make thoughtful decisions, and maintain discipline in challenging
moments. Motivation is the inner drive that pushes you to take action and achieve goals. It is
what keeps you going, even when things get tough. Empathy is the ability to understand and

share the feelings of others.
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It is seeing the world from their perspective and responding with care and understanding.
Social skills are skills like active listening, clear communication, empathy, teamwork, and
conflict resolution. Strong social skills can make a huge difference in personal and
professional life, helping you connect with people, foster trust, and navigate social situations
with ease. This theory applies to many different spheres of life, including educational
settings, to improve the students’ emotional intelligence. Goleman’s book titled Emotional
Intelligence; Why It Can Matter More Than 1Q became a New York Times bestseller,
elevating his prominence. Following its publication, the concept of Emotional Intelligence
gained global recognition; various societies began to integrate it into their cultural and

professional frameworks.

Goleman’s Emotional Intelligence (EI) theory is highly relevant to the study of information
handling capability and emotional intelligence in the service delivery of secretaries in public
teaching hospitals. His framework highlights five core components: self-awareness, self-
regulation, motivation, empathy, and social skills, each of which plays a crucial role in

ensuring effective service quality in hospital environments'?

. Secretaries in teaching
hospitals manage sensitive patient information, coordinate schedules, and facilitate
communication between different hospital departments. Self-awareness enables them to
recognize their emotions and understand how their feelings influence their interactions with
patients, doctors, and hospital staff. By being emotionally aware, secretaries can manage

stress, remain professional, and ensure that their emotions do not negatively impact their

work.

Closely related to self-awareness is self-regulation, which allows secretaries to control their

emotional responses, particularly in high-pressure environments where they must handle
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urgent requests, frustrated patients, or demanding administrative tasks. The ability to stay
composed and act ethically ensures that patient information is processed with accuracy and
confidentiality. Another important aspect is motivation, which drives secretaries to remain
committed to their responsibilities. Their role requires enthusiasm and resilience, as they
often juggle multiple administrative tasks while ensuring that hospital operations run
smoothly. When secretaries are intrinsically motivated, they take initiative, solve problems
effectively, and contribute to an efficient healthcare system!'?!. Empathy is essential for
secretaries, as they interact with patients who may be anxious, distressed, or in need of
assistance. Understanding and addressing the concerns of patients with compassion fosters
trust and improves the overall patient experience. Empathy also enhances communication

with hospital staff, ensuring better collaboration in managing administrative duties.

Finally, social skills play a critical role im\Service quality. Secretaries must communicate
effectively with patients, doctors, nurses, and other hospital personnel. Strong interpersonal
skills help them manage inquirigs,“coordinate schedules, and facilitate seamless hospital

operations, ensuring thatthg tastitution functions efficiently!?2.

By applying Geleman™s Emotional Intelligence framework, public teaching hospitals can
improve seesetary training programs, enhance patient interactions, and optimize
adminisgrative efficiency. Emotional intelligence ensures that secretaries perform their roles
with professionalism, empathy, and effectiveness, contributing to a high-quality healthcare

system!?,

23 Review of Empirical Studies
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2.3.1 Information Handling Capability and Service Quality
A scholar conducted a study on public sector management information systems in the
United Kingdom, highlighting the essential role of information management processes in
supporting secretarial functions. Despite their importance, these processes are often
overlooked in favour of more appealing technological applications. The study aimed to
correct this imbalance by offering a detailed analysis of public sect ormation
management. It positioned these processes within broader systems of m ig{i)g and control,
%puts, operations,

emphasising the need to understand their relationship to public s

outputs, and outcomes. O$

The paper outlined various types of reports generated se processes and used them to
develop a model that illustrates the decision-mal@eneﬁts of computerised information
management. It also described a generic p{@’gctor information management framework
that encompasses internal government’a\(&’ actions, regulatory functions, and public service
delivery, with examples drawn f@c‘t?e United States, United Kingdom, Africa, and Asia'®.
Another study examin d’é@ole of management information systems in evaluating
organisational perfo g within the KwaZulu-Natal Department of Arts and Culture.
Government d@ s collect, process, and utilise data for planning and reporting to
comply v@gislaﬁve requirements at both operational and strategic levels. Information
systéx{s/%cilitate the handling of large volumes of data, enabling synchronisation and

sharing. These systems are used to monitor activities, assess new services, and track trends,

thereby supporting strategic decision-making.

The study employed a case study approach, involving managers from the department’s core
programmes. Data collection methods included face-to-face interviews and self-
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administered questionnaires. Findings revealed that the department’s use of information
management for performance measurement was limited; it lacked an integrated performance
management information system (PMIS) and the capacity to develop one.
Recommendations included formalising the performance measurement framework and
building capacity to implement a PMIS. Future research should involve non-r&gerial
staff and explore records management systems in greater depth'**. In t Qntext of
globalisation and intense industry competition, businesses are compelle to@wate daily to
maintain a competitive edge. Organisations now compete based ice quality rather
than physical goods''. Service quality directly affects p ﬁmce, allowing firms to
differentiate themselves and better meet customer ex@tlons. Innovations in service

delivery are seen as unique systems that enhance eli %veniencem.

Technological expertise has enabled cow@fg institutions to strengthen services and
introduce new systems, such as mob{& ney, electronic banking, and lending platforms.
Innovation orientation and IT @ch;aity have a significant impact on service delivery;
technology has become a V’&%)mponent in creating more efficient and acceptable service
channels. Previous st @conﬁrm that IT enhances service quality across organisations'*.
Service quali@v tion is facilitated by enabling technologies; 93% of surveyed
professio ice firms recognised its importance. Continuous improvement in service
qual\&:st be embedded in organisational operations and service design. Examples
include global system implementation, client collaboration, and creating interconnected
organisational structures. Research on IT innovation in service environments revealed that

technology is often met with scepticism, although it is expected to improve efficiency and
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performance. The study also found that outsourcing technological services is sometimes

perceived as shifting responsibility for service failures in public sector organisations'**.

2.3.2 Emotional Intelligence and Service Quality

Global educational systems are undergoing swift transformations and adjustments, affecting
teachers' job performance. Notwithstanding these alterations, forecasting educaQ*uccess
continues to be intricate and challenging to assess. This study examinec(h/@ﬂuence of
emotional intelligence (EI) on teachers' job performance. The parti '&s were secondary
school educators from Kedah. The data obtained from a ques@ue survey indicated a

substantial link between emotional intelligence and job s

A study was conducted to explore the impact o m%nal intelligence on educators’ job
performance within Pakistan’s education sec e sample included university lecturers
from central Punjab; emotional intelli@eories formed the conceptual foundation, and
their relationship with teaching ef@ness was analysed. Results showed that emotional
intelligence significantly inﬂ@gﬁ educators’ performance; key factors such as emotional
self-awareness, self—c\@%ce, achievement, development of others, and conflict
management T’S&ively correlated with job success'®. Another study examined job
satisfaction@i performance among professionals in the sports industry. No significant
gender @;Qerences were found; however, marital status influenced the “External
Satisfaction” sub-dimension. A low but positive correlation between job satisfaction and
performance was observed; socio-demographic factors also played a role, with higher
satisfaction linked to better performance'’. Emotional intelligence enhances workplace

outcomes by promoting positive relationships, effective teamwork, and social cohesion.
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Research confirmed that low emotional intelligence negatively affects employee
performance. Recommendations included training to address skill gaps, recognition of
achievements, and clear communication of roles. Emotional intelligence fosters awareness,

knowledge sharing, and interpersonal trust; it influences both individual and organisational

performance'®. \

A study on executives in the manufacturing sector investigated the @Qbetween
organisational learning and adaptive performance, with emotiOnQngslﬁgence as a
moderating factor. Findings revealed a strong relationship when ¢ @wl intelligence was
high, but a weaker link when it was low. Managerial ems exhibited above-average
emotional intelligence, which improved decision-maki collaboration, and problem-
solving. The study suggested that HR departm%%ltegrate emotional intelligence into

recruitment and succession planning'°. study explored how secretaries’ self-

awareness moderates the relationshi ween emotional intelligence, transformational

leadership, and managerial perf@ée. The sample included managers, subordinates, and
SUpervisors. QQ\A

