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with the belief that all the variables at play since 1985 

persisted up to 1993. 

1.2 HYPOTHESIS 

The working hypothesis would be that there is a 

positive correlation between high productivity and 

effective management and alternative hypothesis will hold. 

We shall also hypothesis that for effective management 

there should be a pool of well trained staff. 

It is also the belief that money and good equipment 

should be a function of effective management. 

1.3 DELIMITATIONS AND LIMITATIONS 

Nigerian Telecommunications Limited is divided into 

five Zones, which are:-

1. North West Zone with Headquarters in Kaduna. 

2. North East Zone with Headquarters in Bauchi. 

3. South West Zone with Headquarters in Ibadan. 

4. South East Zone with Headquarters in Enugu. 

5. Lagos Zone with Headquarters in Lagos. 

The Researcher has limited the use of most 

questionnaires to the North West Zone and depended on 

telephone interviews for the other Zones; as it would not 

be possible to travel to all these Zones due to time, 

economic and compounded academic work. 

In the course of writing this project, my limitations 

were numerous; some of them include unavailability of 

information due to the difficulties in meeting the 

professionals at the required time to collect necessary 

data. Also lack of access' to standard text books on the 
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Nigerian Telecommunications PLC has two training 

Schools at Oshodi and Kano. Presently, it trains 

Technologists, Technicians, clerks, Personnel Officers and 

others. 

Though training is expensive, all complex organisations 

in Nigeria, in order to survive, must make training of 

personnel an integral part of administrative culture rather 

than an ad-hoc matter. 

GOVERNMENT INFLUENCE 

In a parastatal like the Nigerian Telecommunications 

PLC, the government as the employer of labour, has a major 

role to play in the quest for increased productivity, 

efficiency and efficacy. The government formulates a 

global policy to cover other parastatals in line with the 

above to guide their operations. 

These policies are handed down with clear-out objec­

tives, unfortunately problems have always arisen during 

implementation of such policies. These agencies even 

though they are supposed to be specialised bodies managed 

by men ot requisites knowledge and training, they have not 

always met the aspiration of the watching public. Replies 

to public criticisms of their poor performance have always 

been that there is over interference in their day-to-day 

operations by the very government that set them up. 

As the representative of the public, the government is 

now denied the right to interfere in the running of the 

parastatals. As a control measure in checking the excesses 

of the management of these organisations, this should be 
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increased customer dissatisfaction should be eschewed 

permanently. Line Managers along with their subordinates 

should recognise that the role of Nigerian 

Telecommunications Limited was to contribute to Nigerian's 

development as a leading communication and information 

centre in Africa." Engineer Uchiduno, the then Managing 

Director continues, "To meet this role, N1TEL must meet the 

growing needs of an increasingly sophisticated customer 

population by offering range of product and services, at 

prices expected to give Nigerian Businesses competitive 

edge in the sub-region." 

The need for productivity in Nigerian 

Telecommunications PLC cannot be overemphasised because 

without productivity the attainment of goals and objectives 

of organisation cannot be accomplished. What is more 

important is the need for higher productivity among Field 

Technicians and Telephone Operators whose jobs are of 

enormous importance to the success of the organisation 

because they are the staff that process all input from 

other divisions, departments, and units to real output. 

The quality, effectiveness and efficiency of the 

organisation's services to the public depends on the 

performance and ability to transform these units, 

departments and divisions into inputs. 

