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Executive Summary 

One of the top software development companies in Bangladesh, ATI Limited offers specialized 

software solutions to hospitals, pharmaceutical firms, oil businesses, and other businesses. 

Hospital Information Systems (HIS), Enterprise Resource Planning (ERP), patient registration, 

billing, inventory management, delivery challans, and record administration are just a few of the 

business-related tasks that the company creates software for. In order to guarantee the seamless 

functioning of its software, ATI Limited also offers maintenance and technical support services. 

The impact of office software systems on ATI Limited's organizational development is analyzed 

in this internship report. I was trained for seven days on the company's software, workflow, and 

service procedures during my internship in the Client Support and Service (CSS) Department. 

After that, I was given tasks to complete under supervision. Receiving software issues reported by 

clients, opening support tickets, working with front-end and back-end developers, keeping 

monitoring on issue resolution, informing clients of developments, and closing tickets upon 

successful verification were my main responsibilities. This systematic support procedure enhances 

satisfied clients and organizational performance while also increasing operational  

efficiency, service quality, and client-technical team communication. In addition to improving my 

competence in communication, problem-solving, teamwork, and software support management, 

the hands-on experience I received during the internship helped me see the critical role information 

systems provide in attaining long-term organizational growth. 

Keywords: ATI Limited, Office Software System, Enterprise Resource Planning (ERP), Client 

Support and Service (CSS), Organizational Growth. 
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1. Introduction 

1.1 Background of the report 

In today's digital business environment, office software solutions are crucial to increasing 

organizational effectiveness and service quality. To sustain client happiness and commercial 

performance, software firms rely on efficient communication, problem solving, and technical 

assistance. Hospitals, pharmaceutical businesses, oil corporations, and other organizations may all 

benefit from the software development services provided by ATI Limited. Additionally, the 

organization offers technical help by fixing software-related problems that customers have 

reported. 

The office software system’s significance for ATI Limited’s organizational growth is the main topic 

of this internship report. I saw how software problems are received from clients, turned into 

support tickets, allocated to front-end and back-end developers, and handled through a systematic 

workflow during my internship in the Client Support and Service (CSS) department. This 

methodical approach enhances client happiness, operational effectiveness, and service quality, all 

of which support the organization's overall growth. 

 

1.2 Objective of the report  

Main Objective:  

The main objective of this report is to examine how ATI Limited's organizational growth is 

impacted by the office software system. 

Specific Objectives: 

-To comprehend ATI Limited's office software system and operations. 

-To assess the company's customer service and issue management procedures. 

-To determine how software systems enhance client-developer collaboration and communication. 

-To outline ATI Limited's services, activities, and organizational structure. 

-To offer suggestions for raising the office software system's effectiveness. 
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1.3 Scope of the report 

The scope of this report is limited to the practical knowledge and skills I acquired while interning 

at ATI Limited. The study primarily focuses on the customer Support and Service (CSS) division, 

where I examined the organization's ticket processing system, issue management procedure, 

customer communication, and software development collaboration. Additionally, it talks about 

how the office software system helps to increase customer satisfaction, service quality, and 

organizational efficiency. 

 

1.4 Methodology 

Types of Data and Techniques 

Both primary and secondary sources of information have been used in the preparation of this 

study. 

Primary Sources: 

• Practical job experience acquired while interning at ATI Limited. 

• Direct observation of the Client Support and Service (CSS) department's everyday 

operations. 

• Conversations with coworkers, software developers, and bosses. 

in-person interactions with business personnel. 

Secondary Resource: 

• ATI Limited's official website. 

• Manuals and company documentation. 

• Records of internships and appropriate organizational documentation. 

• Literature, journals, and internet resources about organizational development and 

software systems. 
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1.5 Limitations of the report 

There are limitations on every internship report. This report's development presented a number of 

challenges, including: 

• The company keeps client information, internal software, and operational procedures 

private. 

• Due to the short internship duration, it was challenging to fully comprehend all 

organizational operations. 

• Employees were not always available for in-depth conversations due to workload and 

time restrictions. 

• Due to corporate restrictions involving sensitive company information, specific 

information could not be presented. 

