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SERVICE THEN AND NOW: HUGE DIFFERENCES 
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When you have to pay for service on a regular basis, it is but inherent that you expect a certain degree of usefulness from what you pay for. When service is interrupted or lousy, you will find fault. The most drastic thing you can do is to change service providers altogether. I am not new to that kind of thinking. I worked at a telecommunications company many years ago. It was nearly an everyday occurrence for me and my co-workers to receive complaints. Commendations came few and far between.


There used to be a time when the company was the sole provider of telecommunications service in the country. The company kept interconnection with small providers in the remotest areas but majority of telephone lines belonged to the company. The start of my employment with the company was concurrent with the installation of our phone line then. If I remember correctly, I only got my first mobile phone around two years after my employment started. The service provider was also a sister company of the firm I worked for.


Now, many years after, there are more telecommunication companies in existence. The company I used to work at still dominates the market by acquiring other firms and expanding its range of services. I was pleasantly surprised to learn that my old company even offers high definition cable services. Really, time has flown so fast and service has not closed down. In fact, everything has just become broader.


If there is one thing I shall always remember about my employment tenure then, it was the attitude we had to adhere to each and every day. We had to leave everything at the door to the office-problems, concerns, worries, etc.-and adopt a business-like attitude once we were in the threshold. We had to inject a smile into what we said, as the equipment we used was highly sensitive and capable of picking up the slightest negativity in our tone of voice. Most importantly, we couldn’t complain even when subscribers were as nasty as they could be. We were constantly monitored on online performance. 


Now, one can complain about the service they get through emails. People can rant about their most hated service providers via social media. Although service providers still try to personalize their service, the people they serve would rather let the whole world know about their gripes instead of going straight to the companies. 

The kind of service we get only corresponds to the level we course our acceptance and rejection through. We will get better service if we try to voice our concerns in as personal a manner as possible. 


But I guess since people have so many choices nowadays, it is easier to change service providers, huh?


QUESTIONS FOR DISCUSSION:

1. What is your personal definition of service?

2. Do you expect a lot from your service providers? Why or why not?

3. What will make you change service providers?

4. What should be the attitude of service to be adopted when you are in such an industry?

5. Would you be comfortable working in the service sector? What qualities do you have that will make you a perfect/terrible fit?
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