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ABSTRACT

The purpose of this paper is to examine the redahip between office competencies and job satisfa@mong
the Administrative Support Personnel (ASP) in KadsBtate tertiary institutions. Office competencieguired to operate
as ASP in Nigerian context are considered. Thesdat competencies are the email, internet, woradessing,
spreadsheet, database, communication and team®atisfied workers tend to put in their best reagltin the mass
production of goods and services. Variables ofgatisfaction, according to Herzberg’'s motivatiomiene theory are the
motivators called satisfiers which include respbitisy, advancement, achievement, recognition, #redwork itself. The
hygiene factors he referred to as dissatisfiesl@eorganizational policy, supervision, working didions, interpersonal

relationships, and salary. Based on the literatheepaper concluded that office competenciestejab satisfaction.
KEYWORDS: Job Satisfaction, Administrative Support PersonGeimpetencies
INTRODUCTION

This paper aims to discuss the theoretical basighef relationship between office competencies aotnl j
satisfaction among administrative support persommeking in Katsina State tertiary institutions,gdria. Thus the paper
discussed the origin of studies related to jots&attion. Motivation theories which managementrobeganization utilizes
to attain workers’ job satisfaction are discusdetkrature on Administrative Support Personnel cetepcies and its
relationship with job satisfaction are also brouighlight. Administrative support personnel couklitdentified through the
functions they perform in any organization they kvdrheir main function in any organization is t@pide support to the
executives to whom they are attached. Their mainijo supporting the management includes making raceiving
telephone calls, correspondences, coordinating inggetminutes taking at meetings, maintaining dlisystems, using
document production through the use of word praogsapplication. Typing at a speed of 50 words ipérute, taking
dictation in shorthand at a speed of 120 wordsrpewte and transcribing same, making travel arraneges for the
executive, conducting online and offline reseamtdtabase creation and maintenance, making schefiulesanager’s
office work, maintaining office calendar, makingiioé supplies and inventories, operating officeipment, as well as
other duties as they may be assigned by the offiegr serve (Tamim, 2007; Porter, 2014).

Administrative Support Personnel needed office ostepcies in order to provide for the kind of adsirdtive
support required in the office of today. These cetapcies according to Nigeria’s peculiarities inl@uvord processing,
internet, email, spreadsheet, database, basic dempperations, teamwork and communication. HoweiremNigeria

these office workers lack adequate training to weffiectively and efficiently according to the derdarof modern office
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(Onamade and Temitayo, 2012; Okwuanaso & Ohakw@7;20nifade, 2009; Abolade, 2013; Akpomi and Or209).
Inappropriate training is as a result of lack oflafed curriculum, lack of continuous power supphg ahadequate or
outdated training equipment. In Nigerian contex¢ tualifications of administrative support persdnranged from
Commercial Secondary School Certificate, Nationgl@na (ND), Higher National Diploma (HND), Nation@ertificate

of Education (NCE) in Business Education, and BlxteDegree in Secretarial Studies or Office Ediata
LITERATURE REVIEW

Brief & Weiss (2002) referred to job satisfactiomthe pleasurable and positive emotional statézezhfrom an
appraisal of the employee’s job experiences. Héolzesatisfaction is a situation where an employgeeontented with the
affairs of his job. Brief & Weiss's (2002) defiroth of job satisfaction was in terms of the ovejalh satisfaction.
But, Hajiha, Jashi, & Ghaffari (2014) define johtiskaction separate from its facet definitions. iFhapinion on job
satisfaction is that it refers to a worker's ovemtitude towards his job. They contended that nva@ employee is
satisfied with his job he will have positive attiion the job and vice versa. However, an employ&g be satisfied with
a particular facet and may be dissatisfied withtla@odifferent facet of his job satisfaction. listikase, an employee may
be satisfied or dissatisfied with one or more otfemets like the work itself, organizational padisj advancement,
responsibility, and achievement, organizational igie$, interpersonal relationship, pay, working ditions and
supervision. In their contribution, Greenberg aratdh (2003) define job satisfaction as a workeffecdive, cognitive,
and evaluative emotional reactions regarding fjodis. Moreover, job satisfaction reflects the ektenwhich workers are
contended with their jobs and the sense of fuliliinthat is derived from their job tasks (GriffincaMoorhead, 2007).