• My lack of professional experience also hindered the report's preparation because this 

was my first practical internship. 
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2. Company and Industry Profile 

2.1 Company Analysis 

2.1.1. Overview and History 

ATI Limited founded in 1998, ATI Limited is a prominent software development and IT solutions 

firm in Bangladesh. With more than 27 years of expertise, the company creates specialized 

software solutions for corporations, government agencies, hospitals, pharmaceutical companies, 

oil companies, and educational institutions. Software development, online and mobile application 

development, IT consulting, system integration, and software support are among its offerings. With 

offices in Thailand and the US, ATI Limited has grown worldwide and established itself as a 

reputable software supplier in Bangladesh via consistent innovation, high-quality service, and 

client satisfaction. 

2.1.2. Trend and growth 

In Bangladesh's software and IT sector, ATI Limited has consistently grown since its founding in 

1998. With more than 27 years of expertise, the company has expanded clients in the corporate, 

government, healthcare, pharmaceutical, and oil sectors by providing dependable technical support 

and specialized software solutions. In addition to providing services to customers all around 

Bangladesh, ATI Limited has expanded internationally by having offices in Thailand and the US 

and servicing clients in Pakistan and the US. The company's dedication to innovation, high-quality 

service, client happiness, and long-term business success is shown in its ongoing expansion. 

2.1.3 Product / Service / Customer mix  

To satisfy the operational requirements of various sectors, ATI Limited provides a broad variety 

of software products and IT-enabled services. To efficiently serve a variety of client groups, the 

company has a broad product and service approach. 

Mix of Goods and Services 

ATI Limited offers a range of technology solutions and software products, such as: 

-Customized software development 

-Development of Mobile and Web Applications  
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-Hospital Management Systems 

-IT Consultancy  

-Software Maintenance and Technical Assistance  

-Client Support Services 

Customer Mix 

In order to enhance flexibility and satisfy clients, the company mainly creates customized 

solutions based on client needs. By offering maintenance and ongoing operational assistance, 

ATI Limited also places a high priority on long-term client relationships and support services. 

ATI Limited provides services to a wide range of clients from various industries. The following 

are the main client categories: 

-Healthcare facilities 

-Pharmaceutical companies 

-Government agencies 

-Manufacturing firms 

-Oil and industrial companies 

Vertex Pharmaceuticals, BSRM, BIRDEM, RAJUK, Jamuna Oil Company Ltd., Memon 

Medical Institute Hospital, Universal Medical College & Hospital Ltd, KEPZ Trust Hospital, 

Drug International Ltd and Green Life Hospital are a few of the company's prominent clients. 

ATI Limited is able to retain operational stability in the face of changing market circumstances 

and lessen its dependence on a particular industry because to its diverse client base. 

 

2.1.4 Company Operations / Activity 

Software development, IT consulting, client support management are the primary operating 

operations of ATI Limited. The organization uses a project-based operational approach in which 

several departments collaborate to effectively finish software development and support tasks. 

Analyzing business demands and determining customer requirements are the first steps in the 

company's operations. The development team creates enterprise systems and specialized 

software based on customer requirements. To guarantee software quality, security, and 

operational effectiveness, ATI Limited follows to standard development processes. 
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2.1.5 SWOT Analysis  

The SWOT Analysis of ATI Limited is presented below: 

Strengths Weaknesses 

Over 27 years of software development 

expertise. 

Increased project difficulty due to a high 

reliance on customized software initiatives. 

Extensive experience in healthcare solutions, 

ERP, software development, and IT 

consulting. 

Compared to multinational software 

companies, the brand is not as well-known 

abroad. 

Diversified client portfolio across business, 

manufacturing, government, and healthcare 

industries 

Employee training and technological 

advancements demand continuous 

investment. 

Long-term client connections and excellent 

post-purchase assistance. 

Communication and resource difficulties 

while overseeing several projects at once. 

International business presence and 

experienced technical workforce. 

 

 

Opportunities Threats 

Growing demand for digital transformation; 

strong rivalry within the software sector 

strong competition between domestic and 

foreign software firms. 

Government programs that support 

digitalization and Smart Bangladesh. 

Technology is changing quickly, necessitating 

ongoing innovation. 

The growing need for automation solutions in 

the business, healthcare, and educational 

sectors 

Data privacy issues and cybersecurity 

hazards. 

