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Executive summary
This Internship Report is prepared as a requirement of Bachelor of Business Administration (BBA) program on Department of Business Studies, United International University. After completing 3 months of Internship Program in Human Resources Division of Kazi It Center Ltd, I have prepared this Internship Report with the help of my practical experience and knowledge I have gained from, working there. This report is based on the topic of “Performance relating with Training and Development Process of KITC” which includes the different types of Training Program KITC use in their organization, evaluation process and development programs, different methods that KITC uses for the development of their employees and improvement of their overall performance. As KITC is one of the fastest growing IT's and ITes based company in Bangladesh, it invests a huge amount of money on their Training and development Programs to ensure effective contribution from their employees into the organization. This training program also increases employee performance, ensures the employee retention and decreases employee absenteeism and turnover rate. Spending money by KITC in these training programs for their employees is not an expense but considering an investment. As I have worked under department of Human Resource development of KITC I have closely observed that how KITC organizes, conducts their training and development programs and how they do their training and trainer evaluation to measure employee overall performance which leads and effective outcome for an organization. My Internship report is basically based on all of these activities and this report shows the significance of training and development programs of KITC. At the end of the report I tried give my level best to emphasize on all those criteria, findings with some useful suggestions and recommendations which I hope would be helpful for the future improvement of their training programs
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Chapter-1
Introduction





1.0 Introduction:
Preparing Internship Report for completing the internship program is compulsory for the students Of United international university students. This internship report shows the overall contribution of a student that how much he/she has put effort to make this report while working in any particular organization. By doing Internship Program and making an internship report students are being able to gain practical job experience which will help them in their future job life. As a student of UIU, it was mandatory for me to complete my internship program in any organization. The objective of this internship program is to introduce with the practical knowledge of job life besides the application of theoretical knowledge. On that basis, after completing 12 trimesters in UIU, I joined as an intern at KITC, Nikunja Head Office to complete my 12 weeks of internship program. I was assigned in Human Resource Division of KITC from January 12, 2019 to April 12, 2019. During the internship program, my academic supervisor was Md. Kazimul Hauqe, Assistant Professor, UIU. He assigned me to do an Affiliation Report on “Performance relating with Training and development Process of KITC and instructed me how to prepare this report. This report includes the process of how KITC conducts their training programs to improve the KSA (knowledge, skills and attitude) as well as performance of their employees and also the development methods that they use on KITC future leader. However, at the end I have come up with some findings and recommendations and I hope this report would be helpful for KITC.
1.1 Objective of the Report:
1.1.1 General Objective:
· The general objective or purpose of this report is to analyze the Training and Development process of Kazi It Center Ltd. and how it has impact on employee’s performance. 


1.1.2 Specific Objectives: 
· To identify what types of Training and Development Programs they are conducted and applying in Kazi It Center Ltd.
· To know about the Training and Trainer Evaluation Process of training programs.
· To understand the purpose of Training Programs of KITC and how it is relating with the employee performance.
· To find any problems in this process and to give recommendation for the improvement of Training and Development area of KITC
1.2 Sources of data collection: 
The research is basically Qualitative in nature. This analysis is based on both the Primary data and the secondary data collected from Internal and external sources. Data collection method is structured questionnaire.
1.2.1 Primary data sources:
· Conducting One-to-one Interviews with a Trainer of KITC. 
· One-to-many conversations with trainees of KITC
1.2.2 Secondary data sources:
· Documents of KITC
· Official website of KITC
· Different Research journals
· Different publications of BPO companies.

1.3. Limitations of the study
· There were some limitations that actually made my work a little bit harder to accomplish and they are as follows – 
· As, I didn’t have any previous experience to work in any organization so I faced some problems on when preparing and organizing the report.
· The trainers were so busy with their work responsibilities that they couldn’t enable themselves to give me enough time.
· The web resources were not sufficient enough to provide me with the resources that were required to complete the report.
· Because of privacy standard of the company, I couldn’t get enough information from various departments about their T&D in details.
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Literature review





