HIXK Yy MPOIEeCi KOHTPOJIIO TOTOBOT MPOAYKIii. OCHOBHOIO METOIO CUCTEMH € MOIEePEIKECHHS
PHU3UKY y HaWmepmriii ctamii 3 yciX MOMJIMBHUX CTaiii BHpOOHHUNTBA. SIKIIO MOETHYBATH
cucremy HACCP 3 3Bu4aiiHUMH NepeBipKaMu Ta METOAAMH KOHTPOJIIO 32 SKICTIO, 1€ 1aCTh
3MOTy CTBOPUTH Ha MIANPUEMCTBI CHCTEMY 33JI0BOJICHHS SKOCTIO 13 TPO(DUIAKTUIHOIO JTI€TO,
sIKa MOJKE TapaHTyBaTH OUTbITY O€3MeKy Ta SIKICTh MPOAYKIIii.

HismpHicTh opranizamii 3a cucreMoro HACCP: yHeMOXIUBIIIOE TONagaHHS
HESKICHOTO TOBapy CIHOXXHBA4eBl, ICTOTHO 30UIbIIyE KOHKYPEHTOCIPOMOXHICThH
oprauizaiii, Cpusie 31HCHEHHIO JIEPKABHOI MEPEBIpKH; 3a0e3Meuye OCHOBY JIJIsl BUCOKOTO
PIBHS 3aXHCTy 3/I0pOB’S JIIOJMHU Ta IHTEPECIB CHOXKHMBAYiB MIOA0 MPOAYKTIB XapuyBaHHS,
Ha/la€ BUPOOHMKAM TMEPBHHHY BIAMOBITAIBHICTH 3a OE3MEYHICTh XapYOBUX IPOJIYKTIB;
MPUBOJUTH TEPMIHOJIOTIIO Yy BIAMOBITHICTH 13 3aKkoHOMaBCTBOM €C; Hamae BUYEPITHUN
nepertiK aaMiHICTPaTUBHUX IOCIYT Ta BHIIB O(QIMIHHOIO KOHTPOJIO; yCyBa€ NyOIrOBaHHS
KOHTPOJIIO XapuoOBUX MPOAYKTIB 3 OOKY pi3HUX JEp:KaBHUX OPraHiB; BUAAsA€ PO3OIKHOCTI
B MOJIOKEHHAX 3aKOHIB MPO OE3MEeYHICTh Ta SKICTh Xap4yOBUX IMPOJYKTIB Ta 3aXUCTY MpaB
CIIO’KMBAYIB, 1110 CTOCYIOTHCSI MAPKYBaHHSI.
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SME IT ADOPTION IN NIGERIA: USING FEEDBACK SYSTEM TO BOOST AND
MAXIMIZE EFFICIENCY AND PROFITABLITY

Information Technology (IT) has become an integral part of businesses even to the
barest minimum regardless of the size of the business. Despite its complexities, businesses
and business owners go ahead to adopt different IT solutions that the believe would boost
their business processes thereby leading to more profit and cut off excesses.

However, adopting IT solutions requires several factors to be considered that include
what best suits the business model, the users, the functionalities, etc. This is not always the
case of Nigerian small and medium enterprises (SMEs). Most SME owners and managers
believe that IT solutions are ‘one size fits all” which in most cases is a wrong approach.

To take an example into context, a company that provides internet service in Nigeria
to SMEs was facing a crisis with some of its customers and was spending so much visiting
clients’ offices to troubleshoot problems due to customer complaints which could have been
handled by the in-house IT staff (if they had any). These problems continued with some of the
clients even believing that the service provider was rendering a poor service. On observation
of over utilization of the service, an elicitation process which should have been done by the
sales team before signing an agreement had to be done to some of the customers. It was
observed that due to the service being provided is not enough for some of the customers to
run their businesses, this led to the poor quality of service being experienced.

On proper optimization of service, the customers enjoyed the services being rendered.
This was followed up by a feedback system by the service provider to know if there were
changes such as increase and decrease in number of users and change in the business process
that would require more utilization of the service. This is the case of a yet to be published
research over a five-month period of adopting an IT package by some SMEs across Nigeria.
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95 percent of these businesses upon proper optimization was observed to have no complaints
on the service provided.

Due to lack of proper training by some service providers to their sales teams in Nigeria
mostly due to cost and profit maximization, service providers most times make the mistake of
pursuing customer acquisition and profit which sometimes lead them to losing some of the
customers rather than understanding the reasons why customers complain of the services
rendered. These factors can be attributed to cost-saving and profit maximization mechanisms
by both the service providers and customers. Some customers on their end cannot afford to
hire a well-trained IT specialist which is required in modern IT adoption for businesses.

Therefore, it is important for IT service providers in Nigeria and sub-Saharan Africa to
understand the need to retain customers through the use of a frequent feedback system as this
is mostly disregarded. Most services rendered are not top notch as can be obtained in more
developed parts of the world and can only develop, grow and maintain good customer
relationship through the use of frequent feedback system.
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[lepioy €KOHOMIUHOTO PO3BUTKY KpaiH CYINPOBOKYEThCSI KPHU30I0 HEIJIATEXKIB,
B3a€MHOIO 3a00ProBaHICTIO TOCIOAAPIOIOYHNX CYO’€KTIB, MPOOJIEMOIO YIpaBIliHHA (iIHAHCOBO
HECTaOUIbHUMM  MIJANPUEMCTBAMM, HAKONHWYEHHSAM OOpriB Ta 3pOCTaHHIM KUIBKOCTI
HiANprUeMCTB-0aHKPYTiB. Bucoka HMOBIpHICTh BUHMKHEHHS Ta PO3BUTKY KPH3M B MpoILEci
JISUTBHOCTI Oy/1b-SIKOTO MiIPUEMCTBA 3yMOBIIIOE HEOOXIHICTb 3/1IICHEHHS CIIeliali30BaHOTO
AQHTUKPU30BOTO yIpaBIiHHA [2].

[lin TepMiHOM ‘“‘aHTUKpPU30BE YIpPaBIIHHSA PO3YMIIOTH MOCTIHHO OpraHi3oBaHe
CremiajJbHe YNpPaBIiHHS, B OCHOBY SKOTO MOKJIAJeHa CHCTEMa METOJIB Ta IPHHIMUIIB
po3pobsieHHss U peamizamii crneuu@IYHUX YOPaBIIHCBKUX pIlIeHb, [0 MPUIMarOTbhCS
BITJOKPEMJIEHUM CYO0’€KTOM B YMOBaX CYTTEBUX PECYPCHHX Ta 4YacOBUX OOMEXEHb,
HiJBUIEHOTO pU3UKY, (IHAHCOBUX Ta IHTENEKTYAIbHUX BUTpAT [UId BiJHOBJIECHHS
KHUTTE3ATHOCTI MIANPHUEMCTBA W HEAOMYIIEHHS HOro JMIKBifalii $K TOCHOJapIOI0YOro
cy6’exra [1]. Zlo OCHOBHUX 3aBJlaHb AHTUKPHU30BOT'O YIPABIIIHHS BIAHOCSTD:

—  PpO3pOOJIEHHS ~ aHTUKPU30BOI  MONITHUKM W  BIAMOBIZHOTO  METOIUYHOTO
IHCTpyMEHTapilo, MO0 JacTh 3MOTY CBO€YACHO BHSIBIISATH TEPII O3HAKHA TOSBH KPH30BOI
CUTYallli Ta OllepaTUBHO Ha HEl pearyBaTH;

28