Results showed.@elf—awareness influenced the strength of emotional intelligence’s
impact on eag‘g}p behaviour. It was identified as a key factor in leadership success,
helping s manage interpersonal dynamics and inspire their teams'#. High employee
perf}Mnce is essential for achieving organisational goals. Evaluating performance and
communicating results is critical. Employees with high emotional intelligence understand
the importance of expressing emotions, especially in roles requiring emotional labour. A
study involving fast-food workers found that both intellectual and emotional intelligence
positively affected job satisfaction, which in turn improved performance. Job satisfaction
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acted as a mediator between intelligence and performance'#. Research on Malaysian
teachers revealed differences in emotional intelligence between residential and day school
educators. Teachers in conventional schools lacked opportunities to develop leadership and
social skills, while residential school teachers faced higher expectations, possibly explaining
their higher emotional intelligence scores. Another study focused on emotional int&lligence

training and its effect on job satisfaction. Fifty employees with low sati@%n evels

,\(,

A follow-up survey three months later showed improved satisfacﬁ% hlighting emotional

completed a five-day, forty-hour training programme.

intelligence’s role in enhancing motivation and perfor@;e1 2, A study on digital
technology’s impact on customer satisfaction in Madhya @esh’s hospitality sector found a
positive correlation between effective tech im@%ntation and customer delight. The
research emphasised the importance of t@trategies and regional considerations in
improving service delivery'®. Emo@ intelligence also plays a role in pharmacy
education and healthcare profe@g . It may predict success in academic and clinical
settings, especially under @es like rising enrolment and patient-centred care. However,
the study identified a,gap=th pharmacy-specific research and noted challenges in measuring
emotional int@

curricula prove interpersonal skills and patient outcomes. Future research should

It recommended integrating emotional intelligence training into

acc&b&r academic performance and personality traits to better understand emotional

intelligence’s influence on professional success'*.

The relationship between emotional intelligence and job satisfaction among faculty
members in professional institutes in Indore, India. The study revealed no significant overall
relationship between emotional intelligence (EI) and job satisfaction among faculty
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members, suggesting that EI alone may not strongly predict job satisfaction. However,
specific EI components like Self-Emotion Appraisal (SEA) and Other Emotion Appraisal
(OEA) were found to positively influence job satisfaction, indicating that understanding and
evaluating emotions enhances job satisfaction. In contrast, the Use of Emotions (UOE) and
Regulation of Emotions (ROE) did not significantly impact job satisfaction. The xy also
found that EI helps manage occupational stress, particularly physiological str ough the
interaction with psychological stress was insignificant. The ﬁndings/i&cy hat faculty

training programs focused on enhancing EI could improve int relationships and

emotional management, leading to better job satisfaction!*. 0

24 \gfnceptual Model

Independent Variables Dependent Variable

Information Handling Capability Service Quality

Information Process Hol

Information Storage Service Tangibles

Information Retrieval
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Service Reliability

Cervice Reenonciveness



Emotional Intelligence

Self-awareness Ho2

Self-regulation

Motivation

Empathy Ho3 \

Social Skills _> Q/OQ
N

Figure 1: Researcher Conceptual Model on Inforn Handling Capability,
Emotional Intelligence and Service Quality by Secret

Source: Researcher’s fieldwork, 2024. er

O

The above conceptual model of this stud N@rbhe dependent variable as service quality
and in the context of this study, it wa: mksured by SERVQUAL Theory. Service Quality
has five measures relevant &%S study which includes: tangibles, reliability,
responsiveness, assurance @%pathym.The model has two independent variables which
are information han k;apability and emotional intelligence. To measure information
handling capa@f rmation process, information storage and information retrieval were
measures ’ged based on Frank Upward Theory of Record Life Cycle Theory of 1980
Whi\&leman’s theory of emotional intelligence was adopted to measure Emotional
Intelligence!S.  Emotional intelligence is measured with self-awareness, self-regulation,
motivation and empathy. The selections of the model is based on the belief that there is a
relationship and interaction between components of the independent variables and service

quality by secretaries in public teaching hospitals in Oyo State. It suggests that information
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handling capability and emotional intelligence are used to determine the service quality by

secretaries in public teaching hospitals in Oyo State, Nigeria.

The conceptual model also illustrated the combine influence of information handling
capability and emotional intelligence are used to determine the service quality by secretaries
in public teaching hospitals in Oyo State, Nigeria. With these variables, this study%ltiﬁed
the impact of information handling capability (information process, infomat@rage and
information retrieval) on service quality by secretaries in hypothes@gg‘ﬂue impact of
emotional intelligence (self-awareness, self-regulation, motivatio mpathy) on service
quality of secretaries in hypothesis two and the combine @ct of information handling
capability and emotional intelligence on the service &l of secretaries in the public

teaching hospitals in Oyo State, Nigeria, where re@%lendations that improved the service

quality by secretaries is drawn. @

The conceptual model is anchor@XSRVQUAL Theory, Frank Upward Theory of
Record Life Cycle Theory t@gd and Goleman’s Theory. The SERVQUAL Theory was
used to explain the Seh@%lality. Some of the measures that were adopted for this theory

were tangibles, é@, responsiveness, assurance and empathy. Frank Upward Theory of
cle

Record Lifi Theory of 1980 was used to explain Information Handling Capability
wit thégeasures: information process, information storage and information retrieval that

were adapted for it. For Emotional Intelligence, Goleman’s Theory. The measure used for

this study were self-awareness, self-regulation, motivation and empathy.

2.5 Summary of The Reviewed Literature
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This section indicated reviewed related literature relevant to this research work. The
literatures gave an overview of service quality, explored its meaning and discussed empirical
findings on service quality among employees from various sectors within and outside

Nigeria.

Review of literature on information handling capability and emotional intelligenp&n this
study have showed scarcity of studies on secretaries especially in public tea@hospitals
specifically in Oyo State Nigeria. However, studies that is speeific focused on
information handling capability and emotional intelligence as a @ing variable among
secretaries of Public Teaching Hospitals, Oyo State, Nigeriain scanty; hence creates a
gap worthy of investigation. Several reviewed studies @Emotional Intelligence as a set
of emotional competencies, including the abilityB%nage frustration; regulate emotions;
maintain optimism; and build empathetic r@dps. Emotional Intelligence also involves
recognising emotions; generating anﬁ@al responses to support cognition; interpreting
emotional meaning; and regulat%gaotions to foster emotional and intellectual growth. It
is described as the capacé&{o perceive, understand, and purposefully apply emotional
sensitivity as a sou & human energy and influence. Based on expert definitions,
S

Emotional Int@

personal %terpersonal benefit. In this study, Emotional Intelligence is assessed using

an be summarised as an individual’s ability to manage emotions for

indi&&such as recognising personal potential; thinking carefully before acting; engaging
in regular self-reflection; maintaining diverse friendships; and demonstrating group

leadership and motivation'*.

A notable gap in the literature is the limited empirical research focused specifically on the
Emotional Intelligence and information handling capabilities of secretaries in Nigeria’s
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public teaching hospitals. Although there is substantial research on information management
and service quality in Nigeria, few studies target this particular group. Contextual factors
such as institutional policies, managerial practices, and resource availability have not been
adequately explored in relation to skill development among secretaries. Understanding these
influences is essential for designing effective interventions. Many reviewed, studies
generalise findings across various health institutions, without focusing Q%y on
secretaries in public teaching hospitals. Additionally, existing research aer sufficiently
address the unique contextual challenges faced by this group. There ’{atk of standardised
and validated tools for measuring Emotional Intellige %information handling

capability among secretaries in public teaching hospitals @ro State.

Developing such instruments would be a Valuabb%tribution to the field. Measurement

approaches vary across studies, with som@fg on training and retraining programmes.

Service quality in this context may dif\&om other sectors and require tailored strategies.