[bookmark: _GoBack]2.0 Literature review
Training and development involves improving the effectiveness of organizations as well as the individuals and teams performance. According to the Michel Armstrong, “Training is systematic development of the knowledge, skills and attitudes required by an individual to perform adequately a given task or job”. It actually helps to update ones old abilities and growing new ones with better version. The essential target of Training is to ensure the accessibility of a gifted and willing workforce to the organization.
According to the Edwin B Flippo, “Training is the act of increasing knowledge and skills of an employee for doing a particular job”. Employee needs proper training and development program to do their assigned duties and job effectively which helps him to achieve ultimate organizational goal.
According to Oatey (1970) “Training improves a person’s skill at a task. Training helps in socially, intellectually and mentally developing an employee, which is very essential in facilitating not only the level of productivity but also the development of personnel in any organization.”
According to Chris (1996) “Training and development aim at developing competences such as technical, human, conceptual and managerial for the furtherance of individual and organization growth.” It focuses on improving employee competencies, make him more skilled, able to meet organizational expectation which help him to lead organizational goal. Training and development utilizes three main activities such as training, education and development. Particularly in the last couple decades, training has turned out to be more learner centered, which permits those being prepared greater adaptability and dynamic learning openings. It is a program that enables workers to learn explicit information or aptitudes to improve execution in their present jobs. On the other hand development is progressively far reaching and spotlights on worker development and future execution, as opposed to a quick employment job. Organization need to provide training to their employees because Good training and development programs help to retain the right people and grow organizational profits. Not only this, employee training and development directly impact organizations bottom line.
According to Stavrou et al., (2004) “The main goal of training is to provide, obtain and improve the necessary skills in order to help organizations achieve their goals and create competitive advantage by adding value to their key resources – i.e. managers”. Employees who get the proper training is increasingly ready to perform in their activity. The training and development will give the worker a more prominent comprehension of their duties inside their job, and thus assemble their certainty. This certainty will upgrade their general execution and this can just profit the organization. Workers who are skillful and over changing industry principles help your organization hold a situation as a pioneer and solid contender inside the business. In the cutting edge modern condition, where is technological development outpacing every other thing, there is a consistent requirement for methodical training and advancement of the workers.
Providing training and development program to workers is expensive yet a definitive expense is significantly more if an organization disregards to prepare its representatives. Thus interest in training and development is vital since the preparation conveys various advantages to the organizations just as to the representatives. it not only provides benefits to an organization but also to employees which leads Faster learning of new skills, Increased productivity, Standardization of procedures, Reduced need of supervision, Increased motivation and morale of the employees, Economy of operations and finally Managerial development. In the word of Kalaiselvan and Naachimuthu (2011) “Training cost and business benefits are drawn on X and Y axis respectively. Four quadrants were identified to highlight (i) strategic (Lower training cost and higher business benefits), (ii) Payback (Higher training cost and higher business benefits) (iii) Think (Lower training cost and lower business benefits) (iv)Drop (Higher training cost and higher business benefits)”.
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3.0 Organization profile:
Kazi It Center Ltd is a North American owned and operated multinational organization with its central station 60 miles outside of Los Angeles, California. KITC has established in the year of January, 2008. 
Their motto is to make the lives of their clients less complex using current innovation. Their administrations have helped entrepreneurs and organizations complete a wide assortment of errands, for example, managerial obligations, web based business reconciliation, revealing, research and surveillance. With the present monstrous measure of data accessible, administrators and ranking directors essentially don't have room schedule-wise to deal with every one of their choices accessible. However, they emphasize on hiring dedicated assistants / employees who can focus on the decision and not on the task.
KITC has so far depicted splendid outline of huge development and exceptional administration with imaginative thoughts and state-of-the-art customer support. With the assistance of innovation they have made the globe littler and demonstrate their clients the best approach to limit their exorbitant traps. KITC helps their concerns being worldwide. They explained that the method for working together today won't continue as before tomorrow. KITC furnishes their concerns with the bits of knowledge about how to open another market which has no limit. The organization has set up itself as a pioneer in client maintenance with its prevalent client support.
3.1 KITC Mission:
· To make Bangladesh IT/ITES industry a better place to build career and to make the lives of million people better through modern technology in Bangladesh. 
· To employ and train thousands of people with the purpose of creating tangible value to clients.
 

3.2 KITC Vision:
· To become a world class outsourcing company by providing high-quality value-added service to clients.
3.3 Core Values of KITC:
· Wow Everybody By Outstanding Service
· Embrace New and Thrive for Change
· Pursue Evolution and Learning
· Build a Progressive Team and Family Spirit
· Construct Open and Candid Interactions with Communication

3.4 Services of KITC:
· Customer service outsourcing
· Finance and accounting
· Human resource outsourcing
· Legal process outsourcing
· Sales and fulfillment
· Sourcing and procurement outsourcing
· Business Transformation Service
· Digital Business services





3.5 KITC:

Chart-1: Departments of KITC

3.6 Hierarchy of KITC: 






Chart-2: Hierarchy of KITC




3.7 The Board of Directors of KITC:
	Name
	Designation

	Mike Kazi
	Chairman

	John Riedl
	Vice Chairman

	Zara Mahbub
	CEO

	Dr. Khan Md. Anwarus Salam
	Chief Technology Officer

	Khabirul Alam
	Branch Manager



Table-1: Board of directors of KITC
3.8 Business Outline of KITC:
Chart-3: Business outline of KITC