These definitions are concerned with the overdll gatisfaction of an employee. Some literature icemed job
satisfaction as an equity resulting from employeeshparison between the earnings of his co-worsktise level and that
of his own (Tutuncu and Kozak, 2007). Similarly,if@an and Morehead (2007), and Greenberg and Bgg03)
definitions viewed job satisfaction cumulativelyévall. Tutuncu and Kozak’s definitions of job skdigion is based on
the workers equity/inequity judgment of an employ€kat is, a worker is satisfied or unsatisfiedhwlitis job when he
compares the values he derives from the job in ewisipn with what other workers of the same levet lgy doing the
same job. In their contribution, George and Jor2808&) indicated that job satisfaction is the bsliahd feelings that
workers have concerning their jobs and that workexgls of job satisfaction can be ranged fronrexte dissatisfaction
to extreme satisfaction. This implies that workjets satisfaction or dissatisfaction could be inglsv In his view, Robbins
(2001) defined job satisfaction as worker’s genatédude towards his job. This is in conformitytvMullins (2005) who
confirms that job satisfaction is rather more ofvarker’s attitude towards his work. By implicatiomorkers’ job
satisfaction could be seen from their attitudehtsirt work. It could be related to a worker’s fegliof achievement that
could either be quantitative or qualitative. Howe\eb satisfaction is a multifaceted and compleraept which means
different things to different individuals. From tlopinions of the forgone researchers, job satigfactould either be

viewed on the overall job or a particular facettaf job.

Peretomode (2006) sees job satisfaction as fubifiracquired in terms of job experience, activitiad rewards.
He stated further that job satisfaction is theifephbout responses to the aspects of the workamient. Advancing his
argument, Riggio & Freedman (2000) asserted thatsptisfaction is the feelings and attitudes ong df@out his job.

He further believes that good or bad, positive egative aspects of a job are likely to contribatehte development of
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feelings of satisfaction or dissatisfaction of anpboyee. Arnold and Feldman (1986) shared the saewe with Riggio
(2000) that job satisfaction is the amount of ollgrasitive feelings that individuals have towatttigir jobs. Sousa-Poza
and Sousa-Poza (2000) held a contrary view fromessecholars as they emphasized that job satisfaistiorore than the
feelings and attitude towards employees’ job. HarevRose (2001) introduced a bi-dimensional conaapjob
satisfaction consisting of intrinsic and extrinsiatisfaction dimensions. Intrinsic sources of &attion depend on the
individual traits of the person, such as the abiig use initiative, or relations with supervisofm extrinsic source of
satisfaction is situational and depends on theecardf an environment such as pay, promotion orgeturity. All these
are the financial and other material reward or athge of a job that powered satisfaction of an eyg®s’ job. This is in
agreement with Luthans, (2006), Griffen and Moodh€2009) that the nature of the work performeceployees has a
significant effect on their level of job satisfamii Robbins (2001), and Luthans, (2006) suppotteddct that pay has a
significant influence on job performance. RobbiB6(3) was of the opinion that most employees witlki for payment

systems that they believe to be fair, definite, aniche with their expectations.

It is obvious that satisfied workers are happy #@rodllows that happy workers are only productiveem they are
happy with their jobs (Saari & Judge, 2004, p. 398)is means that when workers are happy with tjudirmassive
production of goods and services will be realizechiclw is the ultimate goal of any organization.
Job satisfaction/dissatisfaction applies to alletymf employees, regardless of the type of worly the Attitudes of
employees towards their jobs can be positive whew are satisfied with their job and negative wtr@y are dissatisfied
with their jobs. Numerous factors contribute to gatisfaction. The worker's competency in his jslone of the factors
leading to job satisfaction. This is because coemgetvrorker can confidently accomplish the taskkisfiob and the result
will be a happy worker. Literature supported thatrker's job competency leads to job satisfactiomil&rly incompetent
worker is dissatisfied with his job and could nat bble to put up his best and this leads to loweduymrtion
(Wagner, 2007). Since various literatures suppoaitted there is a relationship between competendyjain satisfaction,

then the administrative support staff’'s office catgmcies could lead to their job satisfaction.
Origin of Job Satisfaction Studies

