Chapter One
Introduction

1.1 Background to the Study

Many tertiary institutions are often concerned about how to meet the mission and vision of their
institutions, and this could only be achieved through effective service quality of thei%ployees.
Service quality in tertiary institutions is seen as the efficient and effective de of services
that meet the needs and expectations of students, faculty, and othg\stgldnolders. In the
university context, service quality refers to the competence of secre @nd the availability of
adequate infrastructure to ensure services are delivered accur@ consistently, and in line with
established standards. It encompasses the support, gu@e, and assistance provided by
secretaries to students, parents, university stakehold@’é?ﬂhe wider community. More broadly,
service quality can be viewed as the interaﬂ‘@%een policy makers, service providers, and
service users, covering both the services*j&selves and the systems that sustain them. Recently,
the drive for service quality has inégﬁ\gly emphasized outcome assessment, which focuses on

evaluating the results of e@‘nal and administrative processes to ensure efficiency and

effectiveness!. @
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Service quali CL;\\)tL private and public universities remain a central responsibility of
secretaries i uring that the objectives of higher education are met. Enhancing the delivery of
essential\services supports long-term institutional development. Service quality reflects the
implicit agreement between secretaries and university stakeholders and serves as a key measure
of institutional effectiveness. A service is considered effective when its outcomes are valuable to

students and other users of the university, and efficient when these outcomes are achieved



through optimal use of resources. Providing accessible and reliable services demonstrates sound

university governance and helps institutional leaders secure ongoing support for their programs?.

Secretaries play a vital role in the administrative operations of tertiary institutions, ensuring the
smooth functioning of academic and administrative units. The quality of their service
significantly impacts the efficiency, productivity, and overall reputation of these%itutions.
Secretaries in the university have different visions about what makes “good” @ quality. In
the education sector, stakeholders have differing expectations. Parent&&l‘!rs, alumni, and
academic staff seek affordable, accessible, safe, and high-qualit gcation that enhances
students’ life opportunities. On the other hand, providers @ as teachers, lecturers, and
administrative staff are more concerned with well—tb&&d curricula, fair compensation,
adequate incentives, professional respect, and a@re working environment. Thus, the

effectiveness of service quality by secretar'r\ e university depends solely on addressing

competing goals and expectations in V@\\at satisfy the students, academic staff and other

stakeholders?. é

Delivering quality servic%%e university is an important pursuit for academic staff that seeks

to create and pro&@e to students and support the academic staff in ensuring that teaching
0

and learning %

quality, uégity could achieve increased students, academic staff and stakeholders’ satisfaction,

moothly without a hitch. Through the provision of high levels of service

loyalty and therefore meeting the university’s vision and mission. To achieve high service quality
and deliver value to students and other stakeholders, universities must carefully design service

quality strategies and ensure their effective execution. Thus, both thorough planning and efficient



implementation of these delivery plans are essential components of a quality service system that

benefits students, faculty, and the wider university community?.

Quality service is increasingly becoming a pervasive strategic force and a key strategic issue in
any university. The growing competition among universities to recruit competent secretaries in
support of strong academic performance has heightened the emphasis placed on sew/iée quality.
It is of great importance that the teaching quality is significantly high becaut/@en roles that
secretaries play, since competition to attract, maintain and foster qualifiéd secretaries amongst
universities are fierce today. The quality of a university can be a% y its capacity to plan
effectively and to recruit competent, dedicated secretaries w, apable of performing diverse
tasks, understand the institution’s mission, and are c@m ted to meeting its expectations.
Growing emphasis on student learning outcome the need to reshape the teaching and
learning environment accordingly require a\i@ professional approach to both teaching and

administrative practices within univers’%i{&

The quality of secretaries has &g{ect influence on student and academic staff fulfillment.
Students are usually sat%%ith the outcome of service when secretaries help them to gain
more informatio '@ye their abilities, and provide feedback on evaluated work, reading
material, getti tidr transcript for them, application for identity card among others*. For the
academic%%, secretaries ensure that the minute of every meeting is well documented and

provided to the appropriate authority when needed, as this goes a long way in ensuring that the

goals and objectives of the tertiary institutions are met*.

Secretaries are increasingly expected to respond to the needs of diverse student populations,

provide support at flexible times and locations, and demonstrate proficiency in the use of



information technology to serve students effectively. Their responsibilities now extend to tasks
such as preparing academic records and transcripts, supporting curriculum design that
emphasizes learning outcomes and interdisciplinary approaches, conducting evaluations,
implementing improvements, and addressing feedback from both students and alumni. It also
involves improving assessment and feedback, to meet employer and students’ &ds, and
understanding how to use modern ICT in order to meet the vision and mission university.
These responsibilities place considerable demands on the time and capacK&yretaries. Given

the increasing scope of expectations and the growing complexity

secretaries will demonstrate stronger competencies in some than others. Over time, their

oles, it is natural that

interests and productivity may shift, and such develo;@ts can ultimately contribute to

enhancing the overall quality of services provided 1\‘6@ institutions’.

However, Shortage of secretaries in some government-owned Nigerian universities has made
secretaries to be overloaded with a i@task and this could make them perform below
expectations. Some secretaries f: "‘f'?fully fulfill their responsibilities, exhibit inadequate
planning of daily tasks, ¢ n@mse academic integrity in assessments, and are slow to adopt
modern practices that s [jg faculty in the teaching and learning process®. Focusing on the role

N

of secretaries 0@06 quality efficiency, it is pointed out that, to achieve service quality
efficiency, ries must possess various competences which include effective use of modern

technow office automation skills among others. Secretaries in their administrative role faces

probably the biggest set of challenges to their working patterns®.

Another challenge is inadequate training and development which make many secretaries in

Nigerian tertiary institutions to lack access to ongoing training opportunities. This limits their



ability to stay updated with modern administrative practices and technological advancements.
Work overload is another challenge among secretaries in many Nigerian tertiary institutions
which make them to find it difficult to often manage multiple responsibilities simultaneously,
leading to stress and reduced efficiency. A lack of adequate support staff exacerbates this issue®.
The measures of service quality are reliability, assurance, tangibles, empathy and res&iveness.

These measures were adopted from service quality model (SERVQUAL)’. OQ

Reliability is the ability of secretaries to provide reliable service imm ly and accurately to

students, staff and other stakeholders in the university. In terti

%

itutions, this includes

maintaining accurate records, handling confidential informa propriately, and ensuring the
smooth execution of day-to-day operations’. Assura‘Q\ refers to the measures taken by
secretaries to ensure that a service meets the desi %ﬂandards of quality and reliability. It is a
key element of service quality, as it helps S\gld trust and confidence among people in the
tertiary institution that the service theg\%oelvmg will be consistent and of a high standard.
Assurance could involve imple& ifg quality control measures, such as regular checks and

audits, or providing traini support to secretaries to ensure that they are able to deliver

quality service to pe within the tertiary institution’. Another important aspect of SERQUAL

Theory is Tan ib@

Tangi%%refer to the physical evidence of the service, such as the appearance of facilities,
equipment, personnel, and communication materials. In other words, tangibles are the tangible
elements that people in the tertiary institution could see, touch, or hear when they interact with a
service provider. Secretaries ensure that they meet peoples’ expectations and providing a high-

quality service experience within the institution®. Empathy is the ability of secretaries to



maintain good relationships, good communication, personal attention and understand the needs
of students, staff and other stakeholders in the university. The core of empathy is for secretaries
to convey the feeling that the students, lecturers and other stakeholders in the university are
unique and special as this could make them attend to their various needs promptly. For effective
service quality by secretaries in the university, the management of the university should also try
to understand feelings of the secretaries and encourage them by prov1d®Q enabling
emvironment®. Responsiveness means that services are carried out pro pt&gﬁ:cordmg to the
needs of the students, academic staff and other principal staf e university by the
administrative staff. This also looks at the time required t ss various student needs,
including requests for transcripts, letters of recommendatio@nester results, payment of school
fees, registration processes, dormitory check-ins, ﬁé‘% inquiries, as well as attending to
suppliers, managing main gate operations, aﬂg@onding to telephone information requests,
among other tasks®. One of the factor L% could influence service quality of secretaries is

Information Communication Technok@lCT) self-efficacy.

Information CommunicatiQn nology (ICT) self-efficacy refers to an individual’s confidence
and competence in us & tools. For secretaries, this concept encompasses their belief in their
ability to operate@ology effectively and how this impacts their performance and the quality
of services @b rovide. A secretary’s ICT self-efficacy is shaped by factors such as prior
experl\@%lth technology, independent learning ability, gender, and social influences. Research
suggests a positive relationship between ICT self-efficacy and computer/information literacy
when controlling for contextual and background variables. Proficient use of ICT can enhance a
secretary’s efficiency and effectiveness, whereas low competence may lead to reduced

productivity. Moreover, ICT self-efficacy can increase the perceived usefulness of technology, as
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secretaries recognize its potential to improve service quality.’. Some of the measures of ICT self-
efficacy are mastery experience, vicarious experience and social persuasion which were adopted

from social cognitive theory.

Mastery experience involves the ability of secretaries to effectively use digital tools,
technologies, and systems to perform job-related tasks. for secretaries, this include&%ﬁciency
in office software, communication platforms, data management tools, and emE\; &chnologies

relevant to their roles as it could in turn enhance their service qualQ{ in the tertiary

institution!®.  Vicarious experience involves acquiring ICT-re ills, knowledge, and
confidence by observing colleagues, attending demonstration@ engaging in mentorship. this

form of learning can significantly impact the service ghality secretaries deliver, as it

complements hands-on practice and formal trainingl@

&9’6

Meanwhile, social persuasion involves superwvisors, peers, or trainers providing constructive

feedback, recognition, and motivatio& s\S'ﬁurage skill development and boost self-efficacy in

ICT-related tasks. when appii@g?ectively, it can significantly improve service quality by

enabling secretaries to e@gand optimize ICT tools in their roles. encouraging words from

peers or supervis{/\ ecretaries feel capable of mastering ICT skills, reducing anxiety about
1

new technolo% ~“Another factor that could influence service quality is capacity building.

Capac%&rlgng refers to the process of developing and enhancing the skills, knowledge, and
abilities of individuals to perform effectively in their roles. capacity building refers to initiatives
that develop human resources and create an enabling environment for employees to perform
effectively. in particular, human capacity building encompasses programs designed to enhance

employees’ skills and abilities, enabling them to carry out their own tasks successfully or support
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others in accomplishing theirs. For secretaries in tertiary institution, capacity building is critical
to ensuring they meet the dynamic demands of modern administrative roles in a rapidly changing
academic environment. service quality can be strengthened through capacity building as well as
through organizational stability supported by innovative strategies and advanced technologies.
Capacity building may take the form of short-term or long-term programs aimed at ymproving

employee performance, enhancing productivity, and increasing both s idual and

organizational competence. It involves the acquisition of essential &Qggge skills, and
techniques necessary for effective job performance and high-quali ice quality. Capacity

building encompasses activities such as training, educati seminars, conferences, and
workshops that establish the foundation for improved se@ quality. Additional approaches

include induction programs, coaching, counseling{ ntoring, succession planning, and

professional development workshops!!. @

Moreover, these activities serve to e& the essential knowledge, skills, and techniques
required for delivering high—gu& rvices effectively. It entails equipping and motivating
employees to do what is € c\i of them. Capacity building equips secretaries with the tools
and techniques nge&o work more efficiently, improving their output and the overall
administrativ p&ﬁ)}rnance of the institution. Capacity building initiatives foster personal
growth, jo faction, and career progression for secretaries, motivating them to contribute
more %&ﬁively to their roles. some measures of capacity building include training, education
and experience and knowledge acquisition'?.

Training is a crucial and effective tool for achieving organizational objectives and enhancing
productivity. consequently, an organization’s success largely depends on the competencies and

skills of secretaries at administrative and operational levels, which are primarily developed
8



through the knowledge and training they receive. Training is particularly essential in light of
evolving technologies, the increasing automation of work processes, rapid changes in
administrative environments, and the growing demands of managing diverse workforces, all of

which are key features of globalization's.

Education involves a combination of formal, informal, and experiential learnin cretaries
aimed at equipping them with the knowledge and skills required to perforn@istrative and
organizational tasks effectively. Education plays a pivotal role in ghaping the competence,
efficiency, and professionalism of secretaries in the modern workf I secretaries, education
goes beyond acquiring formal qualifications; it encompass ntinuous process of learning,
skill acquisition, and personal development required to @ the demands of their dynamic roles
within the tertiary institution'4. ’66’6

Experience and knowledge acquisition refer&@e knowledge, practical abilities, and attributes
of individuals who contribute direcﬂ}é@nimﬁonal productivity and economic value. For
effective service quality, secre}@ expected to possess skills such as technical skills which
include proficiency in Mi @ office suite, document management systems, and enterprise
resource planning_ @ tools. Communication skills which include written and verbal
communication, @ng, and interpersonal abilities and organizational skills, which encompass
time man@&
skills N

flect the combination of knowledge, behavior, and attitude required to perform

t, task prioritization, and multitasking. also, competencies go beyond basic

effectively in a specific role. Core competencies for secretaries include: confidentiality and
integrity in handling sensitive information, professional judgment and discretion in managing
office workflows, adaptability and problem-solving, especially in dynamic, technology-driven

environments'4.



although previous studies have explored various factors influencing employees’ service quality,
few have examined the combined effects of information communication technology (ICT) self-
efficacy and capacity building on the service quality of secretaries in private tertiary institutions

in Osun State, Nigeria. This gap underscores the need for the present study.
1.2 Statement of the Problem \

\J
Service quality is the main task of secretarial practice in tertiary institutio; secretaries

serve as the backbone of administrative processes, ensuring effective&n nication, record
management, information dissemination, and coordination of instj Q activities. In private
tertiary institutions, where academic excellent and credibility i@ir main motive, the quality of
service delivered by secretaries significantly inﬂuenc&gitutional image, efficiency, and
stakeholder satisfaction. However, low quality of s@"bby secretaries has been observed. This
could inhibit the mission and vision of instim\ his low quality of service could be caused
by low ICT self-efficacy, lack of capaei%' ding among other factors. In this digital era, for
secretaries to deliver quality servi &ctols expected that they possess a high level of ICT self-
efficacy confidence in th i@y to effectively apply ICT tools in day-to-day operations.
N

Unfortunately, varying e of ICT competence among secretaries often lead to delays in

[ ]
communication, @s in documentation, ineffective record keeping, and poor responsiveness to

stakeholder . These challenges could undermine the quality of service of secretaries in the

tertiary Ssfitutions.

In addition, some private tertiary institutions may lack structured capacity-building programs that
are tailored to the evolving needs of their administrative personnel. Some of these capacity

building initiatives are either irregular, outdated, or poorly implemented. This raises concerns
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about whether secretaries are adequately empowered to handle the increasing digital and service-
oriented demands of their profession. Without continuous training and upskilling, secretaries
may lack the requisite competence and confidence that are required to meet the expectations of
the institutions, thereby inhibiting the quality of service. Despite the fact that ICT self-efficacy
and capacity building have potentials to improve and enhance service quality among secretaries,
it has not been adequately reviewed and investigated, as such, this study is s ddress this

literature gap. Therefore, this study seeks to investigate the relationships amo T self-efficacy,

capacity building, and service quality among secretaries in priva institutions in Osun

State, Nigeria. 0

1.3 Aim and Objectives of the Study Q
The aim of the study is to investigate the inﬂuenc@%maﬁon communication technology

self-efficacy and capacity building on sewic@ of secretaries in private tertiary institutions

in Osun State, Nigeria. The objectives pg&tudy are to:

1. identify the level of sew@izty of secretaries in private tertiary institutions in Osun

State, Nigeria; QQ\
f

il.  assess the l.eveﬁin ormation communication technology self-efficacy of secretaries in
privat te@institutions in Osun State, Nigeria;
. iden: e level of capacity building of secretaries in private tertiary institutions in Osun
\ta% Nigeria.
iv.  determine the influence of information communication technology self-efficacy on
service quality of secretaries in private tertiary institutions in Osun State, Nigeria;

v. ascertain the influence of capacity building on service quality of secretaries in private

tertiary institutions in Osun State, Nigeria.
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vi.  determine the combined influence of information communication technology self-
efficacy and capacity building on service quality of secretaries in private tertiary
institutions in Osun State, Nigeria.

1.4 Research Questions
The following research questions guided the study:
1. What is the level of service quality of secretaries in private tertiary ins@ns in Osun
State, Nigeria? &Q/

2. What is the level of information communication technology ecacy of secretaries in

private tertiary institutions in Osun State, Nigeria? O%

3. What is the level of capacity building of secretaries@ivate tertiary institutions in Osun
State, Nigeria? &Q
1.5 Hypotheses @

The following hypotheses are formulaté@’ested at 0.05 level of significance:

Hol: There will be no significapnf irffluence of information communication technology self-
efficacy on service (.% of secretaries in private tertiary institutions in Osun State,
Nigeria.

.

Ho2: There will @signiﬁcant influence of capacity building on service quality of secretaries
i ‘“@‘

Ho3: There will be no significant combined influence of information communication technology

ertiary institutions in Osun State, Nigeria.

self-efficacy and capacity building on service quality of secretaries in private tertiary

institutions in Osun State, Nigeria.

12



1.6 Significance of the Study

It is envisaged that the findings of the study, when completed, would be of benefit to the
following stakeholders: Secretaries, Tertiary institution management, Human Resource
professionals and researchers. The results of this study would provide secretaries with a better
understanding of those factors that may enhance their service quality. The findings &is study
would assist secretaries in identifying those skills such as the use of modern IC needed for
improved service quality. Also, the study would not only highlight t Qwrtance of self-

efficacy in the adoption and utilization of modern ICT tools buo advocate capacity-
0

building initiatives tailored to their roles. Ultimately, the reS\Q his study would empower
secretaries by validating their centrality in institutional operations and by offering data-driven

recommendations that can enhance their conﬁdenceé, K@m, job satisfaction, and overall career

progression in a digitalized work environmen@

The study would equip tertiary institu@inistrators with improved management strategies,
workshops and seminars to bqost&éorale of their secretaries in order to enhance performance
and quality service. Also, @d make them provide the necessary ICT skills needed through
workshops, training"v&would make the work of secretaries to be more efficient for quality
service. Also, th@iings would support institutional leaders in making informed decisions
regarding ce allocation, policy formulation, and performance management strategies.
Recoghb&ﬂg that secretaries are often the first point of contact for stakeholders within the
institution, enhancing their effectiveness has a direct impact on the institution’s public image,

internal coordination, and service quality reputation.
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The findings of this study would benefit human resource professionals as they would know
those areas where they need to train secretaries, most especially on the aspect of acquiring ICT
skills so as to be more effective in modern office for effective service quality in tertiary
institutions. By establishing the links between ICT competence, self-efficacy, and service quality,
HR managers will be better positioned to design competency frameworks, training r@lles, and
career development paths that reflect the evolving role of secretaries. Additio he findings
could serve as a tool for recruitment and retention strategies, helping HR a&'&tiyners to identify

and nurture administrative talent equipped for the digital dem@ modern educational

institutions. Q

Finally, it would deepen the understanding of researche@?help fill the void in the literature
on the service quality of secretaries, thus, hopefu mulating further research in this area. In
addition, this study would contribute to N{ ledge by providing empirical evidence on
information communication technolog: -gfficacy, capacity building and service quality of
secretaries in private tertiary 3n&®ns in Osun State, Nigeria. It could thus pilot upcoming

researchers as reference n@hn works related to it in order to augment their studies.

1.7 Scope of theiﬂ,@

The contextu%c e of the study focuses on information communication technology self-
efficacy, @’Q‘lty building and service quality of secretaries in private tertiary institutions in
Osun State, Nigeria. The level of service quality of secretaries was measured by reliability of
service, assurance of service, physical tangibles, empathy of secretaries and responsiveness to
service. Mastery experience, vicarious experience, social persuasion and physiological and

emotional state were the indicators for ICT self-efficacy while capacity building indicators
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include training of secretaries, investment in education and experiences and knowledge

acquisition.

The geographical scope of the study is delimited to selected private tertiary institutions in Osun
State, Nigeria which included eight (8) universities, two (2) polytechnics and one (1) college of
education. The reason behind the choice of these private tertiary institutions is be they are
well known in the state and have a large number of students while consi i@wir years of
creation and operations, the needed data for this study can be adequatel é{{ined. The study will
cover Adeleke University, Ede, Bowen University, Iwo, Fountai iversity, Oshogbo, Joseph
Ayo Babalola University, Ikeji-Arakeji, Kings Universit Omu, Oduduwa University,
Ipetumodu, Redeemer’s University, Ede, Westland Uni@ity, Iwo, Igbajo polytechnic, ICON
universal Polytechnic, Osogbo, and Assanusi%br,bollege of Education, Ode-Omu. The
respondents include all secretaries in these te}i\\g institutions. The researcher focused on all the
secretaries because they are responsiélg\\g%ue entire tertiary institutions’ community for the

provision of timely, accurate an@ive information, advice, interpretation and application of

policy. QQ\
1.8 Limitations t 't@dy
Limitations t%gée encountered in the process of carrying out this study included busy
schedules@’aack of cooperation on the part of the secretaries. Many of the secretaries could
not fill in the questionnaire on time because of their busy schedules, while some of them said
they were on holiday and that the questionnaires could be dropped and the researcher should

come back to pick them up. Also, some of the secretaries were not willing to fill in the
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questionnaire, but it took extra effort from the researcher to convince them that their

confidentiality is secured and that data is just meant for academic purpose.

1.9 Operational Definition of Terms

In this study, the following terms were defined:

Service Quality: This is the capability of having the right infrastructure of delive%services
correctly according to a particular standard and with consistency by secretarie @Qate tertiary
institutions in Osun State, Nigeria. &Q

Reliability of service: It is the ability of secretaries to provide relj ice immediately and

accurately to students, academic staff and other stakeholder@rivate tertiary institutions in

Osun State, Nigeria. QQ

Assurance of service: It refers to the extent to@h secretaries convey professionalism,
competence, reliability, and ethical behavior@ day-to-day interactions with students, staff,
and external stakeholders in private terﬁ% titutions in Osun State, Nigeria.
Physical tangibles: It means the @:Eal evidence of the service, such as the appearance of
facilities, equipment, pers n@and communication materials that are available for secretaries
for effective service quality'ih private tertiary institutions in Osun State, Nigeria.

.
Empathy of sec@s: his means the ability of secretaries to maintain good relationships,
good com ion, personal attention and understand the needs of students, academic staff
and oth\&@holders in private tertiary institutions in Osun State, Nigeria.
Responsiveness to service: This means that services are carried out promptly according to the
needs of the students, academic staff and other principal staff by secretaries in private tertiary

institutions in Osun State, Nigeria.
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ICT self-efficacy: It pertains to secretaries’ confidence in using Information Technology tools
and the extent to which this influences their performance and the quality of services in private
tertiary institutions in Osun State, Nigeria. Self-efficacy is felt after successful experiences.
Strong self-efficacy can be established by consistent behavior success. Self-efficacy can,
however, be weakened or undermined if a task or challenge is not successfully completed'é.
Mastery experience: This involves the ability of secretaries to effectively @gital tools,
technologies, and systems to perform job-related tasks in private terti&{itputions in Osun
State, Nigeria. O

Vicarious experience: This means the ability of secretari@&uire ICT-related skills,
knowledge, and confidence by observing colleagues, atter@ demonstrations, or engaging in
mentorship in private tertiary institutions in Osun S @ria.

Social persuasion: It refers to the interactions%‘blaborative activities secretaries engage in to
learn, share, and improve their Inforsng&and Communication Technology (ICT) skills in
private tertiary institutions in Osun S(%)Nigeria.

Capacity Building: It refers t'o@process of building and improving the skills, knowledge, and

competencies of secretar@ enable them to perform effectively in their roles within private

tertiary 1nst1tutlo®%7 State, Nigeria.

Training of, p&@aries: It means a programme that is used to enhance the skill of secretaries to
improx%\‘%r efficiency in order to give quality service roles in private tertiary institutions in
Osun State, Nigeria.

Investment in Education: It involves a combination of formal, informal, and experiential learning

of secretaries aimed at equipping them with the knowledge and skills required to perform
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administrative and organizational tasks effectively in private tertiary institutions in Osun State,
Nigeria.

Experience and Knowledge Acquisition: This refers to knowledge, practical abilities and
attributes that enable secretaries to perform their job tasks efficiently in private tertiary
institutions in Osun State, Nigeria.