The management approach to this problem should be with 

utmost managerial skill as discussed above. And the 

question of productivity should, therefore, be a hall-mark 

problem of management of the Nigerian Telecommunications 

PLC and more specifically 'that of Field Technicians and 

Telephone Operators. 
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PLANNING & DEVELOPMENT 

a) Building Engineering & Accommodation Services. 

b) Chief Economist 

c) Systems Planning 

OPERATIONS 

a) Customer Services 

b) Stores Management 

c) Maintenance 

PROJECT IMPLEMENTATION & MONITORING 

a) Implementation 

b) Monitoring 

c) Research & Development 

FINANCIAL ACCOUNTING 

a) Finance 

b) Management Accounting 

INVESTMENT & TREASURY 

a) Investment 

b) Treasury 

BUDGETARY PLANNING STOCK & COST ACCOUNTING 

a) Budget Planning 

c) Stock Accounting 

PURCHASING & 8UPPLIES 

a) Purchasing 

b) Supplies 

PERSONNEL, TRAINING & MANPOWER DEVELOPMENT 

a) Personnel 

b) Kano Management Centre 

c) Course Development 

d) Oshodi Technical School 
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It Encourages Specialisation of Labour: This normally 

leads to efficiency in the performance of tasks, A 

person who is a specialist in accountacy, for 

example, will do a better accounting job than a person 

who is a jack-of-all-trades. The functional 

structure, therefore, promotes a career path for 

people with specialised skills. 

Employees Understand the Structure: It is easy for 

employees to understand that specialised functional 

areas exist in the firm and that these specialised 

areas must work together. As well, employees in each 

of these areas work with people who have training 

similar to theirs; this enhances task accomplishment 

because they see that they have something in common 

with their co-workers. 

It Eliminates Duplication: In the functional 

structure, there is only one Engineering Department, 

one Accounting Department, one Administration 

Department, and so on. With only one department in 

each of the key functions, there is tight control over 

the activities that are being performed and little 

duplication of activities occurs. All work is 

centrally coordinated so that duplication is kept to a 

minimum. 

disadvantages associated with Functional Structure, 

and these include:-

1. Employees do not have a system perspective: Perhaps 

the major failing of the functional structure is that 
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For those niche organisations/companies that can 

not afford to instal telex machines in there premises 

NITEL provides Telex Delivery Services (TDS) whereby 

there telex messages are received by NITEL and kept in 

their individual boxes and are charged an affordable 

monthly rental fees. 

TELEGRAPH SERVICES 

NITEL also provides domestic and international 

telegraph services for those who want an urgent short 

messages sent to their relations/friends/business 

partners. It also operates Registered Telegraphic 

Address (RTA) which is similar in operation to the 

(TDS) described above. 

SPECIALISED SERVICES 

For heavy users of telecommunications services, 

NITEL provides on request, Leased Circuits and Private 

Wires. These circuits when offered, are exclusively 

used by the subscribers' point to point 

communications. The subscribers are charged annually 

and these charges are independent of volume of traffic 

carried. Also in this category is the Alternate Voice 

Data Circuit whereby the subscriber can use the 

dedicated circuit for Voice and Data. Similarly, 

under the specialised services, NITEL offers 

Transmission and Reception of Real Time Television for 

Network Programmes. 

OTHER SERVICES 

Other petty services rendered by NITEL include 

Voice Cast and Press Reception which is mainly 
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this situation but lack of sufficient spare parts is a 

major constraint to their efforts. Unfortunately for 

NITEL the manufacturers of these old analogue 

equipment do not produce spare parts any longer as 

current trend in telecommunication focuses on much 

modern digital exchanges which are planned to provide 

the Integrated Services Digital Network (ISDN). The 

major step taken by NITEL in this regard is the 

gradual digitalisation of its exchanges which has 

currently reached an advanced stage. 

(iii) EXTERNAL LINE PLANT (ELP) 

In cases where calls have successfully passed through 

the transmission and switching stages, there is till 

an added problem of its termination due to the poor 

nature of the cable network. Thus the call may be 

ringing-no reply in case of disconnection or ringing 

busy in case of short circuit. All these are 

associated with the problem of aging cable network in 

NITEL; the problem which needs to be seriously 

addressed. In some cities, some of these cable 

networks have the outlook of cob-webs and are 

therefore subjected to deliberate or undeliberate 

injuries by third parties, thus affecting successful 

termination of calls set up by Operators. 

