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CHAPTER ONE 
1.1	Introduction to SIWES 
The student industrial work experience scheme (SIWES) is an approved skill training scheme which forms part of the minimum academic standards in various degree scheme for all Nigerian universities, Polytechnics and Mono-Poly to acquire skills and experience in their various course of study. Student Industrial Work Experience Scheme was established by the Industrial training Fund (ITF) in 1973 with the aim of bridging the gap between the skills which the labour market required with that of those acquired by the graduate students. Since its introduction by the ITF in 1973 the Scheme has gone through series of reforms. Its management, for instance has changed hands from the ITF to the various regulatory AGENCIES SUCH AS National Universities Commission (NUC) National board for Technical Education (NBTE) and National Commission for college of Education (NCCE) and now back to the ITF again. These are the major stakeholders in (SIWES). Consequently, SIWES Programmed was introduced into the curriculum of tertiary institutions in the country as far back as 1974 with 748 students from 11 institutions of higher learning. However, the scheme has over the years contributed immensely to the personal development and motivation of students to be able to understand the important connection between the taught and learnt content of their academic programmed and what knowledge and skill will be expected of them on professional practice after graduation. In recognition of the short courses and weakness in the formation of Set graduates, particularly with respect o acquisition of relevant production skills, the industrial training fund established the students Industrial Work Experience Scheme (SIWES) in 1973. The Scheme was designed to expose students to the industrial environment and enable them develop occupational experiences so that they can readily contribute their quota to national economic and technological development after graduation. Consequently, SIWES is a planned and structured programmed based on stated and specific career objectives, which are geared toward developing the occupational competencies of participants. 
1.2	Objective of the SIWES
The Industrial training funds policy document no. 1 of 1973, which established SIWES outline the objectives of the scheme. The objectives are to: 
1.  Provide an avenue for students in institution of higher learning to acquire industrial skills and experience during their course of study. 
2. Prepare students for industrial work situation that they are likely to meet after graduation. 
3.  Expose students to work methods and techniques in handling equipment and machinery that may not be available in their institutions. 
4. Make the transition from school to the world of work carrier and enhances students contacts for later job placements. 
5. Provide students with the opportunities to apply their educational knowledge in real work situations, thereby bridging the gap between theory and practical. 
1.3 Benefits of Industrial Training to Students 
The industrial attachment seeks to offer students a practical translation of the theory they have been taught. It has also got individual benefit of linking the student to the industries, hence brightening the employment chances of the students in the school. Through this attachment, I have generated a good inter personal relationship through my interaction with my supervisors and colleagues. It has also improved my working skills either under pressure with or without supervision.
CHAPTER TWO 
2.1	Historical Background of Attachment 
Space Form Nigeria Limited was established in the year 2024 by Mr. Adeoye Rotimi. The company deals with any kind of Interior Furniture and Capentary work. They make use of modern tools. These include roof construction, construction of door, windows, construction of decking, hand rays, noggin, formwork of stairs and lintel etc. 
It is located in Kwara State NO.7, MOMO ROAD ILORIN, ILORIN, KWARA, ILORIN, KWARA STATE.











CHAPTER THREE
WORK ACTUALLY CARRIED OUT
3.1	Document Filling and Record Keeping 
Document filing and record keeping" refers to the systematic process of organizing, storing, and managing documents (both physical and digital) in a way that allows for easy access, retrieval, and proper retention of information, ensuring compliance with legal and internal standards by maintaining a detailed record of all relevant activities and transactions within an organization. 
Key aspects of document filing and record keeping: 
Creation and receipt: The initial step of generating or receiving a document related to an organization's operations. 
Classification and indexing: 
Categorizing documents based on subject matter, date, or other relevant criteria to facilitate retrieval. 
Filing system: Implementing a structured method for storing documents, such as alphabetical, numerical, or subject-based filing systems. 
Retention policy: Establishing guidelines for how long different types of documents need to be kept based on legal requirements and internal policies. 
Storage: Securely storing documents, whether physically in cabinets or electronically in a digital repository. 
Retrieval process: Efficiently locating and accessing specific documents when needed. 
Disposition: Determining the appropriate action to take with documents once their retention period is over, such as archiving or securely destroying them. 

3.2	Importance of document filing and record keeping
Compliance: Maintaining proper records can help organizations adhere to legal and regulatory requirements across various industries. 
Auditability: Accurate records allow for easier tracking and verification of financial transactions and other important activities. 
Decision-making: Access to relevant historical data supports informed decision making within the organization. 
Efficiency: A well-organized filing system improves the speed and ease of finding needed documents
3.3	Customer Services and Relations
Customer service and relationship management fall under the supply chain management process that represents the firm’s face to the customer and the procedures adopted by a business or other organization in administering its interactions with customers. It is also the crucial point of contact for dispensing product and service bargains developed by customer teams as part of the customer relationship management process.
[bookmark: _ftnref1]Customer service and relationship management describes how a company runs its customer service operations and enable consistently great service experiences that drive customer loyalty. It includes everything from training new service representatives, to optimizing support processes, to measuring service success. It is the point of interaction between the customers and the company to transact business together.

