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This report is based on the internship program and the core objective of this report is to evaluate the service quality and client management activities of MIZAN ISLAM & CO. Service quality is a measure of how a service organization understands its clients' needs and fulfills their expectations as demanded. Understanding how to improve the service quality of an organization’s service is the key step to growth for that organization. Therefore, measuring and improving service quality requires valuable art. On the other hand, client management is the process of overseeing and coordinating an organization's interactions with its clients and potential clients. Therefore, service quality and client management are closely related and how they are managed is the main concern of this report. 

Mizan Islam and Company provide a wide range of assurance services based on the nature of the client I have worked as an intern & dealt with different of clients and developed client management activities in the marketing department. Mizan Islam and Company, It's one of the oldest chartered accountancy firms in our country. This firm has been practicing for more than 30 years. 
Based on the study this report has been divided into several chapters. It starts with the introduction, and then an industry & firm overview and analysis are given.  It includes the details of Porter's five forces model. SWOT analysis for the firm overview is also provided. Hence the title topic is client management activities a five-point Likert Scale for measuring the service quality dimension and also the clients' rating. After that, the findings chapter shows the evidence of data collection and analysis. 
In evaluating the service quality of Mizan Islam and Company, five service quality dimensions are used. Based on the data collection and analysis, several recommendations and conclusions are forwarded.

Keywords: Service quality, client management, Porter's model, Mizan Islam and Company 
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[bookmark: _Toc136084372]1.1: Introduction
Chartered Accountancy firms play a vital role in our Bangladeshi economy. It also creates scope for huge numbers of employment. There are fundamentally three types of Chartered accountancy firms that can be divided into 3 category. 
Such as large corporate firms, medium firms, and small and practicing firms.
Large corporate firms are basically built with a big multistoried building in several districts of our country. These types of firms have a wide range of auditing and assurance services across our country. Sometimes they provide service to some foreign clients as well.
Medium firms are built only in the residential building and serve some parts of assurance services as widest as possible for their audit practice. Generally, they consist of branches in the same city.

Small firms serve only specific areas of assurance service for example it can be only external auditing, taxation or it can be only VAT calculation and sometimes  consultancy. 
Every limited company or listed organization needs auditing for their financial report sometimes during the year or end of the year, in order to run their organizational functions in an effective and efficient manner. Since my internship topic was mutually given by my company & also approved by my Internship advisor, It’s called client management activities 
There are a huge number of clients for the CA firms, and managing clientbase isn't a piece of cake. Because for clients they get opportunity to provide auditing & assurance services. As per my company, they also need marketing interns in order to manage the clients.
So, the name of my firm is Mizan Islam & Company. During my internship, I was working in the marketing department of my firm. I have prepared this report based on the analysis of client management activities.

This report consists of five parts or chapters in a manner of information available while working as an intern at the firm.
In spite of being a medium audit firm in the nature of the firm aspects, since our firm has three branches in Dhaka City. Chartered accountancy firms run by professional FCAs. If the qualified Partners are less than three  then it's really hard to conduct assurance service across the country. We had a branch in Khulna, but due to fewer active partners, Mizan Islam & Company lay off the branch in Khulna.
[bookmark: _Toc136084373]1.2: Objective of the report
The core objective of this report is to figure out the service quality and client management activities of chartered accountancy firms basically how they run their organizational activities and how it functions.
· Understanding how Mizan Islam & Company communicates and deals with their clients
· To evaluate the service quality of  Mizan Islam & Company 
· To provide some recommendations for service improvements

[bookmark: _Toc136084374]1.2: Scope & MOTIVATION OF the Report
This report is particularly on the client management activities of the marketing department at Mizan Islam & Co. Although the mainly focuses are on auditing, taxation and consultancy services. This report reflects the background of the firm and also other assurance services.
Client management activities are performed by skilled employees. It’s very important of the company in various aspects. 
This internship opportunity enabled me to learn about many listed and non-listed NGOs and some multinational companies. How they generate revenues, projects, and business functions. As I had to make presentations in order to attract clients for the firm.
· It enhanced my interpersonal skills
· Improving my effective business communication skills
· Analyzing uneven circumstances by using analytical software. (SPSS)
· Learning about efficiently dealing the clients.

[bookmark: _Toc136084375] 1.3: Rationale study of the report

The prime objective of my internship is to get experience in the job field and this report is a partial study requirement for the internship program. This report is a reflection of my internship program in the marketing department of  Mizan Islam and Company. Apart from the introduction, this report consists of an overview of the firm, Client Management activities & also my job responsibilities as well.
During my internship session, I was assigned to the marketing department, where I gained experience in dealing with clients, convincing them through presentations, and meetings, and making reports by using analytical software to figure out client reviews, and retention rates of clients. Visiting a lot of clients it enabled me to get the opportunity for accumulating information. To some extent, I have learned about multinational companies’ operations.

[bookmark: _Toc136084376]1.4: Limitations of the report

There are certain restrictions as well, because each study project requires a high level of effort in terms of gathering material or constructing a database. It may be a literature review or data analysis, as my internship period is only 4 months long and there isn't much time to do it.
It is really difficult to work at the firm while also preparing a report within that session. Working in the marketing department required me to give presentations in front of clients from a variety of famous organizations in our country.
It was difficult to acquire data or feedback from clients. Because not every organization is permitted to discuss their personal concerns. I had a lot of trouble gathering client reviews. Most importantly client reviews aren't available on the social sites of my company. Because they want to keep a neutral impression for the new clients.
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[bookmark: _Toc136084378]2.1 : Industry Overview in Bangladesh

Chartered Accountancy firm provides a wide range of services in the industry of Chartered accountants. It includes business and financial advisory consulting services to clients. Basically, there are several firms under ICAB which is more popularly known as The Institute of Chartered Accountants of Bangladesh, there are around 163 Chartered Accountancy firms in Dhaka so these firms are basically made up with a team of qualified Chartered Accountants FCA.

