'REPORT OF THE HOUSE COMMITTEE ON COMMERCE ON A BILL FOR AN ACT TO

ESTABLISH = THE A CHARTERED INSTITUTE

OF CUSTOMER RELATIONSHIP

MANAGEMENT TO BE CHARGED WITH THE RESPONSIBILITY FOR REGISTRATION,
DISCIPLINE OF ITS MEMBERS, TO REGULATE AND CONTROL THE PRACTICE OF

CUSTOMER SERVICE PROFESSION AND FOR

THEREWITH (HB. 69)

RELATED MATTERS CONNECTED

Provisions of the Bill

T . .‘ -
Committee’s Recommendations

A Bill for an Act to Establish the Chartered Institute of
Customer Relationship Management to be charged with the
Responsibility For Registration, Discipline of Its Members,
To Regulate And Control The Practice Of Customer
Service Profession And F01 Related Matters Connected
Therewith

BE IT ENACTED by the Naticnal Assembly of the
Federal Republic of Nigeria as follows:

| Assembly of the Federal Republic of

A Bill for an Act to Establish the
Chartered  Institute . of  Customer
Relationship Management to be charged
with the Responsibility For Registration,
Discipline of Its Members, To Regulaie
And Control The Practice Of Cusiomer

Service Profession And For Relaied | f
Maners

BE IT ENACTED by the National

Nigeria

PARTI -

Establishment of the Chartered Insmuie of Customer
Refationship Management, of its Functions, etc.

1. -(1} There is established a body to be known as the
Chartered Institute of Customer Relationship-Management
(in this Act referred to as “the institute™) which shall be a
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(a) determmmg and reviewing, flom time tc time, the
academic standards, knowledge and skills that shall be
attained by persons seeking to qualify as registered
members of the Chartered Institute of Customer
Relationship Management (in thls Act referred to as “the
Professional™;

(b) ensuring that its members maintain a reputable and high
standard of behiaviour expected of any professional in

and customer relationship management in Nigeria and other
parts of the world;

(c) providing for the training, education and examination of
persons desiring to become professional customer service
manager according to the provisions of this Act whether in
Nigeria or abroad; '

(d) regulating the discipline and professional conduct of its
members;

(e) promoting and prqectmg the welfare of its members
both in Nigeria and abroad;

(f) arranging conferences, seminars, symposia and meeting
for discussion of supplies and related matters, reading of
papers and delivery of lectures, publishing copies of

| body corporate undar fhat name and be charged wn:h the
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customer care, customer service and customer management
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| register of ‘fellows, honorary

abridgement of papers, books, lectures. records and other
memoranda instilling high standard of professional ability
and knowledge by means of periodic issue of jouwmals of
the Institute and to organize post qualification courses for
its - members; and _

(g) performing such functions as are incidental to the
objects .or .as the Council may deem necessary for the
attainment of all.orany of these objects.

1 (2)The Institate shall have perpetual suceession and a

common seal which shall be kept in such custody as the
Council may, from time o time, authorize.
{3} The Institute may sue and be sued in its corporate name

| and may, subject fo the Land Use Act, hald, acquire and

dispose of anyproperty movabie or immovable.
(4) The mstitnte shall, in accordance with the provisions of
: Act,

2

associates, gradvates, and corporate 7members of the
Institute-and the pubhcatx@n ol their lists from. Tlme to time.

wstre the -establishment. and maintenance of a:
ellows, " full members,{ -

| 2. Establishment :and composition «of the :;:gove_r:ning"
council f th Insﬁ

administration and general management of the Institute.

(2) The Council shall consist of the following members,
who are fellows and full members of the Institute-

(a) a President of the Institute, who shall be the Chairman;
(b) the two Vice-Presidents of the Institute;

(c) a representative each of the Federal Ministry of-

(i) Education;

(d) a representative of the Consumer Protection Council a
Parastatal of the Federal Government of Nigeria, supervised
by the Federal Ministry of Industry Trade and Investment.
(e) a co-ordinator from each of the geo-political zones of
the Federation;

(£} immediate past President of the Institute;

() a RegIStrar of the Institate, who shall ‘also be the ]~~~

Secretary of the-Council.

(3) The provisiens set out in the First Schedule: 10 this ACt

sh_aH have effect with respect to the quahﬁcaﬁ_ons .and
tenure of office of members of the Council and other

matters therein mentioned.

[First schedule]

Retained

| 3 Electw_n of President and Vice- Pres;dent of the*

Institute

There shall be for the Institute a President, and two Vice-
President, wheo shall be full members or fellows of the
Institute, to be elected by the fellow members at an annual
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general meeting and hold office each for a term of two
years from the date of election and shall not be eligible for
re-election after two terms of two years each.

4. Qualifications for election of the President and Vice-
President

(1) A person shall be qualified for election to the office of

the President and Vice-President of the Institute if he

(a) is a citizen of Nigeria; -

(b) has attained the age of 40 years;

(c) has been educated up to at least University or
Polytechnic level with a First

Degree,  Higher National Diploma,  professional
membership certificates or their equivalent.

(d) has paid all his dues for five consecutive years
imimediately preceding the

year of election; and

{e) has not been adjudged to be a iuna‘uc or declared to be
of unsound mind or

adjudged or declared bankrupt; and

(f) a fellow of the Institute.

(2) The President shall preside at the meetings of the
Institute but in the event of death, resignation, incapacity or
inability for any reason and the President can no longer
perform the functions of his office, the first Vice-President
shall act in his stead for the unexpired portion of the term of
office.

