Chapter One
Introduction

1.1 Background to the study

Work engagement has become a widely researched area of human resource
management due to its importance in contemporary organisational and instiu&lal
practices. This importance stems from the major role employees play as @den‘[s
to institutional outcomes, such as employee productivity, turr&er, mpetitive
advantage, reduced absenteeism, and improved adaptability to sational change.
Work engagement is defined as the involvement and enth@m of employees in their
work and workplace. In other words, work en a@nt refers to the level of
enthusiasm, dedication, and absorption empg% exhibit toward their jobs. For
office administrators who play a pivotwfql the smooth functioning of academic
institutions, their level of work gement directly influences the efficiency,
effectiveness, and professio@ca\age of the university. Office administrators are
active participants in @tutional activities, acting as planners, actors, and key
figures in realizi gitutional goals and objectives. These goals are unattainable
without acée)@sxf%oyee involvement, even with sophisticated tools. Therefore,
univerﬁ'béview office administrators as valuable assets whose skills, knowledge,

a\&lities can be utilized to sustain global competitiveness if they are work-

engaged'.

An engaged employee understands the organizational environment and collaborates
with team members to enhance job performance in support of the organisation’s goals.

Office administrators who are engaged in their work are also more likely to feel
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valued by their employer, boosting their morale and leading to higher job satisfaction.
An engaged employee understands the business environment and collaborates with
others to enhance job performance in ways that support the organisation. To sustain
this, the organisation must actively foster and cultivate engagement, which depends
on a reciprocal relationship between employer and employee. Engaged office
administrators consistently demonstrate three general behaviours which resQn b

satisfaction as well as improve institutional performance; Say whi@ns, the

employee advocates for the organisation to co-employees fers potential
employees and stakeholders. Stay, which means the em e shows a strong
commitment to remain part of the organisatio when alternative job

opportunities are available. Strive which mean, t}a&%tployee exerts extra time, effort
and initiative to contribute to the success of fl'b;bganisation.

When organisations pay special em h\asi on providing employees with internal

o \

career opportunities, proper tra@pro rammes, security for employment, clear job
descriptions, and promo@participative decision-making, employees engage
themselves more @vorkplace, as such when office administrators perceive
positive leV:s&As)rganisational collaboration, they are intrinsically encouraged

towards% ifg considerably higher levels of effort?.

&Q@ﬂdministrators in universities are typically responsible for a broad range of
tasks, including documentation, scheduling, coordination of meetings,
communication with internal and external stakeholders, and maintaining records.
Given these multifaceted duties, high levels of work engagement are essential.

Engaged office administrators are more likely to be proactive, attentive to detail, and



committed to excellence in service delivery. They help maintain academic calendars,
manage faculty support systems, and ensure that university processes run smoothly
functions that are critical to the daily operations of any academic institution®.

It is evident that modern organisations place strong emphasis on achieving high
productivity and fostering engagement that aligns with their overall strategic goals.
This perspective highlights the need for organisations to understand how eQé&es
perceive and interpret daily engagement initiatives in order to remain c@mpetitive and
navigate today’s uncertain business environment. 6\

Research indicates that workplace engagement is no% as favorable as

.Q Genced by organisational

elements such as leadership, reward structur s,@he overall work environment.

previously assumed, since it can both influence and

Moreover, excessively high engagement m ate challenges, raising doubts about
the consistency and dependability of é\ggment in delivering positive outcomes for
employees. Halbesleben furthe’{é??sﬁa ized that many organisations pursue higher
productivity and intensﬁ.@gf workloads without providing employees with

commensurate rew@/leasures such as vigor to work, dedication to work and

absorption i @are used to explain work engagement which were got from
gd

bumout-&
o)

i Qﬂ) work refers to high level of energy, mental resilience, and persistence that an

ment continuum theory>.

employee brings to their job. Vigor is a critical factor influencing the productivity and
efficiency of office administrators. These professionals play essential roles in the
coordination of academic and administrative activities, managing records, supporting

faculty, and facilitating communication within and outside the institution. Their



performance significantly impacts on the overall functioning and image of the
university. For office administrators, who often handle repetitive tasks, tight
deadlines, and multitasking responsibilities, vigor to work is not just a desirable trait
but a necessity. In universities across Osun State, office administrators who exhibit
vigor to work are more likely to demonstrate sustained attention to detail, timely
execution of tasks, and a proactive attitude toward problem-solving. Their Qrg ic
approach enhances communication flow, ensures smoother office o@gs, and

contributes to a professional and welcoming administrative envir ’e\@.

Dedication to work reflects an employee’s sense of sigpt ﬁenthusiasm, pride,
and deep involvement in their work. Dedication t(@rk goes beyond mere job
satisfaction; it embodies a strong emotional z@%n to one’s role, a passion for
achieving goals, and a belief in th\@ of one’s contribution. For office
administrators, this means approa.cg&heir daily responsibilities such as scheduling,
documentation, communication\% record management with seriousness, integrity,
and a sense of purpose. [ Aated office administrators are often those who see their
work as vital to thegcess of the institution. They go the extra mile to ensure that
faculty req@e rocessed promptly, that students are attended to with care and
professi@ism, and that administrative processes run efficiently. Their dedication to
w@tanslates into dependability, which is essential in environments that often
require multitasking and coordination between academic and administrative

departments’.

Absorption in work refers to an employee’s full concentration, deep involvement, and
immersion in their work. Absorption in work manifests in the ability to focus on tasks
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with minimal distraction, maintain attention to detail, and carry out responsibilities
with a sense of time flowing effortlessly, a state often described as being "in the
zone." Administrators who are absorbed in their work are more likely to complete
assignments accurately, manage time effectively, and provide quality support to
faculty, students, and university management. The presence of absorption as a marker
of work engagement signals that an office administrator not only performs théir)duties
diligently but also finds personal interest and cognitive involvemen IIIQII' role.
Such employees often report losing track of time while worl@é\ndwatmg their
commitment and satisfaction. They are less likely to en a& counterproductive
behaviour or require constant supervision becaus deep focus drives self-

regulation and accountability’. One of thg; @ that could influence work

engagement of office administrator is ICT u%

Information and communications t@ogles (ICTs) have assumed a significant role
in all organisations today, 1rres§€31ve of their sizes. They have highly affected the
way businesses are Q&l have changed the operational activities of many
organisations 1nclu®t eir organisation structures and the degree of competition
they face, @ gal, medical, social oriented or business. Access to and use of
ICTs en@s entrepreneurs to operate with a competitive edge by providing better
saq/%ﬁ to their customers. Information and Communication Technology is the
backbone of the knowledge based economy and an important tool for promoting
economic growth and sustainable business management in any economy.
Entrepreneurship on the other hand can be regarded as a critical engine that triggers

economic growth and development, job creation and improved products and services.



It is characterised by high knowledge asymmetry. ICT can, therefore, be used to
reduce this inequality as well as the attendant high costs of information search. The
world is becoming more and more computerised and only entrepreneurs who are

proficient in the use of ICTs will get along with global trends®.

Information Communication Technology use refers to the integration and application
of computing, telecommunications, and data management systems in t@aﬁon,
storage, processing, and transmission of information. In the mod&gmnistrative

plays a transformative role in shaping how office admim@ rform their duties.

environment, particularly within educational institutions suc niversities, ICT
The concept of ICT use by office administrators enco%sses the tools, systems, and
digital competencies required to manage i (@on and communication tasks
effectively and efficiently. Office admir%% serve as the operational backbone of
universities, handling a wide arr.ax&dministrative functions including document
management, communication %%tion, data entry, scheduling, and reporting. The
use of ICT enables the .@arry out these tasks with greater speed, accuracy, and

coordination. In u&ities, where administrative efficiency is often linked to the

institution's(ep,és(i n and student satisfaction, ICT usage becomes an indispensable
element @ay—to—day operations’.

h&;&formation Communication Technology tools used by office administrators
include word processing software, spreadsheets, email systems, databases, document
management systems, enterprise resource planning (ERP) tools, and cloud storage
platforms. These technologies streamline administrative workflows, minimize manual
errors, and enhance collaboration among staff and departments. For instance, with
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email and messaging apps, communication is faster and more traceable; with digital
scheduling tools, appointments and meetings can be better coordinated; and with
cloud-based document storage, access to records becomes easier and more secure.
The use of ICT also supports data-driven decision-making. Office administrators can
use data management tools to track academic records, staff attendance, inventory, and
budget usage enabling more informed planning and reporting which coulQ m

make them to be well-engaged with their work”. (

Moreover, the integration of ICT into administrative work r ependency on
paper-based systems, contributing to a more sustai@%i organized work
environment. However, effective ICT use requires ade e training, regular updates,
and institutional support which could make o%@inistrators to be engaged with
their work. In some universities, gaps @al literacy, limited access to modern
infrastructure, or lack of techni.cgk pport can hinder administrators from fully
utilizing ICT. Therefore, oné«@:apacity building and investment in up-to-date
technologies are essent%@naximize the benefits of ICT in administration'?. Some

of the measures of% use include perceived usefulness and perceived ease of use

which were@i&&d rom technology acceptance model'°.

Percei efulness refers to the extent to which an individual believes that using a
M%ar technology will enhance their job performance. In other words, it is the
subjective perception of users where they believe that using certain technologies can
improve the performance of their work in terms of efficiency and effectiveness. The
dimensions of perceived usefulness cover perceptions that using the system would

make job easier, increase productivity, enhance work effectiveness, improve work



engagement, and help to get raises, promotions, bonuses, and other rewards. Office
administrators who recognize the practical value of ICT are more engaged, efficient,
and proactive in their roles. They are likely to take the initiative in using digital tools
for scheduling, record-keeping, correspondence, and academic support services.
Nevertheless, when the management of universities do not properly communicate or
demonstrate how the adopted technology improves effectiveness and efﬁQ in
line with the job roles of office administrators, there could be a lﬁ/ o be a

reduction in work engagement!'!.

Perceived ease of use refers to the degree to which an in %eheves that using a
particular system or technology will be free from e@ Perceived ease of use not
only affects initial adoption but also in é‘@% long-term engagement with
technology. In universities in Osun S%%r instance, office administrators are
expected to handle multiple respo@ties including managing records, supporting
academic  departments, pr@{g@mg student information, and facilitating
communication. If the I( ols provided for these functions are easy to learn and

operate, administrat re more confident in using them, leading to greater efficiency

and high W@/@ement“.

Organ%%al support refers to the degree to which employees believe that their
(}gylsation values their contributions and cares about their well-being. The sources
of organisational support lie in the favourable treatment attributed to the organisation
as a whole. Many studies advocate that when employees perceive organisation and its
agents as great support, they feel obligated to avail themselves in role performance.
Office administrators are the linchpins of university operations. They handle vital
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tasks such as documentation, communication, coordination of meetings, data
management, and general administrative services. For these administrators to perform
effectively, organisational support is essential not just in material terms (such as tools,
training, and resources), but also in emotional and professional dimensions (such as

recognition, encouragement, and fair treatment)'2.

In universities, where administrative staff often face high workloads and @dhere
to strict institutional policies, organisational support becomes &&)ﬁtal factor
influencing job satisfaction, engagement, and retention. W% Inistrators feel
supported, through training opportunities, clear commun@)n, equitable workloads,
and access to necessary ICT tools they are more likely ow commitment, initiative,
and high performance. institutions that prio%&&ganisational support are more
likely to experience smooth administra&@rations and retain skilled staff. Office
administrators who perceive a higks& | of organisational support are generally more
engaged, loyal, and effective m\% roles!?. Some of the measures of organisational
support are fairness in .OK lace, supervisor support and organisational reward and
were adopted from ined organisational support theory!.

Fairness inq.} lace refers to the perception of how office administrators were
treated @ and their responsibility to act impartially in the execution of their duties.
E%%s in workplace goes beyond legal compliance or policy documentation; it is
about everyday experiences in the workplace. It includes being treated with respect,
receiving equal access to resources, being acknowledged for one's contributions, and

having their concerns taken seriously. When administrators perceive that they are

being treated fairly, they are more likely to trust leadership, feel valued, and



demonstrate greater organisational commitment and be well engaged with their
work!4,

Supervisor support refers to the extent to which office administrators perceive their
immediate supervisors as being approachable, helpful, and concerned about their
well-being and professional development. Office administrators are central to daily
operations handling student records, managing official correspondence, sn@u g
meetings, and supporting academic departments. Their efficiency an@/gale are
often influenced by how they are treated by their superviso@l%ko are usually
departmental heads or senior administrative officers. Su @e supervisors help
create a positive work climate by fostering trust, en@ g open communication,
and acknowledging efforts. Conversely, poor supg%ory support can lead to stress,

job dissatisfaction, and work disengagementfb

Organisational rewards encompas.s&angible and intangible benefits offered by an
institution to acknowledge es{%@\yees’ efforts, contributions, and performance.
Organisational rewards %@ crucial role in shaping their motivation, job satisfaction,
and commitment to\lb roles. rewards go beyond just salary they include promotions,
bonuses, p!Q.H;\Soc gnition, professional development opportunities, flexible work
arrangeré(s, and even verbal appreciation. These rewards signal that the
a%%&trators’ work is not only noticed but also valued by the institution. That is,
when office administrators are well-rewarded by their institutions, they tend to be
more committed to their work which could in turn enhance their productivity and thus
make them to be meaningfully engaged!>. In spite of the various studies that have

been conducted on work engagement of office administrators, no study has examined
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the influence of ICT use and organisational support on work engagement of office
administrators in universities in Osun State, Nigeria. This is the gap this study intends

to fill.

1.2  Statement of the Problem

In tertiary institutions, the quality of administrative services has a direct beau’%on
the operational efficiency of universities and the experiences of students, , and
external stakeholders. Office administrators who serve as vital op{atgnﬂl links in
academic institutions are increasingly required to adapt to te ically mediated
environments that demand not only technical proﬁcien@ut also higher levels of
engagement and institutional alignment. However &xtent to which ICT usage
enhances or hinders office administrato%’bvork engagement remains an
underexplored area of inquiry, especi@l considered alongside the mediating
influence of organisational supp@& lack of organizational policies promoting
continuous ICT training, %fc?r\ job-role alignment with digital tools, and
inconsistent supervisor%@brt may contribute to a growing sense of disconnection

among administrativépersonnel.

Organis tio&l:\}p'port, which includes the provision of adequate resources, training,
reco& i0H, and supervisory encouragement, plays a pivotal role in determining
Wer employees embrace or resist digital transitions. Some universities face
growing pressure to align with global educational and administrative standards, it is
of the opinion that office administrators are expected to manage increasingly complex,
technology-based systems without always being equipped with the necessary support

or training. The mismatch between expectations and resources can lead to reduced
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morale, inefficiency, and ultimately, suboptimal institutional performance. Inadequate
organisational support and challenges in ICT use may further dampen their
engagement, leading to a cycle of low productivity and organisational inefficiency.
Despite the influence ICT use, organisational support on work engagement among
employees, there is a paucity of empirical research that explores their
interconnectivity of these factors among office administrators in uniQsi S,

particularly within the context of Osun State. This is the gap this study i@to fill.

1.3  Aim and Objectives of the Study Q

The aim of this study is to investigate Information Comn@atlon Technology (ICT)
use, organisational support and work engageme& office administrators in
universities, Osun State, Nigeria. The objectiV%’éto:

1. identify the level of work enga@ f office administrators in universities

in Osun State. . %
N\

ii. identify the level of ]Q&ﬁ?e of office administrators in universities in Osun
State; .Q\A

iil. identify t egel of organisational support to office administrators in
uni@

ine the influence of ICT use on work engagement of office

Osun State

v

\/Qadministrators in universities in Osun State;

v. determine the influence of organisational support on work engagement of
office administrators in universities in Osun State;

vi. determine the combine influence of ICT use and organisational support on

work engagement of office administrators in universities in Osun State.
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14 Research Questions

These questions guided this study:

1.  What is the level of work engagement of office administrators in universities in
Osun State?

2. What is the level of ICT use of office administrators in universities in Osun State?

3. What is the level of organisational support to office administrators in uan ies

in Osun State? < 0

These hypotheses are formulated for testing at 0.05 level gf'significance

1.5  Hypotheses

Hol: There will be no significant influence of ICT use\gn/work engagement of office
administrators in universities in Osun Sta&’bQ

Ho2: There will be no significant in%ré of organisational support on work
engagement of office admin.iq@n universities in Osun State.

Ho3: There will be no signiﬁc&{%mbined influence of ICT use and organisational

° . . . . ., . .
support on work ment of office administrators in universities in Osun

State. @
1.6 'gnﬁﬂg}i‘-ce of the Study

The would be of great significance to the following stakeholders: office
mistrators, employers of labour, university management, policy makers, and
researchers. The results of this study will provide office administrators with a better
understanding of those factors that may enhance their work engagement. The findings
will also make them see that efficient ICT use could enhance their ability to manage

tasks such as scheduling, documentation, data entry, and communication effectively,
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leading to improved performance and confidence as well to be meaningfully engaged
in their work. In addition, the findings will help office administrators recognize the
importance of continuous ICT proficiency, self-efficacy, and the value of

organisational backing in enhancing their career development and professional

S\

The study would equip employers of labour to recruit office administrat o0 are

relevance within a rapidly evolving digital administrative environment.

technologically competent, adequately supported, and engaged in t’@(gﬂﬂs, as they

would be more efficient and dependable, thereby enhancing rall operational
efficiency of the university. Employers who invest in the@e are also more likely
to attract and retain skilled professionals, reducing re@ent and retraining costs. In
addition, findings would make them to refine t&ﬁb&uitment strategies, professional
development programs, and employee\@ﬁ systems. Understanding the link
between organisational suppo.rt’\\x:hnological adaptability, and workforce
engagement will enable e@@s to build more resilient, productive, and

technologically agile ad .@rative teams.

The findings of t gdy will benefit the university management as it will make

them provi@ng organisational support and cultivate a positive work environment

for offa dministrators which would reduce conflicts and increase institutional
lMy. Also, it will make them recruit office administrators who are technologically
savvy and who are proactive in making sure that the goals of the institutions are met.
It will make university management design more targeted strategies for administrative

capacity building, resource allocation, and institutional development. Ultimately, the
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insights gained will assist universities in enhancing operational efficiency and service

delivery across departments.

The results of this study will benefit policy makers in the sense that it would help in
formulating relevant policies that promote digital literacy, equitable labour practices,
and supportive work environments in tertiary institutions. In addition, ﬁnding%ﬂd
guide decisions on funding, curriculum development for administrati ining,
digital infrastructure investment, and human resource policies. Polic (kys can also
use the findings to advocate for inclusive ICT trainin cies, minimum

%port standards to

technological competency requirements, and instituti

improve the performance and welfare of non- acad@ staff in higher education

institutions b’b

Ultimately, this study is expected to e@ researchers’ understanding and address
gaps in the literature on admm%’ s’ work engagement, thereby encouraging
further scholarly i 1nqu1ry in tl%{&c;?d It will also contribute to existing knowledge by
offering empirical @e on the relationships among ICT use, organisational
support, and the rk €ngagement of office administrators in universities within Osun
State. In a Sue findings may serve as a valuable reference point for future
resear providing a foundation for related studies and supporting the
Mcement of knowledge in this area. Also, the study’s methodology and findings
can serve as a foundation for further empirical inquiries, comparative studies across
regions or institutions, and theory development in organizational behavior,
educational technology, and labour studies.

1.7 Scope of the Study
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The study focuses on ICT use, organisational support and work engagement of office
administrators in universities in Osun State. The measures for work engagement are
vigor to work, dedication to work, and absorption in work. The measures for ICT use
are perceived usefulness and perceive ease of use, while the measures for
organisational support are fairness at workplace, supervisor support and
organisational reward. The study covers all the universities in Osun State th e:
Adeleke University, Ede, Bowen University, Iwo, Fountain University, *©shogbo,
Joseph Ayo Babalola University, Ikeji-Arakeji, Kings Un@%}, Ode Omu,
Oduduwa University, Ipetumodu, Redeemer’s University E%estland University

Osogbo. The study covers all administrators i anQuniversities in Osun State, this

Iwo, Osun State, Obafemi Awolowo University, Ile4] Osun State University,

will include male and female who are in diffi departments in the universities.

1.8 Limitation to the Study _ Q
AN

The limitation encountered in ?&tudy was that many of the office administrators
were not willing to fill .h$uestionnaire, claiming it was time consuming and this

extends the process%ata collection. However, through persistence of the researcher

and suppor(f‘%p@ ted research assistants, the limitation was overcome.

1.9 ational Definition of Terms

'Phg%{lowing terms are operationally defined as they were used in the study:

Work Engagement refers to the strength of the mental and emotional connection
office administrators feel toward the organisation that they work for, their team, and

their work in universities in Osun State.

16



Vigor to work means the high level of energy, mental resilience, and persistence that
an office administrator brings to their job in universities in Osun State.

Dedication to work means an office administrator’s sense of significance, enthusiasm,
pride, and deep involvement in their work in universities in Osun State.

Absorption in work refers to an office administrator’s full concentration, deep
involvement, and immersion in their work in universities in Osun State. Q
Information Communication Technology Use refers to the infe n and
application of computing, telecommunications, and data manag@%’systems in the
creation, storage, processing, and transmission of informatior%fﬁce administrators
in universities in Osun State. Q

Perceived Usefulness can be described as the ex@b which an office administrator
believes that using a particular technology enhance their job effectiveness and
make them to be meaningfully engage mar work in universities in Osun State.
Perceived Ease of Use refers t{ éee to which an office administrator believes
that using a particular sys%% technology will be free from effort in universities in

N\
Osun State. QQ

Organisatio;a\ port refers to the degree to which office administrators believe

that thei%t
uni\@es in Osun State

Fairness at workplace means the perception of how office administrators were treated

1sation values their contributions and cares about their well-being in

justly and their responsibility to act impartially in the execution of their duties in

universities in Osun State.

17



Supervisor support refers to the extent to which office administrators perceive their
immediate supervisors as being approachable, helpful, and concerned about their
well-being and professional development in universities in Osun State.
Organisational Reward means the tangible and intangible benefits that an institution
provides to office administration in recognition of their efforts, contributions, and
performance in universities in Osun State. Q
Office Administrator is an administrative support professional résponsible for
overseeing the administrative functions in universities in Osun@e. They perform

daily tasks to ensure business runs smoothly and effectivel%viding supports to

individuals or teams. Their role may include managin operations, coordinating

schedules and maintaining records. er

18



N\
S
9
Endnotes %

1. J. O. Okebiorun, K. B. Zacchaeus, & D. R. A Q titutional Practices and
Employees’ Work Engagement: An Integ ivevApproach to Unlocking the
Future of Universities’ Employees %geria. Sokoto Educational
Review, 24(1), 60-71, 2025.

2. V. A. Ayo-Ogunlusi, & A. Az &@ ct of Workplace Stress Management
on Employee Engagement am ffice Managers in University of Ibadan,

Oyo State, Nigeria. Innova& 8, 1163-1175, 2025.

