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Chapter 1

INTRODUCTION

Although many glamorous positions are open to women today, the
one which continues to atiract probably the largest numbers is that of
secretarial work, Many doors have opened to college graduates who
began in that capacity. Women executives enjoying positions of cone
siderable responsibility often report they started their carcers as
secretaries,

There is currently a growing concern among business educators
and employers regarding the preparation and training of secretaries.
How well are secretaries trained? Is the coverage of subject matter

adequate to meet the demands of business?
THE PROBLEM

Statement of the problem. The writer realizes the necessity of

being certain that the needs of business are reflected in her teaching
of the course Secretarial Sciencé at Marymount College, in order that
the course fulfills its basiec purpose in training students adequately
in the areas of skillful competence and human relations.

Objectives, It was the purpose of this study (1) to inguire into
what business desires from its sscretarial employees and the kind of
training programs needed to prepare these -employees, and (2) to evaluate
the course Secretarial Science in view of the demands of business today.

Limitations and Delimitations. The study was limited to busi-

nesses of Salina, Kansas, because it was felt the city offersd sufficient

quantity and variety of businesses to provide an adequate sampling.



The study was also limited in scope to the course Secretarial
Science at Marymount College in Salina, Kansas, because that course

appeared to be best suited for the study.
DEFINITIONS OF TERMS USED

Businesses, Businesses in this study have been categorized to
include banks and other financial institutions, insurance companies,
law firms, and real estate agencies,

Secretarial Science Course, For the purposes of this study

Secretarial Science is defined as Course Number 120 in the Department
of Economics and Business Administration at Marymount College, Salinz,
Kansas, The course integrates skills and develops secretarial respon=
sibilities, and furnishes training in modern business office procedurss
and problems.

Survey. Survey is defined as a critical inquiry of the specified
Salina businesses to provide exact infommation concerning qualifications
expected of secretarial employees.

Questionnaire. Questionnaire is defined as a set of written
questions submitted to the specified Salina businesses for the purpose
of gathering data concerning qualifications expected of secretarial

employess.



Chapter 2
REVIEW OF THE LITERATURE

The enormous amount of paper work in American business today
derands an ever increasing number of people trained in secretarial
skills, Thers is a need for business education to realign itself with
business practice. An effort must be made to bridge the gap between
the elassroom and the office, l

No two sscretaries have exactly the same Jjob, but according to
the editorial staff of the Parker Publishing Company, a typical sec-
retary handles most of the following duties sooner or later:

Takes dictation; types correspondence, reports, and executive's
longhand notes.

Sorts incoming mail.
Acts as receptionist.

Places calls for executive on telephone and answers incoming
calls.

Maintains necessary filing systems,

Manages supply cabinet.

Schzdules executive's appointmenté and makes sure thai he keéps
them. .

Handles executive's travel arrangements.

Writes letters for her own signatﬁre and for executive's
sigrature,

Handles arrangements for conferences,
Hires assistants and substitutes when necessary.

Supervises the work of an office of clerical assistants,



Handles office housekeeping duties and courtesy errands for
her executive

Arnold Jacobson and Bruno Zachary see the modern office as a
complexity of equipment, supplies, customs, procedures, and peopla.z
All units of office work have an economics value, Students must be
gulded to realize the importance of accuracy, good work habits, and
the careful uss of equipment and material, The business world is
highly competitive, and profits are often realized through rather small
units of efficient procedure,

"We dream of the ideal man and the model employee," write
Jacobson and Zachary, *but all men are but fragments of such fantasies."3
Nevertheless, in preparation for employmenit in modern offices, such
basic gualities as positive attitudes  toward work, good grooming, prompt-
ness, and the ability to get along reascnably well with others must be
stressed. The development of such personal atiributes is considered as
important as basic intelligence and office skills because all combine to
the total effectiveness of an office worker,

Much has been written regarding the merits of perscnality versus
skill in the secretarial profession., It is like trying to solve the
question of whether heredity or environment is more _:‘mportant. Either
can be right in different situations, High skill can sometimes compen-
sate for personality deficiencies, and corxvefsely, a good personality

can cover limitations in skill competency. Research 1s rather limited

lrhe Sucesssful Secretary, Editorial Staff. (West Nyack, New
York: Parker Publishing Company, 1964), pp. 1-2.

2Arnold Jacobson and Bruno Zachary, "Office QOccupations Labora-

tory," The Balance Sheet, L (January 1969), p. 210.

3Tbad.
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in this area, Employers and educators alike attach importance to both
human relations and skillful competency.

The authors of Executive Typewriting asked top business exscu-

tives about the characteristics and skills they want their exscutive
secretaries to have, The answers included initiative, creativity, and
resmnsibility.u

A secretary is a vital part of the world of business, and she
must learn to think from the standpoint of business. She must consider
the effect her actions will have on her employer and use this as a
basis for her working day decisions and behavior, The secretary who is
business-oriented is a priceless asset to any office.

The woman who enters the business world needs the ability to
reason objectively on the basis of facts she has been able to obtain,
While a major complaint of employers is that women are inclined to
reason subjectively when faced with a business problem, many employers
now realize that with equal training, decision-making is not related to
sex. This can be evidenced by the great number of industries that have
placed women in management positions.

The everyday transactions in any business office are confidentialj;
that has become an unwritten law of the business world. One of the pri-
mary responsibilities of a secretary is te see that this law is honored
in Her own office,

The secretary of the future will ha.ve to adapt herself to meel
new demands. Her job will require more and more creative thought. Some

of the rocutine jobé for the secretary are being eliminated; there is

Ypaybara H. Nalepa,: "What Now?" Business Teacher, XIV (March-
April 1968), p. 11.