3.9 The KITC Recruitment Process:


Chart-4: Recruitment process of KITC










Chapter-4
Performance Relating with Training and Development Process of KITC



4.1 Types of training program of KITC:
At KITC training program is considered as a continuous process as they are recruiting continuously. They prefer to conduct their training program without any discontinuation. As per their business requirement they offer training program to their employees depending on the job role. There are different types of training program KITC offer to their employees, are shown below:

Chart-5: different types of training program of KITC	
4.1.1 In-house training program:
KITC Company has their own full time trainer to conduct in house training for their employees. This type of training includes both job specific and need based training which actually identified by both manager and trainer of the company. Providing induction training program is also part of In-house training program. This training actually provides to both new and existing employees as per their requirements. For conducting this types of training trainer get monthly based salary.
Different types of In-house trainings are-
· Group discussion-conducted by Manager
· Training on Vendor Recruitment, Compliance and Onboarding Process
· Training session includes 10 keys of good relationship, emotional intelligence, versatility of communication style, effective written communication.
· Work analysis training
· Hands-on training on the floor
· 12 days assessment training (as part of recruitment process)
4.1.2 Orientation Training:
KITC Company arranges orientation program for their new employees. This training program provides the proper and very specific information relevant to the organization such as organization and its culture, mission, vision, goal, strategy, and overall company overview etc. to their employees. It increases communication between Manager and employees by making new employees more comfortable, reliable, and flexible with the help of this kind of orientation program. Employee’s orientation program starts at the beginning of their recruitment. When candidates get induction training is this process to know about the company which may called group discussion as well can be introduced as orientation program. 
4.1.3 External training:
KITC arranges External training for their few nominated employees who are selected by Board of Directors or operational managers. This type of training program is conducted by the external trainer of other organization. Therefore, to get these types of training employees of KITC need to go to different selected organization and get opportunity to experience their organizational culture. Employees of KITC need not to pay for the training rather they get remuneration to get motivated. They often invite external trainer to their organization to conduct training for their concerned employees.
4.1.4 Foreign Training:
KITC provides foreign training program to their employees which actually are conducted by foreign trainer from different countries. Only few nominated candidates get this training opportunity to explore in their work life as this types of training program is quite expensive. These types of training program focus to provide training to who is potential to get promotion or need further development. Considering this, few only few selected employees of the company get foreign training. To get this types of training employees do not need to pay rather they get remuneration and full pay at the time of their training period.
4.2 Development program of KITC: 
KITC offers different types of development program using different types of T&D methods such as-classroom training, Hand-on training, Group discussion, case study reviews, role playing, video training etc. to the employees for their further development in diversify field. They offer those development programs, given below:
· Training of Trainers
· Data driven decision making 
· Leadership certification
· Managerial communication
· ACMP (advanced courses for management professionals etc.
However they are trying to improve their training by engaging more people in the HRD department. The Training Manager told that for the trainees TOT (training for trainers) would be more relevant for their development. Moreover they can try improving the training method more by trainees’ engagement.
4.3 Training process of KITC:
Generally, KITC starts their training process from the beginning of the assessment process during recruitment. After their appointment, they get real hands on training on the floor followed by a work order analysis course. The minimum pass mark is 90% in that course. Later they arranges advanced work order analysis course for their employees based on the requirement of the employees. Though KITC follow continuation in their training process they also follow all those steps as their training process.


