Purpose, reader outcome and service map

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to define the exact
problem, responsible organisations and the result this
manual should help the reader produce. The wider objective
is to help the reader use harmonised short codes
correctly, understand provider-specific offers and build
an evidence trail for unresolved service problems. The
subject covers customer care, recharge, balance, data
plans, data balance, borrowing, sharing, VAS control,
NIN-SIM status and complaint tickets. A useful result is
not simply knowing a fact; it is being able to choose the
correct channel, complete a controlled action, recognise
the result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, draw a simple
service map before touching an account or device. Use the
following sequence as a disciplined workflow. First,
identify the responsible provider. State what is being
checked and do not enter a secret credential merely to
explore. Second, confirm the current route; compare the
provider, account, phone number, biller or service label
with the intended task. Third, prepare the required

details; keep the information beside you so the session is
not completed under avoidable time pressure. Fourth,
review the final screen; stop when a returned name,
amount, fee, validity period or status differs from the

plan. Fifth, save the result; record the result before

starting another attempt. This sequence is deliberately
slower than guessing, but it prevents the common situation
where speed creates a second problem and destroys the
evidence from the first.

DECISION STANDARD

The central decision rule is to separate information
controlled by the user from information controlled by a
provider. Watch especially for buying on the wrong SIM,
confusing bonus data with main data, accepting
auto-renewal without reading, and sending identity data to
an unofficial agent. Each warning sign changes the next
action. An outdated instruction calls for source
verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, explain the task aloud in
one sentence and identify the point where a wrong choice
would be most costly. At the first decision point, ask
whether any debit, restriction, token, settlement or
pending instruction may already exist. At the second,
identify whether the bank, network, wallet, biller,
terminal provider or identity agency controls the missing
result. At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from date and time, amount or service
requested, provider name, reference or ticket, status
message, and safe screenshot or receipt. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use official mobile app, provider website,
branch or service centre, and verified customer support as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a one-page map showing the task, provider,
channel, required details, confirmation and fallback.

Write the task in one sentence. Name the responsible
provider and the official route used to verify it. List

the preparation items and mark each ready, missing or not
applicable. Record the decision point that must be checked
before money, data, goods or account access changes. Add
the exact success signal and the failure messages that
require a stop. List the evidence fields, the person
responsible for keeping them and the location where the
record will be protected. Finish with a fallback route, a
complaint contact and a date for reviewing whether the
information is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Official-source verification and provider identity

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to distinguish an

official provider route from copied, sponsored,
impersonated or outdated information. The wider objective
is to help the reader use harmonised short codes
correctly, understand provider-specific offers and build
an evidence trail for unresolved service problems. The
subject covers customer care, recharge, balance, data
plans, data balance, borrowing, sharing, VAS control,
NIN-SIM status and complaint tickets. A useful result is
not simply knowing a fact; it is being able to choose the
correct channel, complete a controlled action, recognise
the result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, verify the
organisation, domain, app publisher and support route
independently. Use the following sequence as a disciplined
workflow. First, confirm the current route. State what is
being checked and do not enter a secret credential merely
to explore. Second, prepare the required details; compare
the provider, account, phone number, biller or service

label with the intended task. Third, review the final

screen; keep the information beside you so the session is
not completed under avoidable time pressure. Fourth, save
the result; stop when a returned name, amount, fee,
validity period or status differs from the plan. Fifth,
escalate with a reference when needed; record the result
before starting another attempt. This sequence is
deliberately slower than guessing, but it prevents the
common situation where speed creates a second problem and
destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to prefer the source that
operates or regulates the service, and qualify any detail
that remains provider-controlled. Watch especially for
confusing bonus data with main data, accepting
auto-renewal without reading, sending identity data to an
unofficial agent, and buying on the wrong SIM. Each
warning sign changes the next action. An outdated
instruction calls for source verification. A wrong

account, SIM or provider calls for cancellation before
approval. Pressure calls for a pause and an independent
check. Missing evidence calls for a screenshot, receipt,
reference or written note before the screen disappears. A
person following this manual should be able to explain why
an action is safe, what information supports it and which
organisation is accountable for the result. If that
explanation is not possible, the task is not ready for

final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, compare a
familiar-looking link with the domain reached from the
provider or regulator itself. At the first decision point,
ask whether any debit, restriction, token, settlement or
pending instruction may already exist. At the second,
identify whether the bank, network, wallet, biller,
terminal provider or identity agency controls the missing
result. At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from amount or service requested,
provider name, reference or ticket, status message, safe
screenshot or receipt, and date and time. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use provider website, branch or service centre,
verified customer support, and official mobile app as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a source register containing the official domain,
page title, access date and the claim it supports. Write

the task in one sentence. Name the responsible provider
and the official route used to verify it. List the

preparation items and mark each ready, missing or not
applicable. Record the decision point that must be checked
before money, data, goods or account access changes. Add
the exact success signal and the failure messages that
require a stop. List the evidence fields, the person
responsible for keeping them and the location where the
record will be protected. Finish with a fallback route, a
complaint contact and a date for reviewing whether the
information is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Preparation, eligibility and safe working conditions

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to prepare the correct
device, SIM, account, identity details and records before
beginning. The wider objective is to help the reader use
harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, complete a
pre-action check that removes avoidable causes of failure.
Use the following sequence as a disciplined workflow.