1(3) The President and the First Vice-President shall

Council. :

(4 If the President or Vice- Presmlent ceases to be a member
of the Institute, he shall cease o hold any of the offices
designated under this section.

gctively” e Chainman saud  Vice "Chairman of theJ-

b. has atiain the Age of 45
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5. Admission to the Institute, classes of members and
recognition of national service’
~(1} Subject to the provisions of this Act a person or body
admitted to the Institute shall possess adequate knowledge
of purchasing and supply and be registered as a member of
the Institute in the category of- :
(a) Fellow,
{b) Honorary Fellow;
{(c) Full Member;
(d) Associate Member;
(e) Graduate Member;
(f) Corporate Mermber; and

g} Student Member.

(2) A person or body accorded by the Council the status of |

a member shall be enrolied as- 7
(a) a Fellow, if he is a full member of high professional
standing who-




(1) has served the institute and had not less than 10 vears
experience in a senior customer service and relationship
management post in a private or public organization at-the
time of his application or enrollment, or

(i1} 1s not currently engaged in customer service but has
been empioyed in a senior management position in private
or public organization for not less than 10 years;

(b) Full Member if-

i) he has passed all the examinations prescribed by the
Council, and has a minimum of five years continuous
working experience in customer service and relationship
management in any private or public erganization, or '
(ii) ‘he ds a full member or a foreign -customer service
professional body recognized by the Council and his class
-of the smembership is, in the opinion of the Council
equivalent to that of membership of the Institute and he has .

| minitnum of five year working expetience in any private .

or ‘public organization in Nigeria, and shall have passed A
stipufated examination before: enrelhment, ‘
(1ti) he has updated his professional knowiedge at Jeast
once 1m @ year through the Institute's mandatory proficiency
programme or

(c) Graduate Member, 1f he is in possession of requisite
academic qualification and has passed all the exammatlons
prescribed by the Council;

(d} Associate Member if he is in possession of requisite
qualifications from other fields of study as may be
determined from time to time by the Council and he shall
not be eligible to vote or be voted for at elections of the
Institute;

(e) Honorary feliow if he is a person of distinction in the
field of customer service, taw, marketing, public relations,
politics  economy, human resources . management,
engineering or any similar discipline, but he shali not be
eligible to vote or be voted for at any election of the
1 nstitute;

(D Cor_porate Member if it is ap employer of labour and
| ‘meets the criteria set by the Council for regjstration in that
category; and

(g) Student Member if he is pursuing a course in customer
relationship management or customer service management
in any institution approved by the Council but:

:(1) he shall not be eligible to vote or be voted for at
elections of the Institute, and '
| (i1) his name shall not appear in the membersmp register.

| (3) For the purpose of subsection (2) if} of this section, all
corporate members shall cause their staff in customer
relationship management or customer service management
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i functions to register with the Institute to foster their ethical
standards and self regulation in the customer relationship
management or customer service management profession.

(4) A person who desires to be admitted into the Institute

shall make a formal application to the Registrar of the |

Institute on the appropriate form as shall, from time to time
be prescribed by the Council and shall state under what
class of membership he seeks for admission. '
(5) A person applying for membership shall, in addition ic
evidence of qualification, satisfy the Council that:

(a) he is of good character; and

(b) he has not beén convicted by any court or tribunal in
Nigeria or elsewhere of an offense involving fraud or
dishonesty, or such other offense as, in the opinion of the
Council, would render the applicant unfit to be a2 member of
the Institute.

{6) The Registrar shall place before the Council all
applications for admission stating in each case whether the
applicant ‘is qualified for registration in the class under
which he seeks for admission and if not so qualified,
whether he qualifies for admission under any other class.

(7) Where the Council is satisfied that the person is
qualified for admission:

{1) under the class for which he apphed the Registrar shall.
upon payment of the prescribed fees by the applicant, enroll
the person in that class, and issue him a certificate of
membership appropriate for that class, and

{:11) info ancther class Gﬂl&l‘ than for whacja he appi;ei ﬂ;ﬁ

person's apphcatlon amend his application to state the class
under which he is qualified and the Registrar shall, after the
amendment and upon payment of the prescribed fees by the
applicant, register him and issue a certificate of
membership appropriate for that class.

(8) Fellows, Full Members and Associates of the Instltute
shall be entitled to the use after their names the word
"Fellow (or Honorary Feliow) of the Chartered Institute of
Customer Relationship Management" respectjvely or the
initials "FICRM", "MICRM" and "AICRM."

(9) At the completion of the Institute's final professional
examination, an ¢ligible student shall proceed for the
National Youth Service in line with the relevant law
establishing it.

{10) A holder of the final professional certificate of the
| Institute shall be entitled to employment in private and
public service on the same rank applicable to members of
other Chartered professional bodies in Nigeria.

(11) A holder of the final professional certificate of the
Institute shall, after 3 years of graduation, be eligible for a
practicing certificate as a "Chartered Customer Service

(a) he is of good character and has
atiained the age of 18 years; and

Management Professional” on satisfying the Institute's
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requirements by attending two consecutive mandatory
professional assessment courses, al least once in a vear and
the certificate is subject to renewal every year, on a fee to
be determined by the Council

Part II - Financial Provisions

6. Funds of the Tnstitute

-(1)There shall be-established for the Institute a fund which
shail be managed and-contrelled by the Council.

