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Executive Summary 
[bookmark: _GoBack]In the present competitive world, travelling related business is a profitable and prosperous business. People can introduce with various cultures through travelling. Business concept is very important to establish a business and to operate it. Holidays and Vacation rouse people to new travelling. Travel Agency helps people to fulfill long cherished travelling plan. To serve quality services, Airlines Tickets, extra facilities, affordable rate, Package Tour etc are the milestones of Sunshine Travel Air International. Sunshine Travel Air has earned a reputation for excellence and has earned the respect of consumers and corporate companies. Building a leading travel agency company requires relentless innovation, commitment to quality and dedication to customer service and value. Sunshine Travel Air International has made a great achievement through the qualities of entrepreneurship, growth and leadership in travelling business. Every organization has different objectives. In order to achieve these objectives it sets different targets. Sometimes planning and targets are turned down the hierarchy depending on the nature of the business. Therefore, in order to achieve the objectives, management makes different strategies. These strategies are divided into many sub-parts and are useful for the progress of the business. The management and the employees have to know what they have to achieve through the targets. The strategies that have been adopted by the company help them know the way they will achieve the objectives. Similarly, Sunshine Travel Air has different targets set to adopt different strategies to achieve success and different targets. The targets set by the different travelling company are passed on to the TGM (Travel agency General Manager) and it passes them to the workforce. These targets might be included with the organizational structure. In order to achieve the targets every traveler needs co-operation and work together in friendly environment. On the other hand, the company has some own internal and external idea that affect pricing, service & marketing strategy .It always takes meticulous steps to handle their service and decision. It treats its loyal customers properly and gives them lucrative offers. It sets a reasonable initial price for its products to send a signal to customers that its services are qualitative lucrative. The step takes into account based on cost differences between the products (Domestic & International Air tickets) in the line, and customer evaluations in the different features. Apart from that to promote their product and service it usually develops different kind of fare pricing strategies. And the pricing strategy of Sunshine Travel Air’s has made it a renowned Travel agency in the Bangladesh. Whereas Sunshine Travel Air always launches new product & service, stimulate demand, change the short-term offer, and encourage repeat or greater usage by current customers. The success of Sunshine Travel Air relies heavily on delighting their customers by ensuring their needs and desires. Hence, Sunshine Travel Air gives strong importance to their marketing efforts to ensure consumer satisfaction. In the present intense competition, Sunshine Travel Air must look for ways to differentiate their business to achieve and maintain a competitive advantage. Dhaka city requires consign that will fit into the 'new look' of the community, contemporary and trustworthy.
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Chapter- One
INTRODUCTION 

1.1 Introduction:
BBA program requires a case study analysis of any organization to get experience to the real life business and organizational practice. To fulfill this purpose, I have selected “Sunshine Travel Air Intl”. To meet up the partial fulfillment of our course requirement, I have taken the profile of “Sunshine Travel Air Intl”. This report has been prepared based on the theoretical & practical experience on the company’s activities, performance, market status and others through published material study.

1.2 Objective of the Study 
1.2.1 Board Objective 
The main objective of the proposed study would be to determine the marketing strategy and as well as its overall operation/functioning and their possible impact of on profit and decision making

1.2.2 Specific Objective 
The specific objective of the proposed study would be to determine the performance of the business through-
· To know about the main Marketing policy of Sunshine Travel Air Intl.
· To determine the level of customer satisfaction of Sunshine Travel Air Intl.
· To decide comprehensive analysis of different types fare pricing in travelling sector.
· To collect information about pervious and present promotional activities of Sunshine travel Air international.




1.3 Background of the Study 
Sunshine Travel Air International providing service especially accommodation domestics and International travelers for long time successfully. Its location is Naya Paltan, Dhaka.  A door opened up to them, after 4years of working experiences at Naya Paltan and other local agencies, to give us the opportunity to serve people from at Uttara. Sunshine Travel Air offers travel services including Hotel Reservation and other travel related facilities. Sunshine Travel Air has numerous services industry resources to find exactly what you are looking for at the best rates. Sunshine Travel Air International provides such services and facilities so that the travelers feel free and comfortable. As Sunshine Travel Air International is most reliable professional Travel Agent they adopt highly competitive rate for Domestic and International travel needs.

1.4 Scope of the report:
The report covers the all activities of “Sunshine Travel Air Intl”. It has identified the major activities of the Travel agency business. It mainly focuses the overall mechanism of operating as well as marketing activities of Sunshine Travel Air Intl. It is not possible to cover in depth analysis of every department & sub sections of the company.














Chapter- Two
Literature Review


2.1 History of Sunshine Travel AIR INTL
Sunshine Travel Air International accommodating domestics and International travelers since 2005 from Naya Paltan successfully. After 4 years of working experiences at Naya Paltan and other local agencies a door opened up, giving us the opportunity to serve you now at Uttara. Sunshine Travel Air offers a myriad of travel services including Hotel Reservation and other travel related facilities. Sunshine Travel Air has numerous services industry resources to find exactly what you are looking for at the best rates. Travelers enjoy reliable, personalized service from our professional Travel Agents along with highly competitive rate for your entire Domestic and International travel needs. Sunshine Travel Air with all major Domestics and International Airlines.