First, prepare the required details. State what is being
checked and do not enter a secret credential merely to
explore. Second, review the final screen; compare the
provider, account, phone number, biller or service label

with the intended task. Third, save the result; keep the
information beside you so the session is not completed

under avoidable time pressure. Fourth, escalate with a
reference when needed; stop when a returned name, amount,
fee, validity period or status differs from the plan.

Fifth, identify the responsible provider; record the

result before starting another attempt. This sequence is
deliberately slower than guessing, but it prevents the
common situation where speed creates a second problem and
destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to stop when ownership,
eligibility, network state or account status is uncertain.
Watch especially for accepting auto-renewal without
reading, sending identity data to an unofficial agent,
buying on the wrong SIM, and confusing bonus data with
main data. Each warning sign changes the next action. An
outdated instruction calls for source verification. A

wrong account, SIM or provider calls for cancellation
before approval. Pressure calls for a pause and an
independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, simulate the task with no
PIN, OTP or final authorisation and note every item the
service requests. At the first decision point, ask whether
any debit, restriction, token, settlement or pending
instruction may already exist. At the second, identify
whether the bank, network, wallet, biller, terminal
provider or identity agency controls the missing result.
At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from provider name, reference or ticket,
status message, safe screenshot or receipt, date and time,
and amount or service requested. Keep a short chronology:
what the user intended, which channel was used, what was
entered without exposing a secret, what message appeared,
whether value moved and who was contacted. Use branch or
service centre, verified customer support, official mobile
app, and provider website as fallback channels only when
they are reached from an independently verified source. A
safe evidence pack does not contain a PIN, OTP, full
password, card PIN or unrestricted identity document. The
desired outcome is the task is completed or the user holds
a clear complaint reference and knows the next responsible
organisation. When the first provider cannot resolve the
issue, the reference from that complaint becomes part of
the escalation evidence rather than a reason to restart

the story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a preparation checklist with ready, missing and
provider-confirmation columns. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Step-by-step operating workflow

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to turn the task into an
ordered sequence with a clear start, verification point

and finish. The wider objective is to help the reader use
harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, follow one
controlled action at a time and read the live result

before moving forward. Use the following sequence as a
disciplined workflow. First, review the final screen.

State what is being checked and do not enter a secret
credential merely to explore. Second, save the result;
compare the provider, account, phone number, biller or
service label with the intended task. Third, escalate with

a reference when needed; keep the information beside you
so the session is not completed under avoidable time
pressure. Fourth, identify the responsible provider; stop
when a returned name, amount, fee, validity period or
status differs from the plan. Fifth, confirm the current
route; record the result before starting another attempt.
This sequence is deliberately slower than guessing, but it
prevents the common situation where speed creates a second
problem and destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to do not replace a

provider's current menu with a remembered option number.
Watch especially for sending identity data to an

unofficial agent, buying on the wrong SIM, confusing bonus
data with main data, and accepting auto-renewal without
reading. Each warning sign changes the next action. An
outdated instruction calls for source verification. A

wrong account, SIM or provider calls for cancellation
before approval. Pressure calls for a pause and an
independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, write the sequence as
instructions another person can follow without asking what
happens next. At the first decision point, ask whether any
debit, restriction, token, settlement or pending

instruction may already exist. At the second, identify
whether the bank, network, wallet, biller, terminal
provider or identity agency controls the missing result.

At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from reference or ticket, status message,
safe screenshot or receipt, date and time, amount or
service requested, and provider name. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use verified customer support, official mobile
app, provider website, and branch or service centre as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a standard operating procedure with owner, action,
expected result and exception fields. Write the task in

one sentence. Name the responsible provider and the
official route used to verify it. List the preparation

items and mark each ready, missing or not applicable.
Record the decision point that must be checked before
money, data, goods or account access changes. Add the
exact success signal and the failure messages that require
a stop. List the evidence fields, the person responsible

for keeping them and the location where the record will be
protected. Finish with a fallback route, a complaint

contact and a date for reviewing whether the information

is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Confirmation, approval and value-release rules

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to decide what evidence
proves that the intended task or payment actually
completed. The wider objective is to help the reader use
harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,
dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, confirm the
result from the receiving or controlling system, not only
from the initiating screen. Use the following sequence as

a disciplined workflow. First, save the result. State what

is being checked and do not enter a secret credential
merely to explore. Second, escalate with a reference when
needed; compare the provider, account, phone number,
biller or service label with the intended task. Third,

identify the responsible provider; keep the information
beside you so the session is not completed under avoidable
time pressure. Fourth, confirm the current route; stop
when a returned name, amount, fee, validity period or
status differs from the plan. Fifth, prepare the required
details; record the result before starting another

attempt. This sequence is deliberately slower than
guessing, but it prevents the common situation where speed
creates a second problem and destroys the evidence from
the first.