Secretaries: These are professional administrative staff whose responsibilities include

supporting management, including executives, by applying a range of, prejegt management,

communication, and organizational skills within private tertiary ijtions in Osun State,

Nigeria. O
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Chapter Two

Review of Related Literature
This chapter reviews the existing literature relevant to the topic of the current study. The review
aims to establish a theoretical foundation for the research and to identify gaps in the literature

that justify the need for this study. The chapter is organized under the following mTeadings

2.1 Conceptual Review &Q/

2.1.1 Concept of Service Quality

and subheadings;

2.1.2 Concept of Information Communication Technology self@acy

2.1.3 Concept of Capacity Building QQ

2.2 Theoretical Framework f@

2.2.1 SERVQUAL Theory ﬁkg
N
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2.1 Conceptual Review

2.1.1 Concept of Service Quality

Service is a broad concept with multiple interpretations, often defined according to the specific
context in which it is applied. It can be understood as the way a service provider intends its
employees, clients, or customers to perceive and experience the service. In a general sense,
service refers to work performed for the benefit of customers, typically judg@& whether it
meets their expectations. The term delivery can be described as the transfe&o 00ds, services, or
other items that have been paid for to the intended recipient. Service , on the other hand, is
commonly understood as an overall evaluation of service pﬁﬁe, similar to an attitude
toward the service, and is widely regarded as a key determ of customer satisfaction. It also
refers to the actual provision of services and prod t@%ients, where the manner in which a
teacher or staff member delivers a program %%es the quality of delivery'. It is suggested
that an evaluation of quality of delivery >quire using a benchmark, either within or beyond

that stipulated by an intervention de@ This could involve either delivering the intervention

using techniques prescribed b&e programme or applying a benchmark from outside the
programme!. Q

.
For higher educa@utions worldwide, delivering quality services is a central concern. The
overall qua higher education is a critical factor for industrial, economic, and social
develo}&. While previous studies have highlighted that enhancing service quality is a key
objective for higher education service providers, students’ perspectives in evaluating and
improving service delivery have often been overlooked. As primary stakeholders, students’
experiences significantly shape the assessment of service quality in tertiary institutions.

Moreover, student satisfaction is largely influenced by their perception of the quality of services
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received. Recognizing the importance of this relationship, numerous researchers in higher
education have examined and evaluated service quality. Most studies, however, have relied on a
perception-expectation framework, frequently employing either traditional measures or adapted
SERVQUAL instruments, with findings indicating that the dimensions of the adapted

SERVQUAL model effectively capture service quality in higher education contexts

Organizations routinely assess the quality of services they provide to .Qto identify
challenges and improve performance. In tertiary institutions, students an Q‘E{lents frequently
rely on the services of secretaries for various administrative needs Qons that deliver high-
quality services ensure that these services meet or exceed Xpectations of their clients.
Contemporary definitions of service quality (SQ) conc@&e it as the comparison between
perceived service performance and the clients’ @tations, a framework rooted in the
expectancy-disconfirmation paradigm. A t@fbmstitution providing high-quality services
successfully aligns its performance \mco\ﬁdents’ or clients’ expectations while maintaining
S

economic competitiveness?.

Service quality represen%’%teraction between a service provider and the client, where the
provider delivers a.sg&, whether information or a task and the client experiences either value
or loss as a re lt@ service quality by secretaries adds value for students, academic staff, and
other sta ers in tertiary institutions. One key area of service quality is the use of
informatién technology infrastructure, which supports and enhances the work of secretaries. In
ensuring service quality, secretaries define the content of the services they provide, clarify their
roles and responsibilities, establish service expectations, and set timelines and accountability
measures. Service quality practices are applicable across various organizational contexts,

including universities and IT companies. In the case of secretarial work, information technology
23



provides standardized procedures and best practices that guide service delivery and help maintain

consistent quality?.

Existing literature suggests that enhancing service quality contributes to increased profitability
and strengthens long-term economic competitiveness. Improvements in service quality can be
achieved through optimizing operational processes, promptly identifying and\&dressing
problems, establishing valid and reliable performance metrics, and a g customer
satisfaction along with other performance outcomes. In the context of terﬁqultutions, service
quality reflects a secretary’s ability to meet students’ and other clign st efficiently, thereby
enhancing overall institutional performance. From a business istration perspective, service
quality represents excellence in customer service, evide%&ch point of interaction. Students
and clients develop expectations based on prior exp@es, recommendations, and institutional

o o . . .
communications. Generally, they evaluate te received against these expectations, and

when perceived service falls short, dissa& ion arises®*.

For tangible goods, quality cgn&%‘raluated by inspecting the products and applying quality
control measures to en% y meet specifications, with defective items being rejected.
However, service qug&@liffers from product quality due to characteristics such as intangibility
and inseparabi it&;ﬁich prevent the service provider from fully assessing quality before it is
delivered ¢ client. As a result, customers judge service quality by comparing their
expectatiohs with the perceived quality they experience. To systematically assess service quality,
the SERVQUAL model was developed, grounded in the expectancy-disconfirmation paradigm.
This model identifies the key dimensions of service quality and provides a standardized scale for

measuring it>.
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Service level management establishes a framework in which services are clearly defined and the
expected levels of support are agreed upon. Within universities and other higher education
institutions, this involves creating service level agreements (SLAs) and operational level
agreements (OLAs) to guide service delivery. Furthermore, management delineates IT and
organizational responsibilities and sets clear objectives for each role, ensuring that &ices are

delivered effectively and that service quality is maintained. It is believed that it j secretaries’

personal relationships with students, academic staff and other stakeholders Qeyreﬂect the best
and quality of services delivered. Some organizations fail to rec %‘[at while delivering
excellent customer service is essential for achieving an instituf ission and vision, it is the
personal connection established with each individual Stl@ that truly strengthens the link

between student satisfaction and student retentiofy. Qﬁder to make students trust in the

secretaries in the tertiary institution, the follov@nts should be noted;

It is essential that every frontline sta@ber is equipped to make positive and effective
impressions quickly. Research su@ﬁ? that individuals form judgments within the first ten
seconds of an interaction, r@ere is rarely a second chance to create a warm and welcoming
first impression. Show §c1atlon to students, academic staff and other stakeholders in the
institution. Than.l@g/ in meaningful and thought full manner on every individual! Frontline
encounter shbéstudents, academic staff and other stakeholders that you care and appreciate
their bhgg!s.

Reviewing letters and email communications to ensure that the sound welcoming personalized
and make students, academic staff and other stakeholders feel important and appreciated®.

Answer questions from students, academic staft and other stakeholders by not only responding to

their direct inquiry but by providing them with additional useful information. Students often
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enjoy learning more about a potential purchase than what is written on a tag or a brochure among
others®. Some of the measures of service quality include responsiveness, assurance, tangibility,
empathy and reliability.

Reliability means the ability of academic staff to deliver the promised services dependably,
accurately, honestly and consistently to students, academic staff and other stakehc&s in the
institution. Students seek services from which they can depend on. Reliability i dimension
in nearly all service quality measurement models, reflecting its strong asseciation with customer
satisfaction and retention. Numerous studies have identified reli as one of the most
influential factors in meeting customers’ expectations. In tQ&(t of education, service
reliability can be further broken down into sub-dimensior@.\ch as delivering services at the
promised time, performing tasks correctly on the fi ’ab%pt, and executing services according
to plan. Reliability reflects the accuracy an dability of service delivery, meaning that

N

academic staff and administrative pefsg)& consistently fulfill their responsibilities without

errors. Ensuring that services are paé&‘ed correctly the first time significantly contributes to

higher levels of student and sték&l er satisfaction’.

Assurance encompasse &nowledge of academic staff as well as courtesy exhibited to inspire
.
trust and conﬁde@%ents. The skills and politeness of academic staff need to instill hope in
clients. Th%@ect involves the employees’ ability to discharge their duties, attitudes in
attendﬁ&tbe needs of students, academic staff and other stakeholders in the university. The
concept of assurance encompasses four main elements: competence, courtesy, credibility, and
security. Competence refers to the ability of secretaries to perform their duties accurately and
efficiently. This involves having a sound understanding of institutional processes, technological

tools, and communication protocols. When secretaries are competent, they demonstrate a deep
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grasp of their responsibilities and are able to offer clear, informed responses to inquiries from

students, staff, or external stakeholders’.

Courtesy, another essential component of assurance, pertains to the respectful, polite, and
considerate manner in which secretaries interact with others. Given their pivotal role in day-to-
day operations, secretaries are frequently the first point of contact for visitors and elignts. Their
ability to engage with empathy, patience, and professionalism can determine 11 tone and
experience of service delivery. A secretary who greets guests warmly/%e attentively, and

responds respectfully contributes to an atmosphere of trust and sati

Credibility, in this context, refers to the degree to which se are perceived as trustworthy
and reliable. Secretaries often handle confidential and@usnive information such as student
records, staff documents, financial data, and inte mmunications. Their ability to maintain
discretion, adhere to ethical standards, and\\QQvith integrity reinforces their credibility and
.
ensures that stakeholders feel secure i@ﬂ. information and seeking assistance. Security, the
final element under the assura_m&%’)%rella, emphasizes the importance of stakeholders feeling
safe and confident when @g with the administrative office. For instance, when secretaries
effectively protect pn;&data, prevent misinformation, and manage complaints or concerns with
tact, they he g&k an environment in which users feel protected from institutional or

procedura@rs. This sense of security contributes to user satisfaction and encourages ongoing

trust irbh( administrative system?.

Tangibility refers to the physical aspects of the service environment, including the condition of
facilities, the appearance and attire of staff, and the equipment and tools required to deliver high-

quality services to students, academic staff, and other stakeholders in the university. Timeliness
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of activities of employees in providing urgent services to customers and payment of suppliers.
While secretarial work is often intangible in terms of direct outcomes such as managing
appointments, handling calls, or organizing meetings tangibles provide visible cues that reflect
the overall efficiency and professionalism of the administrative support being provided. For
example, a neat and orderly office space, updated computers, functional printer&d well-
organized files all communicate a sense of readiness and capability. These tangible aspects are

critical because they shape stakeholders’ initial impressions and ongoingqﬁe_p(ions of service

reliability and competence®. O

Empathy, which is another dimension, requires academic sta@make frantic efforts to know
their students, academic staff and other stakeholders in @%ersity. Empathy also means that
the staff have the clients’ best interest in fulﬁlling@as such they appreciate the individual
needs. It also involves actively listening @%’[S and communicating in a way that is
understandable to them. In the educati& ontext, students expect academic staff to convey
information clearly, using languagév they can easily comprehend. They equally prefer that
academic staff explain c @rocedures to them personally on how to get some of their
registration and other gl done in the university, instead of doing so through other people
.
within the univ@who are not staff members. Demonstrating empathy towards students
fosters a se%bf value and importance, which can promote student retention and encourage
positi\k\@o d-of-mouth. Research has identified empathy as a critical factor in driving customer
satisfaction. Additionally, studies examining the relationship between service quality dimensions

and the fulfillment of customer expectations have found a strong association, particularly

between reliability and meeting those expectations’.

28



Responsiveness is one of the dimensions that make up the key factors used in the servqual tool
for measuring the quality of service. Responsiveness is the willingness of secretaries to help the
students, academic staff and stakeholders by providing prompt services to them. In other words,
responsiveness also encompasses the employees’ willingness to promptly render the service
needed to assist students and other stakeholders in the university. Enrollees &ect that
appointments with secretaries should be made easily and quickly. Responsivene icularly in
handling emergencies and issuing referral codes for enrollees in the pro n(@plerged as a key
factor contributing to overall student satisfaction with their inquiri@vel of quality service

significantly impacts students and other stakeholders’ satisfacti@

2.1.2 Concept of Information Communication Techno&yglf-Efﬁcacy

Information simply means processed data or infor@% could also mean anything that aid in
decision making. Communication according\\@wm is the transfer of information from one
person to the other or from place to while technology refers to the use of scientific
knowledge to invent new ideas t@&would assist human beings to overcome environmental
hazards as well as making lifi \n ortable for living, such as television, computer, cell phone etc.
Therefore, the term Inforfiation and communication technology involves diverse sets of

.

technologies too@ in order to facilitate the handling of information to ease communication
between hu d various electronic systems. Information and Communication Technology has

becom@q%sic requirement for social, political, educational, and technological advancement. It

has improved economics as well as aid in efficient management of organizations globally'°.

Information and Communication Technology (ICT) does not have a single universally accepted
definition, as scholars have approached the concept from various perspectives. Broadly, ICT can

be defined as any system designed to collect, process, and distribute information using
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computers. Information technology specifically refers to the application of computers and related
technologies for the acquisition, organization, storage, retrieval, and dissemination of
information. Computers handle the processing and storage of data, while telecommunications
technologies provide the tools for communication. Additionally, some authors describe ICT as
the equipment and software used for acquiring, analyzing, manipulating, storing, anc&ributing

information, encompassing both the tools themselves and their design for these @es“’.

Some scholars define Information and Communication Technology (I%s({combination of
tools used in managing information, encompassing processes for con g, storing, processing,
transmitting, and retrieving data. They further argue that ICT @ primarily on four categories
of technology: (1) computer hardware, including somal computers, midsize servers,
mainframe systems, and the associated input, outp%rg storage devices; (2) software, such as
web browsers, productivity suites, and busk\&@fg)lication software; (3) telecommunications
and network technologies, which inclu@ia processors, telecommunications infrastructure,
and the software that enables both @g?and wireless access to the Internet and networks; and (4)
data resource manageme@ ogies, including database management systems and software

used to develop, accesgl aintain organizational databases.!!.
[ ]

The continu s(ey\blution of Information and Communication Technology (ICT) has
signiﬁcan@ansformed the operational environment for professionals responsible for service
quality.\el‘ has shifted from being a mere convenience to becoming an essential component,
requiring managers to develop the necessary skills to deliver effective and efficient services.
Scholars argue that acquiring ICT competencies is crucial for managers, as it enables them to

leverage available resources and provide proactive, high-quality services in the digital age. This
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highlights the critical role that ICT proficiency plays in shaping and enhancing managerial

effectiveness in service quality!!.

In tertiary institutions, management relies heavily on secretaries’ skills to achieve organizational
goals. The primary responsibilities of secretaries include gathering and disseminating
information efficiently and cost-effectively to end users such as supervisors, colleag students,
clients, and other organizations, as well as safeguarding and retrieving informat @’ en needed.
In the organization, she is also important to the organization because Qe ility to remain

calm under extra-ordinary condition of work pressures and huma s'2,

Information and
Communication Technology (ICT) plays a crucial role iilitating these functions, as
secretaries would struggle to meet expectations With(%@potentially affecting overall job
performance. ICT equips secretaries to perform the@%es more effectively, producing higher-
quality outputs, fostering a positive work attfgd enhancing their ICT skills. Consequently,
it supports the efficient and effective&@ement of various administrative tasks within the
organization'3. é

ICT self-efficacy can b ’@%od as an individual’s perceived ability to perform specific
computer tasks and theitf\confidence in using computers for a variety of applications. It is often
referred to as ogppter self-efficacy, reflecting a person’s judgment of their own capability in
operating Q@uter systems. This concept relates to the level of confidence one has in using
differe&ograms and devices, such as desktops, laptops, or minicomputers, to accomplish tasks.
Essentially, computer self-efficacy represents an individual’s belief in their ability to perform

computer-related activities within a general computing environment, as well as the ease and

comfort with which they can navigate and manage these tasks without stress'.
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Computer self-efficacy can be categorized into three main levels among users: beginning skills,
advanced skills, and file and software skills. Beginning skills include having confidence in tasks
such as entering and saving data (numbers or text), typing or writing efficiently, exiting software
properly, and correctly storing data and applications on a computer. Advanced skills involve a
deeper understanding of the three stages of data processing—input, processing, a&utput—
using computers to organize information, explaining the functions of hardware nents (e.g.,
keyboard, monitor, disk drive, CPU), utilizing various software program &)erforming data
N

analysis. File and software skills encompass tasks such as instagi@

adding or deleting information from data files, organizing a@a aging files, understanding

running software,

why a program may or may not run on a given computer, ar@ubleshooting software issues!’.

Secretaries with high levels of Information Commu@m Technology (ICT) self-efficacy tend
to exhibit greater competence and conﬁdem{@f‘l@l using digital tools, fostering a proactive
attitude toward learning and adopting I’E\\' nologies. This positive orientation enables them to
deliver high-quality services by effé«cgy leveraging technology in their tasks. ICT self-efficacy
refers to an individual’s b i@&eir own ability to use and navigate various technological and
digital tools effectively. §

)

emphasizes an ir@/}\ual s belief in their capacity to accomplish specific tasks or goals. In this

oncept is derived from Albert Bandura’s self-efficacy theory, which

context, IC -efficacy specifically describes a secretary’s confidence in their ability to

succes}&&utilize computer and web-based technologies'.

The theory of self-efficacy posits that individuals must possess confidence in using new
technologies to employ them effectively. The integration of Information Communication
Technology (ICT) into office environments has become a crucial driver of advancements in

research, teaching, and learning. ICT provides enhanced avenues for managing, storing, and
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disseminating information, marking a significant shift from traditional methods. Its utility
extends across multiple facets of office operations, supporting both core and sub-component
functions. Given its transformative potential, ICT has become essential for the collection,
processing, and distribution of information among managers. Globally, managers are leveraging
ICT to deliver services with greater efficiency and effectiveness, highlighting its role as a key

enabler of improved service quality and transformative managerial practice Q)ss various

domains'®. &Q/

The widespread adoption of Information and Communication Techn (ICT) has profoundly
transformed organizational operations across diverse sectors. I@lcational institutions, ICT has
become a critical enabler of administrative functions @ ice quality. Secretaries, as key
administrative personnel, play a central role in en@‘@ effective operations, communication,
and service quality. As institutions adapt@fgdly evolving technological environments,
secretaries’ proficiency in using ICT°§&' is essential for sustaining and enhancing service
quality. In the digital age, secret@ﬁ?re expected to utilize a wide range of technologies,
including email systems, @em processing software, database management tools, and
communication platfo gheir competence in leveraging these tools directly affects the
.

efficiency of adminiStrative processes, collaboration among staff, and the overall quality of

services prowi to students, faculty, and other stakeholders'¢.

Q

The the of self-efficacy, grounded in Bandura’s framework, identifies four sources that
influence an individual’s confidence: mastery experiences, vicarious experiences, social
persuasion, and physiological and emotional states. These factors can directly or indirectly
enhance the self-efficacy of secretaries. Mastery experiences refer to the skills and competence a

secretary develops through education and training; the more a secretary is trained in using a
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specific ICT tool, package, or software, the greater their expertise and confidence. Education and
training, therefore, play a crucial role in improving a secretary’s ICT skills. Vicarious
experiences involve gaining confidence through observing or empathically participating in the
experiences of others. For example, if a secretary observes a colleague effectively using an ICT
tool or software and believes that they can perform the same tasks, they gain Qicarious
experience. Such experiences can be facilitated through guided observatio entorship,

allowing the secretary to build confidence in performing simi&&?}‘-related tasks

independently!’. @

Social persuasion occurs when an individual or group atterr@o influence another person’s
beliefs, attitudes, or behaviors. In the context of secretzﬁg refers to the process of shaping
their attitude toward the use of Information C&éﬁnicaﬁon Technology (ICT) through
interactions and communication with coll@@who are proficient in ICT tools. Social
persuasion serves as a form of social iwf@g that can modify behavior and enhance confidence
in performing ICT-related tasks. I@‘t?elf can act as a powerful tool for influencing behavior
and is increasingly integr e@o organizational policies aimed at promoting desired practices.
For instance, studies in &

)

embedded in ICT applications can significantly enhance the perceived effectiveness of

America have shown that goal setting and support mechanisms

persuasive ,ibgentions, such as encouraging environmentally responsible behaviors in

housel%kd} .

A secretary’s Information Communication Technology (ICT) self-efficacy can be enhanced
through mastery experiences, vicarious experiences, or social persuasion involving ICT tools,
devices, or software. It reflects the process of acquiring knowledge and skills through active

engagement with computer systems. A secretary’s ICT self-efficacy may improve over time as
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they use technology consistently to perform tasks. Continuous practice and repeated use allow an
individual to develop expertise in a particular area, building both competence and confidence.
Experience, defined as the knowledge or skill gained from prolonged engagement in a specific
activity, enables secretaries to become more proficient in using ICT. Enhanced ICT skills
strengthen self-efficacy, which in turn influences the acceptance and effective utilization of
technology. This indicates that integrating self-efficacy into research can info Qategies for
ICT skills development, ultimately promoting greater adoption and effec'&ﬁgg of Information

Communication Technology'®. O

Internet self-efficacy can be distinguished from computer selacy (CSE) in that it refers to
an individual’s belief in their ability to successfully per e specific behaviors required to
access, navigate, and utilize the internet effectively@self—efﬁcacy, more broadly, assesses a
person’s perceived capability in using infomk\@%nd communication technologies. In tertiary
institutions, secretaries manage the info@n needs of supervisors, students, clients, and other
stakeholders. To provide timely ar%garate information, they must be proficient in using ICT
applications such as word r@cors for editing and formatting documents, simulation software
for modeling real-life s gos, spreadsheet tools like MS Excel, database software such as MS
Access, and gra@r esktop publishing software like CorelDRAW and PageMaker. These
tools enablm@taries to complete tasks more quickly and efficiently than would be possible
manua}g&T tools are electronic devices designed to capture, process, store, transmit, and

retrieve information, providing a scientific and systematic approach to managing organizational

information effectively's.

Information Communication Technology (ICT) self-efficacy can be enhanced through prior

computer experience, as mastery experiences provide a foundation for developing confidence in
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using technology. Secretaries with greater computer experience tend to exhibit more independent
control and confidence in their use of ICT tools. Additionally, ICT skills training has been shown
to improve self-efficacy, which in turn positively influences technology acceptance. Research
indicates that individuals who participate in training programs demonstrate higher levels of self-
efficacy and an increased sense of competence in using technology. Vicarious experk&es, such
as observing and interacting with peers in supportive environments like li s, can also

strengthen self-efficacy. Other contributing factors include personal e ogw to technology,

formal training, constructive feedback, and prior successes or failuigital tools!®.

Secretaries with high levels of ICT self-efficacy tend to appr@(echnological challenges with
confidence, persistence, and a proactive mindset, wher&gse with lower levels may show
hesitancy, frustration, or avoidance when faced witl‘@ology—related tasks. ICT tools serve as
enablers and innovation instruments; Whe@ffectively, they can drive processes and
solutions that significantly enhance 'o& ational performance. In the context of tertiary
institutions, secretaries utilize a ra@gfa ICT tools, including computers, the internet, software

applications, and digital %@O efficiently perform their duties and support administrative

functions:

Computers, t modern electronic devices, emerged during World War II through a
collabora%%etween the US Navy and Harvard University. The Harvard Mark I occupied
approximtdtely 120 cubic meters and, although impressive at the time, required three seconds to
multiply two ten-digit numbers—a processing speed that would be considered extremely slow by
today’s standards. About three decades later, in 1971, the first personal computer, the Kenbak-1,
was introduced. In 1976, Steve Jobs and Steve Wozniak developed the Apple I, marking the

beginning of a new era in personal computing. Over the following years, personal computers
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underwent numerous incremental innovations, becoming smaller, lighter, more powerful, and
more visually appealing. While the computer itself is a major technological innovation, its
transformative impact was significantly amplified by the development of operating systems.
Initially, computers were operated manually via keys, with batch systems using punched cards
appearing between 1955 and 1965. During the 1970s, command-line systems becar&ommon,

and by the 1980s, graphical user interfaces emerged, shaping the modern com@experience

as we know it today'”. &Q/

The Internet was initially developed during the Cold War as a exchange and share
confidential military information. After the Cold War ende@e project was expanded for
broader communication purposes. In 1992, Tim Bemer%@ntroduced the World Wide Web,
which rapidly increased public access to the Inter@ 2003, over 600 million people were
connected to the network. Another trans technological innovation is the Global
Positioning System (GPS), which alsd\%' inated from a military initiative under the U.S.
Department of Defense. The first (%fgceiver was tested in 1982, and the system became fully

operational in 1995. Today, h@navigaﬁon, GPS is widely used in various fields; for instance,

scientists employ it to @y record the location and timing of sample collections?’.