Let’s talk about Sunshine travel Air story-
· 2005 - Kazi Md. Nazrul Islam (Sumon) opens the first Sunshine travel Air in Naya Paltan.
· 2005- Obtain the legal status of Sole proprietorship.
· 2006 – Obtain IATA agreement.
· 2006- Obtain TOAB & ATAB membership.
· 2006- Obtain PSA (Passenger Sales Agent) of United Airways.
· 2007-Obtain CAAB Reg. & trade license.
· 2008- Start Hajj processing and Omrah processing services.
· 2009 - 2010 brunch office are open throughout the Uttara.
· 2010 – Sunshine Holidays’ was introduced.
· 2011- Obtain PSA of Regent Airways.
· 2012- Inaugurates a new eye-catching sales office in Uttara.


2.2 Vision
Vision is one kind of imagination, that we can make it possible. Sunshine has some visions. Those are given below: 

 (
To  
make people know about world heritage and culture.
To  provide
 enjoyment by having tour.
To  provide
 fabulous service to the 
customer.
To  make
 people love with travel.
)












2.3 Mission Statement
Sunshine’s has some missions. Those are given below-
Sunshine Travel Air International always intends to create natural, healthy, exuberant, peaceful, and enjoyable environment for the travelers, The Company creates such environment in which the employees of the company are fairly compensated and encouraged to respect the customer and to ensure the quality of the service they provide. In addition, the follow-up of the company is remarkable. Through the process they ensure customer satisfaction and make remarkable improvements based on the recommendation given by the customers. The company decides reasonable fair and responsible profit what will be enough to keep the company financially healthy for the short and long term, and to fairly remunerate employees to work attentively. The company provides such packages, service lucrative to the customers for all time. The courtesy and service of the company compel customer to say, "I'll be back!".All these are the noteworthy feature of the company and for growth, Advancement, and Rewarding Careers in a Fun, Safe Working Environment
2.4 Objectives
Aim and objectives are the main characteristics to make progress. Objectives are very important for developing any business. Like every company Sunshine travel air has some objectives. Such as-
Sunshine business strategy mainly revolves round the global need to provide quality service to their valued customers. Their main objective is to satisfy their customers especially the travelers. They ensure the satisfaction of the traveler hiring professional team to provide best quality custom-designed travel packages, catering to the client's particular needs. With the progress of the time Sunshine marketing campaign will increase the awareness of their services in the various market segments they shall be targeting. This is particularly their organization outlook establishing a clear advantage in an increasingly competitive market.


2.5 Management Team
This is sole proprietorship business. In management team,
1)	Sunshine Travel Air international.
2)	Sunshine Holidays
[image: ]3)	Sunshine Express













2.6 Marketing Analysis and Sales Tactics Section

MARKETING

Regard local and global market, Sunshine travel air has tried to gain a thorough understanding of their competitive environment and continuously strive to develop unique business ideas to make their business a success. Thus, Sunshine travel air has successfully attained a broad range of loyal customers, who think the company trust worthy for the services like air ticket & tours packages. In order to expand this range, Sunshine travel air’s marketing team is involved in developing new package tours and concepts all the time. Above all, they not only make GOOD packages, they also ensure services for customer satisfaction providing great service and traveling experience. And for these reason their customers remember them and feel their services.

Keys to Success

Sunshine Travel Air makes much more success undoubtedly for effective market separation through identifying several markets. Another character for the success of the company is implementation of innovative strategies. The company always brings innovative advertising policy, personal selling policy and direct marketing policy to make new success. Personal sells marketing policy of the company rotates round keeping in touch with hotels and travel agencies for major customers, and innovative advertising for new customers. Key factor for every success of the company will be included below:

1. Excellence in fulfilling the promise: 
Sunshine travel air always tries to fulfill their business commitment. For this purpose they offer completely enjoyable, comfortable and informative travel plan that will ensure travelers thoroughly satisfied and appreciative at the end of their trip.



2. Timely response to customers' requests: 
Sunshine travel air never delays their clients, so that they can make positive image and reputation for future betterment and for the ever progress in travelling business. Hence they develop regular communication with the client, including hotels and lodges so as to ensure their constant availability to meet the expectations of the client.

3. Solid and fruitful strategic alliances: 
Considering the nature of their services and their respective beginnings on the market, Sunshine travel air realize the importance of establishing and maintaining fruitful strategic alliances with various stakeholders, including hotels, lodges, and travel agencies, amongst others, so as be assured of a constant flow of customers, fulfilling their needs at every opportunity.

4. Marketing know-how: 
As a comparatively new company on the market from others they needed to aggressively market their business and the services they provide so as to be continuously at the top of their prospective clients minds. This will also act as a temporary deterrent for companies contemplating entering tourism market. Advertising shall be undertaken on a regular basis.