(2) There shall be paid inte the Fund established pursuant to

subsection (1) of this section- _

(a) all fees and other monies payable to the Institute;

(b) such momnies as ' may be payable to the Institute whether
in the course .of the discharge of its functions -or etherwise;
and

(c) such monies as may be held by the Institute of Customer

. | Relationship Management incorporated . under. “the |
| Companies .and Allied Matters Act, 1990 (in fhis Act]
referred to as "the Incorporated Institute™} on its ceasing {0

. existas provided in this Act. :
(3) There shall be paid out of the Fund of the Instltute

()} ail expenditure incurred by the Council in the discharge
of Its functions undel this Act;

1 of members of the Council in respect of the time spent on
official duties of the Council, as the Council may
determine.
(4) Subject to guidelines issued by the Council from time to
time, the Institute's funds and assets shall be invested in any
bond, bill or other security issued or guaranteed by the
Federal Government or the Central Bank of Nigeria.
(5) The Council may, from time to time, borrow money for
the purposes of the Institute and may mortgage or charge
the properties and assets of the Institute or any part thereof
and may issue of debenture and cther securities whether
outright ar as securities for any debt, liability or obligation
of the Institute and any interest or charge payable on

monies so borrowed shall be paid out of the Fund of the -

Institute.

(6) The Council shall keep proper accounts en behalf of the T

Institute in respect of each year and proper records in
relation to those accounts to be audited by an auditor and in
accordance with the guidelines of the Federation.

(7) The anditor, appomted for the purpose of this section,
shall not be a member of the Council.

Retained

7. Transfer to the Institute of certain properties, etc.
-(1} As from the commencement of this Act:

(a) all assets and liabilities held or incurred immediately |

before the commencement date, by or on behalf of the

Retained
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Incorporated Institute shall vest in the Institute and beheld
by it for the purpose of the Institute;

{b) the Incorporated Institute shall cease 1o exist; and

(c) subject to subsection (2) of this section, any act, matter
or thing made or done by the Incorporated Institute shall be
deemed to have been done by the Institute.

(2} The provisions of Second Schedule 1o this Act shall

transfer by this section to the Institute of the properties of
the Incorporated Institute and with respect to other matters
mentioned in that Schedule.

Part 111 - Appointment of Raglstrar and other Staff and their
Duties

have effect with respect to the matters arising from their-

8. Appointment of Reglstrar angd other staff and then‘
duties _

-(1) The Council shall:

| (2) appoint a fit and proper person who shall be a member
of the Institute to be the

Registrar for the purpose of this Act; and

(b) appoint such other persons as the Council may, from
time to time, deem necessary to assist the Registrar in Ihe
performance of his functions under this Act.

(2) A person shall be qualified to be appom‘{ed to the office
of the Registrar of the institute if he

(a) s a citizen of Nigeria; o

(b) possesses a relevant qualification from a recognized
institution of higher learning;

(d) possesses professional qualification of: -

(i) Chartered Instiite of Customer Relationship
Management

{i1) Customer Service Institute of Austrahan

(111} Institute of Customer Service, UK.

(iv) Customer Service Institute of Canada and- shall have
held position of Deputy Registrar in any recognized
institutions.

(3) The Registrar shall prepare and maintain, in accordance
with rules made by the Council, a register of names,
addresses and approved qualifications and of such
particulars, as may be specified in the rules, of all persons
who are entitled, in accordance with the provisions of this
Act, to be registered as members of the profession in the
categories of fellows, chartered members, associate
members or honorary members and who in the manner
prescribed by such rules, apply to be so registered.

(4} The register shall consist of six parts one for each class
of membership namely:

(a) Fellows;

(b) Full Members;

(c) Graduate Members;

Retained
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(d) Associate Members;

(e} Corporate Members; and

(f) Honorary Fellows.

(5) Subject to this section, the Council shall make rules

the register and the making of entries of particulars therein:

(a) regulating the making of applications for enrolment or
registration, as the case may be, and providing for the
nature of ev1dence to be produced in support of
applications; '

(b) providing for the notification to the Registrar by the
person to whorm any registered particulars concern, of any
change 1n those particulars;

1 the: professmn for the purpose of this Aect;-
14d) specify
paid in the Inst1tute and

section.
{(6) Any mule for the purpose of subsection (5} {d) of this

the Institute was so reolstered at the date of the edition or
the iist of corrections, as the case may be, and that any
persen not so named was not s registered.

(8) Where in accordance with subsection (2) of this
section, a person is, in any proceeding, shown to have beemn,
or not have been, registered at a particular date, he shall,
unless the contrary is proved, be taken for the purpeses of
those proceedings having at all material times thereafter
continued to be or not to be so registered.

with respect to necessary professional forms and keeping of -

(¢) authorizing a registered member to have any
| qualification which is in relation to-the relevant-division of

ing the fees, including :annival suBsor1pﬁon £15) beg

section shall not come into force until they are confirmed at

| () specifying anything failing to be specificd wnder this |

ta 'mem'zber of 17 e

-(1} Subject to section 5 of this Act, a person shall be
entitled to be registered as a member of the profession if he

9. Qualification for appointment and duties of Deputy | Retained
Registrar-
(1)YThere shall be-
(a}a Deputy Registrar (Academics);
(b}a Deputy Registrar (Administration); and I
(2} A person shall be qualified to be appointed to the' ofﬁce 1
of the Deputy Registrar if he has made the criteria for the
post of the Registrar except that the minimum years of
experience required shall be 10 years.
((3) The duties of Deputy Registrar shali be assigned to him
by the Council through the Registrar from time fo time.
+ Part IV - Registration of Members
| 10. Registration of Members Retained
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satisfies the Council that-

(a) immediately before the commencement of this Act. he :

holds a qualification approved for members of the Tnstitute
and has the prescribed post qualification experience;

(b) he 1s by law entitled to practice for al! purposes as a
procurement practitioner in the country in which the
qualification was granted; and

{¢) he holds at least one of the qualifications prescribed for
the purpose of registrati011 on the register and has complied
‘with the other requirements prescribed under this Act,

(2) A person shall be entitled to be registered under this Act
i he holds such certificate as approved by the Council.