ICTisa techn&g'md innovation that made significant advances beginning during World War II.
In 1943, @n McCulloch and Walter Pitts published the first article on neural networks. In
1950, Cldude Shannon explored programming a chess-playing machine, while Alan Turing
introduced his famous Turing Test to determine whether a machine could convincingly imitate
human conversation. A major milestone in Al development occurred in 1956 with the Dartmouth
Conference. Two years later, in 1958, the Lisp programming language was introduced,

eventually becoming the standard for Al systems. In 1959, Arthur Samuel of MIT coined the
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term "machine learning." Today, Al is widely applied in various domains, including virtual
assistants like Alexa and Siri, autonomous vehicles, and smart home technologies, demonstrating

its pervasive impact on modern life?.

Software applications represent a significant technological innovation in organizational
management, particularly in the area of innovation management. They provid%ffective

solutions that often replace less efficient tools, such as complex spreadsE intranets,

enhancing organizational productivity. Research has shown that the usd% tools, including
knowledge management systems, positively impacts employee pr: ity, as evidenced in
studies conducted in Chinese polytechnics. Digital cameras arher example of technological
innovation, allowing for high-quality photography Wi@@he need for film development.
Innovations in this domain are seen not only in pro@%sign, such as creating cameras that are

100 grams lighter, but also in processes, for @Q incorporating advanced features like image

stabilization that improve functionality iciency?’.

S

Studies have shown that the @ of information technology tools, such as knowledge
management systems, cz@w\ely influence employee productivity, as evidenced in Chinese
polytechnics. IT tqq&ﬁ essential for fostering creativity and innovation because they help
focus the mi d,@mline tasks, and enhance productivity. Using the right tools allows
individuab}%accomplish more in less time and with greater accuracy. For instance, idea
sketching”tools are particularly effective for accelerating the innovation process. By quickly
recording and visualizing ideas, users can explore a wider range of possibilities, identify the most
viable options, and eliminate less promising concepts before investing significant time and

resources, thereby saving both effort and energy?’.
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Idea sketching tools also facilitate more effective communication of concepts to others. These
tools, which range from simple pen-and-paper methods to advanced mind-mapping software or
electronic drawing tablets, allow individuals to quickly and visually capture their ideas. The key
is to use tools that enable clear and efficient expression of thoughts in a visual format. Similarly,
idea generation tools enhance creativity by enabling the production of numerous ideas, thereby
increasing the likelihood of identifying valuable solutions. In today’s fast-pa gvironment,
finding uninterrupted time for creative thinking can be challenging. o&glch as creative
thinking card decks, mind maps, free writing exercises, and ideation te ues like brain writing
provide structured ways to generate ideas rapidly. These meth@ﬁe applied individually or

collaboratively, offering freedom from external distraction@ allowing participants to explore

ideas at their own pace without the pressure of imm%ﬁb%adlineszo.

Creativity tools can be a key differentiator in\{@’gnization’s success, enabling individuals and
teams to innovate more quickly and efﬁa@. But what exactly are creativity tools, and how do
they function? While these tools @Qc? variety of purposes, they are generally classified into
three main categories: ide t@laboration, and evaluation. Visualization tools, in particular,
help transform ideas intg tangible outcomes more efficiently. While imagination alone is limited
X
to what already exists\in the mind, visualization techniques use mental imagery to generate ideas
that are cl o reality, providing new perspectives and starting points that accelerate
innoszan educational institutions, Information and Communication Technology (ICT) tools

have become indispensable for enhancing service quality, supporting administrative efficiency,

and facilitating better communication and workflow management:?!.

The Student Information System (SIS) is widely employed in academic institutions to manage

student records, course enrollments, grades, and other essential data. SIS streamlines
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administrative processes such as registration, tracking academic progress, and generating
transcripts, ensuring that students’ needs are addressed promptly and accurately. By utilizing SIS,
educational institutions can improve service quality by reducing paperwork, enhancing the

efficiency of student management, and providing more accessible and responsive administrative

services?!. \

"Learning Management Systems (LMS) represent another vital category o@?‘ tools that
significantly influence service quality in academic institutions. Plat@&{ch as Moodle,
Blackboard, and Canvas facilitate online course delivery and man y enabling educators
to organize course materials, assignments, and assessments in@ntralized digital environment.
By providing a seamless learning experience, LMS en@@student engagement, streamlines
instructional delivery, and improves the overall qu%tbf education and administrative service.
In addition to LMS, ICT tools for commun@b&md collaboration—such as email platforms
and video conferencing software—are e@?l for efficient interactions among students, faculty,
and administrative staff. Email c@qc?es to serve as a primary communication medium for
timely correspondence, w il&&s like Microsoft Teams, Zoom, and Slack support real-time

ﬁemote or hybrid learning contexts. Collectively, these technologies

collaboration, particula
o \
enhance service <qu}h'ty y promoting effective communication, teamwork, and knowledge

sharing withi gcational institutions?2.

One OM major challenges secretaries face in providing information services using ICT is
apathy, lack of awareness, and technophobia. Additional constraints include insufficient
bandwidth, outdated ICT facilities, and inadequate funding, all of which hinder effective internet
utilization. Erratic power supply further limits the use of ICT tools, as inconsistent electricity

disrupts access to electronic resources. In Nigeria, frequent power outages have been identified
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as a significant obstacle for administrative and managerial staff. Moreover, internet connectivity
in many African countries remains poor, unreliable, scarce, and costly. Users often experience
slow speeds and frequent service interruptions, as internet services are rarely dedicated. The high
cost of connectivity has been linked to the limited availability and capacity of national fiber-optic

infrastructures, which restricts widespread and reliable access to digital resources??.

In the contemporary landscape of educational institutions, the integrati @Q‘nformation
Communication Technology (ICT) has brought about transformative c%s the delivery of
quality services. Within this context, the proficiency of individual Qllarly office managers
and secretaries, in utilizing ICT has become a critical dete@m of service efficiency and
effectiveness. This relationship is anchored in the conce&QCT self-efficacy, a psychological
construct derived from Bandura’s self-efficacy theo@%), which emphasizes an individual’s
belief in their capability to effectively eng@& and employ technology. ICT self-efficacy
reflects a person’s confidence in nav%{ and using digital tools successfully, and this
confidence has a direct influence ’&o% office managers execute administrative tasks, manage
information, and interact W't@nts, faculty, and other stakeholders. Higher levels of ICT self-
N

efficacy enable secretani leverage technology more effectively, thereby enhancing service

[ ]
quality, producti@ verall institutional performance?®’.

SecretarieQJ%h igh levels of Information Communication Technology (ICT) self-efficacy tend
to demons$trate greater competence, confidence, and adaptability when employing digital tools,
thereby fostering a proactive approach to continuous learning and the adoption of emerging
technologies. This positive disposition paves the way for enhanced service quality by enabling
secretaries to leverage ICT tools effectively in carrying out their responsibilities. The link

between ICT self-efficacy and service quality is evident in the tangible outcomes it produces.
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Secretaries proficient in ICT are better positioned to streamline administrative workflows,
facilitate timely communication, manage data efficiently, and provide swift access to information.
These competencies translate into improved operational efficiency, where essential tasks such as
record-keeping, scheduling, report generation, and correspondence are executed seamlessly and
with minimal error. Ultimately, strong ICT self-efficacy enhances not only\mwdual
performance but also the collective service quality capacity of the in , thereby

contributing to a more effective, reliable, and responsive administrative s@stem”.

2.1.3 Concept of Capacity Building 0

Capacity building has been defined by scholars in various wa pending on their perspectives
and criteria, yet a common thread across these deﬁni'&l evolves around the outcome or
‘product’ of human capacity building (HCB) chan@%roadly, capacity building refers to the
enhancement of skills, knowledge, and cocies that individuals utilize in personal and
professional contexts. The genesis of@ human capital is thus a direct function of the
knowledge and skills acquired thr@b diverse learning activities. Human capital encompasses
not only knowledge an nce but also attitudes and behaviours embedded within the
individual. This pers Qwas corroborated by scholars who affirmed that the notion of
‘capital’ highlights t knowledge skills, and abilities accumulated throughout an individual’s
educationalpjbﬁey whether through compulsory education, postsecondary training, vocational
prograﬁvor workplace experience. In this sense, human capital is best understood as an
investment individuals make in themselves with the expectation of improving their performance
and productivity. Furthermore, it has been argued that human capital is a conglomerate of

multiple elements, including education, professional experience, training, intelligence, energy,

trustworthiness, and initiative. Collectively, these factors shape the overall value of a worker’s
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contribution to an organization, thereby underscoring the importance of continuous capacity

building in sustaining individual growth and institutional effectiveness?*.

Human capital is often considered the most critical intangible resource within an organization, as
it provides the expertise and capabilities required to deliver products and services that meet
customer needs or solve their problems. It reflects the collective pool of knowledge, skills,
experiences, talents, and competencies that employees bring to the workpl Qvell as the
organization’s capacity for innovation and creativity. Although invest@téf( human capital
continues to grow, there is still no universally accepted method fo Qﬂifying its impact on
organizational performance or capturing it on financial stat@ts. Closely linked to this is
structural capital, which refers to the systems, process%aibases, intellectual property, and
other organizational assets that remain when e s are absent. Unlike human capital,
structural capital belongs to the organizationd can be replicated, transferred, or shared
across units. Human capital, by contras@odies the knowledge and abilities residing within
individuals. It represents the blen@&ca)mpetencies, personal attributes, and skills that enable
employees to carry out ta sé\ generate economic value. These qualities are developed over

time through both formal edfication and informal learning, including training, work experience,

[ ]
continuous devel &, nd on-the-job practice®*.

Scholars @gy define capacity building (CB) as the processes or mechanisms through which
indivicM enhance their human capital. It is essentially an approach aimed at developing
people’s potential to improve both individual and organizational performance. Capacity building
is often viewed as the foundation of empowerment, with empowerment representing the benefits
gained from exposure and learning. The process of capacity building can be categorized into

three main forms. The first is through science, technology, and innovation (STI) learning, which
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involves formal education such as pre-secondary and post-secondary schooling. The second is
through doing, using, and interacting (DUI), which represents informal learning pathways
including work experience, apprenticeship, mentorship, observation, and continuous practice.
The third form is a combination of STI and DUI, which integrates both theoretical knowledge
and practical application. In line with this, research emphasizes that the most effective learning
strategies for management education include experiential learning, projec Ql learning,

fieldwork, simulations and games, as well as problem-based learning?’. &Q/

Capacity building encompasses human resource development, t Q:ement of managerial
systems, and institutional development, which involves cg an enabling environment
through participatory approaches. Within the conte&g a knowledge-based economy,
organizations place strong emphasis on optimizing sérbresources and leveraging knowledge to
enhance competitiveness and overall effectiv@%ﬂowledge, skills, and abilities are regarded
as intangible assets that serve as vital @for sustaining organizational growth. Continuous
education and training, coupled{v@vc?e rapidly evolving global technological landscape, are

essential for maintaining %@monal competitiveness. To uphold a high standard of living and
ty.

organizational productivi

skills, and traini@.

is necessary to continually upgrade the workforce’s knowledge,

Capacity @mg enhances employees’ abilities by equipping individuals, organizations, and
societieX&ith the skills and competencies required to perform functions, solve problems, and
achieve set objectives. The theoretical foundation of performance improvement highlights that
Economic Theory alongside Human Capital Theory, Scarce Resource Theory, and Sustainability
Theory—plays a vital role in improving organizational performance, complementing

perspectives such as Psychology Theory and Systems Theory. Within the framework of
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Economic Theory, Human Capital Theory emphasizes the importance of labor optimization and
the accumulation of employees’ knowledge, skills, and abilities as drivers of improved capacity.
The roots of this concept trace back to the eighteenth century when Adam Smith underscored the
role of human capability in production. Later, Theodore W. Schultz formally introduced the term
'human capital' in his seminal work published in the American Economic Reviewy where he

described it as an investment in human resources?°. OQ

Organizations strengthen capacity building through investments in educa&&ﬂling, and health.
Human capital is comprised of a range of components such a Qs, knowledge, skills,
personal talents, behavior, and effort, with time being an ove\@ing factor that enhances their
value. Knowledge includes elements such as intelligenceé&nd both general and specific job-
related expertise. Skills reflect the practical appli@ of expertise in work, often involving
physical ability and task execution. Talent reinnate personal qualities that can be further
developed, while behavior reflects eﬂq&’\iandards, norms, values, and observable actions.
Effort denotes the application Q&caividual resources including talent, knowledge, and
experience towards achie i@ces& Human capital can be accumulated through various
channels, including ft Qeducation, vocational training, health improvement, and even
.
migration. Thes@lgf investment enable employees to develop competencies in diverse
ways. Fro rganizational perspective, human beings are treated as valuable assets, and
investkk& in their development are expected to yield future returns through improved
performance and productivity. Similarly, individuals also invest in their own education and

training with the expectation that the acquired knowledge and skills will contribute to career

growth and advancement?’.

45



Capacity building may take the form of either long-term or short-term training, designed to
enhance employees’ performance, boost productivity, and increase both individual and
organizational competence. It involves the systematic acquisition of knowledge, skills, and
techniques necessary for effective job performance and service quality. Capacity building
initiatives typically include training programs, formal education, seminars, canferences,
mentoring, and workshops, all of which serve as foundations for improve ch quality.
Additional activities such as induction, coaching, counseling, and su. e&)y planning also
contribute to strengthening employees’ competencies. These interve @ collectively measure
and enhance employees’ ability to acquire the requisite skills @e ering efficient services. In
the Nigerian public sector, particularly within tertiary inst@ns, human capacity building has
played a crucial role in advancing employee produc%’%&engthening manpower, and fostering
a stronger sense of responsibility. Convers%’rélecting capacity building often results in

reduced employee engagement, diminigl&e\'huctivity, and overall organizational inefficiency?’.

Capacity building, therefore, enco@:s?es human resource development (people), institutional
development, and the bro e@:y environment within which tertiary institutions operate and

interact. It also plays %Vi role in ensuring the effective allocation and utilization of human
ti

° \'
resources across @e

enhance th ledge, skills, abilities, and behaviours of individuals while simultaneously

g demands. Broadly defined, capacity building refers to activities that

streng%&g institutional structures and processes. This dual focus enables organizations to
achieve their missions and goals more efficiently and sustainably. For tertiary institutions, the
ultimate aspiration is to remain highly competitive and sought after. Consequently, institutional
management places strong emphasis on delivering services of the highest quality to all

stakeholders, including staff, students, parents, vendors, and government agencies?®.

46



Tertiary institutions play a critical role in enhancing employees’ service quality through targeted
capacity building initiatives. The need for such programs often arises when employee
performance is found to be inadequate or inconsistent. These institutions provide a wide range of
academic programs designed to develop knowledge, skills, and competencies relevant to various
careers. Tertiary institutions include universities, polytechnics, monotechnics, &lleges of
education, and other related establishments. As third-tier educational instituf they offer
vocational, technical, agricultural, legal, business, medical, and soc'&lﬁgiynce education,

equipping individuals with the expertise required to excel in their r@ ields?®.

Secretaries, as part of the non-teaching staff, serve as essential s supporting the execution of
activities that ensure the achievement of tertiary instituti%gals and objectives. Their services
are indispensable across departments and units, p@%ng critical support for the success of
management, academic staff, and students@fbrole of secretaries in mediating between
management, staff, and students is unp%' ed, making their contribution vital to institutional
operations. Tertiary institutions ca@\ nction effectively without the administrative, technical,
financial, library, medica @rlty, and maintenance services they provide. Efficient and
effective non-academic serviCes are crucial for the attainment of the institutions’ specified goals
S)

and objectives. A@

and overall mance of the organization. Often regarded as the life-blood of an institution

as a non-teaching staff member, significantly influences the progress

Whetha\&ic or private secretaries serve as assistants to executive officers or heads of units
and departments. Their core responsibilities include organizing meetings, typing and managing
correspondence, safeguarding office documents, receiving visitors, and maintaining the integrity

of institutional information?s.
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For secretaries to deliver high-quality services, it is essential that tertiary institutions invest in
capacity building. Quality service provision by tertiary institutions contributes to an increase in
applicants through the Joint Admission Matriculation Board (JAMB), as students seek admission
into institutions known for efficiency and excellence. This underscores the importance of
continuous capacity building for secretaries, enabling them to assume suppoxtive roles
effectively. Research has shown that workforce development enhances employ@eadiness to
adopt and utilize technological tools necessary for effective service l&yd institutional

sustainability. In the Nigerian public sector, capacity building inked to increased

productivity, manpower advancement, and a stronger sense of@r ong employees. As such,
capacity building serves as a critical enabler of employe@competency and overall service

quality. Conversely, failure to implement capacit ing initiatives may lead to decreased

worker engagement, lower productivity, and @organizational efficiency®.

Capacity building offers numerous advl\Qéfs, including the enhancement of staff skills, the
development of individual comp@sccgs, and the ability to manage, maintain, and sustain
organizational standards for : A—term survival. It improves employees’ career prospects by
providing training and ﬁ)pment opportunities that equip them with additional knowledge,
expertise, and appro j@ workplace attitudes. Through capacity building, employees’ job
performance=i engthened, and organizational stability is enhanced via the adoption of new
strateg\lb&d advanced technological approaches. Capacity building can be delivered through
both long-term and short-term training programs and serves as a catalyst for individual and
organizational improvement, productivity, and competency development. It emphasizes the

acquisition of essential knowledge, skills, and techniques necessary for effective job

performance and the delivery of quality services. Key activities within capacity building include

48



training sessions, seminars, workshops, induction programs, coaching, counseling, succession
planning, and mentoring. Collectively, these activities foster the development of capabilities that

directly contribute to enhanced job performance and service quality?’.

Capacity building can, at times, be resource-intensive and may not always yield immediate
positive outcomes. Therefore, it is crucial for organizations to conduct a thorou valuation
before embarking on any capacity building initiatives. Effective capacity g involves
strengthening key organizational areas, including administration, ﬁnanc&lglaﬁ resources, and
facilities. Many organizations recognize that staff training is gs Ql to support specific
elements of system-wide change. For instance, team—buildi@aining is often necessary to
integrate staff from various partner agencies each with %@ identity, work culture, program
rules, and job expectations into a cohesive system@raelivers seamless service quality and a
shared customer-service approach. Additionm@fgf often require training in computer literacy
and specialized ICT skills, as moderﬁ\& ices increasingly rely on up-to-date information
technologies to serve customers a@c?pport internal management functions. Training is also
needed to help staff transi o;@sm narrow, program-specific roles to broader service functions
that draw on multipl §

ding streams and contribute to the overall objectives of the

[ ]
organization’. O@%ﬁe measures of capacity building is training.

Training Q%ntal mechanism that provides learning opportunities, ultimately contributing to
customer¥satisfaction through enhanced organizational commitment. It is a structured process
aimed at improving the knowledge, skills, and attitudes of secretaries to achieve the objectives of
the organization. Through systematic training programs, essential professional knowledge is
imparted, practical skills are honed, and workplace attitudes are aligned with organizational

expectations. Training represents a deliberate effort to reshape behavior, enhance competencies,
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and refine attitudes through learning, instruction, education, and planned experiences, all
intended to boost employee efficiency. Organizational commitment, in turn, refers to the
psychological bond employees develop with their employer. Employees who exhibit strong
commitment typically perceive themselves as integral members of the organization, recognize
their relevance, and demonstrate a clear understanding of the organization’s goals®!.

Every organization seeks to attract customers and secure their long-term loyal h customer
satisfaction being the key driver of continued patronage. In this context, traihing plays a crucial
role in enhancing overall organizational performance by fostering p ty growth, improving
problem-solving abilities, developing time management a skills, promoting quality
improvement, supporting goal-setting, and strengthening @(place communication. Through
training, management and staff acquire essential @ge, skills, and competencies, which
they apply to address organizational challen % advance their career goals. Consequently,
investing in the development of emploX » Skills is a strategic approach to boosting productivity

and overall organizational effectlvenﬁg“j

The choice of training an organization largely depends on factors such as available
time, budget, and qua ﬁpersonnel Generally, training and development approaches are
categorized as e@ejﬁ\e -job or off-the-job methods. On-the-job training involves learning
while perfo work tasks and includes techniques such as apprenticeship, mentoring, and job
rotatio}\%prenticeship allows employees to acquire new skills by observing experienced
colleagues carry out their duties. Although this method can be time-intensive, it has proven to be
highly effective. Mentoring pairs a junior or new employee with a more experienced colleague
who guides them through organizational tasks and processes. Job rotation involves moving

employees across similar roles within the organization, for example, transferring an accountant
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to the audit department, to broaden their skills and experience. Off-the-job training, on the other
hand, takes place outside the regular work environment. This approach allows employees, such
as secretaries, to engage in learning free from workplace pressures, providing a refreshing

experience that can enhance their motivation, skills, and overall service quality.®.

Investment in educational of secretaries is a key determinant of their competence, efficiency, and
overall contribution to administrative service quality. Secretaries are ofte itst point of
contact in institutions, and their roles extend beyond clerical duties to eno%)gcommunication
management, record keeping, office coordination, and the uyse gdigital platforms for
institutional operations. Qualifications prepare secretaries w@ssential skills such as word
processing, shorthand, document management, o&@procedures, and interpersonal
communication. However, in today’s technology—d@%environment, institutions increasingly
require secretaries who are also proﬁcien@)mation and Communication Technology
(ICT)*. The experience and knowledg@sition of secretaries in institutions form a critical
foundation for effective administra@f?erformance and service quality. While formal education
provides secretaries with tl@mc skills necessary for office work, it is through practical
experience and continuQus ‘Khowledge acquisition that they refine these skills and adapt to the
XN
dynamic demands of stifutional environments. Secretaries serve as the administrative backbone

of instituti eir ability to manage records, coordinate communication, and suppo
f tttq@dth bility t g d dinat t d support

manag%nctions is often enhanced by years of hands-on practice in office settings**.

2.2 Theoretical Framework

2.2.1 SERVQUAL Theory
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The SERVQUAL theory known as RATER model was developed by Parasuraman, Zeithaml, &
Berry®*. The SERVQUAL model evaluates service quality by examining the discrepancies
between what customers expect from a service and their perception of how the service is actually
delivered. It has been established that service quality can be understood as a function of the gap
between customer expectations and actual service performance, a concept explorech&tensively
in the early 1980s. The originator of this theory also highlighted five di ons of the
SERVQUAL model, the first being reliability, which refers to the COHSiSF& and dependability

of service quality. Reliability implies that the organization comple% service correctly the
g,

first time and fulfills its commitments. This includes accurate bi roper record>*.

Responsiveness is seen as the willingness and readk&&f employees to deliver service
efficiently. It encompasses the promptness of sewi@h as quickly mailing transaction slips,
returning customer calls without delay, a duling appointments in a timely manner.
Assurance pertains to the employees“l@fdge, skills, and professionalism, as well as their
capacity to inspire trust and conﬁd@gR clients. Competence involves possessing the necessary

N

expertise and know-how Q@y out the service effectively. Courtesy reflects the politeness,

respect, consideration, %‘
t

includes the employe

endliness demonstrated by staff during interactions. Additionally, it

stworthiness, honesty, and credibility in their service quality*.

Empathy @s to the personalized care and attention given to customers, including the
access%ﬁﬂy and approachability of service providers and their efforts to understand and meet
customer needs. Tangibles encompass the physical aspects of service quality, such as the
condition of facilities, the appearance of staff, the tools and equipment used, the presentation of
the service, and the presence of other customers within the service environment. In a study

conducted by Zeithaml, Parasuraman, and Berry, over 1,900 customers of five well-known
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national companies were asked to allocate 100 points across the five service quality dimensions.
The average allocation was: reliability 32%, responsiveness 22%, assurance 19%, empathy 16%,
and tangibles 11%. While reliability was consistently identified by customers as the most

important dimension, it is also the area where many service providers tend to underperform?34.

The SERVQUAL model frames service quality by examining the gaps between%stomers’
expectations across its five dimensions and their perceptions of the service received.
When a discrepancy arises, it is termed a “gap.” This model was de 0[&0’ after consistent
patterns emerged from interviews conducted in the study. While ights were specific to
particular industries, overarching similarities across sector@owed for the creation of a
generalizable service model. A key finding from analyzi&@responses was that there exists a

set of critical discrepancies or gaps in how service q@bis perceived versus how it is delivered.