Auditing is the primary job or given task for Chartered Accountancy firms but apart from that Taxation, VAT calculation, Fraud identification in accounts, Financial planning even sometimes provides Business advisory services. Several reports or articles say that there is a lack of Chartered accountants in Bangladesh. That is the reason why this field of industry is highly competitive with many established firms and new consultant agencies growing yet this is not enough for the industry. Since ICAB is a governing body or regulatory body for chartered accountants, their job is to make the Audit documents more credible and reliable to their clients.
The services offered by Chartered Accountancy firms are diverse it may vary depending on the size and specialization of the firms some of the core services includes Assurance services, tax planning, business valuation, and financial planning analysis. In the recent year's industry faced significant challenges because of the increasing regulatory scrutiny, emerging new corporate offices increased competition and involved clients' needs. Chartered Accountancy firms have to adopt these changes by investing in new technology development and specialized accountants & expert is for providing more value-added services to the clients.

Overall, this industry continues to play a vital role in the global economy. Its playing a critical role in helping the business to navigate complex financial and regulatory environmental views. Since providing valuable insights to clients for seeking to achieve their financial and strategic objectives is the mainstream job.

ICAB is a professional regulatory body for accountants in Bangladesh, the impact of ICAB on the Bangladesh economy can be seen through the contributions of its members in various sectors.
· Providing professional accounting services: ICAB members play a vital role in providing professional accounting services to businesses and organizations in our country. This helps to ensure that the financial transactions are accurately recorded and financial reports are prepared in accordance with the relevant accounting standards IAS, and IFRS. This promotes transparency and accountability in our economy.

· Enhancing corporate governance: ICAB promotes good corporate governance practices in Bangladesh by setting ethical standards for the members and providing training and education in areas such as financial reporting auditing and risk management. This helps to create a more stable and trustworthy business environment that attracts foreign investment and promotes our economic growth.

· Supporting government initiatives: ICAB works closely with the government of Bangladesh to support economic development initiatives since ICAB is under the Ministry of Commerce. For example, ICAB members provide technical assistance to government agencies in areas such as tax policy financial management public sector accounting etc.

· Ensuring quality accounting standards: By maintaining the IAS standards it's very easy to identify fraud inquiries in accounts therefore if any company or limited company does their transaction illegally it can easily be tracked. The institution sets some accounting standards guideline rules and regulation for professional accountants and all the firms under ICAB, must follow them. This ensures that financial statements and reports are accurate and reliable, and most importantly works as an efficient functioning for the business and overall economy.
· Contributing to employment: Their activities contribute to the creation of employment opportunities in Bangladesh particularly in the accounting and financial sector it helps to reduce unemployment and property in our country which can have a positive impact on our economy as well several articles describe that there are lack of chartered accountants in our country.
· Developing skilled professionals: ICAB plays a significant role in developing skilled accountants or accounting professionals in our country. The institute provides education training certification programs to individuals who wish to become professionals. This helps to develop a pool of qualified and completed chartered accountants who can provide valuable service to business organizations in our country.

· Supporting economic growth: The availability of skilled accounting professionals and reliable accounting standards promotes investment and business growth in our country. It helps to create employment opportunities & increase productivity and stimulate economic growth in our country. 

[bookmark: _Toc136084379]2.1.1 : Industry analysis

In summary of this above, ICAB has a significant impact on the economy of Bangladesh by promoting the development of the accounting profession and also ensuring the quality and standards, which eventually guide economic growth.
This industry has several responsibilities including budget control, risk analysis for the business, providing consultancy regarding business constraints, changes in the policy of Tax, maintaining vouching, making audit reports according to standards, and planning for VAT.
Industry analysis of chartered accountancy firms in Bangladesh can provide insights into the factors that affect their growth profitability and competitiveness.
· Market size and growth: This industry is rapidly growing due to our country's economic growth for accounting services from business. The auditing and assurance sector in Bangladesh was valued at nearly 5.32 billion in 2020 according to articles and reports. Also, the expected growth rate of compound annual growth rate ( CAGR ) is 9.8% in the next 5 years.

· Competitive landscape: Since the industry is highly competitive in Bangladesh with a mix of large and small firms in the market. The larger firms have a significant presence in the market and serve multinational clients. Small firms or many local firms mainly deals with small and medium-sized enterprises and some local businesses.



[bookmark: _Toc136084380]2.1.2: Key factors of the industry
Reputation and a strong brand image is essential for attracting clients and retaining them. Since ICAB ensures the standards of the Assurance service are more credible to clients.
· Local market knowledge: Being the governing body, understanding the local market and the local business environment is very essential for providing relevant and effective service to the clients.
· Technology adoption: We all know that artificial intelligence is spreading to a mass audience day by day, and it's very efficient in the workplace, and by using this technology firms can efficiently in auditing services, reducing costs and also measuring client satisfaction levels by using some analytical software. ICAB often organizes several training sessions for the article students to make them effective for increasing proficiency in analytical software.
· Talent acquisition and retention: Attracting and retaining talented professionals is essential for delivering high-quality services. Being the governing body, ICAB always motivates and creates campaigns for newcomer’s grooming.