6

increased emphasis on the creative and human relations aspects of the
position, The secreiary will face challenges ahead and may be required
to possess a greater degree of skill than is presently required.s

Typewriting has been and continues to be important on all levels
of business., Accuracy in typewriting has always been important, but it
becomes even more important because a single error can be compounded
rapidly by the high spsed equipment in use today.

A great deal of a secretary's time will be spent in typing of
some kind; it is therefore important that she can handle any typing
assignment efficiently, neatly, and correctly on the first attempt.

The secretary who can handle routine typing quickly and easily is ready
for more responsibility and further advancement in her job.

The Dartnell Corporation reports that the average cost of a
business letter is $3.19, and the cost is still increasing.é It is
no surpriss that each partly completed letter which finds its way to the
wastebasket is of major concern to businessmen.

A secretary has to be consistently good; her job is not one
for an erratic genius., All her hard-earned skills can be wasted if she
nakes costly mistakes that force her to do the work over again, or
create confusion in the office,

A study by James Clark was undertaken to determine the skill
in typewriting needed by secretarial and clerical personnel in t;ha

Ios Angeles area, Thirty-six companies, éelacted at random from ths

5C1air Parsh, “"The Future of Business Education,®™ The Balance
Sheet, L (December 1968), p. 164,

6133.19 For a Business Letter,® The Secretary, Vol. 31, No. 2
(Febmw 3-971)’ P- 7.




Los Angelss roster of the National Office Management Association,
participated in the investigation.

Twenty-five percent of the employers surveyed required pros-
pective employees to take {typewriting tesis on.electric typewriters,
37.5 percent required them to use manual typewi-iters, and 37.5 percent
allowed applicants to select either a manual or electric typewriter,
This evidence tends to support the conclusion that secretarial students
should be equally proficient in the operation of both manual and
electric typewriters.?

In a secretarial survey conducted by Maria Arratia, it was dis-
covered that although the majority of firms investigated use the elsc-
tric Uypewriter exclusively, there is still a sizable group that use the
ranual typewriter only, Her study further substantiates the necessity
for providing some training on the manual typewriter.a

-Minimum typewriting speed requirements for sscretaries ranged
from 45 to 75 words a minute according to the study made by Clark,
Sixty words a minute were required to be eligible for a position in
75 percent of the companies participating in the survey, A majority
of the companies contacted during the course of the investigation
indicated a keen interest in the development of betler typewriting

programs in the scb.ools.9

For many years the threat has baex.: heard that voice dictating

and transeribing equipment will eliminate the need for shorthand, So

7James L. Clark, "Are Classroom Typewriting Standards Compatible
With 0ffice Standards?" Business Education Forum, XVII {December 1962),

B. 23

8Maria Arratia, "Some Findings Derived from a Secretarial Sur-
vey," Journal of Business Education, XLIV (December 1968), p. 106,

9Clark, loc, cit,



far this threat has been without grounds. The demand for qualified
people with shorthand skills is higher today than ever befora.lo

Many businesses still require their stenographers to be able
{o take shorthand dictation in spite of the fac.t that the use of voice
dictating machines has increased during the past ten years., They admit
frankly that there are better opportunities for promotion for persons
with shorthand skill than for those without it, Many business execu~
tives still prefer to dictate to stenographers or secretaries rather
than to machines even though secretarial workers receive higher salaries
than machine operators.

Much office work is difficult to measure with exactness.
Shorthand dictation requirements for office positions vary, somelimes
depending on availability of well-trained stenographers.

The ability to take accurate shorthand and produce accurate
letters from notes is essential to a secretary's success. Although an
executive seldom cares what system of shorthand his secretary uses or
how well she makes her outlines, he is interested in the finished
product--the transcripltion.

The following quotation from a well-known company gives a good
description of what the end product should be: |

We have come to lean toward the secretary--who takes pride

in her work so that a letter becomes to her the same as a good
cake to a good cook, or a nice picture to an artist--who is
concerned about the appearance of the work she turns out, and
is always striving to improve it-.who recognizes that the

only ﬁonnection clients may have with her company, is through =
her,

105, 6h, op. ¢it., p. 163.

Ugerna R. Findlay, “Secretaries Who Meet the Test of the Space
Age," Journal of Business Education, XLI (February 1966), p. 197.




The secretary can play an important role in representing her
employer and her company through the impressions made by the letters
she sends out, Producing quality transeription to represent her company
attractively is a challenging duty, and one t.h:g.t requires a great deal
of concentration, The secretary is responsible for perfection in the
mechanics of letter-writing, and she must master the fundamentals of
the English languags.

The writing of unfamiliar words is the major problem of stenog-
raphers on the job relative to shorthand, according to a study conducted
by Virginia Casebier., Stenographers and secretaries felt that they
lacked the basic knowledge and understanding of shorthand principlss
which are necessary to write unfamiliar words. Both secretaries and
employers reported that the greatest tramnscription problems were in
the areas of spelling and punctuation.lz

Verna R. Findlay made a survey of office managers of business
firms in each of the 50 states, After she received replies from 100
businesses, tabulations were made, The replies represented 35 states
and companies having from 90 employees to 75,000. Forty-sight percent
of those replying expected their sscretaries to take shorthand at 100
words per minute. Twenty percent required a speed of 80 words per
minute, while another 13 percent specified a speed of 120 words per
13