While literature often emphasi@g?ping mechanisms for skill acquisition, few studies

examine the specific stra@% secretaries use or need. Identifying the most effective

approaches for this g & crucial. Although numerous studies have explored information
S

management a@

of Emoti @ntelligence and information handling capability on service quality. Most

retaries, few have systematically investigated the combined impact

exisﬁq&search has been conducted outside Nigeria; only a limited number of studies have
been carried out within the country, and fewer still have focused on public teaching hospitals

in Oyo State. This study aims to address that gap.
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Chapter Three \
Methodology QQ

This chapter outlines the methodology used in this study. It explai e research design
strategies employed, the study location and population, sampli@ ique employed, the
sample size, the research instrument, validity and reliab% e research instrument, and
the method of data collection and analysis. Q
3.1  Research Design @

The study employed a survey resea@%ﬂs gn within a descriptive framework. This design
was deemed appropriate, .as&é based on the assumption that the variables under
investigation have alrea%@n‘red and therefore cannot be manipulated'. The design was
utilized to exami he influence of information handling capability and emotional

intelligence;on(bsﬁervice quality of secretaries working in public teaching hospitals in Oyo

State. ’b
\/QI

3.2 Population of the Study

The population of this study consists of 144 secretaries across all cadres in public teaching
hospitals of Oyo State. This implied that the secretaries’ population covered University
College Hospital, Ibadan, and Ladoke Akintola University of Technology Teaching Hospital,
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Ogbomosho being the two public teaching hospitals in Oyo State. These teaching hospitals
were selected being the only public teaching hospitals in Oyo State and because the

perceived gaps which form the purpose of this study has been traced to exist there.

Table 3.1: The population of the Study Q\
S/N Public Teaching Hospitals Population}{wretaries

1. University College Hospital, Ibadan %0 130

2. Ladoke Akintola University Teaching Hospit 4

1
Total Q) 144
Q NV
(o)
O

Source: 12

33 Sample Size and Sampling Tec@e

The sample size for this studyQiQh)rises of 144 secretaries from the public teaching
hospitals in Oyo State wh@ across all cadres of secretaries from both public teaching
hospitals. Total enumeration was adopted because the population under study is manageable.
3.4 @iption of Research Instrument

TheMment used was a structured questionnaire which was used to gather data from the
respondents because it analysed the structured questions and responses easily to achieve the
study’s objective. This study adopted the Likert scale format to measure the various
constructs of the research model. The instrument was divided into four (4) sections with

focus on each of the variables under investigation. The sections were A, B, C and D.
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Section A: This section was developed by the researcher to collect demographic information
of respondents, and these contained Name of institution, bio—data of respondents measured

through five factors; Gender, Age, educational qualification, years of experience.

Section B: Service Quality (SQ) scale which included five sub-scales; reliability, empathy,
responsiveness, assurance and empathy adapted for the study targeted at ana%g the
service quality of secretaries in the two public teaching hospitals in Oyo Stat¢, Nigeria. This
section contained three (3) sub-scales representing each measure for th%gaﬁe with a total
of fifteen (15) items. The first sub-scale was used to measure rék y, and it contained
three (3) items. The second sub-scale was used to measure @thy, and it contained three
(3) items. The third sub-scale was used to measure re@@eness, and it consisted ofthree
(3) items. The fourth sub-scale was used to meas%résurance, and it consisted of three (3)
items. The fifth sub-scale was used to mepathy, and it consisted of three (3) items.
The scale utilized a four-point respon&%e of Very High (VH) =4, High (H) =3, Very
Low (VL) =2,Low (L) =1. Exa%fe?of questions included accessibility and availability of
necessary documents, r@ of good office ambience and technological tools for
secretaries to deliver Qvely.

Section C: Inf@\t\ldn Handling Capability (IHC) scale which comprised of three (3) sub-
variables @cess, storage and retrieval. This section had three (3) sub-scales representing
eaclw%lre for the variable with a total of nine (9) items. The first sub-scale was used to
measure information processing, and it contained three (3) items. The second sub-scale was

used to measure information storage, and it contained three (3) items. The fourth sub-scale

was used to measure information retrieval, and it consisted of three (3) items. The scale was
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utilized a four-point response style of Very High (VH) =4, High (H) = 3, Very Low (VL)
=2,Low (L) =1.

Section D: The Emotional Intelligence (EI) scale assessed how secretaries' interpersonal
skills and emotional management contribute to overall service efficiency, patient
satisfaction, and hospital administration. Using the four-point Likert Scale of resp& style
of Very High (VH) =4, High (H) =3, Very Low (VL) =2, Low (L) = 1.. Thi Qtion had
three (3) sub-scales representing each measure for the variable with a total ifteen (15)
items. The first sub-scale was used to measure self-awareness, ar@c ntained three (3)
items. The second sub-scale was used to measure self-regulati &1 it contained three (3)
items. The third sub-scale was used to measure motiv and it consisted of three (3)
items while the fourth sub-scale was used to mea u%Qpathy, and it consisted of three (3)

items. the fifth sub-scale was used to me@ocial skills, and it consisted of three (3)

3.5  Validity of the Rest%strument

items.

To ensure validity, the\gegearch instrument was developed through a review of relevant
literature and Jby &ap ing questionnaires previously employed in related studies. Both
content and@struct validity were considered. Content validity was applied to establish the
inte%%nsistency of the instrument, with verification carried out by the project supervisor
and experts in the field of information management. Feedback and observations provided

were incorporated into the preparation of the final version of the questionnaire.

3.6  Reliability of the Research Instrument
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To ensure the validity of the data, the reliability of the measuring instrument was established
through a pilot study. The pilot study was conducted to confirm the consistency,
dependability, and effectiveness of the scale in generating data that adequately addressed the
research questions. For this purpose, twenty (20) copies of the questionnaire were
administered to secretaries at UNIOSUN Teaching Hospital in Osogbo, Osun State, who are
not part of the study. The responses obtained were analyzed, and the reli y of the
instrument was assessed using Cronbach’s Alpha, with the coefficient, reported to
demonstrate the internal consistency of the instrument. The data re ronbach’s alpha
values of 0.85 for information handling capability, 0.80 for (ﬁal Intelligence and 0.82

for Service quality, affirming its reliability and suitability@ieployment in the main study.

A letter of recommendation was obtqig&om the Department of Information Management,

3.7 Method of Data Collection

Lead City University, Ibadan whi@k%}s utilized to get authorization to conduct the survey
at the two public teachin.@pitals in Oyo State. A colleague from Ladoke Akintola
University of Technolckb‘eaching Hospital, Ogbomosho volunteered to help as a research
assistant to fa@&t administration, retrieval of the questionnaires. Google form?® was

sent to the %Londents through whatsapp group of 144 respondents created by the research
assi%@
3.8  Method of Data Analysis

The researcher analysed the collected data using both descriptive and inferential statistical
methods across all questionnaire sections. Descriptive statistics was employed to summarise
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and interpret the data through frequency distributions; mean; standard deviations; and
response percentages related to the variables under study, thereby addressing the research
questions. To evaluate the hypotheses, linear regression analysis was applied to test
hypotheses one and two; while multiple regression analysis was used for hypothesis three.

The data was processed using the Statistical Package for Social Sciences (SPSS), \&sion 24,

All hypotheses were at a 0.05 level of significance. OQ
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S
Chapter Four /\

Results and Discussion of Findﬁ%

This chapter dealt with data presentation, analysis and t@ferpretation of the results. The

analysis is guided by the specific objectives and %Ef@%heses that were formulated in the

study. The first section shows the presentati the descriptive analysis using tables
showing percentages and interprezagi\'élow the tables. The inferential statistics;
regression analysis showing modi%mary and discussion of the findings comes at the
later end of the chapter. ’1@% presented were based on the research questions and
hypotheses, which the @%‘[ out to answer and examine.
)
O

Table 4.1 b@/ shows the descriptive analysis of the participants’ response rate. A total of
one%l@’g and forty-four (144) copies of questionnaires were administered, one hundred
and eighteen responses (118) responses were received. Out of the 118 returned copies, only

one hundred and twelve (112) completed the questionnaire, the usable questionnaire

represented 77.8% response rate as shown in table 4.1 below.

Table 4.1 Analysis of Response Rate
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Teaching Hospitals Total Administered Usable Percentage (%)

LAUTECH Teaching Hospital 14 13 11.6
University College Hospital 130 99 88.4

Total 144 112 100
Response Rate 77.8
Source: Field Survey, 2025 \

Table 4.1 above reveled that out of the total number who responded to @tlonnaire,
ninety-nine (99) participants representing 88.4% were from universit %ge hospital while

thirteen (13) representing 11.6% were from LAUTECH Teachs spital, Ogbomosho.

