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HOW TO REALLY 
WORK FROM HOME, 
Daniel Wajuihian 

Cyber security & Data Protection issues 
Beware of mails, attachments & links from outside the company as they could be fake & 
dangerous . Whenever in doubt, please contact the IT Department.  Ensure that you 
update your device (updating the devices has proved to improve device performance , 
including its security features); Ensure there is an updated anti-virus software on your 
device; Do not compromise any of the company provided authentication/security 
measures;

Internet speed / bandwidth size
Consider changing your internet service provider if their internet speed remains 
consistently slow in your location .

Not often in the mood early enough in the day to start work 
When you wake up in the morning, take an early  bath and wear a dress which suits 
you and is adaptable to work. This will do two things for you; it will help condition your 
mind for work and it will help minimise distractions from others  at home with you, as 
they see you in a work mood.

the Risks & the Mitigation 

Often no conducive place to work at home
Create a Work Corner in your house. This becomes your Home O�ce for now. 
Dedicate a Table and Chair for work and work from this Corner, preferably outside 
the common area of the house where other members of the house usually meet to 
relax or watch TV.  You do not want other members of the house to distract you.

Electricity/Power  failure
Be ready for work.   Fuel your Generator and make it ready, even when there is 
currently electricity from the public supply..

Limited or �uctuating concentration/focus/Low productivity 
Plan/schedule (write down)  the work you need to do for the day.  Have control 
over your attention for the TV , as this could be a serious distraction. Check your 
mails regularly.  Stay in touch with co-workers (through exchange of mails and 
periodic phone calls). This has 2  bene�ts; it keeps you abreast of updates as they 
relate to your work and the company ; and  as you call or exchange mails with 
colleagues, they too are encouraged as they realise that you are also really working 
from home . Iron sharpens iron. 

Distraction from others in the same house 
First, explain to those at home with you that although you are at home, you are 
working.   Most members of your house will cooperate, but for those who do not 
cooperate, ignore them. As you remain disciplined and focused, they will soon 
adjust.
 

Tendency to be distracted with domestic duties  or even 
over eat 
Control the distractions from the kitchen and other domestic duties .  Wake up 
early enough to get your meals ready and to eat. Once you have done that, stay 
out of the kitchen and remain focused on your work.

Con�dentiality issues 
While working from home, do not leave your Desk and computer device loosely. Be 
careful not to expose o�cial information to others in your home.  Don’t forget that 
we owe our clients a duty of con�dentiality.
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BE ALERT ON 
CYBER SECURITY

Hackers and other cyber criminals are using  this period of the 
pandemic to hack and do various harms to  the cyber space and 
data of companies and other users.  It is important that we all 
remain cautious and vigilant . Here are some of the safety measures 
we need to apply to protect ourselves and our company:  

Think before you open any mail or click any link, especially  those 
from outside your  company  .   It may be phishing.  Cyber criminals 
are sending emails, with dangerous attachments and links. Clicking 
on such attachment or link could do serious harm.   If in doubt , 
please verify with the  IT department. 

If you receive any mail titled ‘Coronavirus’ or ‘COVID-19’ and it is not 
from the company, please also beware.  It may be phishing and 
dangerous 

Cross check to be sure that your password is complex and strong 
enough.  This will usually include a mix of upper and lowercase 
letters, numbers and symbols and in line with the company's 
password standards. Make it di�cult enough that no one can guess 
it. 

Guard your password. Do not enter your password where others 
can see it.   Do not write it down. Being careless with your password 
or exposing it to others is a serious security breach.

Do not share password with anyone (friend, relations, co-worker, etc ) .  
Sharing password is also a security breach. 

Guard your device and the information in it. Do not leave your laptop, 
tablet or mobile phone (including any USB ) unattended.  Apart from 
the risks of losing it and making it susceptible to cyber-attacks, , it 
often  has some information about the company and  clients that 
must not be exposed to outsiders or other unauthorised third parties 

Update your devices and con�rm that you are running the latest 
antivirus software solution. Device updates usually include changes 
that improve the performance and security of your devices. If in 
doubt, please contact the  IT Department .

Stick to the level of authentication prescribed by the company. Do not 
comprise the procedure. If in doubt, please contact the  IT 
Department
 
Be at alert when in any online meeting or while using any video 
conferencing solution.  There have been various reports of 
mischievous individuals joining meetings uninvited, hacking into the 
data and in some cases posting in dangerous or embarrassing 
pictures or videos.   If any suspicious entry or move is made on the 
online platform or during the meeting,, please alert  the convener of 
the online meeting and/or the IT Department immediately. 

No guess work on any cyber security or data protection issues. When 
in doubt, contact the  IT department. 
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SERVICE RECOVERY 
AS ELEMENT OF

Lilian Onwudinjo

In today’s digital world, customers’ expectations are increasingly 
di�cult to match, making it more important than ever before for 
companies to improve and re�ne their customer service strategies. 
Customer service has a clear impact on a company’s overall identity 
and bottom line, but too few businesses place enough focus on this 
critical customer touch point. That is a huge mistake. Research 
shows that if price and products are of equal value, consumers who 
receive poor service will take their business to a competitor. 
Companies that give customer service the respect it deserves 
already are seeing direct bene�ts. Uber Company is the perfect 
example of customer engagement done right. The ride-sharing 
service is built on easy self-service via mobile, anticipates users’ 
needs with always-available rides and meets consumers where they 
are engaged. Uber understands an important parallel: No one 
wants to walk three blocks to meet their driver, and consumers will 
not go out of their way to address service needs.