These gaps can present significant obstacleS\@';Viding services that customers recognize as

high quality?*. é—@

The first gap is that; service ﬁm@agers do not always have a clear understanding of which
service attributes custor%%\nsider most important, what features are necessary to satisfy
customer needs, of s&vel of performance required to deliver high-quality service. Factors
contributing t t@p include a lack of marketing research orientation, insufficient upward
communiQ@; rom front-line staff to management, and the presence of multiple hierarchical
layers%(separate contact personnel from top-level managers. The second gap is; Management
Perception—Service Quality Specification Gap. Various factors, such as limited resources,
market pressures, or management apathy, can create a mismatch between management’s

understanding of customer expectations and the service specifications that are actually

implemented. This discrepancy is likely to influence how consumers perceive service quality.
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One common way this gap arises is through inadequate comprehension of the system being

designed, including a weak grasp of fundamental process design principles.

Service Quality Specifications—Service Quality is the third gap. Even when clear guidelines are
established for delivering services effectively and interacting appropriately with customers,
achieving consistently high service quality is not guaranteed. Managers acknowledge\that there
is often a disparity between how consumers perceive service quality and the rformance
of employees, making standardization challenging. The fourth gap is ice"Quality—External
Communications Gap; External communications play a significant_ro Qhaping both customer
expectations and their perceptions of the service received. V\@there is a mismatch between
what is communicated externally and the actual sewi&@vered such as overpromising or
failing to provide sufficient information about s@%quality customer perceptions can be
negatively impacted. Overstated promises rm@fge high initial expectations, which, if unmet,
result in a diminished perception of°§\®i quality**. The fifth gap is Expected Service—
Perceived Service Gap; Customer%:guations of service quality are shaped by the difference

N

between what they expe @What they actually experience. Perceived service quality is
determined by both thx&nd direction of the gap between expected service and the service as
.

delivered. (:\\'

It is esse@lo recognize that service quality gaps on the marketer’s side can have either
positi\Af negative implications. The impact on service quality depends on both the magnitude
and the direction of each gap. For example, Gap 3 is favorable when the actual service delivered
surpasses the established specifications, but unfavorable when the service fails to meet those

standards. Research by Parasuraman and colleagues revealed that, across different types of

services, consumers generally use similar criteria to assess service quality. These criteria align
54



with the SERVQUAL dimensions discussed earlier. From the consumer’s perspective, perceived
service quality emerges from the comparison between expected service and the service actually

received??.

The process of comparing and evaluating perceived service is similar to how consumers assess
goods, although the characteristics used to evaluate services differ in nature. S%VQUAL
outcomes can help identify specific areas or aspects of a service where an or @l n excels or
falls short relative to customer expectations. The model can also be use@i( service quality
over time, benchmark performance against competitors, or gauge o customer satisfaction

within a service sector. Organizations and industry gro@can leverage insights from

SERVQUAL to enhance their service quality, address @mings, and continuously exceed

customer expectations’?. 6’6

Furthermore, the combination of expectatio}\\@ception results and demographic information
.
can support more effective customer %;&S%c on strategies. It is crucial for service providers to
establish a target level of s_er@uality and communicate this standard clearly to both
employees and custome%ﬁ%\allows employees to understand their responsibilities while
providing customets,&a clear idea of the service level they can anticipate. The SERVQUAL
model emph 'zg..w\e challenges of maintaining consistently high service quality across all
customers@srﬁuations. In particular, it identifies areas where gaps may occur between the
expected'Service and the perceived actual service. The culmination of these gaps leads to Gap 5,
which represents the potential difference between customer expectations and their perception of

the service receivedt’?.
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This theory is relevant to this study because the assurance dimension of SERVQUAL relates to
the knowledge, courtesy, and ability of employees to inspire trust and confidence in the service.
Secretaries play an essential role in establishing this sense of assurance. They are often in charge
of communicating with external parties, scheduling appointments for senior administrators, and
ensuring the smooth running of meetings or events. By applying SERVQUAL, ins&ons can
ensure that their secretarial staff not only meet but exceed the expectations of ts, faculty,

staff, and other stakeholders, leading to enhanced organizational perfo&mgkcy and improved

stakeholder satisfaction. @

2.2.2 Bandura’s Theory of Self efficacy

Self-Efficacy theory by Albert Bandura is a central con@ hin his broader Social Cognitive
Theory, underscores the critical role of beliefs b’bes capabilities to perform a task in
determining the level of motivation, effoﬁ,x\@severance a person will invest in a given
activity. Bandura first introduced the COJ\' t of self-efficacy in 1977 and later expanded it to
encompass various dimensions of @%ehaviour. Self-efficacy refers to an individual's belief
in their ability to execute b%g%urs necessary to produce specific performance attainments.
These beliefs, according t ndura, are crucial in shaping how individuals approach challenges

°
and tasks, inﬂue@e' behaviour, emotional well-being, and cognitive processes®.

Self—efﬁcac@e belief in one’s abilities to achieve specific goals. It is not about the skills
themselves but rather the confidence one has in their ability to use these skills effectively in
different situations. This belief affects how people think, behave, and feel. High self-efficacy
encourages individuals to face challenges head-on, persist through setbacks, and achieve higher

levels of success. In contrast, low self-efficacy can lead to self-doubt, avoidance of challenges,
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and a diminished ability to cope with adversity’” According to Bandura, there are four sources

of self-efficacy and these are:

Mastery Experiences is the most influential source of self-efficacy is personal experience.
Successfully completing a task or overcoming a challenge enhances one’s sense of self-efficacy,
while failure can undermine it, particularly if failures occur before one has establish sense of
efficacy. Vicarious Experiences (Modeling) could be described as observing Quccessﬁllly
perform a task can increase an individual’s belief in their own abilities, ecgi‘f if the observed
individual is perceived as similar to oneself. Bandura suggested that sing others’ successes

or failures can provide valuable learning experiences that infor@e’s own self-efficacy beliefs.

Social Persuasion is the verbal encouragement from 0@(5, particularly from those who are
perceived as credible and supportive, can enhance@ ficacy. Conversely, negative feedback or
lack of support can diminish confidence ana\\@oit performance. Physiological and emotional
states is the physical and emotionaégép ses that individuals experience when facing a
challenge also play a role in sglf-A@acy. For example, anxiety or stress may lead individuals to

doubt their abilities, whﬂ@e emotions can foster a stronger belief in their capabilities®’.

According to Ba ﬁ@eory, self-efficacy plays a pivotal role in shaping human behaviour and
motivation. Apnindividual’s belief in their ability to succeed influences the goals they set, the
effort the%%end to achieve them, and the persistence they demonstrate when faced with
obstacles. High self-efficacy leads to: Goal setting and it is the situation in which individuals
with high self-efficacy are more likely to set challenging goals for themselves, as they believe in
their ability to meet them. These goals are often self-determined, as people with high self-

efficacy tend to have a clear vision of what they can achieve’®. Effort and persistence means that
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those with strong self-efficacy tend to put more effort into tasks and are more likely to persist in
the face of challenges. When they face difficulties, they are more inclined to use problem-solving

strategies and seek alternative routes to success.

Coping strategies also influence how individuals cope with setbacks. Those with higher self-
efficacy are more likely to approach challenges positively, viewing them q&leaming
opportunities. In contrast, those with lower self-efficacy are more likely t up, avoid
challenges, or become discouraged. Self-efficacy extends beyond the @gﬂnal sphere into
organizational settings, where it can influence job performance ee engagement, and
leadership effectiveness. In organizations, employees’ self—e@y influences their ability to
tackle work-related challenges, adopt innovative soluti& d persevere through obstacles®.
For example, employees who believe in their ability@et work expectations are more likely to
embrace new responsibilities, learn new sk@@contribute actively to organizational goals.
Moreover, leaders with high self—efﬁm@; more likely to inspire and motivate their teams,
create supportive environments, ar@i%e their organizations through difficult periods. As such,

self-efficacy can be C(%@ a critical factor in improving individual and collective

organizational performance:

X
While Bandu ’s(thl.\ry of self-efficacy has received widespread acclaim, it has also faced
criticism. &the primary criticisms is that the theory overemphasizes individual agency and
underes%‘ates the role of environmental factors in shaping behaviour. Critics argue that
Bandura’s focus on individual beliefs may ignore broader structural and societal influences that
can hinder personal efficacy, such as poverty, discrimination, and lack of access to resources*.

Furthermore, Bandura’s work has been critiqued for a lack of attention to the emotional and

social contexts that influence self-efficacy, particularly in relation to marginalized or vulnerable
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populations. For instance, individuals from disadvantaged backgrounds may experience
challenges to their self-efficacy that are not solely attributable to personal beliefs but also to

systemic barriers*!.

This theory is relevant to this study because secretaries with high self-efficacy are more likely to
set goals for professional development, continuously improving their skills, MWge, and
competencies. They are also more likely to engage in lifelong learning, attend t@ programs,
or seek opportunities for career advancement. By improving their compet%&ﬂuese secretaries
not only boost their own performance but also contribute to the oye provement of service
quality within the institution. For example, secretaries whod professional development
workshops on customer service, time management, or %&w)gy may enhance their ability to

deliver exceptional service. 6’6
2.2.3 Human Capital Theory @

.
Human Capital Theory (HCT) is a @work for understanding the role of human abilities,
skills, knowledge, and expericﬂ@%eonomic productivity and organizational performance*?. It
posits that investments ir@on, training, health, and other forms of development increase an
individual's prod T'\)@*ereby benefiting both the individual and the society or organization at
large. This thgery, which originated in the field of economics, emphasizes the importance of
huma c&ties in achieving sustainable growth, improved service quality, and enhanced
organizational effectiveness. Human capital refers to the collective skills, knowledge, and
attributes that individuals possess, which contribute to their ability to perform in various roles
within the economy or a given organization. Human Capital Theory integrates economic

principles with the understanding of labor as a key component of production and performance
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within both businesses and national economies. The Human Capital Theory suggests that
investing in education and training enhances workers’ productivity and efficiency. Consequently,

education is considered a fundamental component of human capital *2.

Some of the measures of this theory include: investment in education, training, health and well-
being, experience and knowledge acquisition, employee skills and competencies and&tums on
human capital investment. Investment in education and training in Human Ca Q’ eory means
that investments in education and training are crucial for developing the@s d competencies
that increase an individual's ability to perform tasks effici d effectively. These
investments improve knowledge bases and enhance skills,tributing to the individual’s
potential for higher productivity and, subsequently, imp @performance in the workplace®.
Health and Well-being does not solely refer to intel%’a or technical capabilities. Physical and
mental health also play a significant role in i’Qg productivity. A healthy workforce is more
capable of handling job demands, conﬁ{&' to better performance outcomes and greater job
satisfaction. According to HCT, @src?ving the health of individuals is an investment that
enhances their ability to w@us positively impacting service quality and organizational
performance. ’&
Experience a l&g}ledge Acquisition means that as individuals gain more experience in their
roles, theQ%ome more adept at performing specific tasks, solving problems, and making
decisicﬁ.’Over time, this experience leads to higher competence, greater confidence, and the
capacity to handle more complex or challenging tasks. Knowledge acquisition through formal
and informal learning opportunities further enriches human capital, allowing employees to apply

innovative solutions, improve productivity, and meet organizational goals®.
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Employee skills and competencies reveals that in a competitive labor market, employees with
specialized skills and competencies often command higher wages and are in higher demand.
These skills include technical, cognitive, and interpersonal abilities that employees bring to their
roles. For organizations, cultivating and nurturing these skills within their workforce is a key to
improving organizational performance, service quality, and overall efficiency. Retu@ human
capital investment shows that individuals and organizations see returns on thei=ififestments in
human capital in the form of higher wages, increased job satisfaction, i pr&} organizational
performance, and enhanced service quality. For organizations, the re 1nvestment manifests

greater productivity, reduced turnover, higher levels of i Va ion, and better customer

satisfaction®3. Q

N\
This theory could be applied in the organization b@ organizations that view employees as
valuable assets tend to invest heavily in thei@fgpment. Providing opportunities for training,
workshops, and continued education® @VGS the employees' abilities to carry out tasks
efficiently and innovatively. Wher@ca?lzatlons build strong human capital through continuous
development programs, ployees growth and performance also align with the
organization's strategi glves thus improving organizational output and service quality. Also,
HCT suggests th@ educated, and experienced employees are highly valuable assets to
organizatio%Qa result, organizations must focus on attracting and retaining the right talent.
By O?R{% competitive wages, benefits, and professional development opportunities,
organizations can maintain a workforce with high levels of human capital. In turn, employees are
likely to stay longer with the organization, which leads to reduced turnover and higher levels of

service continuity*4.
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As organizations invest in developing their employees' skills, knowledge, and experience, they
tend to see improvements in productivity. Employees equipped with better tools, techniques, and
capabilities are more effective in performing tasks and finding innovative solutions to problems.
In industries that rely on high levels of innovation, such as technology, healthcare, and finance,
investing in human capital is crucial to maintaining a competitive edge and deli@g high-
quality services. HCT intersects with concepts like organizational culture a ial capital.
Employees' skills and experiences are shaped by the organizational envirlo< t they are part of.
;

A culture that encourages collaboration, knowledge sharing, and c

creation of social capital—relationships and networks that e@e formation flow, problem-

s learning leads to the

solving, and collective organizational growth**. Q

N\
Despite the popularity of this theory and its use, s%%holars have criticized it. Some Critics
argue that Human capital theory places t@h emphasis on individual investments in
education and training, neglecting extc@ctors such as social and economic conditions that
influence individuals’ opportuniti@qc?success. Not all individuals have equal access to the
resources needed for hum n:@&ta development, such as education and healthcare, which can
limit the theory’s appli Qy in certain contexts. Some critics argue that the focus of human
N
capital theory is@‘lea ily on the economic benefits of human capital investment, such as
increased or job productivity. This focus on quantitative measures can obscure the
qualitzﬁ(e/%eneﬁts of human capital development, such as enhanced job satisfaction, employee

well-being, and the broader societal contributions of an educated and skilled workforce**.

This theory is relevant to this study as it underscores the importance of organizations and
institutions in enhancing the capacities of individuals or employees, particularly through

entrepreneurial skills, to promote national development and sustainability.
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2.3 Review of Empirical Studies

2.3.1 ICT self-efficacy and Service Quality

A study investigated the influence of technology self-efficacy on service quality among academic
staff in public universities in Southwest Nigeria. The researchers collected data from 264
academic staff members and employed structural equation modeling to analyze the r&onships.
The findings revealed that higher levels of technology self-efficacy signifi predicted
increased service quality. Moreover, ICT adoption served as a mediating{&;ysuggesting that

when employees are confident in their technological abilities, the ore likely to engage
=

with ICT tools, leading to higher service quality. This enhan@ gement can translate into
improved service quality, as engaged employees are mo@mmitted to delivering superior
services®. Another study examined the impact of s f(@loy on service quality among library
personnel in Kwara State, Nigeria. The s%’b«/ealed a significant negative relationship
between self-efficacy and service quali.ty&éing that higher self-efficacy was associated with
lower job performance among the paéopants. This counterintuitive finding suggests that while

self-efficacy is generally consi beneficial, other contextual factors, such as organizational

support and resource ava@ity, may influence its effectiveness in enhancing service quality*S.

Another similar @ored the influence of library personnel’s self-efficacy and social media
use on sew%@ality in university libraries in Lagos State, Nigeria. The study found that both
self-ef and social media use significantly influenced service quality. Personnel with higher
self-efficacy were more adept at utilizing social media platforms, which in turn enhanced their
ability to deliver quality services. This finding underscores the importance of fostering self-
efficacy among employees to leverage modern communication tools effectively, thereby

47

improving service quality*’. A study investigated the role of psychological capital and
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information literacy skills as determinants of job performance among academic staff in
Southwest Nigeria. The study highlighted those employees possessing high psychological capital
and information literacy skills demonstrated superior job performance. While the focus was
broader than ICT self-efficacy alone, the findings suggest that a combination of positive

psychological resources and proficiency in information-related skills contributes ‘w&nhanced

service quality*®. OQ

A study examined the relationship between self-efficacy and research Ol&gﬂ{ng librarians in
polytechnic libraries in South-South Nigeria. The findings indicate librarians with higher
self-efficacy exhibited greater research productivity. This sus that self-efficacy not only
influences individual performance but also contributes t(&gerall service quality provided by
librarians, as increased research output can enha@%e resources and services available to
library users®. Another similar study that w@fqmcted in Lagos examined the relationship
between computer self-efficacy, data tﬁ\& management, and service quality among Health
Information Management professi@:?:inding showed that the level of computer self-efficacy
was moderate. The results d@rated that higher computer self-efficacy was associated with
improved service quali& fghlighting the importance of ICT competencies in the healthcare
sector’?. A study x:\lﬁed the relationship between ICT application and service quality among
extension wl@g in North-Central Nigeria. The findings indicated that effective application of
ICT t(b&gniﬁcantly enhanced the service quality of extension workers, leading to improved

service quality to workers. This underscores the importance of ICT proficiency in facilitating

efficient communication and information dissemination in the agricultural sector>!.

A study explored the mediating effect of self-efficacy on the relationship between ICT

acceptance, work experience, and employability among undergraduate students in Nigerian
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universities. The study found that self-efficacy significantly mediated the relationship between
ICT acceptance and employability, indicating that students with higher ICT self-efficacy were
more likely to accept and effectively use ICT, thereby enhancing their employability. Although
this study focused on students, the findings are applicable to organizational settings, emphasizing
the role of ICT self-efficacy in improving service quality®>. A study investigated whether
Internet Self-Efficacy (ISE) moderates the association between Information T ogy Ability
(ITA) and successful ageing among older employees in Ghana, Kenya, ar&l\&ey'a. The findings
indicated that higher ITA was associated with successful ageing, inc improved functioning
and engagement with life. Moreover, ISE positively moderate@s lationship, suggesting that
employees with higher ISE could leverage their ITA more@ctively, leading to better service

quality and overall performance®. &Q

Another recent study examined gender diﬁ@fg in ICT usage, self-efficacy, attitude, and
anxiety among technical university stu@in Ghana. The study revealed that male students
reported more frequent use of ICT. &hc?r self-efficacy, and a more positive attitude towards ICT
compared to their female c@paﬁs. These findings highlight the need for organizational
interventions to addres&ggder disparities in ICT self-efficacy, which can influence service
quality>. Anoth@y assessed the effect of self-efficacy, age, gender, and computer
experience %Qdiness in teaching with ICT among tutors at Bagabaga College of Education in
Ghana.\(&tudy found that higher self-efficacy and computer experience significantly predicted
tutors' readiness to integrate ICT into teaching. This suggests that enhancing ICT self-efficacy

among educators can lead to improved teaching quality, which indirectly affects the service

quality of educational institutions>>.
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A study explored the relationship between ICT self-efficacy and public service quality in Ghana.
The research indicated that the successful implementation of e-government services led to
improvements in public service quality. This underscores the importance of ICT competencies
among employees in enhancing service quality®®. A study examined the relationship between ICT
self-efficacy and employee performance in Ugandan telecommunication companigFindings
revealed a strong positive correlation between ICT self-efficacy and service efficiency.
Employees with higher self-efficacy demonstrated better problem-solvi gglq]ls and quicker
adaptation to technological advancements, which enhanced their 1 service quality’’. A
similar study was conducted on the effect of ICT training prog %he self-efficacy of public
sector employees in Uganda. The study found that targete@‘ training significantly increased
employees' confidence in using digital systems, @9 to enhanced customer service and

operational efficiency. Self-efficacy was ide@s a critical mediator between training and

improved service quality>®. . ’\%\

A study explored the role of ICT s%:?wacy in enhancing service quality among secretaries in
Ugandan universities. It was that the level of ICT self-efficacy was moderately high. The
findings showed that %p yees with high ICT self-efficacy were more effective in using

o \
university mana@t

systems, which improved student satisfaction and the overall quality of
administrat%%vices. The study highlighted the need for continuous professional development
to susﬁ&gh ICT self-efficacy levels®. A more recent examined the role of gender in ICT self-
efficacy among employees in the banking sector in Uganda. The findings indicated that male
employees reported higher levels of ICT self-efficacy compared to their female counterparts,

resulting in better performance metrics in customer service roles. The study recommended

organizational policies to address gender disparities through mentorship and inclusive training
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programs®®. A study assessed the influence of ICT self-efficacy on the quality of healthcare
services in urban health centers in Uganda. Employees with high ICT self-efficacy were better at
utilizing health information systems, which improved patient record management and service
quality. The study emphasized the importance of building ICT competencies in healthcare

settings to enhance service quality®!. \

A study examined the relationship between ICT self-efficacy and servi ity among
employees in the retail sector in South Africa. The study found that erﬁl\oyieg with high ICT
self-efficacy were more adept at using digital tools to enhance cust xperience, leading to
increased customer satisfaction and organizational success. Hi@:T self-efficacy was linked to
reduced task-related errors and faster service quality®?. A&@similar study explored the impact
of ICT training programs on the self-efficacy of pu&%wice employees in South Africa. The
findings revealed that structured ICT trainin&%ﬁ%cantly boosted employees’ confidence and
competence in using government e—s@s platforms. Employees with high self-efficacy

demonstrated better problem—solvi@@lls, which translated into improved service quality for

- N
citizens®™. QQ\

Another study invqs@d the role of ICT self-efficacy in enhancing service quality in South
Africa's healt ca&ctor. The study revealed that healthcare workers with higher ICT self-
efficacy v@more efficient in managing electronic health records and telemedicine platforms,
leading\tMmproved patient care. ICT self-efficacy emerged as a critical factor in the successful
implementation of health information systems®. Another study assessed gender disparities in
ICT self-efficacy among employees in South Africa's financial sector. The findings indicated that
male employees reported higher ICT self-efficacy compared to their female counterparts. This

disparity affected service quality, as employees with lower self-efficacy were less confident in
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using digital tools. The study recommended targeted interventions to address these disparities,
such as inclusive ICT training and mentorship programs®. Another study examined ICT self-
efficacy among secretaries in South African universities. The research found that employees with
higher ICT self-efficacy were better at utilizing digital platforms for student enrollment, record-
keeping, and communication. This resulted in faster response times and greater student

satisfaction. The study highlighted the importance of continuous professioQQevelopment

programs to sustain high ICT self-efficacy levels®. &Q/

A study examined the role of organizational support in fostering I fficacy. Their study in
South Africa’s telecommunications sector found that izations investing in ICT
infrastructure and providing regular technical supp%&iﬁcantly enhanced employees’
confidence in using digital tools. This, in turn, le%ﬁéetter customer service and operational
efficiency®’. A similar study investigated thexrelationship between ICT self-efficacy and service
quality in Kenya’s banking sector. The S@evealed that employees with high ICT self-efficacy
demonstrated superior customer @\C(Q, improved response times, and better use of digital
banking platforms. It was lé;®und that there was a significant influence of ICT self-efficacy
N

on service quality of e&o es. It was concluded that enhanced ICT self-efficacy was linked to

o \'
increased custom@sfaction and loyalty®s.

Another sQ%was conducted on ICT training programs in Kenya’s public sector and their effect
on empkfee service quality. Results showed that structured ICT training significantly boosted
employees’ confidence in using government e-service platforms. Higher ICT self-efficacy
translated into faster service quality, fewer errors, and higher citizen satisfaction®®. A study
explored the impact of ICT self-efficacy on service quality among secretaries in Kenyan

universities. Findings showed that there was significant impact of ICT self-efficacy on service
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quality among secretaries. Employees with high ICT self-efficacy effectively used digital tools
for student enrollment, record-keeping, and communication, leading to greater operational
efficiency. The study emphasized the role of professional development programs in maintaining
high ICT self-efficacy levels among staff’’. Another study examined gender disparities in ICT
self-efficacy among employees in Kenya’s healthcare sector. The findings indicatm&lat male
employees reported higher ICT self-efficacy compared to their female counte resulting in

better service quality metrics. The study called for targeted initiatives t(&@}his gap, such as

mentorship programs and inclusive training’!. O
A similar study examined the impact of organizational su on ICT self-efficacy among
employees in the Kenyan telecommunication sector search found that organizations

investing in ICT infrastructure and offering contm‘@rbechmcal support enhanced employees’
confidence in using digital tools. Employees\\@%gh self-efficacy were more innovative and
provided better customer service’. A stﬂ\ﬁnalyzed the role of ICT self-efficacy in improving
service quality among employees&enyan SMEs. Findings indicated that employees with
strong ICT self-efficacy (@d more quickly to new technologies, leading to improved
operational efﬁcwncy ﬁstomer satisfaction. The study highlighted the need for affordable
ICT training for SM employees73 A similar study explored the relationship between ICT self-
efficacy an%@ice quality in the Gambian public sector. Their findings indicated that higher
ICT se*&e%:acy among employees resulted in faster processing of public records and enhanced

responsiveness to citizen inquiries through e-government platforms. Employees who received

consistent ICT training displayed better service quality outcomes than their counterparts’™.