Studies in the area of job satisfaction were piogdy the Hawthorne studies by Elton Mayo (1924933)
from the Harvard School of Business. The purposthe$e studies was to find out the effect of a remd§ conditions
leading to an employee’s happiness in his job weiobntually leads to higher productivity. It wasifid out that changes
in conditions of work increase productivity tempdisaand this is referred to as the Hawthorne dffétowever, it was
later noticed that the increase in productivitytby employees was as a result of the knowledge hbeg that they were
being observed at work. This triggered researctoetake into consideration of various factors e affect and stabilize
workers’ job satisfaction. Prior to the researcimedob satisfaction, scientific management, whieited from the work of
Taylor (1919), maintained that there was one besy w0 perform work tasks. Thus, earlier attempts soientific
management were that workers were forced to woekfaster rate and increase in productivity watized, but workers
were found to be dissatisfied with their job dueetdhaustion and burnout. Later, researchers in genant engage in
further research looking for the solution on howgtiie induce and maintain workers’ job satisfactioat can bring about

better productivity.

Job satisfaction is defined as an employee’s fgefowards his job (Clark, 2006). But this authos haot
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recognized that the feeling towards an employess’cpuld either be a feeling of satisfaction osdtsfaction. To Locke
(2002), job satisfaction is a pleasurable emoti@tale resulting from the employee’s job appraiBat Spector (1997)
argued that Job satisfaction is the degree to wpedple like their jobs. However, the positive fieglof an employee
towards his job is what Wright & Cropanzan (20008p) defined as job satisfaction. This implies thegative feeling of
employees’ job could be termed to be a feelingis$atisfaction. Collectively, these researcheréiniteons agreed that

job satisfaction is a kind of feeling in favor ofvarker’s job.

Many classical literatures serve as a prelude ko gatisfaction. For instance, Kornhauser (1930) wofathe
opinion that the major objective of labor managemand employees’ work can be to heighten workersraie.
Organizations, academicians and other stakehotaertinue to have been conducting studies on jabfaation for a very
long time to find out how best to improve the meralf workers believing that job satisfaction is ubbt to predict
workers' efficiency and effectiveness (Hersy, 192Z%)ring the early days, the studies of McMurr (298. 202) was
outstanding as it attempted to determine the walatiip between job satisfaction and employee efiiy.
Other historically recognized researchers that gotatl their studies on workers' job satisfactionitaselates to
productivity were Hoppock and Spiegler (1938); a@myfield and Crockett (1955). Researchers likepéit (1930)
claimed that studies on workers’ attitude in relatto job satisfaction and job dissatisfaction afrkers started in 1888.
Taylor (1919) and Gilbreth (1911) argued that sesfid implementation of scientific management pgples requires a
mental revolution on the part of the managemenis Trhplies that the operators of the scientific ag@ment need to set
the type of organizational environment for emplayamntentment that has a positive effect on tbaitput. Munsterberg
(1913) was a contemporary industrial psychologistaylor, and argued that mental monotony causedjebatisfaction.
However, Taylor believed that when an employee edjrgith the scientific management’s philosophy foaganization
that contained minimum mental and physical fatigueh a worker will emerge to be satisfied and potige in his work
(Tylor, 1919).

Still searching for ways to please workers to puthieir best for better output, Hawthorne studiesenconducted
in 1920s. The Hawthorne investigation was basedheneffects of such factors that alleviate emplogemotony and
fatigue so as to bring about satisfaction in thar. When the outcome of the Hawthorne studiegdiatb make workers
respond positively in the expected way, researcléifed their study on the employees’ attitudee THawthorne
researchers were able to identify that the empkoyee capable of reasoning and their work apprdistrmined on how

they act or behave (Mayo, 1933).

