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[bookmark: _Toc89502897]Executive Summary

As a part of my academic requirement for completing my BBA program, I have joined as an intern at Rangs Motors Limited (RML), an automobile selling company in Dhaka. Based on my internship experience, I have prepared an internship report on the “customer service and satisfaction of Rangs Motors Limited”. I was assigned to the customer care department of Rangs Motors Limited as an intern under direct supervision of Head of customer care department of the company.
Customer service and satisfaction of Rangs Motors Limited is an integral part of the organization. The CC department of RML strives to execute the customer service and satisfaction functions of the organization effectively and optimally.
The report is an attempt to visualize the actual overview of the company. I have outlined the CCD functions and practices of the company. The key objective of the study is to identify customer service and satisfaction of Rangs Motors Limited (RML).  To make this report informative, data has been collected from various secondary sources like articles, newspaper, reference books, and HR policy of the organization. Other than this, I conducted a questionnaire survey on the 20 employees of RML to identify the most valid information about the topic. From these sources, a clear and distinctive picture of customer service and satisfaction in RML has been obtained. The analysis has been done by using graphs and charts. Through the analysis three perspective has been identifies and the overall work environment is examined.
In the final part of the internship report, I provided some recommendations and conclusion, which will help to improve the customer perception of the company and increase the efficiency in the customer care department division.
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[bookmark: _Toc89502900]1.Background of the report 

Commercial Vehicles carrier in Bangladesh is characterized as a noticeably aggressive and pretty regulated sector. With a top range of Vehicles Company’s already in operation and a few greater in the pipeline, the market is turning into more and more aggressive via the day.
With the international slowdown in the face of rising competition, the industrial Vehicles Company’s are continuously searching for methods to improve their market and product gives to stay in advance of others.
At the identical time the technique of advertisements cars enterprise is turning into faster, simpler and the region is turning into wider. As the demand for higher provider increases, the classified ads automobiles industry is coming with progressive ideas. In order to live on in the aggressive field of the transportation sector, all advertisements cars industry are searching for higher provider possibilities to furnish to their clients.
As the scholar of bachelor of Business Administration (BBA) each and every scholar has to habits a realistic orientation (INTERN) on any businesses for satisfying the necessities of the BBA program. In order to fulfill this requirement of the Project software I pick out RANGS Motors Ltd. The important motive of the software is to recognize the actual world situation. The subject matter of my file is “Commercials Vehicles Industry in Bangladesh: An evaluation of RANGS Motors Ltd.
RANGS Motors Ltd (RML) was once beginning their operation in October 1998. RML is the Oldest business automobiles businesses in Bangladesh. It has, over the years, created one of the biggest networks amongst all the areas in Bangladesh.


[bookmark: _Toc89502901]1.1 Objective of the report 

The principal goal of this file is to comply with the requirement of my course. But the objective in the back of this learn about is some thing broader. The major intent of this file is to analyze the demand of classified ads motors and their customer’s satisfaction. Objectives of the learn about are summarized in the following manner:
• To pick out the current country of RANGS Motors Ltd.
• To get an thinking about the Marketing things to do RANGS Motors Ltd.
• To describe Cash Selling, Installment Selling, Hybrid Selling & different services furnished via it.
• To grant the guidelines for improvement.
• Finally, to layout out the overview of RANGS Motors Ltd.

[bookmark: _Toc89502902]1.2 Origin of the report 

Present world is altering swiftly to face the undertaking of aggressive free market economy. To maintain tempo with the vogue advertisements automobiles agencies want govt with cutting-edge information and grant Post graduate with current theoretical and realistic understanding in CUSTOMER CARE. As the sensible origination is an fundamental section of the BBA diploma requirement, I was once positioned as an intern in Rangs Motors Ltd to take the actual lifestyles publicity of the things to do of purchaser care. This lookup is a partial requirement of bba intern Program in the united global college tremendous understanding and research.

[bookmark: _Toc89502903]1.3 scope and limitations of the report

RANGS Motors Limited is one of the new advertisements automobiles enterprises in Bangladesh. The scope of the find out about is restrained to the CUSTOMER CARE Department only. The record will cowl the features of special departments of RML like CUSTOMER SERVICE AND Customer Satisfaction. It will additionally current a short situation of the RML in total.
•The Project Program used to be based totally upon solely RANGS Motors Ltd, so the document doesn’t exhibit all department’ recreation of RANGS team of corporations in depth.

• Although I have got wholehearted co-operation from personnel and clients of RML however they should now not manipulate ample time to deal with my report.