, minute,

12yirginia E, Casebier, "A Time Study of Activities and Responsi-
bilities of Secretaries with Implications for the Training of Pros-
pective Secretaries," National Business Education Quarterly, XV
(Wiﬂter 1966-6?), P. 9?:

orind1ay, op. cit., p. 198.
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Charles E, Zoubek, a well-knoun authority in the fisld of short-
hand, states:
We have always felt that building our students' raw shorthand
speed to the highest point possible in the 'time available made
good sense. We have always felt that, other things being equal,
the girl with the greatest shorthand skill made the bﬁs‘b stenographer
or secretary and had the greatest job opportunitias.l
Zoubek points out the obvious advantagess of a high shorthand
speed:
The faster a stenographer or sscretary can write, the more
" reserve spsed she has, The more reserve spped, the more
comfortably, efficiently, and productively she can work.
The faster she can write, the better notes she can maks,
with the result that she can transcribe faster. She will fot
have to decipher poorly written outlines so offen.
The faster she can write, the less freguently will she have
to interrupt the dictator., She will have the reserve speed to
handle the dictator's ¥spurts,”

The faster she can write, the more time she will have to
formulate outlines for unusual or unfamiliar words.15

In a follow-up study on adequately trained secretariss carried
out by Joseph F, Klein, 72 percent of the respondents reported that
not enough office style dictation is given in the classroom.16 Office
style dictation should simalate, as much as possible, the dictation of
a person actually composing a letter as he dictates, Changes are made
as the letter is dictated; there are insa‘z'tions or deletions, This |
type of dietation practice differs greatl;g- from the trﬁitmﬁ' style

eharles E. Zoubek, "The Importance of Shorthand Speed,"
Business Teacher, XLV (March-April 1968), p. 13.

o114,

1850s0ph F. Klein, wAdequately Trained Secretaries--A Follow
Up Study,™ The Balance Sheet, L (March 1969), p. 292.
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dictated at 80, 100, or 120 words per minute. There is a definite need
for skill in taking both kinds of dictation, Students are not readyrror
their first position until they can cope with ?ffice style dictation as
wsll as school style dictation,

The structure, ideas, and plans of business are changing. The
concepts of business are in a continuous state of flux, The business
educator is faced with the task of educating to meet the needs of changs.
For example, the teacher should acquaint the secretarial student with
the vocabulary and terminology of electronic data processing even though
she will not be faced with the problems of the actual programming.

Students must be informed about office standards, and they must
be helped in developing the needed level of competence, If students
are trained correctly today, they can go anywhere in the world of
business challenges of tomorrow.

Even though only a few college teachers of business engage
primarily in research, all need a minimal compstency in research in
order to é.ttain their maximum potential as a teacher,

The business teacher at the college level should contribute
new knowledge and new organization of knowledge in his discipline.
Mastery of subject matter alome is not an adequate qualification for
teaching at the higher education level, Only when knowledge of the
status of business education and its adequacy is made availablé is it

possible for enlightened teaching to Lake place,



Chapter 3

PROCEDURE AND METHCD OF ARAKYSIS
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feseerch Desisn. The type of research used in this investi-

»

ation was the descriptive-survey study, The purpose of this study

4]

was to provide essential knowledge concerning the kind of training
secretarial employees need in order to meet the reguirements of selected
Salina businessss.

The study atlempted to identify certain standards and norms of
secretarial employses in these Salina businesses, in order to compare
the standards and norms with those adhered to in the course Secretarial

Science at Marymouni College,

Serple, The sampling for this study included all of the Salina
usinesses which fell into the categorics of banks and other financial
institutions, insurance companies, law firms, and real estale agencies,
It was believed that these groups comprised a sufficient

representation of fimms which typically hire secretarial employees.

¥Mothod of Gathering Data, Data for this study was gathered .

by the use of a mailed gquestionnaire sent to the specified businesses
in Salina, Kansas, reguesting opinions as to the kind of training
expected of secretarial employeses in their companies, A letter of
transmittal accompanied the questionnaire, in addition to a stamped,
self-zicressed envelops for convenlent reply.

The questionnaire inecluded questions pertaining to skills in

typewriting, transeription, filing, and handling of correspondence as
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well as questions dealing with the human relations factors of considera-

tion, taet, discretion, loyalty, and objectivity.

Method of Analyzing Data, When the results of the questionmaire

had been tabulated, the writer compared the various aspects of ssere-
tarial training under study to discover whether or not revision was
needed in the syllabus of the course Secretarial Science at Marymount
College, Salina, Kansas, The results of the questionnaire were analyzed
according to certain skills and personality factors.

Method of Presenting Data, The resulis of the questionnaire

were presented in table form. Tables were used to show the data con-
tributed by the businesses studied, The first table showed the total
results of the survey, and subsequent tables indicated the results
according to the individual business categories, permitting comparisons

according to the type of business replying.



Chapter &

RESULTS

A questionnaire was mailed to 122 selected firms in Szlina,
Kansas, in order to gather the needed information for the study., The
businesses receiving the quesitionnaire were all Salina banks and other
financial institutions, insurance companies, law firms, and real estate
agencies, A letter of transmittal and a stamped, self-addressed envelope
were provided to facilitate the return of the questionnzire., A copy of
the letter of transmittal and the questionnaire may be found in Appen-
dix A, page 35, and Appendix B, page 37.

Seventy-eight of the 122 questionnaires were returned for a
65 percent total response. Returns included 100 percent of the banks
and financial institutions contacted, 62 percent of the insurance
companies, 80 percent of the law firms, and 42 percent of the real
estatle agencies,

Table 1, page 15, gives the total percentages of replies of the
78 respondents to the questionnaire, 4 total of 55 percent of all firms
surveyed employ one secretary, 43 percent employ two to five secretaries,
and only two percent indicated they hire six to nine secretaries.