[bookmark: _Toc136084381]2.1.3 Challenges of the Industry

There are some challenges faced by chartered accountant firms in Bangladesh
· Regulatory compliance: Compliance and regulations such as violation of tax that is very essential and critical to maintaining the integrity and credibility of the accounting profession.

· Talent shortage: Several articles have already described that there is a shortage of qualified professionals in the industry. That makes it challenging for firms to recruit and retain their talented employees. Having quality resources but failing to utilize them is practically meaningless.

· Ethical standards: There was a time when auditing can be done by anyone. Without a professional FCA auditing firm can be established. It cannot avoid unethical means. So, ICAB launched a document verification system. In short, it's called DVS, it's an online software where all the auditing documents of all the firms will be recorded. After adding this monitoring is very much strict, if any firm fails to comply with the standards their DVC will be locked. Hence, all the conducting activities of the firm will be shut down.

· Technological infrastructure: Bangladesh is a developing country but still not developing in technological infrastructure proportionally. Auditing is conducted by using Excel and other analytical software. It's definitely a challenge for the firms in terms of acquiring this technical knowledge for their employees.
Lastly, this industry in Bangladesh is expected to grow more and more due to our country's growth and increasing demand for accountants. To succeed in this industry, organizations need to focus on building strong client relationships, acquiring, and retaining talented professionals, adopting technologies, and staying up to date with regulatory requirements.

[bookmark: _Toc136084382]2.1.4 : Industry aspect with Porter's five forces model

For the industry analyzing framework, I'll use Porter's five forces model to find out the competitiveness of the chartered accountancy industry. Tried to replicate this model for the firm's perspective as well.
· Threat of new entrants: The threat of new entrants into the chartered accountancy industry is very low, primarily due to the high level of expertise and certification required to operate in this field so becoming a professional chartered accountant is not a piece of cake. It requires extensive education training and certification that creates a high barrier to entry in this field. However, the established firms in the industry have a well-established reputation and have a huge number of client bases that makes it very much challenging for new entrances to harbor in this industry.
· Bargaining power of supplier: In terms of this industry it is also pretty much low due to ICAB being a regulatory body itself. The professional and expertise skills are required to fit in this industry. There are several training programs and education programs available for newcomers to enter this profession, which reduces the power of suppliers to negotiate new preferences.
· Bargaining power of buyer : In this regard, the industry is moderate to high because it's highly competitive. But many businesses view accounting service as a commodity so in the future ,the bargaining power of buyers may increase.
· Threat of substitute : It is also similar to the threat of new entrance, ICMAB also cannot be the alternative of ICAB, since ICMAB deals with cost management activities. Only ICAB conducts auditing, accounting, taxation, advisory & other assurance services. This is fundamental for every business so it cannot easily be substituted. While some businesses may attempt to manage their accounting needs internally, this is typically only feasible for small businesses but large businesses still require the services of chartered accountants.
· Competitive rivalry : This industry has a moderate level of competitiveness with a high level of competitive line rivalry and moderate bargaining buyers, this industry also has a lower rate of entrance since industry is the monopoly regulatory body.
There are some external factors that affects it. Government Moderation and the impact of technology on our country's currency exchange rate in relation to foreign countries. The impact of limited industries. Changes in market infrastructure. The use of this technology can improve the efficiency of accounting services, reducing cost, improving client satisfaction, and also measuring the client. Let’s focus on firms perspective.  
· Threat of new entrance: For the CA firms under ICAB, their perspective about threat of new entrance is relatively low too. Because professional chartered accountants (FCA) who runs actually runs these firms. 
· Bargaining power of supplier & Buyer : In this regard it actually depends on individual performance of the firms across Bangladesh. There are nearly 200 registered chartered accountancy firms on the ICAB.
· Threat of substitute : The threats are among the registered firms, if a firm can provide better service than another one. Then clients are most likely to rely on the firm  which follows rules and standards.
· Competitive rivalry: The intensity of competitive rivalry among the chartered accountancy firms are quite high. Because every firm wants to be listed at the top of the list according to ICAB.

[bookmark: _Toc136084383]2.1.5 : Industry demand with other country
According to several reports, the World Bank posted that our country needs 12,000 professional chartered accountants hence we only have only 2086 members.
This profession can support and bring development in several ways such as providing credible documents, transparent financial information, helping companies attract investment and access credit, and keeping an environment of trust that allows business to flourish. This profession also supports the public sector by making government transactions more transparent and accountable to our country's citizens. Illicit financial flows ( IFF) is hazardous for economic growth. Only professional accountants can prevent this practice by maintaining a code of ethics. This profession also puts impact in the sustainable development goals their main motive is to prevent poverty in the country. According to the Daily Star, the qualified accountant ratio of our country is one professional chartered accountant for every 38 to 40 companies. Bangladesh has only 2100 chartered accountants Whereas the need is a minimum of 12,000. Pakistan has 6700 chartered accountants & their need is around 10,000 CAs. This sector needs more professionals from the upcoming generation. Here is a side by side ratio of ICAB, ICAI, ICAN and ICAP, basically tried to illustrate the demand and supply of chartered accountants among Bangladesh and Pakistan, India & Nepal by using MS excel.  (Source : Articles of ICAB, The Financial Express). 



The y-axis indicates population and the x-axis indicates qualified members. Trend lines can be identified by clicking on individual countries.
This shows the distinction & the required rate of professional accountants as per population.