Chart-6: Training Process of KITC
4.4 Evaluation: 
Evaluation is considering an essential step for HRD division of KITC Company. It makes process easier and viable by comparing employees before and after performance, also calculates shortcoming, errors on the operations and evaluate it in a constructive way. It also helps to take further steps if needed any more changes in planning and implementation of existing process. KITC follows two types of evaluation process after completion of training program.
4.4.1 Training program evaluation:
At KITC, trainer follow monthly employee performance data, simply they compare their old data and current data to find his improvement in training. FYI, the data includes error rate, proposal acceptance rate by client and profit etc. they always ensure that the training materials have been implemented by the trainees properly by analyzing their work. Though they sometimes find gap between training and learning which going for evaluation. If they find any mismatch, they ask them reason and instruct proper way to solve the problem and minimize the gap between expectation and outcome of performance. To evaluate employee performance they consider some relevant criteria such as, attendance, attitude of employee, their communication skills, departmental and company orientation etc. though they consider all of them but based on priority it varies person to person. For instance, if someone lacks in communication skill they send him for communication training. After the training they will check his improvement in communication technique and provide him proper feedback regarding his performance.
Training evaluation rating scale: At KITC trainer use a standard training rating form to evaluate employees overall performance.
For instance:
· Excellent= 5
· Good= 4
· Satisfactory= 2
· Very poor=1
To be more specific, KITC arranges a trainer’s survey which shows the feedback of the trainees as well as, Trainer always monitor trainee’s performance and take quizzes to provide proper feedback.  At the end of the evaluation of employees, there always has been feedback option for both employees and trainer.
4.4.2 Trainer Evaluation:
In this process, trainees play a significant role in case of trainer evaluation. Employees/trainees evaluate and provide feedback regarding trainer’s performance whether they able to ensure proper training guidelines or not, provide necessary materials to trainee or not etc. especially to perform this task employee use a software called-ZOHO, by which they can provide feedback after their training session both regarding trainer and training session. They also use survey monkey to evaluate to provide feedback regarding employee performance. This kind of feedback ensures both trainees and trainers dedication of works and their performance.
4.4.3 Trainer Evaluation rating scale:
KITC follows different criteria while evaluating, follow standard rating form as well. 
· Excellent= 5
· Good= 4
· Satisfactory= 3
· Poor=2
· Very poor= 1
If there find any lacking in trainer’s performance, that always overlooked by Board of directors. They take necessary steps to overcome trainer’s lack to performance. Therefore trainer gets advance training for their improvement and further development.

4.5 Performance Relating with Training and development program of KITC:
The main purpose of effective training and development process is to enhance employees overall performance so that they can able to meet ultimate outcome for organization. At KITC, as they have T&D program they do it in a continuous way. Their obvious goal is to increase employee performance as well as to achieve organizational goal. 
While having an interview with Aaron Rashid, an assistant Manager of T&D of KITC, he told me that how training and development has positive impact on employees performance, how it increases employees performance and generate outcomes as well as derive to organizational goal, How they relate performance with their Training and Development process and program in all.
I asked him several questions regarding performance- how it is relating with their Training and development process. With entire conversation based on this topic was ended up with significant conclusion, that is their ultimate goal of providing training is to increase employees overall performance which leads them to achieve organizational goal.
He said whether they provide training and development program to the employees, they ensure quality of training, so that they also can get quality and productive outcome from employees. Employees not only get their performance enhancing opportunity, by this time they can work on their self-development. Their knowledge, Education, Learning then can be their asset which not only enhance their performance but also can make them more self-confident.  
He also told me that, before ensuring employee performance they ensure learning opportunities and benefits, provide by organization. To employees they ensure proper evaluation and feedback system which actually show the actual results, results of accomplishment. While asking him, what types of criteria they consider in evaluating performance, he ensured me with all of these-such as, employee attendance, their attitude, communication skills, focus of work, encouraging mindset regarding challenging task etc. He also told me that, when employees get Training and development program along with other benefits, it improves their KSA (knowledge, skill, and attitude). They get motivated to their work, increase their confidence level. They get ensured that whether performance has been increased or not by considering all those factors-such as, their attendance in work, communication skill, focus of work which goes on the positive side of the bell shape of performance. 
He especially told that T&D program provides opportunity to the employee’s to work on personal skill development which will motivate them because it adds values to them and help to get ultimate performance outcome.
The manager at last conclude that, according to KITC, T&D process is considered as independent variable whereas performance is dependent variable which actually has influenced of increasing and decreasing different types of performance related factors which all has been explained above.











4.6. Design Work Order Analysis Training for new employees
1. Training Need Analysis Phase:
New employees of KITC need training on Work order analysis for 90 days to improve their work efficiency as well as performance which will lead them to achieve organizational goal. 
Objectives of the training:
· To learn Work order analysis
· To learn Business communication to communicate with international clients and vendors
· To improve KSA (knowledge, skill and ability) in this particular BPO sector
· Achieve organizational goal to become one of the leading BPO Company in Bangladesh.
2. Training Design Phase:
· Delivery method: On the job training (class room training and Floor assessment training)
· Duration: For 3 Month (90 Days)
· Training materials: Course related notes, presentation slides, audiobook link for presentation, technological supports for practicing and learning
· Feedback: given by immediate trainer, floor in charge and team leader
· Blueprint of the course:

	No
	Day
	Topic
	Remarks
From Manager/TL
	Topic
	Number of W/O
	Remarks
From Manager/TL