Electric typewriters are used by more than half (56 percént)
of the secretaries of the firms surveyed,'while only slightly more than
one third (34 percent) still use only manual typewriters. Ten percent
irdicated they use both electric and manual machines,

The businesses surveyed were fairly evenly divided in regard to

minimum net typewriting speeds required of secretaries. Fifty to sixty



Table 1

Secretarial Needs and Reguiremenis
of Selected Salina Businesses

15

Guestion N Number Percentage
Responding

Number of Secretarial Employees: 77

One 42 55

Two-Five 33 43

Six=-Nine (4 2

Ter or more o 0
Kind of Typewriters Used: 77

Electric 43 56

Manual 26 34

Both 8 10
Minimum Net Typewriting Speed Requireds 72

40-50 words per minute 19 26

50-50 words per minute 26 36

60=70 words per minute 20 28

Over 70 words per minute 7 10
Machines Used by Employees: 78

Mimeograpk machine 12 15

Ditto machine 2 3

Copying machine ’ 51 65

Automatic typewriter 15 19

Voice dictating machine 36 46
Secretaries Required to Take Dictation: 76

Tes 51 67

No 25 33
Speed at which Secretaries Must Take Shorthand: 48

Under 80 words per minute 12 25

80-100 words per minute 26 54

150-120 words per minute 9 19

Over 120 words per minute 1 z
Secretaries Reguired to Compose Letterss 76

Frequently 37 49

Infrequently 35 46

Never 4 5
Organization of Files: 78

Alphabetically 67 86

Ceographically 5 6

Numerically 21 27

By subject 16 21
Importance of Grooming and Personal Appearances 75

Very Important 57 76

Trportant 17 23

Fzirly Important i 1
Secretaries Allowed to Wear Pant Suits: 71

Yes 54 76

o 17

24

Source: Replies from Salina banks and other fimancial imstitutioms, imsur-

ance companies, law firms, and real estate agencies,
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words per minui;.e minimum speed was required by 36 percent of the firms;
28 percent required a minimum of 60-70 words per minute, and 26 percent
bad a minimum requirement of 40-50 words per minute. About ten percent
indicated they required a minimum of over seventy words per minute,

The growing popularity of copying machines is shown by the fact
that 65 percent of the firms surveyed use them in their offices. Forty-
six percent use voice dictating machines, 19 percent use automatic type-
writers, and 15 percent use mimeograph machines, Only three percent said
'they use ditto machinss, |

About two thirds of the firms required their secretaries to
take dictation, Of that group, approximately one half of them require
a speed of 80-100 words per minute. One fourth do not require secre-
taries to take dictation zbove eighty words per minute.

Businesses were evenly divided in their response to the question
regarding the composition of letters by secretaries. Forty-nine per-
cent ask their secretaries to compose letters frequently, while 46 per-
cent said they ask their secretaries to compose letters only infrequently,
' Five percent said they never reqﬁire this of their sscretaries.

Although many Salina businesses use more than one method of
filing, the alphabetical method continues to be the most popular,
according to the survey, Eighty-six percent of those responding use
alphabetical filing, Twenty-seven percent use numerical filing,‘ and
21 percent file by subject. Only six percent indicated they file
geographically.,

Grooming and personal appearance of secretariss is very impor-
tant, according to 76 percent ol tho respondents. Another 23 percent

consider these factors important. One percent felt grooming and personal
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appearance was only fairly important. (me executive who stressed the
importance of good grooming added, "She doesn't have to be pretiy.®

Three fourths of the respondents said they permit their secro-
taries to wear pant suits in the office, Only ome in four responding
said "no." One businessman wrote, "They like them, and so do we,®

When the replies to the questionnaire were examined according
to individual business categoriess, further interesting facts were
revealed, The majority of banks and financial institutions responding
hire more than one secretary., A total of 78 perceat hire two to five
secrotaries (Table 2, page 18). This compares to 50 percent of the
law firms who hire two to five sscretaries (Table 4, page 20), 35 per-
cent of insurance firms (Table 3, page 19), and only six percent of
real estate agencies (Table 5, page 21), On the other hand, 94 per-
cent of real estate agencies hire only one secrstary; 61 percent of the
insurance companies hire one secretary,

A total of 95 percent of the law firms surveyed provide their
secretaries with electric typewriters exclusively, while only 35 percent
of insurance company secratariesl use electric typewriters., Five perceﬁt
of law fimms responding indicated both manual and electric typewriters
are used, Sixty-one percent of insurance company secrelaries use
manual typewriters only. Banks and financial institutions, insurance
companies, and law firms tend to require somewhat higher spaeds'of
iyping than do real estate agencies, .

Law firms are the most likely to have a copying machine, with
90 percent using them., However, all companies surveyed meke wide use
of the copying machine--67 percent of the banks and financial institu-

tions, 63 percent of the real estate agencies, and 46 percent of the



Tablz 2

Secretarial Needs and Reguirements of Salina

Banks and Finarcial Institutions

18

Question & Number Percentage
Responding

Number of Secretarial Zmployeses: 13

One 3 17

Two-Tive 14 78

Six-Nine 1 5

Ten or more 0 0
Xiné of Typewriters Used: 18

Eleciric 7 39

Manual 6 33

Bolh 5 23
Minimum Net Typewritizg 3Speed Required: 17 .