• The annual record and Web web page are the predominant secondary sources of the statistics but this records was once no longer sufficient to whole the file and it was once no longer identified clear thought about this company.

• Due to some insurance policies of the agencies I couldn’t accumulate the organizational hierarchy to exhibit the organizational choices flow.

• The fundamental hassle for me used to be that applicable facts and file series used to be tough due to the fact of the confidentiality of the administration.
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[bookmark: _Toc89502906]2.1 Specification of the Industry: 

Automobile Enterprise is a developing sector in Bangladesh.  Compared to the rest of the decade, the growth of the automobile enterprise has improved step by step due to the socio-economic development of the country and the purchase of electricity by the central and top center classification.  According to BRTA, the diversification of passenger auto vehicles has accelerated to 5.43% CAGR from 2011-2020.  However, unlike other Asian countries, passenger auto penetration in Bangladesh is still very low.  Only 2.5 people own cars per one thousand population.  In India, 30 out of a thousand people at the 2018 stop had an auto.  In Myanmar, there are about 12 people in a thousand private cars.  High tax rates on automobiles, inadequate and slim countrywide highways, overcrowding, excessive fuel fees, high hobby fees on non-public vehicle financing are responsible for reducing the diversity of auto owners in Bangladesh.  Motor revenue has dropped to its lowest level in six years due to the Kovid-19 epidemic.  In this article, we will talk about the development of the modern day and the future of the car industry in Bangladesh.

[bookmark: _Toc89502907]2.2 Size, Trend, and Maturity of the Industry:

The use of motorized motors has greatly improved over the long term (2000-2020) in the final two.  According to The Daily Star, there are only 303,215 gadgets registered in Bangladesh in 2003.  But as of May 2021, according to BRTA data, there are 4,729,393 gadgets registered in Bangladesh.  Among them 544,616 passenger vehicles.  The car market is once again dominated by sedan cars, which account for about 68% of the passenger auto market.  The remaining 12.40% is covered by sports utility vehicles (SUVs) and 19.27% ​​by microbuses.  Due to the expansion of purchasing power, the masses are shopping for more cars than ever before.

Until 2017, motor purchase fees have accelerated dramatically.  In that year, the wide number of fully private passenger cars, jeeps and microbuses registered with the help of BRTA reached 32,942.  But over the next few years the purchase of private automobiles declined.  In 2020, the amount decreased to 20,093.  Slower financial activity, changes in the currency market, higher tax rates, recognition of ride-sharing groups can cause a decline.  The Covid-19 epidemic also hit the market the hardest.  However, it is predicted that the car market will return to tune once the effects of the epidemic are over and the economic system stabilizes.  According to The Daily Star, the income of about 12 million middle-class people in Bangladesh is enough to drive a private car and tend to stay one.  This type of population also has a charge of 10% growth per year.
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[bookmark: _Toc89502908]2.3 Technological Factors:

Automobile Enterprise is the biggest option already closed as a result of the technical knowledge of autonomy. Manufacturers are in the process of making large-scale self-driving motors. The AAB structure tests the avenue in advance using radar, cameras and lying science and works on effective collisions.


[bookmark: _Toc89502909]Political, Legal, and Regulatory Factors:

Political: Government Merchandising Threats on Public Transport and Various Elections Aggressive tax insurance policies on combustion-type vehicles are a threat to the political balance of basic market opportunities.
 Legal: Legal elements are external elements that indicate how companies operate and control   the behavior of clients.
Regulators: These consist of tax policy, monetary policy, revenue policy, authority policy, regulatory coverage and property rights policy.  These insurance policies can allow for commercial ventures or stop the business boom.
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[bookmark: _Toc89502912][bookmark: _Hlk38302394]3.1 Overview and History:

