EVOLVING A NEW RECEIVABLES COLLECTION
POLICY FOR THE INTERNATIONAL ARM OF
NIGERIAN TELECOMMUNICATIONS LIMITED
(FORMARLY NET LTD) NOTH-VWEST ZONE KADUNA -

A CAxE SIUY

BY

HARUNA ALI

A PROJECT SUBMITTED TO THE POST-GRADUATE
CHOOL, AHVADU BELLO UNIVERSITY ZARIA, IN
PARTIAL FULFILLMENT OF THE REQUIREMENTS FOR
THE AWARD OF THE DECREE OF MASTER OF
BUSINESS ADMINISTRATION IN THE DEPARTMENT

OF BUSINESS ADMINISTRATION

AUGUST, 1985



DECLARATION

It is hereby declared that this study is my own
personal handwork. It is original and any other
person's work referred to have been appreciably

and gratefully acknowled;ed in the footnotes and

Bibiography.

HARUNA ALI

THE ABOVE DECLARATION IS CONFIRMED

ALHl, SHEIKH AHMED ABDULLAHI

(1)



ACKNOWLEDGEMENT

I am extremely pleased to express my gratitude to the
following people who one way or the other and in no small

measure ocontributed to the successful completion of this studys:

Alhaji Sheikh Abdullahi for sacrificing his time despite
continuous demand for his precence on very many serious issues
to supervise the writing of this project. His very many
correcting advices and fruitful guidances had been of immense

assigtance in the course of thiz project.

Ir, Sharma and the rest of my Lecturers who freely advised
me. 1 sincerely pray that Almighty Allah will pay them back

for their assistance.

In absclute appreciation, the following friends and relations
need tc be mentioned for their invaluable help materially,
financially and spritually. Major Abubakar D. Umar,

Bashir Ahmad El-Rufai and my loving wife Sa'adatu Haruna (Mrs.).

Also included are the people 1 left behind for studies
both at Sokoto and Kaduna. These are Alhaji Abubakar Z. Tambawal
and family, the entire family of Abbas Bello, Majakwai A. Yabo,
Abubakar Bawa, Haliru Aliyu, Sani Umar Kalgo, Harupna Usman, Sani
Osman, Abdulkadir Idris and a ligt of others too many to be

mentioned. To all, I gray God the Almighty to bless them.

(i4)



ABSTRACT

Nigerian Telecommunications Limited deals with Communications
business in Nigeria. It is specifically created to provide and
maintain Communications services externally and internally for

the entire populace of Nigeria and also meke profit.

The main line of business includes Telephone, Telex and
Telegraph services throughout the country and to any country
in the World. These services are provided both on cash and
credit basis. It is on the credit aspect that this study is
concerned with. The study is concerned with finding our problems
being faced by the International am (former NET) of Nigeria
Telecommunications Limited Kaduna North West Zone in its
receivables collection policies and also the problems faced by
the customers in trying to settle their bills for the services

rendered to them on credit.

The am is to come out with ways and means of solving
these two-edged problems facing both the customers and the
organization. The study becomes necessary owing to huge amount

of debt accumulated by credit customers.

The study concludes with recommendations for the strict
adherence to the new procedures, methods and policies for
granting credit facilities and receivables collection. These
recommendations are derived from the conclusions drawn from

the research.
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CHAPTER 1

EVOLVING A NEW RECIIVABLES COLLECTION POLICY FOR

THE INTERNATIONAL ARY (FORMER NET LTD) OF NIGERIAN
TELECOMMUNICATIONS ITMI%ED, NORTH WEST ZONE,
KADUNA - A CASE STUTY.

1¢1  INTRODUCTION

In the introductory part of this study attempt is made
to define what Nigerian Telecommunications Limited is, ita
background, reasons for its creation, what services it provides
and the nature of the services., This is necessary in so far
as the study is concerned so that the reader or whoseever is

interested may be in a clear picture of the area from which

the study is conducted.

The study is concerned with finding out problems being
faced by the International arm of Nigerian Telecommunications
Limited, North West Zone, Kaduna in its receivables collection
policies and also the problems being faced by the customers in
trying to settle their bills for the services rendered to
them on credit. The objective of the study therefore, is to
come out with ways and means of solving these two edged problems
facing both the customers and the Organization. The study was
limited to the International arm of Nigerian Telecommunications
Limited (NITEL) as a result of huge amount of debt accumulated
in the form of credit facilities since when the International
arm of NITEL Ltd. was known as Nigerian External Telecommunications

(NET Ltd.) before the marger of 1st January, 1985. Moreover



the local arm of NITEL, i.e. former Post & Telecommunications
Services never operated any properly spelt out policy on

receivables collection.

The International arm of Nigerian Telecommunications
was a 'Baby' of the old communications establishment called

the African Direct Telegraph Limited.

Thie Company was responeible for the first direct
telegraph services between Lasos and London. The Company later
together with some other communications organizations merged
and formed what was then known ag the Imperial and Intermational
Communications Limited which later became Cable and Wireless

Limi ted.

Due to the importance of communications for Econowmic and
Industrial survival of the nation, the Nigeria Government after
attaining Independence went into partnership with Messrs Cable
and Limited (now the International arm of NITEL) The Company
was incorporated in 1962 with the Federal Government share
equity of fifty-one percent and Messrs Cable and Wireless,

London having a share equity of forty-nine percent.

With promulgation of 1972 Indegnisation Decree the Federal
Government on 1st January, 1972 aoquired the forty-nine percent
share equity owned by Messrs Cable and Wireless, London and NET

became fully owned by the Federal Government.

International arm of Nitel (former NET) as a limited
liability Company since 1 September, 1972 until 1 January,

1985 when it was merged with Posts aud Teleccmmunications



Services to become NITEL (Ni-—erian Telecommunications Limited)
has built modern telecomsunication systems providing Nigerians

with varopis services to any Country throughout the VWorld.

The Interna¥icmal arm of NITEL (former NET) for and on
behalf of NITEL has the full responeibility to provide External
Telecommnication Services to the entire nation. Among the

gervices provided are:

(a) International felephone Services
(b)  International Telegraph

(e) Telex and Telex Delivery Services
(d)  Public Telegraph Fasecinmile

(o) Transmission and Reception of Live Television

(f)  High Speed Data Transmission

142 Internaticnal Telephone Services

.........

Since ite introduction, its volume kesps increading almost
at forty percent more especially in International Direct Dailing
System. This service has greatly contributed to the growth of
the Country in Commercial and Industrial gectors. This facility
which wae introduced in 1980 is used mainly between Nigeria,
United Kingdom, U.8.A., FPrance, West Germany and other major

Butopean Countries.

International Direct Dniling offers quick service to the
customers by enabling the customers to call directly any
international numbers of their choice without the intervention

of exchange operators or distant orcrators.



1¢3 [Telex and Telex Delivery Sexrvices

-— A -

This is an automatic am of the service which has been
in operations since 1971. Through this system Nigerians can
send and receive telex message from any part of the World.
Direct telex facilities exist between Nigeria, London, New York,
Frankfurt, Montreal and other major cities of the World. This
service is of vital importance especially to buginess

organization with Overseas partners.

1ol Delearaph Services

There are two types of telegraph services, they are

(a) Private based telegraph: This offere continuous
communications links throughout the year to Leases.
Customers wishing to have these facilities are
charged a prescribed annual fees based on the

speed of transmission.

(v) Public telegraph services: This scrvice is
provided for the generality of the pecople who

are desirous of sending Telegraphy message abroad.

1.5 High Speed Data

High speed data circuits are very important especially
where a lot of informat‘on is to be transmitted or received
within a very short time. Organization like oil companies do

make use of high speed data gervices for transmission of their

messages.



146  Transmission and Reception of Live Television

Through this system NET has been transmitting or
televising via NTA major world events for the Nigerian Publice
Dvents such as Pestac 1977, Olympic Games and World Boxing

Championships were seen life by the Nigeria Public.

Therefore, as stated in the above explanation, by nature
of its services which hitherto were confirmed to very limited
areas in the Southern part of the country as against the
numerous customers scattered all over the country, it is
absolutely necessary for International arm of NITEL to
provide credit facilities. (leasons being that in mést cases
customers requedt for the services at different times for
different reasons and at a varying level of velume and
quality. The fact that the branches of NITEL offices where
these services are provided are concentrated within (until the
coming back of politics in 1979) the southern part of the
Country also made it compulsory to provide credit facilities
for the customers who would not heve chance to fravel down scuth
and effect calls for cash payments. Also being a service Company
whose major customers are Government Minietries and or

Departments serve as a factor for providing credit facilities.

The provision of credit facility is not an easy exercise
because it involves such variables as the purpose fer extending
credit facilities, the maturity period, the security involved,
the initial amount required as deposit, the statue of the
applicant and the particular characteristics of the individual

or organization involved.



Fvaluation thercfore of the customers to whom credit
facility is to be granted is unguestionably important to any

organisation that produces goods or services.

It therefore follws that the persons/organization that
are likely to be granted credit facilities must, beyond all
imagination, prove their creditability, worthniess and above
all must be capable of utilizing the opportunities offered by
credit facilities. This, therefore, requires systematic and
careful approach with a view to granting ecredit facilities

where they are appropriate and genuienly needed.

The igsue of evaluation constitutes a problematic area
ag far as Intermational arm of I11EL services are concerned,
because the great majority of its credit customers are ordinary
telephone, telex and telegraph subscribers who transact on
average small businesses intermittenly. These categories of
subscribers include Civil Servants, students and petty traders

who are actually low quality and low volume customers.

The high quality and hizh volume customers are Government
and ite agencies, firms and major industries, commnercial and

industrial banks.

As a result of these differences in customer volume and
quality it is therefore assumed that it is ane of the causes of
poor receivables collection policies. Hence the necessity of
customer analysis in thie study so that the study can help involve

meanigful and effective receivables, collection policy.



2,  Accounts Paceivables (Definition of)

Accounts receivables represents an arrangement through
which an organization provides credit facilities to its selected
customers. Simply put it is a creditorship arrangement wheredby
services or product are supplied to the customers, the payment
for which is to be settled in a determined future date(s).

The aim is to retain the reputable customers by providing them
with services while at the scme time making profit. Furthermore,
the bas~s for granting credit facilities to expand sales by
gaining more customers at an appreciable level of risk. This

is inherent in the nature of the product and services the firms
offers to the public, the management policies guiding the

firms' operations and the competitive atmosphere in which the
firm operates. These factors usually affect the volume of

credit facilities grented by the firm.

In our text, receivables collection simply defined means
the amount of debt owed to the Company as a result of services
rendered. Receivables collection therefore is the action that
involves the collection of thepe amounts owed at a gpecified
pericd agreed upon. In so far as NITEL is concerned based on its
current credit terms the receivables become due for collection
as soon as the bills are processed. The bills are normally
processed at the end of each month when receivables mature for

collections.



3¢  Objective of the Study

The objective of the study is to examine the available
data/information on the past and the present receivables collection
procedures used in the Intermational arm of Nigerian
Telecommunications Limiteds From this it is hoped that an
ingight may be gained in receivables collection derive and the
obstacles, constraints or limitations being encountered, It is
also intended to examine the full role played by the Finance
Department, Operaticns Department and the Public Relations amm

of the Corporate Affairs Department in receivables collection.

The study tried to determine and find out to what
extent the subscribers (individual and organizations) take
advantage of credit facilities provided by NITEL Ltd.

How also they abuse the previledges granted to them.
Finally the study will asseased the basic problems NITEL
encounters in its collection derivep, in order to determine
the failture or success so far as receivables collection based
on the past and present procedures are concerned. The study will
be concluded by presenting some recommendations for sclutions
to the problems discovered, thereby evolving a new effective

and meaningful receivables collection policy.

Lo Scope of the Study

The study ie essentially concerned with the problems of
receivables collection policy in as much as it contributed to the

huge debts accumulated by various svbscribers and also losses



that are either written off as bad debts or silently ignored.
It also touches avenues and routes which serve as sources of
fraud by both NITEL staff [Operators) and customers through
connivance and manipulation of machines. Limitation such as
transportation problems and technical hitches would also be

examined.

Due to data scargity on North West zone of NITEL, Kaduna
and the fact that the study iz the first of its king it is
regarded as the first and so far the only attempt to examine
this vital operation aspect of NITEL. The study therefore is
not only desirable but necessary in order to come out with
smooth, effective and practical receivables collection policy

for NITEL services.

The study assumes greater importance if we take into
consideration the rapid expansion of NITEL services to all

the State Capitals.

5«  Plan of the Study

The plan of the study was mapped out in such a manner
that it would reflect instantly the necessary data and
information for its competition, It was therefore planned as

indicated below.

S5¢1 Chapter I: It introduces the study stating among other
things methodoloty employed, hypothesis upon which the study was

bagsed, objective of the study and its limitations.
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52 Chapter II: It deals with an overview of Telecommunica-
tions in Nigeria as a whole which is an attempt to help in better

understanding of communicaticn developwent in Nigeria.

5¢3 Chapter III3 ‘The chapter is centred on three main areas:

(a) The Company's formation, organizational structure,
corporate objectives;
(b) Development and type of services rendered; and

(e) The creation of liorth West Zone, Kaduna.