(iv) SUBSCRIBER ATTITUDE 

It has been established by well known Psychologists 

world-wide that individual behaviours and attitudes 

differ a lot and play a serious part in the conduct of 

two person communication. Thus, even though the NITEL 
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(VI) POOR SALARY AND INCENTIVES 

Most employees are in employment to satisfy some of 

their unsatisfied needs. Some of these unsatisfied 

needs vary from country to country depending on the 

general standard of living. Thus, in a developing 

country like Nigeria, most of these unsatisfied needs 

are Physiological Needs which are the basic in Abraham 

Maslow's Hierarchy of Needs. Consequently, more than 

95% of these NITEL Telephone Operators are in 

employment to get money in order to satisfy their most 

basic needs. The Researcher has observed that judging 

the sensitive nature of the work Telephone Operators 

handle, the remuneration in relation to the volume of 

work is inadequate. Moreso, with the current economic 

hardship in the country more Naira is required to be 

able to keep a Telephone Operator oscillating in this 

lowest Need Hierarchy. Unfortunately, NITEL though a 

commercially profitable organisation has not, as at 

the time of writing this Project, been able to review 

the salary structure of its staff as is done several 

times by similar commercially viable organisations 

such as NNPC and NEP PLC. If not because of lack of 

employment opportunities currently prevalent in the 

economy, the result would have been massive employee 

turnover; the consequence of which would have been 

disaster for NITEL. Even then in answer to sample 

questions presented by the Researcher, most of the 

Telephone Operators are of the opinion that their 

outputs far exceed their remunerations. This normally 
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telephone line especially these days when costs of 

transportation are high and people prefer to make the call 

rather than the trip. Thus, the importance of having 

faulty telephone lines cleared within the shortest time 

possible can not be over-emphasised. 

Admittedly though, there are some bad eggs among these 

Field Technicians who occasionally create man-made faults 

in the already poor aged cable network, presumably with the 

view of subjecting the subscribers to understand in the 

Nigerian context before rectifying their 'faulty' lines. 

It is this group of Field Technicians that are kicking both 

NITEL and subscribers when both are already down. 

Nevertheless, some of the realistic problems 

experienced by these Field Technicians include:-

(i) INADEQUATE LOGISTICS 

Telephone lines are installed at various addresses 

scattered randomly in the town or city. At any time, 

there is always the possibility of some of these lines 

located at different addresses becoming faulty. To 

have these faulty lines cleared, the need for the 

Field Technicians to have dedicated and sufficient 

number of vehicles can not be over-emphasised. In a 

structural interview with the Field Technicians they 

have indicated logistic as their number one problem 

militating against their efficiency. In a typical 

telecommunications set up like the British Telecom, 

every Field Technician is given a vehicle which he 

drives himself to go around the town to clear faults, 

normally within the area of his jurisdiction. The 
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result is efficient fault clearance and fault 

prevention. Unfortunately, though, in NITEL the 

field Technicians are divided into gangs (and a 

gang has about three Technicians) and only a 

vehicle is assigned to about two to three gangs. 

The vehicle picks the gangs and drops them at 

strategic places and keeps on rotating among the 

gangs for further assistance. In some cases a gang 

may clear a fault within a short time but may not 

get the vehicle to carry it to the next point. The 

general result of this is hopeless inefficiency in 

clearing telephone line faults. To even compound 

the matter is the frequent breakdown of these 

limited number of vehicles whose maintenance is 

vested on the territorial administration that is 

often starved of operational funds. 

INACCURATE RECORDS OF FAULTY LINES 

For effective and easy maintenance, every telephone 

line has installation record, indicating the cable 

pair from the exchange to the cabinet, to the Main 

Distribution Frame (MDF) and finally to the 

subscriber's address. In the majority of NITEL 

Exchanges these records are written on some cards 

that are at the disposal of many unauthorised 

staff. The result is that sometimes the cards are 

misplaced, thereby making up-dating of records 

virtually impossible in cases of cable and address 

changes. To minimize this problems, for NITEL 

Exchanges with high capacity, it is advisable to 

enter these records in a PC under the custody of 

few hands. 