(3) A person shall be entitled to be accredited as a member

of the Institute if he produces sufficient evidence to the
Council that prior to the commencement of this Act he has
been in: : .

{a) correct, in accordance with the directions of the
Couneil, any entry in the register which the Council directs
him to correct as being in the opinion of the Council an
entry which was incorrectly made; ‘.

(b} make, front time to time, any necessar\f alteration to the
registered particulars of registered persons;

(¢) deiete from the register the name of tiny registered
member who died, or ceased tc be a member or any
member convicted of professional misconduct; and

(d) record the names of members of the Institute who are in
default for more than six months in the payment of annual

‘ subscnphons and take such acﬁen in re]aiwn Ihereto as -

(8) If the Reg1strar-
(a) sends by post, e-mail, telephone or ‘e-fax to any
registered person, a registered letter endorsed to him at his
address on the register inquiring whether the registered
particuiars relating to him are correct and receives no reply
to the letter within a period of six months from the date of
dispateh; and

(b) upon the expiration of that period, sends in like manner
to the person in question a second similar letter and
receives no reply to that letter within three months from the
date of dispatch, the Reg1strar may remove the particulars
relating to the person in question from the register, but the
Council may~ for a reason which seems to it to be
sufficient, direct the Registrar to restore to the appropriate

part of the register, any particular de}eted there from under

this subsection.

11. Publication of registers of fellows and Full Members
1 -(1) The Registrar shall- :

(a) cause the first edition of the register 1o be printed,
published and put on sale to members of the public within
one year from the date of commencement of this Act;

Retained
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W)) cause the first and subsequent editions of the register to
be distributed to the members of the Institute and members
of the public on such terms, as the Council may from time
to time decide; and
(c) cause a print of each edition of the register and of each
list of corrections to be deposited at the principal office of
the Institute and the Registrar shall make the register and
fists so deposited available at all reasonable times for
inspection by members of the public.

(2) A document purporting to be a print of an edition of the
register published under this section by authority of the

Registrar, or edition of a register so published and of the list
of -corrections to that edition so published, shall (without .
prejudice to any other mode of proof) be documents read ’
active practice continuously for a peried of five years-asa
customer  relationship manager: provided that ‘his

| application is sponsored by two members of ithe Tnstitute

| who shall have been members for a minimum of five years °

and the.application 4s made within period _prescr.ibe.d by this -

| Act. ' '

(4) An applicant for registration under this Act shall, in

addltion to evrdence of quahﬁcatxon satjsfy the Councﬂ

(c) has not been convicted by any court or tribupal in
Nigeria or elsewhere for an offence involving fraud or
dishonesty.

(5) The Councii may, in its discretion, provisionally accept
a qualification produced in respect of an application for
registration under this section or direct that the application
be renewed within such period as may be specified.

(6) Any entry directed to be made in the register under
subsection (3) of this section, shall show that the
registration is provisional and no entry so made shall be
converted to full registration without the consent of the
| Council signified in writing in that behalf..

(7) The Council shall, from time to time, publish, m the
Federal Government Gazette,

particulars of qualification for the time being accepted for
registration under this Act.

(8) The Customer Service ‘Management Professxonals from
abroad who reside in Nigeria and wish to practice shall,
within 12 months after the commencement of this Act, seek
registration with the Institute to become members.

(9) A person shall not be entitled to be appointed or
engaged to head any Customer Service or Customer
Relationship Management department of any organization
unless he is duly registered as a member of the Institute
qualified by examination.

i0




r 12. Approval of gualification

-(1) The council may approve any quahﬁcat{on for the
purposes of this Act and may for that purpose approve-

(a) any course of training of any approved institution
which is intended for persons who are seeking to become or
are already customer service professionals and which the
Council considers relevant to confer on persons completing
it, sufficient knowledge and skﬂl for admission to the
“Institute; and

taken jn conjunction with a course of training approved by
the Council under this section is granted to candidates
reaching a specific standard at the examination indicating
in the opinion of the members -of the council that the
candidates have sufficient knowledge and skill to practice
customer service and relationship management.

(2) The Council may, if it deems fit, withdraw any
approval, given under this section in respect of any course,
qualification or institution, but before w1thdrawmg such an
approva] the Council shall-

(a) give notice that it proposes to do so to persons in
Nigeria appearing to the Council to be persons by whom-
the course is conducted or the qualification is granted or the
institution is controlled as the case may be;

(b) afford such persons or institutions an opportunity to
make to the Council, representations with regards to the
proposal; and '

(c) take into conmsideration .any representation made in

this subsection. -
under this section for a course, qualification or institution is

treated as having been withdrawn under this section, but the
withdrawal of such an approval shall be without prejudice
to the registration or eligibifity for registration immediately
before the approval was withdrawn.

{4) The giving or withdrawal of an approval under this
“section shall have effect from such date, as the execution of
the instruction signifying the giving or withdrawal of the
approval as the Council may spec;fy in the instrument, and
the Council shall~

“(a}) as soon as possible publish a copy of every such
mstrument so executed in the Federal Government Gazette;
and ' ‘
(b} not Jater than 14 days before its publication, send a copy
of every such instrument so executed in the Federal
Government Gazette to the Minister.