43-50 words per minute 6 3

50=60 werds per winute 8 47

60-70 words per minute 3 18

Over 70 words per minute 0] 0
Machines Used by Employees: 18

Mimeograph machine 2 3l

Dithe machine o} 0

Copying machine 12 &7

Autcmatic typewriter 2 11

Voice dictating wmachine 6 33
Secretaries Required to Take Dictation: 138

Yes 12 &7

o 6 33
Speed at which Secretaries Must Take Shorthand: 11

Under 80 words per minute 2 18

80-100 words per minute 7 64

100-120 words per minute 2 13

Over 120 words per minute o] o}
Secresaries Required to Compose Letters: pE:)

Frequently 8 44

Infrequently 9 50

Never 1 6
Organization of Files: 18

Alphadetically 13 72

Ceographically 1 o

Numerically 12 67

By subJject 6 33
Importence of Grooming and Persomal Appearance: 17

Very important 13 77

Important & 23

Fairly important 0 0
Secretaries Allcwed to Wear Pant Suiis: 15

Yes 14 93

Ko 1 7




Table 3

Secretarial Needs and Requirements
of Salina Insurance Companies

19

Question N* Number Percentage
Responding

Number of Secretarizl Employees: 23

Ore 14 61

Two-Five 8 35

Six—Nine 1 4

Ten or more 0 0
Kind of Typewriters Used: 23

Eleciric 8 35

Manual 14 61

Both 1 4
Minimum Net Typewriting Speed Required: 22

40-50 words per minute 6 27

50-60 words per minute 10 46

60-70 words per minute 4 18

Cver 70 words per minute 2 9
Machines Used by Employeess: 24

Mimeograph machine 9 37

Ditto machine 2 8

Copying machine 11 46

Automatic typewriter 2 8

Voice diciating machine 11 46
Secretaries Required to Take Dictation: 22

Yes 12 54

Yo 10 46
Speed 2t which Seoretaries Must Take Shorthands 12

Under 80 words per minute 3 25

80-100 words per minute 8 67

100-120 words per minute 1 8

Cver 120 words per minute 0 0
Secretaries Required to Compose Letters: 23

Fregunently 16 70

Infrequently 6 26

Never 1 4
Organization of Files: 24

Alphabetically 22 92

Geographically 3 14

Numerically 4 17

By subject 2 8
Importance of Grooming and Personal Appearances 23

Very important 16 70

Important _ 7 30

Fairliy important 0 (o]
Secretaries Allowed to Wear Pant Suits: 23

Yes 16 70.

No 7 30




Table 4

Secretarial Needs and Requirements

of Szlina Law Firms

20

Cuestion N Number Percentage
Responding

Number of Secretarial Employees: 20

Cne 10 50

Two=Five 10 50

Six-Nine o) 0

Ten or more 0 o
Kind of Typewriters Used: 20

Electric 19 o5

Manual o} o

Boih 1 5
Minimum Net Typewriting Speed Required: 18

40-50 words per minute 4] 0

50-50 words per minute | 4 22

60-70 words per minute e] 50

Over 70 words per minute 5 28
Machines Used by Employeces: 20

Mimeograph machine 0 ]

Ditto machine o} o}

Copying machine i8 e0

Automatic typewriter 8 40

Voice dictating machine 17 85
Secretaries Required to Take Dictationt 20

Yes 16 80

No 4 20
Speed 2t which Secretaries Must Take Shorthands: 15

Under 80 words per minute 3 20

80-100 words per minute 7 47

100-120 words per minute 5 33

Over 120 words per minute 0 0
Secretaries Requirsd to Compose Letters: 20

Frequently 7 35

Infrequently 12 60

Kever 1 5
Organization of Filess 20

Alphabetically 19 a5

Gecgraphically 0 0

Numerically 2 10

By subject 2 10
Imporiance of Crooming and Personal Appearances 20

Very important 17 83

Imporiant 3 15

Fairly important’ o 0
Secretaries Allowed to Wear Pant Suitss 20

Yes 13 65

No 7 35
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Secretarial Needs and Requirementis

of Salina Real Estate Agencies
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Question Number Percentage
Responding
Number of Secretarial Employeces: 16
One 15 94
Two-Five 1 6
Six-Nine 0 0
Ten or more 0 0
Kind of Typewriters Used: 16
Electric g9 56
Manual 6 38
Both 1 [
Minimun Net Typewriting Speed Required: 15
40-50 words per minute 7 46
50-60 words per minute 4 27
60=-70 words per minute 4 27
Over 70 words per minute ] 0
Machines Used by Employees: 16
Mimeograph machine 1 &
Ditto machine o] 0
Copying machine 10 63
Automatic typewriter 3 19
Voice dictating machine 2 13
Secretaries Required to Take Dictation: 16
Yes il 69
No 5 31
Speed at which Secretaries Must Take Shorthands 10 ;
Under 80 words per minute 4 40
80-100 words per minute 4 40
100-120 words per minute 1 10
Over 120 words per minute 1 10
Secretaries Required to Compose Letters: 15
Frequently 6 40
Infrequently 8 53
Never 1 7
Organization of Files: 16
Alphabetically 13 81
Geographically 1 6
Numerically 3 19"
By subject 6 38
Importance of Grooming and Personal Appearance: 15
Very important 11 73
Important 3 20
Fairly important 1 7
Secretaries Allowed to Wear Pant Suits: 13
Yes 11 85
No 2 15
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insurance companies, As would be expected, 85 percent of ths law firms
use voice dictating machines. Only 13 percent of the real estate agen-
cies use them., Automatic typewriters are used by 40 percent of the law
firms surveyed, This is far more than are used by any of the other
business categories,

Tt was interesting to note that 80 percent of the law firas
require their secretaries to take dictation, while 69 percent of the
real estate agencies, 67 percent of the banks and finaneial institutions,
and 54 percent of the insurance companies require this skill. Sixty
percent of the real estate agency secretaries were required to take
dictation faster than 80 words per minute. The highest percentage of
secretaries in the other three business categories take dictation at
80-.100 words per minute,

Secretaries of the insurance companies surveyed are more likely
to compose letters frequently than secretaries of the other three typeé.
Seventy percent of the insurance company secretaries compose letters
frequently. Omly 35 percent of law secretaries compose letlers fre-
quently, according to the survej.

