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CHAPTER ONE
INTRODUCTION
1.1 Background of SIWES
The Student Industrial Work Experience Scheme (SIWES) is a practical training program initiated by the Federal Government of Nigeria through the Industrial Training Fund (ITF). The program aims to bridge the gap between theoretical knowledge acquired in the classroom and real-life applications in industries. It is an essential part of the curriculum for students in polytechnics, universities, and colleges of education, particularly for those in science, engineering, and business-related courses.
SIWES enables students to gain valuable hands-on experience, develop essential workplace skills, and understand the operational structure of organizations. It prepares students for the challenges of the labor market by exposing them to modern tools, organizational procedures, and customer service practices.
1.2 Objectives of SIWES
· To provide students with an opportunity to apply theoretical knowledge in real work settings.
· To expose students to the work environment and enhance their employability after graduation.
· To familiarize students with the industrial and commercial operations of their field of study.
· To build students' confidence in handling real-life business situations.
· To promote interaction between educational institutions and industries for mutual benefits.


1.3 Overview of Eagle ICT Office
Eagle ICT Office is a growing technology-driven enterprise located in the Irewolede area of Ilorin, Kwara State. The organization specializes in information technology services such as computer sales and repairs, typing and printing services, internet browsing, digital documentation, software installation, training on ICT tools, and general office support solutions.
Eagle ICT Office plays an important role in the local community by offering affordable and reliable IT services to individuals, students, and small businesses. The office is known for its customer-oriented approach and technical support services which meet the everyday computing and administrative needs of its clientele.
1.4 Relevance of SIWES to Business Administration Students
For Business Administration and Management students, SIWES provides a valuable opportunity to understand how businesses operate in the real world. It enables students to observe how administrative activities such as customer service, bookkeeping, record-keeping, procurement, and marketing are carried out. It also helps students develop interpersonal and managerial skills needed to succeed in the workplace.
In an ICT-based office setting like Eagle ICT, business administration students gain insight into modern digital practices that enhance productivity and business efficiency.
1.5 Goals and Expectations
As a student of Business Administration and Management, my goal for participating in SIWES at Eagle ICT Office was to develop my administrative and digital skills, understand customer handling procedures, and gain practical exposure to office operations. I also aimed to improve my communication abilities and familiarize myself with the use of ICT tools in a business environment.


CHAPTER TWO
ORGANIZATIONAL OVERVIEW
2.1 Overview of the Organization
Eagle ICT Office is a small- to medium-scale enterprise located in the Irewolede area of Ilorin, Kwara State. It is primarily focused on providing essential ICT services such as computer maintenance and repairs, internet browsing, printing, photocopying, typing, graphic design, digital documentation, and training in computer-related applications.
The office caters to a wide range of clients, including students, business owners, civil servants, and individuals seeking ICT assistance or documentation services. Eagle ICT is known for its efficiency, affordability, and dedication to customer satisfaction, offering prompt and personalized solutions in a technology-driven setting.
2.2 Organizational Structure
The structure of Eagle ICT Office is simple and flat, making communication and workflow effective. It comprises the following roles:
· Manager/Owner: Oversees the entire operation, manages business finances, supervises employees, and ensures customer satisfaction.
· Technician(s): Handle all computer repairs, software installations, network configurations, and technical issues.
· Administrative Assistant: Responsible for document processing, typing, file organization, and attending to clients.
· Customer Service Representative (CSR): Welcomes clients, responds to inquiries, and assists with basic service coordination.
· Interns/IT Students: Assist in daily administrative tasks, data entry, customer service, and general office duties under supervision.
The team works collaboratively to deliver efficient service and maintain smooth office operations.
2.3 Departments and Their Functions
Though Eagle ICT Office does not have formal departments like large companies, its services are grouped into functional units based on tasks:
· Technical Services Unit:
Responsible for computer diagnostics, maintenance, repairs, software installation, and configuration of devices and networks.
· Documentation and Printing Unit:
Handles all typing, printing, photocopying, scanning, binding, and document formatting services. Interns often work in this unit to develop practical computer literacy skills.
· Customer Service and Administration Unit:
Manages client interaction, document handling, payments, receipt issuance, and basic record-keeping. This is where most of the administrative learning for business students takes place.
· Training and Support Unit:
Occasionally, the office offers ICT tutorials and practical training for beginners, students, and clients who want to improve their computer skills.
This organizational structure supports both technical and administrative tasks in a flexible, collaborative environment.


