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(viii) Assigns telephone numbers in smaller exchange areas in consultation 

with the Senior Manager Customer Services, 

(ix) Prepares Advice Notices, distributes them in accordance with laid-down 

guidelines and maintains records of advice notes issued. 

(x) Opens files for all completed cases, closes and forwards "F" COPIES 

OF ADVICE Notes promptly to Finance Division for Billing, 

(xi) Maintains subscribers' register of each exchange showing the multiple 

numbers sequential order, 

(xii) Interviews all applicants and subscribers and deals with inquiries 

connected with provision of service, 

(b) PROCEDURE 

Essentially, an applicant is waiting for some service; it may be a new 

service, a change of address of renter or even cessation of an existing line and 

his request should be regarded as urgent. Unnecessary delay in handling of 

letters or forms frustrates the customer; hampers, the work of other branches 

and results in loss of revenue to the company, 

(c.) RESPONSIBILITIES OF CONTROLLING OFFICERS 

(i) The head of the Business office is directly responsible for the effective 

operation of the Business Office. Fie ensures that his staff are 

thoroughly familiar with their duties and that they understand Business 

office procedure and adhere strictly to it. He carries out daily snap 

checks at various points in the Business Office to detect any avoidable 

delays and take steps to rectify the difficulty. He maintains effective 
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As the leading provider of the Nation's telecommunication services, 

NITEL mission is to maintain a leadership position by continuously improving 

the services to meet the customers' needs and expectation thereby allowing the 

organisation to prosper as a business and provide an adequate return to the 

stakeholders. 

2.4.3 VALUES 

Fundamental to the accomplishment of the organisation mission and the 

values. Above all other elements, the company cherishes: 

(a) People: Their people are the source of their strength. They determine 

the success and performance of the organisation through the application 

of their creativity and intelligence. The company therefore, places the 

highest premium upon their people. 

(b) Service: Their service is the mirror through which the public views 

them, and should reflect the end result of the best of their efforts in 

meeting their customers needs. 

(c) Profits: Their profit is to be regarded as the vote of confidence in their 

performance. They should be the ultimate measure of how efficiently 

and effectively they serve their customers. Profits are essential for the * 

survival and growth of the company. 

(d) Direction: For the organisation to develop and grow, the management 

must give intelligent, responsible and capable leadership. 

(e) Excellence: To deliver exceptional services to the customer, 
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(f) A proper planning processes required to create and sustain customer 

care, to keep it in step with changing customer needs at optimum cost. 

2 6 2 CUSTOMER CARE AND COMPLAINTS HANDLING 

According to Merlin Stone and Laurie Young (1988:2), Much of what 

has been said about customer care focuses on complaint handling. The rightly 

famous and oft-quoted research by TARP (Technical Assistance and Research 

Programmes) in the United States and Canada, for the White House Office of 

Consumer Affairs, helped to create this negative focus. This research, which 

covered 200 companies, showed that: 

(a) the average business does not hear from 96 per cent of its unhappy 

customers. 

(b) For every complaint received, there are 26 customers with problems and 

6 with serious problems. 

(c) Most customers do not think that it is worth complaining. Some do not 

know how and where to start. Some do not think it is worth investing 

the time and effort in doing so. Some are skeptical of being dealt with 

effectively because of considerable past experience of poor problem 

handling. 

(d) Customers with problems who fail to complain are far less likely to 

repeat their orders (for the same product or service). They are also far 

more likely to stop completely their business with the supplier. 
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(i) The way you go about delivering that service, your carriage and 

presentation (conduct, reception, smiles, or cheerfulness). 

(ii) The person to person relationship that is formed in providing that 

service which testifies to your own credibility as well as assures the 

customers (to feel) that he/she is special, valued and respected. 

(iii) Ensuring that you have done every thing possible to create a positive 

impression of your company and service in the course of service 

delivery. 

2 7 3 TIPS FOR NITEL CONSIDERATION 

Most businesses are unable to achieve their full potential because of 

inability to grasp, or ineffective scanning of, the opportunities available to 

their operating environment. Like most companies built on service, marketing 

until now had not been ingrained on the company. The new dispensation 

demands that NITEL establishes a vibrant marketing department with 

professionals who: 

(i) Will know what NITEL as a company wants or needs to do. 

(ii) Listen to the customer, learn as much as they can about their point of 

view. 

(iii) State the company's position clearly and directly. 

(iv) Work towards a position where the customer feels understood, respected 

and some, if not all, of their needs are met. 

The credit controllers for example supervised by the Territorial 

Accountants and Area Managers must not only be satisfied with reconciling 
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the interviewer have effects on the result of the interview, 

b) It is also very difficult to generalize a data collected from an 

unstructured interview. 

According to Ndagi (Ibid:59), he is of the opinion that race, tribe, age 

sex religion, vocabulary, accent, ethnic background or social class of the 

interviewer could alter the responses of the respondents. However, in 

my opinion, non-of these factors may have had any significant impact 

on result of the interview. 

3.4.3 Questionnaire Method 

Gorald and Philip (1975:201) defined questionnaire as "a list of 

questions to be answered by a selected group of people especially to get facts 

or information for a survey." 

The questionnaires used in this research consist of thirty questions on 

Direct Exchange line (Telephone) (see Appendix X ") while fifteen questions 

were drawn on card phone (see AppendixH ). Questionnaire on Telephone 

include Telephone provision, Types of Telephone, Operator at Call office 

Operator on enquiry, Technicians (field workers), Exchange Staff, 

Management Staff, Bills production, distribution, payment of bills into bank, 

working of the phone, TOS action, fault reporting and clearing, business 

centres and attitude and moral of N1TEL staff. 

Questionnaire on Card phone include those relating to the purchase of 

cards of different units, usage of cards, patronise of payphone centres, cards 

denomination and availability, success of calls made which include 








