(3) During a period in which the approval of the Council |

withdrawn, the course, qualification or institution shall be |

(b) any qualification which, as a result of an examination |

| Retained

telation 4o dhe propesal 4n.pursunace «of paragraph by of s
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to approved qualifications

13.Supervision of instruction and examination leading |
H
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i
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(1) The Councii shali keep itself informed of the nature of—
{a) the instrument given by an approved institution to
persens attending approved course of training; and

(b) the examinations as a result of which approved
qualifications are obtained, and for the purposes of
performing that duty the Council may appoint, either from
among its own members or otherwise, persons to visit
approved institutions to observe such examination.

(2) The Institute shall have powers to accredit any
institution of higher learning offering courses leading to the
award of Degrees, Post Graduate Diploma, Higher National
Diploma and Diploma in -Customer Service or Customer
Relationship Management in-erder to maintain standard.

(3) A person appoinied under-subsection (1) of this section

| shall report tothe Council on the adequacy of:

{a) the imstruction given 1o persons attending approved
course of trajning atdnstitations visited by him;

(b) the examinations conducted in his presenoe and
{c) any other matter relating to. the institutions -or
examinations which the Council may, either generally or in

a particular case, request him te report, but no such person -
shall mterfere with the giving of any 1nstruct1on or the

Yequired by the
Institute, send a copy of the report to the person appearing
to the Council to be in charge of the institution or
responsible for the examination to which the report relates,

requesting that person-to make observations on the report to |

the Council within such period as may be specified in the
request, not being less than one month beginning with the
date of the request.

Part V - Professional Discipline

14. Establishment of Disciplinary Tribunal and
Investigating Panel

-(1) There shall be a body to be known as the Chartered
Institmte  of  Customer Relationship  Management

| Disciplinary Tribunal charged (in this Act referred 1o as-

"the Tribunal") charged with the duty of considering and

determining all cases referred to it by the '1nvest-ig&t’ing:

Panel established under subsection (3) of this section, and

any other case which the Tribunal takes cognizance under.

this Act.

(2) The Tribunal shali consist of a Chairman and six other
members -who shall be appointed by the Council from
among members of the Institute whe are not members of
the Council.

{(3) There shall be a body to be known as the Chartered
Institute  of  Customer Relationship  Management
Investigating Panel (in this Act referred to "the Panel™)

Retaiped
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| charged with the duties of- —‘
(a) conduc‘cmg a preliminary investigation intc any case

where it is alleged that a member has committed an act of

professional misconduct, or should for any other reason by

the subject of proceedings before the Tribunal; and

(b) deciding whether the case shall be referred to tlic |

Tribunal after affording such 2 member are opportunity of

being heard either personally or by a legal practitioner of

his own choice in Nigeria. .

(4) The Council shall appoint members of the Pane! from

{ members of the Institule who are not members of the
Council or the Tribunal. )

(5) A person shall not be appointed as a member of the

Tribunal or of the Panel unless such a person is a full

member or fellow of the Instituie.

(6) The provisions of Third Schedule to this Act shall so far

as they are applicable to the

Tribunal and Panel, respectively have effect with respect to

these bodies. .

{ Third Schedule]

{7) The Council may, from time 1o tlme make rules

consistent with this Act as to acts, conducts or omissions

which constitute professional misconduct.

I5. Penalties for professional misconduct

-(1) Where-

(a}) a person enrolied or registered under this Act is
. ad_gudged by ﬂaﬂ Tnbun,al Io be guﬂty @f anfam@us conduct | .

{b) a person emolled or reglstered under this Act is
convicted by any court or tribunal in Nigeria or elsewhere |
having power to impose a term of imprisonment for an
offence (whether or not punishable with imprisonment)
which in the opinion of the Tribunal is incompatibie with
the status of a Customer Service and Customel Relationship
Management Professional; or

(c) the Tribunal is satisfied that the name of any person has
been fraudulently enrolled or registered, he shall be guilty
of an offence and shall on conviction be liable to a term of
“mmprisonment not exceeding five years.

' (2)The Tribunal may, if it deems fit-

(a) give a directive reprimanding that person or ordering the
Registrar to strike his name off the relevant part of the
register; or

(b) defer or further defer its decision as to the giving of
such directive under this section until a subsequent meeting
of the Tribunal but-

(i) no decision shall be deferred under this section f’or
periods exceeding one year in the aggregate, and

(if) no person shali be a member of the Tribuna! for the
purposes of reaching a decision which has been deferred or

(c) the Tribunal is satisfied that the
name -of any person has been
Jraudulently enrolled or registered, he:
shall be guilty of an offence and shall on
the decision of the Federal High Court
be convicted and liable 1o a term of
imprisonment not exceeding five years
or a fine or N1,000,000 or both.
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further deferred unless he was absent as @ member of the
Tribunal when that decision, was deferred.

(3) For the purpose of subsection (1) (b} of this section, a
person shall not be treated as convicted unless the
conviction stands at a time when no appeal or further
appeal is pending or no application for extension of time to
appeal is brought in connection with the canvietion.

(4) When the Tribunal gives a directive under subsection
(2) of this section, the Tribunal shall cause notice or the
directive to be served on the person to whom it relates. .

(5) The person to whom a directive given under subsection
(2) of this section relates may, at any time within 21 days
from the date of service on him or notice of the directive,
appeal against the directives to the Federal High Court and”
the Tribunal may appear as respendent to the appeal and for
the purpose or enabling directives to be -given @s to ithe -
coits or the appeal of proceedings before the Federal High |
Court, the Tribunal shall be deemed to be a party ‘thereto
| whether or net it:appears on the hearing of the appeal.

(6) A directive of the Tribunal under this section shall take
effect where-
(a) no appeal

der this section is brought against the
e Bl -

appeal;
(¢) such appears brought and is not withdrawn or struek

out, if and when the appeal is dismissed and shali not take

effect in accordance with foregoing provisions of this

subsection.

