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EXECUTIVE SUMMARY
[bookmark: _Toc526671254]The report is all about measuring the customer satisfaction of business customers of Epsilon Systems And Solutions Ltd. The research also describes the basic and general phenomenon a fundamental of the impact of customer satisfaction over the business. Loyal customers are an asset of the business. The main objective of doing business is to earn a profit and that can be earned only if the customers remain loyal to the organization. For making a customer loyal satisfying them is crucial. 

Firstly, the common objectives, purpose, motivation, as well as limitations etc, are emphasized in chapter one of the research. Moving on to the chapter two, profiling of the company can be known. General concepts of the company are transparent in the second division of the research. It includes company history vision and mission statement alongside corporate vision and governance of the company. 

The third chapter contains a sample of the present study of measuring the customer satisfaction of business customers. Some data analysis, the process of measurement of customer satisfaction with its research implications etc. A Microsoft excel sheet with calculations is also added to the report. 

[bookmark: _GoBack]The report, in conclusion, is a clear picture of measuring the customer satisfaction of business customers. For running a business in a long run and earning profit employees should also be aware of the impact of customer satisfaction and their loyalty. So, the study variables and the relationship of the variables with the customer satisfaction expectation is also described in the report. The report easily shows every aspect of customer satisfaction of business customers which is measured through the survey.

Keywords: Customer Satisfaction, Business Customers, Customer Service, Solutions selling, Epsilon Ltd.
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Introduction




INTRODUCTION
Customer satisfaction is the most important factor in running a company or organization.
Without customer satisfaction it is impossible to earn profit and a company to exist in a long run. Companies and organizations sell products or services not only to only earn profit but also to meet customer needs and wants. Customer needs and wants is changing continuously with the change of trends and fashion of the society. As it is the crucial job for the companies and organization to satisfy customers but to satisfy somebody according to one’s want is the toughest job. The main purpose of a company is to earn profit but customer‘s interact with a company or organization only when they would be satisfied with the products and services provide by the company.
[bookmark: _Toc526671256]MOTIVATION OF THE STUDY
Not only the business people but also the students need to know about how important customer satisfaction is in terms of business. Different subjects as like as of marketing departments such like service marketing, marketingmanagement, brand management etc are taught in universities   from which we get to know about the importance of customer satisfaction. Not only this but also by going to the practical fieldwork we can see that convincing customers are so significant in running a business or company or organization.
Customer satisfaction is a great opportunity to learn from the customers about their needs. By surveying on business customers, knowing about their needs is possible and according to their needs, providing service can also be done. Surveying is a simple process and can be done by using phone, byvisiting to one’s office, by emails etc.Overtime an organization can also prove that that they value the data and the number of responses will accordingly climb too.
Data collection is a science but actually a person getting respond to it is an art. By survey customer feedback can be get by a company and improvement in certain areas can also be done. The key to the survey process to use it as a tool.
Employee should also be motivated on customer satisfaction.Employees should give full effort on the customer satisfaction and should know properly about the impact of customer satisfaction on a business.
[bookmark: _Toc526671257]OBJECTIVE OF THE STUDY
Whether customer satisfaction is assessed online or over the phone, the objective of the subject matter should be known. Some businesses survey their customers to gain insights into the demographics of the market on the other hand; some businesses do their survey on their customers for the independent of business on some specific subjects. But an organization or company should know their motives in advance so that they can prepare their questionnaires better into the survey. Some main objectives of the study are described below:-
· SHOW THE CUSTOMERS TO VALUE THEM:
A customer satisfaction survey shows the value of the customer experience with the company on an organization. Many businesses do surveys to reduce the complaint against them and many otherdue to create better impression of them among the customers. Customer’s opinion can take the business into the long run and gain in repeating sales.
· GATHER CUSTOMER DEMOGRAPHICS:
Customer satisfaction surveys can create a clear concept of the demographics of a business. Average customer’s age, gender, education and other statistics that will help a business tailor the products and services as well as the marketing and communication material can be known.
· EVALUATE CUSTOMER SERVICE REPRESENTATION:
Evaluating employee performance can be helpful if the questions of the survey remains related to the quality of the service of customers those received from sales clerks. A customer that wouldn’t normally complain about poor performance of customers or praise about the good ones according to their own will or exception, might make an exception when presented with a survey that elicits the opinions of customers.
· BE CONVENIENT FOR CUSTOMERS:
A survey shouldn’t be long as it inconsiderate customer’s time. As customers are bringing out time from their busy schedule to fill up the survey that is easy to understand, complete and return.
· LEAD TO CHANGE:
After the customer survey is completed, trends should be analyzed and the company should work according to the result that came out. Surveys that do not evoke changes in the company send a bad message about the company’s commitment to customer service.
[bookmark: _Toc526671258]SCOPE AND LIMITATION OF THE STUDY
To provide marvelous service, an organization needs to exceed customer expectation. The most vital factor in providing an excellent service is to keep promises always and not to generate products or services that cannot be delivered. The main reason behind the research is to measure whether the current situation of customer service was satisfactory of the company EPSILON SYSTEMS AND SOLUTUIONS LTD. Furthermore, to consider the possible way that can be improved.
The company EPSILON SYSTEMS AND SOLUTIONS LTD is a small size company that sells software alongside with electronic goods of different variations and a few additional services to the customers.
The interest of the research comes from the fact of being involved as an internee for the company as well as a student of business management the author finds attractive to measure the customer satisfaction for business customers. In this era of completion, the company needs to be more contentious and more strategic approaches to remain stronger in the business run and satisfy their customers.
Now let’s see some limitations of the study. Like any other research, this study has also some limitations. Firstly, a huge amount of time was invested for collecting the responses of the respondents. Some respondents felt uncomfortable while filling up the questionnaires. Some dealers and clients thought that they must give favorable answers as if they don’t give positive answers the company may change them from their respective positions, thinking that the surveys may get leak out their personal opinions. Hence, rejection was on higher side and to achieve the reasonable number of respondants, researcher has decided to explain and analyze the impact of customer satisfaction many times more than thought. Again some dealers gave favorable responses even if they have problems thinking that their dealership or contracts will break up if they do not give favorable answers. Many occasions, dealer of particular electronic products and services did not allow collecting data from respondents during peak hours.
[bookmark: _Toc526671259]SIGNIFICANCE OF THE STUDY
The study is all about measuring the customer satisfaction of the business customers of EPSILON SYSTEMS AND SOLUTIONS LTD. One should never ignore the importance of customer satisfaction. There are several factors involved in the success of business, where as customer satisfaction is the most crucial of them. It is most important to work on improving this factor to make the customers more loyal and eventually turn them into brand ambassadors.
Well customer service can win client’s heart and make them recognizable within the target group of the company. Asnow days, social media is playing an important role in making decisions, its crucial to keep an eye on a quality of customer service the company provide.
Some importance of the study may be like
· CUSTOMER RETENTION:
On an average, loyal customers are worth up to 10 times as much as their first purchase. Some researchers say that it is 6-7 times much expensive to acquire a new customer than it is to keep a current one. It is not only expensive but also very tough to keep the existing customers and mainly the loyal customers than to gain some new ones. So, it is wise to look after the existing customers.