- 54 -

(Hi) LACK OF ADEQUATE WORKING TOOLS 

For required efficiency from the Field Technicians it 

is necessary that they are fully equipped with working 

tools. Most of the Field Technicians interviewed 

complained of inadequate working tools and further 

claimed that they had to procure some of these tools 

themselves. This sort of development gives room for 

some of these Technicians to recoup their expenses in 

this regard by indirectly charging the subscribers 

which is, of course, not justifiable. It is obvious 

that tools like the linesman telephone go a great way 

in enhancing quicker localisation of faults by the 

Field Technician but these type of tools are either 

inadequate or faulty, 

(iv) OBSOLETE TEST DESKS 

Except for the newly installed NITEL Digital Exchanges 

employing the Sulim for testing lines, the old 

Analogue Exchanges still use the Wire Chiefs (Test 

Desks), which often give inaccurate line condition as 

a result of their frequent breakdown. The result is 

that the MDF staff manning the Test Desk may observe 

one type of condition of the telephone line while the 

Field Technician may observe a completely different 

type of condition. This often results in undesired 

inefficiency in the clearing of faults. However, with 

NITEL plan of digitalisation of the whole network, 

this problem is likely to subside soon. 

(V) ATTITUDE OF SOME SUBSCRIBERS 

Analyses of the questionnaires given to the Field 
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the management of these categories of staff should be of 

major concern to the Central Management of NITEL. 

Another big problem faced by the Central Management 

of NITEL is the category of subscribers who makes it 

difficult for the effective management of the 

organisation. Such category of subscribers exhibit nasty 

behaviours ranging from connivance with telephone touts 

with a view to avoiding NITEL standardized charges, as 

well as, blatant refusal to settle their telephone bills. 

Similarly, NITEL experiences a lot of problems in 

collecting its revenue (telephone charges) from the Arm 

Forces and other Government organisations both at the 

Federal and State levels. This, of course, retards the 

company's efforts towards development and implementation 

of strategies for effective service provision. 

Consequently, in its continuous attempts to practice 

effective telecommunications management, NITEL is faced 

with inadequate funds to prosecute desired projects. 

Similarly, there is the problem of proliferation of 

telecommunications equipment, lack of standardisation of 

installed telecommunication equipment and inadequate 

productivity as a result of insufficient intrinsic 

rewards to staff, resulting in some cases to dishonesty 

and fraudulent practices all culminating in an undesired 

customer satisfaction. 

2 RECOMMENDATIONS 

From the analysis given in the previous chapters and 

taking into cognisance the fact that the present telephone 

density in Nigeria is 0.6 (i.e. 0.6 telephone line per 
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activities, as well as, developing self-reliance. If the 

objectives are short-term reguirements, then it should 

accelerate the provision of telecommunication services in 

all the major commercial centres in the country and provide 

adeguate and meaningful training facilities, as well as, 

exploring new opportunities for financing 

telecommunications development. 

CONCLUSION 

Telecommunications is potentially powerful; indeed an 

essential tool for development. Good communication is 

fundamental to the healthy existence of human society and 

is generally considered the nervous system of any society. 

In all our dealings, be they social or economic, without 

effective communication we cannot make much sensible and 

meaningful progress. Consequently, the role of Telephone 

Operators and Field Technicians in the successful 

attainment of objectives cannot be overemphasised. 

Therefore, the recognition of the roles played by these 

staff should be done by introducing more incentives and 

provision of an articulated programme of training to 

improve their performances if productivity is to be further 

enhanced as a move towards effective telecommunications. 

Furthermore, the need for standardisation of 

equipment, the adoption of effective integration of 

purchased systems, as well as, the move towards local 

manufacturing of spares are inevitable if at all sound 

telecommunications can be achieved. 

In the continuous march towards effective 

telecommunications, the productivity of all staff 
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