5.4 Chapter IV: It highlights the functions and roles of
Operations Department, Finance and Public Relations Departments
in providing and scheduling credit facilities for telephone,

telex, telegraph services to credit customers.

5.5 Chapter V: 1In this chapter the study discusses at length
the existing policies mentioned earlier and the structure of
credit facilities« The existing policies of 'time' and 'amount!’
have proved inadequate not necessarily because they are bad in
themselves rather the structure upon which they are being operated
is itself faulty. The aim here therefore is to examine these
systems critically hoping all along to show how bad they are

and what actually made them bad,

The credit period method is then selected as a new policy
which ghould be used. The chapter explainsg in detail how the
credit period will be improved upon so that it turms out to be a
new effective and efficient receivables collection policy. The
later part of the chapter will algo suggest the way and manner
fraud by both the staff and the subscribers can Be prevented by

protecting the machines from being manipulated.
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Briefly, therefore, the chapter centres on the following:

(a)

()

()

(a)

(e)

Credit facilities and receivables collection
procedures

Credit period system as a new method for effective
receivables collection,

Minimization of fraud practices through proper

application of new receivables collection policy.

Suggestions and recommendations for proper

implementation of new receivables collection policy.

Guidelines and necessary information for oredit
customers to assiot them in prompt settlement of

credit billse

546 Chapter VI: This Chapter is the concluding part of the

studys In brief it summarizes the necessity for proper and

effective receivables collection policy.

6o Hypothesis

For the purposes of thie study, the following hypotheses

are spelt out as follows:

()

(v)

The Nigerian Telecommunications, North West Zone,
Kaduna (International arm) has not implemented
practically and effectively receivables collection
policy.

The impact of its receivables collection drive

hag not been responded to by its subscribers in so
far as there arc many subscribers indebted tol

NITHI ] Kfldma.
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(e) The receivables collection policy has aided and
abeted fraudulent practices involving staff of

Technical Operations and Operations Department.

(a) The way and manner operators in the exchange handle
subscribers' calls and subsequently pass information
for billing contributes to non-payment of

receivables by subacribers.

Te Research Methodology

The techniques for data collection were based oni

(a) Personal Intervicws

(v) Questionaire

The aim therefore was to collect primary data only
because secondary data could not be available due to the reasons

mentioned above.

Both personal interviews and questionnaire methods
involved staff of NITEL, North Vest Zone, Kaduna and many

gselected credit customers.

.,

The sample gize w22 intended to cover a large
representative of staff and credit customers from Sokogo, Kano,
Jos, Ilorin, Bauchi and Kaduna,

B. Limitations

Many problems have seriously worked against the progress of
the study and its early completion, Some of the major

eontributing factors wera:
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841 |Time Constraint: The time within which the project

research had to be conducted was very limited in view of the
fact that the necessary primary data was not confined to a
particular source. It involved touring the grater part of
Northern States (' .no, Sokoto, Bauchi, Jos, Niger and Ilorin).
Such time consuming exercise in addition to continuous

academic work proved very difficult to carry out s~tisfactorily.

8.2 Merger between NET and P & Ts The project was planned
to cover only former NET., But with the recently concluede marger
between NET and P & T to form NITEL, many issues and points in

the original form of the project had to be altered.

8.3 DMotor Accident: ~ olucr unfortunate incidence which
affected the early completion of the project had to do with the
unfortunate major accident in which the researcher was involved
on 1 July, 1985, This incidence greatly affected the
performance of the researcher, However, despite all the
difficulties greater effort has been put in order to present

a reasonably acceptable project worke.
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CHAPTER II

TELECGMMUNICATIONS IN NIGKRIA AN OVERVIEW

Of all the various means and methods of communications
available to mankind telecommunications appear to be the most

complex and versatile.

Telecommunications have been defined as "“any telegraphic
or telephonic communication of signs, signals, writing, images
or sounds of any kind by wire, radio or other system of electric
or visual signallink"'® Thus from the above definition it
could be easily infered that in any modern society its
daily acticitieg are invariably dependent on cummunications.
This is so begause ninety percent of all acticities in modemn
society are carried out one woy or the other through commmica-
tion.s It therefore becomes vital in Government establishment
as well as private enterprisce. In Nigeria like in most
develbping countries commmications have since inception been
the monopoly of the Government. Therefore it had to compete
with other services in the allocation of available Government
services and consequently its development lagged béhind those

in other activities such as agriculture, commerce and education.

Telecommunications developwent overview is represented
in this chapter to reflect the Bechnical development of both
In ternal and External tekecommunications in Nigeria. As is already

known the basis of External telecommunications is prinecipally based

1e¢ Richards Adeniyi, Evolution of telephone services in Nigeria,
Headlines 149 Volse July, 1985; p. 2.
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on efficiagt and sound network of Internal telecommunications,
therefore much emphasis has been given in this overview to

the development of Internmal Velecommunications.

Initially in Nigeria the ccncept bhind provision of
telecommunication serviccs was to enhance and guppoert the
administrative needs of the Cclonial Era. This concept was
upheld on the bagis that Nijeria has to reach a certain
socio=gconomic level before the demand for publie telecommunica-
tions services could arise. Ilowever, time and rapid technological
trend had proved this wrong becauge efficient communications
services are necessary for accelerating the growth of the

commercial, industrial and social development of any nation.

21 Nigerian International Circuits

"The firat direct telegraph service between Lagos and London
using submarine cable was put into service in September, 1886,
by the African Direct Telegraph Cormpany Limited which later
merged with cable and wireless to form the Imperial and

Tnternational Commmications Limited"',

Realising the important role of communications in International
relationship the Federal Government in 1962 acquired fifty-one
percent equity share participation in the Company. Ten years later
as a result of Indegnisation Decree the Federal Government in 1972

took over full control of the Nigerian External Telecommunications

Limited.

-——— e m

1« The President; Magazine for Decision Makers, History of
NE'I‘. 3 VOl. 2 HOV./IBC. 1982’ Pe 22-
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since then NET Ltd. in its role as the gateway to International
telecommunications has been providing reasonably good external
telecommmications services. "Thus as in most International networks,
the volume of International traffic has increase tremedously
especially with the cut over of the new computerized International
telephone exchange in September, 1979".° Further achievement

wag also as a result of the Introduction of International Direct
Dialing (IDD) facilities.

Lagos and of course the entire Country has been connected
with the Republic of Benin via a 960 channel microwave links,
the 240 channel submarine cables system linking lagos = Abidjan,
Dakar, Moroco and France, also provides system diversity for the
earth station of Lalante from Nigeria to the Ivory Coast,
Senegal, France, Germany and italy, Further development in
International circuits was also made in May, 1983 with the cpening
of Kaduna Kujama Earth Station as the second gateway. The
third gateway is soon to come up at Enugu. "Nigerien External
Telecommmications (NET) came into operation on January 1963.
By January, 1985, the Nigerian Extemal Telecommunications and
the Posts and Telecommunications were merged together to become

Nigerian Telecommunications Liuited (NITE&)".B

PR ——

2., Ibid p. 22.

3. Richards Adeniyi BEvolution of''Phone Services in Nigeria
Headlines 149 Vola, July, 1985; p. 2.
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2.3 National Telecommnications Network in Nigeria

Although, it might appesr difficult to precisely determine
the exact date the electrical communications services started
in Nigeria, it is on record that Laros was connected to Ilorin and
Jebba in 1893. The system of connection consisted of an irom
wire earth-returm-circuit built on wooden poles by the Public
Works Department. Ten years later (1903) a network of telegraph
gystem was further set up linking several parts of Lhe Sourhern

and Northern provinces of the Country.

"When the Posts and Telesraph Department (P & T) took over
from the Public Works Departwent in March, 1907, its main task
was to embark on the reconstruction of the then existing routes
in the Northern part of the Country and also the carry out some
telegraph developments in the I-south".1

After the amalgamation of Southern and Northerm previnces
in 1914 to form what is now Imown as Nigeria, P & T Department
also unified all its variocus sections in the country to become
one unified service known as Fosts and Telegraph Department.
This unification however did not produce immediate result,
development - wise due to shortage of manpower caused by second
World War II. Consequently little oxpansion followed this

amalgamation.

- — e

1e Richards Adeniyi, Zvolulion of 'Phone Services in Nigeria.
Headlines Ju1y 1985 11;‘;" Vols. p.2.
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2.3.1 1 ¢ Services

The iwpact of the remarkzble progress in telecommunications
in Nigeria was made possible by equally remarkable progress in

the nation's economic and social changes.

"From early back in 1960 the number of direct telephone
lines grew from 18,724 to 556,702 in 1976 and by 1983 there were
over 300,000 waiting list for the provision of telephone
lines"-z

The services offered to the public have changed rapidly
over the period from 1960 to date. Initially, all telephone

trunks services were handled by telephonists and completed manually.

Right from the Colonial period communication system was
based on two tie line involving two persons. Communications
started by one person generating a call to the other person
through the use of manual effort. The person who wanted to send
a message to the other persom would have to generate a call by
winding the generator which would in turmm raise a signal for the

distance party to receive and the message is transmitted.

By early 1960's certain operator trunk dialing (0TD) facilities

were introduced.

Later subscriber trunk dialing (STD) was introduced principally
between Lagos and Ibadan. This was expanded by 1972 to major

cities in the country.

. s - oaes

2e AYARI DR. Cs The role of Development Banks; Nigeria .
celebrates 16th World ‘lelecotmunications Day p. 1ke
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This method of sending the message by generating a call was
later replaced by the use of magnetor. It is an improvement on
the tie line system. The magnetor had an exchange involving more
than two persona. It could transmit messages from two persons
to about one hundred persons at the same time. Here subscribe:ns
as many as two to hundred could generate calls through the exchange
and the calls would reach the required or desired destinations.

In this system after the subscriber had made a succesgsful call,
he would raise the operator a;ain in order to let him know that
he had his call through. The advantage of this system over
the tie line systcm is that it has small voltage which gives

clear convergation

The magnetor system however proved time consuming, costly
and involved a number of pcople required to man the exchange.
Therefore, there was need to develop another arstem of
commmnication, Thus central Batbery system was introduced
which with the exception of Iaros and Portharcourt exchanges it
had been the system bcing in use since independence. Th~ Central
Battery system has replaced both the use of hand generator and
local battery, Dop-nding upon the siic of the exchange, the
central battery system msed only one central battery usually placed
near the emchange. This battery has a high voltage capable of
providing clear communication between the two parties in
conversation. With the central battery the subscriber needs
only to 1ift the telephonc handeset. Tarough the hand-set the
attention of the operator is drown by means of signal informing

him that the subscriber want to communicate yith the distance party.
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The operator will then request the subscriber to indicate the
number he wants to call, The operator will then dial the number

requeeted ard ask the subscriber to speak on.

After the conversation is over, the subscriber needs only

to replace the hand-set back on the cradle.

The Central Battery system was later replaced by the 'Step
by Step' automatic rurax systems The introduction of this system
became necessary because the central battery system involved
wastage of time between connecting the subscriber and the
distance party. Thus the operator is elimiated and replaced by
the machine. In this system, the subscriber only lifts the
telephone hand-set and waite for the dialing tune to indicate
whether the telephone is free, engaged or out of order before
the subscriber goes on to speak., Where the subscriber is given
the dialing tune then he goes ahead and dials the number he
wantse In this system the subscriber does not need the human

operator to transmit the message for him.

Rurax is installed for small compunity that requires an
improved telecommunication system, Rurax for small community

provides service for between 50 -~ 100 or even 1000 lines.

The next innovation in telephone communication is the
cross-bar (X-bar) system. It is partially the same with Rurax
because the subscriber has to 1ift the hand-set and dial the
nunber he wants. But immedictely after dialing the required number
the subscriber gets immedinte feedback informing him whether

the line is free, engaged or out of order. It also registers
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effective calls immediately the call is through, unlike other
system which involves manual recording of effective calls.
Because it is concerned with time cross-bar ig highly sensitive.
It is the system now being operated throughout the country
except in Lagos and Port-Harcourt exchanges where electronic

gystem is introduced.

23,2  Telegranm

The telegram systems like telephone systems had also undergone
changes since inception. Initially in telegram morse-code was
the systen being used. Like the earlier tie-line telephone system,
uorse=code algo was two person communication affairs. With the
morse-code whenever a megsage is being sent the telegram key was
to be used on the sender line through wihich the message in a
coded "dit-dat" is pagsed to the receiver. This was an old
method of sending telegraph wessage but it is etill effective.
When the message is transmitied the sender turns the key to reset
at the sender. Through this process both the sender and receiver

will confirm that the message has been transmitted.

From the morse-code sysltem an improved method of sending
telegram was introduced. This is the wireless code system. In
this system the use of cable wire is eliminated, and only a
trangmitter and receiver are used. This system proved faster

and more reliable.
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Finally, the wireless code is replaced by teleprinter.

¥

&
Here a type is provided where the messages are perforated. The

type is played and rolayed to the distance party who will

receive the coded messages ond decode them accordingly.