3. E. Gallop (2020). latlonshlp Between Engagement at Work and
Organisational Ou , 2020 Q12. Meta-Analysis: 10th Edition. Available

at:  https://wwwegallup.com/workplace/352949/employee-engagement-holds-
steady-ﬁrst@l .aspx accesses on 22/11/2020.

4. ‘l% Rocco, and B. Shuck. What is a resource: Toward a taxonomy
s0 ces’ for employee engagement. Human Resource Development
, 19(1), pp-5-38 2020.

Qré Maslach. A Multidimensional Theory of Burnout. Theories of
\/ Organisational Stress, 65(85), 16, 1998.

6. L. F. Dias, D. J. Cardoso da Silva, S. Leonara, F. Volpato, S. Nikoli, G. Luiz,
& C. Pereira. Work Engagement and Burnout Syndrome: A Comparative

Analysis. Hygeia: Revista Brasileira de Geografia Médica e da Saude, 20.
2024.

7. Y. Wang. Exploring the Impact of Workload, Organisational Support, And
Work Engagement on Teachers’ Psychological Wellbeing: A Structural
Equation Modeling Approach. Frontiers in Psychology, /4, 1345740, 2024.

19



8.

1.

10. F. D. Davis. Technology acceptance model: TAM. Al-Suqri, MN, @;‘i AS:
)

E. A. Erwat & A. O. Akinyemi. Use of Information and Communication
Technology (ICT) for Sustainable Business Management by Women
Entreprenuers in Ekiti State, Nigeria. A Publication of Faculty of Education,
Kampala International University in Tanzania. 159-168, 2021.

I. A. Onikoyi, T. S. Adedere, C. D. Odeh, & O. S. Onaolapo. Impact of
Information and Communication Technology on Employees' Performance in
Zenith Bank Plc Nigeria. Economic Insights-Trends & Challenges, /3(4),
2024.

Information Seeking Behaviour and Technology Adoption, 205(219),571989.
A. A. Linus, G. A. Aladesusi, I. A. Monsur, & F. J. th. Perceived
usefulness, ease of use, and intention to utilize online to learning among

college of education students. Indonesian Journ )f Multidiciplinary
Research, 5(1), 41-52, 2024. 6

12. S. Faruk, M. S. Gawuna, & Z. Sale. The EffectNof Perceived Organisational

13. S. Faruk. The Effect of Psych

Support on Psychological Employment act Breach in Nigeria Public
Universities: The Mediating Effect ust. International Journal of
Intellectual Discourse, 7(4). 2024. fb

%cal Contract, Organisational Justice and
Organisational Support OK hological Contract Breach: The Mediating

Effect of Trust. 2019.
&

14. D. N. Karim, & % Hossain. Triggering Extra-Role Customer Service

Behaviour of, rs in a Developing Country: The Role of Perceived
Organisational\Support and Workplace Happiness. Management Matters.

2025 3 ,\%

15. M. [Edward.” Effect of Rewards on Job Satisfaction in Tanzania Prison

ices (Doctoral dissertation, The Open University of Tanzania). 2024.

.IQ O. Alabi, & S. Mutula. Information and Communication Technologies:
Use and Factors for Success amongst Academics in and Public Universities in
Nigeria. South African Journal of Information Management, 22(1), 1-8,
2020.

20



2
NS
Ch@Two
Revie) sﬁlated Literature

This chapter reviews relev@rature connected to the subject of the present study.
The review establish%@l”leoretical foundation for the research and identifies gaps

in existing sch z%ip that justify the need for the study. The discussion is organised

under tthu)\mg headings and subheadings:

2.1 eptual Review
2.1.1 Overview of Work Engagement
2.1.2 Overview of Information Communication Technology (ICT) Use

2.1.3 Overview of Organisational Support
2.2 Theoretical Framework
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2.2.1 Burnout-Engagement Continuum Theory
2.2.2 Technology Acceptance Model (TAM)

2.2.3 Perceived Organisational Support Theory

2.3 Review of Empirical Studies

2.3.1 Information Communication Technology (ICT) Use and Work Engageme&

2.3.2 Organisational Support and Work Engagement QQ

2.4 Conceptual Model /\
2.5 Summary of Reviewed Literature %

Endnote Q
N\
Qo
NS

2.1 Conceptual Review . &RQ

2.1.1 Overview of Work Enga{é&nt

Work engagement is af@portant term in an organisation, which has gained
substantial interest @aﬂy study. It is also referred to the employee engagement
as the degr 't@ is conscientious and involved in his/her work roles. Also, work
engager@ 1s perceived as a good and satisfactory behavior associated with work
%@%aﬂ(ed by three components: vigor, interest and devotion. An engaged
employee is projected to experience traits such as socially, psychologically and
cognitively. Employee engagement is valuable to both individuals and organisations

as it stimulates innovation and promotes constructive relationships between

management and staff. It enhances organisational creativity, efficiency, and overall
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performance. Moreover, engagement positively influences employee output and
knowledge generation, which can yield financial benefits for the organisation by
lowering recruitment and retention costs. Ultimately, the effectiveness of any

business largely depends on management’s capacity to implement sound engagement

N\

When an organisation cultivates a strong corporate culture that makes em feel

strategies'.

valued and supported, positive engagement can generate business %n s such as
reduced costs and improved efficiency. Higher levels of empl gagement often
arise from management’s trust in staff, streamlined hieand leadership that
models desired behaviours. Engagement has been ass@ted with numerous positive
outcomes, performance, including organiza@% commitment, profitability, and
productivity. Employee engagement is@mymous with happiness, satisfaction,
or well-being. The concept of wﬁngagement has sparked extensive research,
discussion, and theoretical ds%gan\ent, promoting not only employee well-being in
the workplace but also :&Q%g significant practical benefits since its emergence in
organisational sci \cbOrganisations increasingly focus on fostering and enhancing
employees’@e%&‘%n

positiy, @ctive disposition alone may not be sufficient to drive engagement; it may

and commitment to fully leverage their potential. However, a

Q\i&e engagement primarily when combined with other favorable attributes. A
growing body of evidence links higher work engagement to increased productivity,
greater customer satisfaction, and reduced turnover, addressing key concerns that are

increasingly important to both public and healthcare stakeholders?.
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Although much attention has been given to identifying and fostering the positive
aspects of work engagement, it is equally important to implement programs targeting
employees who are not fully engaged or are actively disengaged. Research indicates
that disengaged individuals often struggle to navigate workplace politics, largely due
to insufficient personal and job resources. Work engagement is typically measured
through vigor, dedication, and absorption. When human resource practicQal to
address these factors appropriately, employees are unable to fully cc@/@o their
roles. Conversely, employees who demonstrate a strong sense ’%ponsibility and
engagement serve as valuable organisational assets, %ncing efficiency,
effectiveness, and contributing meaningfully to the a ent of the organisation’s
vision and mission?. Q
6’2}

As an educational institution, a unive%%st deliver the products and services
required to achieve its intended oy%s, which includes continuous development of
human resources to maintain @ed teaching and non-teaching staff capable of
providing quality educat’o&ssessing the work engagement levels of employees can

offer valuable insiglbinto the university’s personnel, enabling the institution to

strengthen < sQﬁr orce and foster an environment where employees are fully

engagedé
O

Mg from the above definition of engagement, it can be deduced that employee
engagement has to deals with the extent of commitment and work exposure an
employee feels toward their job. This therefore simply means that employee
engagement has direct bearing with employee autonomy because, if workers are
allowed to handles job specifications and responsibilities on their own without too
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much interference of higher authorities, then employee autonomy has said to have set
in. This simply means that when employees get the freedom to work in their own way,
they become motivated to work well. They want to show what they are capable of,
and engagement levels naturally rise. A refectory study shows that 79% of

autonomous employees are more engaged than employees who lack autonomy?.

Organizations with high levels of employee engagement are more proﬁtab@ have

higher customer satisfaction ratings than ones with low engagement e\gﬁﬁccording

to Gallup and other researchers. This research also shows that ﬁJl engagement
e §

efforts lead to less absenteeism and turnover. In a compe@ iring market, engaged
staff members who feel they have good work-li lance and high levels of
employee satisfaction are also less likely % elsewhere for employment.
Employee engagement can be physi%rélotional, and/or cognitive. Physical
engagement is based on the am.og&}exertion an employee puts into their job.
Physically engaged employees Qsﬁ\work as a source of energy. Emotionally engaged

employees have a positi .e\t& outlook and are passionate about their work®.

Whatever the so&&gaged employees feel connected to their work because they
can relate to, ahd are committed to, and they also see how they contribute to the
overa]kb ess and mission of the organization. They further asserted that giving
tég;bmembers the opportunity to work autonomously may improve their productivity
by allowing them to complete tasks as soon as they are ready to, instead of waiting
for specific directions. Employee engagement is enhanced through rewards and
recognition. This buttress the fact that both are tools that can be used to motivate
employees and improve their performance. Rewards can include things such as
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bonuses, raises, or special privileges, while recognition can come in the form of
words of appreciation or awards. When used effectively, rewards and recognition can
help to create a positive work environment and increase employee satisfaction. They
can also help to boost morale and encourage employees to work harder and achieve

better results®.

Beyond its definitions and conceptualizations, work engagement has bee&ined
across countries to explore the economic and cultural factors inﬂue@ggbe concept.

Much of the global evidence on work engagement comes fr: r@llup, which has
conducted Employee Engagement Index surveys ac@%ﬁous cultures and
continents. However, caution is warranted when in@ting these findings due to
cultural differences and variations in %s. Research indicates that
approximately 50% of American Work@ disengaged. Since 2002, Gallup has
carried out engagement surveys })vg&}e to track these trends. In Thailand it was
revealed that just about 12 per Q%f Thailand’s employee population are ‘engaged,'
while a larger 82 per c@‘actively disengaged,” and 6 per cent are disengaged. In
Australia, engagedg)loyees were only about 18%, the Chinese with 12% of
engagemen(]il&n %, New Zealand 17% and Singapore was reported at 9% of

engager@ at work, French employees were engaged at 59% while American

e@fees were engaged at 40% as of July 2020°.

Further evidence by Gallop on work engagement towards improving organisational
performance showed that UK and USA employees reflected more on the extent to
which organisations offer job security and career prospects as essential for
engagement at work. The advantage of these studies permits organisations to measure
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up levels of work engagement with their national standards. National standard
denotes factors of national context, legislations, management policies, values as well
as organisational culture which are unique factors to be understood by managers
when dealing with employee engagement issues. At the end of the last millennium,
huge professional and research interest has risen in the relevance of work engagement
as a significant workplace concept with huge ability to enhance orga\Qtio al
success. These interests span across areas of the concept such as con@/@saﬁons

and definition, antecedents, consequences as well as its applic ’%swith different

other concepts and fields®. %

As mentioned in the work of Khan on personal enents which represents the
various aspect of an employee that could im;gb‘%k role performance physically,
cognitively, and emotionally. This ope%% concept for more investigations by
other notable scholars who have.@ concept from its present status. Based on
this, many authors seemed to h&\%j\)ortrayed the concept in various ways and shapes.
While pioneer scholarsk@ as Khan believe that work engagement is how an
employee connects h their work roles and express these roles physically,
cognitively@ tionally. Recent scholars stated the work engagement construct
isa posi@ feeling of pleasure with high stimulation within the organisation. Others

b% that engaged workers have high drive levels, are fully absorbed in their jobs,

are passionate and have delight in their work’.

Work engagement as seen by academics is mostly described as a high level of drive,
mental resilience and readiness to devote effort to one’s work despite difficulties.
Employee engagement does not act on its own, according to an author employee
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engagement should connect with psychological, emotional and cognitive aspects of
employees’ roles at work. Allen suggested that value emerges from the interplay of
three aspects of work: employees must feel valued, and both work and organisational
culture must reflect this value to achieve optimal employee performance.
Additionally, a country’s economic conditions can influence an organisation’s ability
to effectively engage its workforce. Research has shown that national Qo ic
factors can shape the relationship between employee engagement anng/ ational
performance, impacting employee remuneration, welfare, and all work output.
Furthermore, fostering engagement in a competitive wo ce can encourage

employees to perform above and beyond their forma@ ponsibilities, enhancing
organisational competitiveness®. ’bQ

Work engagement does not occur al\:%@ally; it is a complex phenomenon

influenced by several key driyg&ncluding training, recognition, and other
organisational practices, whi%@claﬁfy its meaning. Engaged employees tend to
outperform their nonf.& d counterparts for four main reasons. First, they
experience positiveg)tions, such as happiness, appreciation, and enthusiasm at
work. Seco@i&\y enerally enjoy better health. Third, they feel empowered in their
roles, a\‘épurth, they demonstrate strong collective and team-oriented abilities, as
OQ/% organisational performance relies on collective effort. Individual work
engagement can also influence colleagues, ultimately enhancing team performance.
These definitions and conceptions consistently depict work engagement as a positive
and rewarding work-related experience characterized by dedication, absorption, drive,

and vigour (Mone & London). Given the lack of a universally accepted definition,
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many researchers view work engagement as a strategic human resource approach

essential for organisational success’.

Psychologist William Kahn was one of the first researchers to introduce the concept
of employee engagement. Kahn wrote a paper called “Psychological Personal
Conditions Engagement of and Disengagement” in 1990. Based on his research&hn
described the three main types of employee engagement: cognitive, em@, and
physical engagement employees bring to their jobs which influence hebperiences
of work and their commitment. Kahn supported the idea t ging employees
cognitively, emotionally, and physically helps them feel %re and confident in

their roles, feel that the work they are doing is worﬂ@e and meaningful, and feel

more valued and supported mentally and physi ﬂ@Q

Cognitive engagement refers to the deg\®» which employees concentrate on their
work. Employees who are cognit X&gaged maintain focus even amid distractions
and interruptions. This forméengagement relates to how employees perceive and
think about their job n@ organization. It is often considered the most critical type
of engagement atise it reflects alignment with the organization’s values.
Cognitivel % employees understand and support the organization’s mission,
goals, strategies, and are aware of the actions required to contribute to
(}gylzational success. Achieving cognitive engagement involves a deep
understanding of the organization’s vision, culture, and strategic objectives, as well as

clarity about individual goals, job responsibilities, and the role each employee plays

in advancing organizational outcomes'®,
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Emotional engagement is closely linked to employees’ feelings. Employees need to
feel committed to their organization, valued, and that their work contributes to
meaningful outcomes, all of which are shaped by and can influence their emotions.
This type of engagement reflects how employees feel about their organization,
colleagues, and leadership, and is shaped by their immediate experiences on the job.
An employee’s perceptions of their tasks, co-workers, management, e
organization as a whole determine the level of involvement 1:@@ work.
Emotionally engaged employees tend to hold positive attitudes t@%\their roles and
channel these emotions into their performance. They are mo$sted in their work,

often experience higher job satisfaction, and cdntfibufe to a positive work

10

environment that can encourage engagement agq@'ners .

Physical engagement refers to emplg@rb attitudes toward their work, their
participation in work-related actiyi&n the physical and mental effort they invest
in performing their jobs. Thes&ﬁa\ions reflect their commitment and investment in
their role. Kahn linked .tb&vel of mental and physical effort employees exert to
increased conﬁde@ Physically engaged employees typically demonstrate
enthusiasm(;):r\%wi tasks and maintain a growth-oriented mindset. They are also
more li@to pursue learning and development opportunities. Physical engagement
1%@;% connected to both physical and mental well-being, as healthier employees
tend to invest more energy and focus into their work!?. The measures of work
engagement that are explored in this study are vigor to work, dedication to work and

absorption in work.
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Vigor at work is reflected in an individual’s high levels of mental energy and
endurance, their willingness to perform at their best, and their perseverance when
encountering challenges. Employees who exhibit vigor feel strong and enthusiastic
about their work, are willing to invest effort, and are not easily fatigued. Vigor also
encompasses persistence, even in the face of difficulties. In practice, vigor manifests
as the physical and psychological vitality employees bring to th ily
responsibilities. For instance, an employee working long hours onQ)@anding
project but remaining enthusiastic and energetic is demonstra@h vigor. This
attribute is particularly essential in high-stress environme%uch as healthcare,

emergency services, and IT services, where cons@ and for attention and

responsiveness is the norm!!. ,bQ

Dedication to work refers to the strengt %age in a job and experiencing a sense
\

of significance, enthusiasm, ins@@ pride, and challenges. Employees who are
dedicated do not merely go thﬁsal\ the motions of work; they are deeply involved
and identify strongly W@r job roles and organizational goals. Dedication reflects
a strong sense of ose. An employee who feels that their work contributes
meaningful(.:t\\h organization or society is more likely to feel dedicated. This
sense oélrpose translates into loyalty, perseverance, and a drive to achieve
e%t%rge. For instance, administrators in public secondary schools in Southwest
Nigeria, despite infrastructural challenges, often show remarkable levels of dedication
because of their commitment to student development. Absorption is characterized by

complete focus and enjoyment in one’s work. Engaged employees maintain an

energetic and effective connection with their tasks and perceive themselves as
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capable of managing the demands of their job successfully. Absorption is not about
overwork or workaholism. Rather, it’s about a healthy, intense focus on tasks that are
meaningful and stimulating. For instance, a software developer working on a complex
coding problem might lose track of time and remain deeply immersed in problem-

solving. This level of engagement can lead to innovation and creative solutions'!.

Absorption in work refers to a state of deep involvement in work where g iduals
become fully concentrated and happily engrossed in their tasks, often\osthe extent

that time passes quickly and detachment from the work ment becomes
lta%

difficult. For office administrators, whose work involve@ sking, coordination,
and problem-solving in dynamic institutional settings%orption plays a critical role
in sustaining performance and efficiency. It i led that employees with greater
autonomy and decision-making authoris@ience higher levels of absorption. For
office administrators in universitieﬁ&ose work often requires balancing academic,

N\

managerial, and student servi&c’a:sponsibilities, autonomy can encourage deeper
engagement with their r.o@Conversely, lack of recognition or inadequate support
structures may leadgduced concentration and eventual disengagement!!,

2.1.2 Over(e.iéﬂl formation Communication Technology (ICT) Use
Informa@and Communications Technology (ICT) emerges from the integration of
Iﬁ&/%ation Technology (IT) and Communication Technology (CT), encompassing
the hardware and software necessary to manage, transmit, and utilize information
through activities such as collection, production, processing, and storage. ICT spans a

wide range of tools and services, from foundational technologies like LEDs,

semiconductors, and other digital devices to emerging areas such as big data, the
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Internet of Things (IoT), and related innovations. As technological boundaries
continue to evolve and new innovations emerge, the definition and scope of ICT may
change over time; however, its significance is consistently highlighted across

numerous studies'?.

Information and Communication Technology (ICT) comprises three inter&ed
components: Information, Communication, and Technology. Informat@n be
broadly understood as news, events, or messages received throu%&uﬁentation,

electronic media, or verbal communication. From a scholarly pe @ ive, information

includes facts, data, opinions, and findings derived from arch and academic work

across all fields of knowledge. It is transmitted throu@mmunicaﬁon, whether as a

message, signal, or stimulus, and has the p é’@aQ to elicit a response from the

recipient. Essentially, information repre@umanity’s accumulated knowledge in
N\

various forms and from divers.e&ces, providing the foundation for rational

decision-making. When procesQQDmformation becomes valuable data that supports

planning, decision- ma d the implementation of programmes!?.

Information can %erstood in multiple ways. One perspective defines it as the
transmlssm® signal or the communication of something to a person, a definition
that 1 bts scope to human interpretation. From a computer science viewpoint,
Wn ation is considered any electrical signal or bit pattern with a defined meaning.
In data communication theory, information refers to the technical processes involved
in encoding a signal for transmission, providing a statistical description of the
message produced by the code, where the ‘meaning’ of the message in a human sense
is considered irrelevant. Some scholars focus on information in terms of efficiently
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and economically transmitting data while detecting errors during transmission and
reception. Others define information as the representation of a fact or message for the

recipient'4,

Information means the content or meaning of a message, while another author choose
to define information as “that which destroys uncertainty”. In this study, infmmtion
is understood more broadly than its traditional definition in informatio@%ry. It
refers to meaningful data that is stored and processed within systems services,

providing a permanent record of numerical, textual, and aal material, and

facilitating its communication to designated users'. Q

Communication, the second component of ICTQ&VeS from the Latin term
‘communicare,” meaning ‘to share’ or ‘to rr@ommon.’ Scholars have defined
communication in various ways, but the@)ad agreement that it forms the core of
social interactions among all em@encompassing the exchange of information

between machines or betwe%c?lviduals and machines. It is the process through

which humans co@as, opinions, and emotions using language, enabling

interaction, conversation, socialization, historical record-keeping, cultural
[ ]

transmissio@ss generations, the formation of societies and social groups, and the

overa nance of civilization!4.

I%%ﬁ.ation and Communications Technologies (ICT) play a crucial role in
enhancing national competitiveness and driving economic growth in the era of the
Fourth Industrial Revolution (Industry 4.0). ICT encompasses the infrastructure and
devices associated with data, networking, and artificial intelligence (Al), as well as

emerging technologies such as big data, 5G, cloud computing, the Internet of Things
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(IoT), software, self-driving vehicles, and other interconnected systems that enable
digital transformation. According to the United Nations Digital Economy Report, ICT
has created significant opportunities while addressing challenges at unprecedented
speed and scale, reshaping societies and daily life. Additionally, ICT facilitates the
creation of new market opportunities by providing real-time information that

strengthens customer relationships!>. Q

From a scientific perspective, communication is a central cow(ml of ICT,
encompassing the creation, transmission, interpretation, and utili of information.
It involves the encoding of a message by a sender, its tra@% through a channel,
and subsequent decoding and contextual und nding by the receiver.
Communication, therefore, permeates all asp%@uman activity. Recognizing its
significance, the International Telecox@ation Union (ITU) and the United
Nations Educational, Scientific apg\' tural Organization (UNESCO) have affirmed
that the right to communicat&CE\a fundamental human right (UN, 1996). The
development of comput%&atellites, mobile phones, and Internet technologies has
expanded the scope@mmunicaﬁon. In this study, communication is understood as
the creatiorQIiQ\m sion, and reception of information in the form of messages and
ideas, v@h facilitates the smooth functioning of modern society. The term
‘Q@logy’ originates from the Greek words ‘techne,” meaning art or craft, and
‘logia,” meaning the study of a subject. Technology, therefore, refers to the scientific
study and application of knowledge for transforming natural resources into goods and

services. It encompasses the knowledge, skills, and capacities that individuals employ

to produce a product or craft, which may include methods, processes, techniques,
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tools, machines, materials, and procedures. The design, development, and effective
utilization of technology are largely driven by human resource capabilities and

management systems!.

In contemporary practice, information and communication increasingly converge
through the use of technology. Given the rapid emergence of ICT solu&ns,
establishing a single, universally accepted definition has proven chall@%. For
example, the Information and Communication Technology ASSO% America
defines ICT as the study, design, development, and imple n of computer-
based information support systems, with particular emphasis, on‘software applications
and computer hardware'®. The British Northern Exam@on Association defines ICT
as “the study of information handling and 1%%% society by means of modern
technology. This includes the acquisiti rbessing, storage and communication of
N
information in any form by ap]gr@e means”, while the British Department of
Trade and Industry defines I@ terms of ‘“acquisition, processing, storage and
dissemination of voc .$ctorial, textual and numerical information by a
microelectronic ba@combinaﬁon of computing and telecommunication”. This

definition Seg%b at ICT encompasses the use of computer hardware and software

to input,@cess, store, secure, transmit, and retrieve data '°.