2.7 Literature Review 
The tourism industry has encounter rapid growth of unmatched nature over the last several decades. This has mainly been due to the advent of a 'borderless' world and increased information dissemination about the majestic sceneries throughout the world. People want to travel according to their culture. But this is the period of globalization. So, Sunshine travel Air has to cope with this. People want to know other culture. Because of that, travel agency makes a great opportunity for people. That’s why many travel agencies have been built for providing ticketing and tourism services to local people. The current movement towards an increase in the number of tourists invades the country presents an opportunity for sunshine travel air to penetrate the market. An opportunity for sunshine travel air’s success exists because the national tourism industry is growing at a rapid pace annually. Sunshine travel air is composed to take benefit of this extension and average competition in the city travel portion of the industry, with a dedicated and experienced staff, excellent networking, and effective management and marketing. Sunshine travel air intends to provide travel and adventure packages to local people & tourists primarily in the abroad & as well as Bangladesh. Products and services provided by Sunshine travel air will initially include Air ticketing, advance tours, custom packages according to client’s specifications, travel consultation, and as time progresses making reservations for lodging amongst other related services.
Usually, people don’t go the abroad daily. In spite of that, this business is very profitable. That’s why they want to know how travel agencies operates their business in Bangladesh and as well as what were the Marketing strategy in Bangladesh.

2.8 Limitations:
They have done the study under several types of limitation that’s given below- Uncollected data regarding the financial history of the company remains out of scope.
Most specific Limitation that I faced:
· In many cases up to date information is not published.
· To get and to acquire information is very difficult.
· Many procedural matters were conducted directly in the operations by the top management level, which may also gave same sort of restrictions.
· Because of time and human resource constraint my survey sample only within the organization.
· Every Employees are busy with their exertion, so that’s why most of the time they disagree to answer the question.
· Survey work is field work sometime because of bad weather I face difficulty.
· Large-scale research was not possible due to very less time target.
· Non-availability of data in a systematic way.
· Non-availability of the reference book is another limitation.
· Information sharing is the most critical problem.
· Customers are not willing to spare time to fill the questionnaire. Some people are very rude while saying no.



2.9 Marketing Mix Strategy:
Marketing strategy is the main thing in business. Every company has to make a marketing strategy. That’s why; Sunshine Travel Air will follow the marketing mix. Marketing mix contains with 7Ps.
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Fig-1: Marketing Mix Strategy







2.9.1 Product Mix:
	PRODUCT LEVELS
While planning its market offering, the marketer needs to consider five levels of product. Each level added the values of customer, and the five constitute a customer value hierarchy. The products & Services that the travel and tourism industry offers to its customers are as follows:
1)	Core product
The core product offered by Sunshine Travel Air and Tourism industry is the destination. It is core because the main aim of the tourist is the destination where he has to reach or go.
2)	Basic product
The basic products offered by Sunshine Travel Air and Tourism industry are ticket booking, transport, sightseeing, hotel booking.
3) 	Expected product
These are the products that the customer expects the organization to offer. These are impeccable services, seat availability on needed time as it is critical to business travelers, accurate information, and quick check in for the senior manager of the company, valid information, information about various packages and different routes leading to a particular destination.
4) 	Augmented product
These are the products that are offered by the companies to distinguish itself from others. These products become expected products in the future. Those are large couches in business class, Wi-Fi in hotels, personalized meals on board, tele checking 8hrs booking in hotels, hotels providing laptops on request, internet access as complimentary for the corporate packages.
5) 	Potential products
These are the future products that the companies will offer to its customers. These can be underwater tourism, hovercraft for traveling. Also Virgin Atlantic airlines are thinking of adding a casino and a shopping mall in the airline.






2.9.2 PRICE MIX:

In pricing decisions, the product or the service mix of the tourist organization is important. They have to set prices in line with the quality of services to be made available to the customers and the type of customers they are targeting. Pricing decisions are influenced by internal factors like pricing policy of the company, and external factors like the destination itself. They are required to think in favor of discounting price. These may include discounts for cash payments, seasonal discounts, trade discounts etc. But while offering the discounts, one thing can not be forgotten that it may also create image problem since some of the value sensitive tourists may confuse about the quality.

2.9.3 PROMOTION:
Creation of awareness has a far-reaching impact. The tourist companies bear the responsibility of informing, induce and recognize the potential tourists in a right fashion. The marketers need to use the different components of promotion optimally so that they succeed in raising the number of frequent customers. Promotion helps in maximizing the duration of stay, frequency of visit by offering new tourist products in the same country to areas, which have remained untapped or partially tapped. The
Various dimensions of tourism promotion are as follows:

ADVERTISING
Advertisement gives major message to the actual and potential tourists. Its coverage is wide. Advertising is pointed at the public to create consciousness of the travel offers available on a hotel or resort and its attractions to influence their business decisions. Abstract things can be recompense with the help of visual exposure of scenes and events. Sunshine Travel Air can project hotel bedrooms, well-arranged restaurants and cafeterias, swimming pools etc.
PUBLICITY
Sunshine Travel Air Intl focuses awareness on reinforce the public relations measures by developing a rapport with media people and getting their personalized support in publicizing the business. It helps in predicting the positive image of tourist companies since the prospects trust on the news items publicized by the media people. The marketing program include regular publicity stories and photographs to the newspapers, travel editors, contact with magazines on stories etc. advertising is a part of publicity.