[bookmark: _Toc136084384]2.2 : Overview of Mizan Islam & Co

Mizan Islam & Co chartered accountant firm is a renowned firm in Bangladesh that started its journey on 23rd February 1992. It’s a registered chartered accountant form in Dhaka under ICAB. Md Mizanur Rahman FCA, FCS established this firm. The time span of experience is 31 years by now.
[image: ]

The firm provides a wide range of professional services to its clients including auditing assurance, taxation, financial advisory, and consultancy service.
Statutory audit: The firm provides independent audit services for the financial statements of companies and organizations to ensure their accuracy and compliance with regulatory requirements.
Taxation: Tax advisory and compliance services including tax planning, tax compliance tax-related dispute resolution etc.
Financial advisory: The firm provides financial advisory services including financial due diligence, valuation, financial modeling, and feasibility studies of an organization.
Corporate finance: Sometimes firms also provide corporate finance services such as capital raising, and financial restructuring.
Risk management:  Mizan Islam & Co offers risk mitigation services to help their clients as well who are struggling to achieve the break even line, it also helps to identify the potential risk factors in their overall operations.
Cost accounting: Since auditing is the prime objective of chartered accountancy firms yet cost accounting is very relevant to auditing as well. So, Mizan Islam & Co provides cost accounting service that helps to enable the accuracy of the organizations.
Investigation:  The financial position of different companies is very diversified. It is very tricky to figure out the issues. Only professional FCAs can actually differentiate the issues of business organizations such as share capital and financial transaction and sometimes investments as well. The firm also provides fraud inquiry investigation as well.

[image: ] [image: ]

[bookmark: _Toc136084385]2.2.1: The legal entity of the firm
Mizan Islam & Co is a partnership firm registered under ICAB by chartered accountant order 1973 and it is also under the authority of the partnership act 1932.
[bookmark: _Toc136084386]2.2.2: Company’s vision

Everyone wants to be top and their own aspect In terms of providing service, but fails to acquire due to not being consistent in providing service.
Since ICAB is a regulatory body. They monitor the firm's services by DVS which is a document verification system. If any firm fails to follow the guidelines or the regulations of accounting standards then ICAB can lock operations and services. For the span of 31 years a lot of firms were laid off for not maintaining the regulations, Mizan Islam and company don’t compromise quality and maintain all the regulations and standards. It's currently in 6th position in Bangladesh so their  plan is to reach the top firm in our country.

[bookmark: _Toc136084387]2.2.3 : Company's mission
We are aspiring the achievement of our goal leading to our vision by providing quality services. More professionals are being included in the firm as a requirement of our business expansion. 
[bookmark: _Toc136084388]2.2.4: Service mix of the firm

· Audit and assurance
· Taxation advisory
· Business management consultancy
· Internal auditing
· Accounts preparation
· Due diligence
· Asset valuation
Our company used to deal with financial advisory and fraud inquiry assessment. Currently, these two areas of assurance services are off. Currently, the firm is providing services in these mentioned areas. Starting with :
· Audit and assurance: The firm’s main objective is to provide external assurance services to clients. Basically, auditors provide their opinion on whether the report is a qualified, unqualified, disclaimer, or adverse based on the standards of auditing.
· Taxation advisory: In changing global economy the government of Bangladesh is trying to be self-reliant by collecting more revenues from different sources and one of the major leading sources is a net tax of our country. Technical advisory service to clients to minimize tax burden complying with all applicable rules and restrictions.
· Business management consultancy: Since the business environment is getting competitive day by day due to multiple statutory obligations imposed by different authorities. The entrepreneurs or the CEOs of particular organizations cannot handle such factors, to provide them and guide them, Our firm analyzes their situation and gives the most convenient and efficient output.
· Internal holding: Our firm often deals with external auditing but in terms of extreme difficulties we also provide internal auditing. This is basically an appraisal of the effectiveness and efficiency of internal control for that particular organization. Through firm service, we help them to identify risk involved in achieving their organizational goal. 

· Accounts preparation: Firm facilities by providing professional steps to keep records and prepare accounts of an entity in compliance with all the accounting standards given by the authority.
· Due diligence: Our service is aimed  at  the entire perspective of an organization by a particular requirement of interested parties. Carry on such service to the clients to meet their specific needs.
· Asset elevation: The business organization from time to time they require revaluation of their every asset. Conducting the service helps the client as they are required for their internal and external purpose.

[bookmark: _Toc136084389]2.2.5 Professional Members of Firm

	Serial
	Name
	ICAB Reg No
	Years of experience
	Position

	1
	Md. Mizanur Rahman FCA
	592
	44
	Managing Partner

	2
	Shaikh Mamunur Rashid FCA
	1432
	15
	Partner

	3
	Md. Habibur Rahman FCA
	1603
	13
	Director

	4
	Md. Asraf Uddin FCA
	1428
	13
	Deputy Director



[bookmark: _Toc136084390]2.2.6 : Serving Industry of the firm
When I joined the firm as an intern in February. Every year in February month all the firms are instructed to send an annual return report to ICAB. So I was instructed to assist the auditing team to complete their annual return report.
Mizan Islam and company audited 442 companies including organization, firms and NGOs in 2022. Since I was instructed to help them prepare annual return report during my internship period I have figured out that in 2022 our firm has audited around 14 types of industries, they are:
· Manufacturing 
· Insurance
· Banking & NBFT
· Healthcare
· Garment and textile
· Power sector
· Government organization
· Non-government organization
· Telecommunication
· Educational institute
· Liaison office
· Foreign companies
· Educational institute

[bookmark: _Toc136084391]2.2.7: Quality control policy
Every chartered accountancy firm has a quality assurance department. A set of established policies to maintain and ensure the quality of professional services. To work in the public interest by self-guarding entrepreneurs' resources. According to the firm, quality control policies consist of:

· Use an up-to-date firms auditing practice manual.
· Organizing in-house training.
· Sending students to participate ICAB training session.
· Weekly student feedback on training.
· Clarifying all the accounting and auditing standards.