3.3.1	Who is a customer?
A customer is a person(s) or firm(s) that purchases other firm’s products or services. Customers major concerns are related to the satisfaction they derive from products and services rendered to them, and the major attribute of a customer is buying products and receiving services paid for. Customers are important because they determine incomes, profits, popularity and awareness of products and services as well as improving the visibility of the entities that are the purveyors of such products and services. Without the ‘customer’, businesses and enterprises would cease to exist as we know them.
Customers can be classified into three groups:
· Customers that are optimistic in buying products and services only at the lowest possible price not minding the quality and value of the product or service derived from the product.
· Customers who trust and have dependable relationships with provider organization and expects the organization to take good care of them i.e., patients in hospitals.
· Customers who understand value and want the provider organization or company to be able to deliver the most valued and quality service in their relations i.e., clients in law firms.
3.3.2	Communicating and relating with Customers
It is extremely important that organisations develop the best rapport possible with their customers. Some of the communication skills required include speaking clearly, effectively, efficiently, and politely either by physical contact or over the telephone.
Good communication helps businesses develop trust with clients and clearly articulate needs, expectations and challenges. Communicating more effectively can improve the client relationship and potentially add more leads to the business.
3.3.3	Welcoming Customers 
The first impression is what a person/company thinks of the customer service (Receptionist/Front Desk Officer) and the firm they represent. When a client first meets with the customer service representative, their first impression and the initial evaluation that the client comes away with matters a lot. This initial evaluation is often carried out abruptly with a mere glance, via a brief conversation or even from a distance when the prospect attempts to assess the body language of the customer service manager/representative.
The first impression the customer service representative makes physically or verbally sets the tone for a future business relationship with a client by inspiring confidence in a prospective patron. It may also determine whether a customer will come back another day or decide to go to the competition.
The image that one projects about themselves is usually attributable to appearance and reputation.
A positive image can be conveyed as professional by the appearance and demeanor of the receptionist/customer service manager, the way and manner he/she speaks and responds to the clients, and the way clients speak about you in private with third-parties.