In any developing or developed country, the idea or more
specifically the objective ol communication is to wake the
policy makers or the users of communications service understand

the imporfance of communication in the development process.

"The importance of telecommunications cannot be over-emphazized
because of its Inter-relationship with econowmic growth, social
activities and cultural devilopment of a nation. According to
telecommumnications experts efficient and reliable communication
has great effect on mot only the education of the people but

also their industrial grnwth".1

= S

 The industry is growth~oriented, and this growth"ia based
on expanding telephone fagilities, as well ag modernization and
replacement of existing facilitics to improve service gualify

and reduce maintenance.

Therefore, it is very impehtant that ¥Nigerians become
aware of the role commumnications play in the econonic development
of Nigeria.
_To this effect the Nigerian Government has invested & lot of
mdney in the communidatian indugtry, yet the performéﬁce of both
Internal and External Communications system leaves much to be

degired. Thig failure is however as a result of many constrazints
among which the prouminent are financial and techmological

under-development.

.

1, B. Ge BAJOGA, Telecommunicationg - Expanding Horizon; World
Telecommunicaticns Doy Celebration, 1983 p. 12.



23

It is pertinent therefore to examine the performance of the
telecommunications system in Nireria, "Although there is a very
heavy Government investment in the Industry, the telecommunications
system is still not very much productive, and largely restricted
to transmission of voice. Except with External Telecommunications
where facilities such as fascimile are provided, data communica-

tion is very m:lniml".1

The steps I, II & III hawe been completed. The coaxial cable
system between Lagos and Kaduna has been commissioned. Most of
the manual and step by step exchange have been replaced with
cross~bar exchanges. The provlematic acrostat system which
had always been controversial would have been cormissioned had

the project been completed on achedule.

Therefore, locking at the communications industry from the
point of view of the investment made, there is no reason why
it should not perform well. Dut the fact is that both Internal
and External Telecommunications are very poor in Nigeria.

The reasons aeg earlier stated are many and varried.

"According to investigation carried out by the Department
of Electrical Engineering, 4eB.U., Zaria on telephone systems
using computer simulation {(computer simulation would allow the
investigators to observe the porformance of large section of
the telephone system in the coupiry) many interesting results

were revealed."

1¢ B.G. BAJOGA, Telecommnicaiisas - Expanding Horizow, World
Telecommunications Dey Celesyvation Nigeria, 19835 p. 12

2, Ibid; p. 16



2L

The result of simulation showed that three major factors
could adversely affect the performance of the country's

telephone network.
These arei-

(a) Insufficient equipment.

(v) Poor maintenance of existing equipment.
\c) Radio transmission failure.

It was proved that insufficient equipment might not be a
big problem of the step by step exchanges wvhile it might
represent only minor problems with the cross-~bar exchanges if

the average call interval is not less than four seconds.

With regards to maintenance, it is established that there

is a lot of room for improvement.

"The high failure rate of radio channel as indicated in
table below prompted further investigations to determine the
cauges of such high frequency of fa.:’Llum.::a“.dI The table gives
high frequency of the daily fualt analysis as recorded in Zaria

carrier room within a period of one month.

.....

1e B.G. BAJOGA, Telecommmications = Expanding Horizon, World
Telecommmnications Day Celebration Nigeria, 19833 p. 19
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TABLE 2.1 HIGH FAILURD RATE OF RADIO CHANNEL

R ]

Percentage of

Causes of Fault Ho, of
Total No. of

L Faul ts Faul ts
Public Power Supply 2y 52,1%
Radic Equipment Fault
in Zaria 3 6.5%
Radio Equipment Fault
in Kaduna, Kano & 11 23.%%
Gusau
Unkmown 7 15.2%
False Alarm 1 2..1%

Sources OCompiled from World Telecommmications Day
Celebration Reporis as cited by B.Ge. Bajoga
(1983) P. 19

The table above shows that there were L6 recorded radio
faults for the month considered, thirty percent of the faults were
due to radio equipment problems., The effect of this percentage
will be very minimal if repairs werc to be effected immediately.
On the other hand fifty percent of the failure was due to the public
power supply. Thus it could be inferred that the high frequency
and unusually long lasting public power supply failure is a major

cause of the high rate of radio itransmission failure.

From the above computer simulation investigation one can
therefore conclude that scme of the major factors adversely

effecting the performance of ielephone network in the country ares
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That is the public supply system {(WPA) or may result from
breakdown of any of the electricity generating plants at the

stations or repeater stations.

2434 The High Equipment Failure Rate

If the maintenance of equipwent wags good, the high equipment
failure rate could not have a very advorse effect. In Nigeria,
however, maintenance is always a problem as many technical staff

do not bother to repair equipment intime,

24345 The Third Factor is due to Insu.ficient Equipment

-------

This became more acute when scme of the tunks fail and

are not repaired on time.

Finally, for successful economic development of Nigeria,
through the Industrial and Commercial Development, is very necessary
that communication network for telephone, telex, telegraph, etc.
are developed to full capacity and persisiently maintained to
ensure transmission of messages aoross the world. The world
economy in general and business world in particular is so dynamic
that every now and then it keeps changing, Changes towards
positive economic development must thercfore keep abreast with
changes in International Communication. (herefore, Nigeria must
ensure that its communication network ig up to date and

operational at all times.
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CHAPTER III

NIGERIAN TELECOMMUNICATICHS LIMITED
3.1  FORMATION, CORPORATE OBJACHIVES AND

34141 Formation

Despite the fact that it may be assurid that much about
the history of NITEL is well known, il will not be out of place
to mention further some few historic poinis in respect of the
Company for the purpose of kunowing wha' the Company was, what it

is now and its likely future course.

Long before the system of modern commumications came to
be used in Nigeria, various curious and crude means of
commmnications such as smokes, fires, bells, drums and trumpets

had been employed.

Though the exact time when modern clectrical communication
devices came to Nigeria could not be precisely established, it
is on record that the commencement of modern electrical
commmication dated back to the year 1893 when Lagos wasg first
connected to Ilorin and Jebba by telegraphs By 1903 ( ten years
later) a network of telegraph services syptop bad been set up
linking several parts of the sourthermn and northemm provinces of
the countrys, When the Posts and Telegraph Department ( P & T)
took over from the Public Works Department in Marech 1907 its first
tagk was to reconstruct then existing routes in the North and

also carry out some further telegraph development in the Southern
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Provincess 1914 saw the wnification of all Telegraph and
Postal Departments in Northern and Southern Provinces.
Hence the establishment of Internal Telecommunicationg in

Nigeria.

With External Telecommunications the picture appeared
appreciably different. Before the merger between former
NET and P & T, the External Telecommunication Services in
Nigeria dated back to the year 1886, (about 99 years old)
thus making it one of the oldest establishment in the country.
These ninety-nine (99) years have seen the company ohanging
from one form into anothers, The first direct telegraph
services was operated between Lagos and London in 1886 through
a submarine cable, by the African Direct Telegraphy Company.
This Company together with other telecommunications companies
later merged and became Messrs Cable and Wireless Limited,
Messrs Cable and Wireless limited took the regpongibility for
commnication services from 1886 to 1962 when the Federal
Government of Nigeria acquired fifty-one percent of its equity
share capital. This action gave birth to the name Nigerian
External Telecommunications and it remained even after the final
acquisition of the remaining fortyenine percent shares of Messrs
Cable and Wireless Limited 2s a result of Indegenisation Bolicy
of the Federal Government in 1972, By 1 January 1985, NET and
P & T were merged togethor to form Nigerian Telecommunications
Linited (NITEL)s  The Nicerian Telecommmications Limited
is the result of a merger of the Nigeria External Telecommunica=
tions Limited (NET) and the Telecommunications Division of the

Post and Telecommunications Departwent which was responsible for
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Internal Telecommunications. NITEL is a private Limited
Liability Company with the Covernment owning the controlling
shares The Company is expected to be fully responsible for

the provision and the mainienance of telecommunications services
within and outside the country. For all corporations or
organization, corporate or crzanizational objective(s) forms

the firm and concrete base for its existence. Such objective(s)
may be provision of some gervices or the production and

sales of goods such as household items, farm implements or
processing and supply of esscntial items like water and
electricity., The objective may be stated categorically in

writing or implied through the acts of the organization concerned.

Objective(s) differs between organizations within the
Government control and organization solely concerned with private
business or venturess "“In Covernment, the corporate objective is
usually one of general development of the nation and citizens
in which case a lot more emphasis is laid on the general
well=being of the citizenry and the overall development of the
nation. In business however, profitability receives greater

emphasia".’

Depending upon which area an organization is, once the
organizational objective ig defined and agreed upon, policies
would be formulated for successful attainment of the organizational

objective(s)s These policics are formulated and judiciously

1« Nathaniel Zome, Corporate Objectives of NET Ltd., Seminar
for Senior Managers of NET Ltd., 1984 21 « 23 Nov., p. 2
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applied through proper and effective co~ordination and control
to ensure smooth implementation and successful execution to

achieve the set objective(s).

Nigerian Telecommunications Limited is a solely Government
owned Company and therefore, by implecation, it may qualify as
one of those organizations within the ambit of government control
and as such is assumed to be a charitable or welfare service
organization, This hcowever, is not the cases« The corporate
objective of NITEL as stipulated in its Memorandum of Association
Article 3, Subesection (2«-9) states clearly the mission of the
Company and further outlines the bread policies that will lead

to the successful attainment of the mission stipulated therein.

In nutshell, the corporate objective of NITEL is "to carry
on for profit in Nigeria, the business of internal and external
or overseas telecommunication common carriers and to that end
to conduct telecommunications services of all kinds to such point
within and outside Nigeria (including ship to shore telecommmie
cations services within Nigeria territorial waters) as the
Company shall seafit“.1

In brief therefore, the above is the cardinal or prime
objective for which NITEL was established, but the Article of
Association attempts or rather expands further to identify and
define some minor objectives which include among other things
Company's obligations to iis employees and the shareholders,

i.e. the Federal Government and the Nigerian public.

1e Tbid; p-5
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One issue which is fundamentally important in the above
submigsion is the fact that the Federal Government never intended
to set up NITEL as a welf2re or charitable organization, Rather
the profit motive has been repeatedly emphasized and hence profit
making is of great importances Therefore, put in simple language
NITEL was set up to provide efficient internal and external
‘telecommunications services to the interested Nigerian public
at a reasonable cost and to make profite Thus the corporate
objective of NITEL was bascd on concrete, categorical and
realistic footing rather than on a utopian and idealistic
approachs In the other words, the objective has been stated in a
realistic and achievable {remework, that given a suitable
organization/management structure, with sufficient funds and
qualified personnel there will hardly be any obstacle to hinder
or prevent the attainment of the set objective(s). After all
NITEL in Nigeria has a monopoly of external telecommunications

business.

Being a monopoly in the external telecommunications
Yusiness in Nigeria, NITEL has therefore all the potentials for
growth, survival and above all profitability which is its prime
objective, What is requircd is doing quite a number of things.
Thus in his own words N, Zome, 198L pe. 6 states that "for the
realisation of its declared objectives NITEL has to embark on
quite a number of things ronging from the design of suitable
organizational structures, allocation of responsibilities and

resources and systemitization of operational procedures".
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Precisely speaking one cannot but agree with this honest
and fundamental observation, The absence of all the three
factors has actually contributed to the woeful performance of
NITEL as a business organization established for profit making,
Many people including my humble self are of the view that if
NITEL were to be managed on the same line like UsA.C, Limited,
Julius Berger of Nigeria Limited, NITEL would have been the real
'gold mine' it was thouzht to be for Nigeria., Here lies the
meckery of privitazation of Government owned parastatals witheut
changing their policies and organizational structure to truly

reflect a common private orsanization.

32 Structure
The structure of NITEL by all standard is worthy of
appreciation. But no matter how well established the structure
of an organization is, so long as the operational policies are
subject to manipulation from a body outside the organization
there is hardly any appreciable effective performance. Such isg
the case with NITEL, A business venture established for purposes
of profit making but subject to constraints from parochial
government rules and regulations highly incompatible with

what is obtained in business sector.

Structurally, the company is divided into five main Zones
with Administrative Headquarters in Lagos.
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(a) 1Lagos Zone consiet of Lagos State with Headquarters
in Lagos.

(b) South-West Zone comprises of Oyo, Onde, Ogun and

Bendel States with Headquarters in Ibadan.

(¢) South-Bast Zone comprises of Anambra, Imo, River and

Cross River States with Headquarters in Enugu.

(d) North-West Zone comprises of Kaduna, Sokoto, Niger,
Kano, and Kwara States and New Federal Capital at

Abuja with Headquarters in Kaduna.

(e) North-East Zone comprises of Bauchi, Plateau, Borno,

Gongola and Benue States with Headquarters in Bauchi.

There is the management team headed by Managing Director,
The Management team is charged with the day to day running of the
Company's activities. The lManaging Director as the head is
being assisted by six Directors at the Headquarters and five
Zonal Managers at Zonal levels, There are the offices of
Chief Internal Auditor nd Company Secretary directly responsible
to Managing Director.