[bookmark: _Toc136084392]2.2.8 : Firm enlistment & Strategic alliance 

Mizan Islam & Co is a partnership firm and it has been practicing for the last three decades. They enlisted with Bangladesh Bank, NGO Affairs bureau, and different government and semi-government organizations.
For strategic alliance, a good understanding team is required. With larger chartered accountancy firms of our country, execution of any large assignment. Executed a number of assignments on joint ventures with CFR either as a lead firm or as a joint partner. The ultimate goal of strategic alliance is to expand the market share by sharing resources or expertise.
Merger of partners is another factor, Professional accountants or the FCA is required to run a CA firm. So the number of FCA may bring more clients. Mizan Islam & Co have always clearly understood their goals are expectations, it was the success factor that eventually guided them to increase their capabilities and reach new clients while reducing the risk.

[bookmark: _Toc136084393]2.2.9 : Human resources of the firm

	Serial
	Particulars
	No. of person

	1
	Partners
	04

	2
	Qualified Assistant/Director 
	02

	3
	Office Manager
	05

	4
	Articled Students/ACCA Students 
	19

	5
	Interns
	08

	6
	Office Staffs 
	02

	
	Total
	42




[bookmark: _Toc136084394]2.2.10: Customer/clients mix of the firm

It's really necessary for specific customer needs or a client mix of a chartered accountancy firm because it can vary depending on the firm's specialization, and strategy focus. Although chartered accountancy firms deal with a diversified customer base.
In terms of CA firm customer mix can be classified into several factors depending on the needs of clients and the firm's areas of expertise. So implying the 4ps in this regard:
Product/ Service: Chartered accountancy firm provides audit documents to its client in order to make their transaction smooth & transparent.
Price: Generally, chartered accountancy firms charge their audit fee depending on the profit or turnover of that client. It's mutually discussed in the meeting.
Place: Every organization needs a financial report. Every year for their business operation, CA firms made their documents more credible by auditing.
Promotion : The marketing department of CA firm generally conducts this promotional activities through social Media, sometimes in annual general meetings by presentation. 
                            According to the annual report of 2022, our firm audited four government organizations. In total they are 442 companies among them, I've segmented them into some aspects and randomly picked some clients.
Government Organizations :
· Ministry of health and family welfare
· Titash gas company limited
· Bangladesh Mukti Juddah Kallayan Trust
· Bangladesh oil gas mineral corporation.
Banks :
· Bangladesh krishi Bank
· Rajshahi agricultural development Bank
· Islamic Bank
· Bangladesh commercial bank
· Bangladesh Krishi Unnayan bank
Power sector :
· Bangladesh power development board (head office)
· Rural electrification board Cox's Bazar 
· Bangladesh power development board 
· Rural electrification board Meherpur
· Rural electrification board Rangpur
· Rural electrification board Naogaon
· Dhaka electric supply Company (DESCO)
Corporation :
· Bangladesh textile meals corporation
· Bangladesh Jute Mill Corporation
· Bangladesh sugar and food industry corporation
· Bangladesh forest development corporation
· Bangladesh water development corporation
· Bangladesh still and engineering corporation
· Bangladesh agricultural development corporation
· Bangladesh sugar and food industries corporation - Dhaka
· Bangladesh sugar and food industries corporation - Jaypurhat
· Bangladesh small and cottage industries corporation
· Dhaka North City corporation 
Insurance company :
· Janata insurance limited
· Islami commercial insurance company limited
· Dhaka insurance company limited
Non-government organizations :
· Blind education and rehabilitation development organization
· Impact foundation Bangladesh
· Development Wheel
· Development institute for social and human affairs
· Manab Mukti Shangstha
· Gulshanara Razzak Welfare Foundation
· Diganta Foundation
· Daridra Durikaran Shangstha
Projects funded by world Bank :
· Union Parishad office under the ministry of local government (LGD) - Nilphamary
· Union Parishad office under the ministry of local government (LGD) - Netrokona
· Union Parishad office under the ministry of local government (LGD) - Habiganj
· Union Parishad office under the ministry of local government (LGD) – Lalmonirhat

[bookmark: _Toc136084395]2.2.11 : SWOT Analysis of the firm

	Strength

· ICAB’s leading & renowned firm,
Yearly gets 300-400 companies as clients.
	Weakness

· Lack of HRM utilization & client management activities.

	Opportunity

· Efficient client management team can
get more clients through social media.
	Threats

· Firm can’t conduct auditing if fails to submit the annual report to ICAB or IFRC within the deadline.


Let’s analyze more widely. Starting with Strength 
· Workforce: If the workforce is not comfortable employees won't be able to give their full potential, hence after completing my internship in Mizan Islam and company I am really satisfied.
· Quality of service : The firm is providing service for the last 3 decades if they're not maintaining all the standards of assurance, ICAB would have locked their DVS hence all the operation would shut down. But I have seen working with Mizan Islam and company's employee. They are very ethical and productive at the same time productive too.They have a huge client base retention for providing quality service
Weakness: 
· The regulatory change by authority almost every year new policies have been implied in taxation.
· Big chartered accountancy firms may get all the big clients such as multinational companies in our country. So creating a significant impression is must  to get big clients.
Opportunities: 
· Apart from social media boosting for market expansion, technological advancement is a must. So embracing digital tools, artificial intelligence and cloud-based accounting systems can enhance efficiency and accuracy.
· In every audit transaction firm has to send an invoice of Vat & Tax, if the HR department on the admin department fails to maintain the invoice fine will be added.
Threats :
· In terms of legal and compliance risk is a major factor. Since ICAB launched the document verification system. All the auditing activities of CA firms are recorded in cloud base, so it's much easier to track down if any firm is breaking the rules and immediately taking action against them.
· In the era of artificial intelligence, machine learning if employees of the firm aren't up to date with this then technological disruption may occur.