DECISION STANDARD

The central decision rule is to treat pending, processing,
sent and approved as different states until the relevant
record confirms value. Watch especially for buying on the
wrong SIM, confusing bonus data with main data, accepting
auto-renewal without reading, and sending identity data to
an unofficial agent. Each warning sign changes the next
action. An outdated instruction calls for source
verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH
A subscriber buys a data plan but the balance does not
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change. The person must check the intended SIM, payment
record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a

caller's identity claim or an old article as proof of the
provider's current record. Next, test the rule against a

busy counter, delayed alert or weak-network situation. At
the first decision point, ask whether any debit,

restriction, token, settlement or pending instruction may
already exist. At the second, identify whether the bank,
network, wallet, biller, terminal provider or identity

agency controls the missing result. At the third, decide
whether to continue, use an alternative or open a
complaint. The best decision protects money and data,
keeps the evidence intact and avoids making a promise that
depends on another organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from status message, safe screenshot or
receipt, date and time, amount or service requested,
provider name, and reference or ticket. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use official mobile app, provider website,
branch or service centre, and verified customer support as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a written confirmation rule that staff or family
members can apply consistently. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Failure diagnosis and safe troubleshooting

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to identify the most

likely cause without creating duplicate debits, exposing
credentials or damaging the evidence. The wider objective
is to help the reader use harmonised short codes
correctly, understand provider-specific offers and build
an evidence trail for unresolved service problems. The
subject covers customer care, recharge, balance, data
plans, data balance, borrowing, sharing, VAS control,
NIN-SIM status and complaint tickets. A useful result is
not simply knowing a fact; it is being able to choose the
correct channel, complete a controlled action, recognise
the result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,
dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, record the

exact message and test low-risk explanations before
repeating an authorisation. Use the following sequence as
a disciplined workflow. First, escalate with a reference
when needed. State what is being checked and do not enter
a secret credential merely to explore. Second, identify

the responsible provider; compare the provider, account,
phone number, biller or service label with the intended
task. Third, confirm the current route; keep the

information beside you so the session is not completed
under avoidable time pressure. Fourth, prepare the
required details; stop when a returned name, amount, fee,
validity period or status differs from the plan. Fifth,

review the final screen; record the result before starting
another attempt. This sequence is deliberately slower than
guessing, but it prevents the common situation where speed
creates a second problem and destroys the evidence from
the first.

DECISION STANDARD

The central decision rule is to move to an alternative
channel when the current channel cannot show a reliable
status. Watch especially for confusing bonus data with
main data, accepting auto-renewal without reading, sending
identity data to an unofficial agent, and buying on the
wrong SIM. Each warning sign changes the next action. An
outdated instruction calls for source verification. A

wrong account, SIM or provider calls for cancellation
before approval. Pressure calls for a pause and an
independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, build a decision tree for
unavailable, invalid, expired, declined, failed and
pending results. At the first decision point, ask whether
any debit, restriction, token, settlement or pending
instruction may already exist. At the second, identify
whether the bank, network, wallet, biller, terminal
provider or identity agency controls the missing result.
At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from safe screenshot or receipt, date and
time, amount or service requested, provider name,
reference or ticket, and status message. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use provider website, branch or service centre,
verified customer support, and official mobile app as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a diagnostic sheet linking each visible symptom to
the safest next check. Write the task in one sentence.
Name the responsible provider and the official route used
to verify it. List the preparation items and mark each

ready, missing or not applicable. Record the decision

point that must be checked before money, data, goods or
account access changes. Add the exact success signal and
the failure messages that require a stop. List the

evidence fields, the person responsible for keeping them
and the location where the record will be protected.

Finish with a fallback route, a complaint contact and a

date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Evidence, receipts and transaction records

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to capture the facts
needed to prove what was attempted and help the
responsible provider trace it. The wider objective is to
help the reader use harmonised short codes correctly,
understand provider-specific offers and build an evidence
trail for unresolved service problems. The subject covers
customer care, recharge, balance, data plans, data
balance, borrowing, sharing, VAS control, NIN-SIM status
and complaint tickets. A useful result is not simply
knowing a fact; it is being able to choose the correct
channel, complete a controlled action, recognise the
result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, create the
evidence record immediately while the time, message and
reference remain available. Use the following sequence as
a disciplined workflow. First, identify the responsible
provider. State what is being checked and do not enter a
secret credential merely to explore. Second, confirm the
current route; compare the provider, account, phone
number, biller or service label with the intended task.