'Fh@j?rm ICT is often used interchangeably with IT because telecommunications play
a central role in transmitting information between computer systems. The rapid
advancement of electronic technologies such as telephones, television, ATMs, telex,
and computers has led to the emergence of ICT as a distinct concept. According to the
United Nations Economic Commission for Africa (UNECA), ICT encompasses
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Internet service provision, telecommunications equipment and services, media
broadcasting, libraries and documentation centres, commercial information providers,
network-based information services, and other related information and
communication activities. Similarly, ICT can be understood as the set of tools used in
information-handling technologies to convert, store, process, transmit, and retrieve

information. These tools include fax machines, CD-ROMs, the World Wide Q}, d

e-mail'>. 0
,\(/

The origins of ICT can be traced back to the technological con @ ion between the

Union of Soviet Socialist Republics (USSR) and the Uni@ta s of America (USA)
in the mid-twentieth century. In 1957, the Soviet @n launched the spacecraft
Sputnik, achieving a milestone that challe@%e US’s leadership in space
exploration. In response, the US inves&@rafﬂy in space research, leading to the

N\

creation of the Advanced Researqh&cts Agency (ARPA), which brought together
military scientists and organksa\@ns across various sectors. This collaboration
resulted in the develop. ﬂof mainframe computers, which were networked for
shared use among @rchers. The initial network, known as ARPAnet, eventually
evolved int@ térnet. While the space research component of ARPAnet was later
transfen%\o the National Aeronautics and Space Administration (NASA), ARPAnet
o@rg to develop into the global Internet, facilitating effective and inexpensive

communication worldwide. As a result, ICT has become integral to all areas of

human activity, enabling significant advancements across professions!®.

ICT has transformed the industrial sector by introducing a wide range of advanced
products, establishing new benchmarks for global competitiveness. Indeed, a nation’s
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wealth and power are increasingly linked to the strength and effective management of
its ICT infrastructure. As reported, ‘through its links with data processing and
telecommunications, the electronics complex over the next quarter-century will
become the central axis around which the productive structures of advanced industrial
societies will be reorganized.’ In this context, it has been argued that the viability of
modern economies is no longer determined solely by available human and, natural
resources but also by the state of technological development. Suppo nng view,
some scholars note that the Internet offers unparalleled op@%ﬁies for long-

o$viding developing

distance learning and universal access to quality educati

countries with a platform to participate fully in the €lobal*tconomy. Consequently,
ensuring broad access to ICT is critical, otherw:}&%e gap between the technology-
rich and technology-poor will widen. ICTs % categorized based on the medium,
usage, and types of technology emplcx}.\.

ICTs could be categorized by &g;\}n into five groups viz computing facilities and
services; film/tape base&@ities - microfiche reader, micro card reader, microprint
reader, slide proje&b reel to reel recorder, tape recorder, video machine etc;
reproductio(/\,%a ilities-photocopying machine, duplicating machine;
telecom ication facilities - telephone, GSM, telex, telegram, fax machine, satellite
%%others; broadcasting facilities - radio, television, cable transmission (CNN,
BBC, Al-jazeera etc)!'®. Another author also categorized ICTs by usage into four,
namely: capturing technologies, communication technologies, storage technologies,

and display technologies. A concise but more elaborate classification of ICTs by

usage was made by an author viz: ICT- based resources, including computers
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connected to Internet, CD-ROM, audio cassettes, video-cassettes, photocopiers,
printers, software used by libraries etc; ICT-based activities, including data
processing, circulation, cataloguing, bibliography, serial control, in-house database;

and ICT-based library services, including CD-ROM searching, online information

S\

ICTs are generally understood to rely on four primary technologies. Fir: puter

service, news clipping, scanning service, online reservation services'é.

hardware technologies, which include personal computers, mid%@‘g&ers, large

mainframe systems, and the associated input, output, and st evices. Second,
én

software, encompassing web browsers, productivity s, \and applications for

business operations. Third, telecommunication an(@work technologies, which

cover telecommunications equipment, media %@%rs, and the software necessary

to provide wired and wireless access z@as Internet connectivity and network
N\

support. Fourth, data resource @gement technologies, including database

management systems and softvé@ used for developing, accessing, and maintaining

organizational databaseshs$

ICT is widely rec ﬁd as a key factor in enhancing productivity, particularly when
investments, ar¢®» made in research and development, organizational assets, and
empl pabilities. Research indicates that the use of ICT allows organizations to
(}ﬁ% more efficiently, reduce costs, and improve workplace competitiveness. For
instance, employees can easily share expertise, skills, and knowledge with colleagues,
thereby enhancing problem-solving capabilities. Commonly used ICT software, such
as the Internet, helps establish an engaging work environment that positively
influences employee motivation and aligns with organizational goals. Similarly,
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communication tools like Skype extend traditional telephone conversations into more

interactive, face-to-face-like exchanges, further facilitating collaboration!”.

Similarly, the use of technology and the Internet has facilitated flexible working
arrangements, allowing employees greater control over their work schedules. For
example, working mothers have reported that Internet access enables them to wge
business tasks remotely while spending more time with their families, orting
work-life balance. In the context of business operations, e—commer&hg_accelerated

connections between suppliers and consumers and strea 'the conduct of
transactions. Overall, these positive experiences with I‘T@%ﬁtmployees to work
efficiently both in the office and from home, enhanci@roductivity through the use
of digital tools and devices. The use of ICT in&&ance management provides the
efficiency, automation, and engagement%%ployees and HR teams need. With the
appropriate technological tools, t.hg&ess of feedback and performance evaluation
can be carried out more easil&% in a structured manner. ICT also enables the

integration of employe .levaluations, enabling them to more actively manage

their own career de\épment. However, some studies emphasize both positive and

negative ef{t}%’rw_

Unfor%sy, using ICT devices such as cell phones, laptops, and other
C}W‘%nication tools might promote the connection between work and employees
beyond usual working hours. In other words, advanced technologies like ICT have
been used to push employees to increase productivity and link with any time with
work, so it has influenced their behavior and psychological reactions. As a result, the
separation line between work and personal time becomes blurred, increasing work
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demands and hours and feeling higher stress and difficulty. Use of been used to push
employees to increase productivity and link with any time with work, so it has
influenced their behavior and psychological reactions. As a result, the separation line

between work and personal time becomes blurred, increasing work demands and

2\

ICT facilitates the implementation of flexible work policies, such as tele %tmg,

hours and feeling higher stress and difficulty'®.

however, it can also exacerbate family-to-work conflict if employ cﬁ‘/unable to
disconnect from work while at home. Extended work hours @crease stress for
both employees and their families by limiting quality ily» time and extending
work-related demands. As a result, the integration of @nto work routines can have
negative consequences, creating unintended ogical and physical challenges
for employees!8. Some of the measure@T use are perceived usefulness and

perceived ease of use which werqa@d from technology acceptance model.

Perceived usefulness is “the&ree to which academic staff believes that using a
particular system @hance his or her job performance”. Perceived usefulness
explains the user’ ggmtlon that the interactive and use of office automation will
enhance their t k performance in conveniently finding locations and consequently
enhanebélr service delivery. The user has a view of how valuable the innovation is
in orming his or her tasks and how useful the mobile map is in reducing the time
to get locations of where they are going to or where they are or getting the distance
from a location to another location. Literature reveals that administrators who see ICT

tools (e-mail systems, databases, workflow software) as improving the speed,
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accuracy, and efficiency of tasks are more likely to use these tools consistently and

proficiently!®.

In university settings, this translates into improved service delivery, reduced
administrative bottlenecks, and enhanced coordination between academic and non-
academic units. For office administrators in universities, where operational efﬁc'&cy
and responsiveness to management directives are essential due to compet@narket
pressures, perceived usefulness can also be linked to job satisfactiowgmbrale. ICT
systems that simplify processes such as student record manag timetabling, and
correspondence tracking are seen not only as useful but a@s powering, allowing

administrators to deliver services with fewer errors an@ater autonomy'’.

QO

It is argued that users are more likely to fin ’anology useful when they receive
adequate training and when systems a@r—friendly and reliable. In the Nigerian
higher education context, it is obs% at many administrative staff find ICT useful
only when they are conﬁdent@heir ability to use it. Therefore, perceived usefulness
.
is often contingent u o®tal literacy levels and institutional investment in capacity
building. In univ &s, disparities in access to modern technology and support
systems ﬁl@complicate this issue, with some office administrators reporting

limite eived usefulness due to lack of consistent power supply, software

C}V%tibﬂity issues, or poor IT support!®.

Perceived ease of use is the degree to which a person believes that using an IT will be
free of effort. It refers to the degree to which a person believes that using a particulars
system would be free of effort. Ease of use also represents the degree to which an

innovation is easy to understand and operate. If library staff perceived the social
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media tools as easy to use, they are likely to use them. It is affirmed that perceived-
ease-of-use is the degree of difficulty or ease to learn on how to use and then
incorporate a new technology into daily routines. It might be significant for Higher
Institutions of learning to tailor their pedagogical activities with Social Networking
Technologies (SNT’s) to provide easy access for administrative staff, students and
staff. When carrying out teaching activities, it is necessary to use a mediurQat e
students and lecturers are able to relate to and is easy to gain access Q}Qrder to
compliment online studying. Perceived-ease-of-use (PEOU) has@lgﬁiﬁcant impact
on attitude towards usage (ATU). It is posited that when adm%ative staff perceive

Q

the e-portfolio system as one that is easy to use and n€arly~ffee of mental effort, they

may have a favourable attitude towards the gise@s of the system and therefore

intention to use the system increases?’. fb

N

[ ]
assist their course works if they d%& it casy to use and that it is extremely important

N\

to make an online learnin gform easy to interact with, such as through clear and

It is argued that office administrators%af ways willing to use an online system to

simple navigation@ of all the pages and personalized information search
service, since@measures enhance student perceptions of the ease of use of a
technolo%gﬂgited that students find e-learning systems easy to use when an e-
lear@latform is clear and understandable, as well as providing easier access to
information. In this context, the use of SNTs would be regarded as easy to use if it
provides easy access to information and when the platform is clear and
understandable. Perceived ease of use highly determines the intention to adopt a
technology. It is found that the easier a technology is to use, the more useful an

individual perceives it to be and therefore his intention to use the technology will
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increase, therefore, perceived ease of use is a primary determinant of user acceptance
and in the context of SNTs, the developer of such platforms should focus their
primary resources on system ease of use. Perceived ease of use is a key determinant
in the successful adoption and sustained utilization of ICT tools among office
administrators in universities. It directly influences their attitudes toward technology,
their willingness to integrate it into daily tasks, and ultimately, the effectiQs of
institutional operations. To optimize the benefits of digital trangfo ion in
university administration, higher education managers must ens@ ICT systems

are not only functional but also intuitive, well-supported, an%ned with the needs

of end-users?!. Q

2.1.3 Overview of Organisational Support ’bQ

In every place of work or organization, a@es always have numerous and diverse
relationship with important areas,.a;&e of this relationship is what binds them with
their relevant employers. T&c&%or can summarily be connected to perceived
organizational support ( > which is an employee or workers perception concerning
how his or her e&@r values their contributions at work place or organization, as

well as, sh@o

the beli@at the employer cares about the needs of employees?. It also refers to a

cern about their well-being. Perceived organizational support is

g@ belief in which employees feel that their organization values their
contributions and cares about their well-being. To show support, it is posited that the
organizational needs to consider employee opinions, goals and values, help the
employees if they encounter problems and should forgive honest mistakes of

employees. Educational institutions can support office administrators by creating
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career opportunities, by funding employee career development, by incentivizing
employees who develop their careers and by providing time for those who are
developing careers through study leaves, seminars, workshops and conferences.
Literature revealed that the components of perceived organizational support include
training, autonomy, job security and safety, recognition, pay, promotion, fairness, and

X

Organisational support proposes that employees form perceptions’< ow much

work conditions?2.

the organisation values their contributions and cares a eir well-being.
Employees observe and interpret different conditions and@%t they receive from
the organisation, using these as indicators of the orgz@ion's commitment and care
toward them. For example, fairness of organis%@olicies and resource allocation,
opportunities for advancement, and %support from leadership, all shape
perceived organisational suppogt’&n employees believe the organisation is
concerned about them and r&&gs the help needed to carry out responsibilities
effectively, it fulfils .@&ocioemotional needs. Specifically, higher perceived
organisational sup&neets needs for esteem, approval, and affiliation. Esteem
needs relat(z)/\é&i s of worthiness and value. When organisations demonstrate care
for em %es’ well-being and appreciate their contributions, it conveys that they are

i@nt assets worthy of investment. This bolsters employees' self-esteem and

sense of purpose from making valued contributions?2.

Perceived organisational support also provides social validation and approval that
employees' efforts help the organisation achieve its goals. Recognition from leaders
that employees' work aligns with and furthers organisational objectives confirms that
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their labour has meaning and social usefulness. Employees derive a sense of approval
and mattering when their hard work is acknowledged as contributing toward
something larger than themselves. Similarly, perceived organisational support fulfils
affiliation needs through reinforcing employees' membership to a team and sense of
belonging. Organisations comprise extensive interpersonal networks and relationships.
When employees believe the organisation genuinely supports them, they feeQu ly
embedded within those social structures and affiliative bonds. This solidafity and
connectivity to the surrounding organisation supplies comfort an@i’%ﬁes integration
needs. In essence, perceived organisational support makes%oyees feel socially
anchored within organisational life rather than isol fulfilling these critical
needs, perceived organisational support fostergtfb@'r affective commitment toward

®%

Employees reciprocate supportlye’&ment with greater emotional dedication to

the organization®.

helping the organisation suce&gw\[n this way, perceived organisational support
activates social exchang.QAionships, where favourable treatment motivates a desire
to benefit the sourc%!hat treatment. Perceived organisational support is associated
with key W(f{i\&e es like lower turnover intentions and higher actual job retention.
When ex@oyees believe their organisation genuinely supports and values them, they
% ikely to consider leaving and more apt to stay. In the organizational context,
favorable treatment between employers and employees is reciprocated by the
receiving parties leading to positive outcomes (e.g., reduced workplace deviant
behaviour). Employees develop perceived organizational support in response to

socio-emotional needs and the organizational readiness to reward increased effort
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made on its behalf. To this view, it is asserted that employees are more committed to
their organization and perform better when they perceive their organization as
supportive. Perceived organizational support, therefore, showcases how much the

organization values employees’ contributions and cares about their welfare??.

When there is perceived organizational support, employees are motivated to &ch
their obligations and be fully engaged at work. High level of organizatic@pport
may aid the restoration of balance between the benefits awarded b&th;(aganization

and the contribution of the employee. For organization t is properly as
previously stated, it should consider the organizational SL@%) as top most main
concern considering the fact that it has great effect@psychological employment
contract breach. When employers fail to eir promises, the presence of
perceived organizational support can n%’é‘potential negative consequences. For
N\
instance, new employees who pgr&strong organizational support often develop
high levels of dedication to tlQQD\employer, which can indirectly reduce turnover

intentions and promote @yee retention. Maintaining such support is important, as

it contributes to %émg positive behaviors and enhancing overall workplace

outcomesz“(. 5\\'

In Ni universities, the relationship between faculty and staff and their
ih&on is central to both academic and administrative functions, making
organizational support particularly significant. Employees’ perceptions of
organizational support can influence their job satisfaction, commitment, and
engagement, thereby affecting overall organizational effectiveness. Within these
universities, organizational support encompasses several dimensions, including
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employee benefits, fairness and equity, and supportive human resource practices.
These dimensions reflect the institution’s efforts to create a work environment that
promotes employee well-being and fosters a sense of belonging and commitment. For
example, fair and equitable treatment in decision-making, transparent communication
channels, and opportunities for career development demonstrate the organization’s

N
(2

Similarly, policies that encourage work-life balance, offer competit'& ensation,

dedication to supporting its employees?*.

and recognize employee contributions enhance perceptions of ;ational support.

Scholars emphasize that organizational support has a@lt aceted influence on
employee attitudes and behaviors. Research indicate@t perceived organizational
support (POS) contributes to favorable orgar%f@ﬂ outcomes, including reduced
absenteeism, increased job satisfaction, r{%%d organizational citizenship behavior,
and enhanced overall performaps&lctors shaping POS include organizational
fairness and equity, supportive\ﬁ@i\an resource practices, employee characteristics,
and leadership commun'.cxs\&n. Additionally, supervisor support manifested through
high-quality leader-member, exchange relationships further reinforces the positive

impact of P(.S:‘éhe ployee attitudes and workplace behaviors®.

Empl%§eneﬁts, as a key dimension of organizational support (OS), include the
th&e rewards and perks provided to employees in addition to their regular salary.
These benefits signal the organization’s commitment to supporting employees’ well-
being and serve as a crucial factor in shaping perceptions of the organization’s
investment in its workforce. Examples of such benefits include health insurance,
retirement plans, paid leave, flexible work arrangements, wellness programs, and
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opportunities for professional development. In Nigerian universities, employee
benefits play a vital role in attracting and retaining qualified faculty and staff, as
competitive packages demonstrates recognition of employees’ contributions to
academic and administrative functions. Furthermore, these benefits enhance job
satisfaction, morale, and overall well-being; for instance, comprehensive healthcare

coverage can reduce stress and absenteeism by providing employees wit@u ity

and peace of mind?$. ‘ 0

N
Moreover, benefits such as professional development op @ies and tuition
assistance signal the organization’s commitment to em@e > career growth and
advancement, fostering loyalty and dedication. ear communication and
transparency regarding available benefits fuﬁ%@lg‘[hen employees’ perceptions
of organizational support. When empl ’berceive that their organization values
their well-being and invests in t.hi&velopment, they are more likely to respond
with higher engagement, im§$®\ed productivity, and enhanced organizational

citizenship behaviors%..Q\AQJ

Fairness is a fu ﬁntal dimension of organizational support (OS), reflecting
employees’@eptlons of equitable treatment within their organization. This
dimenpl&é% closely linked to organizational justice, which encompasses distributive
_]BQ;? (fairness in outcomes), procedural justice (fairness in decision-making
processes), and interactional justice (fairness in interpersonal treatment). These
aspects significantly influence employees’ attitudes, behaviors, and the overall
organizational climate. Within the framework of OS, fairness refers to the degree to

which employees believe their organization treats them justly and impartially. This
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includes equitable allocation of resources, unbiased decision-making, respectful
interactions with supervisors and colleagues, and recognition of employees’

contributions?’.

Fairness in the workplace encompasses procedural, distributive, and interactional
dimensions. Procedural fairness relates to the equity of decision-making processes,
including transparency, consistency, and opportunities for employee p@%ation.
Distributive fairness concerns the perceived equity of outcomes or rgso llocation,
ensuring that rewards and benefits are distributed based @erformance and
contributions. Interactional fairness focuses on the quali@%rpersonal treatment
and communication, emphasizing respect, honesty;\ahd dignity in interactions
between employees and organizational represe%@%ﬁ

When employees perceive high levels 0{6%55 within their organization, they are
more likely to feel supported and @, which can result in greater job satisfaction,
higher engagement, and sﬁg%er organizational commitment. Conversely,
perceptions of unfaime&@y lead to dissatisfaction, disengagement, and reduced
commitment. In Ni@u universities, fairness and equity are essential dimensions of
perceived oe.ai\get nal support. By ensuring that policies, procedures, and practices
are fa}rbéd equitable, universities can create a supportive and inclusive work

e@nment, enhance employee morale and commitment, and ultimately advance

their strategic goals and objectives?’.

Supervisory support refers to employees’ overall perceptions of the extent to which
their supervisors value their contributions and care about their well-being. Employees
not only develop general perceptions of how much the organization values them, but
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also form similar perceptions regarding the support and concern shown by their
supervisors. Since supervisors act as representatives of the organization, responsible
for guiding and evaluating subordinates’ performance, employees often interpret
favorable or unfavorable treatment from supervisors as a reflection of the
organization’s level of support. Employees who feel valued and supported by their
supervisors are less inclined to seek employment elsewhere, as their va ce
becomes a source of fulfillment and stability. This is particularly rele@/@sectors

where employee turnover is high and costly, such as educa@ealthcare, and

customer service industries?’. %

In educational institutions, particularly among ofﬁc@ninistrators in universities,
supervisory support plays a strategic ro ’G&e employees often manage
administrative duties, coordinate with % departments, and support academic
and operational functions. The I}a@f their work requires clear communication,
access to information, and e&&&lal stability, all of which can be fostered by
effective supervisory SL@AA supportive supervisor can inspire administrative staff
to perform beyond their) routine tasks, adapt to technological changes, and align with
the institut@i\‘hro der goals. However, the effectiveness of supervisory support
depends@ several factors, including the supervisor's leadership style, emotional
iit\e/@nce, communication skills, and organizational culture. Supportive supervision
is often associated with transformational leadership, which emphasizes inspiration,
individualized consideration, and motivation. Conversely, authoritarian or
transactional leadership styles may limit the supportive functions of supervision,

reducing its positive impact on employees?®.
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Another measure of organizational support is organizational rewards which include
all monetary or non-monetary benefits paid to the employees based on their
contributions to the organization. Employees considered that the recognition,
organization’s wages, and promotion opportunities would affect employee certain
behaviors. Human resource practice showed that rewarding the employee for his work
performance should have a positive impact on the OS. Signaling theory su Qﬁ‘hat
early job assignments, promotions, and other organizational experien es@ped by
human resource decisions act as indicators of an employee’s pot@d&.Organisaﬁonal
support theory posits that employees develop global beliefs @he extent to which
their organisation values their contributions and careheir well-being. Among
the many signals that shape these perceptio s,@ds play a central role. When
employees receive appropriate, timely, and ble rewards, they interpret these as

N

signs that the organisation is attentive, appreciative, and supportive of their efforts.
° X
Thus, a well-structured reward@em

oes not just serve an economic function, it

also strengthens the psych 1 contract between employee and employer?8.

N\

Organisational rew}és typically classified into two broad categories: extrinsic
(tangible) @ﬁr sic (intangible) rewards. Extrinsic rewards include salaries,
bonuses motions, health benefits, paid leave, and other financial incentives. These
%Qmmal to the job itself and are often the most visible form of organisational
reward. Intrinsic rewards, on the other hand, involve psychological gratification that
employees derive from the job, such as recognition, autonomy, career development
opportunities, and the sense of accomplishment. While less visible than financial

compensation, these rewards significantly influence motivation, satisfaction, and
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engagement. Both types of rewards are instrumental in signaling organisational
support. For example, an employee who is consistently recognized for their efforts in
meetings or given public acknowledgment may feel more supported than one who

receives a bonus but little interpersonal validation®.