Under this structural arrangement, the Company is
administered by the Board of Directors who are appointees of
the Governmment. It is the Doard that makes policies and

provides direction for the implementation.
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3.3 Types of Services ilendered and Development in NITEL

Today NITEL has succeeded in building modern
telecommmications system providing Nigerian with various
services toc any part within the nation/country of their choice
throughout the worlde. oervices offered by the Company include

the following:

(a) Internal Telephone

(v) International Telephone

(¢) Internal Telegraph

(d) International Telegraph

(e) Internal Telex and Telex Delivery

(f) International Telex and Telex Delivery

(g) Lease Circuit “elegraph

(n) Public Telesgraph Facsimile

(1) Transmission and Reception of Live Television

(3) High Speed Data Transmission

"These services are offered on 24 hours daily and are
obtainable virtuvally in every State Capital except in cases of

Nos« € = j which are only available at Lagos Marina 0ffice“-1

1e¢ Editoriale "History of NET Ltd." The President, Magazine
for Decision makers; 2 November, 19823 Vols. 3 pe2
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Services
(a) International Mircct Dialing (IDD): This is a

do=it-yourself system. Thc subscriber dials dials the
telephone number he requires and gets his call through to
the distonoce party. 7Tois system is fagt getting ascendance
over Operator's assist nce calls. It has relieved the
telephone users of walting on COperators for their calls.
The pleasure and confort of direct dialing system
compensates the subscriber for the registration fee payable
for the service, On the other hand, it relieves NITEL
Operators of congestion and had habits of some subscribers

to jump the queue at any cost.

(v} Intermational ‘clex Exchange: Teuex service is
virtually the same in operating with telephone system because
telex subscriber iz fu'l in control and can establish
international telex consection without Operator's assistance.
The connection to Overzens is immediate and charges are based
on minute by minute of use. Privacy and secrecy are assured

and records of discussionsg are printed for future references.

This service unlilke telephone is mainly requested for

by firms and business organizations and government agenciess

(¢) International ‘clegram Service: This is #the oldest
gystem of Overseas commnication. It has diversity in
applications for individunl contrnct, social greeting,

business transactions, otes
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(d) Live Television Broadcast: World events such as
Ammual Muslim Hajj in Saudi Arabia, Christmas celebration

by Pope in Rome, Intermational soceer matches, world
boxing championships and olympic games are received through
NITEL Satellite system and broadcast into domestic

television sets by Nigerian Television Authority.

Also like programmes from interested individual can

be received or transmitted through Satellite on request.

(e) |Lease Services: NITEL offers private leases on
telegraph and telephone services. This service is totally
private and reduces enormous spending on telegraph and
telex services overseas. Charges are determined by speed
of transmission, Lease services are very popular with oil
companies, Airlines, Banks and other organizations who have

volume of data to transmite.

3.4 Development

Long before the merger of NET and P & T to form NITEL by
the Federal Military Govermment, th® two different communications
departments had separaiely carried out several number of
telecommunications development threoughout the Cocuntry. A number
of vital stategic telecommunication projects had been embarked
upon and successfully completed by the then NET in accerdance
with the objectives of providing external telecommunications

services for the growth, survival and profitability of the Company.
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Such projects include the followingss

(a) Construction and Commissioning of Lalante Earth Station

and its transmission links in 1972.

(b) Expansion of Lagos International Telex and Telephone

switching centrese.

(¢) Expansion of submarine cable links.
(d) Completion and commission of the Kujama Earth Station in

Kaduna.

It can be recalled that in the early and late 1970s
External Telecommunications services were only available to
subscribers in lagos and its environs. This state of affairs
wag far from being acdequate and positive in achieving the

objective of NET to provide external Telecommunicationse.

"The Company therefore embarked on most of the projects
mentioned above, the result of which culminated in establishing
NET branch offices in all the 19 States of Federation each fully
operational to render most of the external telecommunication
services. The ultimate goal is to make the service available at
all local and state government levela".1

In terms of revenue generation, the Company can claim to

have made some remarkable achievements. According to the Company's
audited accounts of 1978 = 1982 saw tremedous growth in businesse

Revenues yielded for the period in questions are as followss

1¢ No Zome, Corporate Objectives of NETj; Seminar for Senior
Managers of N27, 21 = 23 Nov. 19843 p. 8



1971/78 - ®3m
1978/79 - 35m
1979/80 - 56w
1981 - 96m
1982 - 119m

"During the same period the Company's net profit after taxation
stood at Wy.O8m, ¥7,n, ®y.2m and ®16m for the years 1977 - 1982
raapectively”o1

It should be noted that much of the figures mentioned above
in terms of profit are sometimes profit only in accounting terms
because much of the revenue reflect bock value not actual cash
collecteds The profits are therefore questionable. For example,
out of a total of 106,033,647, 55 cwed the Company by
subscribers at 31 December, 1983, a huge amount of %30,487,768.20

represents subscribers debt whose addresses cannot be traceb.

3.&-1 nts

In its effort tc meet its objectives NET has been operating
within several constrocints since its inception. Such constraints

are many and varied, They include among others the followingss

(2) The postal wing of the Post & Telegraph Services caused
a lot of delay in NET revenue collection drive because of

delay in the delivery of bills to the customers.

1. Ibid; Pe 9
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(b)  The NET cannot operate without the co-operation of
the Internal Telecommunications Services. The Internal
Telecommumnication wing of P & T for terminal
connections of telephone, telex, etec. proved to be
highly unrealiables Because they provide the lines
NET use to reach subscribers, their unreliability

affects the effectivencss of NET services.

(e) Inadequate links between national and international
Networks also poses another problem. Becuase of
the insufficient number of circuits, there is bound
to be congestion such that calls going outside the
country at certain times of the day could never get

to NET for final transmission.

(d) National Flectriec Power supply for the generation,
transmission and distribution of power on continuous

bases is also mnreliable.

(e) Equipwent problemss None availability of spare parts
needed for effective maintenance of equipment has
resulted into high incidence of equipment breakdown.
This in tum led to considerable number of NET
telephone and telex operating positions being out

of order.

These constraints as menticned above greatly affect the

effectiveness of N.J1' in achieving its national objectives



3.5 Creation of Kaduna North-West District

As has been stated earlier, the objective of NET is to
provide external telecommunication servicgs at reasonable cost
and to make profites In order to achieve this objective, the
NET therefore, had to devise a policy of expansion and

diversification,

Also in addition to achieving its set objective, NET like
any other profit organization owned by the Government has the

obligation to contribute in industrial development of the Nation".1

It has been on record that in the early and late 1970s,
External Telecommunications Services were mwainly cbtained in
Lagos and its immediate environs. This stand obviously negates
both the effort of NET in achieving its objective and its desire

to contribute in industrial development of the Country.

Therefore, in addition to achieving its ohjective, both
economic and political pressurcs forced the Management of NET to
take a major decision in late 1974 to establish another Gateway
Complex in Kaduna in order to compliment the existing one in
Lagose Through this decision to establish second Gateway, a number
of NET branch offices were established all over Northern States.
The complex compriseds:

(a) The most modern satellite Barth Station located in
Kujama near Kaduna town.

1« Editorial, "History of NET Ltd." The President Manazine
for Decision makers. 2 November 1982; Vol. 3 ps 35
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(v) Computerized electronic international telephone

switching centre.

(e) Computerized Telex Exchange system

The Kujama Satellite Earth Station construction was completed
and the Station was commissioned in May, 1982. The station
is capable of tansmitting three radioc frequency carriers to

countries in Europe, liiddle East, North and South America.

The computerized Electronic International Switching Centre
has already been completeds This exchange provides facilties
for rapid interconnection of International telephone traffice
It is fully automatic with baring facilities against defaulting
customers. The exchange ig located at the Kaduna North West
Digtrict building along lLafia Road. This exchange is primarily
built to provide telecoummunication services to major Cities
and towns in Northemm States but it does provide services for

Southermn States from time to time whenever there is need for that.

The computerized telex exchange is supposed to be full
pperational by now, bui for whatever reasons it is yet to become
fully operational. ‘owever, telex serviced on skeletal basis
are being provided for customers both at the Distriet Headquarters

and Branch Offices.

The Kaduna Northeliest District Office like the NET
Headwuarters, structually had eight divisions and was headed by
the District Manager who was assisted by eight sectional heads
in charge of Finance, Ingineering, Commercial, Management

Information Services, Works & Property and Public Relaticns Section.
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Administratively, the district is umaswerable to NET
Headquarters in Lagos. It had little or no autonomy.
Functionally, however, the district waa fully operational with

most of the services available for the subscribers.

Principally this district with branches all over Northem
States was established to provide external telecommunications
services for the customers all over Northern States. As at
today, the district has greatly more than justified its creation

as has been testifies by its volume and quality of customers.

With the intemal telecommunication (former P & T) through
the help of the Fedexal Government, many telecommunications

development had been undertaken,

By the end of second national development plan (1970 « 1975)
Nigeria with a population of 80 million people had 56,000
telephone lines to serve them (an average of 0.7 line per
1,000 people)s This proved most inefficient for meaningful
economic and social developments. It is for this reason that
the Third lational Development Plan, Phase I, provided the
'contingency plan' in Mareh, 1975 aimed at providing additicnal
167,000 lines in L5 locations within the Federation.

"Between 1979 and 1982 contingency plan exchanges and mobile
exchanges in the following locations (See Appendix C) had been
completed, commissioned and put to service with a total number

of 82,800 exchange lines added to the network", |

1« Richards Adeniyi, Evclution of 'phone services in Nigeria'
Headlines; 149 Vols July, 19853 pe 3
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Phase II of the Third National Development Plan awarded
contracts in 1976 for expansion of pervices in 147 locations
within the Federation, The contract involved work or provision
of fnternal line, swilching equipment and construction of
building for the installation of the equipment. "Work had
infact been completed in the following twenty~three locations
and the exchanges nrovided another 8,200 to the netwo:r.‘k“.1

Table 3.13 Exchange locationg and Capacity - Third
Natiional Development Pl Phase II, 1976

Location Capacity
Badagary 1000 Lines
Ado=0do 100 ™
Otta 500 *
auchi 600 ™
Sabongida 200 ™
Ikotodu 1000 *
Agum 300 "
Ihiala 20 "
Igarra 200 "
Ogidi 300 "
Uromi 500 "
Unmunede 200 ®
Isele~Uku 200
Ubiaja oo v
Abraka 200 "
Obianiku 200 *
Ughilli 500 "
Orerokpe 200 "
Ozoro 100 ¥

Sources Richard ideniyi, Evolution of 'phone Services
in Nigeria', Headlines 149 Vol. July 1985; p. 3

1 Ibid - 1985; p. U4
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Another dimension in the telecowmunications development
plan relates to the lMinistry of Communicaticns' efforts to
balance out geographical distribution of telecommunications
facilitiess A tolal of thirty-four locations with an overall
capacity of 22,600 lires are to be provided with mobile
exchange Jacilities, Work has already coumenced in 18 locations
but the present austcrity measures may delay the completion

of the projects The locations are as follows:

Location Oko .xchenge Capacity 500 1lines, Misau 500 lines,
Aladge Steel Town 1000 lines, Dekina 1000 lines, Ankpa 500 lines,
Jaji 1000 lines, Datsin<Ma 800 lines, Gumel 500 lines,

Ajaokuta 1000 lines, Bonny 800 lines, Onne 500 lines, Zuru 500

lines, Yabo 500 lines, Sulcja 1000 lines and Billiri 1000 lines.

Others are Katsina=Ala 1000 lines, Mallam Katori 500 lines,
New Marte 500 lines, Ugep 500 lines, Omoku 500 lines Efwerazu
500 lines, Funtua 1000 lines Malumfashi 500 lines, Birnin-Kudu
500 lines, Kazaure 500 lines, Oro 1000 lines, Igbaja 500

lines, Kagara 500 lines and Talata-Mafaru 500 lines.

If the austerity measure does not disrupt the plan, it is
envisaged that a total of 125,473 subscriber lines would be
provided as against 67,942 working lines as at December, 197 ie
The provision of a ncw national transmission is one of the

major telecommunication projects in the piepeline.
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On completion, the nation will be guaranteed an
efficient and reliable transmission system of wide coverage
and alternative routing capability to replace the existing

system which has served its full span of economic 1ifa.1

1+ Richard Adeniyi, Ivolution of 'phone services in Nigeria,
Headlines 149 Vol. July, 19853 pe L
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CHAPTER IV

SCHEDULING AND GRANTING CREDIT PACILITIES

This chapter as was earlier explained deals with functions
and roles of three important departments vis-a-vis granting
credit facilitics and receivables collections. Thesc departments
are Operations, Finince and Public Relations. To a very large
extent each and every one of these departments plays a very
important role towards granting credit facilities and receivables
collections. Often sowe of the duties performed by these
departments are hizhly closely related to the extent that they
sometimes appear repelitive. However, if properly examined it
is discovered that though they may appear as duplication of
effort, all the same, the performnance of each activity by more
than one department becomes necessary if procedure is not be

violated,

As was pointed out in the definition of receivables
collection, the basic aim of granting credit facilities is to
expand sales by gaining more customers at an appreciable level
of risks The princivle therefore, binding the poliey for
granting credit {acilities aimed at expanding sales within a
minimum level of risk is associated with the nature of product/
service the firm offcrs tc the customers, firm's operational
policies and the competitive atmosphere in which the firm
operates. Generally, these factors affect the volume of credit

facilities granted by the firm.
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Lel  Services

Ag far as NITEL (Internztional arm) is concerned, only
two factors above are of interest, i.c. the type of services
rendered and the fim's operational policy. The competitive
atmogphere does not exist because NITEL has the monopoly of

telecommunications business in Nigeria,

The type of services offered by NITEL are commumnications
services for the intepested persons or organizations. These
individuals/organizations will naturally increase in volume and
quality as long 2s the services they normally require are
provided satisfactorily. More importantly, customers are
always willing to purchase on credit and pay at some future

agreed date for obvious reasons among which are the followings

(a) Credit customers do make requests for NITEL services
most often from very far dietant places away from
the souwrces of these services and therefore are not
expected Lo travel down and pay immediately after the

gservices cre rendered.