Increasing use of data analytics, cloud 

computing, ERP, and AI technologies. 

Issues with talent retention and a lack of 

qualified IT workers. 

 

ATI Limited has a competitive advantage in the software market because to its broad industry 

experience, strong technical skills, and diverse client base. Nevertheless, the business has 

operational difficulties due to its reliance on customized projects and the requirement for ongoing 
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technical investment. Significant development potential is created by government digitalization 

programs and the growing use of digital technology. Intense market rivalry, quick technical 

advancements, cybersecurity concerns, and a lack of qualified IT workers continue to be major 

issues that the business must deal with in order to maintain its competitive position. 

 

2.2 Industry Analysis 

2.2.1 Specification of the Industry 

One of the fastest-growing economic sectors in the nation is the software and information 

technology (IT) industry, which makes a substantial contribution to both economic growth and 

digital transformation. The sector offers a range of public and private organizations services 

including cloud computing, software development, IT consulting, system integration, and business 

process automation. Individual software, ERP systems, healthcare management solutions, HRM 

software, and mobile apps are in high demand due to the growing use of digital technology and 

government programs like Smart Bangladesh. ATI Limited works in this area by providing clients 

in the business, healthcare, government, manufacturing, and educational sectors with specialized 

software solutions and IT services. 

2.2.2 Size, Trend and maturity of the industry 

One of Bangladesh's fastest-growing industries, the software and IT sector is vital to the nation's 

digital economy. Numerous software development organizations, IT service providers, startups, 

and outsourcing businesses that cater to both domestic and foreign markets make up the industry. 

The sector has grown gradually as a result of growing digitalization, the need for cloud-based 

solutions, mobile apps, corporate automation, and customized software. This rise has been 

strengthened even more by government programs like Smart Bangladesh and the growing use of 

information technology in both the public and commercial sectors. The industry is now in the 

growing stage of its life cycle. Continuous technical innovation, increased investment, and 

expanded export prospects imply significant future potential. However the sector also has to deal 

with issues including competitiveness, quick changes in technology, and a lack of highly qualified 

IT workers. 



8 

2.2.3 Industry Swot Analysis 

Bangladesh's software and IT sector has grown significantly as a result of rising digitalization and 

technical development. A SWOT analysis is provided below to help us understand the current state 

of the market. To assess the external environment and competitive landscape of the industry, a few 

PESTEL elements (External Economic and Technological factors) and Porter's Five Forces 

(Barriers to Entry, Threat of Substitutes, and Industry Rivalry) are also reviewed. 

Strengths 

✓ Strong demand across a range of sectors for digital solutions and software. 

✓ Assistance from the government through programs for digital transformation like Smart 

Bangladesh. 

✓ Increasing opportunities in domestic as well as international markets. 

Weaknesses 

✓ A lack of highly qualified IT workers. 

✓ Continuous demand for technical improvements and personnel training. 

✓ Intense rivalry between software companies. 

Opportunities 

✓ Increasing use of commercial automation, artificial intelligence (AI), and cloud computing. 

✓ Growth in software exports and global outsourcing prospects. 

✓ Growing need for specialized software solutions in the business, manufacturing, 

government, and healthcare sectors. 

Threats 

✓ Rapid advancements in technology require ongoing innovation. 

✓ Growing threats to data privacy and cybersecurity. 

✓ Strong rivalry between domestic and foreign software firms. 

 

Analysis of the industry 

External Economic Factors: Government programs like Smart Bangladesh, rising ICT spending, 

and the expanding need for digital business solutions all contribute to the industry's expansion. 

Technological Factors: The software industry is changing and becoming more efficient due to 
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developments in cloud computing, artificial intelligence (AI), mobile apps, cybersecurity, and 

business automation.                                                                                                                                              

Barriers to Entry: The industry has moderate to high entry barriers since it requires highly 

qualified personnel, technological know-how, capital, and a solid reputation in the market. 

Threat of Substitutes: The threat of substitutes is modest, since organizations may pick globally 

created software or ready-made commercial software instead of customized local solutions. 