[bookmark: _Toc136084396]Chapter 3 : Cilent management activites & My Job responsibility



















[bookmark: _Toc136084397]3.1 : Client Management

For chartered accountancy firms in order to utilize the maximum potential, dealing with their clients is very essential, at the same time providing their expected service and keeping a good relationship with them. There are some international standards to follow in terms of assurance &  auditing. Mizan Islam and company treat all clients equally and deliver neutral service for auditing. In some cases, consultancy service is provided by assessing a company's risk log. Our firm's marketing department consists of 10  members. The employees in the marketing department have excellent customer service skills. First they describe the policy of our services and receives sign by clients so that no complaint argument can arise. Hence, the representative of marketing provides a brief overview of service offerings. They also explain the firm's services to each company that requests information about the offerings. That's why the retention rate of clients is very high at Mizan Islam & Co.

[bookmark: _Toc136084398]3.1.1 : process of getting clients 
Mizan Islam & Co gets clients by promotional marketing activities, digital expansion, e-tender, local procurement, clients reference, physical meetings & personal concerns.
· Referrals: Recommendations of other fellow chartered accountants. As potential clients are likely to trust recommendations from professionals.
· Uniqueness: In our country, a few chartered accountancy firms have a separate tax department so in order to make efficient service. So providing taxation services with international tax compliance can make firms' services unique.
· Online platform: In the current year of technology, online presence is a must. So every chartered accountancy firm needs to have a website through optimizing it with information the firm can get potential clients.
· Networking & Marketing : Attending business events and seminars is very important to connect with potential clients indeed It's a great way to meet new people and learn about their business. Our firm’s representative always attends seminars of ICAB. Marketing is our fundamental duty to deal with clients and also get clients. Employees convince clients by presentation & in house seminars.
· Maintaining standards: Following each and every regulation and compliance of ISA (International Standards of Auditing). Apart from that every employee's professionalism, responsiveness, and affordability puts an impact on getting clients.

[bookmark: _Toc136084399]3.1.2 : Responsibilities of client management activities

· Client acquisition: This includes identifying potential clients and creating a good impression to attract them for our firm. It involves partnering with other firms too. 
· Client onboarding: After the annual general meeting the potential new clients are requested to seat for another meeting to know about the firm's service. It is our responsibility to tell us our requisition too.
· Communication: It's very essential to keep regular communication with them & in order to keep them informed about their financial matters and audit evidence. Any changes in audit opinion can overall affect their operation.
· Customer relationship management: CRM is the fundamental theory of maintaining a long-term good relationship with clients. This includes sending them regular updates responding frequently to any queries or concerns they may have. Always getting in touch with them.
· Managing clients account: It involves tracking client’ billing, contract for audit fee, clients retention rate etc. Basically ensuring all the clients records are up to date.
· Conflict resolution: In this regard, it is important to address the actual problem and resolve them promptly and professionally. In terms of auditing if this happens auditors provide adverse reports as it is meant for the disagreements with clients according to ISA.
· Client retention: Client retention actually reflects the satisfaction of our firm. Our responsibility is to involve offering exceptional service providing timely advice properly assessing their risk log for consultancy and letting them know about the standards of auditing.
The client reviews & service quality dimension reviews will be illustrated later by using 5 point Likert scale.


[bookmark: _Toc136084400]3.1.3: Clients review
Clients review or rating is a good measure to find out the professionalism of a particular company. I physically went to these clients to collect the data for survey.

[image: ]

I have collected around 10 clients' reviews on 5 point Likert scale with some questionnaires. Among them, only three of them rated dissatisfaction. Elaborating the questionnaires below.
Documentation : It's just most fundamental paperwork for CA firms. All paperworks should be organized, aligned, properly addressed as per standards. it is a must for auditing, making report etc. Documentation of MIZAN ISLAM & CO is very standards they follows IAS & ISA guidelines. Clients easily understand our documentation.
Professionalism : Since this sector is meant for the professional accountants FCAs. Professionalism of  MIZAN ISLAM & CO  is upto the mark, Auditor follows IAS-1 which is about presentation of financial statement. By maintaining it our firm works professionally.
Ethical view : ICAB follows code of ethics. International Federation of Accounts (IFAC) issues ethics standards & sends to ICAB members FCAs. They maintains the hierarchy.
Ethical view : MIZAN ISLAM & CO  is always neutral. They treat every clients similarly, no biasness  is visible. 
Quality of service : International auditing standards define the nature of reports based on criteria. No client can obtain a qualified report by offering extra cash. 
· Scope of limitations for materiality will guide disclaimer opinion.
· For disagreements with clients will result Adverse Opinion 
· Consultancy is given by assessing the risk factors of a particular organization.
· Fraud investigation service is provided on big corporates
Reasonable audit fee : It's based on the revenue or the turnover of the client. Our firm always provides tax invoice for every audit fee transaction.
This Likert scale review was done from only the client’s perspective. However in order to make the service quality more reliable it will be illustrated further with a develop questionnaire on 5 point Likert scale in chapter 4 (4.1.1).