The table further revels that the study achieved 77.8% rate with university college

hospital constituting majority of the respondents. Q

4.1 Demographic Data Analysis ’66

This section presents the analysis (@graphic information of respondents that

participated in the study. é_;\\'
N\

Q

Table 4.2: Demographic l}i{@ution of Secretaries in Teaching Hospitals in Oyo State

Variables €a I?y Frequency Percentages(%)

Gender e 20 17.9
\ emale 92 82.1
AN iotal 112 100

Y

Age 6 26 - 30 2 1.8

fb 31-35 1 .9
Q/ 36 -40 23 20.5
\J 41 — 45 58 51.8
46 and above 28 25.0
Total 112 100
Highest
Educational
Qualification ND 21 18.8
HND 65 58.0
B.Sc 15 13.4
M.Sc 11 9.8
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Total 112 100

Yearsof Experience Less than 5 years 11 9.8
5—10 years 22 19.6
11-15 36 32.1
16 - 20 25 223
21-25 18 16.1
Total 112 100
Cadre Junior 19 17.0
Senior 93 83.0
Total 112 100 ,\A
Source: Field Survey Data, 2025 6{ N

This section consists of background and respondent’s information&at scribes basic
characteristics such as gender of the respondent, age of the res t, highest level of

education, and years of experience and work cadre. 0

Demographic and personal profile of respondents as s@n in table 4.2 in respect to gender
revealed that 82.1% were female while 17.99 &males, indicating that most of the
respondents were female. Profile of age s@that 51.8% were between ages 41-55 years,
25.0% were between 46 years and,, 20.5% were between 36-40 years, 1.8% were
between the ages of 26-30 yea le 0.9% were between the ages of 31-35. Furthermore,
58.0% indicated to ha\@m, 18.8 indicating to have had ND, 13.4% had B.Sc., while
9.8% had M.Sc, ,&1 the above results. As regards year of experience, 32.1% were
between 11 ISQWr\s, 22.3% were between 16-20 years, 19.6% were between 5-10 years,
16.1%
oA

term ofwork cadre, 83.0% of the respondents identified as senior staff while 17.0 identified

etween 21-25 years, while 9.8% have had less than Syears of experience. In

as junior staff. In summary, Table 4.1 reveals that the majority of the respondents (88.4%)

were from university college teaching hospital; 82.1% were females; 51.8% were within the

age group of 41 to 45 years; 58.0% were HND holders; 32.1% had eleven (11) to fifteen (15)
years of experience, and 83.0% were from the senior cadre.
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4.2 Presentation of Data
This section presents the analysis of research questions and hypotheses that the study set out

to answer.

4.2.1 Analysis of Research Questions O

Research Question 1: What is the level of service quality by secre@{n public teaching

hospitals, Oyo State, Nigeria. %

Table 4.3: Level of service quality by secretaries in pu@gching hospitals, Oyo State,
Nigeria

Descriptive Statistics for Service Quality N ,\Q
UL

S/N  Items VH H VL Mean S.D
F(%) F(j’% F(%) F(%)

Tangibles »\?

1. The physical facilities of 35(31.3 63.4) 6(5.4) 0(0) 3.26 0.549
your office are visually . 5&
appealing. %\

2. Use of modern equipment @& 1) 80(71.4) 5(4.5) 0(0) 3.20 0.501
are up to date. .

3. Consistently maintai r@ 3(29.5) 77(68.8) 2(1.8) 0(0) 3.28 0.488
professional appear%
Average Me &*angibles 3.3
Reliability C:\' ’

4. Renderi ervice to meet 28(25.0) 79(70.5) 4(3.6) 1(.9) 3.20 0.534
e@ ns.

5. Reliable in addressing 30(26.8) 81(72.3) 1(.9) 0(0) 3.26 0.460
issues that may arise.

6. Providing accurate records 36(32.1) 72(64.3) 4(3.6) 0(0) 3.29 0.527
Average Mean for Reliability 3.3
Assurance

7. Demonstrating politeness 34(30.4) 77(68.8) 1(.9) 0(0) 3.30 0.477
in interacting with people.

8. Possessing the required 39(34.8) 73(65.2) 0(0) 0(0) 3.35 0.479
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knowledge to perform my
duties effectively.

Supporting visitors to feel 46(41.1)
secure in their interaction

with the organization.

Average Mean for Assurance

65(58.0)

3.40

1(.9) 0(0)

3.3

0.510

10.

11.

12.

Responsiveness
Willingness to help.
Rendering prompt services
when required.

42(37.5)

37(33.0)

Mode of
inquiries.

response to 34(30.4)

Average Mean for Responsiveness

69(61.6)

75(67.0)

78(69.6)

1(.9)

0(0)

0(0) (/Q%

S

0(0) 0 0) 3.30

3.3

3.33

0.502

0.472

0.462

13.

14.

15.

Empathy
Giving undivided attention 32(28.6)
when needed.

80(7 1@0)

0(0) 3.29

3.18

0.454

0.524

Understanding
needs of people.

specific 27(24.1) V@%) 7(6.3)

0(0)

of service 3§( &73(65 2) 1(.9) 3.33

Convenience 0(0)

hours \
Average Mean for Empath 33
Weighted Mean for Serv&uality 3.3

N

Decision Rule: Very‘l@ 1.00 — 1.74, Low =1.75 — 2.49 = High= 2.50 -3.24 Very
High=3.25-4.00

Key: VH=Very, High, VL=Very Low, L=Low

Source: Field Suryey Data, 2025

&

Table 4.3 shows that 94.7% of the respondents indicated that the physical facilities of their
office were visually appealing; 95.5% agreed that the use of modern equipment was up to
date; 98.3% of the respondents reported that they consistently maintained a professional

appearance; 95.5% of the respondents confirmed that services were rendered to meet
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expectations; 99.1% affirmed that staff were reliable in addressing issues that may arise
while 96.4% stated that accurate records were provided. Further enquiry into the table
showed that a total of 99.2% of the respondents indicated that staff demonstrated politeness
in interacting with people; 100% said that staff possessed the required knowledge to perform
their duties effectively; 99.1% agreed that visitors were supported to feel secure,in their
interaction with the organization while 99.1% said that staff were willing to h Qterms of
service delivery, all respondents, stated that prompt services were rendered when required;
100% agreed that the mode of response to inquiries was sato ; 100% of the
respondents affirmed that they were given undivided attenti vﬁ needed; 93.7% agreed
that staff understood the specific needs of people and 99. ndicated that the service hours
were convenient. This implies that the service is high among the respondents. In
addition, with all the mean values exceedi%@ e grand mean of 3.0, one can conclude
that the level of service quality is hi.gh.kbl 4.2 below further presents a summary of the

level of service quality by secretari{"?\)ublic teaching hospitals, Oyo State, Nigeria.

Q

The grand mean score obtz@n service quality was 3.3, score below 3.0 were categorised
as high service qualit& indings from table 4.2.1 shows that all of the respondents have high

service quality y@

etaries in public teaching hospitals, Oyo State, Nigeria.

Researc estion 2: What is the level of information handling capability among
sec% in public teaching hospital, Oyo State, Nigeria?

Table 4.4: Level of information handling capability among secretaries in public teaching
hospitals, Oyo State, Nigeria.

S/N  Items VH H L VL Mean S.D
F(%) F(%) F(%) F(%)
Information Processing
1. Processing incoming 29(25.9) 79(70.5) 4(3.6) 0(0) 3.22 0.500

information to prioritize

94



tasks effectively.

Using standardized 31(27.7) 80(71.4) 1(.9) 0(0) 3.27 0.465
forms/templates aid their
effectiveness in record

creation.

Ensuring accuracy when 29(25.9) 69(61.6) 13(11.6) 1(.9) 3.13 0.631
processing large volumes

of information

Average Mean for Information Processing 3.2 .

Using password protected  25(22.3) 84(75.0) 2(1.8) 1(.9) @Q 0.494
digital files to store

sensitive information /\
securely.

Frequently updating stored 21(18.8) 73(65.2) 13(11.6) 3.00 0.697
information to ensure its

relevance. 0

Often facing challenges in  30(26.8) 79(70.5) %7 ; 0(0) 3.24 0.489
organizing and

categorizing stored &

information. ’b

Mean for Information Storage \Q

4

Information Retrieval

Proficiency in retrieving 30(26.&(—}?67.9) 5(4.5) 1(.9) 3.21 0.556

and distributing records Q/
for decision-making in a ° A

timely manner. Q\
Ability to manage acce &26(23.2) 86(76.8) 0(0) 0(0) 3.23 0.424
to both electronic x

paper records. @“S\K'

Always cross«checking 37(33.0) 74(66.1) 1(.9) 0(0) 3.32 0.488
with origin rces to
ensure, th uracy of

retrievednhformation
before using it.