Industry Rivalry: Competition within the sector is intense since various local software businesses 

and foreign enterprises compete via innovation, price, product quality, and customer service. 
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3. Internship Experience 

 

3.1 Position and Job Description 

I worked as an intern in the Client Support and Service (CSS) Department of ATI Limited. In 

accordance with the organization's Standard Operating Procedure (SOP), the CSS department acts 

as the main channel of communication between clients and technical teams,  

guaranteeing continuous software services and prompt client issue resolution. As a liaison between 

clients and developers, my primary responsibilities were managing software-related problems, 

communicating with technical teams, and keeping clients informed throughout the support process. 

To guarantee efficient service delivery, I also assisted with issue documentation, ticket 

management, and administrative coordination. I had the responsible for maintaining a check on 

employee attendance using the Market Monitoring Unit (MMU) system in addition to providing 

assistance to clients. I examined the attendance records produced by the Tour Plan Application, 

gathered justifications from the corresponding Zonal Managers (ZMs) for any inconsistencies in 

attendance, and made the necessary updates to the system. I worked with clients from a variety of 

industries throughout my internship, including manufacturing, healthcare, government, and 

businesses including Jamuna Oil Company Limited, RAJUK, GPH Ispat, BD Food, Momin 

Textile, and K&H Associates. Additionally, I obtained hands-on experience managing employee-

related data, leave requests, attendance, and movement requests using ATI Limited's ERP system, 

which improved my comprehension enterprise software and organizational processes. The Gantt 

chart below shows the main tasks and duties I completed during my three-month internship at ATI 

Limited. It shows how my work progressed during the internship, from orientation and training to 

managing client support tasks, administrative duties, and professional skill development. 
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Figure 3.1.1: Gantt chart showing the main tasks completed during the three-month internship at 

ATI Limited 

Activities Week 1-2 Week 3-4 Week 5-8 Week 9-12 

Company Orientation & CSS Department Introduction     

CSS SOP and Software Training     

Understanding Software Modules and Client Projects     

Receiving Client Issues through WhatsApp Groups     

Analyzing Client Issues     

Creating Support Tickets     

Assigning Tickets to Developers     

Developer Follow-up     

Client Communication & Ticket Closure     

MMU Attendance Monitoring     

Communication with Zonal Managers (ZM)     

ERP System Usage     

MPO Training Observation     

Professional Skill Development     

 

3.2 Tasks and Responsibilities 

My daily responsibilities involved managing software support requests, keeping clients and 

developers informed, and making sure that problems were effectively fixed in accordance with 

ATI Limited's Standard Operating Procedure (SOP). The CSS department divided the three 

categories into three types into three types. Instant/Critical issues: System issues, server 

difficulties, and login problems that need to be fixed right now. Minor Enhancement Requests: 

Modifications to current software features that were typically finished in three to five business 

days. Requirement/Change Requests: New business needs or significant software changes that 

needed to be coordinated with the Project Management Unit (PMU) and documented. 

The standard Client Support and Service (CSS) procedure used by ATI Limited is shown in the 

workflow below. It illustrates the process of receiving, evaluating, allocating, resolving, and 

communicating client concerns until they are successfully resolved. 
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Figure 3.2.2: Workflow of CSS Support Process 

 

 

 

 

  

                                                   

 

 

 

 

 

 

 

 

 

 

Apart from managing client support tasks, I was also assigned the task of using the Market 

Monitoring Unit (MMU) system to monitor employee attendance. I found Medical Promotion 

Officers (MPOs) who were absent, late, or had early exits by looking through the attendance data 

produced by the Tour Plan Application. I then revised the attendance records after speaking with 

the relevant Zonal Managers (ZMs) to get legitimate justifications. 

In addition, I made sure that all support-related documentation was correct and current, kept track 

of outstanding issues, and maintained daily work reports. My practical understanding of software 

Issue received through ATI Limited WhatsApp group 

Information gathering and issue analysis 

Classification of the Issue (Critical, Enhancement, Requirement) 

A suitable developer is assigned to the ticket. 

Client report issue 

Developer confirms Completion to CSS 

Created a Support Ticket 

The Developer Fixes the Issue 

CSS informs Client over WhatsApp “This problem has been resolved” 

Client Verifies Resolution 

Closed Support Ticket 
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monitoring, organizational communication, documentation management, and administrative 

coordination was improved by these duties. Examples of my daily tasks are shown in Figures 3.2.3 

to 3.2.5, which include utilizing the MMU software to track employee attendance and creating and 

handling support tickets via the ticketing system. 