A study examined the role of ICT self-efficacy among secretaries in Gambian secondary schools.

The study revealed that employees with strong ICT self-efficacy were better at using digital tools
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for student record management and communication. This led to reduced errors and improved
stakeholder satisfaction, particularly among parents and students’>. Another study investigated
the impact of ICT self-efficacy on service quality in the Gambian banking sector. Findings
highlighted that employees with high ICT self-efficacy were more adept at handling customer
transactions through online banking platforms. Enhanced ICT self-efficacy was link&) shorter
wait times, accurate transactions, and higher customer satisfaction’s. A recen examined

gender-based differences in ICT self-efficacy among employees in Gam@&lyommunicaﬁon

firms. Male employees reported slightly higher ICT self-efficacy sc an female employees,
which influenced their service quality. However, targeted ICT traiing programs reduced this gap
and improved service quality across gender lines’”. Q

A similar study explored the relationship betwee@ré" self-efficacy and service quality in
Gambian small and medium enterprises (SM@ research concluded that SMEs investing in
employee ICT training observed improy, ductivity, better customer handling, and enhanced
service quality, especially in sector@&cc?as retail and logistics’®. A study investigated the impact
of ICT self-efficacy on r:@squality in the Liberian public sector. The study found that
employees with higher %lf—efﬁcacy demonstrated greater efficiency in using government e-

[ ]
services for proc@ citizen requests, leading to faster and more accurate service quality. The

research co@d that providing training and support for ICT use was crucial in fostering better

service\;y ty”.

A study focused on the relationship between ICT self-efficacy and service quality among
employees in Liberia's banking sector. Their findings indicated that employees with high ICT
self-efficacy were more adept at using digital banking platforms, processing transactions with

accuracy, and offering prompt customer support. The study highlighted that ICT self-efficacy is
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positively correlated with the ability to provide quality customer service, which improves
customer satisfaction and trust in the banking system®’. A study explored gender differences in
ICT self-efficacy and its influence on service quality in Liberian NGOs. The study found that
male employees generally reported higher levels of ICT self-efficacy than their female
counterparts. The research showed that higher ICT self-efficacy among male emplo&s led to
better service outcomes, particularly in terms of responsiveness and efficien wever, the
study also indicated that targeted ICT training and support could help<1cgg;e gender gaps,

improving service quality across the board®!. O

Another study examined the impact of ICT training programs c@hancing ICT self-efficacy and
service quality in the education sector in Liberia. The s@ygvealed that faculty members and
secretaries who participated in continuous ICT train@@owed higher levels of ICT self-efficacy,
which translated into better administrative sm@’gr students and faculty. This improvement in
ICT skills resulted in better communi\l fewer errors in student data management, and
overall improved academic servch.oA study explored the relationship between ICT self-
efficacy and service qu%@\hberia’s healthcare sector. The study found that healthcare
employees with high I€T $€lf-efficacy were more proficient in using electronic health record
systems and oth@§' tools to manage patient information. The improved use of ICT tools
resulted in Qpatient service, including faster processing of medical records, fewer mistakes,

and m}s&nely responses to patient inquiries. The study concluded that enhancing ICT self-

efficacy among healthcare employees is crucial for improving service quality in the sector®?.

A study examined the role of ICT self-efficacy in improving service quality among employees of
SMEs in Liberia. The findings indicated that employees with high levels of ICT self-efficacy

were more efficient at managing customer inquiries, processing orders, and maintaining
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inventory records. This translated into faster response times, fewer service disruptions, and
higher customer satisfaction. The study suggested that SMEs in Liberia should invest in
employee ICT training to improve service quality®*. A similar study was conducted on healthcare
employees in the UK to assess how ICT self-efficacy influenced service quality in patient care.
The study found that healthcare professionals with high ICT self-efficacy were moxe adept at
using electronic health record (EHR) systems and telemedicine platforms, leadimg\fo improved
patient care and faster diagnosis. Furthermore, employees with high s f-%yacy were more

willing to engage with digital tools, thus improving the overall c%@f service quality. The

authors concluded that ICT self-efficacy is an important ant of service quality in

healthcare, especially as the sector increasingly adopts d tools to enhance efficiency and

patient outcomes®”. E be

A study explored the influence of ICT sel@ cy on service quality in the UK financial
services sector, specifically focusing on @yees working in customer service roles. The study
revealed that employees with hig@cg/els of ICT self-efficacy were better able to navigate
complex banking software a . vide timely and accurate responses to customer queries. As a
result, these employex& perceived as more competent, and customer satisfaction levels

improved. The %ﬁ%ﬁ:\ﬁ

employee icacy tend to achieve better customer service outcomes®®. Another study

indicated that organizations that invest in ICT training and boost

examiw% relationship between ICT self-efficacy and service quality among employees in the
UK retail sector. The study found that employees with high ICT self-efficacy were more efficient
in using point-of-sale (POS) systems and managing inventory, which resulted in fewer errors and
faster service. Furthermore, these employees were better able to engage with customers using

digital tools like self-service kiosks and mobile apps, improving customer experience. The
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research highlighted that enhancing ICT self-efficacy through targeted training programs led to

improved service quality and operational efficiency®’.

One study examined the role of ICT self-efficacy in improving service quality among employees
in UK public sector organizations. The study focused on local government employees using ICT
for service quality, including processing requests for services, updating rec&ds, and

communicating with citizens. The findings revealed that employees who exhi:i@ltgh levels of
c

ICT self-efficacy were better able to utilize digital platforms, resulting iw% response times
and more accurate handling of citizen inquiries. These employees o more likely to adapt
to new technologies, leading to more efficient and effectiv@wice quality®®. A study was
conducted on ICT self-efficacy and its influence on se&e ality in UK universities. Result
showed that there was a significant influence of ICB@—efﬁcacy on service quality. The study
found that academic staff with high ICT s@:acy were more effective in using digital
platforms for teaching, grading, and ¢ ication with students. They were also better able to
use data management systems t(&@@c?lmely feedback and academic support for students. This

ultimately improved the @quality of educational services provided by the institution. The
0

study emphasized the 1 nce of fostering high levels of ICT self-efficacy to enhance service

quality in educat@t ngs®’.

A study i@gated the influence of ICT self-efficacy on service quality in the UK hospitality
industry\,(t)cusing on hotel employees. Result showed that there was a significant influence of
ICT self-efficacy on service quality. The research revealed that employees who exhibited high
ICT self-efficacy were better at using booking systems, customer management software, and
digital payment solutions. This enabled them to provide faster, more accurate service and resolve

customer complaints efficiently. The study highlighted that ICT self-efficacy was a critical factor
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in ensuring high levels of customer satisfaction in the hospitality sector, where service quality is

key to maintaining competitive advantage®®.

A study examined the link between service quality parameters and customer loyalty in the
Nigerian Telecom sector with the aim of seeing whether customer satisfaction mediates. The
study database was compiled from 183 experienced telecom consumers. The res&ch used
SERVPERF and correlation to measure adaptation. It was found that the leve @?&/ice quality
of employees was moderately high. The research found a substantial li begden empathy and
client loyalty and satisfaction’!. A related study explored the effe tional service quality
on customer satisfaction within the Nigerian insurance iry. The research aimed to
investigate the causes of negative perceptions and 10§$0mer patronage toward services
provided by insurance companies in Osun State, %ﬁ&a. A total of 300 questionnaires were
distributed to customers of ten selected 4 ’Q:e companies, chosen randomly using a
convenience sampling method. Data &*is was conducted using Analysis of Variance
(ANOVA), multiple regression, an@qc?elation techniques to examine the relationship between

N

functional service quality. a@lstomer satisfaction. The findings revealed that the service

quality of employees &derate. Additionally, customer satisfaction in the insurance sector
o \

was positively ir@ced by responsiveness, assurance, reliability, tangibles, and empathy—all

key dimensi functional service quality®?.

Q

2.3.2 Capacity Building and Service Quality

A study investigated the relationship between capacity building and service quality in banks
operating in Southwest Nigeria. The study found that banks that invested in regular training
programs for their employees saw a marked improvement in service quality, as employees were

more equipped to handle customer inquiries, provide accurate information, and manage banking
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technologies. The study revealed that human capacity building, through training and skill
development, significantly enhanced employees' job performance and their ability to offer
superior service to customers®’. A study examined the effects of capacity building on service
quality in healthcare institutions in Southwest Nigeria. The study highlighted that healthcare
providers who underwent continuous training, including workshops on patient communication
and medical technologies, were able to provide better quality care. The researc Qd that such
training led to better patient handling, quicker diagnoses, and 1mproved 0 sgrvice quality in
healthcare settings. Additionally, it was revealed that the continuou opment of healthcare
workers contributed to reduced errors and enhanced service 0 e$ which are vital for patient
satisfaction®*. Q

A similar study explored the impact of capacity ﬂ@g on service quality in educational
institutions in Southwest Nigeria. Particularlx'@’bﬁiversities. The study revealed that faculty
members and secretaries who recgig&r\egular professional development opportunities
demonstrated better teaching practic&hnproved communication with students, and a stronger
ability to integrate technolog ﬁ&o their teaching. The study found a positive relationship
between the training pro}és offered to staff and the academic quality delivered to students,
which contrlbut(@roved student satisfaction and learning outcomes”. Another study
examined the@ of human capacity building in improving service quality within the Nigerian
hospits@pfgustry, focusing on hotels and resorts in Southwest Nigeria. Their study found that
hotels that implemented consistent capacity building initiatives for their employees experienced
higher service standards, including improved customer service, problem-solving, and handling

guest requests efficiently. Training in areas such as customer relations, hospitality etiquette, and
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conflict resolution contributed significantly to the overall guest experience, leading to higher

customer retention and positive reviews®®.

A study explored the relationship between capacity building and service quality in Nigerian
public sector organizations, particularly focusing on government offices in Southwest Nigeria. It
was found that the level of capacity building of employees was moderate. The studg&und that
employees who participated in capacity building programs, such Qshops on
communication skills, leadership, and customer service, demonstrated im&lifbﬂity to deliver
efficient public services. The research concluded that investing i y building within the
public sector could enhance service quality by improving eme skills, confidence, and job
satisfaction®’. A study investigated the relationship betwe&&an capacity building and service
quality in healthcare institutions in South-South @f&a' Findings showed that the level of
capacity building of employees was mo he study found that regular professional
development programs and in-service @\g for healthcare workers significantly improved
service quality, particularly in pati@ﬁge. Training initiatives focused on medical technologies,
customer care, and profe si@ ethics, all contributed to improving the quality of services
provided. Additionally, &

S

building prograu@o d higher job satisfaction and were better equipped to manage patient

needs, leadipbébetter patient experiences and reduced service quality errors®®,

udy highlighted that healthcare workers who underwent capacity

A study\ﬁ(%sed on the banking sector in South-South Nigeria. Examining how capacity building
influenced service quality in banks. It was found that the level of capacity building of employees
was moderate. The research revealed that banks that regularly invested in training programs for
their employees, particularly in the areas of customer relationship management, digital banking

tools, and communication skills, demonstrated a significant improvement in service quality. The
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study emphasized that training employees on emerging banking technologies such as mobile
banking and online services led to better customer service experience and satisfaction.
Furthermore, well-trained employees in the banking sector were better equipped to handle

customer inquiries efficiently, reducing waiting times and errors in transaction processes”.

A study was conducted on the hospitality industry in South-South Nigeria. Expldring how
capacity building impacts service quality. It was found that the level of ¢ uilding of
employees in hospitality is moderate. The study found that contim&{ ning programs,
especially those focused on guest management, hospitality etique d conflict resolution,
directly influenced the service quality in hotels and resorts. city building programs were
particularly effective in improving employees' ability to 6@@ personalized services to guests,
resolve complaints efficiently, and manage day—to—d@%l operations. The researchers observed

Vo)

that capacity building contributed to im b@ guest satisfaction, positive feedback, and

enhanced customer loyalty!'%, . &
>

A study explored the impact_o@ity building on service quality in the education sector,
specifically in universiti@lleges in South-South Nigeria. Findings showed that the level
of capacity building mployees was high. The study concluded that faculty and secretaries
who participa d&}rofessional development programs were better equipped to deliver high-
quality te& and provide efficient administrative services. The training programs focused on
improm teaching methods, incorporating new educational technologies, and enhancing student
engagement. Students' satisfaction with their educational experience improved as a result of
more competent and motivated educators'’!. Another study analyzed the relationship between
human capacity building and service quality in the public sector in South-South Nigeria. The

study found that public sector organizations that invested in training programs for their
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employees experienced improvements in the quality of services provided to the public. The
research focused on areas such as leadership, communication, and customer service skills. Public
sector employees who underwent regular training were able to provide better responses to

citizens’ needs, reduce bureaucratic delays, and improve transparency in public service quality'??.

A study examined the impact of capacity building on service quality in the bankiang, sector in
North-Central Nigeria. The study focused on employees in various commerci @’ and found
that continuous training programs on customer relationship managemean banking tools,
and financial literacy had a significant positive effect on service @ The study concluded
that employees who underwent training in emerging banking t@rlogies, as well as in customer
service practices, were able to provide quicker and z&@fﬁcient banking services. These
employees also demonstrated improved problem-solving abilities, which led to higher customer
satisfaction levels'®. A study explored the @apacity building in the education sector in

North-Central Nigeria. Particularly in X{' rsities and colleges. The study highlighted that

capacity building through faculty @sgapment programs, seminars, workshops, and training in

new teaching methodol@niﬁcanﬂy improved the quality of education provided by

lecturers and secretarie research emphasized that educators who participated in capacity
o \

building prograr@monstrated improved teaching performance, which enhanced student

learning ou; . Furthermore, administrators who received training in student management

and a}W%strative skills contributed to better organizational efficiency and smoother

operations!'%,

A study assesses the impact of capacity building on service quality in public sector organizations
in North-Central Nigeria. The study found that public sector organizations that prioritized

employee training and development programs, particularly in communication, leadership, and
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customer service, experienced an improvement in the quality of services delivered to the public.
Public servants who received training were able to better manage citizens' complaints, provide
timely responses to queries, and deliver more transparent and efficient services. The study
concluded that capacity building was essential for improving the performance of public sector

organizations in delivering high-quality services!®>. \

A study explored the impact of capacity building on service quality within th: @%lity sector
in North-Central Nigeria. The research emphasized that continuous train&{gﬂ)spitality skills,
customer service, and conflict resolution significantly improved quality in hotels and
resorts. The study found that hotel employees who received re 5% training were better equipped
to handle guest requests, manage complaints, and mai@n igh standards of cleanliness and

service quality. The findings indicated that well-trai employees played a crucial role in

enhancing the guest experience, leading to\@ge reviews, repeat visits, and a competitive

advantage for hospitality establishments@

A study examined the influence xc;Jacity building on the quality of healthcare services in
Ghana. The study fo%@ training healthcare workers in technical skills, patient
communication, an.dg&mer service led to substantial improvements in patient satisfaction and
clinical outc e&}mployees who participated in regular capacity building initiatives
demonstr@etter competency in medical procedures, patient management, and empathetic
commu\nﬁltion, which collectively enhanced the overall healthcare service quality. The study
highlighted that healthcare workers' morale improved after attending professional development

107 A study explored the

programs, resulting in reduced burnout rates and improved patient care
relationship between capacity building and service quality in the banking sector in Ghana. The

study emphasized that training programs in customer service, banking operations, and financial
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products led to significant improvements in service quality. Employees who received regular
capacity building training were able to resolve customer issues more efficiently, offer tailored
financial advice, and streamline banking procedures. The researchers also noted that well-trained
employees were more likely to demonstrate high levels of professionalism and reduce errors in
banking transactions. The study concluded that continuous employee development was essential

for maintaining high service standards in the competitive banking environment i na!%®,

A study examined the impact of capacity building on service qu&ty(l‘ public sector
organizations in Ghana, specifically within ministries and govern, Qencies. Their research
found that continuous employee development programs focus leadership, customer service,
and administrative skills led to improved efficiency and @p&iveness in public service quality.
Employees who underwent capacity building inits rb’s were better able to manage public
queries, resolve issues quickly, and offer moalized services. The study emphasized that

investing in capacity not only improved @se quality but also contributed to better public trust

3
in government institutions'%. é

A study was conducted @nﬂuence of capacity building on service quality in educational
institutions in GhanasJhe research focused on both teaching and non-teaching staff at
universities ng}eges. The study revealed that faculty members who participated in
professio@velopment programs demonstrated enhanced teaching abilities, which contributed
to improved student outcomes and satisfaction. Additionally, non-teaching staff who received
capacity building training in administration, information management, and communication skills
helped improve organizational efficiency, student support services, and overall campus
experience. The findings suggested that capacity building in the education sector had a direct

positive impact on service quality and institutional reputation'',
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A study explored the role of capacity building in the hospitality industry in Ghana, specifically
focusing on hotels and resorts. The study revealed that capacity building initiatives such as
training in customer relationship management, hospitality skills, and conflict resolution
significantly improved service quality in the sector. Employees who received capacity building
in hospitality skills were better equipped to handle guest requests, resolve complaints&d ensure
the overall satisfaction of visitors. The research emphasized that well-trained e es played a
pivotal role in enhancing the guest experience and maintaining th&(glg@titive edge of

hospitality establishments in Ghana!'!!. O

A study explored the influence of capacity building on healt service quality in Uganda. It
was found that there was significant influence of capacit &ing on service quality. The study
found that continuous professional development @ms for healthcare workers, including
training in clinical skills, patient commum'@(g and managerial skills, led to significant
improvements in patient care and ova@wice quality. Healthcare employees who received
regular training were better equi ’&CB handle patient needs, improve their decision-making
abilities, and enhance pati %on. Moreover, capacity-building programs led to increased

employee motivation, jeb satisfaction, and reduced turnover, which directly influenced service

quality in health@gs 12,

A study 'Qféngated how capacity building influenced the service quality of employees in
educationdl institutions in Uganda. Their study focused on teachers and secretaries in both
primary and secondary schools. They found that teacher training programs focused on pedagogy,
curriculum delivery, and classroom management led to improved teaching outcomes, while
training for secretaries improved organizational efficiency. The research highlighted that

continuous capacity building programs enhanced the professionalism of teachers and staft, which
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in turn contributed to improved student performance and overall satisfaction. Students also

reported better academic experiences due to more engaged and competent teachers'!>.

A study examined the effect of capacity building on the quality of services in Uganda’s public
sector organizations. Their research showed that capacity-building programs that focused on
leadership skills, customer service, and project management improved the servw%mhty in
public institutions. Employees who participated in training programs were 0 be more
efficient, responsive to public needs, and better equipped to manage pub g'!rces effectively.
The study also noted that capacity building reduced inefficiencies a ption within public
institutions, ultimately improving public trust and the perceiv ality of services offered!'%. A
study explored the role of capacity building in 1mpr0v1 glce quality in Uganda’s banking
sector. Their study focused on the impact of traini grams for bank employees, including
customer service, sales techniques, and ﬁna@%duct knowledge. The results indicated that
employees who received capamty—buﬂ@rammg were better able to provide personalized
financial advice, resolve customer @Qcaaints, and meet the specific needs of clients. As a result,

customer satisfaction and@@\improved, leading to increased business performance for banks

in Uganda!®®, *
A study exa 1nﬂuence of capacity building on service quality in Uganda’s hospitality
industry. study found that capacity-building initiatives, such as training in hospitality

managé!(nt, customer care, and service quality, significantly enhanced the quality of services
offered by hotel staff. Employees who participated in these training programs demonstrated
improved communication skills, better conflict resolution abilities, and increased job satisfaction.

As a result, customer satisfaction in hotels and resorts improved, contributing to the overall
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A study explored the role of capacity building in improving service quality within the UK
healthcare sector, particularly in National Health Service (NHS) hospitals. Their research found
that continuous professional development (CPD) and skill enhancement programs significantly
improved the competency of healthcare employees, which, in turn, led to improved patient care
and satisfaction. The study also identified that healthcare workers who participatemtraining
programs exhibited better decision-making skills, faster response times, and igher levels of
empathy towards patients, which positively impacted the overall servi (g@ytyl”. A similar
study was conducted on the effect of human capacity building o e quality within UK
universities. Their research focused on the training and prof ab development of academic
staff and administrative personnel. The findings revealed t@culty and staff who participated
in regular training programs on pedagogy, leadershi @mﬁninistrative efficiency were able to
deliver better-quality educational services. Fl.%’b)re, students reported improved satisfaction

levels as a result of higher teaching qualg&l more efficient administrative services'!®,

A study investigated the impact o%g?ny building on service quality in the UK retail sector.
The study focused on fr n@employees working in major retail chains, examining how
training programs in ¢ g service, product knowledge, and conflict resolution impacted
customer experlﬁz.e’}\' he results indicated that employees who underwent capacity-building
training Wqﬁ@bre adept at handling customer complaints, recommending products, and
deliver ersonalized services. This, in turn, enhanced customer satisfaction and loyalty,
contributing to improved business performance in the retail sector!’®. Another study explored the
influence of capacity building on service quality within the UK financial sector, focusing on

employees working in banking and insurance firms. The study found that training programs

aimed at improving employees’ technical skills, customer service capabilities, and regulatory

83



knowledge led to higher levels of service quality. The research highlighted that capacity building
improved employees' ability to provide clear financial advice, resolve customer inquiries
efficiently, and maintain strong client relationships, which boosted customer satisfaction and

retention'2°,

A more recent study examined how capacity building influences service quality in public sector
organizations in the UK, including local government and civil service depart heir study
found that capacity-building initiatives, such as leadership developme&or fect management
training, and customer service workshops, helped employees per Qmore effectively and
efficiently. The researchers also noted that employees who rec@d training reported higher job
satisfaction and were more motivated to provide high-q @wervices to the public, leading to
enhanced service quality'?!. A study was condu%rbn the impact of capacity building on
service quality within healthcare organizati@%e United States, focusing on hospitals and
healthcare providers. The study fomi\!\' t continuous training programs for healthcare
employees, particularly in the ar@{qc?patient care, communication skills, and new medical
technologies, significantly, i@ved the service quality offered by healthcare professionals.