Employees who perceive that their organisation rewards them fairly and gener*msly
are more likely to develop a sense of loyalty and intrinsic motivation. Thi ption
reduces job dissatisfaction and absenteeism while promoti&&gﬁuizational

citizenship behaviors (OCBs), voluntary behaviours th tribute to the

organizational environment, such as helping others, su@ improvements, and
advocating for the institution. In university sett@ especially among office
administrators in universities, the nature and p%@%n of rewards can play a crucial
role in determining work performance a@ntion. These staff members are often
tasked with managing academic .S&IGS, student records, procurement processes,
and institutional compliance {f@ their work frequently goes unnoticed. When

administrators are  ac] gledged through promotions, commendations, or

development oppo@ies, it not only boosts morale but also signals institutional

appreciatio(é/@ortzg.

Organ%%al reward systems do more than influence behavior, they shape how
e}gy&yees feel about their roles and their employers. Rewards that are personalized
and meaningful contribute to an employee’s psychological empowerment, which is
associated with increased initiative, problem-solving, and job satisfaction. This
psychological empowerment is a powerful manifestation of organisational support, as
it fulfills intrinsic needs for competence, autonomy, and relatedness. Furthermore,
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recognition-based rewards such as “employee of the month” awards, verbal praise, or
written commendations enhance emotional connectivity with the organisation. These
forms of recognition not only make employees feel seen and appreciated but also

increase their sense of belonging, which is crucial for long-term commitment and

R

2.2.1 Burnout-Engagement Continuum Theory (/

engagement?’,

2.2 Theoretical Framework

The Burnout-Engagement Continuum Theory is a widely a%@lged framework

in occupational health psychology that conceptualize@p yee well-being and
performance as existing along a single continu@ with burnout and work
engagement representing opposite poles. Unli '@tional models that treat burnout
and engagement as distinct or unrelated@%mena, this theory posits that they are
interconnected emotional and psxc@ical states influenced by a dynamic interplay
of job demands and resources. K@standing this continuum is vital for organizations
seeking to promote sus%@e employee productivity, motivation, and mental health
in increasingly demanding work environments. The burnout-engagement continuum
was primaré/@e ped from the Job Demands-Resources (JD-R) model, which
classiﬁeb(orkplace conditions into two main categories: job demands and job
1%%65. Job demands are the physical, psychological, social, or organizational
aspects of a job that require sustained effort and are associated with physiological and
psychological costs. Examples include work overload, time pressure, and role

ambiguity. In contrast, job resources are aspects of the job that facilitate the
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achievement of work goals, help reduce job demands, or promote personal growth

and development.

The continuum perspective holds that the presence of excessive job demands,
especially in the absence of adequate resources, leads to burnout, while sufficient job
resources in the face of manageable demands lead to engagement. The&&re,
employee well-being can fluctuate along this spectrum based on chan work
context, support systems, and personal resilience. Burnout is gsyhological
syndrome that develops as a prolonged response to chronic jo —d stressors. It is
commonly characterized by three dimensionsg%onal exhaustion,
depersonalization (or cynicism), and a reduced sense ersonal accomplishment®'.
Emotional exhaustion reflects a state of feelix&@onally drained and depleted of
emotional resources. Depersonalizati %olves developing a detached and
N
impersonal response toward cligr\}& coworkers, often as a coping mechanism.
Reduced personal accomplishQ%} is characterized by a decline in feelings of
competence and produ .t@ at work. On the continuum, burnout is viewed not
simply as an end }Qbut as a progressively worsening condition resulting from
prolonged (.p%re to high demands without sufficient resources. This means that
burnout @ot a static state but a dynamic one, which can worsen or improve

d@ng on workplace interventions or changes in the work environment®!.

On the opposite end of the continuum lies work engagement, which is defined as a
positive, fulfilling, work-related state of mind. Some authors conceptualize
engagement through three key dimensions vigor, dedication, and absorption. Vigor
refers to high levels of energy and mental resilience at work. Dedication reflects a
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sense of significance, enthusiasm, and pride in one’s job. Absorption means being
fully concentrated and deeply engrossed in one’s work. Engagement is not merely the
absence of burnout but an active, energetic state that fosters productivity and
creativity. Engaged employees are more likely to exhibit organizational citizenship

behaviors, show lower turnover intentions, and report better overall well-being?.

By viewing burnout and engagement as part of a continuum, the theory asizes
that they are not merely opposite ends of a binary but repres& ctrum of
psychological functioning. This means an employee can mov the continuum
depending on their work environment, coping stratef@ d available support
systems. For instance, a mildly disengaged employee@r not yet be burned out but
may be on a trajectory toward burnout if st%%Qincrease or resources diminish.
This continuum also allows for more nusﬁmﬁagnosis and intervention. Rather than
simply labeling employees as .“g&e ” or “burned out,” managers and HR
professionals can assess whereﬂh}e spectrum an individual or team lies and design
targeted interventions to @Ae them toward engagement®?. For example, increasing
job resources like so¢idl support or opportunities for learning and growth can help
shift emplocre:\xﬂ from the burnout zone. The Burnout-Engagement Continuum
Theory everal implications for organizational management and human resource
p%%s. First, it reinforces the need for regular employee assessments to identify
early signs of burnout and stagnation. Second, it advocates for proactive management
strategies that balance job demands with sufficient job resources. Organizations
should not only aim to reduce stressors but also enhance motivational factors such as

recognition, autonomy, and skill development. Third, the continuum suggests that
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engagement is not a luxury but a necessity for organizational resilience. Especially in
high-pressure environments like healthcare, education, and technology sectors,
supporting employee engagement through resource enrichment can significantly
reduce turnover and absenteeism while boosting innovation and increase work

engagement??,

The Burnout-Engagement Continuum Theory is highly relevant to under g the
work engagement of office administrators in universities, given t d&aﬁding and
multifaceted nature of their roles. Office administrators se @he backbone of
university operations, coordinating academic and admimﬂ@%mctions, managing
records, liaising with departments, and ensuring comp@e with institutional policies.
An administrator who has access to efﬁcient%%%ools, supervisory support, and
clear communication may experience Vig@ication, and absorption (engagement).
N\
By using the continuum theory,.u&witles can identify at-risk administrators and
assess which demands are m: tcﬂ%densome and what resources are lacking. This

facilitates targeted inten.m@)n such as introducing workflow automation tools or

mentorship progran}b&ft employees from burnout toward engagement.

2.2.2 Technology Acceptance Model

The t for analyzing the factors that can influence acceptance of the use of
iMation technology systems is the Technology Acceptance Model (TAM). The
Technology Acceptance Model (TAM), introduced by Davis et al., is a widely
recognized and influential framework used to explain individuals’ acceptance and use
of information technology systems3? and has been re-developed by many researchers.
The Technology Acceptance Model (TAM) is adopted from the Theory of Reasoned
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Action (TRA) model. The Technology Acceptance Model (TAM) posits that users’
reactions and perceptions toward information technology influence their attitudes and
subsequent acceptance of the technology. It provides a framework for analyzing and
understanding the key factors that determine the adoption and use of technological
systems*. The aim of the TAM model is to explain the main factors of user behaviour
towards technology user acceptance. According to TAM, two main factors iafluehce
an individual’s acceptance of technology perceived usefulness and pe ei@ease of
use. Perceived usefulness refers to the degree to which a person@lges that using a
system will enhance their job performance. Perceived ease o ; on the other hand,

is the extent to which an individual believes that usi@gystem will be free from

effort and relatively simple to operate. To et@ese perceptions shape users’
@n”.

attitudes and behaviors toward technolo%y a

Applying the concepts of perce}\@ulness and perceived ease of use to the
Ruangguru application, perceﬁ usefulness refers to the effectiveness of the
platform in helping stu%@omprehend subject matter, while perceived ease of use
relates to the sim 1}@ experienced by both students and administrative staff when
navigating .e\épl ation. According to TAM, users’ attitudes toward adopting and
continu@ using a technology are shaped by these perceptions, if the system is seen
a\b/% useful and easy to use, sustained utilization is more likely**. The Technology
Acceptance Model (TAM) consists of five core perceptions: perceived usefulness,
perceived ease of use, attitude toward using, behavioral intention to use, and actual
system use. Subsequent modifications of the model have introduced additional

variables such as perceived preferences, job relevance, and result visibility. In this
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study, four TAM constructs are applied perceived usefulness, perceived ease of use,
attitude toward using, and actual usage. Within TAM, attitude toward use is
conceptualized as an individual’s evaluative response either acceptance or rejection
toward a system. This attitude serves as a critical indicator of technology acceptance,

as it reflects the user’s positive or negative feelings about adopting the technolcﬁ.

User attitudes toward adopting information technology play a cruci le in
determining its success. Perceived ease of use and perceived us fuggsﬁ enhance

users’ willingness and behavioral intention to engage W1th§nology, thereby
t

influencing their attitude toward its adoption. Actual u represents the
observable behavior of system adoption and serves as mportant outcome variable
within the TAM framework. It reflects a use%@nteraction with the technology
and provides measurable evidence of am@e. In this sense, actual system use can
be seen as an external behavioral.r‘zj&we, captured through the extent and frequency

of real-world application*. \C)\
Q

There are a number @rches that have used the theory to test the model and the
results have been ﬁe. TAM explains factors affecting the acceptance and use of
computer t@logy. The Technology Acceptance Model (TAM) postulates that
behavi ntention is the primary determinant of actual use of information and
C}Wmnication technology. Over time, TAM has been widely applied by researchers
to explain and predict individuals’ acceptance of, and intention to adopt, various ICT

tools and systems. The TAM theory consists of two major constructs the perceived

usefulness and perceived-ease-of-use.
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Perceived usefulness (PU) is defined as an individual’s belief or subjective
assessment that using a particular application system will enhance their job
performance or improve service delivery within an organizational context. Perceived-
ease-of-use (EOU) refers to the degree to which the perspective user expects the
target system to be free of effort’>. TAM explains that perceived usefulness and
perceived-ease-of-use are of main relevance regarding computer aQta ce
behaviours. The theory is relevant to this study since it involves In@on and
Communication Technology. Perceived usefulness and percei@f%se of use are
central constructs that explain and predict individuals’ accept of information and
communication technology, including among admi@ ¢ staff in organizations

and tertiary institutions. In essence, when an | T@‘n is perceived as highly useful,

prospective users are more likely to adopt ilie it. The prospective users in this
study are administrators?>, \
X
Perceived
Usefulness
(V) A A
T Attitude Behavioral
External ; Actual
quard Intention to System Use
Using (A) Use (BI)
Perceived
Ease of Use
(E)

A&/
X{gure 2.1: Technology Acceptance Model (TAM) by Davis, (2003 version)

The application of technology encompasses the creation of networks and
communication systems among different areas and individuals within an organisation,

companies and tertiary institutions adopt office automation use at different phases to
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enhance work engagement procedure and to upgrade the quality of their job. It is
stated that the TAM is a cost effective and efficient model that motivates
development, promotes growth, supports innovation and improves service delivery.
Technologies advance and improve service delivery to students, academic staff and
other stakeholders in the tertiary institution. Therefore, a TAM has been considered as
an apt conceptual model for this study. The TAM was adopted by the study té,cxploere
mutual connectivity between external and internal variables that affect &/ertance
of automation by the administrative staff and factors which affec@%& behaviour?®,

This theory is relevant to this study because if secretaries are%o accept and make

also identify its speed and accuracy towards de}@lg timely services to students,

use of office automation tools effectively, it would ma] to perceive its use, and

academic staff and other stakeholders in th ry institution. Perceived usefulness
ensures the importance associated w@ir:ig ICT tools. Consequently, the quality of

ance if they embrace the use of technology.

secretaries productivity would {ﬁ;\m\ﬁ

TAM was used in the st-udg&gﬂevelop a better idea of why users accept or reject a

given automation as@ automation can be improved through technology design.

2.2.3 Perce'(;e}\&%anisational Support Theory

This the@was propounded by Rhode and Eisenberger in 2002, with an assumption
&{t/%rceived organizational support would be valued by employees for meeting
socio-economic needs, providing an indication of the organizations readiness to
reward increased work effort, and indicating the organizations inclination to provide
aid when needed to carry out ones job effectively. Perceived Organizational Support

(POS) Theory which is characterized by fairness in workplace, supervisors support
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and organizational reward is a well-established construct in organizational
psychology that focuses on employees' beliefs about the degree to which their
organization values their contributions and cares about their well-being. Initially
introduced by Eisenberger, Huntington, Hutchison, and Sowa, the theory suggests
that when employees perceive their organization as supportive, they are more likely
to exhibit higher levels of job satisfaction, commitment, performa\Q d
engagement. POS has become increasingly relevant in contemporary (wotke’settings

where psychological contracts and employee-employer relatio@{g\are central to

productivity and well-being®’. %

Fairness in workplace refers to the perception of how/ office administrators were
treated justly and their responsibility to act im in the execution of their duties.
Organizational support theory posits tha%%/elopment of perceived organizational
support (POS) is influenced lzy\ loyees’ tendency to attribute human-like
characteristics to the organiﬁ%n\. Employees often interpret the actions of
organizational agents as&&tive of the organization’s intentions, rather than merely
the agents’ perso&notives. As Levinson suggested, this personification is
reinforced Q‘Q& ganization’s legal, moral, and financial accountability for its
agents’ @ons, its policies, norms, and culture that provide continuity and guide role
b\hg,ors, and the authority exercised by organizational agents over employees.
Supervisor support refers to the extent to which office administrators perceive their
immediate supervisors as being approachable, helpful, and concerned about their

well-being and professional development. Consequently, employees perceive
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favorable or unfavorable treatment as reflecting the organization’s overall support or

disfavor toward them?33.

At its core, POS is grounded in social exchange theory and the norm of reciprocity.
Social exchange theory posits that social behavior is the result of an exchange process
aiming to maximize benefits and minimize costs. In this context, when organi@ns
provide resources, recognition, and support, employees feel obliged to ocate
with positive attitudes and behaviors, such as increased loyalty, r\gj‘(‘nent, and

performance. Social exchange theorists contend that resourc upport received
oié

from others are more highly valued when they are provid@ tarily, rather than as

a result of circumstances beyond the donor’s control.@; discretionary assistance is
perceived as a signal that the donor genuine&'@s and respects the recipient®®.
Organizational rewards and favorable j %ditions such as pay, promotions, job
enrichment, and influence over 9@2&1011&11 policies contribute more strongly to
perceived organizational suppo(%S) when employees believe they stem from the
organization’s Volunta.@%ns, rather than external constraints like union
negotiations or go@ental regulations. Since supervisors act as organizational
agents, em(;y;\%si ceipt of favorable treatment from supervisors can enhance POS.
The stre@ of this relationship depends on the extent to which employees perceive
t@ewisor as representing the organization, rather than interpreting their actions
as personal or idiosyncratic®.

The norm of reciprocity a key aspect of social exchange suggests that people respond
to positive treatment from others with similar positive treatment. Therefore, when

employees feel that their organization supports them, they are more likely to "give
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back" through greater engagement, organizational citizenship behaviors (OCBs), and
reduced intentions to leave the organization. Organizational support theory also
explains the psychological processes underlying the effects of perceived
organizational support (POS). First, based on the norm of reciprocity, POS creates a
felt obligation among employees to care for the organization’s well-being and
contribute to achieving its objectives. Second, the care, approval, aan ct
conveyed by POS fulfill employees’ socioemotional needs, encourdging=them to
integrate organizational membership and role status into their soc@%utity”.

Third, perceived organizational support (POS) is expected t@ngthen employees’
beliefs that the organization recognizes and rewards e@ performance, reflecting
performance-reward expectancies. These psyc o@l processes are associated with
positive outcomes for both employees as increased job satisfaction and
improved mood and for the organiz A\Qincluding higher affective commitment,
enhanced performance, and r{é&\mover. A key strength of organizational
support theory is that it oﬁ{&%&ar, testable predictions regarding the antecedents and
outcomes of POS, @-Speciﬁed processes that can be empirically examined?”.
The theory -@yiculaﬂy relevant in settings such as universities, where
administ tige/staff often operate under intense workloads and high expectations.
Ofﬁ%raninistrators, for instance, juggle multiple responsibilities involving students,
f%l{ty, and institutional processes. When these employees perceive that the
university provides sufficient resources, acknowledges their hard work, and offers

emotional and instrumental support, they are more likely to demonstrate

organizational commitment, reduced absenteeism, and proactive service behaviour.
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Conversely, the absence of perceived support may lead to disengagement, job
dissatisfaction, or even psychological withdrawal from work responsibilities. Thus,
for university management, cultivating an environment that promotes high POS is not

just beneficial but essential for operational efficiency and employee well-being®.

The Perceived Organizational Support (POS) Theory is highly relev%to
understanding and enhancing work engagement among office admina rs in
universities because office administrators perform a wide range of c &yrepetitive,
and time-sensitive tasks, from student record management to atlng academic
and institutional events. When these administrators pe ive ‘strong organizational
support such as access to needed resources, fair pc@s, supervisor backing, and
recognition they are more likely to exhibit ¥4 ental resilience and energy at
work), show dedication (pride and rasm in their roles), and experience
absorption (deep immersion in.@ ithout this support, they may become

disengaged, emotionally exhau%c@or indifferent to their responsibilities.

2.3 Review of Em@dies

2.3.1 Informatiom\Communication Technology Use and Work Engagement

A study was conducted to investigate the correlation between employee engagement
and pel& ed competence in a sample of healthcare professionals. Higher levels of
lfqugged competence were significantly correlated with increased levels of
engagement, notably in terms of vigor and dedication, according to the study. The
authors proposed that employees are more inclined to invest energy and enthusiasm in
their work when they feel competent, which results in increased engagement®, A

study was conducted on meta-analysis to investigate the correlation between
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employee engagement and psychological empowerment, which encompasses
competence. Results showed that the level of work engagement of employees was
moderately high. The results suggested that throughout a variety of job contexts,
competence was a robust predictor of engagement. The research also demonstrated
that employees who perceived themselves as competent and empowered were more
inclined to participate in proactive behaviours, including the pursuit Qno el
challenges and the promotion of organisational objectives*'. A study @Qducted
to investigate the impact of competence on job crafting behav@nd subsequent
employee engagement. Results showed that the level o k engagement of
employees was moderate. The researchers discovere@ mployees who regarded
themselves as competent were more inclined t icipate in job crafting, which
involves actively modifying their employmefb etter align with their strengths and

interests. In turn, this proactive beha& creased their engagement, particularly in

terms of assimilation and dedic@

Another recent study .asonducted that investigated the impact of continuous
professional develo}é\t on the engagement and competence of educators. Teachers
who enga((.iii?ﬁ ofessional development activities reported higher levels of
competeé\ which substantially predicted their engagement, particularly in terms of
\Q&/&nd dedication, according to the study. The results emphasise the importance of
initiatives that promote competence in the development of long-term engagement®.
Another study was conducted and it was reported that employees who perceived

themselves as competent were more likely to experience high levels of engagement,

which were defined by vigor, dedication, and absorption. The research emphasised

66



that competence increases self-efficacy, which in turn promotes a more profound
emotional investment in one's work*!. In the same vein, another similar study was
conducted and it was revealed a positive correlation between employee engagement
and perceived competence, particularly in high demand work environments. The
researchers noted that employees who perceived themselves as competent in their
positions demonstrated higher levels of job satisfaction and engagement, iQa g

that competence is a substantial predictor of engagement outcomes* ‘

A study examining work engagement among employees an lationship with
work unit performance in a higher education instituti %oyed a descriptive
research design. The findings indicated that employee hlblted high levels of work
engagement in terms of vigor, dedication, %@mtion, accompanied by high
performance evaluation ratings. Marrie@yees demonstrated greater dedication
to their work, likely due to their y&roles and family responsibilities. Employees
over the age of 40 showed hi h&sagagement levels, reflecting their greater expertise
in performing daily task.b$pared to younger and middle-aged employees. However,

some employees wi\bgh dedication did not consistently translate their engagement

into high p@/@e ratings*S.

A sim@.\dy investigated the impact of employee engagement on the performance
(R\@‘iployees in United Nations Development Programme, Abuja, Nigeria. The
survey research design was used in the study and data was collected from primary
source with the use of questionnaire. The study population consists of about 251
employees of UNDP, Abuja, which was adopted as the sample size for the study. It
was found that the level of work engagement of employees in United Nations
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Development Programme, Abuja, Nigeria was high. The study concluded that
autonomy to work independently has a positive significance relationship with
employee performance in UNDP, Abuja. It was recommended that the management
of United Nations Development Programme (UNDP), Abuja, Nigeria should establish
a work inclusive policy which would give guidelines to all stakeholders on how
employee engagement will be implemented to foster management COUQ[ nt

toward enhancing employee job satisfaction®’. ‘

Another study was conducted among 300 public sector wo agos and Ogun
States. Their findings revealed that employees who r %hlgh frequency ICT
usage (e.g., using project management tools, commuon platforms like Zoom or
Microsoft Teams, and data-sharing systems %Qexhibited higher scores in the
Utrecht Work Engagement Scale (UW dings showed that ICT tools increase
task efficiency, reduce role aml.)i% and enhance communication all of which
contribute to employees feelin ¢ vigorous and absorbed in their work*®. Another
study examined the infl .e?k(; of ICT use on work engagement is not uniform across
all sectors. In thegjcation sector, particularly among university lecturers in
institutions(ki\%b emi Awolowo University and the University of Ibadan. It was
reported@t while ICT enabled better course delivery and research productivity,
‘m&h/%a challenges and lack of training often led to ICT-related stress, which
negatively impacted engagement levels. One of the key findings showed that

effectiveness of ICT use on engagement is moderated by the availability of support

infrastructure and digital literacy®.
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A study surveyed 150 employees across banking and telecommunication industries
and found that ICT tools facilitated continued collaboration, goal setting, and
performance monitoring during lockdown periods. It was found that the level of ICT
use among employees was high. Employees who adapted well to ICT-driven remote
work reported high levels of engagement. Findings showed that ICT-enabled
flexibility in work arrangements contributes to enhanced employee satisfaQ\ d

engagement, especially when paired with autonomy>’. (

Another study explored the relationship between ICT deplae @v and employee
engagement in selected government ministries in the F@ ing a sample of 350
respondents, their findings showed a statistically s@‘dcant positive relationship
between the use of ICT tools (digital filing s %@Q,email platforms, and workflow
software) and all three engagement CON@VS. Employees who reported frequent
and effective use of ICT tools, d@lstrated higher levels of vigor, were more
dedicated to their roles, and emk@d deeper absorption in their tasks. According to
the researchers, ICT tool; ed streamline bureaucratic processes, thereby reducing
job-related fatigue\b increasing employees' psychological investment in their
work’!. A ﬁd}sk\v conducted in Benue and Nasarawa states that investigated the
impact C@CT proficiency on work engagement among academic and non-academic
s@ state-owned universities. The researchers used a mixed-methods design
involving structured questionnaires and interviews with 278 staff members. The
findings revealed that staff members who received regular ICT training and support
reported significantly higher levels of engagement than those who lacked such

exposure. Notably, training helped reduce technostress a barrier to absorption and
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vigor, while enabling employees to better utilize online learning management systems,

data portals, and internal communication platforms>2.