Organ and Near (1985) was prompted to observe thek wf Roethlisberger and Dickson’'s (1939) work
“Management and the worker”. However, workers’ jsétisfaction has not been addressed by Roethlisbeagd
Dickson’s (1939) studies because they use the téoms’ and ‘sentiments’ in their work studies ténmiogies instead of
job satisfaction. Close to the study on job satiéf®m was the work of Thorndike (1917) which wasdxh on what he
termed satisfyingness of employees. The first lartiy Robert Hoppok on job satisfaction was pulgdin 1937 in the
Journal of Applied Psychology. Hoppock reportedléwels of job satisfaction in his work.

Theories of Motivation

Numerous motivation theories were developed byousriresearchers to help management of organizatiions

find solutions to their workers’ job satisfactioroplems. Notable among these motivation theoriesttae “Hierarchy of
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needs” by Abraham Maslow, the “Existence, Relatedraad Growth (ERG)” by Clayton Alderfer, the “Raraf Affect”
by Edwin A. Locke, the “two-factor” theory by Freitek Herzberg, the “Acquired Need” theory by DavidMcClelland,
the “Equity” theory by Stancy Adams, and the “Exiaecy” theory by Victor Vroom. However, this pamemsiders the

theory of motivation advanced by Frederic Herzberg.

Table 1: A Comparison between Alderfer's ERG Theoryand Abraham Maslow’s Hierarchy of Needs

Maslow’s Hierarchy of Needs Alderfer's ERG
5. Self-actualization

4. Self-esteem Growth
3. Belongingness
2. Safety

1. Physiological needs Existence

Relatedness

Frederic Herzberg's Motivator/Hygiene Theory of Motivation

This theory is referred to as two-factor, dual dacintrinsic/extrinsic or motivator/hygiene/mainsace theory of
motivation. The motivation/hygiene theory is knotanbe one of the most researched theories of moakamagement
utilized to find solutions to the problems of emyges’ job satisfaction (Behling, Labovitz, and Kasrhi968). A research
was conducted on engineers and accounting resptntderecall a time when they felt exceptionallpdabout their jobs
and when they felt exceptionally bad, including #vents that transpired to return them to theintadror regular feeling
about their job (House & Wigdor, 1967). The studgulted in coming up with two distinct and sepauiteensions of
satisfaction. The first set of dimensions was timtivators/satisfies or intrinsic” factors. The #ahility of these factors
leads to “satisfaction”. And the absence of thesdivating factors leads to “no job satisfaction"damot dissatisfaction.
The other dimensions were the “dissatisfiers/egicitnygiene/maintenance” factors. The presencheaxfe factors leads to
“no dissatisfaction”. This indicated that the opip@®f “satisfaction” is “no satisfaction” and ndissatisfaction while the

opposite of dissatisfaction is not satisfaction ‘imat dissatisfaction.”

Satisfaction No Satisfaction

Dissatisfaction No Dissatisfaction

Table 2: Dimensions of Job Satisfaction/Dissatisfdon by Frederic Herzberg

Intrinsic/Motivation Factor Extrinsic/Hygiene/Maintenance Factors
Achievement Company policy & administration
Recognition Supervision
Advancement Interpersonal relations
Work Itself Salary
Possibility for Growth Job security
Responsibility Working conditions
Status

Motivation factors are based on the work performesl well as the rewards of the work performed
(House & Wigdor, 1967; Ramasamy, 2010). These nsiti factors of responsibility, advancement, aohieent,
recognition, and the work itself activate the némdself-realization and self-actualization at wolasting attitude change
is promoted by advancement and Job responsibillijfenachievement was related to work itself andooesibility
(Bassett-Jones & Lloyd, 2005; House & Wigdor, 1968R@cognition on the job by a supervisor, suboitgsaor peers
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enhanced positive feelings on the job and can db pvevide additional satisfaction when based omiewement
(House & Wigdor, 1967).