SALES PROMOTIONS
Sales promotion calculates is the short-term action seeking to increase sales at peak demand periods to ensure that the firms obtain its market share and are used to help launch a new product or support an ailing or modified one. Sunshine Travel Air is use tool of sales promotions is designed to appeal particularly to those customers who are price-sensitive. Sunshine Travel Air used several techniques to promote sale and the tourist professional need to use them in the face of their requirements vis-Ã -vis the emerging trends in the business.

WORD-OF-MOUTH PROMOTION
Most interaction about tourism takes place by word-of-mouth information, which in a true sense is word-of-recommendation. In the tourism industry it is found that the word-of-mouth promoters play the role of a hidden sales force, which helps the process of selling. The high immensity of success of this tool of promotion is due to high credibility of the channel, especially in the eyes of the potential tourists. The sensitivity of this tool makes it clear that tourist organizations need to concentrate on the quality of services they promise and offer. The promoters of the tourist organizations need to keep their eyes open, identify the spoken persons or the opinion leaders and take a special care of them so that they keep on moving the process of stimulating and creating demand. Hence Sunshine Travel Air has a positive word-of-mouth.

PERSONAL SELLING
Personal Selling is based on the personal skill of an individual. The travel business depends considerably on the personal selling. The expansion of travel and tourism has been possible due to skilled and trained sales personnel. The growth of tourism business has been affected by the services rendered by the travel agents and travel guides since they work as information carriers. Personal selling is the personal presentation of a tangible product or intangible services or ideas to the customers. It is crucial to state that in the tourism industry, the employees who present tourists form an essential component of the product, such as sales personnel are found responsible for dealing with customers behind the counter, the resort representatives cater to the need of tourists when they reach the destination etc. Everyone plays a key role in ensuring that the tourism products repay the tourists. The phrase- the customer is always right applies specifically to the tourism industry. No reduction in price would compensate for impolite and indecent travel guide, a solvent waiter and a surly or a haughty coach driver. These facts are evidence to the proposition that the travel business is linked with the performance and behavior of sales personnel or travel staff.

TELEMARKETING
It is a method of selling that is most commonly used by Sunshine Travel Air in which a professionally sound telemarketer markets the business. The quality of technology and the communicative ability of the telemarketers determine the magnitude of success of this component. In tourism, the travel agents, offices of airways, receptionist, and secretaries can work efficiently if the telephonic services are not up to the mark. Also hiring a employee considered being professionally sound, skilled, personally-committed sales personnel having an in-built creativity, innovation and imagination is very important.

EXHIBITIONS
Sunshine Travel Air participate all the travel related exhibitions. The participants include state and national tourism promotion boards, travel agents and tour operators, airlines, car rentals, cruise liners, holiday financiers, technology providers, hotels and resorts, education institutions in the field of hospitality and tourism. Over the years the contribution of foreign tourism promotion boards like the Dubai Tourism and the Mauritius Tourism, etc has increased in order to aggressively promote their respective countries.

ONLINE PROMOTIONAL STRATEGIES
Sunshine Travel Air provide many services online such as
· Birthday reminder service- here people can save the birthday date of their friends, relatives , and Sunshine Travel Air will remind you the birthday date and birthday parties discount and one can book ticket in online.
· Passport renewal Reminder service
· E-coupon and discount offer available to online customers.



VIP CLUB -
a VIP (such as Uttara Club) club made where people can register their email, mobile number where Sunshine Travel Air provide them latest Tours & travel package news, discounts and offers at email, mobile phones.

2.9.4 PLACE:
It refers to the best place to offer program. That is the place where it is located and through what channels are we distributing programs and the competitive advantage lies in distribution. Sunshine Travel Air in Dhaka is situated out of the market area near Uttara. This site has been chosen keeping in view the following factors. It is in an out of centre location on airport with good parking accessibility. Secondly the Uttara area is of a specified minimum size and within a given drive time to the site. Distribution The type of distribution channel used by Sunshine Travel Air is the direct channel. Secondly they also have branches in Naya Paltan.
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Fig-2: Sunshine Travel Airs Uttara Location    Fig-3: Naya Paltan Location


2.9.5  	PEOPLE
In Sunshine Travel Air the job design is not the most difficult task to do. Also there is some specific requirement for recruiting process.
The only factor Sunshine Travel Air was considering on the communication skills, how they communicate with the customers. Since the communication is the most important factoring between the customer and employee because the whole process is depended on giving the orders for travel packages. For this the Management conducted the training process for the new employees. The Training is given for total 5 days. Out of 5 days, they have 3 days for ABACUS Air ticket selling software training and other 2 days in the examination and communication skill building training that is, how to take orders and basically how to communicate with customers and make them happy by their services.

2.9.6 PROCESS
The design of the process of the Sunshine Travel Air is very efficient. Sunshine Travel Air follow a hierarchy, all the employee designation are different, Sunshine Travel Air has a very prescribe and well known process by adopting various technology software which help them to upgrade Sunshine Travel Air’s air ticket supply management and also manage their customer efficiently.