A study was conducted across healthcare institutions in Plateau and Niger States
found that ICT use in clinical administration (electronic health records, appointment
systems, and diagnostic tools) significantly improved employees’ work abs&on
and vigor. Healthcare professionals who used these tools reported feeli ore in
control of their work, experiencing reduced administrative burdens, nghaaring more
time for patient care. However, the same study noted a lack o 'cation among
some ICT users, attributed to poorly designed digit@y%ns that sometimes
increased the complexity of basic tasks®?. A study wa@zducted on ICT use and the
authors surveyed 200 employees from banks s in Abuja and Jos. They found
that employees who transitioned to r%%or hybrid work models using ICT
platforms (Zoom, Microsoft T.e@S ack) reported increased autonomy and
flexibility. This shift was a&%ed with heightened levels of dedication and
absorption, especially 1 * younger, digitally literate employees. However, the

study also emphasi%hne digital divide older employees or those in rural areas faced

greater diffﬁl‘:@%ﬁd ting to remote work technologies, leading to engagement gaps>.

A stud'b mined ICT adoption and employee engagement among 412 staff across
Mational oil firms in Rivers and Delta States. Findings revealed that ICT tools
significantly boosted employee vigor, reducing physical and cognitive exhaustion
associated with manual processes. ICT-enabled systems such as SAP, Oracle EBS,
and customized drilling software helped employees work more efficiently and with
greater precision. These tools also improved dedication, as workers associated their
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ICT-empowered roles with high status, responsibility, and organizational value.
However, the study noted that over-reliance on ICT sometimes reduced interpersonal
interaction, which some employees described as detrimental to workplace cohesion

and team morale>>.

A study surveyed 300 academic and non-academic staff at universities&nd
polytechnics in Akwa Ibom and Cross River States. The study foun sitive
relationship between ICT proficiency and absorption staff membe&w&)ffectively
used e-learning platforms (Moodle, Google Classroom), ac databases, and
virtual meeting tools (Zoom, MS Teams) reported deep@:u on tasks and greater
satisfaction in work performance. ICT use allowed ﬂ@to manage time better and
engage with content delivery innovatively, @cheasing both absorption and
dedication. The researchers recommend ued investment in ICT infrastructure

N\

and regular capacity-building p{(@ﬁ to maintain and scale these engagement

gains’S, C)\
S

A survey studied 2&§®mploy€es across Edo and Bayelsa States, and found that

ICT use positivel&im cted employee vigor and task satisfaction in digitally mature
firms. Em@ in SMEs that had adopted accounting software, CRM tools, and
onlin ent platforms reported lower stress levels and a sense of control over
M%sks. These tools eliminated repetitive manual processes, thus reducing fatigue
and enhancing energy levels (vigor). However, in SMEs lacking digital infrastructure
or where ICT implementation was poorly managed, employees experienced

technostress, information overload, and reduced engagement. The study highlights the

71



importance of contextual digital maturity as a mediating factor in ICT’s effect on
engagement’’.

A sector-leading study explored the holistic impact of ICT on engagement among
employees in telecommunications companies operating in Cross River and Edo States.
Their survey of 315 respondents revealed that ICT-enabled collaboration tools (Slack,
Zoom, Jira) were significantly associated with higher levels of vigor, dedican, d
absorption. Real-time access to information, virtual teamwork,{ perférmance
dashboards, and mobile work apps empowered employees to@&ore agile and
solution-driven. These capabilities led to enhanced job rship, a sense of
professional purpose, and deep immersion in work *The study recommended
that companies invest in employee-centric ICT %@md provide continuous digital

literacy training to sustain engagement outc

A study investigated the role Qf,& adoption in employee engagement among
workers in commercial bankc&ch\Accra and Kumasi. Using a sample of 500
employees across five l@ganks, the researchers found a strong positive correlation
between ICT usageg as core banking applications, mobile banking platforms, and
internal co(.n/‘té&: ion software and employee dedication and vigor. Employees
using ro@ ICT systems reported a stronger sense of purpose and pride in their work,
p\rt/gdue to the efficiency and accuracy these tools allowed. The study also noted a
significant reduction in work-related fatigue due to automation of repetitive tasks,
which enhanced vigor. However, the study highlighted technostress and fear of job

redundancy due to automation as emerging issues, particularly among older

employees>”.
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A study examined the relationship between ICT integration and work engagement
among academic staff in public universities in Ghana. Surveying 312 lecturers from
the University of Ghana, University of Cape Coast, and Kwame Nkrumah University
of Science and Technology (KNUST), the study found that access to Learning
Management Systems (LMS), online grading tools, and virtual conferencing
platforms (Zoom, MS Teams) significantly enhanced absorption and dé&digatien.
Academic staff who frequently used these tools reported dee@r/anitive
involvement in their tasks, especially in online teaching and @creation. The
researchers concluded that ICT not only improved instruc% delivery but also

increased psychological attachment to work®’. Q

A study explored ICT use and employee eng in this sector through a survey
of 280 employees. Findings indicated a\l@positive impact of ICT usage ranging
from customer service platforms.a@)rmance monitoring software to workflow
automation systems on all thre&%@n\ensions of work engagement: vigor, dedication,
and absorption. Emplo@xpressed higher energy levels, greater enthusiasm for
work tasks, and de}é immersion in service delivery. The study attributed this to
constant ICCLQSN ion, effective training programs, and strong IT support systems
in the i@try, which help workers stay current and feel empowered®. A study
ii()/%«lg 400 civil servants from ministries in Accra and Takoradi, found a moderate
relationship between ICT use and employee engagement. Civil servants who had
access to ICT tools such as e-filing systems and email servers showed moderate
dedication and vigor, but the lack of standardization in ICT deployment limited

broader engagement gains. Challenges included unreliable internet connectivity, lack
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of ICT training, and resistance to change among senior staff. The researchers
concluded that while ICT has potential to drive engagement, it must be supported by

organizational change management and capacity-building efforts®2.

A study in Kumasi and Tema explored ICT use and employee engagement across 120
SMEs. Results revealed that employees in digitally mature SMEs those wysing
accounting software, e-commerce platforms, and CRM tools experier@Qreater
vigor and absorption, largely due to time-saving technologies n&ﬁeamlined
communication. However, in less technologically advance , ICT use was
minimal and often ad hoc, resulting in negligible engage@%eﬁts. Barriers cited
included cost of ICT tools, lack of in-house IT expe@, and limited awareness of

digital solutions. The study emphasized the @ public-private partnerships to

support digital inclusion among small b\fl@s“.

A study investigated the use of eﬂ@i social media platforms (Yammer, Microsoft

Teams) and found that they @Q:antly enhanced interpersonal communication and

collaboration, leading t roved employee engagement. Employees who used these

platforms reporte ;gter absorption and felt more connected to their teams and
S

organizatio@o

empo when they had control over digital tools and could customize their

s. The study further concluded that employees felt more

\?&&)W, leading to increased vigor and job satisfaction®. A study was conducted on
the impact of ICT use on work engagement and found that employees who effectively
used tools such as Canvas, and Zoom experienced higher absorption in teaching and
dedication to student outcomes. It was found that there was significant influence of
ICT use on work engagement of employees. These tools allowed greater flexibility
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and creativity in lesson delivery, which in turn enhanced educators’ connection to
their work. However, digital fatigue and insufficient training in new technologies

were identified as challenges that could undermine engagement if left unaddressed®.

A study examined MTN Uganda's adoption of remote working strategies and their
effect on employee performance. Findings indicated that flexible work schedule&nd
accessible technology positively influenced employee motivation @work
engagement. The availability of ICT resources enabled emplo e&w maintain

productivity and engagement despite the challenges posed by re % ork settings®®.

In Northern Uganda, a qualitative study explored theof ICT in rural health
centers and its impact on health worker retention a&n gement. Despite challenges
such as limited ICT skills and infrastructué%alth workers perceived ICT as
beneficial for job performance and p\\@swnal development. Access to online
resources and communication too‘l’\& ided support and reduced feelings of isolation,
thereby enhancing engage&%@ the likelihood of retention in remote areas®’. A

study on universitiesi@ganda assessed ICT utilization and its relationship with
ent.

employee engage The research found that effective ICT infrastructure and

organizational ﬁ)r‘[ were critical in enhancing ICT utilization. However, user
percepti and attitudes towards ICT significantly influenced engagement levels.

'Fh&ldy emphasized the need for positive organizational culture and adequate

training to maximize the benefits of ICT on employee engagement®.

A study explored the effect of ICT adoption on employee performance at the African
Development Bank in Nairobi. The study found that ICT integration in hybrid

working arrangements streamlined processes, improved service delivery, and fostered
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innovation. Employees experienced reduced commuting time, leading to increased
focus and productivity. The research concluded that ICT adoption in hybrid models
significantly enhances employee engagement by providing flexibility and autonomy®.
A study investigated work engagement among millennial frontline employees in
Kenya's hospitality industry. The study found that high-performance work practices,
supported by ICT tools, positively influenced work engagement. Employees@o d
that ICT facilitated better communication, access to informati@n, d task
management, leading to increased dedication and absomtion@ir roles. The

research highlighted the importance of aligning ICT tools %mployee needs to

maximize engagement’’. Q

A study examined the relationship between Qwork systems and employee
performance in Kenyan telecommunica@ns. The study found a strong positive
correlation between job autonogny&lb ed by ICT, and employee performance.
Employees with greater autone@reported higher levels of engagement, attributing
this to the flexibility an.v@rol provided by ICT tools. The research recommended

that organizations Qrage ICT to enhance job autonomy and, consequently,

employee e@ t’!

A stu@stigated the factors influencing IT adoption and its impact on cooperative
Mmance in the Egba Division, Ogun State, Nigeria. The research collected
primary data from 122 respondents using a multi-stage sampling technique and a
structured questionnaire. Data were analyzed using descriptive statistics, Binary Logit,
and Cobb-Douglas functions. The typical respondent was 32.8 years old, male
(80.3%), married (64.8%), and had completed high school (31.2%). Cooperative
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membership ranged from 10 to 58 individuals. The most frequently used IT facilities
included office phones (84.4%), computer systems (63.9%), and televisions (45.9%),
though 23.3% of supervisors lacked basic computer skills. Regression analysis
revealed that managers’ age, education, experience, and computer literacy
significantly influenced IT adoption, while the use of computer systems, office
phones, televisions, and managerial experience enhanced cooperative peera e.
The primary barriers to IT adoption were high IT costs (63.1%)“and low
membership/financial capacity (45.9%). The study recommendec@’t\he government

implement policies to increase cooperative membershif$ funding, mandate

computer training for managers and staff under coop@ ducation programs, and

incorporate IT adoption into cooperative by-la S;SQ

A study examined measurement techni%% assessing the impact of information
and communication technology.(@on sustainable development in developing
countries, with a particular focﬁc@\Nigeria. The research employed a meta-analysis
approach to review ex%@iterature on ICT impact measurement and sustainable
development proce@ The study identified multiple areas influenced by ICT,
including (.vi\%b duction, education, health, economic growth, environmental
sustaina@y, social inclusion, and governance. It also discussed the challenges and
oga/%nities associated with measuring ICT impact, such as data availability, quality,
comparability, methodological considerations, indicator selection and aggregation,
and policy implications. The findings indicated that ICT positively contributes to
sustainable development in Nigeria by enhancing productivity, efficiency, innovation,

competitiveness, access to information and services, and empowerment. Various
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methodologies for measuring ICT impact were highlighted, including analytical
approaches, case studies, panel studies, statistical surveys, administrative data, and
other techniques. The study recommended that the government actively oversee
technology policy to build human resource capacity, promote ICT infrastructure and
services, support ICT innovation and dissemination, and monitor ICT’s impact on

X

A study was conducted to analyze the use of information ar&gumunication

sustainable development’?.

technologies (ICTs) and perceived work performance of univ ibrary personnel
in Oyo State, Nigeria. The study utilized a descriptive @%nethodology of the
survey type and collected primary data from 187 re@ients using a questionnaire
applying a purposive sample technique. Deséti Qstatistics and Pearson Product
Moment Correlation analysis were use&@lyze the data. The survey discovered
that the primary applications of I.C@r university library professionals were report
preparation, document scanninﬁf@\ sending and receiving e-mail communications.
The study also found t .Qk most widely used ICTs were computers, phones, and
photocopiers. Acco@ to the report, the main hindrance to ICT use is the library's
insufﬁcientc.léﬁg The study found that university library professionals had a high
level of éprted job performance, and there was no significant association between
ﬂ%@n’qzaﬁon of ICTs and their perceived job performance. The study advised that
library professionals be up to date on current ICT trends, that computer training be

made vital for managers/staff, and that the government supply adequate money for

the library’.

2.3.2 Organisational Support and Work Engagement
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A study investigated the relationship between supervisor support and work
engagement among employees in public and tertiary institutions in Ogun State,
Southwest Nigeria. The research utilized a descriptive survey design, sampling 476
employees across various institutions. Findings indicated a significant positive
correlation between perceived supervisor support and work engagement. Employees
who felt supported by their supervisors reported higher levels of vigor, dedigation,
and absorption in their roles. This underscores the importance Q/onrtive
leadership in fostering employee engagement in the educatio:@%or”. Another
study explored the impact of management support on acade%’aff engagement in
selected universities in Southwest Nigeria. The @ ployed a quantitative
approach, gathering data from academic staff '@s various institutions. Results
showed that the level of work engagement ployees was moderate. It was also
revealed that management support, in m\’;g provision of resources, recognition, and
professional development opp{&%ﬁ, significantly enhanced work engagement

among academic staff.-\'ﬂ@zﬁudy emphasized that when management actively

supports their em@ it leads to increased motivation, commitment, and
performancew.\ﬁ\%
A simila ‘&df examined the interplay between organizational support, work-family
con%rband job commitment among working mothers in public universities in
Shﬁlwest Nigeria. The study utilized a cross-sectional survey design, sampling
female academic staff balancing work and family responsibilities. Findings indicated
that organizational support, such as flexible work schedules and family-friendly

policies, mitigated work-family conflict and enhanced job commitment. This suggests
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that supportive organizational practices are crucial in promoting work engagement

among working mothers””.

A study investigated the relationship between perceived organizational support and
burnout among registered nurses across states in Southwest Nigeria. The study
adopted a cross-sectional research design, analyzing data from nurses in \&ious
healthcare institutions. It was found that the level of orgnaisational suppogghigh.
Results demonstrated that higher levels of perceived organizatio IQupport were

associated with lower levels of burnout. Nurses who felt \@d supported by
an

their organizations reported increased work engagem reduced emotional
exhaustion’®. Another study was conducted at the F@l University of Kashere in
Gombe State, North Central Nigeria, tob@ne the effect of perceived
organizational support on non—monetao@ensation and employee performance.
The findings revealed that perceiv@ganizational support significantly influenced
employee performance, @?@\aﬂy through non-monetary compensation
mechanisms such as re.&igion, career development opportunities, and supportive
work environments.%is underscores the importance of organizational support in
enhancing ﬁ/p@w engagement and performance in academic institutions’.

A stud @estigated the moderating role of perceived organizational support in the
t@ship between burnout and work engagement among nurses in three federal
hospitals in Enugu State, Nigeria. The study found that perceived organizational
support positively predicted vigor and dedication dimensions of work engagement.

Moreover, it moderated the relationship between reduced personal accomplishment

and the absorption dimension of work engagement, suggesting that organizational
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support can buffer the negative effects of burnout on engagement®’. A study
examined the influence of perceived organizational support on work commitment
among employees in universities in South-East Nigeria. Although the study focused
on the South-East region, its findings are relevant to North Central Nigeria due to
similar organizational structures and cultural contexts. It was found that the level of
organizational support is moderate. The study revealed that employees who erved
higher organizational support exhibited greater work commitment, highlighting the

role of supportive organizational practices in fostering employee ment8!,

A study explored the relationship between organizati@s port perception and
employee engagement in selected microfinance bank: South-East Nigeria. While
the study was conducted in the South-East, it%@ are applicable to the banking
sector in North Central Nigeria. Th\@lgs indicated a significant positive
relationship between supervisor s.u@ component of organizational support) and
employee vigor, a dimension @@)rk engagement. This emphasizes the importance
of supportive leadership Q\ﬁlancing employee engagement in the banking industry®?.
A study explored hbrelationship between organizational climate and employee
engagemen(.n/%er finance banks in Southeast Nigeria. The study focused on career
develo @t climate and teamwork climate as facets of organizational support.
N{c/ggs revealed significant positive relationships between these climates and

employee engagement and absorption, respectively. These results suggest that a

supportive organizational climate fosters higher levels of employee engagement®>.

A study investigated the role of organizational climate in enhancing employee
engagement in commercial banks in Southeast Nigeria. The study identified
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distributive justice climate and open communication climate as significant predictors
of job satisfaction and positive meaning, respectively. These findings highlight the
importance of fair treatment and transparent communication in promoting employee
engagement in the banking sector®®. An empirical study was conducted on the
relationship between corporate organizational culture and employee engagement in
firms located in Southeast Nigeria. The study found significant relationshi ﬁen
various organizational culture types (collaborative, hierarchy, adhocracy, Qet, and
achievement cultures) and dimensions of employee engagement @nal, cognitive,

physical, solidarity, and priority engagement). These results @t that cultivating a

supportive organizational culture can enhance facets of employee
engagement®>, ’bQ
O

A study was conducted at the Cape Coa@hing Hospital in Ghana examined the
moderating effect of perceived g@onal support on the relationship between
employee engagement and 'okc@\:rformance among medical staff. The findings
revealed that employee ?& ment significantly influences job performance and that
perceived organiza@ support moderates this relationship. The study recommends

that managc.e:é\a pt policies such as effective leadership and fair HR practices to

stimulatégployee engagement and perceived organizational support®®.

A\&r study investigated the relationship between connectedness, lecturer self-
efficacy, perceived organizational support, and work engagement in higher education
institutions in Nigeria. The study found that perceived organizational support

significantly predicts work engagement among academic staff. This underscores the
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importance of organizational support in fostering engagement in the academic

sector®’.

A similar study examined the impact of supervisory support on employee engagement
in Ghana's telecommunications sector and the moderating effect of supportive
organizational culture on this relationship. The study found that supervisory su&ort
significantly influences employee engagement and that supportive or tional
culture moderates this relationship. These findings suggest that or mgﬁyns should
emphasize measures such as robust feedback systems and trai f supervisors to
enhance employee engagement®. A study investigat %elatlonshlp between
perceived organizational support (POS) and work @gement finding that POS
positively predicts employees' weekly work € ent. The study also highlighted
that POS fluctuates within individu%%r time, suggesting that consistent
organizational support is crucial @stained employee engagement®. A research
was conducted that explored thKQ@:dlatmg effect of self-efficacy on the relationship
between POS and wor @gement among primary school teachers. The findings
indicated that self—%cy significantly mediates this relationship, emphasizing the
importancedf/%ae ing employees' belief in their capabilities alongside providing
organiza@al support®. A study was examined on how thriving and flourishing
1‘%@& the relationship between POS and work engagement. The research concluded
that POS positively influences thriving and flourishing, which in turn enhance work
engagement. This underscores the multifaceted pathways through which

organizational support can bolster employee engagement®!.

83



A study investigated whether psychological capital (PsyCap) mediates the
relationship between POS and employee well-being. Their study found that POS,
PsyCap, and well-being are positively correlated, and that PsyCap fully mediates the
relationship between POS and well-being. This suggests that organizations should

focus on enhancing employees' psychological resources to improve engagement and

well-being®?. Q\

A study examined the mediating effect of POS on the relationship \gwauthentic
leadership (AL) and work engagement among employees 1nternat10nal IT
organization in South Africa. The study concluded tha %’tlally mediates the
relationship between AL and engagement, hig tmg the importance of

organizational support in enhancing the posi%@:ts of leadership on employee
engagement®. A study explored the i@hf resilience and POS on employee
engagement in a competitive s.a@ronment. The study found that POS is
positively associated with e&%&yee engagement, indicating that when sales
representatives feel su 1 by their organization, they are more likely to be
engaged in their V&%b“ A study investigated the relationship between perceived
organizatio(ii&&pp rt (POS) and work engagement among employees in South
Korea's @ic sports organizations. The findings indicated that POS has a significant
p%%t effect on work engagement. Furthermore, work engagement was found to
fully mediate the relationship between POS and both organizational citizenship
behavior and customer orientation. This suggests that enhancing organizational

support can lead to increased employee engagement, which in turn fosters positive

organizational behaviors®’.
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A more recent study examined the impact of organizational justice on work
engagement among public service and general workers in South Korea. The study
found that organizational justice positively influences work engagement. Additionally,
the presence of a supportive learning environment moderated this relationship,
emphasizing the importance of organizational support structures in enhancing
employee engagement’®. Research explored the interplay between learniani A
perceived organizational support, and innovative behavior among Sou orean
employees. The study revealed that employee engagement med@ghe relationship
between learning agility and innovative behavior. Moreover,%&ved organizational
support was found to moderate this mediation effect@gmg that higher levels of

organizational support strengthen the positive impgbf learning agility on innovative

behavior through increased engagement”’. fb

A literature review examined t %tionship between perceived organizational
support (POS), psychological iﬁ@o\werment, and employee engagement in public
health facilities in Ken.aiihe review emphasized that POS serves as a valuable
resource for fosteri)@mployee engagement and promoting positive organizational
behaviors Q@n althcare personnel. Employees who perceive high levels of
organizaéqal support are more likely to be engaged in their work, which in turn
e\h/&s service delivery and patient satisfaction®®. A study examined the moderating
role of perceived organizational support on the effect of occupational stress
management practices on employee engagement among law enforcement officers in
Uasin Gishu County, Kenya. The study found that organizational support

significantly moderated the relationship between stress management practices and
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employee engagement. When officers perceived higher levels of support from their
organization, the positive effects of stress management practices on engagement were

enhanced”.

Another study explored the moderating effect of perceived organizational support on
the relationship between high-performance work practices and the performan{of
healthcare workers in public hospitals in Kenya. The study con@ that
organizational support had no significant moderating effect on th ationship
between high-performance work practices and employee pe e. ThlS suggests
that while high-performance work practices are impo %amzatlonal support
may not always enhance their impact on employee formance100 A study was
conducted on the predictive effect of or %%nal support (OS) on Work
Engagement (WE) in the Malaysian ba\@dusn’y. The study found a significant
positive relationship between POS WE, indicating that when employees perceive
high levels of support from the{c@ganization, their engagement levels increase. The
research utilized Structu.a%uation Modeling-Partial Least Squares (SMART PLS-3)
analysis to test the s hypotheses!*!

A study invéig%‘e the differential effects of three forms of social support perceived
organiza@al support, perceived supervisory support, and perceived peer support on
n{s/@’/ job performance, with work engagement acting as a mediating variable. The
study found that peer support had a direct and positive effect on job performance, and
work engagement mediated the relationships between the three forms of social
support and performance!®. A recent study examined the impact of job resources

autonomy, feedback, and social support on work engagement and investigated the
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subsequent influence of work engagement on turnover intentions among employees in
Malaysia's selected services sector. The study found that social support significantly

enhanced work engagement, which in turn mitigated turnover intentions.!??