[bookmark: _Toc136084401]3.1.4 : Developing client management activity
For the chartered accountant  (CA) firm they generally provide assurance service & their entire concern is the clients. So handling clients or dealing with client management activities has to be effective. Service quality dimension is a good rating measure that eventually can be a reference to new clients. Client management activities also reflect by the service quality dimension.
( A develop questionnaire will be added with service quality dimension items in the chapter 4 for measuring service quality )
· Service reliability : Mizan Islam and company never wanted an extension of the deadline. If they obtain tasks then Audit documents are always prepared on time.
· Responsiveness : The HR department responds to the client's inquiries frequently. Although convincing clients is the task of the marketing department hence, the marketing department also sends feedback to the clients within 24 hours.
· Assurance : In the accounting language, chartered accountancy firms provide assurance services that include auditing, fraud investigation, internal auditing, consultancy etc. From service quality dimension view our firm, employees always willing to get feedback from clients and make improvements to our service.
· Empathy : Our firm always charges a fair amount of Audit fee depending on the revenue of that client. Sometimes Mizan Islam and company provide consultancy services for free based on client situations.
· Tangibles : Mizan Islam and company are always organized. Every department is aware of their duties. Every team is smart and effective.
Lastly, effective client management requires a combination of good communication and quality service, managing the expectation of clients. By following the above mentioned steps client management activities can improve and build a long-lasting relationship with the clients. From my perception, our firm is fulfilling those criteria.

[bookmark: _Toc136084402]3.2 : MY job responsibilities 
[bookmark: _Toc136084403]3.2.1 : Regular Duties
During my internship period in the Marketing Department, I had to visit lot of clients sometimes making presentation of our service to convince them. Using promotional activities through social media, making promotional posts for Facebook pages. Convincing clients over phones and providing information through website, organizing client records by making weekly reports.

[bookmark: _Toc136084404]3.2.2 : Firm’s initiatives
The firm's main focus is to make all the employees efficient. Our firm several times send us as a representative to join a lot of learning seminars in ICAB.
ICAB trained us on how to verify audit documents from clients. How to communicate efficiently for dealing with clients, to avoid camouflaged information in business communication. Even in our marketing department the seniors always teach us a lot of marketing operations. So through this period of time, I find relevance with my theoretical marketing knowledge in many aspects




[bookmark: _Toc136084405]3.2.3 : My skills implementation 

In my University days, I was in the department of Marketing and I must admit and be grateful to my faculties. Our university taught lots of analytical software such MS excel, Oracle Crystal ball, IBM SPSS. By learning about the software I have successfully made a significant contribution to my workplace Mizan Islam & Co. 
I was admired by my seniors due to efficiently running a regression model with SPSS. They used to utilize MS Excel for the regression model. Then I suggested IBM SPSS which is eventually more efficient than Microsoft Excel. 
The scenario was "there is a convenient time for Facebook posts for the client". So the dependent variable Y equals the Maximum reach of the Facebook post & X1, X2, as independent variables accordingly convenient time to post, the impression of the post. I did a survey for 7 days & collected several data to run the regression model.
The letterhead of Mizan Islam & Co  has their logo on it & it was given to the clients by social media. Then I suggested to hyperlink the logo with our Facebook page so that any client may open the file and eventually see our Facebook page. By adding the hyperlink the weekly rate of new client response increased.

[bookmark: _Toc136084406]3.2.4 : My learnings from the firm

When I was in the marketing department of Mizan Islam & Co in the month of February, According to ICAB regulations, the firm needs to submit the annual return the annual activities are described. So for reporting a huge amount of data, the marketing department was also instructed to help the audit department for making the annual return report.
[image: ]

Mizan Islam & Co audited 442 companies including firms and NGOs In 2022. ICAB responsibility is  to verify that all the operational activities maintain accounting standards and code of ethics.
The annual report consists of audited financial statements for the past year along with the summary of financial statements; all VAT and Tax invoice are done according to IFRS.
So, I had to identify the business type if it is operative or non-operative then have to ensure the audit fee or the assurance service fee with the original cash ledger book. Hence, I had to verify the incorporation number of that particular client, the nature of their business, their overall revenue, and turnover by following this I have held them to prepare the report since there is huge data of 442 companies. I completed verifying around 50 companies in the annual return.

Apart from it, I have applied my marketing theoretical knowledge in real life. I find relevance in my academic knowledge and practical knowledge. I have done so many presentations within these 3 months in front of some big clients. I have learned effective business communication. I have learned how to deal with clients. In this short span of time, I learned so many things.















[bookmark: _Toc136084407]chapter 4: Methodology, Analysis, Findings & Recommendation

























[bookmark: _Toc136084408]4.1 : Performance methodology 
[bookmark: _Toc136084409]4.1.1 : Data collection METHOD
Contact methodology was done physically. Although over the phone I have talked with some clients but I didn't include their preference in this questionnaire, because without physical visit I cannot get their attached seal. From my point of view, I think the attached seal makes data collection method more reliable. So I have filled  the questionnaire from three aspects first one is the Recent clients indicates by  This Icon, Old employees indicates by   This Icon, & Me as client indicates by  This Icon. 
I have met five clients physically and two clients over the phone, via email. Among them, I have picked around three recent clients because their preferences are similar to our service. The chosen clients are i) Atlas Energy Syste, Limited, ii) TNT MARBLE & GRANITE LTD, iii) S.E. Limited
[bookmark: _Toc136084410]4.1.2 : Descriptive Analysis