CHAPTER THREE
TRAINING ACTIVITIES AND WORK EXPERIENCE
3.1 Duties and Responsibilities Assigned
During my SIWES training at Eagle ICT Office, I was assigned various responsibilities that exposed me to administrative functions and ICT-based services. My daily duties included:
· Assisting in typing and formatting documents such as assignments, business proposals, and letters.
· Handling photocopying and printing jobs for clients using both black-and-white and color printers.
· Scanning and saving documents to external storage devices or emails as requested by clients.
· Organizing customer files and labeling printed documents accordingly.
· Receiving customers, listening to their needs, and directing them to the appropriate service point.
· Issuing receipts for completed services and assisting in calculating daily income.
· Supporting the technician during minor maintenance tasks or installations by providing required tools or materials.
3.2 Departmental Experiences
· Documentation and Printing Unit:
I spent a significant portion of my training in this unit where I gained hands-on experience in typing, editing, and printing academic and official documents. I also learned how to set print margins, use different paper sizes, and operate high-speed printers effectively.
· Customer Service and Administrative Unit:
I worked closely with the administrative assistant and gained skills in customer engagement, file organization, issuing receipts, and responding to inquiries. I also learned how to manage customer queues during peak periods.
· Technical Support Exposure:
Although I was not directly involved in repairs, I observed the technician handle system formatting, software installations (such as Microsoft Office, CorelDRAW, and antivirus), and network troubleshooting. I sometimes assisted by holding or moving equipment and noting down error reports.
3.3 Tools, Equipment, and Technologies Used
Throughout my training, I became familiar with a variety of office and ICT tools, including:
· Desktop Computers and Laptops
· HP LaserJet and Canon Printers
· Photocopiers and Scanners
· Flash Drives and External Hard Drives
· Microsoft Office Suite (Word, Excel, PowerPoint)
· CorelDRAW (basic introduction to graphic design)
· Windows OS and Basic Troubleshooting Tools
These tools were essential in delivering fast and reliable services to clients, and my interaction with them boosted my technical confidence.
3.4 Challenges Encountered
Some of the challenges I experienced during the training include:
· Power Supply Issues: Occasional power outages affected work continuity, although the office had a generator to minimize delays.
· Customer Pressure: Managing multiple customer demands at once was sometimes overwhelming, especially during weekends or when schools resumed.
· Equipment Downtime: At times, printers or computers malfunctioned, which caused delays and required urgent attention from technicians.
· Limited Hands-on Technical Exposure: My involvement in technical repairs was minimal, as most of the work required experienced handling.
Despite these challenges, I learned to adapt quickly, ask questions when in doubt, and remain calm under pressure.