Third, prepare the required details; keep the information
beside you so the session is not completed under avoidable
time pressure. Fourth, review the final screen; stop when

a returned name, amount, fee, validity period or status
differs from the plan. Fifth, save the result; record the

result before starting another attempt. This sequence is
deliberately slower than guessing, but it prevents the
common situation where speed creates a second problem and
destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to keep relevant facts while
excluding PINs, OTPs, full credentials and unnecessary
identity copies. Watch especially for accepting
auto-renewal without reading, sending identity data to an
unofficial agent, buying on the wrong SIM, and confusing
bonus data with main data. Each warning sign changes the
next action. An outdated instruction calls for source
verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, review a weak complaint
and identify which missing field would prevent a proper
trace. At the first decision point, ask whether any debit,
restriction, token, settlement or pending instruction may
already exist. At the second, identify whether the bank,
network, wallet, biller, terminal provider or identity
agency controls the missing result. At the third, decide
whether to continue, use an alternative or open a
complaint. The best decision protects money and data,
keeps the evidence intact and avoids making a promise that
depends on another organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from date and time, amount or service
requested, provider name, reference or ticket, status
message, and safe screenshot or receipt. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use branch or service centre, verified customer
support, official mobile app, and provider website as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce an evidence pack with chronology, transaction
fields, attachments and contact history. Write the task in
one sentence. Name the responsible provider and the
official route used to verify it. List the preparation

items and mark each ready, missing or not applicable.
Record the decision point that must be checked before
money, data, goods or account access changes. Add the
exact success signal and the failure messages that require
a stop. List the evidence fields, the person responsible
for keeping them and the location where the record will be
protected. Finish with a fallback route, a complaint
contact and a date for reviewing whether the information
is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Security, privacy and access control

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to protect credentials,
identity information, devices, terminals and records
throughout the process. The wider objective is to help the
reader use harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, limit each

person and device to the minimum access needed for the
task. Use the following sequence as a disciplined
workflow. First, confirm the current route. State what is
being checked and do not enter a secret credential merely
to explore. Second, prepare the required details; compare
the provider, account, phone number, biller or service

label with the intended task. Third, review the final

screen; keep the information beside you so the session is
not completed under avoidable time pressure. Fourth, save
the result; stop when a returned name, amount, fee,
validity period or status differs from the plan. Fifth,
escalate with a reference when needed; record the result
before starting another attempt. This sequence is
deliberately slower than guessing, but it prevents the
common situation where speed creates a second problem and
destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to end any interaction that
requires disclosure of a secret credential to another
person. Watch especially for sending identity data to an
unofficial agent, buying on the wrong SIM, confusing bonus
data with main data, and accepting auto-renewal without
reading. Each warning sign changes the next action. An
outdated instruction calls for source verification. A

wrong account, SIM or provider calls for cancellation
before approval. Pressure calls for a pause and an
independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, identify where
information is visible on screens, receipts,

notifications, chats and shared devices. At the first
decision point, ask whether any debit, restriction, token,
settlement or pending instruction may already exist. At
the second, identify whether the bank, network, wallet,
biller, terminal provider or identity agency controls the
missing result. At the third, decide whether to continue,
use an alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from amount or service requested,
provider name, reference or ticket, status message, safe
screenshot or receipt, and date and time. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use verified customer support, official mobile
app, provider website, and branch or service centre as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce an access-control list covering owner, purpose,
information, device and review date. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.

Independent information resource | Reviewed July 17, 2026 8/15



Real-world case workshop

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to apply the workflow to
a realistic Nigerian service problem with incomplete
information and time pressure. The wider objective is to
help the reader use harmonised short codes correctly,
understand provider-specific offers and build an evidence
trail for unresolved service problems. The subject covers
customer care, recharge, balance, data plans, data
balance, borrowing, sharing, VAS control, NIN-SIM status
and complaint tickets. A useful result is not simply
knowing a fact; it is being able to choose the correct
channel, complete a controlled action, recognise the
result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,
dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, separate known
facts, assumptions and questions before choosing the next
step. Use the following sequence as a disciplined
workflow. First, prepare the required details. State what

is being checked and do not enter a secret credential
merely to explore. Second, review the final screen;
compare the provider, account, phone number, biller or
service label with the intended task. Third, save the

result; keep the information beside you so the session is
not completed under avoidable time pressure. Fourth,
escalate with a reference when needed; stop when a
returned name, amount, fee, validity period or status
differs from the plan. Fifth, identify the responsible
provider; record the result before starting another

attempt. This sequence is deliberately slower than
guessing, but it prevents the common situation where speed
creates a second problem and destroys the evidence from
the first.