Rangs group is one of the most large commercial enterprise team in Bangladesh. The Group is nicely recognized from its beginnings as an Automobile distributor to a multi-business and multi-discipline enterprise. RANGS is now a well-recognized title in Automobiles assemblage and delivery, Real Estate and Construction development, Public Transport, Pharmaceuticals, telecommunication, Interior design, as properly as FMCG manufacturing and distribution. Diversification has been at the core of the Group beneath the founder and Chairman of the Group, Mr. Abdur Rouf Chowdhury. We unite excitement, duty and success:
There is a thrill and pleasure in beginning new companies and ventures however sustaining and developing these ventures into profitable companies is a specific matter. With greater than 30 years of journey in various industries and businesses, and over 50 companies, the Group expects to be at the forefront of taking neighborhood Bangladeshi corporates to the Global stage.
The employer is usually focusing on social contribution. As their CSR things to do they have already launched “Dolonchapa” (the solely privately-operated girl bus provider in Bangladesh). They are constantly targeted on alternate for social equality and actual empowerment. As previous successes is in no way a assurance for future success. The Group is present process radical adjustments to equipped itself for an thrilling future with new technologies, and idealistic group of workers pool.
Organizational values and subculture constructed round “Shaping for Excellence” is remodeling the employer into agile and patron focused. It additionally helps the business enterprise to be profitable and famed team of commercial enterprise in the industry.
[bookmark: _Toc89502913]3.2 Customer mix: 
Customer Mix is a shape that helps the patron center of attention on going for walks a lifetime value, searching at the previous of the present day transaction and questioning about what is wished to preserve consumer loyalty for future purchases, no longer simply to promote an item. After promoting the automobile to the customer, they grant a number amenities and offerings to the customer. A contact with him establishes some other relationship so that he can promote the automobile to you once more in the future. Conducts a number kind of surveys to grant merchandise as per the demand of the customers. They convey exclusive sorts of motors in accordance to the demand of the customers. They provide them exclusive sorts of automobiles in accordance to the kind of customer.
[bookmark: _Toc89502914]3.3 Product and service: 
Rangs Motors Ltd., is an established automobile company in Bangladesh which is established in 1998 to take over commercial vehicle marketing from Rangs Limited. It is the sole distributor for Mahindra & Mahindra and Eicher in Bangladesh. The distribution network operates through the RML authorized Outlets, sales concerns and dealers. The company has also started assembling vehicles of different well-known foreign brands locally.
	Brand Name

	SL
	Mahindra & Mahindra
	Volvo Eicher Commercial Vehicle 

	1
	Maxximo VX HD
	20.15 Gold Bus

	2
	Big Bolero
	20.15 Diamond Bus

	3
	BMT Plus
	20.15 Air Suspension Bus

	4
	Camper Gold VX
	12.12 k Bus

	5
	Maxximo Plus VX
	10.90 L Bus

	6
	Jeeto X7-16 (Human Hauler)
	10.60 G Bus

	7
	Jeeto X7-16 (Human Hauler)
	skyline Executive Bus

	8
	Jeeto L7-16
	20.16 Covered Van

	9
	Maxximo Plus
	Terra 16XP Tipper

	10
	BMT
	20.16 Truck

	11
	Camper Gold FBP
	 

	12
	Supro Maxi Truck PST4
	 

	13
	GIO
	 

	14
	Three wheeler Alfa 
	 

	
	
	



[bookmark: _Toc89502915]Eicher (VECV)
[bookmark: _Hlk38302450]Business companies want to focal point on more than a few product rang to preserve in the latest aggressive commercial enterprise world. That’s why RANGS Automotive Division has brought the widest vary of industrial cars for cargo transport needs. Mahindra as a company affords no longer solely the car answer in Bangladesh however additionally in the verge of introducing in the ICT and Financial sectors in Bangladesh. Volvo-Eicher Commercial Vehicles Ltd (VECV) is the flagship corporation of the Eicher Group, which was once a catalyst in the inexperienced revolution in India with the manufacturing of India’s first agricultural tractor in 1959. VECV is now a main participant in the Indian automobile space. To attain out enormous vary of clients VECV has entered into the Bangladesh market via the country wide insurance that RANGS GROUP has hooked up over the years. Ensuring suitable aftermarket services, the company has picked up 60% market share in the business automobile quarter of Bangladesh.
[bookmark: _Toc89502916] Mahindra and Mahindra
[bookmark: _Hlk38302614]The demand for earthmoving gear is on the upward push in the creating international locations like Bangladesh. For years, earth-moving merchandise in neighboring India have remained the same, whilst technological know-how round the world has been altering at a fast pace. With rising gasoline fees and growing the profitability of clients has been taking a hit.
After over four years of lookup and over 20,000 hours of laptop checking out underneath the most harsh conditions, Mahindra is proud to launch the new Mahindra Earth-Master SX 4 wheel drive Backhoe Loader, a modern new computer that will spoil all the beliefs in the 4 wheel drive Backhoe Loader category. Mahindra Earth-Master is a significantly top-quality machine, with larger consistency, dramatically much less maintenance, higher functioning kinematics and dynamics with a extremely good gasoline effectivity that saves at least a liter per hour vs. opposition products. Power-outs of these cars are viewed everyday for a creating u . s . like Bangladesh.
They additionally the sole distributor of the Mahindra generator also. These diesel turbines have the modern-day technological know-how and devour much less gasoline with low protection cost.
[bookmark: _Toc89502917]3.4 SWOT Analysis of Rangs Motors Limited
SOWT is a management tools that is used to measure the strength, weakness, threat and opportunity of a business. It helps a business to minimize the risk of the firm. 
[bookmark: _Toc89502918][bookmark: _Hlk38302624]3.4.1 Strengths
Strengths are the things that a organization can do well and which distinct the organization from its competitors.
· Brand Value
Rangs group is 40 years old company. People from every corner in our country know the name of Rangs group. Rangs Motors Limited is leading automotive industry. Rangs Group moto is people will know Rangs group name by Ensuring proper aftermarket services, the brand has picked up 60% market share in the commercial vehicle sector of Bangladesh. Beside Whatever business Rangs group do they have become leader in particular industry. E.g Sea Resources Company is market leader in sea Food industry. Bank Asia they give service like no other Bank does.
· Customer Centricity
Rangs Motors Limited main motto is to give service to the customer. Rangs Motors Recently launched Customer centricity. It means whatever it takes but you have to give support and service to the customer. 
· Strong Holds on Stakeholder
Rangs Motors one of the most valuable strength is Stronghold on stakeholder. Rangs Motors hold the rope very tightly. They give support and service to the stakeholder to make them happy and in control.