Average Mean for Information Retrieval = 3.2
Weighted Mean = 3.2

Decision Rule: Very Low = 1.00 — 1.74, Low = 1.75 -2.49, High= 2.50 —3.24, Very High=
3.25-4.00.

Key: VH=Very High, H=High, L=Low
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Source: Field Survey Data, 2025

Table 4.4 shows that 96.4% of the respondents indicated that they could process incoming
information to prioritize tasks effectively; 99.1% agreed that the use of standardized forms
and templates aided their effectiveness in record creation; 87.5% of the respondents reported
that they ensured accuracy when processing large volumes of information; while 97.3%
confirmed that they stored sensitive information securely using password-pr Q&ﬁgital
files. Further enquiry into the table showed that 84.0% of the responden@g that they
frequently updated stored information to ensure its relevance; 97.3‘V d that they often
faced challenges in organizing and categorizing stored 6f0 ation; 94.7% affirmed
proficiency in retrieving and distributing records for de@n—making in a timely manner;

while all the respondents, 100%, indicated abilit; w@age access to both electronic and

paper records, and 99.1% of the respondent d that they always cross-checked with
original sources to ensure the accuracy o éieved information before using it. This implies
that the information handling capa{@*is high among the respondents. In addition, with all
the mean values exceeding Kﬂ&e grand mean of 3.2, one can conclude that the level of

service quality is higlg%e 4.3 below further presents a summary of the level of

information ha@pabﬂity among secretaries in public teaching hospitals, Oyo State,

Nigeria. 6

The}&score obtained on information handling capability was 3.2, score below 3.0 were
categorised as low information handling capability while those above were categorised as
high information handling capability. In term of dimension of information handling,

information handling (Mean=3.2) and information retrieval (Mean = 3.2) is higher than

information storage (Mean=3.1).
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Research Question 3: QQ
What is the level of emotional intelligence among secretaries in public téachifig hospitals,

Oyo State, Nigeria? /\

Oyo State, Nigeria

Table 4.5: Level of Emotional Intelligence among Secretaries i@eaching Hospitals,
WL

S/N Items VH H
F(%) F(%) F(%)

Mean S.D

Self -Awareness
Awareness of how your 31(27.7) 75(67.0 Q5(4.5) 1(.9) 3.21 0.560
1. emotions influence their

interactions with people.
2. Identifying your emotional 26(23.2) \@.5) 4(3.6) 3(2.7) 3.14  0.598
triggers during stressful

situations at work. . &
3. Understanding how your 29@’ 80(71.4) 2(1.8) 1(.9) 3.22 0.515

mood affects their

decision-making processgs @

Average Mean for Self-awareness = 3.2

Self -regulation Q N

4. Remaining calm and 26(23.2) 85(75.9) 1(.9)  0(0) 322 0439
composed dusi -
pressure sit@a
work.

5. Effecti @ontrolling 27(24.1) 84(75.0) 1(.9)  0(0) 3.23 0.444
you@ﬁonal reactions
vﬂg/ aling with difficult
patiénts or colleagues.

6. Using strategies to manage 34(30.4) 77(68.8) 1(.9)  0(0) 3.29 0.510
your emotions and staying

focused on your tasks.
Average Mean for Self-regulation = 3.2

Motivation

7. Setting personal goals to 29(25.9) 81(72.3) 2(1.8) 0(0) 3.24 0.470
improve your service
quality and professional
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performance.
Remaining enthusiastic
and committed to your
roles, even during
demanding situations.
Actively seeking
opportunities for
professional growth and
skill development.
Average Mean for Motivation = 3.3

3531.3)  76(67.9)

30(26.8)  82(73.2)

1(.9)  0(0) 330 0.481

0(0)  0(0) 327 0.445

10.

11.

12.

S/N Items VH
F(%)

Empathy

Actively listening to
patients and colleagues to
understand their concerns.

28(25.0)  82(73.2)

Showing genuine concern
for the emotional well-
being of patients and staff.

29(25.9)

Adapting communication
style to suit the emotional
needs of different
individuals.

)

Average Mean for Empathy =3.

23(20.5) é@@ib

81(72.3) @

\

H L
F(%) F(%)

AA‘Mean S.D
&=
/\
2(1.8) 3.23

S

0.465

0(0) 324 0470

0(0) 321 0.406

13.

14.

15.

Social Skills N

Effectively managit% 35(31.3) 76(67.9)
conflicts betwe S,

en pa
colleagues, and&tal
staff. < \
Comm r@ing clearly
and @Vely with
0%

Using interpersonal skills

to create a welcoming
environment for visitors.

35(31.3)  76(67.9)

30(26.8)  77(68.8)

1(.9)  0(0) 330 0.481

19) 00) 330 0481

54.5) 00) 322 0515

Average Mean for Social
Skills = 3.3
Weighted Mean = 3.2

Decision Rule: Very Low = 1.00 — 1.74, Low = 1.75 -2.49, High= 2.50 —3.24, Very High=
3.25-4.00. Key: VH=Very High, H=High, L=Low
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Source: Field Survey Data 2025

Table 4.5 revealed that secretaries in public teaching hospitals exhibit high levels of
emotional intelligence. They demonstrated a strong understanding of their emotions and
how these emotions impact their interactions and decision-making, with a @ﬁcant
percentage (94.7% to 99.1%) showing awareness and self-regulation Qs These
secretaries were also found to be effective in managing their emoti s&vyh almost all
respondents (99.1% to 99.2%) able to control their emotional rea t@ manage stress, and
stay focused on tasks. Additionally, they were committed to @%es, with 98.2% to 100%
of respondents showing enthusiasm, seeking professic@growth, and setting goals to
improve service quality. In terms of empathy and&@(ills, the secretaries excelled, with
98.2% to 100% of respondents demonstrat@ve listening, genuine concern for others,
adaptability in communication, and .e@e conflict management. The grand mean of 3.2
further supports the conclusion th&%g\lotional intelligence is high among these secretaries,
enabling them to create a w'e&ung environment and provide excellent service. The mean
score obtained on emotignal intelligence was 3.0, scores below 3.0 were categorised as low
emotional int lﬁ while those above were also categorised as high emotional
intelligence@ndings from Table 4.5. shows that respondents have high emotional
intek%/%e among secretaries in public teaching hospitals, Oyo State, Nigeria. In terms of
motivation (Mean = 3.3) and social skills (Mean=3.3) recorded higher than self-awareness,

self-regulation and empathy which recorded (Mean=3.2) each.

4.2.2 Test of Hypotheses
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Hol: There is no significant influence of information handling capability (information
process, information storage, and information retrieval) on service quality by

secretaries in public teaching hospitals, Oyo State, Nigeria.

R

Table 4.6a: Linear Regression Summary Showing the Influence <of formation
Handling Capability (Information Process, Information Storagej, And” Information
Retrieval) on Service Quality of Secretaries in Public Teachin@s itals, Oyo State,

Nigeria. &

Model R R Square Adjusted R Square Std. Error of the
Estimate

1 7372 .543 .530 .344255

a. Predictors: (Constant), Information Process, Information Storage, Information
Retrieval.
Table 4.6b:
Model Sum of df Mean Square F Sig.
Squares

1 Regression 1518.141 3 506.047 42.700 .000°

Residual 1279.921 108 11.851

Total 2798.063 111

a. Dependent Variable: Service Quality
b. Predictors: (Constant), Information Process, Information Storage, Information

Retrieval. .
Table 4.6¢: ( \\' )
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error  Beta
(Constant) 15.424 3.055 5.048 .000
1 Information Process 1.091 327 289 3.340 .001
Information Storage .562 355 136 1.583 .116
Information Retrieval  1.856 357 433 5.197 .000

a. Dependent Variable: Service Quality
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In Table 4.6a, the correlation coefficient (R = .737) shows a strong positive relationship
between information handling capability components (information process, information
storage, and information retrieval) and service quality. The coefficient of determination (R?
= .543) indicates that approximately 54.3% of the variance in service quality can be
explained by the combined effect of information handling capability dimensj&s. The
adjusted R? (.165) confirms that after accounting for model complexity, abou@% of the
variation remains attributable to these predictors. (/

Table 4.5b further confirms the model’s overall significance, wi@le\egression model
yielding an F-value of 42.700 at p < .001. This suggests tha ey% influence of the three
information handling capability dimensions on service@lty is statistically significant.
Thus, the null hypothesis (Ho1) is rejected, and it r%%ncluded that information handling

capability significantly influences sewice\@y among secretaries in public teaching

hospitals, Oyo State, Nigeria. .