A study examined the effectiveness of perceived organizational support and perceived
organizational culture on work engagement among academic staff in universiti%he

study found that both perceived organizational culture and perceived or tional

support were positively correlated with work engagement&&_jperceived

organizational culture having a stronger effect. The resean @ized regression
analysis to analyze the data'®. A study investigated h@%ﬂ:raﬁc control and
organizational support affect civil servants' work eng%nent in Brazilian courts of
accounts. The research found that organizatiogb%)ort positively influences work
engagement, with psychological empowQ@%t serving as a partial mediator in this
relationship. Conversely, exce.s@reaucratic control negatively impacted
psychological empowerment a&&}ubsequently, work engagement. These findings
suggest that fostering .@ggﬁonal support can enhance employee engagement,
particularly when c@ with efforts to empower employees!%.

An author ((;/ﬁ%ot a study examining the impact of organizational culture and
values oé;nployee engagement and performance in Brazil. The study highlighted
t‘h{[/%gning organizational culture with employee values boosts engagement and
performance. Collaborative and inclusive cultures, along with well-being and
development opportunities, were highly valued by employees. The research

underscores the importance of cultural sensitivity and trust-building in enhancing

employee engagement within the diverse Brazilian workforce. A study focusing on
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employees of the Brazilian Federal Senate explored the relationship between
identification with organizational purpose and work engagement. The research found
that employees who strongly identified with their organization's purpose exhibited
higher levels of work engagement. This suggests that fostering a clear and meaningful
organizational purpose can enhance employee engagement, particularly in public

X

A study examined the interplay between transformational lea(@gp_jperceived

sector institutions!%.

organizational support, and employee engagement in Brazili anizations. The
study found that transformational leadership posit@%luences perceived
organizational support, which in turn enhances emplngagement. This indicates
that leadership styles that promote support a %nition can significantly boost
employee engagement levels!”’. An a%rbtonducted a study focusing on the
relationship between perceived o.r@nal support (POS) and work engagement
among administrative staff in Q%\y—established universities in China. The findings
indicated a positive relz%b@ip between POS and work engagement, suggesting that
when employees [@ive high levels of support from their organization, their

engagemen@crease. The study recommended that universities enhance POS

to improéstaff engagement!%%,

A %y explored the mediating role of psychological capital (PsyCap) in the
relationship between POS and work engagement among Chinese doctors. The study
found that POS was positively related to all dimensions of work engagement vigor,
dedication, and absorption. Moreover, PsyCap partially mediated this relationship,
indicating that organizational support enhances psychological resources, which in

88



turn boost engagement levels'”. A study investigated the correlation between nurses'
sense of organizational support, emotional intelligence, and work engagement in
China. The results indicated that POS was positively correlated with both emotional
intelligence and work engagement. Furthermore, emotional intelligence partially
mediated the effect of POS on work engagement, accounting for 35.57% of the total
effect. This suggests that enhancing organizational support can impronur s'

emotional intelligence, thereby increasing their engagement!!°. ‘

A study examined the effect of POS on work engagement %hinese nurses
during the COVID-19 pandemic, focusing on the med@g le of psychological
safety. The study found that both POS and psychological safety had direct positive
impacts on work engagement. Additionall%%‘%ological safety mediated the
relationship between POS and work e@nt, highlighting the importance of a
supportive and safe organizationg‘@onment, especially during crises!!'!. A study
examined the relationship Q%en perceived organizational support, work
engagement, and emplo .e\*ell—being. This research was conducted at Toya Devasya.
The population in h&tudy is 128 people. The number of samples used were all
Toya Devaéa:\éinp oyees, 128 employees, using the total sampling method. The
results s@ed that perceived organizational support had a positive and significant
e{%/@)n employee well-being and work engagement, work engagement had a
positive and significant effect on employee well-being. Work engagement
complementary partially mediates the effect of perceived organizational support on

employee well-being. Companies need to pay attention to the implementation of
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perceived organizational support and work engagement in a comprehensive manner

so that employee well-being can be implemented better! 2.

The results of research by an author also stated that POS has a positive effect on work
engagement where employees have a positive view that the organization shows
concern as part of the organization, cares about the effort shown at work, an&he
organization appreciates the efforts of each of its members in contributmg€to the

running of the wheels of the organization'!®. A research also foggga‘vperceived

organizational support is positively related to work engage%@
it1vel

study stated that perceived organizational support is@

esides that, a
y related to work
engagement!!'>, A research conducted stated that PO@ a positive and significant
effect on work engagement. This can be interp @t the higher the POS, the more
employee work engagement will increasﬁb perceptions that employees have can
determine their full involvement.ig&work they are doing, whether it is a positive
perception or a negative pechQQ\n“? In addition, a study found that there is a
significant influence I@K\Al POS with work engagement and employee well-

being!!’.
L ]

Another stl@}(amined the relationship between perceived organizational support
and w, gagement: An Empirical Evidence from Bangladesh. A sample of 120
b)nv%s serving in the commercial banks in Bangladesh. The research findings
suggest that POS has a direct effect on employees’ WE and also on the three
dimensions of WE distinctly. The findings imply that if banking organizations want
to enhance their employees’ WE, they should devote more efforts towards caring

118

about their employees’ well-being''®. A study examined influence of perception of
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organizational support on employee work engagement Data were collected using self-
administered questionnaires on the study variables at two different time points.
Analyzing a sample of 638 employees with PROCESS Macros, the study found that
perceived organizational support (POS) was positively associated with employee
flourishing, thriving, and work engagement. Furthermore, POS was shown to have an
indirect effect on work engagement through its influence on thri\Q d
flourishing!°. (/0

A study examined Perceived organizational support and work en, ﬁ&ent: the role of
psychosocial variables. A study involving 118 employees fro%ltalian company in
the personnel training services sector employed m e statistical analyses to
examine social support and psychosocial out@ The findings indicated that

organizational trust significantly mediates t tionships between supervisor social

\v;th the absence of psychosocial risks.
i

support and coworker social supp

Additionally, increased supervi(:ﬁ;sﬁl support was associated with a statistically
significant rise in work \@gemen‘t, but this effect was observed only among
employees with lov%gedium organizational identification, not among those with
high identi

f:eai\@o. Another similar study investigated the role of perceived

organizational support (POS) and employee satisfaction to enhance employee
eng%’ant. This study utilized primary quantitative research through cross-sectional
surveys, with hypotheses tested using SEM-PLS via Smart PLS. The findings
revealed that perceived organizational support (POS) indirectly influences employee
engagement through its impact on employee satisfaction. Additionally, employee

satisfaction was found to have a direct and positive effect on employee engagement.

Neither gender nor tenure significantly affected the relationships among the
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constructs. The study concluded that POS plays a critical role in fostering employee
engagement and recommended that managerial strategies prioritize enhancing POS

through effective human resource practices!'?!.

A recent study investigated the impact of perceived organizational support (POS) on
employee engagement during the COVID-19 pandemic in Vietnam. Datamare
collected from 216 corporate office employees in Hanoi using a survey 4 ment.
The study hypotheses were tested using Partial Least Squares SU{&@V Equation
Modeling (PLS-SEM) with Smart-PLS. The findings reveale ificant positive
effect of both perceived organizational support and p %family support on

employee engagement. Additionally, employee engag%\t was found to mediate the

indirect effects of factors such as col@support, supervisor support,

organizational support, spousal support,\@mily member support on engagement

levels'?2, . ,&

Qﬁ\
R
2.4 c%@ual Model

\&%pendent Variables Dependent Variable

Hol




Ho3

Ho2

S\

Fig. 2.1: Conceptual model showing the relationship and interact the
independent variables on the dependent variable.

Source: The Researcher, 2024 /\
It is important to explain the conceptual model adopted in thi y to provide clarity
and facilitate a deeper understanding of its relevance ty. A conceptual model

represents the interrelationships among the variablgS“er concepts under investigation.
It is a set of interconnected constructs that o}@a systematic view of phenomena by
specifying the relationships between in dent and dependent variables, with the
goal of explaining and predicting&);&m es for informed decision-making. The use of
a conceptual model ens.ur&%x study findings are contextualized, as it explicitly
illustrates how the @ are linked. In research, conceptual models are developed
by the reseagc@to show the connections between independent and dependent
variable hghhghting their interactions and guiding the interpretation of results. ICT
use @(ganizational support are the independent variables while work engagement
ihfe dependent variable. The model suggests that ICT use and organizational
support are the key factors that could determine work engagement of office

administrators in universities in Osun State.

The components of work engagement are vigor, dedication and absorption. The

components of ICT use are perceived usefulness and perceived ease of use while the
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components of organizational support include fairness, supervisor support and
organisational reward. In this case, the conceptual model revealed that there is an
independent and joint relationship between the two independent variables (ICT use

and organisational support) on the dependent variable (work engagement) of office

R

A critical gap in the literature is the underrepresentation of office @Qﬁyators as a

administrators in universities in Osun State.

2.5 Summary of Reviewed Literature

distinct population. Most existing studies in Nigeria and su an Africa often
focus on academic staff or general administrative perso@%lout disaggregating
findings to capture the unique experiences of office a@istrators who play a pivotal
role in managing communication, documen %Qscheduling, and administrative
logistics. Consequently, their ICT adopt'&@%&ms, perceived organisational support,
and engagement levels are un.dK ied, despite their centrality to university
operations. There is a scarci%&?}udies specifically situated within universities in
Osun State, which cons .'@ a growing hub of tertiary institutions in southwestern
Nigeria. Most relate dies are either national in scope or conducted in federal or
state univeéli&& he unique organisational cultures, resource availability, and
admin}s&a@ve structures of universities mean that findings from public universities
\/Q/

may not be fully transferable. Hence, there is a pressing need for context-specific

research to understand how ICT use and organisational support mechanisms function

in these owned educational settings.
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While research exists on ICT use and, separately, on work engagement, very few
studies integrate these constructs within the same analytical framework, particularly
in administrative contexts. ICT use is often explored in relation to teaching
effectiveness or student learning outcomes, but rarely in relation to how it affects
employee motivation, absorption, vigor, and dedication the core dimensions of work
engagement among non-teaching staff. Furthermore, the quality and type of Qt Is,
digital literacy, and support for ICT training among office administratm%/gten not
assessed in depth. There is also a limited number of @%& that explore
organisational support as a mediator or moderator betw&%T use and work

engagement. Most existing studies treat organisatiof port as an independent
variable, failing to examine its potential in@ve role in strengthening or
weakening the impact of ICT use on work MB ement. This represents a conceptual

gap that could be addressed through }e robust statistical modeling (mediation or

moderation analysis). \é_;\\'
<

Another major gap is th .®odological approach used in existing studies. Many are
either descriptive o@litaﬁve, without employing rigorous quantitative techniques
that can est@/%e sality or significant relationships among variables. Additionally,
small %ple sizes and convenience sampling techniques often limit the
g%ezhzability of findings. In the context of Osun State, no comprehensive study
appears to have used a large, representative sample of office administrators to

examine the intersection of ICT use, organisational support, and work engagement.

The literature also shows a gap in the dimensional analysis of work engagement.
Where engagement is studied, the emphasis tends to be on general job satisfaction or
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organizational commitment, rather than on the specific dimensions of work
engagement: vigor, dedication, and absorption. A nuanced understanding of how ICT
and organisational support influence these separate dimensions is lacking and needed.
most studies in the Nigerian higher education context are cross-sectional, offering a
snapshot rather than a dynamic picture. Longitudinal or intervention-based studies
could help establish the sustainability of engagement outcomes resulting Q T
use and organisational support. This is particularly important in universities, where

resources and administrative policies may shift rapidly. 6\

Most existing research tends to focus on individual—level@ab s like ICT skills and
perceptions of support, without examining how @utional ICT policies and
administrative frameworks influence these @ There's little to no research
analyzing how policy clarity, digital stra{%%plementation, or funding mechanisms
in universities affect the availabj &%and usability of ICT resources by office
administrators. There is a ga%ca\mparative research between universities in Osun
State and those in other .tﬂ\A or regions, or between and public universities. Without
such benchmarkin Qdifﬁcult to contextualize the strengths or weaknesses of ICT
use and er{ég:éhe dynamics in the Osun State university system, limiting the

ability t@licate or scale successful interventions.

O\ﬁﬁye administrators in universities often face multitasking pressure, with
overlapping responsibilities due to lean staffing. However, existing studies rarely
examine how job demands or role ambiguity might moderate the influence of ICT use
or organisational support on work engagement. There’s a need to integrate job
demands-resources (JD-R) theory into local empirical studies. Most studies tend to
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measure perceived organisational support through formal HR practices, such as
recognition or ICT training. However, informal elements like supervisor
encouragement, peer support, and communication culture are largely ignored. These
factors may significantly influence motivation and work engagement, especially in
small administrative units common in universities. Much of the literature is either
quantitative or descriptive. There's a need for in-depth qualitative studies (inQie s,
focus groups) that can explore the lived experiences of office adminQr/ S using

ICT, their views on organisational support, and how these shap@ motional and

cognitive engagement at work. %

While bivariate correlations are often reported, f tudies apply multivariate
statistical models (regression, SEM, PLS—SE]\%@ermine predictive relationships
or complex interactions among IC’&@% organisational support, and work
engagement. This limits the explg&}power of existing findings and hampers
policy application. While gentﬁ%}ge, and educational qualification may influence
ICT competence, perc%@qo? organisational support, and levels of engagement,
many studies fail analyze demographic moderators. There is a lack of
disaggregat{/@ showing whether male and female office administrators, or
youngeré older employees, experience ICT adoption and organisational support

d@tly in ways that affect their work engagement. This neglect limits the

formulation of inclusive, data-driven policies.
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Chapter Three

Methodology
This chapter outlines the methodology employed in conducting the study, organized
under the following headings: research design, population, sample and sampling
techniques, research instrument, validity of instruments, reliability of instrm@ts,

administration of research instruments, data collection methods, and d lysis

3.1 Research Design $:

The study adopted descriptive survey research desig esign outlines the types

methods.

and volume of data to be collected, the method ata collection, the sampling
techniques employed, and the statistical %@fbfor data analysis, allowing for
generalization of findings to the broad ulation. The descriptive survey design
was particularly suitable for co@hg data on phenomena that cannot be directly
observed, such as ICT .usQQ’émizational support, and work engagement among

office administrato@ersities in Osun State, Nigeria.

3.2 Populati e Study

The pop ti((;( of the study comprised 266 office administrators in all the universities
1 (@ State, Nigeria. These universities are: Adeleke University, Ede, Bowen
University, Iwo, Fountain University, Oshogbo, Joseph Ayo Babalola University,
Ikeji-Arakeji, Kings University, Ode Omu, Oduduwa University, Ipetumodu,
Redeemer’s University, Ede, Westland University Iwo, Obafemi Awolowo

University, Ile-Ife and Osun State University, Osogbo. The total number of office
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managers in these universities is 266. Table 3.1 showed the total number of office

administrators in these universities.

Table 3.1: Population of Office Administrators in Universities in Osun State

s/n  Names of Institution Year of Number of Office
Establishment Administrators

! Adeleke University, Ede 2011 19

2 Bowen University, Iwo 2001 37 \

3 Fountain University, Osogbo 2007 Q

4 Joseph Ayo Babalola University, 2006 @

Ikeji-Arakeji (/

> Kings University, Ode Omu 2015 /\ 12

6 Oduduwa University, Ipetumodu 2009 Q 21

7 Redeemer’s University, Ede 2005 % 26

8 Westland University, Iwo 2019 10

? Obafemi Awolowo University, Ile-Ife 1961 0 63

1 QOsun State University, Osogbo 200(\ 24

Total 266

AV 4
A
Sources: 1-2-3-4.5,6,7,8,9,10. ’b\ v

3.3 Sample Size and Sampling Techni

The sample size for the study is. 26%%6 administrators in all the universities in
Osun State, Nigeria. Since the@ation is moderate in size, the total enumeration
approach was used in tl’!@ y. One of the main benefits of this method is that it
allows the researché@&vent sampling errors. The number of office administrators
in Universiti 's@.\n State is relatively manageable, making it practical to reach all
of them@hm the best possible time of the study. By involving all members of the
%®n, the possibility of bias or error due to sampling is eliminated, thereby
increasing the validity and reliability of the results. Also, office administrators in
different institutions may have varied experiences, qualifications, and training
opportunities. Total enumeration captures the full range of variation, which might be

lost with a sample.
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34 Description of the Research Instrument

The questionnaire entitled “ICT use Organisational Support Work Engagement of
Office Administrator Questionnaire” (ICTUOSWEOAQ) was the instrument that was
used in the collection of data. The questionnaire was chosen as the res&ch
instrument due to its ability to elicit direct responses, provide timely fe@%, and
suit the literacy level of the target respondents. Additionally, ques 'ogqi)es can be
administered and collected within a relatively short period a h ease. For this
study, the questionnaire was structured into four sect@ beled A through D.
Section A focused on the respondents’ demographic rmation, including gender,

age, religion, highest academic qualification, a@‘& of service.

Section B elicited information on Woﬂ\\@agement of office administrators using
standardized scale, which was ada@This section has three sub-scales with a total
of 15 items. The first sub—?i& measured vigor, and it contains five items. Two
sample items for this 1@ are: “When I get up in the morning, I feel like going to
work” and “At rgjo@l feel strong and vigorous”. The second sub-scale measured
dedication, &(;\}::omprises five items. Two sample items for this subscale are: “To
me, mgb is challenging” and “I am enthusiastic about my job”. While the third sub-
séslymeasured absorption which comprised five items. Two sample items for this
subscale include; “When I am working, I forget everything else around me” and “I
get carried away when I am working”. Response options were structured on a four-
point modified Likert rating scale of Very High (VH), High (H), Low (L) and Very
Low (VL).
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Section C elicited information on ICT use using a standardized scale which was
adapted’. The scale was developed to measure ICT use among office administrators
and the impact on their wok engagement, and it comprised 12 items. The ICT use
scale has four sub-scale. The first sub-scale measured perceived usefulness, and it
consists of six items. Two sample items for this subscale include “Using ICT tool
gives me greater control over my work™ and “Using ICT improves the quali e
work I do”. The second sub-scale measured perceived ease of use, an itgsists of
six items. Two sample items for this subscale include “I often b@onfused when
I use ICT resources” and “I find it cumbersome to use ICT @ Response options

were structured on a four-point Likert rating scale of @ ¢h (VH), High (H), Low
(L) and Very Low (VL). ’bQ
QO

Section D elicited information on orgap nal support of office administrators
using standardized scale which W.as&ted for this study*. This section has 15 items
which were adapted for the SKSQ\Organisational support was measured based on
three measures namely; .ﬁ\\&ss, supervisor support and organisational reward. The
first sub-scale meas ?airness, and it consists of five items. Two sample items for
this subsca(.ifiéud “I receive fair recognition for the work I do” and “I am treated
with res@ and dignity by my superiors”. The second sub-scale measured supervisor
a%%rgnd it comprises five items. Two sample items for this subscale include “My
supervisor cares about my well-being” and “I receive regular feedback and support
from my supervisor”. The third sub-scale measured organisational reward, and it
comprises five items. Two sample items for this subscale include “I am fairly

2

compensated for my work” and “I am recognized for outstanding performance”.
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Response options were structured on a four-point Likert rating scale of Very High

(VH), High (H), Low (L) and Very Low (VL)

3.5  Validity of the Research Instrument

To establish the validity of the research instrument, both face and content validity of
the questionnaire were evaluated by the project supervisor and two experts in tl&leld
of Information Management. Copies of the instrument were provided @em to
identify any errors and ensure its appropriateness. The expests Q@sessed the
questionnaire for comprehensiveness, relevance of content, clagi instructions and
statements, potential ambiguities, and any omissions or@%hey also evaluated
whether the instrument would effectively collect@ to answer the research

questions and test the hypotheses of the stud% @ack and observations from the

experts, along with comments from the\%@mpervisor, were incorporated into the

final version of the questionnaire. @

3.6  Reliability of the Re@cc?lnstrument
‘N

The reliability of the research instrument was established through a pilot study. A
test-retest method was conducted among 20 office administrators at Lead City
University, Ibadan, Oyo State, Nigeria, who were not part of the main study sample.
The interval between the two administrations of the questionnaire was two weeks.
Following the second administration, both sets of responses were subjected to
reliability analysis using the Cronbach’s Alpha test to determine the internal
consistency of the items within each scale. The reliability coefficient value of each of
the scale were; work engagement = 0.90, ICT use = 0.84 and organizational support =

0.82.
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3.7  Method of Data Collection

A letter of introduction was obtained from the Department of Office and Information
Management, Lead City University, Ibadan, which facilitated permission to administer the
questionnaire to office administrators in universities across Osun State, Nigeria. The
researcher recruited a research assistant to support the data collection process. A one-day
training session was conducted for the assistant to ensure efficient data COHG‘Q[ aeross the
ten universities included in the study. A total of 261 questionnaires were a istered. The
researcher and assistant collaborated with the Human Reso@its of the sampled
universities to ensure maximum cooperation. Partici% were assured of the

confidentiality of their responses and were briefed on 4 ortance of providing complete
and accurate information, as well as the pote tigb@?eﬁts of the study’s findings. Ample
time was provided for completion of the q naires. All 261 copies were successfully

administered and retrieved within t &aeeks, and the collected data was used for

subsequent analysis. é_;\\'
N\

3.8 Method of Dat@ysis

The collected dat& analyzed using both descriptive and inferential statistics.
Descriptiveﬁt%ﬁ

emplo bo summarize and present the demographic characteristics of the

, including frequency counts and simple percentages, were

rb;ggdents. Descriptive statistics of frequency counts, simple percentages, mean and
standard deviation were used to analyse Research Questions 1, 2 and 3. Inferential
statistics of simple linear regression analysis was used to test hypotheses 1 and 2,
while multiple linear regression was used to test hypothesis 3 at 0.05 level of

significance.
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Chapter Four
Results and Discussion of Findings
This chapter presents the results and discussion of the study’s findings which
provides a descriptive analysis using frequency counts, percentages; and the results
addressing the research questions and hypotheses formulated for the SQ d
detailed discussion of the findings in relation to existing literature dnd thé€oretical
frameworks. 6\

Table 4.1: Response Rate

Response Rate Fre y' Percent
Q (%)
Returned and Used 261 98.12%

Not Returned/Returned but not used b’b 5 1.88%
No. of distributed Questionnaire @

\

266 100%

Source: Field Survey Data, 2025&;\\'\
N\

The target respondents in @ dy were office administrators in universities in Osun

State, Nigeria. A @ 266 questionnaires were administered, out of which 261

were filled @Q'%ed, which represents 98.1% response.