	1
	Wed
	Classroom Training
	
	N/A
	N/A
	N/A

	2
	Thu
	Classroom Training
Quiz Score-
	
	N/A
	N/A
	N/A

	3
	Fri
	Classroom Training
	
	N/A
	N/A
	N/A

	4
	Sat
	Classroom Training
Quiz Score-
	
	N/A
	N/A
	N/A

	5
	Sun
	Day off

	6
	Mon
	Presentation on learning from training
	
	MCS Level 1 W/O
	
	

	7
	Tue
	Importing work order(10)
	
	MCS Level 1 W/O
	
	

	8
	Wed
	Happiness advantage Audio book link
	
	MCS Level 1 W/O
	
	

	9
	Thu
	
	
	MCS Level 1 W/O
	
	

	10
	Fri
	
	
	MCS Level 1 W/O
	
	

	11
	Sat
	Quiz Score -
	
	MCS Level 1 W/O
	
	

	12
	Sun
	Day off

	13
	Mon
	ECD (10)
	
	MCS Level 1 W/O
	
	

	14
	Tue
	Phone Etiquette Training link
	
	MCS Level 1 W/O
	
	

	15
	Wed
	
	
	MCS Level 1 W/O
	
	

	16
	Thu
	
	
	MCS Level 1 W/O
	
	

	17
	Fri
	
	
	MCS Level 1 W/O
	
	

	18
	Sat
	Quiz Score -
	
	MCS Level 1 W/O
	
	

	19
	Sun
	Day off

	20
	Mon
	Presentation on The Happiness Advantage
	
	MCS Level 1 W/O
	
	

	21
	Tue
	Audio book link
Start with why
	
	MCS Level 1 W/O
	
	

	22
	Wed
	
	
	MCS Level 1 W/O
	
	

	23
	Thu
	 
	
	MCS Level 1 W/O
	
	

	24
	Fri
	
	
	MCS Level 1 W/O
	
	

	25
	Sat
	Quiz Score -
	
	MCS Level 1 W/O
	
	

	26
	Sun
	Day off

	27
	Mon
	
	
	M&M Level 1 W/O
	
	

	28
	Tue
	
	
	M&M Level 1 W/O
	
	

	29
	Wed
	
	
	M&M Level 1 W/O
	
	

	30
	Thu
	
	
	M&M Level 1 W/O
	
	

	31
	Fri
	
	
	M&M Level 1 W/O
	
	

	32
	Sat
	Quiz Score -
	
	M&M Level 1 W/O
	
	

	33
	Sun
	Day off

	34
	Mon
	Presentation on Start with Why
	
	M&M Level 1 W/O
	
	

	35
	Tue
	Audio book link
Getting things done
	
	M&M Level 1 W/O
	
	

	36
	Wed
	
	
	M&M Level 1 W/O
	
	

	37
	Thu
	
	
	M&M Level 1 W/O
	
	

	38
	Fri
	
	
	M&M Level 1 W/O
	
	

	39
	Sat
	Quiz Score -
	
	M&M Level 1 W/O
	
	

	40
	Sun
	Day off

	41
	Mon
	Work shop on Business communication
	
	M&M Level 1 W/O
	
	

	42
	Tue
	Work shop on Business communication
	
	M&M Level 1 W/O
	
	

	43
	Wed
	
	
	M&M Level 1 W/O
	
	

	44
	Thu
	
	
	M&M Level 1 W/O
	
	

	45
	Fri
	
	
	M&M Level 1 W/O
	
	

	46
	Sat
	Quiz Score - 
	
	M&M Level 1 W/O
	
	

	47
	Sun
	Day off

	48
	Mon
	Presentation on KITC Company Profile
	
	Assetshield Level 1 W/O
	
	

	49
	Tue
	
	
	Assetshield Level 1 W/O
	
	

	50
	Wed
	
	
	Assetshield Level 1 W/O
	
	

	51
	Thu
	
	
	Assetshield Level 1 W/O
	
	

	52
	Fri
	
	
	Assetshield Level 1 W/O
	
	

	53
	Sat
	Quiz Score -
	
	Assetshield Level 1 W/O
	
	

	54
	Sun
	Day off

	55
	Mon
	
	
	Assetshield Level 1 W/O
	
	

	56
	Tue
	
	
	Assetshield Level 1 W/O
	
	

	57
	Wed
	
	
	Assetshield Level 1 W/O
	
	

	58
	Thu
	
	
	Assetshield Level 1 W/O
	
	

	59
	Fri
	
	
	Assetshield Level 1 W/O
	
	

	60
	Sat
	Quiz Score -
	
	Assetshield Level 1 W/O
	
	