(b) Most credit cusiomers are big business organizations
or very rich individuals who request for services
almost always znd at a high volume. It is therefore
cumbersome for them to make payment every now and

then aller service is rendered.



L8

(¢) Government Departments and Agencies are major
customers to NITEL. These agencies and departments
requect NIVEL's services for and on behalf of the
Governmente 3By its very nature of settling its
bills incurred on ite behalf, the government takes
time before it settles the billa. Thus, by
implication services are rendered to the Government

on credit,

The other factor that is operational policy of NITEL
demands that services te granted to selected customers who
are presumed to be reputable and reliable in order to increase
sale and make profit.

Before going into the vaorious roles played by each of the
three departments in granting credit facilities and receivables
collection, certain terms which are repeatedly used in this

study ought to be explained for better consumption of the readers

Le2  Terms
(a) Credit Terms: These are factors that distate the

operations of credit facilities. They include length of

the credit period and discount granted.

(b) Credit Period: This is the duration for which credit
facilities are extended to the customer stated in terms

of dates and months when the credit maturese.

(¢) Credit Limits It refers to the amount and time period for
which the credit is granted. Decision on the size of

credit limit depends on the amount of sales generated and
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the customer's frequency of purchase of service, financial
strength and social standing. Regular customers with
good reputaticn enjoy credit line. i.es maximum a firm

can allow to be owing at any given time,

(d) Credit Standards: This more or less depends on the
persconal characteristics of the customer and his financial
and social stendings. Credit standards include character,
capacity, conditions and collateral, Where credit
gtandards are relaxed the level of receivables are likely

to be high as against where standards are tight.

(e) Collection Procedure: These are methods adopted to
recover reccivobles outstanding. These include phone
calls, personal calls, letter and court action, Its
objective is aimed at speeding ccllection from slow

payers and nonwpayerss

Le3 Operations Department - Functional Contributiong and its
Roles in Granting Credit Facilities and Receivable C c

Operations Departmnent by nature of its operations is a very
important department in NITEL., It is this department that
provides all kinds of services requested by customers. It is

the Chief Operator and Seller cof Company's services.

In order to function effectively and achieve its objectide,
the Operations Department is divided into three sectione vizg

(a) Operation Unit

(b) Marketing Unit

(o) Chief Commercial Officer's Unit
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These units are assigned different responsibilities according
to the Company's commercial policy aimed at satisfying the

needs and wants of the customers.

Le3e1 Operation Units This unit which takes direct
responsibility for the provision of Telephone and Telex/Telegraph
services broadly speaking handles general operations and
provisions of all services rendered to customers in Kaduna

North West Districte "It is also responsible for organizing,
co=ordinating and controlling operations in keeping with the

Company's set ob:jectives.“1

Specially the operation unit is responsible for ensuring
that both account customers and public counter customers from
varioug narts of the district to receive Internal Telephone,
Telex/Telegraph services whenever they request for them. The
unit therefore has the responsibility to ensure proper and
efficient management of all services for both account customers
and puble counter customerse “In addition to the above, the
operation unit is also responsible for effective co-ordination
of all marketing efforts of the Branch offices purposely to
ensure that all commercial records at the Branch offices are
maintained and proverly kept in accordance with NITEL

requiramenta".z

1e Baghir El-Rufal -~ Commercial Operations and Performance
Analysis, Commercial Services, NITEL Kaduna, January,

19855 pe1
2. Ibid, 19853 pe 1
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Marketing Unit: 'This unit does select cus tomer/market

targets and manage then resourcefully in order to make profit,

It is concerned with ensuring that customer/markets needs and

wants are identified snd satisfactorily provided. In order to

achieve this, the unit is divided into two sections.

(a)

(v)

Customer Services Sections It is responsible for the
maintenance of good customer relationship through effective
customer handling; i.e+ paying prompt attention to customer's
complaints, 7The Customer Services Section also liaises
and obtain necessary information from both account
customers and the public counter customers for the use

of management information services as well as finance
department for billing purposes and plamning functionse
This unit is also responsible for liaising with and
monitoring the activities of Finance Department on the
effectiveness of ccllection peolicy of accounts receivables
and compiling a list of debtors for baring and other

penalties in accordance with Company policye.

Research and Flanning Section:t The section takes sharge
of designing sales promotion plan and evaluation of |
advertisement and promotion effectivenesse. It is also
responsible {or determiningtrunk utilization to various

countricse.
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Le3e3 Chief Commercial Officer's Unit: The CCO's unit
is mainly administrative wnit which takes charge of the overall

administrative functions of the commercial departmenth1

Le3elh Registration of Credit Cugtomers: The first and most
important area in which cownercial department plays important

role in granting crodit focilities is credit customer registration.
Here the registration is undertaken in accordance with the
Company's policy of atttracting more customers in order to make
profit through increase in szles of the services. In granting
credit facilities, NITEL commercial department aims at achieving

the following objectives.

(a) To establish a formal business agreement between the customer
end the Company. The Company agrees to provide the customer
with the requested services i.e. telephone, telex and
telegraph, for which payment is deferred to some future
agreed upon date. The customer on the other hand accepts
to utilize the service and makes payment on agreed future

dates

(b) Aseist in providing ond maintaining efficient and effective
credit account systen devoid of dubiocus or errcnecus billing

irregularities.

(¢) Credit and maintain »cod customer = relationship by curtailing
unnecessary conflict on matters relating to bills, telephone

ownership or usaze.

1e Ibid = 19853 Pe &
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(a) Determine credit time and credit period for various
different type of credit customers i.e. Commercial,

Industrial, Government and its Agencies

(e) Proper examination of all billing particulars as submitted
by the customers belore such particularg are forwarded to
Management Information Services (MIS) and credit control

section of Finance Department.

(£) Constant up=-dating and up-grading of billing information as
distated by changes in customers' addresses, movement of

customers and recovery of customers' service numbers.

In addition to the initial registration of accounts customers,
the Commercial Department also undertakes reeregistration of
customerss It is the policy of NITEL that credit re-registration
is oniy allowed for a period of one calendar year after which a
registered customer has to apply for re-registration.
Re~registration provides an effective avenue for debt=recovery.
The policy dewmands that cusiomers requesting re-registration are
registered only if their accounte are cleared of any outstanding
billse Therefore, customers who after initial registration for
one calender year decide not to apply for registration provide
the Commercial Department with necessary data to followeup their
accounts in order to deternine whether or not their refusal to
re=register is as a result of ocutstanding bills. Where is
discovered that the customers are owing the Company, the
information is immediately passed to Finance Department so that

action can be initiated to effect recovery.
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Re-registration helps also in amending or up-dating
customers' account which for some reasons (such as delay in
posting bill paid) there was ommission or delay in recording
customer's previous payment, Sometime billing clerks tend to
ignore vital information relating to account of credit customers
and as a result the account may be recording debt whereas in
actual fact the customer had long paid for the bills. This type

of error can be easily normalized during the re-registration.

During re-registration new identities, codes and information
are added to the previous data in the account of the credit
customers This method greatly minimizes fraud. It has been
discovered that there was a lot cof connivance between billing
clerks, operators and customers through which certain vital
information are either deleted or introduced intc the accounts
of some of these unscrupulous registered credit customers.

This practice allowed unreliable and corrupt credit customers
to secure the services of NITEL without paying for them.
During re-registration such illegal arrangements are discovered

and rectified.

Registration also provides the cowpany with the opportunity
to randomly sample customers' views and opinions about the company's
services and alsgo operators approach and behaviour towards

customers while rendering service.

In order to achieve ihe above mentioned objectives, the
Commercial Department ceniralized the customer registration

system within its Headquarters. The obvious need for .
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the centralization of custiomer registration arises from the
fact that the Internatioral Telephone Excha.ge (TSC) and Telex/
Telegraph facilities are all located within the commercial
department which operates and sales Company services to the
interested customers, 7This arrangoment of centralization ensures
effective control and proper supervision of services rendered
to the customers.

Functionally the arrcngement is made necessary because
of the location of Finance Department, which is charged with
the responsibilities for keeping and maintaining credit customers!

accounts, billing system and collection of revenue.

Loy Finance Department = Functional Contributions and its

Role in Granting Credit Facilities and Receivables
Collggtgon.

An important department; Finance Department handles all
financial transactions whether on cash or credit basis. It is
charged with handling 211 matters relating to current expenditures
of the Kaduna North West Zone of NITEL, Financial matters that
affect staff of the Zonal office and branch offices are also
directly handled by the Department. Specially, the department is
divided into three main sections each charged with different
responsibility. The sections are:

(a) Expenditure Control Section 300203

(v) Billing and Credit Control Section

(e) Reconsiliation Section

Pa

N\
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Leljet Expenditure Control Section: This section is responsible
for controlligg all expenditures on budget; both capital and
recurrente It is to ensure that budget allocations for various
departments are not exceededs It is also charged with the
responsibility of making funds available for capital expenditure

and working capital (cash) requirementss

Lelie2 Reconciliation Sections It is directly incharge of
reconciling all cash receiptis and cheque payments with Banks for
all locations within the North West Zone of NITEL., It also

reconciles total gales ag reported hy Operations Department.

Lelie3 Billing and Credit Control Sectiont  The Billing
and Credit Control Section has the responsibility of writing out

bills for the customers and sending these bills at the right time
to the accounts customerss It is the duty of the Control Section
to monitor payment of all receivables. It has therefore the

responsibility of taking mecsures against the degaulting account

customers.

The modus operandi for receivables collection are as

followst

Based on the recording of both Techbical Operations and
Operations Departments, bills relating %o various customers for the
day's cperations are passcd over to Finance Department. When these
bills are passed, the Finence Department charges them against

the account customers' accounts.
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== The credit policy hac been restricted to be 30 days
therefore, after 30 days when any customer makes payments his

account is credited to the tune of the amount he paid.

== All accounts not settled within a pericd of 30 days are
considered in default and licts of such customers are made at
the end of each 30 days and sent to Technical Operations for

immediate barring.

we At the end of each day settlements on suspense accounts
(Barned Accounts) by cach credit customer are checked and
another list is drawn on such accounts and semt to the

Technical Operations for re~instatement of services

== It should be noted that the 30 days oredit terms
stipulated are based with effect from the date of receipt of

bills.

LisS Public Relations Department = Functional Contributiong and
its Roles in Granting Credit Facilities and Receivables
Cellection

This is yet another impmortant department that has a role
to play in all organizations that deal with customers who request
for services for credit payument. It is important esoecially

in organizations that find themsedves in competitive industriess

Public relations has e¢merged as a crucial aspect of the
business world over and therelore in discussing the primary
mission of Public Departnent with particular reference to dealing

with customers, it will not be out of place to emphasize that



58

gervices and particular atctention must be given to the feelings,
needs and desires of the customers. Customers should not be
seen in isolation from the counany they patronize for their
wants and desiress ™hercfore for the Company to achieve its
goals there must be understanding between itself and its
customerss This understanding is only made possible through

public relations dopartment“.1

The above cbservations assume greater importance because
presently customers arc over conscious of their rights;
vriviledges and they are either satisfied according to their
expectations or the Coupany pets scoldeds However, with the
case of NITEL which has & wonopoly of External Telecommunications
business in Nigeria, cusiomers do not have options for the
services and for that reascns they take consolation in greater
and aggreswive condemmation 2nd pouring of insul te whenever
they are not offered explonations for poor services rendered
or no services at ally U1 of us are living witnesses to such
outright but justified condermations. Hence to aveid future
condemnation a verile pubiic relations department capable of
liaigon with customers iz ¢ nccessity. This will ceeate the
necessary understanding reguired among the various public with

whom the organization mcintains business relations.

e

1¢ Akins Je = Business "ines; Paper delivered at the
IATA/AFRAA Seminal fov lublic Relations Specialists in
Developing Nations iirlines « DNairobi Kenya 21 = 23
November, 198L.
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It is on record in NITEL that fictitious and inflated bills
are often being sent to customers, who because there is no avenue
for them to properly get the necessary information tc cross-cheok
their bills with, get infuriated consequently denied the bills
and threatened court action, It is the duty of the Public Relations
Department to determine through liaison with Commercial Department,
Financial Department and Technical Operations Department, the
reasons behind such unautheniicated bills and explain tc the
customers. But because NIVEL Public Relaticns Department has not
yet functionally been invelved into this type of exercise a
lot of demage has been done to the image of NITEL vis=a-vis
bills preparations and reccivables collection. In fact of
recent some credit customers took NITEL to court over fictitious
bills and the court rightly vindicated the customers.