· BUILDING OWN BRAND:
Satisfied clients buy more products and become loyal to a particular brand. It also become a referral process for a brand as the satisfied clients spread positive word of mouth, whereas it works as a goodwill of the company. Customer satisfaction improves marketing efforts sales as it contains positive and negative perceptions. And the perceptions remain so important for a company due increased use of social media. Statistical data created by customer satisfaction can be scientifically analyzed.
· UPDATING CUSTOMERS:

One of the main purposes of customer survey is to improve weak areas of operation, where as a follow-up survey can be used to measure whether changes worked. After analyzing the information, it could be compared to the earlier or previous results. It is also important to let the customers know about the changes made by the company.
· KEEPING IT PERSONAL:
Even unhappy clients need to be informed that changes has been made by the company. A client is unhappy can be known through surveys.
· ENHANCED SUCCESSFUL STRATEGIES:
Different questions about various operations are asked in customer survey such like customer service, employee knowledge. From the survey, a company may know the positive and negative views of the customers and take fruitful strategies. Adding marketing campaign to include both age groups may result in an increase in business.
· KNOW WHERE  TO IMPROVE:
Customer survey shall be used before the sales of a company fall down. If the price of the products remain high that be known from through customer survey, then price be adjusted. Details should be added in the advertising campaigns if the company has superior product and the reason to change more. Reduction of the negative impact on the company can be done making changes before the company’s reputation is spoiled in the market.
· OBTAIN NEW IDEAS:
New ideas about satisfying customers can be get from surveys. There remains several loop holes to satisfy customers as a result of which sometimes the organization even do not understand why the customers remain off from buying products from the company. From survey these can be known. Improving new ideas can be done from measuring the customer satisfaction.
So, there are many more significance or importance of customer satisfaction survey. But these are the crucial ones. A satisfied customer is an asset to any business.