The individual predictors in Table;é@\reveal varied contributions. Information process (3
=.289, t = 3.340, p = .001) information retrieval (f = .433, t = 5.197, p < .001) were
both positive and sig\@% predictors, which implies that improvements in these areas
directly enhan: '@e quality. However, information storage (B = .136, t = 1.583, p

=.116), hox@er, was not a significant predictor, implying that information storage does not
mea@ impact service quality.

The regression results demonstrate that information handling capability significantly
influence service quality. Among the predictors, information retrieval emerged as the

strongest determinant, followed by information process, and information storage had no
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significant effect. These findings imply that strengthening information retrieval and
information process would yield the most improvement in providing quality service.
Ho2: There is no significant influence of emotional intelligence (self-awareness, self-

regulation, motivation, empathy, and social skills) on service quality by secretaries in

public teaching hospitals in Oyo State, Nigeria.

Table 4.7a: Linear Regression Summary Showing the ence of Emotional
Intelligence (Self-Awareness, Self-Regulation, Motivation, Empathy, And Social Skills)
on Service Quality by Secretaries in Public Teaching % ils, Oyo State, Nigeria.
Model R R Square Adjusted R Square  Std. Error of the
Estimate
1 112 .506 482 3.61205
a. Predictors: (Constant), Self-Awareness, Self-Regulation, Motivation, Empathy,
Social Skills.
Table 4.7b:
Model Sum of Df  Mean Square F Sig.
Squares
1 Regression 1415.088 5 283.018 21.692 .000°
Residual 1382.974 106 13.047
Total 2798.063 111

a. Dependent Variable: Service Quality

b. Predictors: (Constant), Self-Awareness, Self-Regulation, Motivation, Empathy,
Social Skills.

, O
Tabk4g€:
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error  Beta
(Constant) 13.869 3.448 4.022 .000
Self-Awareness 875 302 243 2.895 .005
1 Self-Regulation .602 541 141 1.114 .268
Motivation 133 515 .032 258 797
Empathy 963 511 219 1.885 .062
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Social Skills 1.074 471 245 2.283 .024

a. Dependent Variable: Service Quality

In Table 4.7a, the correlation coefficient (R = .711) shows a strong positive relationship
between emotional intelligence components (self-awareness, self-regulation, motivation,
empathy, and social skills) and service quality. The coefficient of determination .506)
indicates that approximately 50.6% of the variance in service quality ca @) ained by
the combined effect of emotional intelligence dimensions. The adjusfé&&'%&) confirms
that after accounting for model complexity, about 48.2% variation remains

O

attributable to these predictors.
Table 4.67b further confirms the model’s overall si@&ce, with the regression model
yielding an F-value of 21.692 at p < .001. This s&s that the joint influence of the five
emotional intelligence dimensions on selﬁi\@uality is statistically significant. Thus, the
null hypothesis (Ho1) is rejected, :a’&q can be concluded that emotional intelligence

significantly influences service @ity among secretaries in public teaching hospitals, Oyo
[ ]

State, Nigeria. Q\A

The individual pregi'\' rs in Table 4.6¢ reveal varied contributions. Self-awareness ( = .243,

t = 2.895, 1: =® and social skills (B = .245, t = 2.283, p < .05) were both positive and

significa
&0

servicequality. However, self-regulation (B = .141, t = 1.114, p = .268), motivation ( = 032,

dictors, which implies that improvements in these areas directly enhance

t = .258, p = .797) and empathy (f = .219, t = 1.885, p = .062), were not significant

predictors, implying that self-regulation, motivation and empathy do not meaningfully

impact service quality.
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The regression results demonstrate that emotional intelligence significantly influence

service quality. Among the predictors, social skills emerged as the strongest determinant,

followed by self-awareness, and self-regulation, motivation and empathy had no significant

effect. These findings imply that strengthening self-awareness, and self-regulation would

yield the most improvement in providing quality service.

Ho3: There is no joint significant influence of information handling capabilit ormation
process, information storage, and information retrieval) and emotignal intelligence
(self-awareness, self-regulation, motivation, empathy and s@ kills) on service

quality by secretaries in public teaching hospitals in Oy@a Nigeria.

Table 4.8a: Multiple regression summary showing the@lence of information handling

capability and emotional intelligence on service@rbty by secretaries in public teaching

hospitals, Oyo State, Nigeria. fb
A

Model R R Square Adjusted R Square  Std. Error of the
Estimate
1 .764° .583 576 3.27016

a. Predictors: (Constant), Information Handling Capability, Emotional Intelligence.

Table 4.8b:
Model Sum of Df  Mean Square F Sig.
Squares
1 Regression 1632.425 2 816.213 76.325 .000°
Residual 1165.637 109 10.694
Total 2798.063 111

a. Dependent Variable: Service Quality
b. Predictors: (Constant), Information Handling Capability, Emotional Intelligence.

Table 4.8c:
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error  Beta
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(Constant) 10.569 3.172 3.332 .001

1 Information Handling  .708 148 443 4.778 .000
Capability
Emotional Intelligence .377 .093 374 4.037 .000

a. Dependent Variable: Service Quality

Table 4.8a to 4.8c presents a summary of the influence of information handling capability
and emotional intelligence on service quality. The findings showed that the Q%ctors,
when combined, have a significant contribution to the prediction of servicQu/Q'; Fe.1009) =
76.325, p < 0.05. The adjusted R? = .576 showed that all the factors @ned accounted for
57.6% variation in service quality. Further enquiry into the ta%ows that Information
Handling Capability (B = .443, p < 0.05) and Emotionq gence (B = .374, p < 0.05)
both had significant relative contribution to sewice@ty. The findings show that a unit
increase in information handling capability %§totional intelligence will bring about
44.3% and 37.4% increase in service qu&y&c\gspectively.

4.3 Di i indi C—;\\'
. iscussion of Findings \

W

[ ]
This section discusses @@y’s findings in relation to previous studies. Research findings
ni

are discussed and og
past studies.e\< \

The first key finding of this study is that the level of service quality provided by the

in relation to the earlier stated hypotheses and in the context of

secretaries in teaching hospitals in Ibadan is high. This result signifies that the stakeholders
they serve including doctors, nurses, patients, students, and administrators perceive their
services as reliable, responsive, empathetic, and effective. This finding can be interpreted as

the successful outcome of the synergistic application of their strengths. The high service
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quality is not an isolated phenomenon but rather the product of how these secretaries
leverage their capabilities to meet and exceed expectations in a challenging environment.
This study aligns with previous researchers’ work that the administrative function is integral
to the patient experience and overall hospital efficiency. It posits that the competence of
administrative staff in managing information and relationships is a direct contributor to

perceived service quality within the healthcare system!

The second major finding of this study is that information handling capability is high among
secretaries working in teaching hospitals in Oyo State. This finding, while positive, requires
a nuanced discussion within the specific context of their work environment. A high
information handling capability suggests that these secretaries are effectively managing the
immense flow of information characteristic of a complex healthcare setting and this can be

better.

The third pivotal finding of this study is that the level of emotional intelligence (EI) among
secretaries in the two teaching hospitals in Oyo State is high. This is a positive indicator,
suggesting that these secretaries possess a strong foundation of the interpersonal and
intrapersonal competencies necessary for effective performance. However, a more nuanced
finding is that the dimension of social skills is rated relatively higher than the other four
dimensions of Goleman’s model: Self-Awareness, Self-Regulation, Motivation, and
Empathy. This finding is in line with Weiszbrod in a study on the emotional labor of
administrative assistants, found that they consistently reported using high levels of
interpersonal effectiveness and impression management key components of social skills to

buffer stress and facilitate workflow. The study concluded that these skills were the primary
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tools for managing the emotional demands of the job, supporting our finding of their relative
prominence.

Hypothesis one results of regression analysis for the influence of information handling
capability on service quality revealed a positive and significant influence. Conceptually,
information handling capability encompasses the ability to acquire, process, &, and
retrieve information systematically to support service delivery?. Efficie Qormation
handling enhances decision-making, improves communication, and /i@ accuracy in

records management, all of which translate to better quality of servic@l ospitals?.