4.1 l@ographic Data Analysis

hi on provides a descriptive analysis of the respondents’ demographic
characteristics, presented using frequency distribution tables. The results are

displayed in the table below.
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Table 4.2: Demographic Characteristics of Respondents (N = 261)

Variables Category Frequency Percentage

Gender Male 52 19.9
Female 209 80.1

Age 20 years and below - -
21-30 years 14 %5#4
31-40 years 98 Q 5
41-50 years 105 40.2
51-60 years 37 14.2

Highest Educational OND 6\ 3.1

Qualification NCE 4.2
HND 6 33.0
B.Sc Q 146 55.9
Masters Q 6 2.3
Others 4 1.5

Years of Work Less than 1 year Brb 19 7.3
Experience 1-5 years 77 29.5
6-10 years®% 98 37.5

11-15 yeags 55 21.1

16-20 }% 8 3.1

21 ’f&n above 4 1.5

Universities . %@leke University, Ede 19 7.1
Q\ owen University, Iwo 36 13.5
Q Fountain University, Osogbo 28 10.5

Joseph Ayo Babalola 25 94

. 5& University, Ikeji-Arakeji
0 Kings University, Ode-Omu 12 4.6
6 Oduduwa University, 20 7.5
’b Ipetumodu
Q Redeemers University, Ede 25 9.4
\/ Westland University, Iwo 10 3.8
Obafemi Awolowo University, 62 23.3
Ile-Ife
Osun State University, Osogbo 24 9.0

Source: Field Survey Data, 2025
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Table 4.2 presents the demographic characteristics of the respondents. In terms of
gender, the data shows that 52 respondents (19.9%) were male, while the majority,
209 respondents (80.1%), were female. This indicates that there are considerably
more female than male participants in the study, reflecting a female-dominated
workforce among the respondents. Regarding age distribution, none of the
respondents were 20 years old or below. A total of 14 respondents (5.4%) were
between 21-30 years, 98 respondents (37.5%) were between 3140 s, 105
respondents (40.2%) were within the 41-50 years age bracket, 3®1dents (14.2%)
were between 51-60 years. The largest proportion of respon@were in the 41-50-
year age range, indicating that most participants their mid-career stage.
However, with 42.9% of respondents aged 4})6%rs or younger, there is also

significant representation from early—care\erQ sionals.

In terms of educational qualiﬁcé\(k',\8 respondents (3.1%) held an Ordinary
National Diploma (OND), ér spondents (4.2%) had a Nigeria Certificate in
Education (NCE), %@ents (33.0%) held a Higher National Diploma (HND),
and the majority, {46~fespondents (55.9%), possessed a Bachelor of Science (B.Sc)
degree. A @espondents (2.3%) had a Master’s degree, while 4 respondents
(I.S%Qated “Other” qualifications. This suggests that the sample is highly
&i&d, with B.Sc and HND holders making up 88.9% of the respondents. With
respect to years of work experience, 19 respondents (7.3%) had less than one year of
experience, 77 respondents (29.5%) had between 1-5 years, 98 respondents (37.5%)

had between 6-10 years, 55 respondents (21.1%) had between 11-15 years, 8

respondents (3.1%) had between 16-20 years, and 4 respondents (1.5%) had more
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than 21 years of work experience. The largest share (58.6%) had between 615 years
of experience, suggesting that most respondents are seasoned professionals with

substantial exposure in their field.

Overall, the demographic profile indicates that the respondents were predominantly
female, highly educated, and largely in their mid-career stage, with the ma,krity
possessing between 6—15 years of professional experience. This compositi gests

a workforce with strong academic backgrounds and considey%egfofessional

maturity. EQ
4.2  Presentation of Data QQ

4.2.1 Analysis of Research Questions
Research Question One: What is the lﬁaf work engagement of office

administrators in universities in Osun S@b

Table 4.3: Level of Work Eng gék\'ﬁ of Office Administrators in Universities in
Osun State h{

s/n Items =\~ VH H L VL X Std.
N ,Q\ dev
Vigor to work 9
I Whenlgetupint rning, 86 135 39 1(0.4%) 3.17 0.68
I feel motiv@ to work. (33.0%) (51.7%) (14.9%)
2 AtworkN fe 11 of energy. 88 114 47 12 307 083
(33.7%) (43.7%) (18.0%) (4.6%) ' '
3 Ifee {blg and vigorous while 55 139 36 31 284 089
pecformiing my job. (21.1%) (53.3%) (13.8%) (11.9%) ) ’
4 T ant’able to work for long 99 116 34 12 316 0.82
periods without getting tired. (37.9%) (44.4%) (13.0%) (4.6%) ) ’
5  Iam mentally resilient in 70 120 60 11
handling tasks at my job. (26.8%) (46.0%) (23.0%) (4.2%) 295 0.82
Dedication to work
6 I find my job challenging. 94 108 36 23 305 0.92
(36.0%) (41.4%) (13.8%) (8.8%) ' '
7 My job inspires me. 65 140 35 21 295 0.84
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(24.9%) (53.6%) (13.4%) (8.0%)
8 I feel enthusiastic about my job. 77 124 31 29 295  0.93
(29.5%) (47.5%) (11.9%) (11.1%) ' '
9  Iam proud of the work I do. (7269.1%) (15571.9%) ?;).7%) (1;1.4%) 311 076
10 I find my work meaningful and 89 106 53 13 304 0.59
purposeful. (34.1%) (40.6%) (20.3%) (5.0%) ' '
Absorption in work
11 When I am working, I forget 55 149 36 21 0.60
everything else around me. (21.1%) (57.1%) (13.8%) (8.0%) ) ’
: 0
. \Tvlc?rllfitsfgéms 10 fly when fam (7269.1%) (1374.5%) (6203.0%) 1 (.0())03'05 0.73
13 I get fully absorbed in my work. 84 150 25 QQ% 321 0.64
(32.2%) (57.5%) (9.6%) ® ' '
14 It is difficult for me to detach 50 153 39 200 0.79
from my job. (19.2%) (58.6%) (14.9 7.3%) ' '
15 I feel happy when [ am working 55 110 8 15 279 075
intensely (21.1%) (42.1% 0%)  (5.7%) ' )

Weighted Mean: 3.01 v

4.0

Decision Rule: Very Low = 1.00-1.74, Low =1.75-2.4‘9, =2.50-3.24, Very High = 3.25-

Key: Very High — 4, High — 3, Low — 2, Very Low fb
Source: Field Survey 2025

Table 4.3 presents the level Qf,&k engagement of office administrators in
universities in Osun State. Res&%&s were classified into Very High (VH), High (H),
Low (L), and Very Lo , ) levels. For analysis, VH and H were combined into a
“High Level” cate &Nhile L and VL were combined into a “Low Level” category.
Under the @s\to work dimension, results show that a majority of respondents
reported@h vigor across most indicators. For example, 221 respondents (84.7%)
&{e/%that when they get up in the morning, they feel like going to work, while only

40 (15.3%) reported low vigor.

Similarly, 202 respondents (77.4%) stated that they feel bursting with energy at work,
while 59 (22.6%) disagreed. A slightly lower proportion (73.6%) indicated they feel
strong and vigorous on the job, with 67 (26.4%) reporting otherwise. The ability to
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work for long periods was rated high by 215 respondents (82.3%), compared to 46
(17.7%) with low ratings. Likewise, 190 respondents (72.8%) affirmed that they are

mentally resilient at work, while 71 (27.2%) disagreed.

In the dedication to work dimension, most respondents expressed high commitment
and meaning in their work. For instance, 202 respondents (77.4%) agreed th%eir
job is challenging, while 59 (22.6%) disagreed. Feeling inspired by on was

reported high by 205 respondents (78.5%), compared to 56 (21.5%&?@% it low.

their job, while

Similarly, 201 respondents (77.0%) stated they are enthusiasti;

60 (23.0%) reported low enthusiasm. Pride in one’s \A@ s rated high by 227

respondents (87.0%), compared to 34 (13.0%) with ride. A sense of meaning

and purpose in the job was affirmed by 195 \@MS (74.7%), while 66 (25.3%)

disagreed. @%

For the absorption in work dimension,the majority of respondents also reported high
levels. Specifically, 204 res@ﬁems (78.2%) indicated that they forget everything
else around them w ing, while 57 (21.8%) reported low absorption. A similar
proportion (76 6% §eed that time flies when they are working, compared to 61
(23.4%) W(}agreed Being carried away by work was reported high by 234
respo (89.7%), while only 27 (10.3%) reported low levels. The statement “It is
di Q{t to detach myself from my job” was rated high by 203 respondents (77.8%),
compared to 58 (22.2%) with low ratings. Finally, feeling happy when working

intensely was reported high by 165 respondents (63.2%), while 96 (36.8%) disagreed.

With a weighted mean score of 3.01, the results indicate a generally high level of

work engagement among office administrators in universities in Osun State. The

123



findings suggest that most administrators demonstrate strong vigor, dedication, and
absorption in their work. However, some items particularly those relating to mental
resilience, enthusiasm, and detachment from work show moderate ratings, indicating

areas where engagement could be further strengthened.

Research Question Two: What is the level of ICT use of office administrau&in

universities in Osun State? Ql

Table 4.4: Level of ICT Use of Office Administrators in ’Ssities in Osun

State N
Items VH H L %\/L X Std.
(\ dev
Perceived usefulness QV
1 My job would be difficult to 80 111 22 296 091
perform without ICT tools (30.7%) ( 2@ (18.4%) (8.4%) ' '
2 Using ICT tool gives me greater 83 f@ 13 6 3194 065
control over my work (31.8%) 09%) (5.0%) (2.3%) ' '
3 ICT system addresses my job- 97 1 40 3 3120 074
related need (372%) "~ (46.4%) (15.3%) (1.1%) ' '
4  Using ICT improves the quality ® 128 43 4 317 077
of the work I do .0%) (49.0%) (16.5%) (1.5%) ' '
1 i i 2 136 40 3(1.1%
5  Using ICT makes it easier to@s 3% (21% (153%) (1.1%) 309 0.82

my job . A
6 Using ICT allow to 78 141 41 15

accomplish more% than (29.9%) (54.0%) (15.7%) (5.7%) 3.14 0.84

would otherwise bg pdssible

II  Perceived @ use

7 1 often bgeoni€ confused when I 5 47 106 103 205 0.93
use IC, urces (1.9%) (18.0%) (40.6%) (39.5%) '

8 Inte g with the ICT tools is 19 87 110 45 241 0.90
o}e@ Tustrating (7.3%)  (33.3%) (42.1%) (17.2%) )

9  Ifind it easy to get the ICT tools 78 151 26 6 (2.3%)
to do what I want it to do. (29.9%)  (37.9%)  (10.0%) A6 071

10 I find many ICT tools easy to 61 133 53 14 203 0.85
use (23.4%) (51.0%) (20.3%) (5.4%) ’ '

11 T need to consult the wuser 12 17 185 47
manual often when using some (4.6%) (6.5%) (70.9%) (18.0%) 2.46 0091
ICT tool

12 I find it cumbersome to use ICT 21 47 79 114 284 0.99
tools (8.0%) (18.0%) (30.3%) (43.7%) '
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Weighted Mean: 2.96

Decision Rule: Very Low = 1.00-1.74, Low =1.75-2.49, High =2.50-3.24, Very High = 3.25-
4.0

Key: Very High — 4, High — 3, Low — 2, Very Low — 1

Source: Field Survey Data, 2025

Table 4.4 presents the level of ICT use of office administrators in universities in Osun

State. Responses were categorized into Very High (VH), High (H), Low

Very Low (VL) levels. In line with the decision rule, mean scores betw —-3.00

indicate a High level, 2.99-2.00 indicate a Moderate level, 1.99-1/08, indicate a Low
level, and 0.99-0.00 indicate a Very Low level. In tl% ived usefulness
dimension, the majority of respondents reported i greement across most
indicators. For instance, 191 respondents (73.2%@5r ed that their job would be
difficult to perform without ICT tools. Similar& respondents (92.7%) agreed that
using ICT tools gives them greater co?@over their work, while 218 respondents
(83.6%) indicated that ICT systé@ress their job-related needs. Improving the
quality of work through }C&@reported high by 214 respondents (82.0%), and 218
respondents (83.6%) that ICT makes it easier to do their job. Likewise, 219

respondents (8%& atfirmed that ICT enables them to accomplish more work than

would 0%@% possible.

nc& perceived ease of use dimension, responses were more varied. While 229
respondents (87.7%) found it easy to get ICT tools to do what they want and 194
respondents (74.4%) agreed that many ICT tools are easy to use, challenges were also
evident. Also, 209 respondents (80.1%) reported becoming confused when using ICT
resources, and 155 respondents (59.5%) found interacting with ICT tools frustrating.

Additionally, 232 respondents (88.9%) indicated that they often need to consult the
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user manual when using ICT tools, while 193 respondents (73.9%) reported finding

ICT tools cumbersome to use.

With a weighted mean score of 2.96, the results suggest that ICT use among office
administrators in universities in Osun State is on high level. While the perceived
usefulness of ICT is consistently rated high, the ease-of-use dimension %ﬂs
notable challenges, particularly with confusion, reliance on manuals, an@aﬁon
during use. Addressing these ease-of-use concerns through targe&tgi{mg, user-
friendly system designs, and ongoing technical support co hance both the

efficiency and satisfaction of ICT use in the workplace. 0

Research Question Three: What is the level ob{g;nisational support to office
administrators in universities in Osun State? b:

Table 4.5: Level of Organisational Suh\;{Q to Office Administrators in

Universities in Osun St
s/m  Items - \ H L VL X Std.
,&C} dev

I Fairness at workplace

1 My institution treats all staff famly\afid 100 115 24 22 312 091
equally Q (38.3%) (44.1%) (92%)  (8.4%) ' '

2 The procedures used to@ ecisions 98 126 20 17 317 085
at work are fair and unbiaSed. (37.5%) (483%) (7.7%) (6.5%) ) )

3 I receive fair receg\\‘ for the work I 99 116 31 15 (5.7) 315 087
do. Q@g (37.9%)  (44.4%)  (11.9%) : :

4 Iam treate%it pect and dignity by 83 112 37 29 295 099
my superio (31.8%) (42.9%) (14.2%) (11.1%) ) )

5 I this 1 n, feedback and 98 123 22 18
evalua from management are fair (37.5%) (47.1%) (8.4%)  (6.9%) 3.15 0.87
an&tructive.

II  Supervisor Support

6 My supervisor cares about my well- 97 117 25 22 307 0.93
being. (37.2%)  (44.8%) (9.6%)  (8.4%) ’ '

7 I can approach my supervisor with 98 119 32 12 312 084
problems or concerns. (37.5%)  (45.6%) (12.3%) (4.6%) ' '

8 My supervisor helps me develop 105 113 22 21 (8.0) 313 091
professionally. (40.2%)  (43.3%)  (8.4%) ' '
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9 I receive regular feedback and support 84 125 42 10 310 0.80
from my supervisor. (32.2%) (47.9%) (16.1%) (3.8%) ) )
10 My supervisor values my contributions 107 126 20 8(3.1%)
to the organisation. (41.0%)  (48.3%) (7.7%) 395 074
III Organisational Reward
11 I am fairly compensated for my work. 95 107 30 29 297 0.97
(36.4%) (41.0%) (11.5%) (11.1%) ' '
12 The reward system in this organisation 105 116 22 18 12 086
motivates me to perform better. (40.2%)  (444%) (8.4%)  (6.9%) | '
13 Promotion opportunities are fairly 97 112 30 22 300 0.93
accessible. (37.2%) (42.9%) (11.5%) (8.4 ) )
14 I am recognized for outstanding 94 131 20 6 @ 393 074
performance. (36.0%)  (50.2%)  (7.7%) ) )
15 Rewards and incentives reflect the 96 115 28 303 092
effort I put into my job. (36.8%) (44.1%) (104 (8.4%) ) )

Weighted Mean: 3.1 lw

Decision Rule: Very Low = 1.00-1.74, Low =1.75-2.49,

=3.25-4.00

Source: Field Survey Data, 2025

igh 20.50-3.24, Very High

Key: Very High— 4, High — 3, Low— 2, Very Low — IQ

Table 4.5 presents the level of organisationaj,&éort given to office administrators in
universities in Osun State. Responses @rouped into four categories: Very High

Extent (VHE), High Extent (HE)E—I;,@xtent (LE), and Very Low Extent (VLE). For

N

“High Level” of or%!%}nal support, while Low Extent and Very Low Extent were

merged as “Lo «]&el.”
C

In the %qess at workplace dimension, findings indicate that most respondents

ease of interpretation, Very Extent and High Extent were merged to represent a

p%%e a high degree of fairness within their institutions. Specifically, 215
respondents (82.4%) agreed that their institution treats all staff fairly and equally,
while only 46 (17.6%) disagreed. Similarly, 224 respondents (85.8%) rated the
procedures for decision-making as fair and unbiased, while 37 (14.2%) rated them

low. Recognition for work done was also viewed positively, with 215 respondents
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(82.3%) reporting high levels of fair recognition. However, perceptions of respect and
dignity from superiors were slightly lower, with 195 respondents (74.7%) rating them
high and 66 (25.3%) rating them low — the lowest rating in this dimension. Feedback
and evaluations from management were viewed as fair and constructive by 221
respondents (84.6%), while 40 (15.4%) felt otherwise. Mean scores for this

dimension ranged from 2.95 to 3.17, indicating a generally high perception OQITI SS.

In the supervisor support dimension, the data reveal consistently ng‘dtings. For
example, 214 respondents (82.0%) agreed that their supervisor bout their well-
being, while 47 (18.0%) disagreed. Similarly, 217 reents (83.1%) felt they
could approach their supervisor with problems or C%&. Professional development
support was rated highly by 218 responden@’bj%), and regular feedback and
support by 209 respondents (80.1%). 'R@fgest—rated item in this section was the
belief that supervisors value th@ntributions to the organisation, with 233

respondents (89.3%) rating i@&fl? Mean scores in this dimension ranged from 3.07

to 3.25, reflecting a%@\% of supervisor engagement and support.

In the organi's@ reward dimension, the ratings were comparatively lower. While

202 resp@e s (77.4%) felt fairly compensated for their work, 59 (22.6%) disagreed.
Mot ’Qn through the organisation’s reward system was perceived positively by 221
respondents (84.6%), while 40 (15.4%) disagreed. Perceptions of fairness in
promotion opportunities were lower, with 209 respondents (80.1%) rating them high.
Recognition for outstanding performance was high among 225 respondents (86.2%)
and low among 26 (13.8%). Rewards and incentives reflecting effort received a high

rating from 211 respondents (80.9%). Mean scores in this section ranged from 2.97 to
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3.23, indicating a generally high but less uniform perception of rewards compared to

fairness and supervisor support.

With an overall weighted mean score of 3.11, the findings suggest that organisational
support for office administrators in universities in Osun State is generally high.
Strengths were found in supervisor support particularly in valuing eWee
contributions and providing approachable leadership and in fairness at th lace.
However, slightly lower ratings in areas such as respect from super&goﬁpensation
fairness, and promotion opportunities indicate areas where fu rovement could
enhance overall organisational support. Addressing thess may foster greater job

satisfaction, commitment, and productivity among officéddministrators.

4.2.2 Test of Hypotheses fbb’b

Hol: There is no significant inﬂuence\\‘QCT use on work engagement of office

[ ]
administrators in universitie&s’@ln State.

Table 4.6: Influence of ICT\%’;&on Work Engagement of Office Administrators

Model R R Square  Adjusted R Square Std. Error of the Estimate
1 5972 356 354 6.99920

a. Predictors: (Constant), ICT use

Sum of
Model Squares Df  Mean Square F Sig.
1 Regression 7028.886 1 7028.886 143.479 .000P
Residual 12688.110 259 48.989
Total 19716.996 260

a. Dependent Variable: Work engagement
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b. Predictors: (Constant), ICT use

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 20.240 2.522 8.025 .000
ICT use 1.047 .087 .597 11.978  .000

a. Dependent Variable: Work engagement

Source: Field Survey Data, 2025 Q\

Table 4.6 reveals the influence of ICT use on work engagem@ office
administrators in universities in Osun State. It was tested usin xsmn analysis.
The result yielded a coefficient of multiple regressions R % and multiple R-
square = 0.356. This suggests that the measures use factors combined
accounted for 35.6% variance in the predictiO}bQ\work engagement. The other
factors accounting for the remaining varian eyond the scope of this study. The
result from the regression analysis shows'\tiiat there was a significant influence of ICT
use on work engagement of ofﬁce_)mlstrators in universities in Osun State, F(1, 259)
= 143.479, p<0.05. Thl&lQ% that the measures of ICT use (perceived usefulness
and perceived easeﬁ% influence work engagement of office administrators in
universities in @State. Results in the table also showed that ICT use predicts work

engage tgﬂofﬁce administrators in universities in Osun State (Beta = .597, t=

11.9@@.05). Therefore, Hol is rejected.

v

Hy2: There is no significant influence of organisational support on work

engagement of office administrators in universities in Osun State.
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Table 4.7: Influence of Organisational Support on Work Engagement of Office

Administrators
Model R R Square  Adjusted R Square Std. Error of the Estimate
1 2477 .061 .057 8.45486

a. Predictors: (Constant), organisational support

Sum of Mean
Model Squares Df Square F Sig.
1 Regression 1202.456 1 1202.456 16.821 .000P
Residual 18514.541 259 71.485
Total 19716.996 260
a. Dependent Variable: Work engagement —~
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 41.730 2.084 20.022 .000
Organisational support 228 .056 247 4.101 .000

a. Dependent Variable: Work engagement
b. Predictors: (Constant), organisational supp&r}

Source: Field Survey Data, 2025 @

.
Table 4.7 reveals the inﬂuen(z((%,\\'()rganisational support on work engagement of
office administrators in’@ggities in Osun State. It was tested using regression
analysis. The resu!@%@d a coefficient of multiple regressions R = 0.247 and
multiple R—@O.%l. This suggests that the measures of organizational support
measure%om ined accounted for 6.1% variance in the prediction of work
ng&nt. The other factors accounting for the remaining variance are beyond the
scope of this study. The result from the regression analysis shows that there was a
significant influence of organizational support on work engagement of office
administrators in universities in Osun State, F(1, 259) = 16.821, p<0.05. This implies
that the measures of organisational support (fairness at workplace, supervisor support

and organizational reward) influence work engagement of office administrators in
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universities in Osun State. Results in the table also showed that organizational
support predicts work engagement of office administrators in universities in Osun

State (Beta = .247, t=4.101, p<0.05). Therefore, Ho?2 is rejected.