As stated earlier, alphabetical filing is used far more fre-
guently by all four kinds of businesses than any other filing system,
Howsver, &7 percent of the banks and financial institutlons also file
by the numerical method, and 38 percent of real sstate agencies- file
by subject. -

Eighty-five percent of law firms surveyed felt that grooming
and persoﬁal appearance is very important; 70 percent or more of each

of the other three categories also felt it to be very important.
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Pant suits were approved by high percentages. Ninety-three
percent of banks and financial institutions approved of them; and
even law firms, who responded with the smallest percentage of approval,
gave pant suits the "go ahead" by 65 percent.

The last four questions in the questiomnaire (Appendix B,
page 37) required the respondent to rank items in order of importance.
The writer considered all items to be of importance, and attempted to
gain insight as to the degree of importance through the replies from
the respondents. These replies did not lend themselves to table form.
Although the replies were varied, there were decided similarities
among the responses,

The first of this series of questions dealt with the matter
of transcription skills. All businesses listed spelling as the most
important factor, followed by punctuation, word usage and vocabulary
in order of importance,

Under use of the telephone, all businesses listed answering the
telephone as the most important factor, Recelving and giving informa-
tion were next in importance, followed by placing of calls and transferral
of calls,

In reply to the question regarding performance facltors, all -
companies listed accuracy by far the most important item. Initiative
and good judgement were ranked next in importance, with follow fhrough
and resourcefulness ranking last. .

Among the human relations factors, law firms, insurance companies,
and real estate agencies ranked loyalty as the most Important item.
Banks and finaneial institutions ranked tact as the most important

factor, followed by consideration. The ranking by all businesses of
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discretion was inconclusive, with replies listing it from one to five
in importance, Objectivity was ranked least important by all businesses.

In addition to speeific questions, an opportunity was provided
in the guestionnaire for suggestions or advice to teachers of secretarial
students. This brought a considerable number of respenses. Among them
were the following:

"Punctuation, spelling, and word usage are the most important
ingredients of a good secretary, It takes such a load off the employer
when he knows the mechanics will be done right,"

illo one can ever be a first-class secretary until she leamns
how to write the English language properly, including punctuating it~
properiy."

vTelephone usage is very important, Explain to your students
that they should never let a caller hang on the phone."

"It is my opinion from observation from various offices that
not enough consideration is given to the proper telephone etiquette by
secretaries, This medium is often the first impression which a client
might get regarding the office or firm,"

"Tnitiative results in continuity of work. Don't wait for
instructions, but find work to do when none is assigned."

"I would like for my secretary to be my girl Friday. . She
should know my business like it was her own." |

uCustomer-consciousness is so i.ml;orta.nt now., Tact, patience,
and product knowledge are extremely important."

“Don't bother employers with personal problems; they have

enouch of their owm."
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"Tn my opinion, a matter that should be stressed is that all
business matters are strictly confidential, and no information cone
cerning anything that pertains to the business operation should ever
bs repeated outside the office., Too often one can hear two or three
girls discussing their employer's business over their coffee at the
corner cafe,"

wFacts learned in our business should *stay in the office.'®

UAn ability to meet and deal with the public is very important.®

wI've always felt that a genuine smile, along with a sincere
effort to offer to help people, is by far the most important assst to
the employee and to the company,.”

nPersonality and appearance are two of the most important
attributes of a secretary, followed closely by conscientiousness,”

e need more number one secretaries with a B, A, degree or

two years of liberal arts education.®



Chapter 5
SECRETARIAL SCIENCE COURSE

Three hours of college credit are given in ths course Secre- 7
tarial Science which meets three times weekly for one semester. The
student usually takes the course in the sscond semester of the freshman
or sophpmore year.

The basic purpose of the course is to train professional sescre-
tariss in the areas of skillful competence and human relations. An
attempt is made to create positive attitudes and motivate students %o
self-improvement. Subject matter and problems require the student to
evaluate his individual ability and personalify. The broad concepl of
the "cooperative spirit™ needed between the secretary and the executive
is emphasized throughout the course,

From the standpoint of organization, course topics are grouped
into integrated parts in ordesr to enhance the development of a mature
understanding of office pmblems.l Office dutiss and skills that all
secretaries will be required to handle are presented first. As the
student progresses, special duties are introduced. Some of these are
of a supervisory and decision-making naturs, Ability in handling these
extra duties usually means the difference between a truly competent
secretary and a routine stenographsr. -

The major rtopics included in the course are:

a. The Secretarial Profession

b Secretarial Typewriting and Duplicating

c. The Secretary's Communication Responsibilities



d. Secretarial Use of Tran=mittal Services

e. Secretarial Management of Records

f. Assistance with Travel and Conferences

g. Collecting, Processing, and Present'ing Business Data

h., Financial and Legal Facels of Secretarial Work

i, Professional Future of the Secretary

Teaching methods used by the instructor include lectures and
considsrable student participation in discussion. Some new techniques
are introduced during c¢lass periods. Various supplemenis are used, such
as trips to offices and the use of films, film strips, and overhead pro=-
jections. A guest lecturer is occasionally invited to speak to the
class, Students are asked to present both oral and written reports
from outside reading assignments, and an attempt is made to keep the
course current with the help of nswspapers, magazines,and other
publications.

The textbook used in Secretarial Science is Secretarial Proce-

dures and Administration (and Workbook of Related Work Assignments),

Harna, Popham and Beamer, South-Western Publishing Company, 1968.
Dr. J. Marshall Hanna is Professor of Business Education at Ohio State
University, Dr. Estelle L. Popham is Professor of Business Education at
Hunter College, and she was formerly Dean, Institute for Certifying
Sceretaries, National Secretaries Association. Mrs., Esther K. Beamer
is a professional secretary who has had extensive exscutive secretarial
experience in advertising, architecture, editorial research, personnel,
and public accounting.

The bibliography for the courss may be found in the syllabus,

Appendix C, page 4l.