Assuming the Public Relations Department has been directly

involved, such a situation would hardly occéur.

It is therefore neceszary to involve Public Relations
Department in receivables collections. After all, attitudinal
regearch and analysis of customers to determine the behaviours
of customers and apprecizte their needs is an ingredient of
effective customer relationships Hence the need for adequate
and effective liaison betwcen the Operaticns, Finance and Public
Relations Departments who come into actual contact with the
customers. This will provide the customer with enough

information on one hand and NITEL on the other.



CHAPTER | V

RECEIVLELS COLLECTIONS

Sel Credit Facilities and Receivable Cocllection Procedure

Having seen the funciional contributions and roles of each
of the three departmente in zranting credit facilities and
receivable collection, it iz necessary to examine the merit or
demerit of the policies and procedures in granting credit
facilities and receivable collectione The starting point
actually is to determine whether by any standard the practice
of granting credit facilitice and receivables collection is

performed through any method or procedure or whether it is
guided by any policys.

So far from what has been stated as far as granting credit
facilities and receivables ccllection is concerned, it could
be readily concluded that riszht from the initial stagas there
are obvious lapses and shortcomingse. Infact according to method
or technique employed all that is required by operaticns
department (information=uise) to ;rant credit facilities are
names of oustomers, Lype of scrvices required, customers status,
customer's residential adclress and credit period required
(see attached International %elephone, Telex/Telegraph

registration Forms as amex 'a' & 'BY)
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Therefore the method f yranting credit facilitics presently
being used in NITEL Ltde., is very crude because necessary
procedures are not followed to obtain information about
customer's purpose for seecling credit facility, customer's
credit worthiness and egocinl standinge The method therefore,
proves Ineffective baseless and improper. This led to wy
firet assumption that NETUL L', Kaduna Zone, has not ipplemented
practically and effectively receivanles collection policye.

Table 5.1 below indicztes thie present method followed in NITEL

Ltd. for receivable collecciion,.

TABLE 5.1  PROCEDURY O RCLIVABLES COLLECTION

......

2 &

: i
Steps Followed ' Total Noe of | Responses L%
! Questions M
--1- ——
Ao Customers Report l
Personally to 50 19 28.00%
Settle Bills
Ba Through Personal
Calls by NITEL Staff 50 1 2400%
Ce Direct Customers
to pay to the Neareet
Aceredited Bank(s) 50 - -
D, Appointed Debt €0 - -
Cellectors
Ee All the Above 50 - -
Total 50 20 LO . 00%

Sourcet Information obt inel from the questionnaires circulated
among the stall of HITEL in Finance and Customer
Operations Department.
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The above Table 5e¢1 cle.rly indicate that receivable
collection is not operated or guided by any policy. It is
apparently clear that Customers are at liberty to settle their
bills. As aresult huje avount of money is being held up as debt
by Credit Customers.

It is obvious that Inspite of annual checking by way of
re=repsigtration a lot ef room hoe beon created for customers not
te bother to pay for services rendered to thems Once a customer
becomes aware that he is at liberty to settle his debt he
develops a tendency toc be nonchallant towards settlement of his
bills. He may decide to settle the bills at hig own time
regardless of credit period he sow to honour. Apparenily therefore
failure to implement elfective receivables collection policy
leads to among other thinss and more important for that matter

large amount of debt owel by eredit customers.

"It is on record that for the year 198L on average each
month, a credit worth ¥350,000,00 was granted to ecredit customers

totalling to MNL,675,3L1.00 for the year 198Le" |

But funny enoush out of this huge bills, reccivables "as at
31at December 1985, a total of #¥2,516,068.47 remain outstanding
out of this amcunt only a sws of ¥1,L57.00 was recovered as bills
receivables as at 31st lorch, 1985".2 The information abave
clearly supports my second assumpiion that the impact of NITEL Ltd,

Kaduna Zone, receivables collection drive has not been felt by its
subscribers in so far that there are many subscribers who are
indebted to NITEL Ltd, Kaduna.

-

1 NITEL Ltd., Kaduna monihly billing summary for the year 198L.
Debt Outstanding Report, January = March, 1985.

2, Ibid, January - March, 1985,
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Table 5.2 relating to sales return for the year 1984 shows the

amount of cash sales and credit sales. For credit sales collection

is very poor in all Territorics and Zonal Headguarters. This has
its genesis right from the very moment NITEL Ltd. started
granting credit facilitics,
Table 5.2 Telephonas salos Heturp for the Yoar 198L,

January = Dacorbex, 1984
STATE CASH { CREDIT TOTAL SALES
Kaduna $1992 y 004450 ®2,T11,424.50 ¥3,703,429.00
Kano 773,853.00 955, 108.50 1,718,961450
Sokoto 105, 185,50 33,715.00 138,900.00
Bauchi 1724584450 L5,476450 218,061.00
Niger ! 35199450 ; 17,88L440 | 21,084400
Abuja ! 186,423,50 E 309,751400 ? 496, 17450
Plateau | 296,346,50 : 393,233.5C 689,580,00
Benue 38,228.00 11,099.00 49,827.00
Borno - 123, ThLl+00 132, TLhe00
Gonrola - £15.00 615,00
Kwara 35,337.00 15,48450 50,821.50
Others 41,292,00 10,911.00 53,203,00
TOTAL !’Q,th,h‘}h.'){) M'GETJDO m,2?1'901 .00

s i

Source $

Bashir Ahmed

Performance .nal: ni

Administratiocne.

[ Rufai

3

v
¥
r

10

or the year

Commercial Operations and

198k,

Kaduna Distriet
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Unfortunately, the sysiem since introduction hag no guiding
principles. Right from the very beginning, regsitration of credit
customers was made the responsibility of Operations Departmente
There was no poliecy guidcline given to Operations Department and
the Department for someiines never bothered to develcp any

for itself.

The information about the purpose for request of credit
facilities, capcity, customer's status, customer credibility,
eto, wore not asked for "rom the interested prospective credit
customers. Granting credit freilities especially in Lagos at
the initial stages was frce for alls Whoseever wanted

registration would be ;iven ¢n demand.

Infact, in the past :nd especially in Lagos, customers just
dialed 171 at Marina to doumad registration as oredit customerse.
The subscriber on duty who was never given any guideline on
registration of customers would quickly record the telephone
nunber of the caller and »¢ ister him as credit customer. A1l
that was required wasg the caller's telephone number! This was the
beginming of the accumnulation of debts cowed to NITEL Ltde The
whole idea was simply expressed this way. If NITEL Ltd. were
kind enough to offer its services on demand to any body withaat
verifying whe that person was (based on some important factors,
such as individual characteristics, ability to pay and status)
then why shoulld any customer bother to pay his bill? Hence
the huge amount of "unbill Dbles! because subscriders without
valid addresses and docwients were ressitered as oredit

customers and services ex.cnde! to them freely.
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It was only later around 1979/80 that restrictions were
imposed on registration, This came about when it was discovereod
that there was huge amount of debt to be recovered but without
proper or authentic addresses of the credit customers. This
brought about the Introduction of registration of customers by

Operations Department.

The only new idea in. oluced wag that the customer or his
representative has to be -resent to supply information on issues
such as name of customer, (vpe of scrvice required, telephone number,
customer status, residential address and oredit limit required.
These are the newly introduced ideas (measures) in addition to
re=registration during which defaulting cugtomers are supposed to

be checked.

Obviously, anybedy who is conversant with the bank procedure
of granting credit facilitiea would not pass NITEL Ltd. credit
pelicy and procedure for move than ten percent score out of one
hundred percente As mentioncd earlier the process of granting credit
facility is net an casy emcrcise because it involves such variables
as the purpose for requesting credit facilities, maturity period,
security involved {collacral), status of the applicant (nature
and volume of business), inlividual or organizational characterise
ties, credibility and ability to utilize the facilities provided.
As far as NITEL Ltd., Koduna Zone is concerned issues of this
nature are accorded secondiry position, All that is important is
to render services to customers on credit and accunulate bille
rcceivables. Paradogically, profit making organization operate

at variance with ¥nis motion, Therefore, it is absclutely necessary



that personsg or organization interested in having credit
facilities must be proned tc :stablish their credit wortheness,
to prove their capability to utilize the facilities granting to
theme In order to do th L there is necd for systematic and

careful evaluation of all would be customers.

Credit period methold wh reby the cradit customers are
allowed a pericd of thiriy (30) days to settle their bills has
beaen rendered ineffective aond hopeless because of lack of

guiding principles and conirols

The system through which c¢redit facilities are granted on
the bagis of amount accuwulcied proved in operational because
information processing is done once a months Since daily processing
is diffioult, 1t is therefore not possible to use amount limit
as a method of granting credit faciliticse Collection procedure
wag crude in that it wes only during re-registration that
Operations Department btecome in a position to check whether the
amount for the previous services rendered had been settled.
Throughout the period of one year duration, the Operations
Department continued to vrovide services even to the defaulting
subscriberss There was no r. ular checks to know whether the

custouer was exiating or nots.

In fact, it is the Finonce Departuwent who earlier on used
to sorutinize the customer's bills. The list of the defaulting
customers were then sent to Opurations Department vhere the

files of such customers werc kepts These lists with the particulard
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of defaul ting custowmers were then supplied to the Operators

on the machines sc that 2i any time a defaul ting customer demand
for service the operator wes directed to inform him that unless
he settles his outstanding bLills no service of any kind could be
granted to him. This approach did not help much and worse
still, it encouraged freudulent practices among the Operators.
This point is in confernity vwith my third hypothesis that the
receivanlea oollection policy has aided and abetted fraudulent
practices involving stafl of technical operations and Commercial
Departments Smart subscribors easily exploited the Operators!
wealmesges by coffering , o tifications in subssantial amount to

get services.

This short-coming forcud NITEL Litd. Kaduna to come out with
a differont method of receivables ccllection. This method is
based on the data received from Technical Operations and
Commercial Department in respect of business transactions
concermning credit customers, Based on this information, Finance
Department charged the accumt of the Credit Customers and at
the end of thirty (30) days credit period bills are processed
and passed tc customers for payment. All accounts not settled
within a period of thirty (30) days are considered in default.
Liste of defaulting oustomers are prepared and pasged to
Technical Operators for jwmcdiate baring i.e. seizure of lines.
At the end of each day, settlements on suspense accounts by
each affected crelit custeners are checked and another list is
drawn on such accounts an’ sent to the Technical Operations

for re-instatement of service.
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Quite often some crelit customers refused to pay for service
rendered deapite the barrin - of their telephones. This is because
they realised that they could go to any public counter to make
call and pay cash immedinlely. Therefore, NITEL Ltd, Kaduna
came with a policy of recovering debt owed by these type of
customers. For thig type of cugtomers, arrangement is made to
pay a personal visit to thew in order to find out why they failed
to settle their accounts. During such visits, some of these
credit customers explaine’ why they failed to honour their
credit account and gave .roodises as to when they would pay. In
order to encourage them to meet their obligations these customers
would have their lines rcetoied, reasom being that it is better
to restore their accounts ra her than block them and loose
both their patronage and outstanding bills. However, they will
continue tc be reminded of this obligatione This is usually

done by phone.

Where it is discovared that customers could not pay at all,
at the required time, negcliations are still carried on and
agreement is reached that they should be paying certain amount
ingtalmentally. These tyves of customers will alsc hawe their
lines restored but for 2 limited amount and time not exceeding

a pericd of six monthss

Even with this newly introduced receivables collection
policy, one camnot but nbserve 2 double standard. Double
standards are normally ‘he by-produets of poor policy formulation
and implementations In ‘he first place one would like to ask

why deviating from the accepied principle that 30 days credit
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limit must be honoured by the credit customers? Why does
NITEL Ltd. bother to talkke the trouble of paying personal visit
when despite baring the custower, he refused te ghow any

responseT

The obvious fact is that NITEL Ltd. Kaduna Zone, never
bothered to evaluate its prospective customers to know who ocan
pay and who cannot payj who is refutable and who is not;
wvho among the prospective customers are genuinely interested

in eredit facilities?

As long as NITEL Ltds continue on its present policy, so
long it will operate a mediccre and loss cperated system of
granting credit facilitics 'nd receivable ccl’ecticne The
result is perpetual accusulation of oclossal amounts of money

tied to individual eredit customerse

52 CREDIT PERIOD SYSUE| AS 4 NEW METHOD FOR EFFECTIVE
RECEIVABLES COLLCTION

5e2e1 Stratogies

Credit period gystem which was earlier on used in
collaboration with credit term based on volume of Naira was
discovered to be ineffective and unproductive method not actually
because it was a bad methods Rather it was rendered ineffeotive
because it has no guiding principle or policy. Therefore, in
this study the credit period is suggested as a method for

granting credit facilities and receivables ccllecticn.
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However, credit perio! as a method for granting credit
facilities and receivableas ccllection per-se is not the answer,
For the credit period meihol to be effective, efficient and
fruitful it has to be bucke! up by strong strategies and polieiesge
Therefore, the followin: strctegies and policies are mapped
out for new effective, ¢ [icicnt and fruifful receivables

collection methods.