Training initiatives resulted“th improved patient satisfaction, increased staff efficiency, and better

adherence to clin@d lines'%2,

A study e@wd how capacity building influenced service quality in U.S. higher education
institutionS. Their research focused on faculty development programs, administrative training,
and technological upskilling for both academic and non-academic staff. The study concluded that
institutions that invested in capacity building saw improved faculty teaching effectiveness, better
administrative support services, and more efficient student service quality. These improvements

led to higher student satisfaction and better institutional rankings'

84
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financial services industry in the U.S. and how capacity building impacted the service quality of
employees. Their study examined training programs aimed at improving financial advisory skills,
customer service, and regulatory compliance. They found that employees who received training
were more effective in addressing customer needs, managing financial portfolios, and complying

with regulatory standards. This resulted in higher levels of customer trust, SatlSﬁ&OH and

retention!2, OQ

A study investigated the impact of capacity building on service quality Kthegdall sector in the
U.S., with a particular focus on customer service representatives 1 Qe retail chains. Their
study revealed that capacity-building initiatives such as cus service workshops, product
knowledge training, and conflict resolution sessions wer &mted with higher service quality
levels. Retail employees who participated in thes&grams were able to handle customer
inquiries, complaints, and product recomme s more effectively, resulting in increased
customer satisfaction and brand loyalt'y@ study explored the relationship between capacity
building and service quality w1t]@ . public sector organizations, including government
agencies and non-profit o @tlons Their research found that training programs focused on
leadership developm tomer service, and operational efficiency resulted in improved
employee perfo S\

blic sector employees who participated in these programs were better

able to deli igh-quality services, resolve public complaints, and streamline operations,

ultimaﬁ&proving public satisfaction'?®

A study was conducted that examined the influence of capacity building on the service quality of
healthcare employees in China, particularly in public hospitals. The study emphasized the role of
continuous professional development (CPD) programs in improving the skills and knowledge of

healthcare staff. The findings suggested that employees who received regular training in clinical
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skills, patient care, and hospital management were able to provide higher-quality service, leading
to better patient outcomes and greater patient satisfaction'?’. A study explored how capacity
building influenced the service quality of employees in China’s rapidly growing e-commerce
industry. With the rise of digital platforms and online retail, companies in China have invested
significantly in employee training to improve customer service, product knowledge, and digital
competencies. The study found that employees who participated in training pr«@Qs were able
to deliver superior service, handle customer complaints more efficiently, &d&yove the overall

shopping experience for customers!'28, O

A study investigated the influence of capacity building 0®'vice quality within China’s
manufacturing sector. As the Chinese manufacturing ind%rygolved with the rise of automation
and advanced manufacturing techniques, the fo@%n enhancing the technical skills of
employees became crucial. The study found@cgployees who underwent technical training,
leadership development, and soft skills @fement were able to contribute more effectively to
the service quality of the mar@ccaring process, improving customer satisfaction and
operational efﬁciency129§n®; study focused on the relationship between capacity building
i

and service quality in
[ ]

s education sector, particularly in primary and secondary schools.
The research e@mzed professional development programs for teachers, focusing on
pedagogica@, classroom management, and student engagement techniques. The findings
reveal?&[ teacher training programs contributed significantly to improving the quality of
education and service quality in schools, resulting in better student performance and

satisfaction!?°,

A study was explored how capacity building impacted service quality in the Chinese public

sector, with a focus on government employees. Their study revealed that capacity-building
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initiatives aimed at enhancing public service skills, leadership, and administrative abilities were
associated with improved service quality in public institutions. The findings showed that
government employees who underwent training were more effective in addressing citizens’ needs,

processing requests, and ensuring that public services were delivered in a timely and efficient

manner!3!, \

A study examined service quality by health information managemen; sionals in

government teaching hospitals in Nigeria. Results revealed that the lev% rvice quality of
health information managers was moderate'32. Another study exanii he impact of records
management on service quality in the public sector in Ken e findings indicated that the
overall level of service quality was moderate. The %@ecommended that land records

management processes should be regularly aud@o ensure compliance with standard

procedures, including proper updating and re@ccessm.

2.4 Conceptual Model . @
&

Independent Variables . QQ Dependent Variable
AN\
ICT Self-Efficacy
Mastery Experience ol Service Quality
Vicarious Experience Reliability of Service
Social Persuasion Assurance of Service
Physiological and Emotional State Ho3 Physical Tangibles
Empathy of Secretaries
Capacity Building Responsiveness to Service
Training of Secretaries
Investment in Education Ho2
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Fig. 2.1: Conceptual model showing the influence of ICT Self — Efficacy, Capacity Building
and Service Quality of Secretaries in Private Tertiary Institutions in Osun State, Nigeria

R

It is important to clarify the conceptual model used in this study to provi eQ c;e:ar and precise

Source: Researcher, 2024

understanding of the research and its practical relevance. A cona model consists of

interrelated constructs that offer a systematic framework for “¢xamining phenomena by

illustrating the relationships between independent and d@pendent variables, with the aim of
explaining and predicting outcomes for informed dw@l-making. The use of a conceptual
model ensures that the study’s findings are grqu éa clear framework that links the variables
under investigation. Researchers typic.all %lop a conceptual model to explicitly show the
relationship between independent an&@%endent variables. In the proposed model for this study,
ICT self-efficacy and human c@ building serve as the independent variables, while service
quality is the dependent\%?le. The model indicates that both ICT self-efficacy and capacity
building are critj 'a@%rs that can potentially influence the service quality provided by

secretaries in @ate tertiary institutions in Osun State, Nigeria.

O

The rﬁg(s/gés of ICT self-efficacy are mastery experience, vicarious experience and social
persuasion. The measures for human capacity building are training, education and skills and
competencies, while the measures of service quality include reliability, assurance, tangibles,
empathy and responsiveness. In this case, the conceptual model revealed that there is an

independent and joint relationship among the two independent variables (ICT self-efficacy and
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capacity building) on service quality of secretaries in private tertiary institutions in Osun State,

Nigeria.

2.5 Summary of Reviewed Literature

The role of secretaries in private tertiary institutions is pivotal to the smooth operation and
overall success of the institution. With the rise of digital technologies, the ﬁ&ence of
Information and Communication Technology (ICT) self-efficacy and capa Q\Jilding on
service quality has become an important focus of academic inquiry. Ho Vegdisting literature

on this topic, particularly in the context of secretaries in private tertia itutions in Osun State,

Nigeria. reveal several gaps. 0

Although the importance of ICT self-efficacy and capaciQ‘bullding in enhancing service quality
has been widely explored in global contexts, re focused specifically on secretaries in 5
private tertiary institutions in Osun State, Nigx\&'emains scarce. Much of the existing literature
is centered on broader sectors such N s&eal care, business, and public service organizations
while few were conducted in _te@lnstitutions. The unique challenges and demands faced by
secretaries in educationa%!%\ions in Osun State, Nigeria have not been adequately examined,
limiting the generali@y of findings. More context-specific studies are needed to explore how
ICT proﬁcien&&d}apacity-building initiatives tailored to the specific roles of secretaries in

private te@mstitutions influence their job performance and service quality.

Theories that link ICT self-efficacy and capacity building to service quality, particularly for
secretaries, remain underdeveloped in the context of private tertiary institutions in Osun State,
Nigeria. While general theories on self-efficacy and capacity building have been explored, few

studies provide a solid theoretical foundation that explicitly connects these concepts to the
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service quality provided by secretaries in higher education institutions. Researchers have yet to
integrate these theories into models that comprehensively explain the mechanisms by which ICT
self-efficacy and capacity building affect secretaries’ ability to deliver quality services. This gap

hinders the ability to effectively apply these concepts to improve performance within the

educational sector. \

Another gap in the literature is the inconsistency in the operational deﬁnition: constructs

such as ICT self-efficacy, human capacity building, and service quality({ ny studies, ICT
self-efficacy is defined in broad terms, often focusing on general tec Qical confidence rather
than the specific competencies required by secretaries in hi ucational settings. Similarly,
human capacity building is frequently discussed in terms§§ning programs for organizational
development, without clearly distinguishing betw%rbe different types of capacity building
necessary for administrative roles such as t &cretaﬁes. Service quality, in this regard, is
often assessed using customer satisfad@weys or general performance metrics, which may
not fully capture the unique servic@qa ity tasks of secretaries in private tertiary institutions. A

N

more nuanced understandi these constructs, tailored to the specific requirements of
secretaries in private tgia institutions, is essential for advancing research on this topic. Clear
[ ]

definitions will énable more precise measurement and better understanding of how ICT self-

efficacy an ity building contribute to service quality.

Most &2 studies on ICT self-efficacy, capacity building, and service quality are cross-
sectional, which limits their ability to examine the long-term effects of these factors on job
performance and service quality. Longitudinal studies are needed to explore how sustained
capacity building programs and the continuous development of ICT self-efficacy impact the

service quality of secretaries over time. For instance, it would be beneficial to investigate how
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long-term exposure to ICT tools and regular capacity building initiatives improve secretaries’
performance in their day-to-day duties, such as managing administrative tasks, handling
communication, and providing support to faculty and students. Longitudinal studies would also
allow researchers to assess the cumulative impact of training programs and ICT exposure on both

the individual performance of secretaries and the broader institutional goals of service ¢xcellence.

Another gap in the literature is the insufficient focus on the role of insti u support in
enhancing the ICT self-efficacy and capacity building of secretarie&?\’ifé many studies
emphasize the importance of individual capabilities, few address Qinstitutional policies,
resources, and leadership impact the development of ICT @s and capacity building for
secretaries. For example, the provision of technology in&@ture, access to ICT training, and
mentorship programs may all contribute to increa%%e ICT self-efficacy of secretaries, yet
these factors are often overlooked in the a@ody of research. A deeper exploration of

institutional support mechanisms and°@nﬂuence on the service quality of secretaries in

private tertiary institutions would @Sgae a more comprehensive understanding of the factors

that drive performance in 3@%

Existing studies ha@ fully explored the role of socio-demographic factors such as age,
gender, educ 'O&Mackground, and years of experience in shaping the ICT self-efficacy and
capacity l@‘g of secretaries. Research on this topic often assumes a homogeneous workforce,
withmh{nsidering how these factors might interact with an individual’s capacity to develop
ICT skills or participate in capacity-building initiatives. Understanding the role of these socio-
demographic variables is crucial because they may influence an individual’s willingness and
ability to embrace ICT tools and engage in training programs. For example, younger secretaries

may have greater comfort with technology, while older employees may face challenges in
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adapting to new tools. Similarly, secretaries with higher levels of formal education may be more

open to participating in advanced capacity-building programs.

While general tools for measuring service quality, such as SERVQUAL and SERVPEREF, are
widely used in various contexts, there is a need for more localized and context-specific
measurement instruments for evaluating the service quality of secretaries in pri&% tertiary

institutions in Osun State, Nigeria. These existing tools do not adequately af he specific

nature of the administrative tasks performed by secretaries, such as maru%lg fice operations,
responding to student and faculty needs, and coordinating vari stitutional activities.

Developing a more tailored tool for measuring service qualit e context of secretarial work

in higher education institutions would provide more rele&nt sights into how ICT self-efficacy

and capacity building influence service quality in th@ng.

&

Another underexplored area in the literatug\gthe emotional and psychological aspects of
capacity building and ICT self-efﬁcac&d s typically focus on the technical and skill-based
components of training progrqmsQ@}here is limited research on how such programs affect the
psychological and emoti@l -being of secretaries. For example, the role of ICT training in
reducing anxiety a osting self-confidence in using technology has not been extensively
studied. Simi rlg.wapacity building programs that focus on emotional intelligence, stress
managem@ibnd workplace resilience could have a significant impact on the service quality of

secretek{, but this aspect has been largely neglected in existing studies.
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Chapter Three \

Methodology
This chapter presents the method that was employed in carrying out this %&t)gives a detailed

research description of design, population, the sampling techniql@yed, the sample size,

the research instrument, validity and reliability of the rese®1 trument, method of data

collection and the method of data analysis. Q

3.1 Research Design 6’§

)
The research design adopted for this study criptive survey. This design is particularly

appropriate as it allows for accurate a@matic description of a population or phenomenon.

As a non-experimental research@ﬂfp?oach descriptive surveys are widely employed in
educational research. They, 1@6 a detailed examination of events, opinions, objects, attitudes,

subjects, or ideas, Wl%h objective of providing precise information about the phenomena
under investigati@sentlally, a descriptive survey studies a portion of a population in order to
make infonyﬁéeneralizations about the entire population from which the sample is drawn!.
This d&i&s deemed suitable for this study as it facilitates the investigation of information and
communication technology (ICT) self-efficacy, capacity building, and the service quality of
secretaries in private tertiary institutions in Osun State, Nigeria.

3.2 Population of the Study
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The population of this study comprised all the one hundred and ninety-five (195) secretaries in
private tertiary institutions in Osun State, Nigeria. Nigeria. This included both male and female
who are newly employed and those who have been in the service for years. Table 3.1 shows the
total number of secretaries in private tertiary institutions in Osun State, Nigeria.

Table 3.1: Population of Secretaries in Private Tertiary Institutions in Osun State,
Nigeria

D
s/n  Names of Private Institution Number of Secrem
Adeleke University, Ede 4( \)
Bowen University, Iwo 3

Fountain University, Oshogbo 0
Joseph Ayo Babalola University, Ikeji-Arakeji O 22
Kings University, Ode-Omu % 5
Oduduwa University, Ipetumodu, 10
Redeemer’s University, Ede 0 18
Igbajo polytechnic, Igbajo Q 12
Westland University, Iwo 10

0  ICON Universal Polytechnic, Osogbo ’bQ 10
1 e,(éh
o

— = O 0NN AW —

Assanusiyah College of Education, Odg 9
195

Sources: F];glt(? lWork, 2025 ‘{Q
3.3 Sample Size and Sampling Tech-@
The study utilized a sample size participants. Given the moderate size of the population, a
total enumeration appro%%a\ adopted. Specifically, all 195 secretaries in private tertiary
institutions in Osun S&Nigeria, were included in the study. By surveying the entire population
that meets th rigd}of interest, the total enumeration method—considered a form of purposive
sampling Q%applied. This approach minimizes sampling errors and is particularly effective
when Mepulaﬁon is manageable in size. Employing a complete enumeration or census method
allows the researcher to conduct a comprehensive study, collect data with high accuracy, and

reduce potential errors and biases associated with sampling.

3.4 Description of the Research Instrument
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The primary instrument for data collection in this study was a questionnaire. This method was
selected due to the high literacy level of the target population. The questionnaire was deemed
appropriate as it facilitates reaching a large number of respondents, accommodates their varying
schedules, and allows for the efficient collection of standardized information from a dispersed
group. The questionnaire was adapted®**> and was modified to suit the study. The mﬁonnaire
is an acceptable instrument in non-experimental studies. The questionnaire is t Q“ICT Self-
efficacy Capacity Building Service Quality Questionnaire” (ICTSeCBS )QT.be questionnaire
contains scales to measure the various constructs of the research (@‘ he questionnaire was
divided into four (4) sections with a focus on the variables of tl@%The sections are: A, B, C
and D.

Section A elicited information on demographic cha@@ics of the respondents which included;

name of tertiary institution, gender, age, mar@ls, highest academic qualification, years in

service among others. \
N

Section B elicited information.on @ce quality using standardized scale which was adapted for
the study?. This section h @}(4) sub-scales with a total of sixteen (16) items. The first sub-
scale measured re.lig\"' y, and it contains four (4) items. The second sub-scale measured
assurance, an: it@ins four (4) while the third sub-scale measures tangibles and it consists of
four (4) ite d the fourth measured empathy which has four items, while the fifth sub-scale
measué&ﬁesponsiveness which has four items. Two sample items include: “promise to do
something by a certain time, I do so” and “inform students when services will be performed”.

The scale has a four-point Likert scale with ranked options: Very High (VH)=4, High (H)=3,

Low (L)=2, Very Low (SD)=1. The adapted scale has reliability co-efficient of 0.82.
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Section C elicited information on ICT self-efficacy using standardized scale adapted for this
study®. This section has four (4) sub-scales with a total of sixteen (16) items. The first sub-scale
measured mastery experience, and it contains four (4) items. The second sub-scale measured
vicarious experience, and it contains four (4). The third sub-scale measures social persuasion and
it consists of four (4) items. The fourth sub-scale measures physiological and emotional state and
it consists of four (4) items. Two sample items include: “Secretary can conﬁde@uble shoot

any computer problem” and “Secretaries do update their knowledge con an&,’m order to meet

with the technological changes”. The scale has a four-point Lik with ranked options:

Strongly agree (SA)=4, Agree (A)=3, Disagree (D)=2, Strongh@a e (SD)=1.

Section D elicited information on capacity building usin@ardized scale which was adapted

for the study®. This section has three (3) sub—scale@ a total of twelve (12) items. The first

O

sub-scale measured training, and it containi@r (4) items. The second sub-scale measured
education, and it contains four (4) Wlﬁ@third sub-scale measured skills and competencies

and it comprised four items. Two s@ﬂ items include: “Training enables a secretary to produce

N

quality work™ and “I co§®s‘[e effectively with staff, students, and external stakeholders”.

The scale has a four—p§

3, Disagree (D) 2\and Strongly disagree (SA) = 1. The adapted scale has a reliability co-

ert scale with ranked options: Strongly agree (A) =4, Agree (A) =

efficient of 0s

3.5 Midity of the Research Instrument
To establish the validity of the instrument that was used for the study, face and content validity
structures of the questionnaire was established by the thesis supervisor and two other experts in

the field of Office and Information Management, Lead City Ibadan. Copies of the instrument
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were given to them and they checked the objectives of the study, research questions and
hypothesis and the instrument at large. The thesis supervisor and the two experts also examined
the instrument to ensure that the data to be collected using the questionnaire were useful in
answering the research questions and in testing the hypotheses that were raised for this study.
The items were three (3) before it was reworked by the thesis supervisor and the t&expeﬂs.

Comments and the observation of these experts in conjunction with the supe@s comment
were considered in the final draft of the questionnaire. &Q/

3.6 Reliability of the Research Instrument

The reliability of the research instrument was established t h a pilot study, which helps
ensure the consistency and dependability of the questi@@ in eliciting data relevant to the
study’s research questions. For this purpose, the racher administered (20) copies of the
questionnaire to secretaries at Lead City Um\\@’g Ibadan who were outside the main study
population. The data collected from th t study were analyzed using Cronbach’s alpha to
determine the internal consisterxéxc?e items within each scale. The results of the Cronbach
alpha coefficient value we e@dce quality = 0.89, information and communication technology

»

self-efficacy = 0.82 and

)

ity building = 0.80.

3.7 Method of D ollection

An introd@%tter was obtained from the Head of the Department of Office and Information
Managc\{nt, Lead City University, and addressed to the authorities of the private tertiary
institutions where the secretaries were employed. The letter introduced the researcher and the
purpose of the survey while requesting the cooperation of the secretaries in completing the
questionnaire. The cover page of the questionnaire assured respondents of anonymity and the

confidentiality of their responses. The secretaries were informed that the data collected would be
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used solely for academic purposes. A total of one hundred and ninety-five (195) copies of the
questionnaire were administered to the secretaries in the selected private tertiary institutions in
Osun State, Nigeria, in person by the researcher, with the assistance of 2 research assistants that
were trained for two days. Respondents were given sufficient time to complete the questionnaire,
after which the completed copies were retrieved, collated, and prepared for anaW& by the
researcher and the 2 research assistants. A total of 195 questionnaires were admmaistered, out of
which 180 were filled and returned, which represents 92.2% response. %&}otal number of
15 were not returned/returned but not used, which represents 7.8% r:

3.8 Method of Data Analysis 0

The data collected for this study were analyzed using @al Product and Service Solution
(SPSS) version 21. Descriptive statistics, includir&luency counts and percentages, were
employed to examine the demographic @fgristics of the respondents. Additionally,

frequency counts, percentages, meanss 3& tandard deviations were used to address research

N

questions 1 to 3. For hypotheseQ’{:s?ng, inferential statistics were applied: simple linear

regression was used to te%@&eses 1 and 2, while multiple regression analysis was employed
to test hypothesis 3, al&

&

gnificance level of p < 0.05.
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Chapter Four
Results and Discussion of Findings
This chapter presents the results and discussion of the study’s findings. SectioQ%vides a
descriptive analysis of the data, using frequency counts, percentages, an@. Section II
addresses the research questions and hypotheses, presenting the t &obtained from the
analyses. Section III offers a detailed discussion of the ﬁndin% relation to the study’s

objectives and relevant literature. QQ

Table 4.1: Response Rate

Q\
fb\

Response Rate Frequency§ Percentage
O\

Returned and Used @0 180 92.2

Not returned/Returned but not used 5& 15 7.8

Number of Distributed Questionna@? 195 100.0

\
Source: Field Survey, 2025 Q\\

N

The target responderV&the study were secretaries in private tertiary institutions in Osun State,
Nigeria. A total \95 questionnaires were administered, out of which 180 were filled and
returned, @ represents 92.2% response.

4.1 Démographic Data Analysis

This section provides a descriptive analysis of the respondents’ demographic characteristics,

presented using frequency distribution tables. The corresponding tables are provided below.
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Table 4.2: Demographic Information of the Respondents

Demographic Characteristics Frequency Percentage
Gender Male 41 22.8
Female 139 77 \
Age 20 years and below -
21-30 years 17 @
31-40 years 63 .0
41-50 years 75 41.7
51-60 years 22 O 12.2
61 years and above 3% 1.7
Highest Educational OND @ 8.3
Qualification NCE 7.2
HND Q 51 28.3
B.Sc 86 47.8
Masters 6’§ 3 1.7
Others 12 6.7
Years of Work Experience  Less than 1 ye NQ% 10 5.6
1-5 years \ 54 30.0
6-10 years 64 35.6
11-15y ’\' 40 22.2
16-20 yea 8 4.4
21 and above 4 2.2

Source: Field Survey, 2025 Q\\

N

Table 4.2 presents.tb\QA{nographic characteristics of the respondents. The gender distribution
indicates that& .8%) of the respondents were male, while the majority indicating 139
(77.2%) \@’bbmale. This shows that there are considerably more female than male participants
in the study, reflecting a female-dominant sample. The gender gap is substantial, with a
difference of 54.4% between male and female respondents. In terms of age, the data reveals that

none of the respondents were 20 years old or below. A total of 17 (9.4%) were between the ages

of 21-30 years, 63 (35.0%) were between 31-40 years, 75 (41.7%) were within the 41-50 years
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age range, 22 (12.2%) fell between 51-60 years, and 3 (1.7%) were aged 61 years and above.
The largest proportion of respondents were aged 41-50 years, indicating that most participants
are mid-career professionals. Nonetheless, with 44.4% of respondents aged 40 years or younger,
there is also a significant representation of younger individuals, showing that early-career

participants form a notable part of the sample. \

With regard to educational qualifications, the data shows that 15 (8.3%) C’ondents had
Ordinary National Diploma (OND), 13 (7.2%) had Nigeria Certificate ﬁQucatlon (NCE), and
51 (28.3%) held Higher National Diploma (HND) qualificati

‘@

nder the “Others” category. The data

e largest group, 86

respondents (47.8%), held a Bachelor of Science (B.Sc) while only 3 (1.7%) had a

Master’s degree. An additional 12 respondents (6.7%) fi
reveals that the majority of respondents possesseﬂaéher—level qualifications such as B.Sc and

HND, together comprising 76.1% of the sar&@r his suggests that formal education is widely

prevalent among respondents, with a st @sence of degree holders.

In terms of years of work exp&i&e, 10 respondents (5.6%) had less than one year of experience,
54 (30.0%) had betweeﬁbS years, 64 (35.6%) had between 610 years, 40 (22.2%) had
between 11-15 @&8 4%) had between 16-20 years, and 4 (2.2%) had over 21 years of
experience. T@aajority of respondents (57.8%) had between 6—15 years of work experience,
indicas'{g/% workforce with considerable professional exposure. Overall, the demographic
information indicates that the majority of respondents were educated females, predominantly in
the 41-50-year age bracket, holding either B.Sc or HND qualifications, and possessing

substantial professional experience in the range of 615 years.

4.2 Answers to Research Questions
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Research question 1: What is the level of service quality of secretaries in private tertiary

institutions in Osun State, Nigeria?

Table 4.3: Level of service quality of secretaries in private tertiary institutions

s/m  Items VH H L VL X Std.
dev
Reliability of Service

1 When I promise to do something by a 58 93 3.11  0.80
certain time, I do so (32.2%) (51.7%) ( 10 6%) (

2 I am sympathetic and reassuring when 50 60
students, lecturers and stakeholders have (27.8%) (33.3%) (20 O‘V) %) 1.07
problems

3 Other employees depend on me for some 47 Q 30 267  1.04
certain tasks (26.1%) (31 7%) % (16.7%) ' '

4  Iprovide service at the time I promise to do 52 22 287 097
SO (29.5%) (4 (17.6%) (12.5%) ' '
Assurance of Service %

5  Tam expected that my behaviour instills 56 ’§ 30 16 297 0.9]
confidence among students in the institution (31.1 3.3%) (16.7%) (8.9%) ) )

6  Tam expected that the students in the 60 % 0 27 3 (1.7%)

(50.0%) (15.0%) 3.15  0.73

to them
7  Iam consistently courteous with students 84 17 14
36 1%)

institution feel safe in the services I render @
lecturers and other stakeholders W1th1n (46.7%) (9.4%) (7.8%) 3.11 0.87

pertaining to the goals and objéectivgs in this (31.7%) (45.0%) (16.1%) (7.2%) 3.01 0.88

institution \,
8  Ihave the knowledge to answer w S 81 29 13
institution QQ

Physical Tangibles
9  Tam expected to hav ern ICT 44 90 36 10 293 081
equipment for effeefi ice delivery (24.4%) (50.0%) (20.0%) (5.6%) ' '
10 I have visually appealinig facilities for 66 87 15 12 3115 0.83
effective servige'delivery (36.7%) (48.3%) (8.3%) (6.7%) ' '
11 Tam expect ppear neat and have 52 84 32 12 298 0.86
personal a ance (28.9%) (46.7%) (17.8%) (6.7%) ) )
12 1 expe(%‘lw materials provided for me are 59 75 28 18
appealing to students and other non- (32.8%) (41.7%) (15.6%) (10.0%) 297 0.94
academic staff
Empathy of Secretaries
13 TIam expected to give individual attentionto 53 81 30 16
students and lecturers who come for my (29.4%) (45.0%) (16.7%) (8.9%) 295 0.90
service
14 Iam expected to give personal attention to 57 72 37 14 296 091
students and lecturers who come for my (31.7%) (40.0%) (20.6%) (7.7%) ' '
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service

15 Itis expected that I know the needs of 64 85 20 11 312 0.3
students, lecturers and stakeholders (35.6%) (47.2%) (11.1%) (6.1%) ' '

16 It is expected that I have the interest of 50 77 39 14 291 089
students, lecturers and stakeholders at heart  (27.8%) (42.8%) (21.7%) (7.8%) ' '
Responsiveness to Service

17 Tinform students when services will be 58 80 27 15 301 0.90
performed (32.2%) (44.4%) (15.0%) (8.3%) ' '

18 students and lecturers expect prompt 65 62 38 15 298 095
services from me (36.1%) (34.4%) (21.1%) (8.3¢ ) )

19 Itis a problem if I am too busy to respond to 69 69 22 26@ 304 097
students and lecturers request promptly (38.3%) (38.3%) (12.2%) ) ' '

20 I expect to always help students, lecturers 52 87 23 8 296  0.90
and other stakeholders in the institution (28.9%) (48.3%) (12 :igo'\ (10.0%) ) )

Weighted Mean: 2.97 N -

Decision Rule: Very Low =1.00 — 1.74; Low=1.75 — 2.49; High =2.5W Very High 3.25 — 4.00
Key: Very High (VH)=4, High (H)=3, Low (L)=2 Very Low (V]
Source: Field Survey (2025) Q

Table 4.3 presents the results on the service quality&tretaries in private tertiary institutions.