Chapter 6
SUMMARY AND CONCLUSIONS -

Ain attempt was made in this study to inquire into the needs and
desires of Salina business in regard to the training of secretarial
employees. An effort was also made to evaluate the course Secretarial
Science in view of the demands of business today.

Literature was reviewsd on the development of secretarial skills
and the importance of efficiency as well as on the importance of human
relations factors. The literature appeared to reflect the fact that
emphasis must be given both to mechanical skills of secretarial work and
to the ;value of human relations aspecis.

% questionnaire was mailed to Salina banks and othsr finanecial
institutions, insurance companies, law firms, and real estate agencies.
The questionnaire was comprised of sixteen questions in addition to an
opportunity for comments. A total of 122 questionnaires was mailed to
businesses with 78 responding for a return of 65 percent. A series of
tables was prepared to show percentage responses. One table listed total
responses and an additional four tables gave responses in percentages by
iype of business. _

The questionnaire survey of Salina business was then related
to the content of the course Secretarial Science in order to discover
whether or not the needs of business are reflected in the teaching of
the coursas. “hough not every aspect of the course could be coversd
in a survey of this kind, a study was made of those office duties and

skills that most secretaries are required to handle.



The following conclusions were drawn from the study:

1, The course Secretarial Science appears to cover adequately
the preparation of secretaries for Salina business.

2, Salina business bas a genuine interest in the kind of
training prospective secretaries recelve, as evidenced
by the response to the questionnaire and in particular
by the many comments which were included in replies
to the questionnaire.

3. Because more than one half of the businesses surveyed
employ only one secretary, it is necessary to continue
to train students to handle a wide variety of office
assigmments,

4, The degree of proficiency required in certain skills
differed according to the kind of business surveyed.

5. There was a marked similarity among all businesses in
the study concerning the need for emphasis on the value
of human relations in secretarial training,

6., Increased training in the use of the manual typswriter
and more emphasis on the composition of letters should
be incorporated into the course Secretarial Science,

7. There is a need for continued training in shorthand
and related transeription skills as evidenced by the
high percentage of businesses requiring those skills.

It appears to the writer that the training of secretaries
should reflect the growing trend in the use of copying machines and
automatic typewriters, coupled with the decreasing use of the ditto
machine. Because only three percent of all businesses surveyed make
use of the ditto machine, the deletion of training in ditto work will
be considered.

On the other hand, the writer concluded that a program of
instruction in the use of the automatic typewriter would be beneficial,
Since one in five of the businesses surveyed indicated that automatic
typewriters are used by their employeses, it appears that some instruction

in this area should be initiated in the course Secretarial Science. An
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automatic typewriter is not available in the classroom at Marymount
College at this time., However, an attempt will be made to provide
iraining through the College Service Center where frequent use is made
ol an automatic {ypewriter. '

he study showed that a surprising percentage of secretaries |
continus to use manual typewriters, or at least a combination of elec-
tric and manuzl machines, In view of this, more emphasis must be
placed on practice to attain adequate slkill with the manual typewriter
as wsll as with the electric machine.

Through the use of a questionnaire survey of Salina business,
ihe writer has attempted in this study to make an evaluation of the
quality of the training program in Secretarial Science, Because of the
limited scope of a study of this kind it was not possible To cover all
aroas of training, However, it was felt that a definite improvement
can be made in the teaching of the course Secretarial Science as a

result of the study.
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2053 South Fourth Street
Salina, Kansas 67401
March &4, 1971

Gentlemen:

I teach secretarial courses at Marymount College, and I
am concernad about the preparation and training of secretaries,
As part of my work toward the Master's degree at Kansas State
University, I am attemplting to discover what Salina business
desires from its secretarial employees and the kind of traina
ing programs needed to prepare these employees. The topie of
my report is "A Study of Business Needs in Relation to a College
Secretarial Science Course,”

To gather information needed for my study, I am asking
your help in answering some questions. I would be very grate-
ful if you will take time to complete the enclosed questiomnaire
and return it to me within the next few days, A stamped, self.
addressed envelope is provided,

Sincerely,

D emntl

Encl, {2)
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QUESTIONNAIRE

This questionnaire is designed as an aid toward the improvement of
secretarial training in Salina. Statistics gathered will be used col-
lectively and your firm will not be identified, Please mark the item
that represents the best answer(s) for your situation.

1., Please indicate your type of business:

Bank or Financial Imstitution
Insurance Company

Law Firm

Real Estate Agency

2. Number of sscretarial employees:

Cne
Tvwo=Five
Six-Nine
Ten or more

3. Do your secretarial employees uss:
Electric typewriters

fanual typewriters
Both

4, Minimum net typewriting speed required:

1050 words per minute
50-60 words per minute
6070 words per minute
Over 70 words per minute

SR ——

5. Please indicate which of the following machines are used in your
office: :

Mimeograph
Ditto
Copying Machine

Automatic Typewriter

Voice Dictating Machine

6. Are your secretaries required to take dictation?

Yes
No

7. If yes, what sésed do you expect the secretary to take shorthand?

Under 80 words per minute
80-100 words per minute
100-120 words per minute

Over 120 words per minute

memsnc T ———



Questionnaire~~Page 2

8.

9.

10.

L3,

14,

Do you feel that sscretaries would benefit from more office style
dictation in the classroom? (Dictation which simulates the actual
dictation of a person composing a letter as he dictates,)

Yes
Yo

Do you ask your secretaries to compose letters either for your sig-
nature or their own?

Fregquently
Infrequently
Never

In your office, are your files organized:

Alphabetically
Geographically
Numerically

Iy subject

When selecting a secretary, how important do you consider grooming
and person2l appearance?

Very important
Lmportant __
Fairly importent

. Do you permit secretarial employees to wear pant suits in the officse?