· Product Quality 
Rangs Motos limited is sole distributer of Eicher and Mahindra and Mahindra in Bangladesh. Eicher and Mahindra and Mahindra is best automobile product line in India. They give the best quality product. Rangs Motors work with the NO 1. Product and give the highest quality product in Bangladesh.
· Assembling Plan
Rangs Motors Limited has the Assembly plant on Sonargaon. The facility sprawling about 40 acreages of land assembles pick-Up & human haulers, which are sourced as completely knocked down (CKD) kits from Indian multinational car manufacturing Giant Mahindra and Mahindra (M&M) Limited manufacturing plant.
· Internationally known
Rangs Motors Limited work with two internationally known brand Eicher and Mahindra and Mahindra beside that Rangs Motors Limited also known internationally by giving people the trust and proper service
[bookmark: _Toc89502919][bookmark: _Hlk38302636]3.4.2 Weakness 
Weaknesses are the characteristics, which can be damaging or put a negative impact on the organization. There are some weakness of Rangs group that can have a huge impact of companies financial performance
· Media Coverage
Rangs Group motto is people will know Rangs product by their service and quality and it actually work but now we are in 21st century where every product had to be published through media. People don’t know about Rangs Motor limited if they don’t publish them.
· Lower Product Line
Rangs Motors Limited another weakness is lower product line. Rangs Motors Limited rival Niloy Nitol motors had a huge line of product. They can sale a product by lower price but Rangs Motors Limited doesn’t have that line of product to sale a product in lower price.

[bookmark: _Toc89502920]3.5 Strategies to meet the Challenges and Opportunities

[bookmark: _Toc89502921][bookmark: _Hlk38302645]3.5.1 Opportunities
Opportunities are external components that show the reasons a business is probably going to get more success. An opportunity can make a tremendous change for a business to progress. The reason why it is essential to discover chances of Rangs Motors Limited is, these open doors can be served to the future achievement. The opportunities are described below.

· Untouched Market
Bangladesh is small country with lots of opportunities. In this small county automobile industry doesn’t have access to all over Bangladesh. There is some untouched Market in Bangladesh. So, in this industry have much more opportunity to seize these untouched markets.
· E-Bus 
We live in era where people made innovation every day. In automobile industry new invention is new energy buses. Electric Buses will take over fuel buses by next 5 to 10 years. In Bangladesh there are no company had built or had dealership to E-Bus. So it’s an opportunity for Rangs Motors Limited to seize this opportunity and work with it.
[bookmark: _Toc89502922]3.5.2 Challenges
Threats are external components, which can be harmful for the organization. All the organizations must be aware of about their potential threats. If the threats can be overcome, it will be turned into great opportunities. The threats of RML are described below.
Transportation System Change in Bangladesh
In Bangladesh Mass transportation device will change. Government already began work and in 2019 uttara to agaragaon will be open for public use. It will be a hazard for whole vehicle industry. This automobile enterprise will no longer preserve in future.
Employee Retention
In the company, there are plenty of personnel who are very knowledgeable in technical department, industrial department, and Recovery branch and advertising & income department. New groups are giving so many thrilling gives to the knowledgeable personnel to be part of their organization through leaving RML. So, it can be a volatile be counted for the employer.
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[bookmark: _Toc89502925]4.1 Position, Duties, and Responsibilities:

I joined Customer Care as an intern RML.  My job was to help the customer handle the task.  They would come up with different problems and I would try to cooperate according to their process and solve their problems.  I have considered their problems and tried to solve them by dividing them into different categories.  We have always noticed that a customer is never happy to come for help.  We place a lot of importance on customer satisfaction.