(a) BEBstablishing Bille Collection Centres: As was noted
earlier the delay in delivery of bills dispatched through postal
services resulted in sericug problems in the ability of NITEL
Ltds, North Wegt Zone, %o (el its bills sent to various customers
in geod time., The consequence ig the unngcessary delays in
bills not paid in time. ..ssocinted with delay in sending bills
te the customer is the delay in processing the customers' billse.
Delay is caused because 'he Finance Department process customers'
bills manually. Due to larpe colume of business bills processed
manually, wnavoidably talte lonzer time to produce. Agreeably

in the past this could constitute a problem, But since the
newly formed NITEL created iis own computer system, bills

procoessing should be compulerized to eliminate delayse

The question of creatin. bills collection centre in itself
will not really eliminate the problem, because wost of the
customers were registered wiih wrong postal addresses and in
certain arensg the addresses ore non-existents Therefore, as
a corol=lary to greating Billg Collection Centres, the Operations
Department of Customer Cpertlbiong in conjunction with the Finance

Department must determine thie authenticity of a2ll customers'
addresses. Efforts should be macde to eliminate ghost credit

customers.



7

(b) Personal Delivery of Bills to Customer's hddresses:

This is very important because it has the advantage of confirming
that the billes are delivered in time and at the right address.
This method would be eagily operated through the use of

Dispatch Riders and Delivery Vangs. At the initial stages this
would involve huge expendiiurcs in terms of machines and

vehicles purchases, but in the long-run the advantages will

certainly outweigh the expenditures ircurred,

(¢) Payment of Bills to be made direct to NITEL Ltd. Officess
Where it is not possible or feasible in terms of cost and
proximity to collections centres, NITEL Ltds Offices nearest

to the credit customers should be authorized to receive payments
and issue receipts for billg from the credit customers. The

use of retainers as debt collectors should be stopped.

(4) Establishing Coin Boxes in Strategic Locations all over
the Zonal Areas: .is pointed out, one cf the reasons for
esgtablishing credit facilities 1s to ease the problems of
distant customers who could not have communicatione facilities
located within their reach. Therefore, im order to avoid
unnecessary granting of credit facilities with its attendant
problems of accumulating debt, it is advisable that coin boxes
are estahlished and proverly maintained to provide services
on cagh basis all over the Zonal geographical locaticns. This
is without prejudice to proper marketable utilization of

available capacity.



5e2e2 Policies

Policies to be adopted and sirictly adhered to shculd

include the following:

(2) Credit pericd tern for ;ranting credit facilities should
be baged on the categerization of ocustomers. This categporiza=-
tion should be derived rot. the market where services are being
golde Market here is defincd as a "group of buyers with
gignificant buying potentizls and unfulfilled needs and desires
who have the means to purchase and whom the Company can
profitably serve, | In ihis casz the market for telecommunicas

tione services in Northed@st 4one, Kaduna includess

(1) members of public contncting business associates,
friends and relatives outside the country. TFor this
category of custouers a stipulated period of 7 days should

be granted for credit facilities;

(i1) Dbusinesses with lar e lurnover who make international calls

in the course of their operations. They could be large,
medium or small venituces. 14 days credit term should be

granted; and
(iii) government orgmnizaticns in the course of official transace

tionse They should be granted 21 days credit term.

(v) Bills processing shoull be decentralized and all territcries

should prepare their bills lor the credit customers.

m—— a8

1¢ El-Rufai Beie (1985) Business Plan for the period 1 July =
31 Dece 1985, Plateau lerritorial aAdministration; Nigerian
Telecommunications Liwited, Jos, Nigeria.
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(0)  All necessary requiroments for billing to be provided,
In addition to that, there muet be resular metre reading at
customers' premises and processing of master type each day.
This will enable the bills Lo Le ready in a period of not more
than 2 weeks from the daie of readings The bills shculd be

delivered to customers belfore the 20 of the following month.

(a) Effective registration ol credit customer through

proper application of ecrelit policy variables.

In order to adopt a proer recelvable collection procedure
the obvious lapses and shori—comings inherent in the present
system of granting credit focilities must be rewoved. It is
obvious that inspite of annual checking by way of re-registraticn
a lot of room has been create! for credit customers not to bother
to pay for services rendere’ Lo them, Therefore, in order to
ensure proper and prompt peyment of bills by credit customers,
it is necessary to secure _obi in) information about the purpose
for request for credit facilities, oustomer status, customer
credibility, etcs This can ouly be done through proper
applicaticn of credit pelicy variablege This wvariables

include the followings

o Credit Terme: Thaese cvo [actors that indicate the operations
of credit facilitiecse ! ost lmportant among them is the
length of credit periods In this case, it is recommended
that 7T, 14 and 21 days for individual, buginess and

government agencies respectively.
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- Credit Limits This Jdenls with time limit stipulated above.

Under no circumstances should any credit customer be

allowed to exceed the time limit.

- Credit Standard: This relates to personal characteristics
of the customer, hisg 2bility to pay. These credit standards
should not in any way be relaxed, because where credit
standards are relaxed receivables collection will

prove ddfficult.

- Collection Procedures '%iis should be strictly adhered
to and in case of nonwcouplionce the services rendered
should automatically sieopped and the NITEL Ltd. equipment
in form of telephone buxzs, telex machines be recovered
immediately and the amount in default be referred to legal

authority for court action,

53 Minimization of Fraud rractices Through Proper Applicaticn

of New Receiwvables Collection Policy

......... e

Most cases of fraud invclving receivables centrea around
International Exchange Upcrr- iovs who deal directly with Credit
Customers and also the Exclinge Technicians whe operate the
machines that effect and record all informations relating to
Internaticnal callss Az a vesult of this relationship some
credit customers especinlly business organizations and private
individuals develop the habil of sending in gifts ip form of
cash or attractive wvaluable itenms to the Operators. This
approach influences the Operators to give these unscrupulous

customer prefsrrential treaiment inecluding distorting official
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records related to affectel cellg which are 'hillables'. The
@perators in collaboration witl: the Technicians in the
exchange room manipulate the nachines such that no records

of effected calls will be showviie

Another area of fraud wiiich involves international
Operators is through feadings wrong and distorted information to
the Finance Department when dishing out information about their
favourite customers. These Cperators distort information about
effected calls by giving wron; charges or no charges at all,
Sometimes they transfer chares belonging to their faviourite
customers to some innocent cusiomers who never made calls at all.
This usually brings about disc reement betweer. the customers

and the Finance Department whenever bills are sent out for
payment.

These fraudulent practices have reachcd serious magnitude
to the extent that NITEL Ltle is lusing revenue - thousand of
Naira every day. Worse of all soue affected credit customers

dragged the Company to Courtl over these issues.

Se3el Measure to Curtoil I'mudulent Practices

Since it has been established that fraudulent practices are
aided and abetted by unscorupulous credit customers, it is
necessary, therefore, to examine the registration policy for
credit customers by NITEL Lid, As pointed out earlier the
present method of registrotion of credit customers leavwe much

to be desire. Hence it is imnortant that in adopting new method
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of oredit polioy proper atiention be given to personal
characteristics and the capital of the would~be credit ocustomers.
“Character refers to the protability that 2 customer will try

to honour his oblipgationss 'This fTactor is of considerable
importansée because every orcdit transgaction implies a promise
to Pay".1 Therefore, tron the above it can be inferred that
credit customers whoge charnoters ars questionable are likely

to engage in the kind of wlproctices mentioned above. 4
customer who is credit worthy ig agsumed to be capable of

honouring, his debts when they are due for payments.

Capital is measured by ti:e general financial position of
the firm or an individual customer. K firm or customer with
bankrupcy is likely to devictc from hig promise to settle his
billss Conclusively, therefove, the credit department which is
tc handle credit policy if created should apply all the
necegsary procedures to estallish the credit worthiness

of the would=be creldit cuastorers,

R -]

1¢ Weston JJF. and Brigham ",F. (1978). jal F e
The Dryden Press, New York; ppe 137 = 140.
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Table 543 below shows fctors for consideration before eredit

facilities are ;ranted.

Table 5.3t Procedure for Gronting Credit Facilities to

Credit Custor exrs

Factor for Total Yumber Response Percentage
Congideration of CQueeticns
Ae Volume and
Quality of 50 1 2.0%
Business
Bs Character 50 - -
Ce Financial | "
Strngth : 0 : b b Ba0%
: : E
De Capability to : [
Settle Bills 50 16 | 32.0%
on Maturity
Es 411 the above 50 - -
Source: Information ochtained “wom questiconnaire circulated

among staff of NI™. I Ltle in Finance Departnent,

Table 5.3 above shows the reshurses from the normal conventisnal

procedurce followed before ;r niing credit facilities to credit
customerg,s It is cleayly secen hat consideration toc all the five

questions indicate that the procelures have not been followed at all.
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There is near total abgsnce <. congideration for velume and
quality of business, character cid financial strength before
granting oredit facilities, (mly capability to settle bills

on maturity has up to 32 percont response.

Angther measure aiwe! nt ~inimizing fraud through proper
application of credit policy is Ly cgtablishing credit controb
office peparate from Finance tepariment and headed by Credit
Control Manager. The Manager will be charged with responsibility
of gathering credit information and translating the information
into risk classes, grouped accorling to the probability of loss
agsociatel with sales to custo erse Here the Manager can make
use of statistical technique sucl as reiression analysis and
discriminant analysis to julse customers credit worthiness.
These methods are known to w.rk ell aspecially in a situation
where indivicdual credits are velatively small and a large nurber

of credit customers are involved,

Credit contral office wler Credit Manager will also have

an added adventage of providin: effective supervision and

control of machines te prevent them from heing unnecessary
canipulated.
Sely Guidelines ond Necessony Information for Crelit Customers

to Assist them in promg i ettlement of Credit Bills.

hg part of evolving effective Receivable Collection policy
relevant guidelines and neccssary informatiom to assist Credit

Customers in séttling their bills wust be made available to them.
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It is agreed that some customers occasionally happen teo find it
difficult to settle their bills not because they don't want but
rather the process appear somevhet complicated to them.

Therefore, as earlier indigaie!, it is the duty of the Finance,
Operationa and Public Relationg Departments t¢ ecreate comprehen=-
give and effective system to promote Credit Customers!'

awareness in settling their nills, It is therefore suggested that

the following steps be taken to advise Credit Customers about bills.

(i) The custower(s) should be alvised to keep recorde of their
indebtedness always bearin,; in mind the eredit pericd
extended to thems Thig will enable them to be aware of the

amount they are owing ond the date the extended pericd

expires

(ii) Custower(s) should be enccuraged to always come forward
to enquire about their bills where bills are not delivered
in time. This will liwi% ~ny carry over to the bills.
Customers can ring or personally check the Credit Control

Office;

(111) Customers should be mole v understand that payments are
only wade to aunthorize NI 7L pay points. They should alsgo

insist en getting receiyi {or any paynent made;

(iv) Customers should be mee to understand that whenever they
are in doubt about any bilils or anything connected with
bill, they are free to cuntnct Recovery Unit of Credit

Sectiong



(v) Customers should be made to understand that bills are

normally prepared on twentieth of coming month and copies

are available on requenis

(vi) Penalties for nonepayment of Credit bills should be
properly and clearly spelt out and Credit Customers

duly informed.