CHAPTER FOUR
SKILLS AND KNOWLEDGE ACQUIRED
4.1 Technical and Administrative Skills
My industrial training experience at Eagle ICT Office helped me acquire several valuable administrative and ICT-related skills, including:
· Document Typing and Formatting: I became proficient in typing letters, assignments, CVs, and official documents using Microsoft Word. I also learned how to format documents professionally based on customer specifications.
· Printing and Photocopying: I mastered the use of office printers and photocopiers, including troubleshooting minor issues such as paper jams, ink replacement, and proper paper alignment.
· Basic Scanning and File Saving: I learned how to scan documents and save them in different formats (PDF, JPEG), and how to organize them in folders for clients using USB drives or email.
· Use of Microsoft Office Tools: I improved my skills in Microsoft Word, learned basic operations in Excel (such as data entry and simple formatting), and created simple presentations using PowerPoint.
· Administrative Support: I gained practical knowledge in maintaining customer records, issuing receipts, calculating service fees, and balancing daily cash inflow.
· Customer Documentation: I assisted in organizing digital files and backing up customer jobs to external devices.
4.2 Interpersonal and Communication Skills
Working in a service-oriented office environment helped me improve the following soft skills:
· Customer Service and Interaction: I learned to interact politely and professionally with different types of customers, understand their needs, and respond appropriately.
· Teamwork and Collaboration: I worked with other interns, administrative staff, and technicians, which taught me how to cooperate, delegate tasks, and contribute effectively to team objectives.
· Effective Verbal and Written Communication: I developed my communication skills by engaging with clients, taking instructions, and delivering information clearly and respectfully.
· Problem-Solving and Adaptability: I encountered unexpected issues like printer errors or last-minute customer requests, and I learned how to stay calm, think quickly, and respond appropriately.
· Time Management: I became better at prioritizing tasks and managing my time effectively during busy hours to ensure that customer jobs were completed on time.
4.3 Bridging Classroom Theory with Practical Experience
My training at Eagle ICT Office helped me connect many concepts learned in the classroom with practical real-world situations. These include:
· Business Administration Principles: I observed how day-to-day operations are managed, how customers are handled, and how transactions are recorded.
· Office Management: I saw the importance of proper record-keeping, staff coordination, and customer flow management in a small business environment.
· Entrepreneurship and Innovation: I learned how small ICT businesses survive in a competitive market, deal with challenges, and adapt to new technologies to meet customer demands.
· Financial Record-Keeping: I applied basic accounting concepts by observing how income was tracked, receipts were issued, and payments were recorded for business accountability.
This exposure helped solidify my understanding of business operations and gave me the confidence to apply theoretical knowledge in future employment or entrepreneurial settings.


CHAPTER FIVE
CHALLENGES, RECOMMENDATIONS, AND CONCLUSION
5.1 Challenges and Solutions	
During the course of my industrial training, I encountered a few challenges that tested my adaptability and problem-solving skills:
· Irregular Power Supply:
One of the major challenges was frequent power outages, which sometimes interrupted workflow and delayed customer jobs. However, the office made use of a backup generator to reduce downtime.
· Limited Access to Advanced Technical Work:
As an intern, I was not allowed to handle certain technical tasks such as software installation or hardware repairs directly, which limited my exposure in that area. I addressed this by observing closely, asking questions, and noting processes for personal research.
· Handling Difficult Customers:
Some clients were impatient or demanding, which created pressure and tension. I learned to stay calm, listen attentively, and respond professionally while escalating complex cases to senior staff.
· Equipment Downtime:
Occasionally, printers and computers developed faults. This slowed operations and led to customer complaints. I learned to quickly report issues and assist in minor troubleshooting where possible.
5.2 Recommendations for the Organization
· Upgrade of Equipment:
The office should consider upgrading outdated computers and printers to improve efficiency and reduce downtime.
· Improved Training Structure for Interns:
Providing a short orientation and assigning mentors to interns can enhance their learning experience and confidence.
· Customer Queue Management:
Implementing a simple queue system during peak hours would help organize client flow and reduce service delays.
· Additional Power Solutions:
Investing in solar power or more reliable backup options would help maintain steady operations in the face of erratic electricity supply.
5.3 Suggestions for Future SIWES Participants
· Be eager to learn and ask questions—most practical knowledge is gained through observation and curiosity.
· Stay committed and punctual; discipline is as important as the technical skills you acquire.
· Don’t be afraid to make mistakes; they are part of the learning process.
· Keep a personal journal of tasks and lessons learned each day to help with your final report.
5.4 Summary and Conclusion
The Student Industrial Work Experience Scheme (SIWES) at Eagle ICT Office was a valuable and eye-opening experience. It allowed me to develop practical administrative skills, improve my communication abilities, and witness real-world applications of business theories I had learned in the classroom.
Despite a few challenges, the training exposed me to a professional environment where teamwork, time management, and customer service are essential for business success. I now feel more prepared for the demands of the business world and better equipped to pursue a career in business administration or even manage a business of my own someday.
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