DECISION STANDARD

The central decision rule is to choose the action that
preserves options and evidence rather than the action that
merely feels fastest. Watch especially for buying on the
wrong SIM, confusing bonus data with main data, accepting
auto-renewal without reading, and sending identity data to
an unofficial agent. Each warning sign changes the next
action. An outdated instruction calls for source

verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH
A subscriber buys a data plan but the balance does not
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change. The person must check the intended SIM, payment
record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a

caller's identity claim or an old article as proof of the
provider's current record. Next, pause the case at three
decision points and explain what evidence would change the
choice. At the first decision point, ask whether any

debit, restriction, token, settlement or pending

instruction may already exist. At the second, identify
whether the bank, network, wallet, biller, terminal

provider or identity agency controls the missing result.

At the third, decide whether to continue, use an

alternative or open a complaint. The best decision

protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from provider name, reference or ticket,
status message, safe screenshot or receipt, date and time,
and amount or service requested. Keep a short chronology:
what the user intended, which channel was used, what was
entered without exposing a secret, what message appeared,
whether value moved and who was contacted. Use official
mobile app, provider website, branch or service centre,

and verified customer support as fallback channels only
when they are reached from an independently verified
source. A safe evidence pack does not contain a PIN, OTP,
full password, card PIN or unrestricted identity document.
The desired outcome is the task is completed or the user
holds a clear complaint reference and knows the next
responsible organisation. When the first provider cannot
resolve the issue, the reference from that complaint
becomes part of the escalation evidence rather than a
reason to restart the story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a completed case sheet with facts, decisions,
result, lessons and procedure changes. Write the task in
one sentence. Name the responsible provider and the
official route used to verify it. List the preparation

items and mark each ready, missing or not applicable.
Record the decision point that must be checked before
money, data, goods or account access changes. Add the
exact success signal and the failure messages that require
a stop. List the evidence fields, the person responsible
for keeping them and the location where the record will be
protected. Finish with a fallback route, a complaint
contact and a date for reviewing whether the information
is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Alternative channels and continuity planning

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to keep a task or

business process working when USSD, an app, a terminal,
data or one provider channel is unavailable. The wider
objective is to help the reader use harmonised short codes
correctly, understand provider-specific offers and build

an evidence trail for unresolved service problems. The
subject covers customer care, recharge, balance, data
plans, data balance, borrowing, sharing, VAS control,
NIN-SIM status and complaint tickets. A useful result is
not simply knowing a fact; it is being able to choose the
correct channel, complete a controlled action, recognise
the result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain

with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, prepare a
verified fallback that does not bypass safety or
recordkeeping controls. Use the following sequence as a
disciplined workflow. First, review the final screen.

State what is being checked and do not enter a secret
credential merely to explore. Second, save the result;
compare the provider, account, phone number, biller or
service label with the intended task. Third, escalate with

a reference when needed; keep the information beside you
so the session is not completed under avoidable time
pressure. Fourth, identify the responsible provider; stop
when a returned name, amount, fee, validity period or
status differs from the plan. Fifth, confirm the current
route; record the result before starting another attempt.
This sequence is deliberately slower than guessing, but it
prevents the common situation where speed creates a second
problem and destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to use an alternative only
after checking whether the original attempt created a
debit or pending instruction. Watch especially for
confusing bonus data with main data, accepting
auto-renewal without reading, sending identity data to an
unofficial agent, and buying on the wrong SIM. Each
warning sign changes the next action. An outdated
instruction calls for source verification. A wrong

account, SIM or provider calls for cancellation before
approval. Pressure calls for a pause and an independent
check. Missing evidence calls for a screenshot, receipt,
reference or written note before the screen disappears. A
person following this manual should be able to explain why
an action is safe, what information supports it and which
organisation is accountable for the result. If that
explanation is not possible, the task is not ready for

final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, run a short outage
exercise and identify which contact, device, float or
record becomes a bottleneck. At the first decision point,
ask whether any debit, restriction, token, settlement or
pending instruction may already exist. At the second,
identify whether the bank, network, wallet, biller,
terminal provider or identity agency controls the missing
result. At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from reference or ticket, status message,
safe screenshot or receipt, date and time, amount or
service requested, and provider name. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use provider website, branch or service centre,
verified customer support, and official mobile app as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a continuity plan listing trigger, alternative,
owner, limitation and return-to-normal check. Write the
task in one sentence. Name the responsible provider and
the official route used to verify it. List the preparation
items and mark each ready, missing or not applicable.
Record the decision point that must be checked before
money, data, goods or account access changes. Add the
exact success signal and the failure messages that require
a stop. List the evidence fields, the person responsible
for keeping them and the location where the record will be
protected. Finish with a fallback route, a complaint
contact and a date for reviewing whether the information
is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Complaint writing, escalation and follow-up