[bookmark: _Toc526671260]CHAPTER TWO
Company overview and Literature Review


[bookmark: _Toc526671261]INTRODUCTION
A company overview is also known as the company information or a company summary. It is an essential part of a business plan. An overview contains most important parts of a company like legal structure, mission statement, vision, objectives etc.
Nowadays everyone is  aware of the fact that software and information technology enabled services industry is one of the  greatest industry in Bangladesh. For the past few years the growth of the industry in our country is quite visible. Competition is growing day by day and this industry is also enhancing different talents of our country as well as contributing in the national economy.
This is an era of modernization. People cannot even move a bit forward without technology. These IT industries are providing IT services and selling techno products through which people are getting several benefits which they could not think a few years back earlier. Technology has made our easy and sophisticated.
So there are many software producing and techno product selling companies in our country but here we are going to see a quick look on the overview of Epsilon Systems And Solutions LTD.
[bookmark: _Toc526671262]COMPANY HISTORY:
 Epsilon System and Solution Ltd. has started its journey on August 1998. Taking part at the day by day improvement along with Computer Market Epsilon always tried to give its Customer the best service up to their satisfaction. At the time of the establishment of this company, information technology was not so much popular in our country. Firstly, the company just had an outlet in Eastern Plaza shopping mall. Then slowly as the time went on the demand of the software’s and quality techno product increased to a tremendous extent and due to this increased demand they opened many more outlets in different places like Panthapath,Elephant road and Uttara.
[bookmark: _Toc526671263]VISION:
Epsilons always work with keeping only one thing in mind that is “CUSTOMER SATISFACTION”. When satisfaction is the main matter also comes along with it. Epsilon is bringing latest technologies from the world leaders to the user end and making technology easier for customers. They commit to give the best service up to the satisfaction of the customers that they deserve and expect efforts of the employees and company decisions to be based upon the total satisfaction of their greatest asset that is “CUSTOMER”.
Not only satisfying the customers locally, Epsilon always think to grab the attention of international customers. As now on Epsilon is making software and delivering techno products to local consumers they have think to provide such facilities to abroad too. Recently, they had a conference meeting at Russia and Japan for extending their business internationally. As the main purpose of Epsilon is to satisfy customers at their best, the company also wants to satisfy customers of foreign countries too.
Along with international attention, they also want to get international affiliation and do line extension so that they can serve customers with different types of products and service with different varieties.
[bookmark: _Toc526671264]MISSION STATEMENT:
 To evaluate the IT industry’s continuing advancements so Epsilon can provide their customers with the correct and complete solutions for not only the existing needs but in preparation for the needs of tomorrow. The company shall also continuously monitor the quality, cost, and efficiencies of their product, services, and operation communicating the needs of their customer with vendors and company personnel to insure that the company may continue to provide high quality products and service at competitive pricing.
Communicating with the customers efficiently is also kept on mind of the company. Epsilon always tries to keep the quality of the product as high as possible with comparatively lower cost to other IT consulting firms. But not the lowest because if the cost is decreased doing competitions to all IT companies then they will have to face deficit and not be able to get profit as usual.
Epsilon always tries to provide their best support to their clients in best possible way. They always delivers product in time without lagging. Different warranties and guarantees are also given by the company as possible.Mainly, the mission of the company is to provide their client with best quality products charging lower price comparatively or as much as possible in terms of company’s business. 
[bookmark: _Toc526671265]MOTTO:
Epsilon has got the motto “SATISFACTION COMES WHEN PRICE MEETS QUALITY.”
Epsilon from the beginning always looks at the satisfaction of customers. Epsilon believes that price should be considered in order to the quality of the product and service to be given to the customers. If the quality of the service and the products delivered by the company is great then there shall not remain any problems to customers for giving a little bit of more money to the company.
[bookmark: _Toc526671266]OBJECTIVES:
· To become the number one computer components distributor in Bangladesh 
· To achieve and hold 30% share of the total computer components market.
· To be the top market share holder for all of the brands we currently handle
· To strive hard to optimize profit through conduction of transparent business operations     irrespective of gender disparity, caste creed or religion or region.
· To be competitive in the internal as well as external markets.
· To reduce the income gap between top and bottom categories of employees.
So these were some of the main objectives of Epsilon Systems And Solutions LTD.
[bookmark: _Toc526671267]CORPORATE FOCUS:

The vision of the company is the pole-star to their  mission that fulfils their  objective with emphasis on the quality of product, process and services blended with good governance that help build the image of the most venerable corporate-citizenship at home and abroad.
The prime clients of the company are corporates.A list of the direct clients of the company are also be enlisted afterwards. And Epsilon believes in direct business with their clients rather than a third party or any other via or medium.
[bookmark: _Toc526671268]CORPORATE GOVERNANCE:
Corporate Governance is the key to its sustenance. Good corporate Governance is the key to successful sustenance. Our corporate Governance functions as follows:

[bookmark: _Toc526671269]TOP MANAGEMENT

i)Board of Directors:

 In line with the concept of good corporate management practices and the provision of Articles of Association, the board of Directors, the Top Management tier, is responsible for overall control and supervision of the entire affairs of the Company primarily through strategic planning and Budgetary mechanisms. To this end, the board of Directors holds periodic meetings to resolve issues of policies and strategies, recording the minutes/decisions for implementation by the Executive Management. 

The board of Directors is reconstituted every year by the shareholders through retirement/re- election/election of one-third of its members and appointment of an independent director as per SEC guidelines.

Members of the board of Directors often travel abroad to bring into focus, the Company’s image and acquire technological gains.

Top Management inaugurates/participates in seminars, training courses, conferences, and various cultural activities of the employees and workers which instill in them a sense of belongingness.

ii) Audit Committee of Board 

An audit committee consisting of the independent Director as chairman and two other Directors as member has been constituted in terms of the SEC guidelines for ensuring good governance practices.