Figure 3.2.3: Creating a support ticket in ATI Limited's ticket management system. 

 

 

 

 

Figure 3.2.4: Updating and closing a resolved support ticket after client confirmation 
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Figure 3.2.5: Monitoring MPO attendance through the MMU system and updating attendance 

reasons 

 

3.3 Education and Training received  

ATI Limited provided comprehensive onboarding and practical training to help me learn the CSS 

department's workflow. Initially, I learned about the company's organizational structure,  

ticket management system, communication protocols, and project workflow. The training focused 

on ticket creation, issue priority, documentation, developer cooperation, and communication with 

clients. I also learnt how to priorities issues based on their urgency and business impact, while 

keeping professional communication and confidentiality. I also received training on the Market 

Monitoring Unit (MMU), which helped me understand attendance reporting system and employee 

attendance monitoring procedure. During my internship, I went on monthly visits with a senior 
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CSS executive to Drug International Limited's headquarters to teach newly recruited Medical 

Promotion Officers (MPOs) on the Tour Plan Application. I learned a lot about software 

implementation, user training, and following-up client support from attending these sessions. With 

all factors considered, the training improved my technical knowledge, communication abilities, 

documentation procedures, and understanding of business software support operations. 

3.4 Experience gained 

The internship provided me with useful real-world experience in customer service, software 

support, and organizational operations. I now have a thorough understanding of the full software 

support lifecycle, which includes client contact, issue detection, ticket management,  

developer coordination, and solution verification. My knowledge of business software systems and 

other business procedures has improved as a result of working with clients from hospitals, 

manufacturing firms, government agencies, and corporate sectors. Managing several support 

requests at once enhanced my capacity to set priorities, perform well under pressure, and maintain 

service standards.By enabling me to keep track of attendance, interact with Zonal Managers, and 

guarantee data correctness, my participation in the MMU attendance monitoring process improved 

my administrative and reporting abilities. My knowledge of user support and software learnings 

was also expanded by participating in part in Drug International Limited's software training 

sessions. All things considered, the internship enhanced my communication skills, professional 

self-assurance, and practical understanding of organizational software systems. 

3.5 Skills Applied 

During my internship period, I utilized and developed plenty of professional skills that helped 

me with my daily responsibilities. 

Communication Skills 

To guarantee efficient information flow and quick problem solving, I successfully communicated 

with clients, developers, project managers, and zonal managers. 

Problem-Solving Techniques 

Analyzed software-related problems, assessed their importance, and worked with technical teams 

to help with effective problem solving. 
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Documentation and Ticket Management 

Prepared detailed support tickets, kept records of pending issues, maintained a check on 

remaining tasks, and recorded final solutions in accordance with organization procedures. 

Teamwork and Coordination 

To guarantee effective project execution and client satisfaction, I collaborated closely with 

developers, PMU members, senior CSS employees, clients, and managers. 

Effective Time Management 

Managed several projects, emergency support requests, and MMU duties while upholding 

service standards and timelines. 

Analytical and Administrative Skills 

Maintained correct organizational documentation, checked attendance inconsistencies, and 

maintained a check on attendance data through the MMU system. 

3.6 Case Studies 

Using the ADDIE Model for Case Analysis 

The ADDIE Model (Analysis, Design, Development, Implementation, and Evaluation) has been 

used to examine two actual client support issues in order to gain a better understanding of the 

problem-solving methodology used during my internship at ATI Limited. The ADDIE Model is 

frequently used for training and instructional design, but its methodical framework is equally 

useful for analysing software support procedures and problem solving. The following studies 

show how each model step helped identify issues, design suitable solutions, carry out corrective 

measures, and assess how well the solutions worked. 

Case Study 1: Jamuna Oil Company Limited (JOCL) Invoice and MR/PIS Correction for 

Transaction Date Modification 
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please make the change as per the instruction 

Analysis 

Finding the root cause of the issue is the main goal of the ADDIE model's first step. In this instance, 

the client's query revealed that the transaction date had been entered improperly, which had an 

impact on financial records and invoicing records. Therefore, before taking any corrective action, 

it was crucial to comprehend the nature of the problem and how it affected business operations. 