It is also recommended thot the Public Relations Depariment
in conjunction with Debt Recovery Unit and Customer Complaint
Secion of Operations Department be jointly responsible for
bringing these guidlines and uneccssary information to the Credit

Customerse.
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1 Vi

SUMMARY, CONCLUSIONS .J',) RECOMMENDATIONS

Attempts have been male tu introduce the reader to
general understanding of what NIWIEL Ltl, is and the services

it renders tc the Nigerian publics

Like any other business venture, NITEL Ltd. provides
its services both on cash and credit basise It is on the area
of credit sales that the Study was conducted aimed soley to
determine what factors contiribuie to ineffective administration
of granting credit focilitics and deceivables Collection.
No doubt many problems coatribuied in rendering Receivables
Collection policy incperative, llviever, specially speaking
as has been revealed in the tuly, it is simply because
NITEL Ltd, has not as a matter I fact established any
meaningful procedure for grenting credit facilities and
Receivables Collection. The coireguence of which NITEL Lid.
North-West Zone alone accumilalesz millions of Naira in form
of Receivables pending eocllection which from all indications

are not likely to be collected,

Conclusions
From the facts gathered in the study it can be easily
concluded that Nigerian Telecormunications Limited, North-West

Zone, Kaduna has:



(i)

(i1)

(iii)
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not implemented practically and effectively Receivables
Collection Policys. So fnr from what has been gathered
during the course of the study as far as granting Credit
Facilities and Receivables tollection is concerned, right
from the initial stages there are obvious lapses and
sghorte~comings. The methold practiced presently turns ocut
to be crude because necegsary procedures are not followed
to obtain information aboui customers' purpose for
obtaining credit facililies, customers' credit worthiness

and character;

failed to make the impact of its Receivables Colleetion
derive felt by its Credii Cusicmers in s far as there are
many Credit Customers indcbied to NITEL Ltd., North West
Zone, Kaduna. It is on »ccomd that during the year 198L,
an average of credit worth @400,000 was granted monthly
totalldme to 85,000,000 but ‘uring the same year (198L)

only half the amount was collected;

pperated Receivables Colleccion policy that has aided and
abvetted fraudulent practices involving staff cf Operation
Department and Credit Customers. Because it is only during
re=registration of Customere that Operations Department is in
a position to check whether the amount for the previous
services has been settled, S“mart but fraudulent Credit
Customers cormived with ine Operators to distort their
records thus rendering collections impossible., These Credit
Customers expleoited the Crnerators weakmesses through

offering gratifications to et servicesj;



(iv)
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engaged the services of some Operators who by the way

and manner they handle cubscribers' calls and subsequently
pass information for billin: contribute to non=payment

of credit bills by subseribers. Due to operational
system dictated by the nuiiure of machines used in NITEL
Ltde, Operators in the niemational Exchange deal
directly with Credit Cn.toncro. These Oparators

cannect calls and recorl 211 {remsactions. As a result
of this relationship, sowe unscrupulous credit customers
(especially business or wnization) develop the habit of
sending in gifts in foma of cash or valuable items to
these Operatorss The consequence of this action resul ted
in NITEL Operators givin: preferential treatment to

these type of Crelit Cusi mers. BSometimes, the Operators
even take it upon themselve: tc distort all records
relating to these customers making it impessible to

bill them.

Recomnenlations

(1)

It is recommended that NiTLL Ltda. should adopt
practical & productive ;uidelines in granting credit
facilities and Reeceivables CUollectione. The practice
which calls for the sujp'»ly of mere information, such

as Customer's address, type of services required, etc.
should be discarded henceinuith. Rather, detailed
analyeis of information cbout customer's purpese for
seeking credit facilitiesy; ecredit worthiness, character

and capacity should be applied,
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(2) Receivable Collection levives algo need to be intensified.
From the stuly, it has been cleerved that larme amount
of money in form of cre’it sales have been tied up to the
Credit Customerse Thiz is a5 a remult of poor collection
policy where customer: nre al liverty to settle their
Jebtse 1t is therefore recoumended that bills collection
centres, personal billz Jelivery unit and Credit
Collection Task Foree be ¢.loblished. This arrangement
will not only help to recover the outstanding bille but

will also ensure that cracit payments are made on schedule.

(3) Constant monitoring of credit customers' accounts on

daily basis: is has been ointed out earlier, checking
of Credit Customers' accowunts was only dome during
re=resigtration. Thus =2 1ot of rooms wers created for
Crelit Customers not t¢ boiheyr to pay for services
rendered to them, Thereiore, in order to ensure prompt
settlement of bills by Crelit Customers, it is suggested
that Customer Services it should continuously monitor
the accounts of Credit Customers to letermine which
customers default and immediate action be taken ayainst

them.
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(L)  Appointuent of Operators o man the Exchanges: Since
it hac Dbeen establishe] that some Uperators ensued in
exchanges tend to levelop corrupt tendencies, it is
hereby recomwended that the exchange Operators should
not, wnder any circumsinc.s, be allowel to spend more than
a month in the exchan eg. .fter a period of one moenth,
they should be deploye. . another section of Operations

Departmenta

Ag for the Credit Custouers who take pleasure in
corruptin,; the Operators, once c¢nru 11 they should be declared
tpersonna non grata' and their naoo. be deletcl from Credit

Reirister.
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lAnnex  TA!

NIGFRLAN TELECOMMUNICATICHS
NORLE WEST Z0N

KJ‘LDUN;&

IITED (EXTERN..L)

R i

L

OVIRSEAS TELEX DELIVERY SERVICES (NDS) RECISTRLTION FORM

P Y W

N.Mg OF CUSTOMER:

POSTAL #DDRESS:

RESIDERTTLY: LDDRESS:

REGISTERED FEE: _ L 19

Wea undertake to oollect cur messe;es in your office at any time
of the day fyom Monday to Sunday. dac we agree that this
regiatration is RENFWADLE with ¥200,00 after every (12) twelve

calendar monthss

AT 19

CUSTOMER SIGN/STAMP

CORRESPONDVIICE

Please advise your overseas correspu.dents tc dial 20711 For
accesg in our Telex Exchanre
Our .nswer Back is (KAD TDS §G )

You haw the privileme to gueote this number 20711 on all your
stationaricss
Thank you for patronage,
For any asasigtance or complaint leoane contact.
CUSTOMER SERU"I.(}‘_T‘.:EL
NITEL (EXT RN
P.0. BOX 3955

LAFTYA ROLD
KADUNA,

TEL: 201250 =~ T, 183



NIGERLAN TELECOMIUNICA V(Y. LIMITED
NORTH WisT ZGIE -
KADUNA

Annex !Bt

INTERNATIONAL TELEPHOILZ . - .0 JTRACION

NiAME OF CUSTOMER:

TYPE OF SERVICE:

CUSTOMER ST.TUS: S 7iC1 CODEs
TELEPHONE NUMBER(S)s A
CUSTOMER'S RESIDINTLLL ADDRESS:

st & s = -

S R e m— —

CUSTOMER'S POSTAL wDIRESS:

SUBSCRIBERS CATIGORY: _
CREDIT PERIODs _
ICI NUMBER: . cmae

]

I wndertake tc pay my bills resulerly and
notify NITEL (International) of awr chunges in respect of the

promptly and shall

information given at the time of thio vegistwat . .n.

Sismature/0ffice Stamp Date

Customer should dial 171 to our snicmational SExehange, 175 for
all enquirkes, your Service Code in and please

quote this on demande.

Thank you for your patronagze.
Pleagse for any agsistance and coupleint contacti=-

Customer Servicen

NIGERIAN TELECOI . 1L.ICATIONS LIMITED
(INTERNATIONAL 4% TUES

LaFL. RO.LD

POST OFFICE BOX 3,55

TELs 201250 =~ ii.ie 183



hmnex ‘C!

TABLE FOR LOCATION OF GOiT2THGENGY
PL.N EXCHANGES ND MOBL! _%.CH.JGES

Location szehon e
Cofa 1Y
Lajrcs  *D! 00 lines
Ikeja 7000
Ehute=-me tta Louo  w
I ponti 10,000
Apapa 10,000 "
Abeokuta 2,000
Aba 3,000
Ilara 500
Ijebu=0de 5,000 *
Shasamu 1,000
Ado=Ikiti 1,000
Ogbomosho 500 ¥
Owo 10cc  ®
Oki tipupa oo
Ondo 100 ©
Lokoja 1000
Jos yoca -
Onitsha 3000
Abakiliki 1000
Umuahia 1006
Calabar 3000
Benin 'B! 2000
Owerri 1000 =
ikure (modile) 000
Zaria {two mobiles) 1,800 ¢
Oyo 1000
Katsina 1000 "
Bi‘a 500
Bhugu 10,000 i
Ilorin 2,00C = 84,000 liues

Source: Richard Adeniyi, Evolu:ion of 'phone services in
Nireria, Headlines 1,7 7ula July 19853 pe 3



Department uof Business idministration,
dhmadu Bello University,
Zaria,

30th [y, 19854

Dear Sir,
Bvolviny a pew credit ccliection policy =
4 Stuly of Nigerian Axi.aual “clecommunication Ltde

I am a Post=Graduate Student in the Departuent of
Business Administration, Ahmadu Bello miversity, Zaria.

As part of the fulfilment of the IM,E.il. degree, 1 am
conducting a study on "Bvolving o llow Crddit Collection Policy
in Nigerian External Telecommunicatliors Liuiteds It is hoped
that the study will come out with nev credit collection policy
which is aime? at alleviating the su’icring of NET Ltd Credit
Customers in settling their bills "nd ot the same time prewent
further losses of revenue by NET Lil,

I am therefore seeking your full couvneration in
answering the attached questionaive und timely return toc same
at your earliest convinience.

I would like to assure you ihat the information given
will be purely for academic yurpcose ¢nd will be treated with

upermost secrecy.

Thank you.

Yours truly,

ALI HARUNA
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QUESTIONAIRE O

Department of Business /Administration
Ahmadu Belle Univocsity, Zaria

UESTIONATRE

Please clearly indicate your answe: Ly ticking in the
appropriate box,.

SE‘TIUH tAY
1« How long does it take a cusl..or Lofore he is qualified
to apply for crecdit faciliticsim

(v : Fumediotely

. ——
(v} . ue.iod of 6 months
(e vear anl above | i

2¢ VWhat factors are consiere® hefore ranting credit

facilitiess=

(2) Volwse and quality; |
c i Business -

(v utable social ! ;

i §

siending

(e, irmeial — ——
= wrength S

(¢, Capability to

etile credit - i

'

Lills on maturity ®

3e Do you need any security to su, .«rt the ;rant
of credit facilities?

(a) Yes ¢
(L. o m=—
" ' . ———

Le Do you socicit fur credit custoiers?
(a) Tos .
(h} f H

e —



SECTI(N 'B!?

1. How Qo you arrive at your crelit limit

(a) A4t the request of the -

H
: }
custcuers ————
(b) Arbiritonly
e ———————
(c) iny other creteria [—
H "
e —

2, How are credit bills and sizle.znis dispatch to your
cus tomers (2)

By I.UP'."' — e e —
i
'-H-—-—J
(c) Pevicial ealle
3« What is the procedure for colleciing bills
receivables:
(a) Cusiomers come to
getivie their bills \ ;
theuselves Emamaaand
(v) Throu ' personal calls | F
A

(c) Dircet Customers to
pav Lo the nearest p———
accra’ited bank(s)

Le At the end of credit perio’, hou many days of
grace do you allow Jefaultin cnetoner(s)
before action is taken
(a) No ‘c~te, could pay So——y
anytine thereafter e

(b) haxioum of a week after r—
which netion is taken i

(e) acil n is taken ———
imeellate



Question (Section 'B') Contd,

Se when is an outstanding bill cunvidered zs bad debt

(a) Ifter a year ———

(b)  Aftor five years s

e —— —

|

(c) Never

6. Do you consider bill that gtoy, long without

spttlement as non-recoverable?

(a) Yes 17T

e —

7« VWhat actions do you normally talc to recover
cutstanding bills receivables

(a) written treats

(v) publisize defaul ters
navce in lational : ‘

cailies

. i P ————————
() Ingvileie court setion | i
d

SECTION ‘'C!

In this Section you are required o ouiment briefly while
angwering the questicnsie

1+ The objective of collection ;:r;gm?ure is aimed at speeding
collections of receivables,
Does your organization have elear cut guidelines and

procedure for receivables collecti-n?

(AR AR R N N N N N RN NN

LA R AN R R RN N N N N



Semtion 'C' (Contd.)

2e

3.

Lie

How proper and effective is the current method of
collection?

I R R N R R R LR N

(AN A RN N R R N R R N R NN

Do Customers pay properly” [7 not what eculd be the

reagons for deday?
LA R R R NN NN N N R R N NN N RN NN NN

L O O I A B A B B R I O B B IR I B I B I B B

How long does it take your or onization to process
oustomers bills for settlement, .nd at what date are the
bills dispatched to the Customers?

R o O

R N NN N N R B O A O A I BN I I B B N B A B R R I O B I )

L B B B N BN B B B I O B B B B AR B A BB R LI B N B I B B



Department of Business . rinistration
Ahmadu Bello University, varia.

QUiSTIONAIRE _TWO

1 Nigerian BExternal Teleccrmummic: uiong Limited provides
you with Telephone Telex, Vele s h services. How

effective are these zervices rondexred.

(a) V¥V xy ofiective

(b) Avera-ely effeetive

(c) inei’"uctive —
2e If ineffective could that be g sceult ofs
(a) Unge:ilifizd staff :
(b) Hu'e ocrators | :
i

(e¢) Poor comijment

3« Do you observe any discrimine Hin; nittitule from

operators when rendering ser.icosy

Lo s

(a) Ye=

() VYo "o —

D

(c) Cant'y duy ;-*—-7

Le Are you a Credit Customer?

(a) Yes

®) Ho i



Question (two) contd,

Se

Ga

Te

Oe

T yes, how did you get your iclephona/telex facilities

repistered?

(a) I avniea

(v) Throun the help of
the sLaff at NET office

]

Before Re:sdsteraticn were you csted to pay any depogit?

(a) Yes e
(b) No o a—

If you paid any deposit, how rwuch diq you pay

(a) Yesn ” _! ¢
(b) wNo o

. i
——

48 a credit customer do you receive your tills
regularly and correctly fille:w

(a) Yes : }
(v) ne ! f

How regularly?
(a) & oy af ter the bills

meture
(b) A manih after the billg

ma ture

() B5ix wonihg after the
bills witure

I

|

——
—

||