(7} A person whose name is struck off the register in

pursuance of a directive of the Tribunal under this section

shall not be entitled to be registered again except in

pursuance of a direction on that behalf given by the Federal

High Court on the application of that person.

(8) A directive under this section for the striking off of a

person's name from the register may prohibit an application

ander this subsection by that person until the expiration of
such period from the date of the directive (and where he has -
recently made such :an application from the date of his Jast |
| application) as may be specified in the directive. - o

Part VI - Miscellaneous Retained
16. Offences

~(1) If a person for the purpose of procuring the registration
of any name, qualification or other matter- .

(a) makes a statement which be believes to be false in a
material particular; or

(b) recklessly makes a statement which is false ina material
particular, is guilty of an offence.

(2) 1f, on or after the commencement date of this Act, a
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person who is not a member of the Institute practices or
holds himself out as a member in expectation of a reward or
takes or uses any name, title, addition or description
implying that he is a member, he is guilty of an offence. _
(3) If the Registrar or any other person employed by or on
behalf of the institute willfully makes any falsification in
any matter relating to the register, he is guilty of an offence.
(4) A person guilty of an offence under this section is
liable- i
(a} on summary conviction to a fine not exceeding |
N50,000.00;
(b) on conviction or indictment to a fine not exceeding |
N20,000.00 or to imprisonment for a term not exceeding
two years, or both such fines and imprisonment.

(5) Where an offence under this section which has been
committed by a body corporate is proved to have been
committed with the consent or connivance of or attri butable
to any neglect on the part of any director, manager,
secrefary or outer similar officer of the corporate body or
any person purporting to act in such capacity, he, as well as
the body corporate shall be deemed to have committed the |
offence and shall be liable to be prosecuted and punished
accordmﬂl :

17. Regulations

-(1) Any regulatmn made under this Act shall be published |
in the Federal Government Gazette as soon as they are
made, and a copy of the regulations shall be forwarded wo
Ahe Minister. mot-dess than, seven .days before. they .are.4:
published.

(2) The rules proposed for the purposes of this Act shall be
subject to confirmation by the Institute at its next general
meeting or at any special meeting of the Institute convened
for that purpose, and if then annulled shall cease to have
effect on the day after the date of annulment, but without
prejudice to anything done in pursuance or intended
pursuance of any such rule.

Retamed

18.Rules as to practice, etc.

~(1) The Council may make rules-

(a) for the training of registered members of the profession
or suitable persons in customer service and relationship
tmanagement methods; and

(b) For the supervision, regulation, engagement and
training of such persons;

{¢) prescribing the amount and date for payment of the
annual subscriptions, and for such purpose, different
amounis may be prescribed by the rules according to
whether the member of the Institute is a fellow member,

full member, graduate member, associate membel:

Retained

corporate member or honorary fellow member;
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(d) prescribing the form of license to practice to be issued
anpually or if the Councii deems fit, by endorsement on an
existing license;

(e) restricting the right to practice as a member of the
profession in default of payment of the amount of the
annual subscriptions where the default continues for longer
than such period as may be prescribed by the rules;

if) restricting the right fo practice as a member of the
profession if the qualification granted outside Nigeria does
not entitle the holder in practice to be completed before 2
person qualifies for a licence to practice asa member of the
“profession; and - '

of a member of the profession in 2 practice 1o be completed
memiber of the profession.

Government Gazette

() prescribing the period of practical training in the -office -
before a person qualifies for a license to practice as a

{2} The rules, when made, slla-ﬂ be published in the Federa] - -

19. Provisions -of library facilities, Training College
Tacilities etc.

The Institute shali-

! (a) provide and maintain a library

comprising books and
d e

knowledgeo)

purpose, and
{b) Set up an independent framing school with separate
management from the institute to be known as "Nigerian
College of Supply Chain Management" for training of
students to be qualified as Graduate Members or Chartered
Members of the institute in order to maintain expected
standard.

(¢} Encourage research intc customer service, customer
care and customer relationship management methods and
such allied subjects to the extent that the Council may, from
time to time, cansider necessary. '

Retained

20. Interpretation

In this Act- _

1 "Council" means the Council established as the governing
1 body of the Institute under Section 2( 1) of this Act; '
"Corporate member” means an employer of labour that
qualifies under section 5 (1) of this Act;

"Enrolled" means in relation to a Fellow, Full Member,
Associate, Graduate and Students, as the case may be;
"Fees" includes annual subscriptions;

Relationship Management established under section 1 (I) of
this Act; '

"Investigating Panel" means the Chartered Institute of
| Customer Relationship Management Investigating Panel

"Tpstitute” means The Chartered Institute -of Customer -

Retained
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established under section 14 (3) of this Act;

"Member" means a member of the Institute registered in
any of the six classes of membership; :

" "President” means the overall head of the Council of the
Institute;

"Customer Service or Customer Relationship Management
Professional" means any. qualified member or person
registered who s into practice or employved by any
organization, ministry, corporation and engaged in
Customer Service, Customer Care, Service 'Manaoement
Customer Relationship Management or Front Deck |
Management under this Act; o
"Customer Relationship Management” denotes the general
coordination of activities that involve in Customer Service,
Customer Care, Service Management, Customer
Relationship Management or Front Deck Management; and
"Iribunal" means the Chartered Institute of Customer
Relationship Management  Disciplinary . Tribunal
established under section 14 (1) of this Act.

J

21.Citation Retained
This Biil may be cited as the Chartered Institute of
Customer Relationship Management Bill, 2015.