EXCUTIVE MANAGEMENT:
       The Chairman is the head of the Executive Management Team which comprises senior members of the Management Apparatus. Within the Limits of delegated authority and responsibility by the Board of director, Executive Management operates through further delegation of authority at every echelon of the line management. The Executive Management operators within the frame work of policy and planning strategies set by the Top Management with periodic performance reporting for guidance. The Executive Management is responsible for preparation of segment plans/ sub-segment plans for every profit centers with budgetary targets for every item of goods and services and is held accountable for deficiencies, with appreciation for outstanding and exceptional performances. These operations are continuously carried out by the Executive Management through series of Committees, sub-committees, ad-hoc Committees and standing committees assisting the line management.

[bookmark: _Toc526671270]SEGMENT REPORT:
The company’s operations are carried out an aggregate basis and are managed as a single operating segment.

RISK PERCEPTION:
The company Management perceives investment risk within the national and international economic perspectives in relation to legal and moral requirements involving inter-alia, intellectual property right, scientific invention, WTO regulation, etc. and monetary and fiscal investment policies and has prepared its production and marketing strategies to meet the challenges from these risks.
[bookmark: _Toc526671271]EPSILON STRIVES FOR:
EPSILON strives, above all, for top quality products at the least cost reaching the lowest ranges of the economic class of people in the country. And value their social obligations.
Epsilon strives  for best compensation to all the employees who constitute the back-bone of the management and operational strength of the company through a pay package composing salary /wages, allowances, bonuses, profit participation, leave/salary and super-annotation and retirement benefits and other emergency grants and gratis. 

Epsilon strives for the best co-operation of the creditors and debtors the banks and financial institutions that provide financial support when we need them, the suppliers of computer items and suppliers who offer them at the best prices at the opportune moments, and the customers who buy our product and services by redeeming their claim in time buy making prompt payment 
Epsilon strives as responsible citizen, for a social order devoid of malpractices, anti –environmental behaviors, unethical and immoral activities and corruptive dealings.
The company keeps away from any discriminatory practices between sexes, races, religion, regions, colors, or political beliefs.

[bookmark: _Toc526671272]KEY PEOPLE:
Key people of Epsilon systems and solutions are as follows:
BOARD OF DIRECTORS:
Mr.Md.ShahidulMunir                 Chairman	
Mr.GaziTareq Bin Monsur            Managing Director
Mr.EarshadHossain Ahmed           Director ( Technical)
TECHNICAL SUPPORT TEAM:

1. EarshadHossain Ahmed
A) CCNA (at American International University-Bangladesh from jun.05-jul.06)
Completed CISCO Networking Academy semesters successfully. Confident & ready to 
Enroll for online CCNA Exam Within in a Short Time.
B) MCP - Microsoft Certified Professional on Implementing & Supporting NT Server 4.0 Core Technologies. 

2. Mohammad ShahrearRusell
A) CCNA (at American International University-Bangladesh from jun.05-jul.06)
Completed CISCO Networking Academy semesters successfully. Confident & ready to 
Enroll for online CCNA Exam Within in a Short Time.
B) MCP (Exam-070-067 on 26th .Feb. 01) Microsoft Certified Professional on Implementing & Supporting NT Server 4.0 Core Technologies. Transcript id (764194) 
Shared Access Code (abcde123456).

3. JahidurRahman (Rubel)
Hardware & Networking Engineer.

4. S.K AnowarHossain
Hardware & Networking Engineer.

LEGAL ADVISERS:

(1) Mr. Mohd. SaidurRahman, MA, LLB
Advocate
Dhaka Law House

BANKERS:
(1) Mercantile Bank Limited
18-20, Elephant Road Dhaka.

(2) Al- ArafaIslami Bank Limited
Elephant Road, Dhaka
Key Contract Person:
1.Md. ShahidululMunir
Chairman
Cell: 0172-0022112
esslbd@dhaka.net

2.GaziTareq Bin Monsur
Managing Director
Cell: 01819-254090
esslbd@dhaka.net

3. EarshadHossain Ahmed 
Director
      Cell: 01819-231561
esslbd@dhaka.net

LOCATION:
1. Corporate Office:
BsBhaban 75-76 Laboratory Road
Elephant Road, Dhaka-1205.
Ph: 02-8652325.01819254090,01711033145
2. Show Room:
82/3, Laboratory Road,
Rahima Plaza, Dhaka-1205
Ph: 9660699,01819231561
List of Our Major Clients
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	Clients Name /Company
	[bookmark: _Toc526569486][bookmark: _Toc526671274]        Address