The findings of this study are consistent with previous which indicated that
information handling capacity has a direct effect @service quality outcomes in
organizations*>. For instance, studies have highli%rbhat proper use of standardized forms,
digital storage, and secure retrieval mechapi ’qﬂproves responsiveness and reliability in
service delivery®’. Similarly, research'\ ucational and healthcare contexts has shown that
effective records management pé{ s significantly increase organizational efficiency and
client satisfaction®. Resea@s shown that effective records management significantly
reduces errors, imp%'gﬁciency, and enhances service quality outcomes in healthcare’.

Another study( hig"g

increases ,@bﬂity, timeliness, and accessibility of records, thereby supporting better

ed that proper adoption of ICT tools and standardized templates

deci'EQn/Zﬁaking and patient care'®. In a related investigation, hospitals with strong
information management structures reported higher patient satisfaction and operational
efficiency than those with weaker systems'!. These empirical supports confirm the present

study’s result that information handling capability is a vital predictor of service quality.
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Hypothesis two results of regression analysis showed that emotional intelligence has a
positive and significant influence on service quality. Emotional intelligence, as explained in
Goleman’s framework, includes self-awareness, self-regulation, motivation, empathy, and
social skills'?. In healthcare settings, these competencies help secretaries manage stress,

communicate effectively, and show empathy, thereby creating a positive atmoﬂere for

service users. OQ

This finding is supported by prior empirical studies. For instance, emo@ mftelligence has
been linked to enhanced job satisfaction and better interpers Q&lationships among
healthcare and education professionals. Similarly, higher em al intelligence is associated
with improved patient satisfaction, reduced conflict @ greater staff collaboration'?.
Several studies have also indicated that emo%% intelligent employees are better
equipped to handle stress, build trust, and @fg service quality!#. Research also suggests
that emotionally intelligent staff memt\@gre more adaptable, empathetic, and effective in
service-oriented environments. \@Qc&er, scholars emphasize that EI contributes to patient-
centred care, conflict res@, and teamwork, which are critical to quality healthcare
delivery!'> *
In a practic sg.sg\’\d’eveloping strong interpersonal competencies is required to enhance the
experiek the patients and safeguard the reputation of the hospital. The present study’s
resuh,/therefore, align with the literature, reinforcing the importance of emotional

intelligence in service quality.

Hypothesis three results of the regression results revealed that information handling

capability and emotional intelligence combined significantly predict service quality. This
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suggests that while technical competence in managing information ensures accuracy and
timeliness, emotional intelligence complements it by improving human interactions and

responsiveness.

This finding corroborates existing studies, which reported that both technical and
interpersonal competencies are needed to achieve optimal organizational performance!'®.
Specifically, evidence shows that in hospital settings, combining stro@&mation
management with high emotional intelligence fosters efficiency, Q& errors, and
increases patient satisfaction'”. The interplay of these two capabili as been highlighted

as essential for enhancing service quality in complex system healthcare!®,

From the theoretical standpoint, these findings align @Qe SERVQUAL model, which
posits that service quality is influenced by égsions such as reliability, assurance,
empathy, and responsiveness'®!3, Inform\ghandling capability primarily strengthens
reliability and assurance, while, @ional intelligence enhances empathy and

responsiveness. The integrat@both, therefore, validates SERVQUAL theory in the

context of secretaries i@sheaching hospitals.
&
\‘,Z"b
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\éﬁ)ter Five
&

@s, Conclusion and Recommendations

This chapter ptesents the summary of the findings, draws conclusions based on the results,

provides @xmendations for practice and policy, outlines the study's contribution to

knom&, and suggests areas for future research.

5.1 Summary of Findings

The main objective of this study is to examine the influence of information handling

capability and emotional intelligence on service quality by secretaries in public teaching
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hospitals in Oyo State, Nigeria. The study has five chapters to achieve its main objective.
Chapter one presented the background to the study, which affirms that the role of secretaries
in teaching hospitals has become progressively critical and that their expected service
quality must be in line with the aims and objectives of such an institution. Several studies
have been done on service delivery, information handling capability, and emotional
intelligence in various sectors to substantiate their interrelationship in difi research
contexts. Also, empirical submissions have been made about the decline Qﬁrvice quality
and the need for efficient information management and emotiona ’getence; however,
scholars have identified a scarcity of literature and a signi (%

nowledge gap on the

combined influence of information handling capability a@lotional intelligence on service

quality, specifically among secretaries in public te&ﬂ@ospitals in Oyo State, Nigeria.

O
9

The study's findings revealed that és;@ies in public teaching hospitals in Oyo State,
Nigeria, demonstrate a satisfa&t@ével of service quality, indicating that they are meeting
expectations in their roles: \tably, these secretaries possess a high level of information
handling capabili%ith strong skills in information processing, storage, and retrieval.
Additionall t&v)c\xhibit high levels of emotional intelligence, including self-awareness,
self—reg&%§motivation, empathy, and social skills.

The\ﬂ!dy also found that information handling capability (information processing,
information storage, and information retrieval) has a significant positive influence on
service quality, underscoring the importance of effective information management in
delivering high-quality services. Similarly, emotional intelligence (self-awareness, self-

regulation, motivation, empathy, and social skills) was found to have a significant positive
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influence on service quality, highlighting the critical role of emotional competence in
secretarial roles. Moreover, the joint influence of information handling capability and
emotional intelligence on service quality was significant, suggesting that both factors are
essential for delivering excellent services. Overall, the findings suggest that secretaries in
public teaching hospitals in Oyo State, Nigeria, possess the necessary skills and
competencies to deliver high-quality services, and that information handling %y and

emotional intelligence are critical factors in achieving service excellence. ( )

5.2 Conclusion O$

In line with the theories reviewed in the study, iffformation handling capability and
emotional intelligence are viewed as assets of tl}garies in the public teaching hospitals
under investigation. It is much more feasil?h\\gexploit external opportunities using existing
resources more efficiently rather tha@ to acquire new skills for every different service
demand. With the improv.eral@&f information handling strategies and the emotional
intelligence of the secre ,\t is believed that these two may enhance the service quality
of the selected '@ teaching hospitals. Based on the empirical findings, this study
concluded atQ_e)e is a statistically significant influence of information handling capability
and em intelligence on service quality of secretaries in public teaching hospitals in
Oyo\ﬁte, Nigeria. This is because the dimensions of information handling capability
(information processing, information storage, and information retrieval) indicated a strong
influence in achieving reliability and assurance in service delivery. Furthermore, the
findings show that emotional intelligence (self-awareness, self-regulation, motivation,

empathy, and social skills) also has a great influence on enhancing the interaction between
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secretaries and clients, thereby improving responsiveness and empathy in service quality. It
is important that management of public teaching hospitals under investigation should
incorporate continuous training in information handling practices and emotional intelligence

development among the secretaries in the public teaching hospitals under investigation for a

better and improved service performance. \

5.3  Recommendations ( O

Based on the findings in this study, the following recommendations @ade:

1. The management of public teaching hospitals shou@cu more on strengthening

information processing and storage practices sir@hey were found to contribute

strongly to reliability and assurance in sew&@ality.

2. Teaching hospitals in Oyo State,\@ria, should ensure they adopt appropriate

information handling strategi ch as digital records management systems,

accessibility, ar@@entiality of health records.

3. Manageme)&uld re-energize their commitment to the development of emotional

standardized forms, a&éﬁure data storage to fill existing gaps in accuracy,

inte%&f competencies such as empathy, social skills, and self-regulation, with
%ular attention given to training programs that enable secretaries to interact

\/%

effectively with patients and colleagues for smooth internal service processes.

4. The management of the investigated hospitals should consider periodic workshops
and refresher training for secretaries in both information handling and emotional

intelligence, to bridge knowledge gaps and enhance sustainable service delivery.
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5. Management must continue to integrate emotional intelligence development and
information handling practices as complementary strategies, as these will, in turn,
aid improvements in service quality and overall organizational performance in the

investigated public teaching hospitals.

6. The hospital management should establish an integrated secretariat sug&t unit

which will be responsible for carrying out regular competency @9:‘1611‘[5 in

S
/\
O

QO

2

54 C ibuti ’b

. ontribution to knowledge ®
)

This study offers a significant con@ion to the literature conceptually, theoretically, and

empirically. 'Q\AQ/
Conceptually, the @ocused on identifying gaps in the literature pertaining to

information management and emotional intelligence.

information ha@ cdpability, emotional intelligence, and service quality in the healthcare
sector. T Qﬁeptual framework of this study equally offers a conceptual contribution, as it
was\&ucted by the researcher to analyze the gaps identified in the literature. Being the
first model to combine service quality (dependent variable) with independent variables
(information handling capability and emotional intelligence) with measures ranging from
dimensions of service quality (tangibles, reliability, responsiveness, assurance and empathy)

based on SERVQUAL theory, dimensions of information handling capability (information
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processing, storage and retrieval) based on Frank Upward's Record Life Cycle Theory, and
dimensions of emotional intelligence (self-awareness, self-regulation, motivation, empathy
and social skills) based on Goleman's Theory. The model can be adapted for future studies in

similar contexts.