SCHEDULES Retained
FIRST SCHEDULE

[Section 2(3)}

Supp iementary Promsmns relatmg to ihe C@umcﬂ

from the date of his appointment or election.

(2) Any member of this Institute who ceases o be a

member thereof shall ithe is also 2 member of the Council,
cease to hold office on the Council,

(3) Any elected member of the Council may by notice in
writing, under his hand addressed to the President of the
Institute resign his office.

(4) If for any reason there is a vacation of office by a.

member and—

{a) such member was appointed by the Minister, the
Minister shall appoint another fit and proper pGISOH to
replace such member; or

- (b) 1f such member was ejected, the.Council may if the time
between the unexpired portion of the term of office and the
annual general meeting of the Institute appears to warrant
the filling of the vacancy, co-opt some fit and proper
persons.

12 Power of the Council, ete.

The Council shall have power o do anythmg which in its

I Subject 10 the prov151ons'of thxs paraﬂraph a member of
the Council shajl hold for a period of two years begmnmg -

opinion is calculated to facilitate the carrying on of the
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activities of the Institute.

3. Proceeding of the Council

(1) Subject to the provisions of this Act, the Couneil may in

the name of the Institute make standing orders regulating

the proceedings of the Institute, the Council or any of their

Committees.

(2) Standing order shall provide for decisions to be taken by

a majority of the members and in the event of equality of

votes, the President of the Institute or the Chairman as the

case may be, have a second or casting vote.

(3) Standing orders made for committee shall provide for .
committee to repoert back to the Council on any matter

referred e it by the Council. ;
(4) The quorum of the Council shall be 10 and the quorum

of a committes of the Counci] shall be determined by the

Counecil. ) '

4. Meetings -of the Institute

(D) The Council shall convene an annual general meeting of
the Institute on-the 30th day of October every year or such .
other day as the Council may, from time to time, appoint so

that if the meeting is not held within one year after the

previous meeting not more than 15 months shall elapse

institite are informed by notice in writing addressed to the

Registrar of the institute setting out the objects of the

proposed meetings, the Chairman of the Courcil shall

overcome a special meeting of the Institute.

(3) The quorum of any meeting of the Institute shali be 25

members and that of any special meeting of the Institute

shall be 20 members.

5. Meetings of the Council

(I} Subject to the provisions of any standing order, the

Council shall meet whenever it is summoned by the

Chairman, and if the Chairman is required to do so by

notice in writing given to him by not less than seven other

members, he shall summon a meeting of the Council to be

held within seven days from the day on which the notice s |
grven, ' ' :
(2) At any meetmg of the Council, the Chairman or in his
absence, the Vice-Chairmen in their order (firsf, second}

shall preside, but if both are absent, the members present at

the meeting shall appoint one of them to preside at the

meeting.

(3) Where the Council desires to obtain the advice of any

person on a particular matter, the Council may ¢o- opt him
as a member for such penod as the Council deems fit, but a
person who is a memiber by virtue of this sub-paragraph,
shall not be entitled to vote at any meeting of the Council
and shall not count towards a quorusn.
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(4} Notwithstanding anything in the foregoing provisions of
this paragraph, the first meeting of the Council shall be
summoned by the Minister who may give such directions as
he thinks fit as to the procedure which shall be followed at
1 the meeting.

6. Meetings cf the committees

(I) The Council may appoint one or more committees to
carry out on behalf of the Institute or " the Council such
functicns as the Council may determine. ™

(2) A committee appointed under this paragraph shall
consist of the number of persons determined by the Council
or whom not more than one-thirds may be persons who are
not members of the Council and a person other than a
| member of the Council shall held office on the committee
in accordance with the terms of the instrument by which he
is appointed. ‘

(3) A decision of a committee of the Counci! shall be of no
effect until it is confirmed by the Couneil.

7. Miscellaneous

(1} The fixing of the common seal of the Institute shall be

authenticated by the signature of the President or any other

member of the Council authorized generally or specially by

the Institute to act for that purpose.

{2) Any contract or instrument which, if made or executed

by a person not being a body corporate would not be 7

required to be under seal, may be executed on behalf of the
Institute or the Council, as the case may require, by any
~{ person generally or specially authorized to act for that
“purpose by.the Genncil -
(3) Any document purpomng to be a documem; dul\,
executed under the seal of the Institute shall be received in
evidence and shall, unless the contrary is proved, be
deemed to be executed.
8. The validity of any proceeding of the Imstitute or the
Council or of a committee of the Council shall not be
adversely affected by any vacancy in membership, or by
any defect in the appointment of a member of the Institute
or of the Council or of a person to serve on the comniittee |
or by reason that the person is not entitled to do so took part :
in the proceedings. :
9. Any member of the Institute or Council, and any person
holding office on a Committee of the Council, who has a |
personal interest in any contractor arrangement entered into
or proposed to be considered by the Council or a committee
thereof, shall forthwith disclose his interest to the President
or Council, as the case may be, and shall not vote on any
question relating to the contract or arrangement.

B
e

SECOND SCHEDULE
[Section 7 (2)]

Retained

Transitional Provisions as to Properties, etc.
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L. Transfer of Properties
(1) Every agreement to which the incorporated institute was
a part immediately before the commencement of this Act,
whether it is in writing or not and whether or not is of such |
nature that the rights, liabilities and obligations there-under
could be assigned by the incorporated Institute, shall, unless
the terms or subject matter make it impossible that it should
have effect or been modified in the manner provided by this
sub-paragraph have effect from the appointed day so far as
it relates to property transferred by this Act to the Institute
as if-
(a) the Institute had-been a party tothe agreement;
(b) for any reference -(however worded and, whether |
express -or implied) to be Incorporated Institute, there were
substifuted as respects anything failing to be done on or
| alter the commencement of this Act, a reference 10 the
Instltute’ and :
| {c) for any reference (however worded and whether express
| or implies) £0 @ member or members of the Council of the
Incorporated Institute there were substituted, as respects
anything failing to be done on or after the .commencement
of the Act, a reference to a member or members of the

be fenshm‘teﬂ"ﬂ e

m accordance with sub- paragraph (1) of this paragraph so
far as applicable.