	1
	Social Investment Bank Ltd
	16 Dilkusha Commercial Area.

	2
	Janata Bank Ltd
Janata Capital & Securities Ltd
	Janata Bank Bhaban
Dhaka-1000

	3
	Library Association Of Bangladesh
Dhaka University
	SahabagRamna Dhaka

	4
	Eastern Bank Ltd.

	Dilkusha, Dhaka

	5
	Stamford University Bangladesh
	744 SatmosjidRoad,Dhanmondi Dhaka-1209

	6
	University of  Dhaka
Central Library
	Dhaka University
Dhaka 1000

	7
	SIBL Foundation Hospital
	Pantha Path, Dhaka

	8
	Bangladesh Environmental Lawyers Association
	Road-3, House-3 Dhanmondi, Dhaka.

	9
	BG Press
	Tejgoan Dhaka

	10
	Pran Group
	Property Heights,12 
R K Mission Road GPO Box:83,
Dhaka-1203
Bangladesh.

	11
	Saudia Arabians Airlines
Saudia Flight operation
	Shahjalal International Airport (Terminal Building) Kurmitola Dhaka-1229

	12
	Lab Aid Cardiac Hospital
	House-1, Road-4 Dhanmondi, Dhaka-
1205.

	13
	IbneSina Hospital
	Dhanmondi Dhaka

	14

	Officers Club
(Cyber café center)
	 Baily Road Dhaka

	15
	Channel I
	Tejgaon Dhaka



[bookmark: _Toc526671275]
LITERATURE REVIEW:
The method or process of measuring whether customers or consumers of any organization or any company, brand or business are satisfied with the products and or services delivered by the company, brand or business is called a customer satisfaction survey.
Customer satisfaction survey may include:-
· One to one interview
· Phone interview or survey
· EMAIL or Online survey
· Forms or Questionnaires
Customer satisfaction is the state of mind that customers have about a company when their expectations have been met or exceeded over the lifetime of the product or service. The achievement of customer satisfaction leads to company loyalty and product repurchase. There are some important implications of this definition:
· Because customer satisfaction is a subjective, no quantitative state, measurement won’t be exact and will require sampling and statistical analysis.
· Customer satisfaction measurement must be undertaken with an understanding of the gap between customer expectations and performance perceptions.
· There is a connection between customer satisfaction measurement and bottom-line results.
“Satisfaction” itself can refer to a number of different facts of the relationship with a customer. For example, it can refer to any or all of the following:
· Satisfaction with the quality of a particular product or service.
· Satisfaction with an ongoing business relationship.
· Satisfaction with the price-performance ratio of a product or service.
· Satisfaction because a product/service met or exceeded the customer’s expectations.
Each industry could add to this list according to the nature of the business and the specific relationship with the customer. Customer satisfaction measurement variables will differ depending on what type of satisfaction is being researched. For example, manufacturers typically desire on-time delivery and adherence to specifications, so measures of satisfaction taken by suppliers should include these critical variables.
Clearly defining and understanding customer satisfaction can help any company identify opportunities for product and service innovation and serve as the basis for performance appraisal and reward systems. It can also serve as the basis for a customer satisfaction survey program that can ensure that quality improvement efforts are properly focused on issues that are most important to the customer.
[bookmark: _Toc526671276]OBJECTIVES OF A CUSTOMER SATISFACTION SURVEY PROGRAM
In addition to a clear statement defining customer satisfaction, any successful customer survey program must have a clear set of objectives that, once met, will lead to improved performance. The most basic objectives that should be met by any customer surveying program include the following:
· Understanding the expectations and requirements of your customers.
· Determining how well your company and its competitors are satisfying these expectations and requirements.
· Developing service and/or product standards based on your findings.
· Examining trends over time in order to take action on a timely basis.
· Establishing priorities and standards to judge how well you’ve met these goals.
Before an appropriate customer satisfaction surveying program can be designed, the following basic questions must be clearly answered:
· How will the information we gather be used?
· How will this information allow us to take action inside the organization?
· How should we use this information to keep our customers and find new ones?
Careful consideration must be given to what the organization hopes to accomplish, how the results will be disseminated to various parts of the organization, and how the information will be used. There is no point asking customers about a particular service or product if it won’t or can’t be changed regardless of the feedback.
Conducting a customer satisfaction survey program is a burden on the organization and its customers in terms of time and resources. 
[bookmark: _Toc526671277]Importance of Customer Satisfaction Survey
Customer satisfaction surveys provide the information and insights you need to keep existing customers happy and attract new customers.
Customers are a great source of experience information and often know what needs to be done to improve your company’s products/services. A focus on customer service is imperative in achieving total customer satisfaction or loyalty and ultimately overall business improvement.
While most organizations or businesses are aware of the need to act and continually improve and become more competitive, they often miss important customer insights which can be used to make decisions which will make a difference for the experience of the client. That’s where customer surveys come in, uncovering the hidden insights and data you need to improve the business to compete more efficiently.
The following are reasons you might consider conducting a regular customer satisfaction survey:
 
· Measure your current customer satisfaction, loyalty, and retention
· Gain insight about how to attract new customers and keep existing ones
· Identify cross-sales opportunities at different touch points in the service delivery
· Discover ideas for new products and services which meet new demand
· Gain insight for prioritising performance improvement initiatives and internal transformation projects
· Understand where to make improvements in customer service and sales delivery
· Improve communications with customers at each contact moment in the customer’s journey
· Enhance customer experience to ensure they continue coming back
· Increase service quality and productivity to meet customer expectations
· Make better and more objective decisions based on customer feedback
· Identify problems and opportunities by location, communication channel, and other criteria
· Detect and fix recurring problems impacting customers before they get out of control
· Become more competitive by understanding how to differentiate your product and service delivery.