	61
	Sun
	Day off

	62
	Mon
	Presentation on Getting Things Done
	
	Assetshield Level 1 W/O
	
	

	63
	Tue
	Audio book link of 
How to Win Friends & Influence People
	
	Assetshield Level 1 W/O
	
	

	64
	Wed
	
	
	Assetshield Level 1 W/O
	
	

	65
	Thu
	
	
	Assetshield Level 1 W/O
	
	

	66
	Fri
	
	
	Assetshield Level 1 W/O
	
	

	67
	Sat
	Quiz Score -
	
	Assetshield Level 1 W/O
	
	

	68
	Sun
	Day off

	69
	Mon
	Training with VM team (Dhanmondi)
	
	
	
	

	70
	Tue
	Training with VM team (Dhanmondi)
	
	
	
	

	71
	Wed
	 report writing
	
	Misc client Level 1
 W/O
	
	

	72
	Thu
	
	
	Misc client Level 1
 W/O
	
	

	73
	Fri
	
	
	Misc client Level 1
 W/O
	
	

	74
	Sat
	Quiz Score -
	
	Misc client Level 1
 W/O
	
	

	75
	Sun
	Day off

	76
	Mon
	Presentation on How to Win Friends & Influence People
	
	Misc client Level 1
 W/O
	
	

	77
	Tue
	Work order QC with a QC guy. (2 Hours)
	
	Misc client Level 1
 W/O
	
	

	78
	Wed
	Work order QC with a QC guy. (2 Hours)
	
	Misc client Level 1
 W/O
	
	

	79
	Thu
	
	
	Misc client Level 1
 W/O
	
	

	80
	Fri
	
	
	Misc client Level 1
 W/O
	
	

	81
	Sat
	Quiz Score -
	
	Misc client Level 1
 W/O
	
	

	82
	Sun
	Day off

	83
	Mon
	Final PPT on Entire Program
	
	Misc client Level 1
 W/O
	
	

	84
	Tue
	
	
	Misc client Level 1
 W/O
	
	

	85
	Wed
	
	
	Misc client Level 1
 W/O
	
	

	86
	Thu
	
	
	Misc client Level 1
 W/O
	
	

	87
	Fri
	
	
	Misc client Level 1
 W/O
	
	

	88
	Sat
	Quiz Score -
	
	Misc client Level 1
 W/O
	
	

	89
	Sun
	Day off

	90
	Mon
	Exit Interview & Employability Check 

	
	Misc client Level 1
 W/O
	
	










3. Training Development: 

	Task Schedule for 6 days Classroom training with Aaron

	Day
	Topics
	Details
	Remarks

	Wednesday
	Industry Overview
	Orientation, company overview, foreclosure, business scope, 13 Conveyance issues in details, Sales training focusing on selling their bids. Introduction & Sharing experience.
	 

	Thursday
	Stages of a Property's Life Cycle
	Pre-sale, post-sale/REO work, Securing (general overview of initial secure, re-secure, final secure), lock work, How to take property condition photos, Active listening skill with our classroom expectation and letting them know that better listeners will create good impressions which is the key to success in assessment. Sharing experience.
	 

	Friday
	Seasonal Work
	Grass-cut/snow removal in details with videos and photo requirements, PPW in details (Note method, all status and tabs of PPW), Business Email/JN/denial response writing (concise and specific writing, avoiding redundancies, avoiding unnecessary qualifiers, How can we replace phrase with negative meaning to convince our client, convincing our client by knowing their priority, Apology Email. Common Hotkeys Sharing experience.
	 

	
Saturday
	
Resources
	Our resources (Zillow, Real quest, trullia, sod solution, find lot size, property appraiser etc), repairbase, Winterization, heating system. Overview of the client site, Sharing experience.
	 

	Sunday
	Day off

	Monday
	Presentation






Day 06 – 50: 
· Work orders difficulty level 1 & process minimum 50 orders by yourself with above 80% QC accuracy
· 2 Audiobooks (The Happiness Advantage, Start with Why)
· Learn how to import grass cut work orders & do 10 by yourself
· Work with client teams to learn how to submit ECDs & put 10 by yourself & track if those were approved or not
Make a KITC company profile PPT including core values, company mission, vision, culture etc.
· 2 days long Business Communication & Etiquettes Workshop by Aaron / Fred
	Day 06 - 50 Activities

	Presentations
	Remarks
	Importing grass-cut
	Remarks
	ECD
	Remarks
	ECD approved or not

	The Happiness Advantage
	 
	1
	 
	1
	 
	 

	
	
	2
	 
	2
	 
	 

	
	