(3) Without prejudice to the generality to the foregoing
provisions of this Schedule, where, by the operation of
section 7 of this Act, any right, liability or obligation shall
vest in the Institute and all other persons shall, as from the
commencement of this Act, have the same rights as to the
taking or resisting of legal proceedings or the making or
resisting of applications to any authority for ascertaining,
perfecting or enforcing that right, liability or obligation of
the Institute.

(4) Any legal proceeding or application to any authority
pending on the commencement of this Act or against the

Incorporated Institute may be combined on or after that day i

or against the Institute. 1
(5) On the commencement of this Act, any person helding
any paid appointment in the Incorporated Institute shall
hold corresponding eppeintment in the Institute on the same
terms and conditions as to tenure or otherwise but shall not
be entitled to receive remuneration both from the
Incorporated Institute in respect of the same period of
service.

(6) If the law i force at the place where any property
transferred by this Act is situated provides for the
registration or transfer of property of the kind question
(whether by reference to instrument of fransfer or
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otherwise), the law shall, so far as it provided for alteration
of a register (but not for avoidance to transfer the pavment
of fees or any other matter) apply with the necessary
modifications to the transfer of the property and the
institute shall transfer to the officer of the registration
‘| authority and the officer shall register the transfer
accordingly.

THIRD SCHEDULE

Section 13 (6)

Supplementary Provisions relating to the Disciplinary
Tribunal and Investigating FPanel

The Tribunal _ ‘

1. The guorum of the tribunal shall be four of whom at least
twa shall be members of the profession.

2.-(1) The Council may make rules as to the seiection of the
Tribunal for the purposes of proceedings and the procedure
t¢ be foliowed and the rules of evidence 1o be observed in
proceedings before the Tribunal.

(2)The rules shail in particular provide:

(a) for securing that notice or the proceedings is given at

such time and in such manner as may be specified by the |

rues, to the person who is the subject of the proceedings;
(b) for determining who in addition to the person aforesaid,
shall be a party to the proceedings;

(c) for securing that any party to the proceedings shall, if he
so requires, be entitled to be heard by the Tribunal; and

: -{ﬂ) fer gmbhshmg in the Gaz@tte ﬂ@tﬂ:ﬁ eof any «iilrectlve of | .

person s name shall be struck off a register

3. For the purpose of any member, the Tribunal may
administer oaths and any party to the proceedings may
issue out of the registry of the Federal High Court writs of
subpoena ad tesiificandum and deuces fecum; but no person
appearing before the Tribunal shall be compelled:

{(a) to make any statement before the Tribunal tending to
mcriminate himself; or

(b) to produce any decument order such a writ which he
could not be compelled to produce at the frial of an action.

4.-(1) For the purpose of advising the Tribunal on questions |

of law arising in proceedings before it, there shall in all
proceedings be an assessor to the Tribunal who shall be
appointed "by the Council en the recommendation of the
Council and shzall be a legal practitioner of 110t less than
seven years standing,.

{2) The Council shall make rules to the functions of an
assessor appointed under this paragraph, part in particular
such rules shall contain provisions for securing:

(a) that where an assessor advises the Tribunal on any
question of law as to evidence, procedures or any other than

Retained

Bict e

is specified by the rules, he shall do so in the presence of
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every party or person representing a party to the
proceedings who appear here at or, if the advice is tendered
while the Tribunal is deliberating in private, that every
parly or person shall be informed about the advice the
assessor has tendered; and

(b} every such party or person shall be informed if in any
case the Tribunal does not accept the advice of the assessor
on such a question.

(3) an assesser may be appointed under this paragraph

either generally or for any particular proceeding or class of

proceedings and shall hold and vacate office in accerdance
with theterms of the instrument by which he is appointed.
The Panel

5. The quorum of the panel shal! be three.

6. -(1) The Panel may, at any of its meeting attended by all

| the members of the -panels, imake. standm o order w1th '

1 respectto the Panel. 1
(2) Subject to the provisions-of any such standmg order the 7

Panel may regulate its.own procedures o

Miscellaneous _ '

T-(1) A person-on ceasing 1o be 2 member of the Tribunal

or the Panel shall not be -eligible for appointment as a

a member of the 'Prarné] with respect to a matter shall not act

as a member of the Tribuna! with respect to that case or any
other case.

8. The proceedings of both the Tribunal and the Panel shall

not be invalidated by any irregularity in the appointment of

any member or vacancy in the membership of the bodies
not by reason of the fact that any person who was not
entitled to do so took part in the proceedings of the body.

9. Any document authorized or required by virtue of this
Act to be served on the Tribunal or the Panel shall be

served on the Regtstrar appointed in pursuance of section 8
of this Act.

10. Any expenses of the Tribunal or the Panel shall be_

-defrayed by the Inshmte Tibrary facilities.

Explanatory Memorandum

This  Bill seeks 1o [Establish the
Chartered — Institute  of  Customer
Relationship Management  to  be

Charged with the Responsibility for
Registration, Discipline of its Members, |

to Regulate .and Control the Practice of .

Customer Service Profession
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