From the theoretical standpoint, the SERVQUAL theory, Goleman's Emotional Intelligence
theory, and Frank Upward's Record Life Cycle theory were strengthened. @cheories
emphasize that for organizations to achieve superior service quality%e ust develop
internal capabilities such as efficient information handling sys nd an emotionally
intelligent workforce. This study's results are in conco@nce with these theoretical

perspectives, demonstrating their applicability in the (@@of public teaching hospitals in
Nigeria. &b

Empirically, the study is able to add to rece\\\grature on the interaction among information
handling capability, emotional inf@, and service quality in healthcare settings.
Though studies on service. q&@&information management, and emotional intelligence
abound in developed e contexts, empirical studies from developing countries like
Nigeria seem to {ﬁw in this regard. This means not much was known about how
informatio ha&ljﬂg capability and emotional intelligence influence the service quality of
secreta@ublic teaching hospitals in Oyo State, Nigeria. Hence, by the findings of the
three\Ml hypotheses examined, the study becomes a basis for reference for future studies
on information handling capability, emotional intelligence, and service quality in healthcare
administration. Moreover, the study provides findings that later scholars can use to buttress

the empirical submissions in their studies.
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Overall, the above-mentioned points lay emphasis on the fact that this study offers a
significant contribution to knowledge and has practical implications for the management of

the public teaching hospitals in Oyo State that were investigated.

5.5 Suggested Areas for Further Research

This study focused on the influence of information handling capability motional
intelligence on the service quality of secretaries in public teaching h&&s}n Oyo State,
ollowing areas of

Nigeria. Nevertheless, to further broaden the frontiers of knowl@

study are suggested for further research. 0

1. The present study was carried out in two pu%@ching hospitals in Oyo State.
Further studies in the area of information l@%g capability, emotional intelligence,
and service quality can also be can@ in other teaching hospitals across Nigeria,
so as to be able to extend tl% wledge gained from this work to all teaching
hospitals in the country. Q’/&C’

2. This study inves@ﬁfomaﬁon handling capability, emotional intelligence, and
service qg@f secretaries in public teaching hospitals in Oyo State, a comparative

N

studgé v&h}teaching hospitals in other Nigerian states and other African countries,

&

3. The present study examined the influence of information handling capability,

Ghana, may be considered in the near future.

emotional intelligence on service quality. Further research may consider introducing
moderating or mediating variables such as organizational culture, leadership styles,

or technological infrastructure to establish their influence on these relationships.
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N s\%;pendix
Q’/&c})uesti
S
Dear Respondent, QQ

[am a Maste\'@ of the above-named institution gathering data for the purpose of

onnaire

academic ’béarch on the topic “Information Handling Capability, Emotional
InteHi gée on Service Quality by Secretaries of Public Teaching Hospitals in Oyo
State, Nigeria”, however, in other to achieve this, your optimal cooperation is needed in
filling out the below questionnaire. Please note that there are no right or wrong answers and
be rest assured that all your responses will be kept confidential and be used for research

purpose only.
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Thank you.

RESEARCHER

SECTION A: DEMOGRAPHIC INFORMATION

Name of Public Teaching Hospital:
Gender: Male ()| Female ( ) OQ

Age: 21-25 (), 26-30 ( ), 31-35( ), 36-40 ( ), 41-45( ), 46 dags(e( )

Highest Educational Qualification: %
ND( )NCE( )|HND( )B.Sc( )|MSc.( )|Ph.D.

Years of Experience: <5 ( )| 5-10( )| 11-15( g% ( HI21-25( )[26-30( )
()

Work Cadre: Junior: () Senio&\b
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Section B: Level of Service Quality by Secretaries in Teaching Hospitals in Oyo State.

S/N | Please indicate your level of service quality in the VH | H |L VL

following 4 |3 2 1
Tangibles

1 The physical facilities of your office are visually appealing

2 Use of modern equipment are up to date A\

3 Consistently maintaining professional appearance P\\\
Reliability C

4 Rendering service to meet expectations e >

5 Reliable in addressing issues that may arise

6 Providing accurate records '\\
Assurance

7 Demonstrating politeness in interacting with people

8 Possessing the required knowledge to perform @}ﬂties

effectively O\

9 Supporting visitors to feel secure in their i e@o‘n with the
organisation PR
Responsiveness \ 0

10 | Willingness to help ‘®

11 | Rendering prompt services wIwWired

12 | Mode of response to inquiriesf\\' )

Empathy 4
13 | Giving undivided attm@{%en needed

14 | Understanding spegiﬂ&tegds of people

15 | Conveniency of Service hours

The state@n this section concerns Secretaries’ Service Quality as observed in the two
Pubhf&/gdching Hospitals in Oyo State, Nigeria. Using the four-point Likert scale provided

below. Please tick the appropriate choice that indicates your opinion on level of information

security in your institution.

Very High (VH) = 4, High (H) =3, Low (L) =2, Very Low (VL)=1
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Section C: Level of Information Handling Capability of Secretaries in Selected Public
Teaching Hospitals of Oyo State, Nigeria.

Please indicate your information handling capability | VH |H |L | VL

SN level as a secretary 4 |3 |2 1

Information Processing

1 | Processing incoming information to prioritize tasks \\
effectively. <) \

2 Using standardized forms/templates aid their \\
effectiveness in record creation (

3 Ensuring accuracy when processing large volumes of «
information ™\

(
Information Storage gu

4 | Using password protected digital files to store sensitiv. (
information securely é

5 Frequently updating stored information to ensure QV

relevance (o \
6 Often facing challenges in organizing and ca@&ing
stored information

LW _4 @
Information Retrieval \\)

7 | Proficiency in retrieving and dis't%;m records for
decision-making in a timely

Ability to manage access t electronic and paper
records *

9 Always cross-checki ath original sources to ensure

the accuracy of ref\'gv information before using it

The statem: ntcg}is section is concerned with information handling capability among
secretar] ublic Teaching Hospitals in Oyo State, Nigeria. Using the four-point Likert
scale pwévided below. Please tick the appropriate choice that indicates your opinion on level

of information security in your institution.

Very High (VH) = 4, High (H) =3, Low (L) =2, Very Low (VL)=1
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Section D: Level of Emotional Intelligence of Secretaries in Public Teaching Hospitals
of Oyo State, Nigeria

Please indicate your level of emotional VH [H|L |VL
S/N intelligence as a secretary in public teaching
hospital

Self awareness

1 | Awareness of how your emotions influence their
interactions with people.

Identifying your emotional triggers during stressful

|
) e Q
situations at work. (\
Nt

N/

Understanding how your mood affects their
decision-making processes. R

Self regulation N

4 | Remaining calm and composed during high-
pressure situations at work.

5 Effectively controlling your emotional reactions
when dealing with difficult patients or colleagues.

6 Us1r}g strategies to manage your emotions and’bQ
staying focused on your tasks. x
Motivation fb\)

7 | Setting personal goals to improve yoﬁ\\@\nce

quality and professional perform%t
Remaining enthusiastic and ted to your

roles, even during demandmﬁcmlatlons

9 Actively seeking opportu s for professional
growth and skill dev@nt.

Empathy

10 | Actively liste to patients and colleagues to
understapd ncerns.

Show, g@me concern for the emotional well-

1 being atients and staff.
12 Ad communication style to suit the
emdotional needs of different individuals.
cial Skills

13 | Effectively managing conflicts between patients,
colleagues, and hospital staff.

Communicating clearly and effectively with

14 others.

Using interpersonal skills to create a welcoming

15 ) . .
environment for visitors.
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The statement in this section concerns how secretaries ‘interpersonal skills and emotional
management contribute to overall service quality, patient satisfaction, and hospital
administration. Using the four-point Likert scale provided below. Please tick the appropriate

choice that indicates your opinion on level of information security in your institution.

Very High (VH) = 4, High (H) =3, Low (L) =2, Very Low (VL)=1
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