[bookmark: _Toc89502926]4.2 Training: 

Various types of training were arranged to facilitate our work.
1. Special training was arranged on Excel.
2. Training on Customer Satisfaction was arranged.
3. Training was given on customer centric service delivery.
4. Training was given on customer handling.


[bookmark: _Toc89502927]4.3Contribution to Departmental Functions: 

We have always supported their work.  We have helped those who can do their job properly.  One of their tasks was to transfer the ownership of the car.  We have also assisted in handing over their title deeds.  Delivering the title deed to the right owner of the vehicle was an important task. When the customer buys the car in installments and he pays all his installments.  The customer is given a car ownership certificate.

[bookmark: _Toc89502928]4.4 Evaluation of Internship Performance: 

I also learned a lot through this internship.  I came to know about organization culture.  There is a different culture.  I have learned their culture and I have a good idea about corporate culture.  During the internship I had to maintain different customer data in case I input different customer data.  It has helped me to improve my computer skills.  I have maintained 


regular office hours.  It has helped me a lot in my time management.  I have had a lot more experience in customer handling since I have handled so many customers.


[bookmark: _Toc89502929]4.5 New Skills Developed: 

[bookmark: _Toc89502930]Communication skill:

In trade program I have to communicate with different retail dialer. I also have to communicate
with sales officer and sales representative for trade program purpose.So when I worked in trade
program, I developed my communication skill.

[bookmark: _Toc89502931]Organizational culture: 

Organizations have their own culture. The employees of rangs group always maintain their own
culture. In my internship period I also learned the about rangs culture and maintain the culture.

[bookmark: _Toc89502932]Computer Skills: 

Rml use Microsoft excels for the purpose of data entry. During internship period I
made database of retail dealer and also made database of new dealer in excel it help me to
improve my computer skill.

[bookmark: _Toc89502933]Time management:

It is very important to learn time management. I needed to go to the office timely and complete
assigned tasks timely.  In the university life we get lots of time for assignments, but at office I
got very short time to do the task.

[bookmark: _Toc89502934]Importance of leadership:
Leadership skill is very important. I realized that without leadership skill I can never go to the top position. I have to have the ability to complete the task properly but if I do not have the quality of a leader, then I never can be team leader.

[bookmark: _Toc89502935]Photocopy machine and scanner using:
Previously I have never used this type of device but in my internship I learned how to operate them.

[bookmark: _Toc89502936]Multiple Task:
Handling multiple task is one of the skill I learned from my internship period. My organization supervisor gave me multiple task like market visit and submitting report in same days so that I learned handling multiple task from my internship period.
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[bookmark: _Toc89502939]5.1 Recommendations for Improving Departmental Operations

RML is a relatively large company.  Here the tasks of RML are extensively structured.  RML can make positive adjustments to the following topics.

Most of the companies, which have many supplier facilities, but RANGS Motors Limited does not have adequate carrier centers now.  Thus, RML should establish a larger career center.

If the candidates are in favor of getting the job, then they will give their true certificate. The company is no longer true to get a higher chance.  So the RML authorities will consider getting the unique certificate respectively.

[bookmark: _Toc89502940]5.2 Recommendations for Improving Self-performance

I have to adapt to the culture in their connection.  They have their own website or software to complete the workings of their office which I need to gain a better knowledge of.  I need to know all their procedures well. Most common problem is in the software system named ERP, where lots of information is required to update. I personally feel that sometimes software is hanged and it becomes so slow that is difficult to work on it which is why we need to wait for some time to make it user friendly.



[bookmark: _Toc89502941]5.3 Conclusion:

As for the researcher’s statement via the find out about researcher has observed out that the RML is carried out in accordance to the wishes of the scenario policy, in some motives there are strict and personal policies, whilst in some different instances there is now not a lot structured policy, however extra or much less practices at RANGS Motors Ltd is finished for the sake of the enterprise and the managers and personnel working in it.
RANGS Motors Ltd objectives to supply efficient, steady and price high-quality provider to consumers, wishes to elevate on its recognition in the coming years, the effectivity of the employer relies upon no longer solely on the environment friendly personnel however additionally on keeping and creating their competencies thru education and improvement .
Although RML has some drawback nonetheless the company is jogging its operation correctly and that suggests that the machine is sufficient adequate to preserve the effectivity so, we can conclude that RML practices at is desirable enough, although now not a ideal one.
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