Ho3: There is no significant combine influence of ICT use and organisational support

on work engagement of office administrators in universities in Osun State*

Table 4.8: Combine Influence of ICT Use and Organisational Sup@ Work

Engagement of Office Administrators 2
Model R R Square  Adjusted R Square Std. Error of the Estimate
1 6272 393 .388 6.81218

a. Predictors: (Constant), ICT use and organisational support on work engagement

Sum of
Model Squares Df  Mean Square F Sig.
1 Regression 7744.301 2 3872.151  83.441 .000P
Residual 11972.695 258 46.406
Total 19716.996 260

a. Dependent Variable: Work engagement
b. Predictors: (Constant), ICT us,ce';l\nq organisational support on work engagement
¢

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 14.745 2.826 5.218 .000
ICT use 1.014 .085 579 11.873 .000
Organisational support 176 .045 191 3.926 .000

a. Dependent Variable: Work engagement

S@‘Field Survey Data, 2025

Table 4.8 reveals the significant combined influence of ICT use and organisational
support on work engagement of office administrators in universities in Osun State. It
was tested using regression analysis. The result yielded a coefficient of multiple

regressions R = 0.627 and multiple R-square = 0.393. This suggests that the measures
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of ICT use and organisational support combined accounted for 39.3% variance in the
prediction of work engagement. The other factors accounting for the remaining
variance are beyond the scope of this study. The result from the regression analysis
shows that there was a significant combined influence of ICT use and organisational
support on work engagement of office administrators in universities in Osun State, F(2,
258) = 83.441, p<0.05. This implies that ICT use (perceived usefulness and %ed
ease of use) and organizational support measures (fairness at workpl e&wisor
support and organizational reward) influence work eng@&nt of office
administrators in universities in Osun State. Results in the tal%o showed that ICT
use had the highest contribution to the prediction engagement and was
significant (Beta = .579, t= 11.873, p<0.05) fol by organizational support and

was significant (Beta =.191, t=3.926, p<0.036 erefore, Ho3 is rejected.

4.3 Discussion of Findings . ,\%\

Results from research questio&%% showed that the level of work engagement of
office administrators in .I@Sities in Osun State was moderate. The findings suggest
that most administrhb emonstrate strong vigor, dedication, and absorption in their
work. The (;/ﬁ@g corroborates a study that examined the correlation between
employeéengagement and perceived competence in a sample of healthcare
p%%ﬂ'onals. It was found that the level of work engagement of employees was high.
Higher levels of perceived competence were significantly correlated with increased
levels of engagement, notably in terms of vigor and dedication, according to the study.

The authors proposed that employees are more inclined to invest energy and

enthusiasm in their work when they feel competent, which results in increased
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engagement!. The study also goes in line with a study that investigated the correlation
between employee engagement and psychological empowerment, which encompasses
competence. Results showed that the level of work engagement of employees was
moderately high. The results suggested that throughout a variety of job contexts,
competence was a robust predictor of engagement. The research also demonstrated
that employees who perceived themselves as competent and empowered me re
inclined to participate in proactive behaviours, including the pur§uit novel

challenges and the promotion of organisational objectives?. 6\

The finding also validates a study that investigated the i@:t f competence on job
crafting behaviours and subsequent employee engag@t. Results showed that the
level of work engagement of employees Was@eQate. The researchers discovered
that employees who regarded thems%% competent were more inclined to
participate in job crafting, which *&k actively modifying their employment to
better align with their strer@&d interests. In turn, this proactive behaviour
increased their engagen%n&articularly in terms of assimilation and dedication®. The
findings are consi@ with a study that examined work engagement among
employees (ﬁi\‘ﬁs elationship with the performance of work units in a higher
educatio@stitution using a descriptive research design. The results indicated that
e%%ees exhibited high levels of work engagement in terms of vigor, dedication,
and absorption, accompanied by high performance evaluation ratings. Married
employees demonstrated greater dedication to work, likely due to their mature roles

and family responsibilities. Employees aged over 40 exhibited higher engagement,

attributed to their experience and expertise in performing daily tasks, compared to
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younger and middle-aged employees. However, it was also observed that a high level
of dedication among some employees did not always translate into correspondingly

high performance ratings®*.

Results from research question two revealed that the level of ICT use of office
administrators in universities in Osun State was moderate. While the perc&ed
usefulness of ICT is consistently rated high, the ease-of-use dimens'@%veals
notable challenges, particularly with confusion, reliance on manuz&gdjrustration
during use. Addressing these ease-of-use concerns through training, user-
friendly system designs, and ongoing technical supp ould enhance both the
efficiency and satisfaction of ICT use in the workplac@e finding lends credence to
a study that was conducted among 300 publi %Qr workers in Lagos and Ogun
States. Their findings revealed that e@s who reported high-frequency ICT
usage (e.g., using project managqrg&ools, communication platforms like Zoom or
Microsoft Teams, and data—sk{%% systems) also exhibited higher scores in the
Utrecht Work Engagen&a&ale (UWES). Findings showed that ICT tools increase
task efficiency, re@ role ambiguity, and enhance communication all of which

contribute t(e%b es feeling more vigorous and absorbed in their work?.

The @ also agrees with a study that the influence of ICT use on work
e}g@ement is not uniform across all sectors. In the education sector, particularly
among university lecturers in institutions like Obafemi Awolowo University and the
University of Ibadan. It was reported that while ICT enabled better course delivery
and research productivity, technical challenges and lack of training often led to ICT-
related stress, which negatively impacted engagement levels. One of the key findings
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showed that effectiveness of ICT use on engagement is moderated by the availability
of support infrastructure and digital literacy®. The finding supports a study that
surveyed 150 employees across banking and telecommunication industries and found
that ICT tools facilitated continued collaboration, goal setting, and performance
monitoring during lockdown periods. It was found that the level of ICT use among
employees was high. Employees who adapted well to ICT-driven remQ rk
reported high levels of engagement. Findings showed that ICT-enabled fléxability in

work arrangements contributes to enhanced employee satisfact@%ﬂ engagement,

especially when paired with autonomy’. %
O

Results from research question three revealed that the 1 of organisational support
to office administrators in universities in Osun&%?moderate. The finding goes in
line with a study that explored the impa@anagement support on academic staff
engagement in selected universi.tig& Southwest Nigeria. The study employed a
quantitative approach, gatherin&% from academic staff across various institutions.
Results showed that the&\&)f work engagement of employees was moderate. It was
also revealed that n@ement support, including provision of resources, recognition,
and professélik\e lopment opportunities, significantly enhanced work engagement
among édemic staff. The study emphasized that when management actively
w{/(%s their employees, it leads to increased motivation, commitment, and
performance®. The finding goes in line with a study that investigated the relationship
between perceived organizational support and burnout among registered nurses across
states in Southwest Nigeria. The study adopted a cross-sectional research design,

analyzing data from nurses in various healthcare institutions. It was found that the
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level of orgnaisational support was high. Results demonstrated that higher levels of
perceived organizational support were associated with lower levels of burnout.
Nurses who felt valued and supported by their organizations reported increased work

engagement and reduced emotional exhaustion®.

The study also lends credence with a study that examined the influence of perc&ed
organizational support on work commitment among employees in un@es in
South-East Nigeria. Although the study focused on the South-East region,_its findings
are relevant to North Central Nigeria due to similar organi 1 structures and
cultural contexts. It was found that the level of organiz®§1pport is moderate.
The study revealed that employees who perceived%her organizational support

exhibited greater work commitment, %ﬁé%g the role of supportive

organizational practices in fostering em @Hgagementlo

Results from hypothesis one sho !@?t there was significant influence of ICT use
on work engagement of of%s ministrators in universities in Osun State. The
finding supports a st d@t was conducted across healthcare institutions in Plateau
and Niger States &wﬁhat ICT use in clinical administration (e.g., electronic health
records, a@ment systems, and diagnostic tools) significantly improved
empl ork absorption and vigor. Healthcare professionals who used these tools
r&&d feeling more in control of their work, experiencing reduced administrative
burdens, and having more time for patient care. However, the same study noted a lack
of job dedication among some ICT users, attributed to poorly designed digital
systems that sometimes increased the complexity of basic tasks'!. The finding
corroborates a survey that studied 250 SME employees across Edo and Bayelsa States,
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and found that ICT use positively impacted employee vigor and task satisfaction in
digitally mature firms. Employees in SMEs that had adopted accounting software,
CRM tools, and online payment platforms reported lower stress levels and a sense of
control over work tasks. These tools eliminated repetitive manual processes, thus
reducing fatigue and enhancing energy levels (vigor). However, in SMEs lacking
digital infrastructure or where ICT implementation was poorly managed, er es
experienced technostress, information overload, and reduced engagemént. FHe study

highlights the importance of contextual digital maturity as a med@&actor in ICT’s

effect on engagement!'?. %

The finding also validates a cross-sectional study on@emment workers in Rivers
and Akwa Ibom States that ICT use is associag‘@%increased work dedication and
moderate improvements in vigor. To as biometric time-tracking, e-filing
\cg
systems, and internal HR portalg g&buted to clearer job expectations and better
workflow, resulting in greater Q%Ds\ and reduced absenteeism. Employees indicated
that the use of ICT ma .e{km feel more "seen" and accountable, which improved
their alignment Wi&anizational goals. However, slow internet connectivity and
outdated k(?d:\@e remained barriers to full realization of ICT’s potential in
enhanci@bsorption”. The finding concurs with a study that explored ICT use and
e%%ee engagement in this sector through a survey of 280 employees. Findings
indicated a strong, positive impact of ICT usage ranging from customer service
platforms and performance monitoring software to workflow automation systems on

all three dimensions of work engagement: vigor, dedication, and absorption.

Employees expressed higher energy levels, greater enthusiasm for work tasks, and
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deeper immersion in service delivery. The study attributed this to constant ICT
innovation, effective training programs, and strong IT support systems in the industry,

which help workers stay current and feel empowered!*.

Results from hypothesis two showed that there was significant influence of
organisational support on work engagement of office administrators in universities in
Osun State. The finding lends credence to a study that investigated the Qnship
between supervisor support and work engagement among employ@g_jublic and
tertiary institutions in Ogun State, Southwest Nigeria.é search utilized
descriptive survey design, sampling 476 employees @ss various institutions.
Findings indicated a significant positive correlationeen perceived supervisor
support and work engagement. Employees supported by their supervisors
reported higher levels of vigor, dedi@and absorption in their roles. This
underscores the importance of ,&orﬁve leadership in fostering employee
engagement in the educational&%r”. The study supports a study that investigated
the moderating role of .e@ved organizational support in the relationship between
burnout and work e@ement among nurses in three federal hospitals in Enugu State,
Nigeria. Tl(si@y ound that perceived organizational support positively predicted
vigor a@edicaﬁon dimensions of work engagement. Moreover, it moderated the
t@ship between reduced personal accomplishment and the absorption dimension
of work engagement, suggesting that organizational support can buffer the negative

effects of burnout on engagement!®.

The finding goes in line with a study that explored the relationship between
organizational support perception and employee engagement in selected microfinance
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banks in South-East Nigeria. While the study was conducted in the South-East, its
insights are applicable to the banking sector in North Central Nigeria. The findings
indicated a significant positive relationship between supervisor support (a component
of organizational support) and employee vigor, a dimension of work engagement.
This emphasizes the importance of supportive leadership in enhancing employee
engagement in the banking industry'’. A study explored the relationshi ﬁen
organizational climate and employee engagement in microfinance ban i@utheast

Nigeria. The study focused on career development climate and &ork climate as

facets of organizational support. Findings revealed significa sitive relationships

between these climates and employee engagemen d=absorption, respectively.

These results suggest that a supportive organi at')@\:limate fosters higher levels of
employee engagement'. fb%
\S)

Results from hypothesis three shg@ there was a significant combine influence
of ICT use and organisational m@t on work engagement of office administrators in
universities in Osun Sta.a‘\ge finding supports a study involving 400 civil servants
from ministries in Qa and Takoradi, found a moderate relationship between ICT
use and em@e gagement. Civil servants who had access to ICT tools such as e-
filing s @ys and email servers showed moderate dedication and vigor, but the lack
o%%dardization in ICT deployment limited broader engagement gains. Challenges
included unreliable internet connectivity, lack of ICT training, and resistance to
change among senior staff. The researchers concluded that while ICT has potential to

drive engagement, it must be supported by organizational change management and

capacity-building efforts!®. The study also supports a study that was conducted on the
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impact of ICT use on work engagement and found that employees who effectively
used tools such as Canvas and Zoom experienced higher absorption in teaching and
dedication to student outcomes. It was found that there was significant influence of
ICT use on work engagement of employees. These tools allowed greater flexibility
and creativity in lesson delivery, which in turn enhanced educators’ connection to
their work. However, digital fatigue and insufficient training in new tecQo ies

were identified as challenges that could undermine engagement if left u‘ad sed?,

The finding supports a study that was conducted at the Cape C @aching Hospital
in Ghana that investigated the moderating effect of perc@%mganizational support
on the relationship between employee engagemen@i job performance among
medical staff. The findings revealed thatb yee engagement significantly
influences job performance and that pe%%‘organizational support moderates this
relationship. The study recommergt&hanagement adopt policies such as effective
leadership and fair HR practio&gﬁ\@ stimulate employee engagement and perceived
organizational supportzl.Q; finding validates a study that examined the role of
leaders and boundahbrlables in employee engagement in Nigeria. The study found
that percei\((.i:\%a izational support is positively related to employee engagement.

Leaders@styles that value and care for employees create an environment perceived

O

a%%ortive, leading to higher levels of employee engagement??.
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Summary, Conclusion anq‘ W@hnendations

5.1 Summary of Findings fb

The study investigated Informati n\Qommunication Technology use and
organisational support on work fé%\%é ent of office administrators in universities in
Osun State. The descriptnglvey research design was adopted in the study. This
research design %Qto investigate relationships among variables through
observation, wh\Q%he researcher does not have control over the variables of interest
and, the org,/cannot manipulate them. The population of the study included all the
266@6 administrators in all the universities in Osun State. The sample size
comprised 266 office administrators which was determined using the total
enumeration technique which included 52 males and 209 females. The findings
revealed that: The level of work engagement among office administrators in

universities in Osun State is high. The level of ICT use among office administrators

in universities in Osun State is moderate. The level of organisational support for
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office administrators in universities in Osun State is generally high. There was a
significant influence of ICT use on work engagement of office administrators in
universities in Osun State. There was a significant influence of organisational support
on work engagement of office administrators in universities in Osun State. There was

a significant influence of ICT use and organisational support on work engagement of

Q
&
S

N
O

Findings of the study showed that the level owerk engagement among office

office administrators in universities in Osun State.

5.2 Conclusion

administrators in universities in Osun State i . Also, it was revealed that the level
of ICT use among office administrator, }\&iversities in Osun State is moderate. The
level of organisational support fé\;\ﬁ'ﬂc administrators in universities in Osun State
is moderate. It was also, f@at there was a significant influence of ICT use on
work engagement %%\e administrators in universities in Osun State. It was
revealed that, @was a significant influence of organisational support on work
engagen&tﬁ%fﬁce administrators in universities in Osun State. It was found that
therQ% a significant influence of ICT use and organisational support on work
en\g{gement of office administrators in universities in Osun State. It could be revealed
that when office administrators are proficient in the use of ICT, they tend to be more
engaged with their work. Also, when office administrators get enough support from
supervisors and other colleagues at their place of work they tend to be more engaged.

It could be concluded that Information Communication Technology (ICT) use,
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organisational support predicts work engagement of office administrators in

universities, Osun State, Nigeria.

5.3 Recommendations

The following are the recommendations based on the findings of the study:

1.

To enhance the level of work engagement, office administrators sho&be
empowered by giving them the authority to make certain decisi ithin
their scope of work. They should be involved in 1nst1tut1o al ning and
policy discussions where their expertise can contribute gﬁJlly

To enhance the level of work engagement, ma éof the universities
should ensure that the job descriptions of @3 administrators are clear,
realistic, and aligned with institutional %ﬁb

To improve the level of ICT us %rsﬁy management should ensure that
office administrators have @s to up-to-date computers, reliable internet

connectivity, and relekﬁb software tools. There should also be regular

maintenance and‘@des of those ICT tools to prevent downtime and ensure

smooth wor@r

4. To ( ® the level of ICT use by office administrators, university

@agement should provide continuous ICT training by organising regular

\;bhands—on ICT training sessions to strengthen administrators’ technical skills,

problem-solving abilities, and confidence in using emerging technologies.
Training should be tailored to job-specific needs, including data management,

communication tools, administrative automation software among others.
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5. In order to strengthen organisational support, university management should
foster a culture of fairness, equity, and transparency in decision-making
processes to enhance trust and work engagement. Office administrators should
be provided with constructive feedback and regular performance evaluations
that are objective and geared toward professional growth.

6. To enhance organisational support, supervisors, co-workers should Qﬁain

open communication channels, encourage two-way feedback, ar@nstrate

&
O
S

5.4 Contribution to Knowledge ,bQ

genuine concern for administrators’ welfare.

This thesis has provided significant insi nto the influence of Information
Communication Technology (ICT) us«&anisaﬁonal support and work engagement
of office administrators in uni &%Mes, Osun State, Nigeria. The research provides
contextually grounded da\thl’low ICT adoption and utilisation influence the work

engagement of ofﬁ@nistrators within Nigerian public and private universities.

While exisﬁgﬁ(&ture has widely examined ICT in education, few studies have

speciﬁc%

Afri@gher education management research. By examining organisational support

ressed non-academic administrative staff, thus filling a critical gap in

as a multidimensional construct fairness, supervisory support, and reward systems,
this study extends the understanding of how institutional practices shape employee
engagement in higher education contexts. The findings show that organisational
support not only affects engagement directly but also interacts with ICT use to

enhance administrative efficiency and motivation.
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The literature reviewed in this study have conceptually given a better understanding
and knowledge of Information Communication Technology (ICT) use, organisational
support and work engagement of office administrators in universities, Osun State,
Nigeria. Further, the same study is encouraged to be done in other tertiary institutions
in Southwestern states of Nigeria. The literature have contributed geographically as it
focused mainly on office administrators in all the universities, Osun StateQﬁg ia
which could serve as a basis for other researchers to make referenc‘Qo/Qs work
when choosing the scope of their studies. The study has contri@o the body of
knowledge by highlighting the importance of Infor$ﬁ Communication

Technology (ICT) use, organisational support in e@ g work engagement of

office administrators in universities, Osun Stati, P@a

5.5 Suggested Areas of Further Resea\rQbrb

Having known that this study .og\ixormation Communication Technology Use,
Organisational Support andq;éf%( Engagement of Office Administrators in

Universities in Osun § \A have contributed to the body of knowledge by

highlighting its i@ce, the following were suggested for further studies:

I.A simila@ could be conducted by using office administrators from universities

in ates in Southwest Nigeria.

Q

2. X large sample should be used in subsequent studies so that the result could

provide a wider representation of the populace.

3. Further studies could adopt a mixed method approach, where both survey and

interview will be used to collect data from the respondents. With this, more salient
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responses that were not feasible in the survey could be captured in the interview,

which would in turn provide comprehensive findings from the study.
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Appendix 9
RESEARCH QUESTI

LEAD CITY UNIV & IBADAN

FACULTY OF COMMUNICAT D INFORMATION SCIENCES
DEPARTMENT OF INF ATON MANAGEMENT

Dear Respondent, C)\

[ am a Master’s student_fr above-named university, and this questionnaire is
designed to collect i &1011 on the influence of ICT use, organizational support,
and work engagem hf office administrators in universities in Osun State, Nigeria.
Your timely,a est responses will greatly contribute to achieving the objectives

of this rzse . Please note that all information provided will be treated with strict

confi
'E%d‘bou.

SECTON A: Demographic Data of Respondents

ty and will be used solely for academic purposes.

This section is designed to collect data on the respondents to assist the researcher in
understanding the characteristics of office administrators across the universities in

Osun State, Nigeria.
Instruction: Tick the following questions as they apply to you.
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1. Gender:a.Male( ) b. Female( )

2. Age:a.20-30 years ( ) b.31-40 years ( ) c.41-50 years ( ) d. 51-60 years ( )

3. Highest Educational Qualification: a. SSCE ( ) b. OND ( )c. HND ( )d. B.Sc
( )e. Masters () f. Others( )

4. Years n Service: a. 1-5 years () b. 6-10years ( ) c. 11-15years ( ) d. 16-20

R
S
A
S
S
S
Q

years () e. 21-25years () f. 26 years and above ( )

SECTON B: Work Engagement Scale (WES)

Section (B): Level of Work Engagement of Administrators in Universities
in Osun State, Nigeria. The statement in ction concerns work engagement of
office administration as applicable to @stimﬁons (Answer by selecting one of
the alternatives) %
Note: Very High (VH) =4, Hd 3, Low (L) 2, Very Low (VL) 1
Items H VL
1 Vigor to work . \‘{/‘
1 | When I get up in the @% I feel motivated to
go to work. \
2 | Atwork, I feel full Mergy
3 | I feel stronge aiQ\gorous while performing my
job. ;
4 |1 am ab veork for long periods without
getting @»
5 |1 anm éhtally resilient in handling tasks at my
1ob.
IT | Dedication to work
6 | I find my job challenging.
7 | My job inspires me.
8 I feel enthusiastic about my job.
9 | I am proud of the work I do.
10 | I find my work meaningful and purposeful.
III | Absorption in work
11 | When I am working, I forget everything else

around me.
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12 | Time seems to fly when I am working.
13 | I get fully absorbed in my work.
14 | It is difficult for me to detach from my job.
15 | I feel happy when I am working intensely
Section (C): ICT use of Office Administrators in universities in Osun State,
Nigeria. The statement in this section concerns the use of ICT as it is applicable to
you in your institutions. (Answer by selecting one of the alternatives)
Note: Very High (VH) =4, High (H) =3, Low (L)=2, Very Low (VL) =
Statements VH H " VL
1 Perceived usefulness P \ N
1 My job would be difficult to perform without ICT tools P
2 | Using ICT tool gives me greater control over my work .&;
3 ICT system addresses my job-related need NGO
4 | Using ICT improves the quality of the work I do &V
5 | Using ICT makes it easier to do my job N\
6 | Using ICT allows me to accomplish more work than
otherwise be possible
II | Perceived ease of use M
7 I often become confused when I use ICT resotée8y "
8 | Interacting with the ICT tools is often frustp@v
9 I find it easy to get the ICT tools to do‘% ant it to do.
10 | I find many ICT tools easy touse ., N\
11 | I need to consult the user manual when using some
ICT tool e\
12 | I find it cumbersome to use mpols
N
Section (D): Leyv ®organisational support Office Administrators in
universities in $ State, Nigeria. The statement in this section concerns
organisational ;ért as applicable to your organisation. (Answer by selecting one of
the altemaths
Note: Mery High (VH) = 4, High (H) =3, Low (L)=2, Very Low (VL) =1
oS VH |H L VL
1 Fair t workplace
1 M}g'pstitution treats all staff fairly and equally
2 The procedures used to make decisions at work are fair and
unbiased.
3 I receive fair recognition for the work I do.
4 | I am treated with respect and dignity by my superiors
5 In this institution, feedback and evaluations from
management are fair and constructive.
II | Supervisor Support
6 | My supervisor cares about my well-being.
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7 I can approach my supervisor with problems or concerns.
8 | My supervisor helps me develop professionally.
9 | I receive regular feedback and support from my supervisor.
10 | My supervisor values my contributions to the organisation.
Organisational Reward
11 | I am fairly compensated for my work.
12 | The reward system in this organisation motivates me to
perform better.
13 | Promotion opportunities are fairly accessible. N
14 | I am recognized for outstanding performance. N
15 | Rewards and incentives reflect the effort I put into my job. ,\ﬁ -
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