On the other hand, extrinsic factors, referredgaliasatisfiers, hygiene or maintenance factordased on the
employee-relationship with the work environment @de & Wigdor, 1967; Ramasamy, 2010). Such hygiemwtofs
include organizational policy, supervision, workingonditions, interpersonal relationships, and salar
(House & Wigdor, 1967).

Table 3: Relationship between the Motivation Theogs

Level Maslow Alderfer Herzberg Mcclelland
. Self-actualization Satisfiers/Motivators/| Achievement
Higher -Order Needs Esteem Growth Intrinsic factors Power
Social Relatedness
Lower- Order Needs Safety_ Existence D|ssat|§f|§rs/Hyg|ene Affiliation
Physiological Extrinsic factors

Administrative Support Personnel

This is defined as an assistant to an executive, passess office competencies and abilities tonassluties and
responsibility without direct supervision, makesidmns on behalf of his executive, exercises juelginand displays
initiative within the scope of his authority (Onagea 2012; Onifade, 2013). Administrative SuppontsBanel (ASP) are
office workers that include secretaries, recepsitsiclerks, office professionals, administrativefessionals, IT/ICT
professionals or IT/ICT end-users, administratissistants, administrative secretaries, executiveirgdtrative assistants,
executive assistants, senior administrative asasstar office managers. Whatever their names, tleities and
responsibilities or function is to assist an exi&uin an organization to which they are attachigee functions of ASP are
to perform office work that supports the managemerthe organization they work (Porter, 2014). Teh@sanagement
support services include answering and handlingptedne calls, composing business correspondent@sjing and
coordinating meetings, taking minutes of meetirgy/eloping and maintaining electronic and papérdisystems, using
word processing and creating reports, managingvishgidl projects, typing documents at 50 words pénute, taking
dictation at 120 words per minute, making travelhagements, conducting research online and offlimneating and
maintaining databases, scheduling for managerseaadutives’ office work, maintaining calendar syss for individuals
and departments, ordering office supplies and ramiimg inventories, maintaining and operating @fiequipment, and
other duties as they may be assigned by their grapld@amim, 2007; Porter, 2014).

Ezenwufor (2013) argued that competency is thatalmf an employee to successfully accomplish asktas
expected and added that competency is a human aafpéred through training. A National ICT CompeatgiStandards
(NICS, 2012) defined competency as the abilitigdlss and knowledge associated with high job perfance. Confirming
NICS definition, Danner and Pessu, (2013) includgitiude to the performance of tasks maximizattbns competency is

the ability to exploit and extend relevant abilti&nowledge, skills and attitudes to maximize fasKormances.
Relationship Between Competencies and Job Satisfamt

Grip, Sieben and Stevens (2006) conducted a studyhe relationship between the competencies and job
satisfaction of pharmacy assistants in the Nethdda Findings indicated that there is relationshigtween the

pharmaceutical assistants’ communication competandytheir job satisfaction. The study also revi:éthat workers that
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perform tasks below their levels of competencedissatisfied with their jobs. That is workers oeempetence on the
tasks they perform results to job dissatisfacti@orfion, 2007). This is also substantiated by thdysbf Ganzach (2003).
Workers’ competency could be positive or negative their job satisfaction (Gordon & Harvey 2008).iSThs in
conformity with the literature that over-competeot incompetent employees are not satisfied withirthebs
(Ganzach, 2003; Grip, Sievens & Stevens, 2006; @ord007). Studies have shown that there is relgliip between the
workers' level of education and their job satistattHighly educated workers are found to be legisfed with their job
(Grip, Sievens & Steven, 2006). Perhaps this magumethe fact that highly educated and over-cormpetmployees have
high expectations. That is workers’ job satisfattidepends on the match between job characteratitsheir aspirations.

It is therefore important to match the job contarftemployees with the employees' expectationsg¢taar, 2010).