Design 

An acceptable solution approach was created when the problem was identified. To guarantee that 

the problem could be effectively fixed without affecting other financial records, this required 

figuring out the accurate transaction date, designating the accountable technical team, defining the 

corrective action method, and organizing the communication process. 

Development 

All the resources required to put the solution in action were prepared during this phase. The challan 

number, money receipt number, incorrect and correct transaction dates, and other supporting data 

needed by the technicians for carrying out the adjustment properly were all included in a  

detailed support ticket. 

Implementation 

The transaction date in the software system was then changed to implement the intended solution. 
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Coordination between the CSS team, developers, and the client during this phase made sure that 

the correction was applied without a hitch and that the client was kept up to date on developments. 

Evaluation 

Lastly, the performance of the solution was assessed by confirming the accuracy of the financial 

records and whether the transaction date had been updated accurately. Before closing the support 

request, client confirmation was used as the last evaluation factor to make sure the solution 

completely satisfied the client's expectations. 

Potential consequences of not resolving the problem  

If the problem had not been fixed, it possibly led to: 

✓ Inaccurate accounting reports and financial documents. 

✓ Money receipts, invoices, and challan data are inconsistent. 

✓ Errors in audit reports and monthly financial statements. 

✓ Issues with customer ledger reconciliation and payment validation. 

✓ Inaccurate records of sales and cash collecting. 

✓ Increased operational workload and manual correction. 

✓ Decreased trust between clients and the company's software system. 

 

Case Study 2: KEPZ Trust Hospital's Barcode Error in Lipase Parameter 

 

Please, check the barcode error of Lipase parameter (Biochemistry) 

Analysis 

Finding the root cause of the barcode scanning failure in the Lipase parameter was the primary 
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objective of the analysis stage. Understanding the operational consequences of the error was 

critical to determine the urgency of the problem because barcode scanning is crucial for patient 

sample identification and laboratory processing. The problem was classified as a critical support 

due to its impact on laboratory operations. 

Design 

A feasible resolution method was established after the problem had been examined. This involved 

identifying the technical requirements for correcting the barcode coding process, gathering 

verification from the hospital, designating the proper development team, and creating a 

communication strategy for ongoing progress reports. 

Development 

At this point, the technical data needed to correct the problem was ready. The patient's information, 

barcode picture, impacted laboratory parameter, and a thorough explanation of the barcode error 

were all included in the support ticket, which allowed the developers to effectively look into the 

issue. 

Implementation 

In order to restore correct barcode output, the development team made the required system 

correction. To guarantee that the solution was provided as quickly as possible, the CSS department 

kept in touch with the hospital and the developers throughout the implementation phase. 

Evaluation 

Verifying whether the modified barcode worked correctly in the lab scanner was the last step. Only 

once the hospital verified accurate barcode scanning and regular laboratory activities returned to 

normal was the problem considered effectively handled 

Possible consequences of not resolving the issue 

If the problem hadn't been fixed, it might have led to: 

✓ The sample was not recognized by the laboratory analyzer. 

✓ Delays in the creation of reports and laboratory tests. 

✓ A higher chance of reporting errors and manual data entry. 

✓ Incorrect identification of the patient sample. 

✓ Delayed decisions about diagnosis and conventional therapy. 
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✓ Higher workload and decreased laboratory efficiency. 

✓ Longer wait times and lower patient satisfaction. 

✓ Loss of trust in the LIS (Laboratory Information System). 

4. Conclusion and Key facts 

4.1 Findings 

The internship at ATI Limited provided me with important insights into the Client Support and 

Service (CSS) division and how a software service company operates. My practical experience  

led me to the following conclusion: 

Positive Findings 

1. ATI Limited handles client concerns according to a well-organised Standard Operating 

Procedure (SOP), which guarantees systematic ticket creation, issue category assignment, follow-

up, and closure. 

2. The CSS division efficiently facilitates communication between clients and developers 

,allowing for effective coordination and prompt problem solving. 

3. By keeping accurate records, monitoring issue status, and assisting with administrative tasks 

like attendance, leave, and movement management, the company's ticketing system and ERP 

software increase workflow efficiency. 