	3
	 
	3
	 
	 

	
	
	4
	 
	4
	 
	 

	Start with Why
	 
	5
	 
	5
	 
	 

	
	
	6
	 
	6
	 
	 

	
	
	7
	 
	7
	 
	 

	KITC company profile
	 
	8
	 
	8
	 
	 

	
	
	9
	 
	9
	 
	 

	
	
	10
	 
	10
	 
	 



	Level 1
W/O
	
	Signature
	
	Signature
	
	Signature
	
	Signature
	
	Signature

	
	1
	 
	2
	 
	3
	 
	4
	 
	5
	 

	
	6
	 
	7
	 
	8
	 
	9
	 
	10
	 

	
	11
	 
	12
	 
	13
	 
	14
	 
	15
	 

	
	16
	 
	17
	 
	18
	 
	19
	 
	20
	 

	
	21
	 
	22
	 
	23
	 
	24
	 
	25
	 

	
	26
	 
	27
	 
	28
	 
	29
	 
	30
	 

	
	31
	 
	32
	 
	33
	 
	34
	 
	35
	 

	
	36
	 
	37
	 
	38
	 
	39
	 
	40
	 

	
	41
	 
	42
	 
	43
	 
	44
	 
	45
	 

	
	46
	 
	47
	 
	48
	 
	49
	 
	50
	 




	Workshop on Business Communication and Etiquettes (By Fred/Aaron)

	Day 1
	Day 2

	
	




Day 51 – 90:
· Work orders difficulty level 1 & process minimum 80 orders by yourself with above 80% QC accuracy
· 2 Audiobooks (Getting Things Done, How to Win Friends & Influence People)
· 2-nights exchange in Dhanmondi with VM team under Scott
· Choose a focus area for Internship report writing after consulting with the managers
· Make a final PPT on the entire program
· Exit Interview & Employability Check 

	Level 1 W/O
	 
	Signature
	 
	Signature
	 
	Signature
	 
	Signature
	 
	Signature

	
	1
	 
	2
	 
	3
	 
	4
	 
	5
	 

	
	6
	 
	7
	 
	8
	 
	9
	 
	10
	 

	
	11
	 
	12
	 
	13
	 
	14
	 
	15
	 

	
	16
	 
	17
	 
	18
	 
	19
	 
	20
	 

	
	21
	 
	22
	 
	23
	 
	24
	 
	25
	 

	
	26
	 
	27
	 
	28
	 
	29
	 
	30
	 

	
	31
	 
	32
	 
	33
	 
	34
	 
	35
	 

	
	36
	 
	37
	 
	38
	 
	39
	 
	40
	 

	
	41
	 
	42
	 
	43
	 
	44
	 
	45
	 

	
	46
	 
	47
	 
	48
	 
	49
	 
	50
	 

	
	51
	 
	52
	 
	53
	 
	54
	 
	55
	 

	
	56
	 
	57
	 
	58
	 
	59
	 
	60
	 

	
	61
	 
	62
	 
	63
	 
	64
	 
	65
	 

	
	66
	 
	67
	 
	68
	 
	69
	 
	70
	 

	
	71
	 
	72
	 
	73
	 
	74
	 
	75
	 

	
	76
	 
	77
	 
	78
	 
	79
	 
	80
	 



	Audio Book
	Signature
	VM in Dhanmondi
	Signature(Scott)

	Getting Things Done
	 
	Day 1
	 

	How to Win Friends & Influence People
	 
	Day 2
	 

	Final PPT on Entire Program
	 
	 
	




4. Training Implementation Phase:
 Finally implement the training which is especially designed for new employees of KITC.  
5. Evaluation: 
As employees come to this sector with zero or somewhat minimum knowledge, they need proper training to cope up with this sector. To work in the workplace they need initial training to learn the work and the training is work order analysis training  which is must for new employees as they are new in this BPO industry By this training they will learn what to do and how to do the work in an efficient way. 
After conducting a successful the training session, they have learned work efficiency, improved their communication skill and presentation skill, so that they can efficiently manage international clients and vendors. At the beginning of their training they may have very poor knowledge, practice and skills to do the work, but after the training they have become more familiar with the work and task that they will deal with in future. Their before and after result have been evaluated by their trainer, floor in charge, team leader as well as by them. If there find any lacking in their learning process their training period will be extent or they will work under a continuous supervision with their team leader. 




