Unlike Grip, Sieben and Stevens (2006), Jung and @®14) conducted their study on administratitagfswith
a view to find out the impact of their job competgmnd their job satisfaction in a Korean reseantiversity. The study
conceptualized job satisfaction in to: Satisfactiorthe workplace, satisfaction in the job fielehdasatisfaction with the
actual task. Competency was taken to be the maiependent variable. Their study is focused on wretiompetent
employees are more satisfied with their jobs or fitterefore a job satisfaction model was first dewed and added
competency factors in the model to test whether pmient staff are satisfied with their jobs. Withntiouous
environmental changes in all organizations, inalgdiertiary institutions, the human resource secisobeing established
and developed which find effective ways of incragstheir staff members’ job competency based onctirepetency
models. For instance the University of Australiaasrtiary institution use competency models seas and train its staff.
The university defines staff competency as the-taskormance ability that shares an organizatim&kies and vision.
The competency model was used for staff managemetitlitment, selection, and promotion systemsntegrate the

mentioned definition into the organization’s objees.

These authors identified most relevant key comqustevith respect to tertiary institutions. This quetency was
the ICT competency which was needed in any knovdduiised society where the facilities used for @egrput assigned
tasks changes with rapidity. Information technolagythe most important competency confronting &eytiinstitutions
(Green, 2011). They need to be current in termsi@F should not be taken lightly at any tertiary tingion
(Rice and Miller 2001). Many previous studies haxamined the relationship between competency amdabisfaction
(Sekaran, 2005; Sullivan and Uhlin, 2002). Howetiadings from the study of Tharenou (2012) conelddhat a higher
level of competency leads to higher job satisfarctibhis study has implications for leaders of &tiinstitutions and
policy makers because tertiary institution’s leadand policy makers are encouraged to considerdtafivmembers’ job
competence and job satisfaction can be improvedutiir reform initiatives and managerial strategi€scompetent
employees are satisfied with their jobs, managesifdctiveness will be facilitated through workeiigcreased job
performance. As such finding ways to increase thiecompetency that leads to job satisfaction ofkens will be crucial
in any managerial reforms. Also a study was caraetin the United States by (Wang & Lee, 2009) nghthey analyze
the interactive effects of job competence involvil@jI professionals and ICT impact on job satisfacti Findings
indicated that job competency is positively relatedjob satisfaction. Competencies needed to opexatASP in the
modern office are the internet, email, word promegsdatabase, spreadsheet, teamwork, and comnionicd@he job
dissatisfiers as highlighted by Herberg include dhganizational policy, supervision, working cotlits, interpersonal

relationships, and salary. The satisfiers on therohand include responsibility, advancement, agment, recognition,
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and the work itself. The diagram below depictsdbeceptual framework of the study.

Independent Variables Dependent Variables

Demographics
Are

— G m{lpa ----------------- ———— LT -
Marital Status
Qualification
Expenencs
Income

>

m-mwm-

Figure 1: A Conceptual Framework of the Relationshp Between
DISCUSSIONS

The function of Administrative Support Personnebisically to help or assist the officers to whtbley are
attached. However, this assistance requires mooffice competencies which include internet, emaibrd processing,
spreadsheet, database, teamwork and communicétiddigerian situation, many factors accrue to crebodttlenecks
towards the achievement of these competencies.eTiaggies from lack of curriculum update, lack oéquhte facilities
and equipment, sporadic power supplies to mentiohab few. ASPs’ qualification ranges from commeraahool
certificate, National Diploma, Higher National Dipha or Bachelor's degree. All organizations spirgadin competitive
advantage by means of satisfied workers. Competerkers are satisfied worker because literaturecatdd that there is
a relationship between competency and job satisfa¢Grip, Sieben and Stevens, 2006; Jung and 3hi4). One of the
most researched theories of motivation is the ratitw/hygiene theory developed by Herzberg. Therthassists the
management of organizations to provide factors that lead to worker satisfaction (motivation fasjosnd factors that

can help avoid dissatisfaction (hygiene).
RECOMMENDATIONS

It is highly recommended that workers are competerthe job they perform. This is because studie® lproved
that competent workers are satisfied while incompieémployees are actually not satisfied with thark. Impediments
that arrest the ASPs’ competency in Nigeria shdaddaddressed so that this category of workers coddt up the

challenges of the modern office operations.
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