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to present a complete
factual complaint to the organisation responsible for
resolving the service problem. The wider objective is to
help the reader use harmonised short codes correctly,
understand provider-specific offers and build an evidence
trail for unresolved service problems. The subject covers
customer care, recharge, balance, data plans, data
balance, borrowing, sharing, VAS control, NIN-SIM status
and complaint tickets. A useful result is not simply
knowing a fact; it is being able to choose the correct
channel, complete a controlled action, recognise the
result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,
dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, submit one
coherent chronology, request a ticket and follow the

stated route before escalating. Use the following sequence
as a disciplined workflow. First, save the result. State

what is being checked and do not enter a secret credential
merely to explore. Second, escalate with a reference when
needed; compare the provider, account, phone number,
biller or service label with the intended task. Third,

identify the responsible provider; keep the information
beside you so the session is not completed under avoidable
time pressure. Fourth, confirm the current route; stop
when a returned name, amount, fee, validity period or
status differs from the plan. Fifth, prepare the required
details; record the result before starting another

attempt. This sequence is deliberately slower than
guessing, but it prevents the common situation where speed
creates a second problem and destroys the evidence from
the first.

DECISION STANDARD

The central decision rule is to escalate with the original
provider reference and evidence, not with a new
disconnected version of the story. Watch especially for
accepting auto-renewal without reading, sending identity
data to an unofficial agent, buying on the wrong SIM, and
confusing bonus data with main data. Each warning sign
changes the next action. An outdated instruction calls for
source verification. A wrong account, SIM or provider
calls for cancellation before approval. Pressure calls for
a pause and an independent check. Missing evidence calls
for a screenshot, receipt, reference or written note

before the screen disappears. A person following this
manual should be able to explain why an action is safe,
what information supports it and which organisation is
accountable for the result. If that explanation is not
possible, the task is not ready for final authorisation.

CASE WALKTHROUGH
A subscriber buys a data plan but the balance does not
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change. The person must check the intended SIM, payment
record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, rewrite an emotional
complaint into a concise request that states the issue,
evidence and desired resolution. At the first decision
point, ask whether any debit, restriction, token,
settlement or pending instruction may already exist. At
the second, identify whether the bank, network, wallet,
biller, terminal provider or identity agency controls the
missing result. At the third, decide whether to continue,
use an alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from status message, safe screenshot or
receipt, date and time, amount or service requested,
provider name, and reference or ticket. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use branch or service centre, verified customer
support, official mobile app, and provider website as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a complaint letter, follow-up log and escalation
cover sheet. Write the task in one sentence. Name the
responsible provider and the official route used to verify
it. List the preparation items and mark each ready,
missing or not applicable. Record the decision point that
must be checked before money, data, goods or account
access changes. Add the exact success signal and the
failure messages that require a stop. List the evidence
fields, the person responsible for keeping them and the
location where the record will be protected. Finish with a
fallback route, a complaint contact and a date for
reviewing whether the information is still current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.

Independent information resource | Reviewed July 17, 2026 11/15



Staff, family and customer communication

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to teach the procedure in
language people can use under pressure without sharing
confidential information. The wider objective is to help
the reader use harmonised short codes correctly,
understand provider-specific offers and build an evidence
trail for unresolved service problems. The subject covers
customer care, recharge, balance, data plans, data
balance, borrowing, sharing, VAS control, NIN-SIM status
and complaint tickets. A useful result is not simply
knowing a fact; it is being able to choose the correct
channel, complete a controlled action, recognise the
result and preserve enough evidence for the next
responsible organisation when the service does not finish
as expected. The manual does not freeze a temporary fee,
option number or eligibility rule. Those details remain
with the provider and should be checked on the live
service before a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,
dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, assign roles,
approved phrases and clear stopping rules before a
difficult incident occurs. Use the following sequence as a
disciplined workflow. First, escalate with a reference

when needed. State what is being checked and do not enter
a secret credential merely to explore. Second, identify

the responsible provider; compare the provider, account,
phone number, biller or service label with the intended
task. Third, confirm the current route; keep the

information beside you so the session is not completed
under avoidable time pressure. Fourth, prepare the
required details; stop when a returned name, amount, fee,
validity period or status differs from the plan. Fifth,

review the final screen; record the result before starting
another attempt. This sequence is deliberately slower than
guessing, but it prevents the common situation where speed
creates a second problem and destroys the evidence from
the first.