2.9.7 PHYSICAL EVIDENCE
The ambience of the Sunshine Travel Air is good enough to catch up the people. Sunshine Travel Air provides a very good travel experience with high quality of atmosphere in terms of their physical evidence. And Sunshine Travel Air always tries
to upgrade with changing environment and modernization is key of success of the Sunshine Travel Air.




Chapter 03
Research methodology


3.1 Methodology of the Study 
Primary and secondary data have been used for preparing the report. Officials of Sunshine Travel Air Intl have been interviewed to prepare the report.
The basic data is secondary used in the preparation of this report are obtained from:
· Studying different files and company report.
· Based on the interview of customer’s of Sunshine Travel Air Intl.
· Small ranged research report and published materials.
· Only 50 customers are selected for interview process.



3.2.1 Sources of data:
Primary Sources:
The primary data has been collected through interview of employees, general managers of Sunshine Travel Air Intl. Data also collected observing various organizational procedures, structures and directly communicating with the customers of some travelling agency. Primary data has mostly collected from the discussion with the employees and through surveying customers of the sales office (primary source: within the organization). The most sampling method of small research mainly depends on a convenience sampling method and this convenience sampling method is less costly and takes into easily accessible data sources.




Secondary Sources:
I have also used different types of secondary data in the report. Sources of secondary information can be defined as follows:
Internal sources:
· Flyers
· Leaflets of different kind of offers
· Any information regarding the travel agency business.

External Sources:
· Newspaper
· Different reports, essays related to the tourism business from websites.
· Web site of Sunshine Travel Air Intl
· Internet
· Company catalog
· Ad Firm data.

3.2.2 Data Collection Procedure:
All data are collected through company’s annual report and through interview process.

3.2.3 Questionnaire Survey:
Two sets of question are used to collect information for the study, for customer and travel agency. Open ended, close ended and multiple questions were set in the questionnaire for the general customer of the travel agency.
Finally, an elaborate interview with (Sunshine Travel air’s Managing director) has been arranged for specialist views on the Sunshine Travel Air Intl and the proposed study.

3.2.4 	Data Analysis and Instruments
Data Analysis has been done primarily with the help of MS-Excel. Statistical calculations have been done with Excel and SPSS software.

Chapter 04
Results and Discussions

4.1 Questionnaire Survey Analysis 
As I am preparing a term paper on Overall activities of Sunshine Travel Air Intl” I have designed a Questionnaire to know your views and Customer Satisfaction level of Sunshine Travel Air Intl. I have conducted a survey which includes the following questionnaire surrounded by Sunshine Travel Air Intl.

4.2 Customer satisfaction related to Product:

A summary of findings customer satisfaction related to product along two tables has been presented in table 1, table 2. 

Table 1:  There are wide ranges of services in Sunshine Travel Air Intl
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	17
	34%
	34.0

	Agree
	28
	56%
	56.0

	Neutral
	5
	10%
	10.0

	Total
	50
	100%
	100


 
Interpretation 
From the above Table, it is seen that 17% of the respondents strongly agree &28% of the respondents agree that Sunshine Travel Air Intl delivered wide range of service. So researcher can say that most of the customer said that the wide ranges of services delivered by Sunshine Travel Air Intl to their customers. 


Table 2: The product services are in satisfactory level.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Agree
	3
	6%
	6.0

	Neutral
	8
	16%
	16.0

	Disagree
	16
	32%
	32.0

	Strongly Disagree
	23
	46%
	46.0

	Total
	50
	100%
	100






Interpretation 
From the above table, it can find that 16% of the respondents disagree and 23% of them strongly disagreed that product services are in satisfactory level. So researcher can say that most of the customers are not satisfy with the product services of Sunshine Travel Air Intl So Sunshine Travel Air Intl should increase the product in convenient location to provide better services to the customers. 

4.3 Customer satisfaction related to Price:
A summary of findings customer satisfaction related to price along one tables has been presented in table 3.

Table 3: Sunshine Travel Air Intl company’s price responsibilities in is reasonable.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	12
	24%
	24.0

	Agree
	35
	70%
	70.0

	Neutral
	3
	6%
	6.0

	Total
	50
	100%
	100


 




Interpretation 
Form the above table; it can say that 12% of the customers strongly agree, 35% of the customers agreed with the statement that the price responsibilities in Sunshine Travel Air Intl are reasonable. So researcher can say that the price responsibilities are reasonable in Sunshine Travel Air Intl.
4.4 Customer satisfaction related to Place: 
A summary of findings customer satisfaction related to place along two tables has been presented in table 4 and 5
Table 4:  The number of Sunshine Travel Air Intl agent is sufficient.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	5
	10%
	10.0

	Agree
	31
	62%
	62.0

	Neutral
	2
	4%
	4.0

	Disagree
	12
	24%
	24.0

	Total
	          50
	     100%
	100






Interpretation 
From the above table, it can find that the 10% of the respondents strongly agree31% of the respondents agree that the number of Sunshine Travel Air Intl showroom is sufficient. So the researcher can say most of the customers of Sunshine Travel Air Intl said that the number of Sunshine Travel Air Intl agent is sufficient. Sunshine Travel Air Intl should increase more agent in different suitable places.