[bookmark: _Toc526671278]THEORETICAL: FRAMEWORK:
The theoretical framework of references presents a survey of the theory that is used in the research. The theoretical part of the research is divided into three parts. The three main theoretical subjects were all chosen with the topic of the research in mind and all of the subjects were designed to support each other along with the research.  
Whereas the first part of this research the basic knowledge about the study or research as it includes the source of motivation of the study, the objective of the study, the scope and limitations of the study and its importance in every spheres of business management.
Now let’s see about the second division of the research. It contains the profiling of the company. It includes the company history, vision of the company along with its mission statement, objectives or main doings of the company, its corporate focus, its corporate governance, key people to the company with its major client list and location.
The third chapter is all about the data collection, survey and its measurement. Inputs of customer satisfaction survey of the company EPSILON SYSTEMS AND SOLUTIONS LTD are all put in MICROSOFT EXCEL software where all its calculation is done. Results are also calculated and compared. Next, measurement method and techniques are also included in the research. At last of this chapter some research implications are also included.
So, this is the simple theoretical framework of the research.


 (
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FIGURE: RELATIONSHIP OF THE STUDY VARIABLES AND CUSTOMER SATISFACTION



[bookmark: _Toc526671279]STUDY VARIABLES:
The four study variables those are used in the research are shortly described below: It is only for the readers to get to know on the basis of which factors the research is done as the sample survey paper is not included in here.

Customer service:
Customer service is the process of ensuring customer satisfaction with a product or service. Often, customer service takes place while performing a transaction for the customer, such as making a sale or returning an item.
Our Software products are with international standards and should be served for national and international clients. To market the software products in the country the distinct qualities should be rendered to the products and the products should be sold to the customers. The software products should be developed to meet the expectations of the customers and mixed with the international quality standards. 

Product	
Product means a good, idea; method, information, object or service created as a result of a process and service a need or satisfaction a want. Our expertise in building software products stems from a diverse team of technology professionals holding expertise across domains, industry verticals and leading technology platforms.
Product order, delivery and collection:
Our company takes order and product deliver in many ways. They may be like via phone, emails or visiting the store physically.
Mail order: is the buying of goods or services by mail delivery. The buyer places an order for the desired products with the merchant through some remote method such as through a telephone call or web site. Then, the products are delivered to the customer. 
By the Phone: customers can get the option to enable the call to order button for each product.
Visiting the store physically: customers mainly in our country like to visit the main store of product and buy from there.

Business Service:
It includes all the services to be required for doing business by a company. It is not only the services but also tasks and jobs done by the staff. So, if the business service remains improved then the business done by a company shall be also very smooth. Business service is a general term that describes work that supports a business but does not produce a tangible commodity. Information technology (IT) is an important business service that supports many other business services such as procurement, shipping and finance.
A good business service aligns IT assets with the needs of a company's employees and customers and support business goals, facilitating the ability of the company to be profitable. Documenting the value that an IT department provides to the business often involves an audit of IT infrastructure processes, the creation or updating of an IT service catalog and/or the provisioning of an employee self-service portal to improve communication.
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CHAPTER THREE
Methodology, Data Collection, Analysis and Discussion





[bookmark: _Toc526671281]INTRODUCTION:
This chapter is all about measuring customer satisfaction of the business customers of the company EPSILON SYSTEMS AND SOLUTIONS LTD. That the measurement method, data analysis alongside the findings and discussions with research implications etc.

[bookmark: _Toc526671282]MEASUREMENT OF CUSTOMER SATISFACTION:
Mostly quantitative method was used for measuring the customer satisfaction level of the company EPSILON SYSYTEMS AND SOLUTIONS LTD.
 Quantitative research is a method for collecting data through the usage of structured questions where the response options have been predetermined. It is the traditional research method of the mainstay industry and sometimes referred as survey research. Quantitative research often involves a large number of respondents and a formalized procedure for gathering data. The purpose of quantitative research is usually very specific where client and researcher have agreed that precise information is needed. The format and sources of data are clear well defined in quantitative research and the compilation and formatting of the gathered data follows an orderly procedure that is largely numerical in nature. So, by determining the results from the survey the company came to know about the positive and negative sides of the company and satisfaction of their customers on the basis of four variables those are described earlier in this research. Besides the quantitative research a little portion or usage of qualitative method is also done. But 95% of the research is completed through the usage of quantitative method. 
Table: Measurements for CUSTOMER SERVICE
	1) Epsilon Systems And Solutions LTD offers skilled services in the market.
2) Levels of product knowledge of our employees are very high.
3) At Epsilon Systems And Solutions LTD it is very easy to approach the staff and service. 
4) Service attitude and behavior in Epsilon Systems And Solutions LTD are very good.
5) We offer the reliable service (The accuracy andFaultlessness of the service).
6) Service normalization (How well the service and communication has worked inProblematic situations such delayed product delivery?) is well practiced in Epsilon Systems And Solutions LTD.
7) Service environment in Epsilon Systems And Solutions LTD (The common tidiness and orderliness ofthe store) is very effective.
8) We provide the good customer service that meets the customer expectation.