[bookmark: _ftnref2][bookmark: _ftn1]3.4	Functions of Customer Service and Relationship Management
· Providing fast and friendly customer support over the phone to customers daily.
· Building and maintaining rapport with customers and becoming a trusted advisor and partner in purchasing or rendering service decisions.
· Providing expert insight and advice on how customers can make technology a part of their everyday operations.
· Marketing special offers and services to customers over the phone.
· Handling and responding to customer inquiries in all forms (email, phone, in person, fax) daily.
· Serving as point of communication for ground services personnel and assisting with the completion of afterhours requests.
· Efficiently assessing customer needs and proactively providing business solutions to those needs.
· Providing superior customer service while handling inbound order placement calls and service inquiries.
· Driving business through providing excellent customer service and products and service knowledge as well as superior customer relationship building skills.
· Maintaining transparent lines of communication for customers about status of services rendered in the firm.
[bookmark: _ftnref3]3.4.1	The Qualities of a Customer Service Manager
In handling a company’s customer service operation, the Customer Service Manager is expected to deliver good customer service every time consisting of the following:
1. Fast response times
2. Reliable, informative solutions
3. Friendly and personable interactions
4. Arrive early to work, meetings, etc.
5. Dress professionally.
6. Greet everyone in a friendly manner.
7. Shake hands firmly, mind your posture and make eye contact.
8. Show good attitude: be polite, inquisitive, and positive.
9. Keep your surroundings scrupulously clean and organized.
10. Offer a comfortable receiving area. Thoughtful details like tea, coffee, water, etc., are appreciated.
11. Always have on a pleasant smile while interacting with clients, prospects, and vendors.
3.4.2	Behavioral Aspects of Customer Service and Relationship Management
An attitude is a person’s reaction towards an event. A good attitude is an asset in one’s personal and professional life. A good customer service manager needs a good balance of knowledge, skill, and attitude to become a complete professional. However, a good attitude is sometimes more important than skills and qualifications.
Positive attitudes don’t just happen, you must work very deliberately to cultivate them, coupled with a high dose of emotional intelligence and a good understanding of your business environment.
Having a good attitude can help you to retain your job and possibly secure a promotion, develop friendly relationship easily with clients, obtain repeat patronage and create room for customers to call back and colleagues to work better with you.
3.5	Quality Control and Assurance Processes 
Quality control is a reactive process that focuses on identifying and resolving issues that arise in the final product after it has reached consumers. Quality assurance is a proactive process primarily concerned with ensuring quality requirements are met before the product or service is released to the public. Quality assurance teams focus more heavily on development processes. In contrast, quality control activities center on the product. Since software development is an iterative process wherein products are consistently revised, updated, and patched, quality assurance teams working with software products may require reactive processes or quality control methods as well.
3.6	Conflict Management
As a leader, you’ll encounter conflict in some shape or form during your service to your organisation, and it’s important that you deal with it when it arises. 
Failing to address conflict situations, potential or existing, can have catastrophic consequences that will make your role even more challenging. The question is, when do you merely manage conflict, and when do you resolve it? 
Below we discuss the difference between conflict management and conflict resolution and explore instances when you should manage conflict situations and when you should intervene more directly and resolve the situation.
Technically speaking, conflict management and conflict resolution are two different concepts and don’t have the same objective. Although a leader must manage any conflict when it arises, the purpose of conflict management is to minimise the impact of conflict. The leader must be observant, keeping alert for any situations in which conflict could emerge and implementing measures to prevent disagreements from materialising. However, they must also be able to identify instances in which the conflict could be productive and manage this in a fair and ethical manner. 
3.6.1	Conflict Resolution
Conflict resolution is a formal or informal process in which the two disputing parties try to resolve a disagreement peacefully. The dispute could be between individuals or between groups. A co-worker could experience run-ins with a superior, or a client could develop a grievance against a service provider. Alternatively, a management team could witness disagreement from employees, or departments could be battling over an issue. 
3.6.2	Difference between conflict management and conflict resolution?
Conflict management is pragmatic and doesn’t concern itself as much with particular instances of conflict. Its purpose is to mitigate the impact of conflict and is more about finding tools to construct agreements that enable people to cooperate effectively despite their differences. Often, conflict manager serves longer-term goals of improving learning, processes or systems and fostering a more open-minded culture within the organisation. 
Conflict management is often applied in conflicts that have a history and in which the disagreement stems from the different values each party in the conflict holds. In some circumstances, the disputing parties will have reached an absolute stalemate with no possibility of resolution. You’ll then have to employ conflict management. 
Conflict resolution responds to the requirement of meeting human psychological needs. Conflict resolution tends to be content-centred, short-term-focused and concentrates on resolving issues in a relationship. Its purpose is to find a positive outcome from a situation that is zero-sum initially. Ultimately, conflict resolution is about ending conflicts and may entail the use of a third party to mediate between the disputants.
3.7	Customer Satisfactory Survey
A customer satisfaction survey is a questionnaire that helps businesses understand what customers think about their products or services. Surveys can help businesses improve products, increase customer retention, and create a better customer experience. 
Survey questions 
· How satisfied are you with the product quality? 
· How well does the product meet your expectations? 
· How likely are you to continue using the product? 
· How would you rate the value for money? 
· Are there any features you would like to see added? 
Survey methods 
· Likert scale 
A common survey format that asks customers to rate their satisfaction on a scale 
   Binary scale 
Asks customers to answer a question with only two options, such as "yes" or "no" 
   Customer Effort Score (CES) 
Measures how easy it is for a customer to use a product or service 
   Transactional NPS 
Sent after a purchase to understand how each touchpoint affects the customer's perception of the company 
Best practices 
· Keep surveys short and focused 
· Continuously learn from and respond to customer feedback 
· Use surveys to understand the customer journey 
· Use surveys to build long-term loyalty










CHAPTER FOUR 
EXPERIENCE GAINED, SUMMARY AND CONCLUSION
4.1	Relevance of experience gained to my field of study
As matter of fact, the scheme has indeed created an opportunity of exposure for me in my field of study (Public Administration), which I also judiciously utilized because the course is all about practice. 
Being among the SIWES student for 2024 throughout the scheme, I have been practically oriented for future challenges at least to an extent as far as Public Administration is concerned. The scheme has given me an opportunity to identify a lot on which I know quite well that I may never have such opportunity to work until I leave the school if not for SIWES programme. 
The programme is really an eye opener for all students participating in it, as the programme enabled the student to know the best option for him/her to specialize on after going through the practical aspect of the field. 
4.2	Conclusion 
In pursuit of the programme and its objective, THE STUDENT INDUSTRIAL WORKING EXPERIENCE SCHEME (SIWES) has put me in the lime light of standing the chance in my chosen field and more importantly in my course of study.
More so, the training has given me the secrete of becoming a professional in future. 
  Without a doubt, I would say this programme has fully equipped me and has given the ways of achieving my goals.
4.3	Recommendation
The following are the suggested recommendation for the programme:
· The ministry should remain friendly and accommodating to future IT students.
· The ministry should encourage students to choose where experience will be gained and not money.
· The SIWES coordinator and the school should organized enlightenment programme for IT students in order to know the important of SIWES. 
· The school (Polytechnic) should consider the four months mandatory SIWES while drafting the calendar for a successive session in a way that will affect the returning IT students.
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