Yes

Ko :
e

For the remainder of the questionnaire please rank the following in
order of their importance (1 for most impor’t.a.nt, 2 for next impor..
tant, etec.).

Transcription Skills:

Word Usags
Punctuation
Spelling
Vocabulary

————

Use of the telephone:

Placing calls
Answering the telephone
Giving information
Getting information
Transferring calls



Questlonnaire--Page 3

15. Performance factors:

Accuracy

Good Jjudgment
Follow through
Resourcefulness
Initiative

16. Human relations factors:

Consideration
Tact
Discretion
Loyalty
Objectivity

B it

wAkER

COMMENTS:

If you wish, pleass offer suggestions or advice to teachers of
secretarial students,

39
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1.

2.

X
SYLLABUS

Title and number of course: Secretarial Science (120).

Course description: An integration of skills alresady acquired,
develorment of secretarial responsibilities, modern business office
procedures and problems.

Credit: Three hours, offered M-W.F in a regular time slot.

Placement: Generally second semester in the freshman or sophomore
year.

Objectives: The basic purpose of this course is to train pro.
fessional sscretaries in the areas of skillful competence and human
relations., An attempt is made to create positive attitudes and
motivate students to self.improvement., The subject matter and
problems require the student to evaluate constantly his individual
ability and personality. The broad concept of the “ecoperative
spirit® needed between the secretary and the executive is empha-
sized throughout the courss.

Organization: Topics that are related are groupaed inte integrated
parts in an effort to enhance the development of a mature under-
standing of office problems. The duties and skills that 211 secrea
taries will be required to handle are presented first. As ths
student progresses, special duties are introduced. Many of these
are of a supervisory and decislon-making nature. Ability in
handling these extra duties usually means the difference between

a truly competent secretary and a routine stenographer,

The major topics included in the course are:

(2) The Secretarial Profession

(b) Secretarial Typewriting and Duplieating

(¢) The Secretary's Communication Responsibilities
(d) BSecretarial Use of Transmittal Services

{(e) Secrctarial Management of Records

(£) Assistance with Travel and Conferences

{g) Collecting, Processing, and Presenting Business Data
(k) Finaneial and Legal Facets of Secretarial Work

(i) Professional Future of the Secretary

Teaching methods: Lectures by instructor and considerable par-
ticipation from students, Some new techniques are introduced dur-
ing class periods. Various supplements are used such as trips to
various offices, the use of films, film strips, and overhead pro-
jections, A guest lecturer is occasionelly invited to speak to
the class. Students are asked to present both oral and writien
reports from outside reading assignments. An attempt is made to
keep the course current with the help of newspapers, magazines,
and other publications.
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Textbook: Secretarial Procedures and Administration (and Workbook
of Related Work Assignments), Harma, Popham, and Beamer, South-
Western Publishing Company, 1968. Dr, J. Marshall Hanna is Pro-
fessor of Business Education at Chio State University. Dr. Estelle
Popham is Professor of Business Education at Hunter College; and
she was formerly Dean, Institute for Certifying Secrstaries,
National Secretaries Association., Mrs, Esther K. Beamer is a pro-
fessional secretary who has had extensive exscutive secretarial
experience in advertising, architecture, editorial research,
personnel and public accounting.,

Bibliography:
Books

Common Secretariasl Mistakes and How to Avoid Them., Editerial Staff.
Englewood Cliffs: Prentice-Hall, Inc., 1968.

Doris, Lillian, and Besse May Miller, Complete Secretary's Handbook,
Englewood Cliffs; Prentice-Hall, Inc., 1960.

Flynn, Patricia, The Complete Secretary. New York: Pittman Pub-
lishing Company, 1965.

Place, Irene and Estelle L, Popham, Filing and Records Management,
Englewcod Cliffs: Prentice-Hall, Inc., 1506.
Streamlining the Secretary®s Workload, Prentice-Hall Better

Secretaries Series, Lnglewood Cliffs: Prentice-Hall, Inc.,
1963,

The Successful Secretary, Editorial Staff., West Nyack, New York:
Parker Publishing Company, 1964,

Vermes, Jean C., Secretary's Guide to Dealing with People. Englewood
Cliffs: Premtice-Ball, Inc., 1904,

Whitcomb, Helen and R. lLang, Charm for the Business Woman, New York:
leGraw-Hill Book Comparny, 1904. .

Newspapers and Perlodicals:

The Kansas City Star and Times
The Salina Journal

The Wichita Eagle

The Balance Sheet

Fortune

Glamour :

The Journal of Business Education
The Secretary

Today's Secretary
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There is currently a growing concern among business educators
and employers regarding the preparation and training of secrstaries,

This concern is related both to ‘the development of secretarial skills
and acknowledgment of the importance of human ::elatinns training,

As a teacher of sscretarial students at Marymount College in
Salina, Kansas, the writer was concerned about the preparation and
training of sscretaries, The purpose of this study was to inquire into
what Salina business desires from its secretardial employees and the
kind of training programs needed to prepare these employees, and %o
evaluate the course Secretarial Scisnce in view of the demands of
business today.

A questionnaire was mailed to Salina banks and other financial
institutions, insurance companies, law firms, and real estale agencies,
Results were tabulated in a series of tables showing percentage responses.

Salina business showed a genuine interest in the proper training
of prospective secretaries, From the results of the study it appears
that it is necessary to continue to train students to handle a wide
variety of offics assignments. The degree of proficiency required in
certain secretarial skills differed widely according to the kind of
business surveyed; however, there was a great similarily among all
businesses concerning the value of human relations training for
prospsctive secrstaries. '

Ths writer concluded from the results of the survey and an exami-
nation of the course Secretarial Science that the course appears to cover
adequatsl& the preparation of secretaries for Salina business. Certain
revisions are planned as a result of this study which are expected to

further improve the course.