DECISION STANDARD

The central decision rule is to avoid promises about
reversals, approval times or provider outcomes that the
speaker cannot control. Watch especially for sending
identity data to an unofficial agent, buying on the wrong
SIM, confusing bonus data with main data, and accepting
auto-renewal without reading. Each warning sign changes
the next action. An outdated instruction calls for source
verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH
A subscriber buys a data plan but the balance does not
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change. The person must check the intended SIM, payment
record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a

caller's identity claim or an old article as proof of the
provider's current record. Next, role-play a worried
customer, an impatient buyer and a fake support caller. At
the first decision point, ask whether any debit,

restriction, token, settlement or pending instruction may
already exist. At the second, identify whether the bank,
network, wallet, biller, terminal provider or identity

agency controls the missing result. At the third, decide
whether to continue, use an alternative or open a
complaint. The best decision protects money and data,
keeps the evidence intact and avoids making a promise that
depends on another organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from safe screenshot or receipt, date and
time, amount or service requested, provider name,
reference or ticket, and status message. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use verified customer support, official mobile
app, provider website, and branch or service centre as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a short training brief with scripts, prohibited
requests and escalation contacts. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Daily, weekly and monthly control routine

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to turn good one-time
advice into a repeatable habit that catches problems

early. The wider objective is to help the reader use
harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, schedule

checks at the frequency that matches the risk and
transaction volume. Use the following sequence as a
disciplined workflow. First, identify the responsible

provider. State what is being checked and do not enter a
secret credential merely to explore. Second, confirm the
current route; compare the provider, account, phone
number, biller or service label with the intended task.

Third, prepare the required details; keep the information
beside you so the session is not completed under avoidable
time pressure. Fourth, review the final screen; stop when

a returned name, amount, fee, validity period or status
differs from the plan. Fifth, save the result; record the

result before starting another attempt. This sequence is
deliberately slower than guessing, but it prevents the
common situation where speed creates a second problem and
destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to investigate unexplained
differences before records are closed or credentials are
restored. Watch especially for buying on the wrong SIM,
confusing bonus data with main data, accepting
auto-renewal without reading, and sending identity data to
an unofficial agent. Each warning sign changes the next
action. An outdated instruction calls for source
verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, compare the last seven
days of activity with the planned routine and identify
missed controls. At the first decision point, ask whether
any debit, restriction, token, settlement or pending
instruction may already exist. At the second, identify
whether the bank, network, wallet, biller, terminal
provider or identity agency controls the missing result.
At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from date and time, amount or service
requested, provider name, reference or ticket, status
message, and safe screenshot or receipt. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use official mobile app, provider website,
branch or service centre, and verified customer support as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a calendar with daily checks, weekly review,
monthly audit and named owner. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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Templates, worksheets and quality checks

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to convert the manual

into reusable forms that make correct action easier and
review more consistent. The wider objective is to help the
reader use harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, use the

smallest set of fields that can prove the task, decision

and result. Use the following sequence as a disciplined
workflow. First, confirm the current route. State what is
being checked and do not enter a secret credential merely
to explore. Second, prepare the required details; compare
the provider, account, phone number, biller or service

label with the intended task. Third, review the final

screen; keep the information beside you so the session is
not completed under avoidable time pressure. Fourth, save
the result; stop when a returned name, amount, fee,
validity period or status differs from the plan. Fifth,
escalate with a reference when needed; record the result
before starting another attempt. This sequence is
deliberately slower than guessing, but it prevents the
common situation where speed creates a second problem and
destroys the evidence from the first.

DECISION STANDARD

The central decision rule is to remove a field when it
collects sensitive data without a clear operational

purpose. Watch especially for confusing bonus data with
main data, accepting auto-renewal without reading, sending
identity data to an unofficial agent, and buying on the
wrong SIM. Each warning sign changes the next action. An
outdated instruction calls for source verification. A

wrong account, SIM or provider calls for cancellation
before approval. Pressure calls for a pause and an
independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH

A subscriber buys a data plan but the balance does not
change. The person must check the intended SIM, payment
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record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a
caller's identity claim or an old article as proof of the
provider's current record. Next, complete the template
using a fictional case and test whether another person can
understand it. At the first decision point, ask whether
any debit, restriction, token, settlement or pending
instruction may already exist. At the second, identify
whether the bank, network, wallet, biller, terminal
provider or identity agency controls the missing result.
At the third, decide whether to continue, use an
alternative or open a complaint. The best decision
protects money and data, keeps the evidence intact and
avoids making a promise that depends on another
organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from amount or service requested,
provider name, reference or ticket, status message, safe
screenshot or receipt, and date and time. Keep a short
chronology: what the user intended, which channel was
used, what was entered without exposing a secret, what
message appeared, whether value moved and who was
contacted. Use provider website, branch or service centre,
verified customer support, and official mobile app as
fallback channels only when they are reached from an
independently verified source. A safe evidence pack does
not contain a PIN, OTP, full password, card PIN or
unrestricted identity document. The desired outcome is the
task is completed or the user holds a clear complaint
reference and knows the next responsible organisation.
When the first provider cannot resolve the issue, the
reference from that complaint becomes part of the
escalation evidence rather than a reason to restart the
story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a practical workbook containing checklists, logs,
decision records and sign-off boxes. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.