Many companies have yet to make the necessary investments in 
customer service, but it is better to start late than never. To be 
e�ective, businesses must master all three elements of a complete 
customer experience:

1. Know your customer’s intent.
Customers want to interact with businesses on their own terms, 
whether that’s live chat on the web or picking up the phone. But it 
is up to companies to create smart, connected experiences that 
allow customers to seamlessly switch channels when needed. For 
example, if a customer runs into an issue while depositing a check 
online, he or she might pick up the phone to talk to a person at the 
bank. In a great customer experience, an intelligent system has 
documented this journey and alerted a representative of the 
customer’s original intent. When the customer and representative 
connect via phone, they quickly can resolve the issue without 
having to con�rm customer accounts or jump through other 
procedural hoops.  

A customer’s most basic information -- name, phone number, email 
address, automatically should follow him or her from one point of 
customer service to another. This streamlines digital customer 
service and makes it easier to handle more requests in less time.
Although this breed of software-as-a-service technology is new in 
the past few years, it o�ers companies exciting opportunities to 
anticipate service issues in the future. It is extremely di�cult for 
companies to regain business and trust after a customer's issue 
goes unresolved. Companies should do everything in their power 
to foresee and avoid problems.

2. O�er Easy Self-Service.
Not surprisingly, customers often �nd it faster and easier to resolve 
issues on their own. In fact, one-third of millennials say optimal 
self-service is what they look for in a great customer service 
experience.  In more complex situations it can be necessary to go 

beyond self-service. Companies might �rst o�er a virtual agent and 
then transfer customers to agent-assisted service without 
interruption as needed. Self-service always should be available and 
frictionless from one touch point to the next. 

3. Meet Customers Where They Are.
Companies cannot forget the importance of a customer’s need to 
dictate how and when issues are resolved. Today's businesses 
cannot simply push customers toward a singular interface. Instead, 
companies should develop holistic strategies that meet customers 
on their terms. This includes new channels and emerging 
technologies. Facebook Messenger, for instance, �rst became 
popular as a communication option among consumers. It is since 
evolved into a �rst-choice customer service option. It has the 
potential to become a key connecting point between consumers 
and companies.

Moving forward, companies should continue to use customer’s 
behavior as guidance, even when it comes to picking the basic 
technologies o�ered within a customer service strategy. This �nal 
point is one that perhaps is not so intuitive for businesses. 
Companies always have striven to learn more about customers and 
to meet their expectations, but the marketplace's evolving 
technological landscape has created a need for businesses to take a 
closer look at customer service.
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ADDING VALUE TO YOUR 
PENSION CONTRIBUTIONS
Odinaka Okoronkwo

When last did you take a thorough look at the RSA Account 
Statement? Did you notice than di�erence between your total 
remittances and your current balance? Was that signi�cant? Did you 
wonder how it happened? It is simple; a lot of investment activities 
are happening on your contributions; from the very point of 
remittance to that day the last Kobo hits your bank account as a 
retiree!

The Pension Reform Act 2014 (as amended), and periodic 
investment guidelines from National Pension Commission 
(PenCom) have given a robust guide on investment of pension 
funds. These funds are highly guarded and wisely managed, hence, 
a list of allowable investment instruments- Bonds, Treasury Bill, 
Super-national Bond, Eurobond, Equity, Fixed Deposit, BA, CP, Real 
Estate, etc.- are constantly evaluated and approved by PenCom.

8



TEN MONTHS 
OF COVID-19

Odinaka Okoronkwo

Can any single article roundly deal with the impact of COVID-19 on 
all of us? Certainly NO! Can we even reasonably estimate the loss 
and damage the pandemic has caused ? By a means not known to 
anyone, the virus gradually grounded aviation and tourism, placed 
unimaginable constraints on every business, and reshaped our 
conventional lifeways.

As at September 4, 2020, 8.57 GMT, the tally at worldometer 
(www.worldometers.info) has 26,489,636, and 873,552 as recorded 
global cases, and deaths respectively.  What about Businesses? The 
virus has ‘killed’ or ‘sickened’ a vast number of  businesses. This is 
evident in the deluge of job losses, and severe dip in companies’ 
revenue globally. Aviation and hospitality industry players are 
being dragged to their knees. The low demand of energy, 
occasioned by reduced economic activities induced by measures to 
curtail the spread of the virus has plummeted the revenue of 
nations that sell energy, and crude oil. Is this another Great 
Depression?  Dear God , please protect  us !

References: 
https://en.wikipedia.org/wiki/United_States_military_casualties_of_war
https://www.worldometers.info/coronavirus/
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