Table 5:  The Location of Sunshine Travel Air Intlagent is convenient.

	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	7
	14%
	14.0

	Agree
	34
	68%
	68.0

	Neutral
	1
	2%
	2.0

	Disagree
	8
	16%
	16.0

	Total
	50
	100%
	100






Interpretation 
From the above table, it can find that the 14% of the respondents strongly agree38% of the respondents agree that the number of Sunshine Travel Air Intl show room is sufficient. So the researcher can say most of the customer said that the location of Sunshine Travel Air Intl agent is convenient.




4.5 Customer satisfaction related to Promotion: 
A summary of findings customer satisfaction related to promotion along one tables has been presented in table 7
Table 7:  The advertisement medium of Sunshine Travel Air Intl is attractive.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Agree
	7
	14%
	14.0

	Neutral
	3
	6%
	6.0

	Disagree
	14
	28%
	28.0

	Strongly Disagree
	26
	52%
	52.0

	Total
	        50
	      100%
	         100





Interpretation 
From the above table, it can find that the 14% of the respondents disagree,26% of the respondents strongly disagree that the advertisement medium of Sunshine Travel Air Intl is attractive. So the researcher can conclude that most of the customer said that the advertisement medium of Sunshine Travel Air Intl is not attractive.

4.6 Customer satisfaction related to People: 
A summary of findings customer satisfaction related to people along three tables has been presented in table 8, table 9, and table10. 

Table 8: Friendly enthusiastic staff assistance
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	36
	72%
	72.0

	Agree
	14
	28%
	28.0

	Total
	50
	100%
	100






Interpretation 
From the above table, it can find that the 36% of the respondents strongly agree14% of the respondents agrees that Sunshine Travel Air Intl has friendly enthusiastic staff assistance. So the researcher can conclude that most of the customers of Sunshine Travel Air Intl said that in Sunshine Travel Air Intl they have friendly enthusiastic staff assistance.



Table 9: Employees are capable to realize customers’ needs.

	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	32
	64%
	64.0

	Agree
	14
	28%
	28.0

	Neutral
	4
	8%
	8.0

	Total
	        50
	100%
	100






Interpretation 

From the above table, it can find that the 32% of the respondents strongly agree 14% of the respondents agree that employees are capable to realize customers’ needs. So the researcher can conclude that the employees are capable to realize customers’ needs.






Table 10: Attitude & Behavior of employee toward account holder of Sunshine Travel Air Intl is excellent.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	15
	30%
	30.0

	Agree
	32
	64%
	64.0

	Neutral
	3
	6%
	6.0

	Total
	         50
	       100%
	            100






Interpretation 
From the above table, it can find that the 15% of the respondents strongly agree 32% of the respondents agree that attitude & behavior of employee toward account holder of Sunshine Travel Air Intl is excellent. So the researcher can say that attitude & behavior of employee toward account holder of Sunshine Travel Air Intl is excellent.




4.7 Customer satisfaction related to Physical Evidence:
A summary of findings customer satisfaction related to physical evidence along one tables has been presented in table 11, table. 

Table 11:  The showroom is modern and good looking decorated.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	35
	70%
	70.0

	Agree
	14
	28%
	28.0

	Neutral
	1
	2%
	2.0

	Total
	        50
	       100%
	         100





Interpretation 
From the above table, it can find that the 35% of the respondents strongly agree14% of the respondents agrees that the agent is modern and good looking decorated. So the researcher can say that the branches are modern and good looking decorated.


4.8 Customer satisfaction related to Process: 
A summary of findings customer satisfaction related to process along four tables has been presented in table 12, table 13 and 14
Table 12: Waiting time to get any service from is reasonable.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	40
	80%
	80.0

	Agree
	6
	12%
	12.0

	Neutral
	4
	8%
	8.0

	Total
	50
	100%
	100






Interpretation 
From the above table, it can find that the 40% of the respondents strongly agree6% of the respondents agrees that waiting time to get any service from is reasonable. So the researcher can say that waiting time to get any service from is reasonable.



Table 13: To make transaction in Sunshine Travel Air Intl is Reliable.
	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	16
	32%
	16.0

	Agree
	25
	50%
	50.0

	Neutral
	5
	10%
	10.0

	Disagree
	4
	8%
	8.0

	Total
	       50
	     100%
	          100





Interpretation 
From the above table, it can find that the 16% of the respondents strongly agree 25% of the respondents agree that to make transaction in Sunshine Travel Air Intl is Reliable. So the researcher can say that most of the customers said that to make transaction in Sunshine Travel Air Intl is Reliable.