Responses were categorized into Very High @gh (H), Low (L), and Very Low (VL) levels.

For analytical purposes, VH and H wg@;erged into “High Level,” while L and VL were
merged into “Low Level.” Under %&caability of service dimension, the results indicate that a
majority of respondents de@ted high reliability in meeting commitments and fulfilling

promises. Specifically, gbespondents (83.9%) reported that they always complete tasks as
16.1

promised, while éb;@

addressing s was rated high by 110 respondents (61.1%), compared to 70 (38.9%) who

%) indicated otherwise. Being sympathetic and reassuring when

rated @otal of 104 respondents (57.8%) indicated that colleagues often depend on them for
certain tasks, while 76 (42.2%) reported low reliance. Likewise, 127 respondents (72.0%) stated

they deliver services at the promised time, while 53 (28.0%) disagreed.

In the assurance of service category, most secretaries reported that their conduct inspires

confidence in students, with 134 respondents (74.4%) rating high and 46 (25.6%) rating low.
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Feeling that students are safe with their services was affirmed by 150 respondents (83.3%), while
30 (16.7%) reported otherwise. Being consistently courteous was rated high by 149 respondents
(82.8%), compared to 31 (17.2%) with low ratings. Additionally, 138 respondents (76.7%)
agreed they possess adequate knowledge to address institutional goals and objectives, while 42
(23.3%) disagreed. Regarding physical tangibles, results show that 134 respondents (74.4%)
reported having access to modern ICT equipment for effective service quality, 46 (25.6%)
did not. Having visually appealing facilities was rated high by 153 responde 5.0%), with 27
(15.0%) indicating low levels. Similarly, 136 respondents (75.6%) c l@& maintaining a neat
=

and professional appearance, while 44 (24.4%) disagreed. Th vision of appealing materials

for students and staff was rated high by 134 respondents ( 0), compared to 46 (25.5%) with
low ratings. &Q

For the empathy of secretaries’ dimension, @ondents (74.4%) reported giving individual
attention to students and lecturers, M@ (25.6%) did not. Giving personal attention was
reported high by 129 respondents@\ %), with 51 (28.3%) rating low. Knowing the needs of
stakeholders was affirmed b;&&’ respondents (82.8%), while 31 (17.2%) disagreed. Likewise,
127 respondents (70.6%) réported that they have the interest of stakeholders at heart, compared
to 53 (29.4%) who %t. In the responsiveness to service category, 138 respondents (76.6%)
reported in g students about when services will be performed, while 42 (23.4%) did not.
Provid}gg/%rompt service was rated high by 127 respondents (70.5%), with 53 (29.5%)
indicating low levels. Considering it a problem to delay responses was affirmed by 138

respondents (76.6%), while 42 (23.4%) disagreed. Willingness to always help students and

stakeholders was rated high by 139 respondents (77.2%), compared to 41 (22.8%) who rated low.
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With a weighted mean score of 2.98, the results indicate a generally moderate level of service
quality among secretaries in private tertiary institutions in Osun state. The findings suggest that
while the majority of secretaries exhibit high competence in areas such as reliability, assurance,
and responsiveness, there is room for improvement—particularly in strengthening empathy and

ensuring consistency in problem resolution.

Research question 2: What is the level of information communication techt’glf efficacy

of secretaries in private tertiary institutions in Osun State, Nigeria?

Table 4.4: Level of information communication technology s lf%cy of secretaries in
private tertiary institutions ( \

s/m Items VH H QVL VL X Std.
dev

Mastery Experience

1 Secretary uses computer to plan the day’s 75 f@ 12 4 (2.2%) 331 0.69
activities 41 (49.4%) (6.7%) ' )

2 Secretary can confidently trouble shoot any %Q 67 50 7 (3.9%) 296 088
computer problem %)  (37.2%) (27.8%) ' '

3 My confidence level in working on a 89 30 13(7.2)
personal computer, smart phone, CJ 6 7%) (49.4%) (16.7%) 295 0.88
educational software is impressive K

4  Secretary knows what to do whe 67 53 23
problem arises while worki ith the (20.6%) (37.2%) (29.4%) (12.8%) 2.65 0.94
computer %
Vicarious Experi

5  Secretaries level u&g smart phones to 54 75 32 19
carry out any task juSt like using the (30.0%) (41.7%) (17.8%) (10.6%) 291 0.96
computer

6  Secretarie pdate their knowledge 76 81 15 8 (4.4%)
constantly_in order to meet with the (42.2%) (45.0%) (8.3%) 325 0.79
technological changes

7  Secretaries developed a framework for 51 87 32 10
competence building through working (28.3%) (48.3%) (17.8%) (5.6%) 305 0.84
closely with other experience senior ' '
colleagues

8 I can write any kind of text with the 74 102 4(2.2%) -- 339 0.54
computer (41.1%) (56.7%) ) '
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Social Persuasion

Source: Field Survey (2025) @

Table 4.4 presents the level of infoméﬁk& d communication technology (ICT) self-efficacy
among secretaries in private t@rt@ustitutions. Responses were grouped into four levels: Very
High Extent (VHE), Hig% (HE), Low Extent (LE), and Very Low Extent (VLE). For ease
of interpretation, Veg\q'%h and High Extent were merged to represent “High Level” of ICT self-

efficacy, whil%(&ihd Very Low Extent were merged as “Low Level.”

In the\%%’y experience dimension, findings show that a majority of secretaries demonstrate
strong competence in basic ICT operations. Specifically, 164 respondents (91.1%) reported high
ability in using computers to plan their daily activities, while only 16 (8.9%) reported low ability.
In troubleshooting computer problems, 123 respondents (68.3%) indicated high competence,
compared to 57 (31.7%) who reported low competence. Similarly, 137 respondents (76.1%) rated

120

9  Using ICT enhances the learning of 70 95 15 -- 331 059
relevant and current things (38.9%) (52.8%) (8.3%) ' '
10 Using ICT helps the secretary to think 55 96 24 5(2.8%) 312 072
deeply (30.6%) (53.3%) (13.3%) ' '
11 ICT permits access to current learning 54 121 52.8%) -- 327 050
materials (30.0%) (67.2%) ' '
12 Using ICT allows the secretary to get first- 57 81 24 18 208 0.93
hand information (31.7%) (45.0%) (13.3%) (10.0 ) )
Physiological and Emotional State 6\
13 I feel anxious when trying to use 21 54 64 @ 247 0.96
unfamiliar technology (11.7%)  (30.0%) (35.6%) \(172%) ' '
14 Using ICT tools makes me feel confident 60 100 16 2.2%) 390 065
and in control (33.3%)  (55.6%) (8. ' '
15 I feel mentally exhausted after using 27 70 % 13 262 088
certain digital applications. (15.0%) (38.9% 9%)  (7.2%) ' '
16 I get nervous when I encounter errors while 28 71 662 19 260 0.92
using ICT tools (15.6%) (3980~ (34.4%) (10.6%) '
Weighted M{al}./ 2.99
Decision Rule: Very Low =1.00— 1.74,; Low=1.75 — 2. h =2.50 — 3.24; Very High 3.25 — 4.00
Key: Very High (VH)=4, High (H)=3, Low (L)=2 ow (VL)=1



their confidence in using personal computers, smartphones, and educational software as high,
while 43 (23.9%) rated it low. However, when it comes to knowing what to do when a problem
arises while using a computer, only 104 respondents (57.8%) expressed high competence, while
76 (42.2%) rated themselves low, indicating a notable skill gap in technical problem-solving.
Under vicarious experience, the data reveal moderate to high exposure to ICT—relz&ﬂeaming
from peers and practice. A total of 129 respondents (71.7%) reported a high lev ill in using
smartphones to carry out tasks, while 51 (28.3%) had low ratings. Further<o 57 respondents
(87.2%) indicated they frequently update their ICT knowledge to @ p with technological
changes. Likewise, 138 respondents (76.6%) reported dev@%ompetence by working
closely with experienced colleagues, while 42 (23.4%) di Writing any kind of text with a

computer had the highest positive response in thib sion, with 176 respondents (97.8%)

indicating high ability and only 4 (2.2%) repo@v ability.

In the social persuasion dimension, é%\’@ﬁes generally believed in the benefits of ICT in
improving work efficiency. .Sp c@glly, 165 respondents (91.7%) agreed that using ICT
enhances learning relevan f@rrent information. Similarly, 151 respondents (83.9%) felt ICT
helps them think n}q&eply, while 29 (16.1%) disagreed. Access to current learning materials
via ICT was 1s£@>ﬁly rated, with 175 respondents (97.2%) agreeing. In contrast, only 138
responden -1%) agreed that ICT gives them access to first-hand information, while 42
(23.3°Ned this ability low. The physiological and emotional state dimension reflected more
variation in responses. Only 75 respondents (41.7%) reported low anxiety when using unfamiliar
technology, while 149 (58.3%) expressed some level of anxiety. Confidence and control when
using ICT tools was relatively high, with 160 respondents (88.9%) reporting high ratings.

However, mental exhaustion after using certain digital applications was common, with only 97
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respondents (53.9%) reporting low exhaustion levels, compared to 83 (46.1%) who reported high
exhaustion. Similarly, only 99 respondents (54.9%) reported low nervousness when encountering

ICT errors, while 81 (45.1%) indicated high nervousness.

With a weighted mean score of 2.99, the findings suggest that the level of ICT self-efficacy
among secretaries in private tertiary institutions is moderately high. While mas routine
ICT tasks, access to learning materials, and confidence in technology use Q@'\g, there are
notable challenges in troubleshooting, handling ICT-related anxiet 4&1 managing mental
fatigue. Addressing these areas through targeted training and s% ay further strengthen

secretaries’ ICT competence and confidence in the workpla 0

Research question 3: What is the level of capacig@%ng of secretaries in private tertiary

institutions in Osun State, Nigeria? @

Table 4.5: Level of capacity building.y&c taries in private tertiary institutions

Items \‘3‘ VH H L VL X Std.
NN dev
Training of Secretaries ‘N
Training enables me to 0@ quality 63 103 8(4.4%) 6(3.3%) 394 0.69
work, (35.0%) (57.2%) ' ’
Knowledge gained during”training has 69 &9 17 5(2.8%) 393 073
positively improye %' lity of service  (38.3%) (49.4%) (9.4%) ' '
Training enableénj o effectively inspire 54 92 32 2 (1.1%) 210 072
other employees (30.0%) (51.1%) (17.8%) ) ’
Training me to deal effectively 72 84 22 2 (1.1%) 376 071
with wo, (40.0%) (46.7%) (12.2%) ' '
InveﬁwV in Education
The ledge gained during education 53 74 38 15 295 074
positively improve work performance (29.4%) (41.1%) (21.1%) (8.3%) ' '
Educational  opportunities in  the 57 79 27 17

institution is a source of motivation that (31.7%) (43.9%) (15.0%) (9.4%) 2.98 0.92
makes me to put in more effort in my job
My institution encourage employee to 46 90 32 12

further their education (25.6%)  (50.0%) (17.8%) (6.7%) 294 083
My institution sponsors its employees for 12 37 91 40 5 12 0.83
long course (6.7%) (20.6%) (50.6%) (22.2%) ) )

Experience and Knowledge Acquisition
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9 I am capable of using modern office 70 96 11 3 (1.7%)
machines and technologies (e.g., printers, (38.9%) (53.3%) (6.1%) 329  0.66
scanners, photocopiers).
10 I communicate effectively with staff, 68 94 14 4 (2.2%) 396 0.69
students, and external stakeholders (37.8%) (52.2%) (7.8%) ) '
11 1 effectively manage schedules and 50 107 19 4 (2.2%) 313 0.68
appointments (27.8%) (59.4%) (10.6%) ’ ’
12 1 am able to resolve work-related issues 57 103 16 4 (2.2%) 318 0.68
independently (31.7%) (57.2%) (8.9%) ) )
Weighted Mean: 2.92 A\
Decision Rule: Very Low =1.00 — 1.74; Low=1.75 — 2.49; High =2.50 — 3.24; Very H@.’% —4.00
Key: Very High (VH)=4, High (H)=3, Low (L)=2 Very Low (VL)=1 Q

Source: Field Survey (2025) <

Table 4.5 presents the level of capacity building of secretaries % e tertiary institutions.
Responses were grouped into four levels: Very High Exten High Extent (H), Low Extent
(L), and Very Low Extent (VL). For ease of interpretatigh, the decision rule was applied where

mean scores between 4.00 and 3.00 indicate a Higﬁb@@l% to 2.00 indicate Moderate, 1.99 to

1.00 indicate Low, and 0.99 to 0.00 indicate V@ow.

In the training of secretaries’ dimens@e majority of respondents perceived training as highly
beneficial. Specifically, 166 re nts (92.2%) agreed that training enables them to produce

quality work (Mean = 3.2& 0.69). Similarly, knowledge gained during training was seen to

positively improvi‘@lity of service for 158 respondents (87.7%) (Mean = 3.23, SD = 0.73).

Training was @

SD = 0.7, with 156 respondents (86.7%) indicating high agreement. However, the item on

ported to assist secretaries in dealing effectively with work (Mean = 3.26,

training enabling secretaries to effectively inspire other employees received a lower mean of 2.10

(SD =0.72), reflecting a moderate perception of training’s impact on motivation and leadership.

Regarding education, secretaries moderately agreed that knowledge gained through education

positively improves work performance (Mean = 2.25, SD = (0.74), with 127 respondents (70.5%)
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indicating high levels of agreement. Educational opportunities provided by the institution were
seen as motivating factors to increase job effort (Mean = 2.98, SD = 0.92). Institutional
encouragement for further education also rated moderately high (Mean = 2.94, SD = 0.83).
However, sponsorship by institutions for long courses received the lowest rating (Mean = 2.12,
SD = 0.83), indicating that over 70% of respondents viewed institutional support f&ng-term
education as insufficient. In the experience and knowledge acquisition dime@Q secretaries
reported the highest capacity levels. The majority felt capable of using mod ffice machines
and technologies such as printers and scanners (Mean = 3.29, SD = 0 with 166 respondents
(92.2%) rating themselves highly. Effective communication ywi %ﬁ students, and external
stakeholders also received a high rating (Mean = 3.26, @: 0.69). Additionally, managing

schedules and appointments (Mean = 3.13, SD = 0. independently resolving work-related

issues (Mean = 3.18, SD = 0.68) were competq@ecretaries felt confident about.

Overall, the weighted mean score of g&ggests that the level of capacity building among
secretaries in private tertiary instit@ns is moderate. While practical skills and training effects
are strongly perceived, aregﬁ%k as leadership inspiration and sponsorship for further education
gv!es

4.3 Test of Hypot

require attention.

Hol: Thelébo significant influence of information communication technology self-efficacy on
service quality of secretaries in private tertiary institutions in Osun State, Nigeria.

Table 4.6: Influence of information communication technology self-efficacy on service
quality of secretaries

Model R R Square  Adjusted R Square Std. Error of the Estimate
1 .320° 102 .097 5.19500
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a. Predictors: (Constant), information communication technology self-efficacy

Sum of
Model Squares Df  Mean Square F Sig.
1 Regression 546.199 1 546.199  20.239 .000P
Residual 4803.863 178 26.988
Total 5350.061 179

a. Dependent Variable: Service quality
b. Predictors: (Constant), information communication technology self-efficacy

N\

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta T Sig.
1 (Constant) 28.069 1.777 15.794 .000
ICT self-efficacy 285 .063 320 4.499 .000

a. Dependent Variable: Service quality

Table 4.6 reveals the information %Qralflication technology self-efficacy on service quality of
secretaries in private tertiary i tions in Osun State, Nigeria. It was tested using regression
analysis. The result yiel &oefﬁcient of multiple regressions R = 0.320 and multiple R-square
= 0.102. This suﬁ.egsq\‘h the measures of information communication technology self-efficacy
factors com ' accounted for 10.2% variance in the prediction of service quality. The other
factor%gdnting 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 information
communication technology self-efficacy on service quality of secretaries in private tertiary
institutions in Osun State, Nigeria, Fq, 178y = 20.239, p<0.05. This implies that information
communication technology self-efficacy measures (mastery experience, vicarious experience,
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social persuasion and physiological and emotional state) influence service quality of secretaries
in private tertiary institutions in Osun State, Nigeria. Results in the table also showed that
information communication technology self-efficacy predicts service quality of secretaries in

private tertiary institutions in Osun State, Nigeria (Beta = .320, t= 4.499, p<0.05). Therefore,

Hol is rejected. \

Ho2: There is no significant influence of capacity building on service &&)f secretaries in

private tertiary institutions in Osun State, Nigeria.

Table 4.7: Influence of capacity building on service quality pf\&ries
Model R R Square  Adjusted R Square Std. Error of the Estimate
1 2252 051 .045 5.34165

c. Predictors: (Constant), Capacity building

Sum of Mean
Model Squares Df Square F Sig.
1 Regression 271.143 1 271.143 9.503 .002°
Residual 5078.918 178 28.533
Total 5350.061 179

a. Dependent Variable: Service quality
d. Predictors: (Constant), Capacity building

2 N\)

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 31.425 1.496 20.999 .000
Capacity building 222 072 225 3.083 .002

a. Dependent Variable: Service quality
Table 4.7 reveals the influence of capacity building on service quality of secretaries in private
tertiary institutions in Osun State, Nigeria. It was tested using regression analysis. The result

yielded a coefficient of multiple regressions R = 0.225 and multiple R-square = 0.051. This
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suggests that the measures of capacity building factors combined accounted for 5.2% variance in
the prediction of service quality. 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 capacity building on service quality of secretaries in private tertiary
institutions in Osun State, Nigeria, F(1, 178y = 9.503, p<0.05. This implies that capaci&building
measures (training of secretaries, education and experience and knowledge acquisitien) influence
service quality of secretaries in private tertiary institutions in Osun State, gg; Results in the
table also showed that capacity building predicts service quality of e rles in private tertiary
institutions in Osun State, Nigeria (Beta = .225, t= 3.083, p<0 refore, Hol is rejected.

Ho3: There is no significant combined influence of informz@ communication technology self-

efficacy and capacity building on service quality osé&ﬂes in private tertiary institutions in

Osun State, Nigeria. \Q’b

Table 4.8: Combined Influence of info ion communication technology self-efficacy and
capacity building on serviee lity of secretaries
Model R R Square  Adjusted R Square Std. Error of the Estimate
1 3802 144 134 5.08630

a. Predictors: (Constant), information communication technology self-efficacy and capacity building

Sum of
Model Squares Df  Mean Square F Sig.
1 Regression 770.997 2 385.498  14.901 .000°
Residual 4579.064 177 25.870
Total 5350.061 179

a. Dependent Variable: Service quality
b. Predictors: (Constant), information communication technology self-efficacy and capacity
building

Unstandardized Standardized
Model Coefficients Coefficients t Sig.
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B Std. Error Beta

1 (Constant) 24.334 2.152 11.306 .000
ICT self-efficacy 273 .062 306 4.396 .000
Capacity building 202 .069 205 2.948 .004

a. Dependent Variable: Service quality
Table 4.8 reveals the significant combined influence of information communication technology
self-efficacy and capacity building on service quality of secretaries in private tertiagg~stitutions

in Osun State, Nigeria. It was tested using regression analysis. The result yie e@oefﬁcient of

multiple regressions R = 0.520 and multiple R-square = 0.380. This su that the measures of
information communication technology self-efficacy and capaci ing factors combined
accounted for 14.4% variance in the prediction of service The other factors accounting

for the remaining variance are beyond the scope of th'év\tu y. The result from the regression
analysis shows that there was a significant combir&ﬂuence of information communication
technology self-efficacy and capacity buildin}\\@ewice quality of secretaries in private tertiary
institutions in Osun State, Nigeria, F()\%;% 14.901, p<0.05. This implies that information
communication technology self- @cy measures (mastery experience, vicarious experience,
social persuasion and p s@ical and emotional state) and capacity building measures
(training of secretarle%ucation and experience and knowledge acquisition) influence service
quality of sec et&/\m private tertiary institutions in Osun State, Nigeria. Results in the table
also show at information communication technology self-efficacy had the highest
contrlw to the prediction of service quality and was significant (Beta = .306, t= 4.396,
p<0.05) while capacity building had the least contribution to the prediction of service quality of

secretaries and was significant (Beta =.205, t= 2.948, p<0.05). Therefore, Ho3 is rejected.

4.4 Discussion of Findings
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Results from research question one showed that the level of service quality of secretaries in
private tertiary institutions in Osun State, Nigeria is moderately high. The findings suggest that
while the majority of secretaries exhibit high competence in areas such as reliability, assurance,
and responsiveness, there is room for improvement, particularly in strengthening empathy and
ensuring consistency in problem resolution. The finding aligns with a previou&dy that
explored the relationship between service quality dimensions and custom alty in the
Nigerian telecom sector, particularly investigating the mediating role of, cuggp:er satisfaction.
Data for the study were collected from 183 experienced telec r@ers, and SERVPERF
alongside correlation analysis was employed to assess the re %ﬂps It was found that the
level of service quality of employees was moderately high@ research found a substantial link
between empathy and client loyalty and satisfactionb%%ndings also lend credence to another
study examined the impact of functional sé@ervice quality on customer satisfaction in
Nigerian insurance industry. The aims.o;&esearch were to examine the reasons for negative
perception and low patronage of mers toward the services that are provided by the
insurance companies in Osun’ @, Nigeria of Nigeria. It was found that the level of service
quality of employees wa erate. Customer satisfaction in the insurance market is positively
influenced by re U@ess, assurance, dependability, tangibility, and empathy, which are all
aspects of fun@nal quality services®.

The ﬁ%%a so goes in line with a study a study that examined service quality by health
information management professionals in government teaching hospitals in Nigeria. Result
revealed that the level of service quality of health information managers was moderate®. The

finding also align with another study that investigated the influence of records management on

service quality service in the public sector in Kenya and the findings showed that the level of
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service quality was moderate. The study recommends that land records management processes

should be audited for compliance to standard procedures: updating, regulating access®.

Results from research question two revealed that the level of ICT self-efficacy among secretaries
in private tertiary institutions is moderately high. While mastery of routine ICT tasks, access to
learning materials, and confidence in technology use are strong, there are notable oh&enges in
troubleshooting, handling ICT-related anxiety, and managing mental fatigue smg these
areas through targeted training and support may further strengthen secrefaries™ICT competence
and confidence in the workplace. The finding lends credence to_a @ that investigated the
influence of technology self-efficacy on service quahty g academic staff in public
universities in Southwest Nigeria. The researchers co ected data from 264 academic staff
members and employed structural equation modeh@analyze the relationships. The findings
revealed that the level of ICT self—efﬁcacyoyees was high, and it was affirmed that
higher levels of technology self—effma\@igniﬁcantly predicted increased service quality.
Moreover, ICT adoption served Q’&cgediating factor, suggesting that when employees are
confident in their technolo 1@ ilities, they are more likely to engage with ICT tools, leading
to higher service quaht enhanced engagement can translate into improved service quality,

as engaged empl ee are more committed to delivering superior services®.