Independent information resource | Reviewed July 17, 2026 14/15



Thirty-day implementation plan and source register

CHAPTER OBJECTIVE

This chapter of Nigerian Telecom Self-Service Manual is
for MTN, Airtel, Glo and T2 Mobile subscribers managing
airtime, data, subscriptions, support and NIN-SIM
services. Its immediate focus is to put the controls into
use, measure whether they work and keep the underlying
information current. The wider objective is to help the
reader use harmonised short codes correctly, understand
provider-specific offers and build an evidence trail for
unresolved service problems. The subject covers customer
care, recharge, balance, data plans, data balance,
borrowing, sharing, VAS control, NIN-SIM status and
complaint tickets. A useful result is not simply knowing a
fact; it is being able to choose the correct channel,
complete a controlled action, recognise the result and
preserve enough evidence for the next responsible
organisation when the service does not finish as expected.
The manual does not freeze a temporary fee, option number
or eligibility rule. Those details remain with the

provider and should be checked on the live service before
a sensitive action.

WORKING METHOD

Begin with this operating rule: select the intended SIM,

dial the harmonised code and confirm the provider-specific
offer shown on that line. For this chapter, introduce the
highest-risk controls first, assign owners and review
evidence after thirty days. Use the following sequence as

a disciplined workflow. First, prepare the required

details. State what is being checked and do not enter a
secret credential merely to explore. Second, review the
final screen; compare the provider, account, phone number,
biller or service label with the intended task. Third,

save the result; keep the information beside you so the
session is not completed under avoidable time pressure.
Fourth, escalate with a reference when needed; stop when a
returned name, amount, fee, validity period or status

differs from the plan. Fifth, identify the responsible

provider; record the result before starting another

attempt. This sequence is deliberately slower than
guessing, but it prevents the common situation where speed
creates a second problem and destroys the evidence from
the first.

DECISION STANDARD

The central decision rule is to update the process when
official guidance, provider routes or recurring failure
patterns change. Watch especially for accepting
auto-renewal without reading, sending identity data to an
unofficial agent, buying on the wrong SIM, and confusing
bonus data with main data. Each warning sign changes the
next action. An outdated instruction calls for source
verification. A wrong account, SIM or provider calls for
cancellation before approval. Pressure calls for a pause
and an independent check. Missing evidence calls for a
screenshot, receipt, reference or written note before the
screen disappears. A person following this manual should
be able to explain why an action is safe, what information
supports it and which organisation is accountable for the
result. If that explanation is not possible, the task is

not ready for final authorisation.

CASE WALKTHROUGH
A subscriber buys a data plan but the balance does not
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change. The person must check the intended SIM, payment
record, plan confirmation and provider ticket before
purchasing again. Apply the chapter by first listing only
confirmed facts. Do not treat a customer's screen, a

caller's identity claim or an old article as proof of the
provider's current record. Next, choose three measurable
improvements and define the evidence that will prove each
one. At the first decision point, ask whether any debit,
restriction, token, settlement or pending instruction may
already exist. At the second, identify whether the bank,
network, wallet, biller, terminal provider or identity

agency controls the missing result. At the third, decide
whether to continue, use an alternative or open a
complaint. The best decision protects money and data,
keeps the evidence intact and avoids making a promise that
depends on another organisation.

EVIDENCE AND OFFICIAL ROUTE

Build the record from provider name, reference or ticket,
status message, safe screenshot or receipt, date and time,
and amount or service requested. Keep a short chronology:
what the user intended, which channel was used, what was
entered without exposing a secret, what message appeared,
whether value moved and who was contacted. Use branch or
service centre, verified customer support, official mobile
app, and provider website as fallback channels only when
they are reached from an independently verified source. A
safe evidence pack does not contain a PIN, OTP, full
password, card PIN or unrestricted identity document. The
desired outcome is the task is completed or the user holds
a clear complaint reference and knows the next responsible
organisation. When the first provider cannot resolve the
issue, the reference from that complaint becomes part of
the escalation evidence rather than a reason to restart

the story from the beginning.

WORKSHEET FOR THIS PAGE

Produce a thirty-day plan, review scorecard, correction
log and official-source register. Write the task in one
sentence. Name the responsible provider and the official
route used to verify it. List the preparation items and
mark each ready, missing or not applicable. Record the
decision point that must be checked before money, data,
goods or account access changes. Add the exact success
signal and the failure messages that require a stop. List
the evidence fields, the person responsible for keeping
them and the location where the record will be protected.
Finish with a fallback route, a complaint contact and a
date for reviewing whether the information is still

current.

QUALITY REVIEW

Before leaving this page, test the plan against four
questions. Can a new reader find the starting route

without guessing? Can the reader identify the moment when
approval should stop? Can another person understand the
evidence without seeing private credentials? Can the next
official organisation trace the issue from the record? If

any answer is no, improve the worksheet now. The value of
Nigerian Telecom Self-Service Manual comes from consistent
action, not from collecting pages. Use the chapter, keep

the output and update it whenever a provider changes its
route or a real incident reveals a missing control.
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