Table 14: You feel comfortable to get any service from the Sunshine Travel Air Intl

	Valid
	No of respondents
	Percent (%)
	Valid Percent

	Strongly Agree
	30
	60%
	60.0

	Agree
	12
	24%
	24.0

	Neutral
	8
	16%
	16.0

	Total
	        50
	     100%
	           100




Interpretation 
From the above table, it can find that the 30% of the respondents strongly agree 12% of the respondents agree that they feel comfortable to get any service from the Sunshine Travel Air Intl. So the researcher can say that most of the customers said that they feel comfortable to get any service from the Sunshine Travel Air Intl






4.9 Major Findings

In this part of the report I am going to work out and interpret a; the result that I got from my research and study on “Customer Satisfaction Level of Sunshine Travel Air Intl” related with various aspects and different marketing activities of Sunshine Travel Air Intl. The results of this study are state below points:

Customer satisfaction related to Product:
· Most of the customer said that the wide ranges of services delivered by Sunshine Travel Air Intl to their customers. 
· Sunshine Travel Air Intl should increase the product in convenient location to provide better services to the customers. 

Customer satisfaction related to Price:
· Most responds say that the prices are reasonable in Sunshine Travel Air Intl. 

Customer satisfaction related to Place: 
· Sunshine Travel Air Intl should increase more agents in different suitable places. 

· Most of the customer said that the location of Sunshine Travel Air Intl showroom is convenient. 

Customer satisfaction related to Promotion: 
· Most of the customer said that the advertisement medium of Sunshine Travel Air Intl is not attractive.

Customer satisfaction related to People: 
· Most of the customers of Sunshine Travel Air Intl said that in Sunshine Travel Air Intl they have friendly enthusiastic staff assistance. 
· The employees are capable to realize customers’ needs. 
· Most of the respondents can say that attitude & behavior of employee toward account holder of Sunshine Travel Air Intl is excellent. 
Customer satisfaction related to Physical Evidence:
· Most respondents say that the branches are modern and good looking decorated. 


Customer satisfaction related to Process: 
· Most respondents can say that waiting time to get any service from is reasonable.
· Most of the customers said that to make transaction in Sunshine Travel Air Intl is Reliable.
· Most of the customers said that they feel comfortable to get any service from the Sunshine Travel Air Intl
















Chapter 05
Conclusion & Recommendation

5.1 Conclusion 

Sunshine Travel Air many selected such targets which it can achieve in a given period of time. Their time schedule is generally a year. Therefore, in order to fulfill their planned targets different policies are adopted by the company. As Sunshine Travel Air changes in their policies and strategies with the changes in the market conditions as well as the targets they have been making progress with success, profit and popularity. According to my findings Sunshine Travel Air is top among all tour and travel package providers. Service packages offered by Sunshine Travel Air are affordable and qualitative. Majority of the travelling company like Sunshine Travel Air ensure good quality, services, and reasonable fare prices. Although it seems that people are not happy with the waiting time for travel package to have but all the same behavior with customers is quit courteous, amiable, and convincing. People like ambience of Sunshine Travel Air; lightening, music, seating arrangement, and peaceful environment. This study is attempted to make an idea about the Marketing strategies and customer satisfaction in Sunshine Travel Air and that’s helps to explain how they operate their business and why marketing strategy is important for the company and for the tourism & travel agency business sector. I think it would be a good example for any travel agency and as well as tour operator. From the above observation we can conclude that Sunshine Travel Air has appropriate strategy that’s helps to formulate for more entire integration of company’s every department. Because proper strategy can brings a significant gain for the Sunshine Travel Air. This study is partial fulfillment requirements for my schoolwork and all the judgments, problem & recommendation are identified according to my analysis. All the observations are done according to my point of view, so it cannot be used any policy making, if a company want, then they can assessment the whole study from the beginning. Now, it is a competitive market. Business helps anyone to prosper in life. Sunshine Travel Air's business is tourism business. I hope that, they will achieve a high reputation by providing high quality travel services thorough their travel agency.

5.2 Recommendation 

The suggestion regarding to this study are given below-
· Sunshine Travel Air should have to introduce wide range of travel packages’ to increase revenue, to gain competitive advantages.
· I observe that there is in not sufficient parking area (NayaPaltan Branch) for customers to enjoy as competitors have.
· So by arranging such facility they can attract more customers.
· Management should reduce the service delivery time.
· The sound system was not up to the mark (it was buzzing rather than a soothing sound)
· This study ensuring the greater accountability and profitability by introducing better HRM practices and better management and supervision of tour packages before venturing to become a popular organization.
· Formulation and appropriate implementation of decision regarding to the future new product and branches.
· Formulation and appropriate implementation of standard marketing policies to enhance the probability of better performance from the Sunshine Travel Air.
· Measurement of performance by another standard multi factored analytical scale like the Balanced Scoreboard. This will enable them better to decide on the performance appraisal techniques and choose. This will also enable the Sunshine Travel Air to decide a possible course of action regarding its expansion and diversification.
· Defining and adopting standards for the marketing of the companies.
· Conduct a full scale market share analysis to determine the profitability of success of expansion and exploration of existing market horizons.
· Development of an expert system or a Decision Support System (DSS) to measure and analyze productivity may turn out to be very effective for the current state of the organization.
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APPENDIX
Survey Questionnaire

Part A: Demographic Profile (Please √) 