The ﬁndi%%o validates a study that examined the relationship between computer self-efficacy,
data &ﬁty management, and service quality among health information management
professionals. Finding showed that the level of computer self-efficacy was moderate. The results
demonstrated that higher computer self-efficacy was associated with improved service quality,
highlighting the importance of ICT competencies in the healthcare sector®. The finding also

supports a study that explored the role of ICT self-efficacy in enhancing service quality among
130



secretaries in Ugandan universities. It was found that the level of ICT self-efficacy was
moderately high. The findings showed that employees with high ICT self-efficacy were more
effective in using university management systems, which improved student satisfaction and the
overall quality of administrative services. The study highlighted the need for continuous

professional development to sustain high ICT self-efficacy levels’. \

Results from research question three revealed that the level of capacit ing among
secretaries in private tertiary institutions is moderate. While practical sk%gdtraining effects
are strongly perceived, areas such as leadership inspiration and sp for further education
require attention. The finding goes in line with a study that red the relationship between
capacity building and service quality in Nigerian p@@ector organizations, particularly
focusing on government offices in Southwest Nig@% was found that the level of capacity

O

building of employees was moderate. The found that employees who participated in
capacity building programs, such as @ghops on communication skills, leadership, and
customer service, demonstrated im, %ﬁ ability to deliver efficient public services. The research

concluded that investing @ty building within the public sector could enhance service

quality by improving % e skills, confidence, and job satisfaction®.

X
The finding also \dates a study that investigated the relationship between human capacity
building @rérvice quality in healthcare institutions in South-South Nigeria. The study found
that reg\ugr professional development programs and in-service training for healthcare workers
significantly improved service quality, particularly in patient care. Training initiatives focused on

medical technologies, customer care, and professional ethics, all contributed to improving the

quality of services provided. Additionally, the study highlighted that healthcare workers who
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underwent capacity building programs reported higher job satisfaction and were better equipped
to manage patient needs, leading to better patient experiences and reduced service quality errors’.
The finding also corroborates a study that focused on the banking sector in South-South Nigeria.
examining how capacity building influenced service quality in banks. It was found that the level
of capacity building of employees was moderate. The research revealed that banks th&egularly
invested in training programs for their employees, particularly in the ar Qf customer
relationship management, digital banking tools, and communication ibemonstrated a
significant improvement in service quality. The study emphasized talning employees on
emerging banking technologies such as mobile banking a o%’ne services led to better
customer service experience and satisfaction. Furtherm well-trained employees in the
banking sector were better equipped to handle cus&%%quiries efficiently, reducing waiting

times and errors in transaction processes!®. \Q’b

The finding corroborates a study that ﬂ@?ducted on the hospitality industry in South-South
Nigeria. Exploring how capacity I@ing impacts service quality. It was found that the level of
capacity building of emp @in hospitality is moderate. The study found that continuous
training programs, espécially those focused on guest management, hospitality etiquette, and
conflict resolutio@ctly influenced the service quality in hotels and resorts. Capacity building
programs articularly effective in improving employees' ability to provide personalized
service guests, resolve complaints efficiently, and manage day-to-day hotel operations. The
researchers observed that capacity building contributed to improved guest satisfaction, positive
feedback, and enhanced customer loyalty!!. A study explored the impact of capacity building on

service quality in the education sector, specifically in universities and colleges in South-South

Nigeria. Findings showed that the level of capacity building of employees was high. The study
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concluded that faculty and secretaries who participated in professional development programs
were better equipped to deliver high-quality teaching and provide efficient administrative
services. The training programs focused on improving teaching methods, incorporating new
educational technologies, and enhancing student engagement. Students' satisfaction with their

educational experience improved as a result of more competent and motivated educa‘gsu.

Results from hypothesis one showed that there was significant influen @Qﬂformation
communication technology self-efficacy on service quality of secretafies private tertiary
institutions in Osun State, Nigeria. The finding supports a study that onducted on ICT self-
efficacy and its influence on service quality in UK universitie@sults showed that there was a
significant influence of ICT self-efficacy on service qual'&@e study found that academic staff
with high ICT self-efficacy were more effective in @ digital platforms for teaching, grading,
and communication with students. They werter able to use data management systems to
ensure timely feedback and academic s@ for students. This ultimately improved the overall
quality of educational services pro@dc%y the institution. The study emphasized the importance
of fostering high levels of @—efﬁcacy to enhance service quality in educational settings'3.
The finding also corroborates a study that explored the impact of ICT self-efficacy on service
S

quality among s@

impact of | -efficacy on service quality among secretaries. Employees with high ICT self-

in Kenyan universities. Findings showed that there was significant

efﬁcac}s@%:tively used digital tools for student enrollment, record-keeping, and communication,
leading to greater operational efficiency. The study emphasized the role of professional

development programs in maintaining high ICT self-efficacy levels among staff'.

Results from hypothesis two showed that there was significant influence of capacity building on

service quality of secretaries in private tertiary institutions in Osun State, Nigeria. The finding
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lends credence to a study that examined the relationship between capacity building and service
quality in banks operating in Southwest Nigeria. The study found that banks that invested in
regular training programs for their employees saw a marked improvement in service quality, as
employees were more equipped to handle customer inquiries, provide accurate information, and
manage banking technologies. The study revealed that human capacity building, thrc&training
and skill development, significantly enhanced employees’ job performance a r ability to
offer superior service to customers'>. The finding concurs with a study € argllpd the effects of
capacity building on service quality in healthcare institutions in S u@st Nigeria. The study
highlighted that healthcare providers who underwent continu@t;%ng, including workshops
on patient communication and medical technologies, were e to provide better quality care.
The research found that such training led to bettb@lt handling, quicker diagnoses, and

improved overall service quality in healthcare

The finding goes in line with a study @splored the impact of capacity building on service
quality in educational institutions Q"ﬁc&thwest Nigeria. Particularly in universities. The study
revealed that faculty me Q secretaries who received regular professional development
opportunities demons‘m& etter teaching practices, improved communication with students,
and a stronger a@s o ‘integrate technology into their teaching. The study found a positive
relatlonshlp@en the training programs offered to staff and the academic quality delivered to
studen%&ich contributed to improved student satisfaction and learning outcomes'’. The
finding also supports a study that explored the influence of capacity building on healthcare
service quality in Uganda. It was found that there was significant influence of capacity building
on service quality. The study found that continuous professional development programs for

healthcare workers, including training in clinical skills, patient communication, and managerial
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skills, led to significant improvements in patient care and overall service quality. Healthcare
employees who received regular training were better equipped to handle patient needs, improve
their decision-making abilities, and enhance patient satisfaction. Moreover, capacity-building
programs led to increased employee motivation, job satisfaction, and reduced turnover, which

directly influenced service quality in healthcare settings!®. \

Results from hypothesis three showed that there was significant com influence of
information communication technology self-efficacy and capacity buildi&igrvice quality of
secretaries in private tertiary institutions in Osun State, Nigeria. T supports a study that
investigated the influence of ICT self-efficacy on service qual@u the UK hospitality industry,
focusing on hotel employees. Results showed that there §®signiﬁcant influence of ICT self-
efficacy on service quality. The research revealed t%%ployees who exhibited high ICT self-
efficacy were better at using booking syst@fgstomer management software, and digital
payment solutions. This enabled thenﬁ\% ovide faster, more accurate service and resolve

customer complaints efficiently. T%ch?y highlighted that ICT self-efficacy was a critical factor

in ensuring high levels of&@ satisfaction in the hospitality sector, where service quality is
etiti

key to maintaining corg ¢ advantage'®.
The finding a study that investigated how capacity building influenced the service

quality of@oyees in educational institutions in Uganda. Their study focused on teachers and
secretek{ in both primary and secondary schools. They found that teacher training programs
focused on pedagogy, curriculum delivery, and classroom management led to improved teaching
outcomes, while training for secretaries improved organizational efficiency. The research
highlighted that continuous capacity building programs enhanced the professionalism of teachers

and staff, which in turn contributed to improved student performance and overall satisfaction.
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Students also reported better academic experiences due to more engaged and competent
teachers?’. The finding also goes in line with a study that examined the effect of capacity
building on the quality of services in Uganda’s public sector organizations. It was found that
there was a significant effect of capacity building on the quality of services. Their research

showed that capacity-building programs that focused on leadership skills, customer &ice, and

project management improved the service quality in public institutions. oyees who
participated in training programs were found to be more efficient, resw public needs,
and better equipped to manage public resources effectively?!. A is efficient when the

same objectives are accomplished with the help of available r@r s and successful when the

results or accomplishments are valuable to customers?2,

>
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Chapter Five
Summary, Conclusion and Recommendations
5.1 Summary \
The study examined information communication technology self-efficacy, ¢ building and
service quality of secretaries in private tertiary institutions in Osun S&ngeria. The study
employed a descriptive survey research design, a method that @examine relationships
among variables through observation. The population study included all the 195
secretaries in all the private tertiary institutions in @Qtate, Nigeria. The sample size

comprised 195 secretaries which was determined &he total enumeration technique which

included 41 males and 139 females. @

The findings revealed that the level o é%’h\lﬁe quality of secretaries in private tertiary institutions
in Osun State, Nigeria is mode\z&%he level of ICT self-efficacy among secretaries in private
tertiary institutions in Os@%is moderate. The level of capacity building among secretaries in
private tertiary insbiﬁ\q'Ai in Osun State is moderate. The result of the hypothesis showed that
there was a %m nt influence of information communication technology self-efficacy on
service q%@of secretaries in private tertiary institutions in Osun State, Nigeria. The result of
the hyk{esis found out that there was a significant influence of capacity building on service
quality of secretaries in private tertiary institutions in Osun State, Nigeria. The result of the
hypothesis found out that there was a significant influence of information communication

technology self-efficacy and capacity building on service quality of secretaries in private tertiary
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institutions in Osun State, Nigeria. Validity and reliability of the instrument, questionnaire as the

instrument for data collection, data analysis is the statistical tools used in this study.

5.2 Conclusion

The findings of the study showed that the level of service quality of secretaries in Qﬁe tertiary
institutions in Osun State, Nigeria is moderate. Also, it was found that the Q@ information
communication technology self-efficacy among secretaries in private t é&institutions in Osun
state is moderate. The level of capacity building among secretarie%wate tertiary institutions
in Osun State is moderate. It was also found that there was cant influence of information
communication technology self-efficacy on service \@y of secretaries in private tertiary
institutions in Osun State, Nigeria. There was a icant influence of capacity building on
service quality of secretaries in private terti??g\gstitutions in Osun State, Nigeria. It could be
found that when secretaries are proﬁcié%\ ith the use of ICT tools, their self-efficacy in the use
of those tools tends to incre_ase*%;’&ch could in turn enhance their service quality. Also, if
management of the inst@periodically engages secretaries in capacity building programs
such as workshops, @ars, symposium among others or if they give liberty to secretaries to
equip their ski sg“.}as furthering their education etc. the rate at which they (secretaries) deliver
their servi §s to increase. The study concluded that information communication technology

self-eff}cafy and capacity building had a positive influence on service quality of secretaries in

private tertiary institutions in Osun State, Nigeria.

5.3 Recommendations
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Based on the findings of the study, below are the recommendations:

1.

To increase the level of service quality of secretaries, management of the private
institutions should organize time management and workflow training to ensure that
secretaries can meet promised deadlines consistently. They can also introduce feedback
systems from lecturers and students to identify delays or reliability issues for prompt
correction as this would strengthen reliability of service. Q

To enhance the service quality of secretaries, they should Vggg' personal time

management strategies to meet deadlines and deliver serv § omised. They should
d

also adopt proactive communication by informing stak@ in advance about service

timelines or delays. Q

To improve service quality, secretaries sh l@ﬁvate active listening, patience, and

empathy when dealing with students, Q@’és, and other stakeholders. They should also

maintain a courteous and pro{eg&l demeanor in all interactions to build trust and
N

confidence. \c')

To enhance the level 6®%self-efﬁcacy of secretaries, they should regularly practice

and explore nev&c&are, applications, and office technologies to enhance work

efﬁciency(/l%y ould also stay informed on emerging ICT tools that can simplify

workﬂ@, improve document management, and facilitate communication.

5.{6/%taries should learn basic troubleshooting for office equipment and ICT tools to

reduce downtime and dependency on technical support as this would thus increase their
level of ICT self-efficacy.
To excel in their positions, secretaries must commit to ongoing personal and professional

evolution. Engaging in institutional and external learning initiatives sharpens their ICT
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prowess, refines office acumen, and polishes communication talents. Acquiring pertinent
certifications and embracing concise skill-enhancement courses fosters adaptability and
competitiveness. Collaborative team-building endeavors nurture collegial connections
and motivate peers through exemplary conduct. Additionally, secretaries can augment
their capabilities through advanced studies — diplomas, degrees, or &cialized
certifications in domains such as digital office solutions, business lea , or client
relations — utilizing accessible digital academies like Coursera and i&ejln Learning for
economical skill augmentation, thus equipping them%@to address dynamic
organizational requisites with distinction. 0

5.4 Contribution to Knowledge Q

This thesis has provided significant insights in ’@Qinterplay between Information and

Communication Technology (ICT) self-efﬁc%’bpacity building, and service quality among

N\

secretaries in private tertiary instity@&m Osun State, Nigeria. By examining these

interrelationships, the research cont@ to the understanding of how ICT competencies and

professional development inﬂu& administrative effectiveness in Nigerian higher education

settings. The findings un@ore the critical role of ICT self-efficacy in shaping the performance
. o . . . .

of secretaries. MQdiéy.o the respondents reported high competence in basic ICT operations,

such as using@mputers for daily tasks and troubleshooting. However, challenges remain in

areas l@ical problem-solving, indicating a need for targeted training to bridge these gaps.

The literature reviewed in this study have conceptually given a better understanding and
knowledge of Information and Communication Technology (ICT) self-efficacy and capacity
building on service quality of secretaries. Further, the same study is encouraged to be done in

other tertiary institutions in Southwestern states of Nigeria. The literature have contributed
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geographically as it focused mainly on secretaries in all the private tertiary institutions in Osun
state which could serve as a basis for other researchers to make reference to this work when
choosing the scope of their studies. The study has contributed to the body of knowledge by
highlighting the importance of ICT self-efficacy and capacity building in enhancing the service
quality of secretaries in private tertiary institutions. The findings serve as a fm&tion for

developing strategies aimed at improving administrative practices and fosterin@re efficient

educational environment in Osun State and beyond. &Q/
5.5 Suggestions for Further Studies %O

Future studies are suggested as follows:

1. A study of this nature could also be carried out using %Qies from other local governments
in other states. More samples should be used 6%&1‘[ the result could provide a wider
representation of the populace ®%

2. Comparative studies across differenﬁ\@sms or types of institutions could also provide a
broader perspective on the effecti@;cs? of ICT and capacity-building initiatives using tertiary

institutions in Osun and O o@&%
Q

3. Future studies could a qualitative research approach to uncover insights that quantitative
.

methods may no@ﬂlre. Such an approach would allow for observations drawn from real-life

experiences@iding a deeper understanding of the actual circumstances surrounding the

servicw\&{ty of secretaries. Further studies could adopt a mixed method which comprises the

use of both quantitative and qualitative data as this would make the findings of the study to be

robust.
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Appendix 1 OQ
LEAD CITY UNIVERSITY, IBADAN xCQ/

FACULTY OF COMMUNICATION AND INFORMAT IENCE
DEPARTMENT OF OFFICE AND INFORMATIO GEMENT

Dear Respondent, Q

I am a master’s student from the above—rzla niversity and this questionnaire is

designed to elicit information on “informatio munication technology self-efficacy,

human capacity building and service quali cretaries in private tertiary institutions in
Osun State, Nigeria.”. Your prompt aqg&grh ful responses to the questions below will greatly
assist in achieving the objectives of \ese ch. Please note that all information provided will

be kept strictly confidential and Q% lely for academic purposes.

\
Thank you. QQ

ADEWALE Mobﬁa}@isola
O
\®
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R

SECTION A: Personal Data O
Please tick (V) the appropriate option and fill in the gap where necessary. &Q/

1. Name of Institution:

O
2. Gender: a. Male ( )b. Female ( ) %

3. Age:a.20-30 years ( ) b.31-40 years ( ) c.41-50 yez@i 51-60 years ()
e. 61 years and above ()

4. Educational Qualification: a. ND () b. NCE ( D ( )d.B.Sc( ) e.Master’s ()
f. Others (specify)........cooovieiiiiiiiiiiiiin.n. N\ 25
5. Years in Service: a. less than 1 year () b.\\®ears () c.6-10years d. 11-15 years ( )
e. 16-20 years ( ) 21 years and abov\
(_)
SECTION B: Service Quality Aé
INSTRUCTION: Please@ in the appropriate column

NOTE: Very High (VH§4, igh (H)=3, Low (L)=2, Very Low (SD)=1

Statements ( N\ VH |H L VL

Reliability of Service

—

When [ prp(@ to do something by a certain time, I do so

[ am sy pathetic and reassuring when students, lecturers and
stakholdets have problems

(98]

Other employees depend on me for some certain tasks

I provide service at the time I promise to do so

Assurance of Service

I am expected that my behavior instills confidence among students in
the institution

I am expected that the students in the institution feel safe in the
services I render to them

I am consistently courteous with students, lecturers and other
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stakeholders within the institution

8 | I have the knowledge to answer questions pertaining to the goals and
objectives in this institution
II1 | Physical Tangibles
9 | I am expected to have modern ICT equipment for effective service
delivery
10 | I have visually appealing facilities for effective service delivery
11 | I am expected to appear neat and have personal appearance
12 | I expect that materials provided for me are appealing to students and \1
other non-academic staff e \
IV | Empathy of Secretaries ~
13 | I am expected to give individual attention to students and lecturers
who come for my service /
14 | I am expected to give personal attention to students and lecturers wh AN
come for my service N\
15 | It is expected that I know the needs of students, lecturers and $
stakeholders ('\
16 |1t is expected that I have the interest of students, le€tuxers’ and
stakeholders at heart _
V | Responsiveness to Service \\
17 | I inform students when services will be performed?\o
18 | students and lecturers expect prompt services fréfn e
19 | It is a problem if I am too busy to respon@ dents and lecturers
request promptly \
20 | I expect to always help students, lect@%and other stakeholders in
the institution
L Q
SECTION C: ICT sam«:m@
INSTRUCTION: PleaseticK)(\) in the appropriate column
NOTE: Strongly }g\ )=4, Agree (A)=3, Disagree (D)=2, Strongly disagree (SD)=1
Statementss, N/ SA A D SD
1 Mastery Expéxience
1 Secreta@? computer to plan the day’s activities
2 | Secrétary=€an confidently trouble shoot any computer problem
3 | My confidence level in working on a personal computer, smart
phone, educational software is impressive
4 | Secretary knows what to do when a problem arises while working
with the computer
II | Vicarious Experience
5 Secretaries level of using smart phones to carry out any task just like
using the computer
6 Secretaries do update their knowledge constantly in order to meet
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with the technological changes

7 | Secretaries developed a framework for competence building through
working closely with other experience senior colleagues
8 | I can write any kind of text with the computer
II1 | Social Persuasion
9 | Using ICT enhances the learning of relevant and current things
10 | Using ICT helps the secretary to think deeply
11 | ICT permits access to current learning materials
12 | Using ICT allows the secretary to get first-hand information Y
IV | Physiological and Emotional State 0‘\
13 | I feel anxious when trying to use unfamiliar technology ~\\
14 | Using ICT tools makes me feel confident and in control (
15 | I feel mentally exhausted after using certain digital applications. R
16 | I get nervous when I encounter errors while using ICT tools M\
¥
SECTION D: Capacity Building 0
INSTRUCTION: Please tick (V) in the appropriate colum
NOTE: Strongly agree (SA)=4, Agree (A)=3, Dlsagree’& , Strongly disagree (SD)=1
Statements SA A D SD
| Training of Secretaries
1 Training enables me to produce quality wo?\Q
2 | Knowledge galned during training has %V\ly improved my
quality of service ?\.
3 Training enables me to effectively ;(1§Qre other employees
4 | Training assists me to deal effectiyely with work
II | Investment in Education ‘N
5 | The knowledge gained @&\‘ducanon positively improve work
performance
6 | Educational oppq m\; in the institution is a source of motivation
that makes me }6 p\ ore effort in my job
7 | My instituti rage employee to further their education
8 | My institu &ponsors its employees for long course
11 Experlw and Knowledge Acquisition
9 \gﬁ/@le of using modern office achines and technologies (e.g.,
prlnter scanners, photocopiers).
10 | I communicate effectively with staff, students, and external
stakeholders
11 | I effectively manage schedules and appointments
12 | I am able to resolve work-related issues independently
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Bio Data &Q/
ADEWALE MOBOLAJI MOJISOL%O

Basement House, Taiwo Adewole Street, Camp S@re , Ede North, Osun State.

Adewalemobolaji380@gmai
07061111187

Date and Place of Birth: 9th of September, %
Nationality: ~ Nigerian %
Marital Status: Married

No. of Children and their ages: (4) 16

Name and Address of Spouse: f%d unle Adewale U.
Basement House, Taiwo Ade\K treet, camp Youn, Ede North, Osun State, Nigeria.

Name and Address of f Kin: Dr. Adekunle Adewale U.
Basement House% dewole Street, camp Youn, Ede North, Osun State.

Date of Assu n of Duty in current establishment: 08/06/2018
Status on G{S}ppointment in current establishment: Married
Edu | Institutions Attended with Dates & Qualifications:

\9 Leadcity University Ibadan (BSC)

(Office and information management) 2003

Federal Polytechnic Ede, Osun State.
Higher National Diploma (HND)
(Office Technology and Management)2010

Federal Polytechnic Ede, Osun State.
National Diploma (ND)
(Secretariat Studies)) 2006

161


mailto:Adewalemobolaji380@gmail.com

Secondary School Leaving Certificate
National Examination Council (NECO) 2002

Advance Diploma in Computer
Desktop Publishing. 2002

WORK EXPERIENCE
Nigeria Police Force

Zonal XI Headquarters Osogbo, Q\

Osun State,
Nigeria.

Tokunbo Ayeni & Co. (Legal Practitioner&Property Co)

Suit 33, Rodeo Mail, 146/148 Obafemi Awolowo Wa ‘@ , Lagos State.
(Secretary) %

Apapa Oshodi, Lagos.
Industrial Attachment

(Secretary) &Q
Allied Tecno System Limited ’b
1, Cocosheen Close, by Alade@et, Ikeja Lagos.
( National Youth Servicg
Personal Assistant to th ercial Director
MEMBERSHIP OF AC@C PROFESSIONAL BODIES:

National Institu't\ ffice Administrators and Information Managers
(NIOAIM) A$ideiate

Nfi Insurance Company Ltd. QO

MAJOR CQ@ENGE/WORKSHOP S ATTENDED:

Pr@ng Effective Labour Migration, Decent Work and Standardised

cruitment Processes. Centre for Gender, Humanitarian and Development

udies (CGHDS) Redeemers’s University, Ede, Osun State. Nigeria. In
Conjunction with Migrant Resource Centre (MRC) Federal Ministry of Labour &
Employment (FMLE)

Al, Research and Grant Writing Training for all Postgraduate Students. Lead City
University, Ibadan.

I** International Conference, Navigating the Future: Innovation in the field of

Information Management. Department of Information Management Lead City
University, Ibadan.
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EXTRA CURRICULAR ACTIVITIES:
Sport and Volunteer Work

NAMES AND ADDRESSES OF REFEREES

Dr. Adekunle Adewale U.
Federal Polytechnic Ede,
Osun State,

Nigeria.

MIS Director

Dr. Taiwo Adebayo

Office Technology and Management Department,
Federal Polytechnic Ede,

Osun State,

Nigeria.

Entrepreneurship Director 0
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The University Compliance Certification ’\(J

This is to certify that this Thesis was written by Mobolaji Magjisola ADEWALE with

Matriculation Number LCU/PG/005846 in the Departm of " Office and Information

Management, Faculty of Communication and Informati@ciences, Lead City University,
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