4. By providing continuous employee attendance monitoring through the Tour Plan Application, 

the Market monitoring Unit (MMU) system improves the accuracy and transparency of attendance 

management. 

5. Working with clients from the government, corporate, manufacturing, and healthcare sectors 

gave me hands-on experience with various business procedures and enterprise software programs. 

Challenges Identified 

During the internship, a number of operational issues were noted despite ATI Limited’s well-

organized support process: 

1. It took longer to analyse and document software issues when clients were unable to  

Provide clear explanations. 
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2. Managing several client enquiries at once required efficient priority, particularly when 

important support issues and improvement requests were received simultaneously. 

3. Because developers worked on multiple projects at once, some requirements-related and 

enhancement tasks occasionally required longer completion dates, necessitating frequent client 

follow-ups. 

4. To guarantee prompt issue resolution and avoid misconceptions, constant contact between 

clients, developers, and the CSS team was required. 

5. The timely updating of attendance data was occasionally hindered by the MMU system's 

failure to collect attendance explanations from various Zonal Managers (ZMs). 

6. The variety of ATI Limited's projects required ongoing learning in order to adjust to various 

software modules and understand clients' business processes. 

 

4.2 Recommendation 

The following recommendations have been put forward to enhance the effectiveness of ATI 

Limited's client service operations in view of the internship's findings. 

Findings Recommendations 

When clients were unable to provide clear 

explanations ,it required more time to analyse 

and document software faults. 

 

For clients, ATI Limited can provide a 

standardized issue reporting form or criteria. 

This would enable the CSS team to analyses 

and fix issues more quickly by helping clients 

give detailed data, including screenshots, 

error messages, impacted modules, and 

methods to recreate the problem. 

Tasks related to requirements and 

enhancements sometimes took longer to 

complete since developers were working on 

several projects at once. 

To balance developers' responsibilities, the 

organization can put established a more 

structured workload management and job 

scheduling system. Frequent progress reports 

and acceptable deadlines can help cut down 

on delays and enhance client communication 

about expected completion dates. 
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Before updating the MMU system, the CSS 

team had to manually ask Zonal Managers 

(ZMs) for the reasons why Medical 

Promotion Officers (MPOs) were absent, late, 

or early exit which sometimes required a lot 

of time. 

A self-service attendance explanation function 

might be implemented into the Tour Plan 

Application by ATI Limited. Medical 

Promotion Officers (MPOs) could use the 

program to directly submit reasons for 

absence, late attendance, or early exit after 

being informed by the CSS team via their 

assigned Zonal Manager (ZM) and Area 

Manager. The MMU system would 

automatically integrate these explanations, 

minimizing manual follow-up, enhancing data 

accuracy, and guaranteeing timely attendance 

updates. 

 

4.3 Conclusion 

My internship at ATI Limited provided me with an excellent opportunity to close the knowledge 

gap between academics and real-world experience in a professional software service setting. I was 

able to comprehend the entire client support process including issue analysis, ticket processing, 

developer collaboration, and efficient client communication while working in the Client Support 

and Service (CSS) Department. Additionally, using the ERP system and participating in the Market 

Monitoring Unit (MMU) improved my comprehension of workflow management, administrative 

operations, and enterprise software. 

The internship additionally demonstrated how office software systems support accurate data 

management, facilitate efficient departmental coordination, improve communication, simplify 

business processes, and increase operational efficiency all of which contribute to organizational 

development. Systems like the MMU software, ticketing system, and ERP platform were crucial 

in guaranteeing prompt service delivery, effective resource management, and enhanced 

organizational performance. 

All things considered, this internship has been an important turning point in my career. It improved 

my communication, collaboration, and problem-solving skills while expanding my practical 
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knowledge of organizational operations and software support. My future career will have a solid 

foundation because of the knowledge and experience I've acquired through this internship, which 

has prepared me to work with competence in a professional environment. 
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Appendix A 

Relevant Documents 

✓ Screenshots of the CSS Ticket System 

✓ MMU Screenshots of Software 

✓ Screenshots of ERP System 

✓ Request Forms for Users (JOCL & KEPZ) 

✓ Gantt Chart 

✓ Internship Performance Evaluation 

https://www.atilimited.net/
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