Chapter-5
Findings, Recommendations &Conclusion 





5.1 Findings:
1. As the job at KITC is very confidential, employees need to be cleared about their job. As per their job requirement KITC provides on-the-job training and off-the-job training. Sometimes employees has found gap between their training and learning, which may not properly expressed by them. Reason of this, it has negative impact on their performance.
2. There often finds gap between organizations expectations and employee performance, which may create demotivation and job dissatisfaction among employees. 
3. Identified problems and negative feedback regarding training and development process may not be taken immediate action by authority of KITC. 
4. Sometime technological error happens on the way of employee T&D process which may become the reason of decreasing employee performance.
5. Employee knows about their needs and other support to do the assigned work properly. As most of the time trainer identify employee needs of training and design training program for them, it may not always able to provide positive outcome regarding training and learning.
6.in terms of increasing level of employees at KITC identifying training needs for them is challenging as well as they need enough full time trainer at a time to support the training system. But there are few full time trainers have to support training system at KITC.
7. Though evaluating and providing feedback of employee performance is maintained very systemically, there often find communication gap between trainer and trainee which may leads a negative impact on employee’s performance.




5.2 Recommendations:
1. Employee’s job should be more cleared and training should be identified as per employee’s job requirements so that they can be able to minimize gap between their training and learning.
2. Organizational goal, performance expectation and standard of employee performance should be specified and recognized by every span of hierarchy.
3. As they provide continuous training to their employees, they should take immediate action regarding negative feedback to look forward to learn new things with full of enthusiastic and involvement.
4. Proper maintenance of technology and providing support should be ensured At the time of providing training to minimize technological error. 
5. As per discussion with employee, trainer should identify training needs and design according to this and proper training should be ensured each time for employee betterment.
6. They should hire enough full time expert trainers to support their existing employee training. Or they can outsource trainer as per their requirements as hiring full time trainer is expensive for organization.
7. KITC should introduce a new improved evaluation and feedback system for their employees so that they can easily communicate with trainer to minimize gap.






5.3 Conclusion:
KITC is a fast growing IT/ITes based multinational company in Bangladesh. They basically work on outsourcing services and provide outstanding customer service. They deal with clients and vendor from US. As per their business growth and requirements, their employees need proper T&D facilities to learn the assigned work, as well as they need training and development program to enhance their performance and for their further development to achieve organizational goal. As my internship report topic is-“performance relating with training and development process of KITC, I had to work on it throughout these 3months of internship period. The purpose of the report is to find-training development process and program offered by KITC to employees and how they relate their T&D process with employee performance. So I conduct a one to one interview with the assistant manager of training & development department of KITC. He helped me to prepare this Report by providing necessary information regarding T&D process of KITC. Therefore, I had a limitation of having all information which is very confidential to them. Over these three months of internship experience I am able to know their T&D process, program, how they evaluate employee performance, provide feedback to their employees and how they relate their T&D process with employee performance etc. However, I am able to make a clear report on how KITC align their T&D program with their employees training needs and how this has effect on employees overall performance. There I  find some critical findings and provide relevant recommendations over those criteria so that KITC can improve their current T&D program, and reduce gap between organizational expectation and employee performance.
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Appendix:







Report Questionnaire
Training and development program
1. What is the Training and development process of KITC?
2. How do you identify the need of training or development program?
3. Do you have development process? Whom you provide development program? How you find need of development program?
4. Do you provide induction training to employee?
5. Do you provide training and development program to your employees? 
6. What kinds of training program your organization offer?
7. What kind of training methods does KITC provide to their employees? (On-the-job training, Off-the-job training or both)
8. If you provide On-the-job training then which method do you follow? (Job rotation, coaching)
9. If you provide Off-the-job training then which method do you follow? (Lecture method, vestibule method or other)
10. Which type of training program you have undergone, internal/external? Who provide your training service? Do you Outsource trainer or have internal trainer to conduct training?
11. Do employees need to pay for any training program?
12. How often training program is conducted at KITC?
13. How do you evaluate your training and development program?
Performance relating with training and development program of KITC
14. How you can relate performance with training &Development process?
15. How you evaluate before and after training performance of employee?
16. If there you find gap between training and learning how you resolve this gap?
17. If performance does not meet the expectation level, then what types of step you take?
18. What types of criteria you consider in evaluating performance to find whether it is increasing or not, need further improvement or not? 
a. Attendance,
b. Attitude/cooperation, 
c. Communication skill 
d. Department and company oriented 
e. Focus
f. Encourages challenging task
19. Training program according to you is to – 
1. Improve skills.
2. Improve knowledge.
3. Change attitude.
20. Does training helps to increase the motivation level of employee?
21. Does training enable employees more productive?
22. Does Training help to increase the productivity of both quality and quantity?
23. Do you provide feedback to and take feedback from trainee?
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