Name      ..………..	Age    …… 		Gender..Male           Female
Profession ………………....	Organization……………………….
Scales : [ Strongly Disagree= 1, Disagree = 2, Neutral = 3, Agree = 4,Strongly Agree = 5 ]

Dear Respondent,
I am a student of BBA program in United International University is conducting a survey on Overall activities of Sunshine Travel Air Intl as a part of term paper program. For this survey I am conducting this survey. Your cordial and frank responses will help me a lot in this survey activities.
Part B: For customer Satisfaction Level (Please √)
	Sl. no
	Please Tick
	Strongly Agree 
	Agree 
	Neutral

	Disagree 
	Strongly Disagree 

	1
	There are wide ranges of services in Sunshine Travel Air Intl
	5
	4
	3
	2
	1

	2
	The product services are in satisfactory level.
	5
	4
	3
	2
	1

	3
	Sunshine Travel Air Intl company’s price responsibilities in is reasonable.
	5
	4
	3
	2
	1

	4
	The number of Sunshine Travel Air Intl agent is sufficient.
	5
	4
	3
	2
	1

	5
	The Location of Sunshine Travel Air Intl agent is convenient.
	5
	4
	3
	2
	1

	6
	The advertisement medium of Sunshine Travel Air Intl is attractive. 
	5
	4
	3
	2
	1

	7
	Friendly enthusiastic staff assistance
	5
	4
	3
	2
	1

	8
	Table 9: Employees are capable to realize customers’ needs.
	5
	4
	3
	2
	1

	9
	Attitude & Behavior of employee toward account holder of Sunshine Travel Air Intl is excellent.
	5
	4
	3
	2
	1

	10
	The showroom is modern and good looking decorated.
	5
	4
	3
	2
	1

	11
	Waiting time to get any service from is reasonable.
	5
	4
	3
	2
	1

	12
	To make transaction in Sunshine Travel Air Intl is Reliable.
	5
	4
	3
	2
	1

	13
	You feel comfortable to get any service from the Sunshine Travel Air Intl 
	5
	4
	3
	2
	1


	





No of respondents	Strongly Agree	Agree	Neutral	Total	17	28	5	50	Strongly Agree	Agree	Neutral	Total	0.34	0.56000000000000005	0.1	1	Strongly Agree	Agree	Neutral	Total	34	56	10	100	No of respondents	Agree	Neutral	Disagree	Strongly Disagree	Total	3	8	16	23	50	Agree	Neutral	Disagree	Strongly Disagree	Total	6.0000000000000032E-2	0.16	0.32000000000000217	0.46	1	Agree	Neutral	Disagree	Strongly Disagree	Total	6	16	32	46	100	No of respondents	Strongly Agree	Agree	Neutral	Total	12	35	3	50	Strongly Agree	Agree	Neutral	Total	0.24000000000000021	0.70000000000000062	6.0000000000000032E-2	1	Strongly Agree	Agree	Neutral	Total	24	70	6	100	No of respondents	Strongly Agree	Agree	Neutral	Disagree	Total	5	31	2	12	50	Percent (%)	Strongly Agree	Agree	Neutral	Disagree	Total	0.1	0.62000000000000388	4.0000000000000022E-2	0.24000000000000021	1	Valid Percent	Strongly Agree	Agree	Neutral	Disagree	Total	10	62	4	24	100	No of respondents	Strongly Agree	Agree	Neutral	Disagree	Total	7	34	1	8	50	Strongly Agree	Agree	Neutral	Disagree	Total	0.14000000000000001	0.68	2.0000000000000011E-2	0.16	1	Strongly Agree	Agree	Neutral	Disagree	Total	14	68	2	16	100	The number of UBL branches is sufficient	Agree-14%	Neutral-6%	Disagree-28%	Strongly Disagree-52%	14	6	28	52	Friendly enthusiastic staff assistance 
The number of UBL branches is sufficient	Strongly Agree-72%	Agree-28%	72	28	Employees are capable to realize customers’ needs
The number of UBL branches is sufficient	StronglyAgree-64%	Agree-28%	Neutral-8%	64	28	8	No of respondents	Strongly Agree	Agree	Neutral	Total	15	32	3	0	Percent (%)	Strongly Agree	Agree	Neutral	Total	0.30000000000000032	0.64000000000000434	6.0000000000000032E-2	0	Valid Percent	Strongly Agree	Agree	Neutral	Total	30	64	6	100	The agent are modern and good looking decorated
The number of UBL branches is sufficient	StronglyAgree-70%	Agree-28%	Neutral-2%	70	28	2	Waiting time to get any service from is reasonable
The number of UBL branches is sufficient	StronglyAgree-80%	Agree-12%	Neutral-8%	80	12	8	To make transaction in Sunshine Travel Air Intl is Reliable
The number of UBL branches is sufficient	Strongly Agree-32%	Agree-50%	Neutral-10%	Disagree-8%	32	50	10	8	You feel comfortable to get any service from the Sunshine Travel Air Intl . 

The number of UBL branches is sufficient	StronglyAgree-60%	Agree-24%	Neutral-16%	60	24	16	image3.png
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To make people know about world heritage and culture
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To prowide fabulous service to the customer
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To make people love with travel
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