TABLE: Measurements for PRODUCTS (price and quality)
	1) The availability and location our products is convenient.
2) We have sufficient product variety.
3) We manage a well products price and quality.



TABLE: Measurements for PRODUCT DELIVERY, ORDER AND COLLECTION
	1) How do you conduct your product order for EPSILON SYSTEMS AND SOLUTIONS LTD (by phone, by e-mail, by visiting in the store, others)?
2) Product delivery is very efficiently managed at the EPSILON SYSTEMS AND SOLUTIONS LTD.
3) Product collecting by our customers is well-managed.



TABLE: Measurements for BUSINESS SERVICE
	1) We manage a very good breakfast sessions for our business customers
2) We offer a very competent business service in EPSILON SYSTEMS AND SOLUTIONS LTD is compared to other software business services.
3) Our business met customer expectations properly.
4) The overall level of our business service is good.


[bookmark: _Toc526671283]DATA COLLECTION METHODS:
The main reason behind the research is to collect information about the current satisfaction level of EPSILON SYSTEMS AND SOLUTIONS LTD and to find out the possible element that could be improved. The target group was all general customer of EPSILON SYSTEMS AND SOLUTIONS LTD.  
The basic data for the research were collected through an informal interview, which was in several casual conversations, and from author’s observation during the internship period. The questionnaire was designed to collect data that can be used to set realistic objectives for the research. In quantitative research, every respondent was asked the same series of structured questions (questionnaires).  The author sent some questionnaires to customers approximately, but 22 responses were able to be acquired, as the author thought most of the questionnaires were democratically answered. So, the different ones are chosen by the author which is included in the sample  for the present study. Then a short interview of the director and chairman was taken to know about his opinion about customer satisfaction regarding his company. Though the main information was collected through questionnaire, some secondary information was also collected from journals and annual report of the company. If in general it is to be say then the maximum portion of the research is done through QUANTITATIVE method but however some portion of the research are done to qualitative methods too. As a result it can be said that data collection has been done through pluralistic, which is a combination of both qualitative and quantitative methods as data are collected from survey but some major information has been got from informal conversations, magazines and others too. Therefore, the method of collecting data is pluralistic. 

[bookmark: _Toc526671284]DATA ANALYSIS: 
The result of the collected data analyzed by method of Microsoft excel 2010 and SPSS. Data will be presented in research with the use of the chart and table so that the data analyzed can be clear and understandable to the reader .There were total 18 questions including both closed and open questions.  


BAR CHART: AVERAGE BUSINESS CUSTOMERS SATISFACTION AT THE EPSILON SYSTEMS AND SOLUTIONS LTD

The questionnaire provided for measuring the customer satisfaction level of the business customers of EPSILON SYSTEMS AND SOLUTIONS LTD is based on four variables. Those are customer service, product (quality and price), product delivery alongside with its order and collection and the last variable is business service. According to the survey and the customer’s feedback some points have been obtained based on the satisfaction of customers. Then those all variable’s points have been done on average to compare which area of the company needs improvement and which variable needs to be kept in constant. Points have been calculated within the scale of 5.
From the bar chart it is shown that the highest point has been gained by the product variable. As customers of the company think that EPSILON SYSTEMS AND SOLUTIONS LTD gives the facility to customers of buying comparatively good quality product at lower price compared to any other software and electronic company. Next, let’s talk about the product delivery, order and collection; see gaining above 4.0 on a scale of 5.0 is worth it. So it is also be understand by the readers that this area is also good. Just by looking at the bar chart they can know that the customer service of the company is also above average but for getting loyal customers, convincing them and satisfying them, the customer service should be more improved. The bar chart tells the readers that the business service variable of the company is comparatively weak than the other variables. For the survival of the company improvement in the business service must be improved otherwise at this moment of competitive business, the company won’t be able to fight in the market.

[bookmark: _Toc526671285]FINDINGS AND DISCUSSIONS:
Firstly, the average of customer service in the company is 3.9875 whereas the average of products in the company is 4.13. In the next two variables the product delivery, collection and order has gained an average of 4.05 on customer satisfaction of the company and lastly the business service of the company gained an average of 3.775. The study variables are given an average point out of 5 on the basis of customer satisfaction survey.
From the research it can be known that the varieties of products including its price and quality have an average of 4.13 which has gained of all among the four variables. So, it can be assumed that the product’s price and quality is quite good in the competitive market and business run. But if possible price of the product may also be decreased increasing the quality of the product.
Secondly, by looking at the average points of product delivery, order and collection the reader can understand that this system in the company is also quite well. But to be more improved in this area, the company shall more efficiently manage the product delivery and the product collecting by the customers should also be well managed.
The customer service has gained 3.9875 on an average in the company. It need to be improved as by looking at the point and survey of customer satisfaction it is easily understood that many more companies give or provide more excellent customer service than this company so as a result many customers has give low points in this variable.
The lowest points to be gained are in the business service named variable. Business is all about customer satisfaction and gaining profits if not then the company would be in loss. The points gained by the company in average in this area are 3.775. So a lot of improvements have to be done in this operation. Otherwise in this competitive business run the company would be in great trouble.

[bookmark: _Toc526671286]RESEARCH RECOMMENDATIONS:
For improving customer service in the company, the followings should be done by them:
· More skilled services shall be offered in the market.
· The knowledge of products of the employees should be more high
· Approaching the staff and service should be done more easily for the customers.
· Offering reliable service should be increased.
· Customer service should be provided in such a way that the customer expectationwould be met.
For offering more product varieties in the company with lower price and good quality the location of the company should be convenient and the price and quality relation should be well managed.
For improving the business service of the company the overall level of the business service should be revised so that it meets the expectation of customers.
All these are to be done so that the customer is to be satisfied and the company be able to get long in the competitive business run.

[bookmark: _Toc526671287]CONCLUSION:
The more the customers get satisfied the more the company should be strong in the competition. It is important to get and gain loyal customers then the company can have the taste of earning profits. For earning profit satisfying customers is a must. Not for only earning profit but also to continue business in the long run at the time of heavy competition, customer satisfaction is crucial.
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QUESTIONNAIRE 
Customer satisfaction survey for business customers of Epsilon Systems And Solutions Ltd


Dear Respondent:
I am a student of BBA program at the United International University doing internship on “Customer satisfaction survey for business customers, as a partial requirement for the fulfillment of the BBA degree. For preparing my project report on this topic, I am collecting data from the respected executives. 

This is not a test. There is no correct or wrong answer to any question. Don’t worry or puzzle on individual question. Response quickly and record your immediate thoughts. The information you provide will be treated as strictly confidential. All analyses will be conducted on an aggregate level with no reference to individual responses.  

If you have any questions please contact my supervisor Dr. Kawsar Ahmmed (E-mail: kawsar@bus.uiu.ac.bd, Phone: +8801915078285).

Sincerely yours,





1. Gender  
	· Male
	· Female
	· Other


1. Age
	· 15-20
	· 21-25
	· 26-30
	· 31-35
	· 36-40


1. Education
	· Bachelor
	· Masters
	· Others 




	




Customer Service
	Strongly Disagree (1)
	Disagree (2)
	Neutral (3)
	Agree (4)
	Strongly Agree (5)

	CS1
	….. offers skilled services in the …
	1
	2
	3
	4
	5

	CS2
	Level of product knowledge of our employees are very high 
	1
	2
	3
	4
	5

	CS3
	At …. It is very easy to approach the staff and service 
	1
	2
	3
	4
	5

	CS4
	Service attitude and behavior in… are very good
	1
	2
	3
	4
	5

	CS5
	We offer the reliable service (The accuracy and
faultlessness of the service)
	1
	2
	3
	4
	5

	CS5
	Service normalization (How well the service and communication has worked in Problematic situations such delayed product delivery?) is well practiced in …
	1
	2
	3
	4
	5

	CS6
	Service environment in ……. (The common tidiness and orderliness of the store) is very effective
	1
	2
	3
	4
	5

	CS7
	We provide the good customer service that meet the customer expectation
	1
	2
	3
	4
	5

	
	Products in…….
	1
	2
	3
	4
	5

	PD1
	the availability and location of our products is convenient
	1
	2
	3
	4
	5

	PD2
	We have sufficient product variety
	1
	2
	3
	4
	5

	PD3
	We manage a well products price and quality relation 
	1
	2
	3
	4
	5

	
	Product order, delivery and collection 
	
	
	
	
	

	PDC1
	How do you conduct your product order for….. 
By phone
By E-mail
By visiting in the store
Other?


	PDC2
	Product delivery is efficiently managed at the …
	1
	2
	3
	4
	5

	PDC3
	Product collecting by our customer is well managed
	1
	2
	3
	4
	5

	
	Business Service in……
	1
	2
	3
	4
	5

	BS1
	We manage a very good breakfast sessions for our business customers 
	1
	2
	3
	4
	5

	BS2
	We offer a very competent business service in ………….. is compared to other software business services
	1
	2
	3
	4
	5

	BS3
	Our business service met customer expectations properly
	1
	2
	3
	4
	5

	BS4
	The overall level of our business service is good
	1
	2
	3
	4
	5




Thank you very much for the kind cooperation!!
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