To measure the Service Reliability variable these items has been used with the questionnaire on 5 point Likert scale. (N.B. Recent Clients - , Old Employees - ,Me as Client - , Indicates there preference on this items of service quality dimension indicated by those icon).[image: ]
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Service Reliability
	1. Strongly disagree 
	1. Disagree 
	1. Average
	1. Agree
	1. Strongly agree

	Whenever customers request service  Mizan Islam & Co - MIC  provides it at the promised time
	1
	2
	3
	4

	5

	Whenever customers request for …any…type of …Auditing…. service …from…company Mizan Islam & Co   performs it right first time
	1
	2
	3
	4

	5

	Whenever customers request for different services …like Internal auditing &…consultancy… staffs provide such as promised
	1
	2
	3
	4
 
	5

	Always …Aduitors…&…Employees…… maintain on error-free records of services
	1
	2
	3
	4
	5
 

	Whenever customers experience problems ……HR…&…Helpline..  staffs handle it in a constant manner
	1
	2
	3
	4
	5

	· Recent Clients  Total point 22, Items 5, So average 22/5 = 4.4, indicates Agree 
[image: ]                                    4.4
· Old Employees  
[image: ]      4.8             It indicates nearly strongly agree.
· Me as Client 
[image: ]4.4                   My ratings also same with recent clients.



To measure the Responsiveness variable these items has been used with the questionnaire on 5 point Likert scale. (N.B. Recent Clients - , Old Employees - ,Me as Client - , Indicates there preference on this items of service quality dimension indicated by those icon).
	
Responsiveness

	(1) Strongly disagree 
	(2) Disagree 
	(3) Average
	(4) Agree
	(5) Strongly agree

	Whenever customers need service  Mizan Islam & Co   staffs give prompt service
	1
	2
	3
	4
	5

	Whenever customers ask for service ……Auditing…&…Consultancy…….. staffs serve them readily in a good manner
	1
	2
	3
	4
	5

	Always …Consultant… staffs are willing to solve customers’ problem
	1
	2
	3
	4
	5

	Always Mizan Islam & Co   keeps customers informed as to when service will be performed
	1
	2
	3
	4
	5

	· Recent Clients 
[image: ]4.2                  They agreed with our responsiveness items.
· Old Employees 
[image: ]     4.7             According to them its calculation 19/4
· Me as Client 
[image: ] 4.5                 My preferences are same as Clients & Employee.


To measure the Assurance variable these items has been used with the questionnaire on 5 point Likert scale. (N.B. Recent Clients - , Old Employees - ,Me as Client - , Indicates there preference on this items of service quality dimension indicated by those icon).
	Assurance 
	(1) Strongly disagree 
	(2) Disagree 
	(3) Average
	(4) Agree
	(5) Strongly agree

	The behavior of all employees at the …Firm…(Mizan Islam & Co - MIC)…  instills confidence in customers when they interact
	1
	2
	3
	4
	5

	Customers feels safe in their transaction with our  ……Finace…….. Team
	1
	2
	3
	4
	5

	Always … Mizan Islam & Co - MIC … staffs are willing to solve customers’ problem
	1
	2
	3
	4
	5

	Every time employees in …Every…Department…of…MIC are consistently courteous with customers
	1
	2
	3
	4
	5

	· Recent Clients 
[image: ]     4.7              By judging the preference they are agreed
· Old Employees 
[image: ]   5      According to them for assurance it 5 out of 5  
· Me as Client 
[image: ]                                                   5        My rating also same as my Seniors.



To measure the Empathy variable these items has been used with the questionnaire on 5 point Likert scale. (N.B. Recent Clients - , Old Employees - ,Me as Client - , Indicates there preference on this items of service quality dimension indicated by those icon).

	Empathy
	(1) Strongly disagree 
	(2) Disagree 
	(3) Average
	(4) Agree
	(5) Strongly agree

	All employees at Mizan Islam & Co - MIC  pass transactions in a caring manner
	1
	2
	3
	4
	5

	Always e Mizan Islam & Co - MIC   staffs have customers best interests at heart when they are asking for service
	1
	2
	3
	4
	5

	Whenever customers request for a service, …Every…department…of…MIC…. staff gives individual attention
	1
	2
	3
	4
	5

	All employees of Mizan Islam & Co - MIC    understand customers specific needs with a specific attention
	1
	2
	3
	4
	5

	· Recent Clients 
[image: ]      4                       According the rating clients somewhat agreed.
· Old Employees 
[image: ]     4.7             It seems employee tends to strongly agree.
· Me as Client 
[image: ]  4.5                My preference is slightly less than my seniors



To measure the Tangible variable these items has been used with the questionnaire on 5 point Likert scale. (N.B. Recent Clients - , Old Employees - ,Me as Client - , these icon Indicates there preference on this items of service quality dimension ).
	Tangible
	(1) Strongly disagree 
	(2) Disagree 
	(3) Average
	(4) Agree
	(5) Strongly agree

	Mizan Islam & Co - MIC  has modern equipment necessary for excellent Financial services
	1
	2
	3
	4
	5

	Employees of ……the Firm……MIC….  are professionally dressed
	1
	2
	3
	4
	5

	Mizan Islam & Co - MIC  has specific rooms for each departments
	1
	2
	3
	4
	5

	The interior and exterior of Mizan Islam & Co - MIC    is visually appealing and spacious
	1
	2
	3
	4
	5

	· Recent Clients 
[image: ]4.2                  Its less cause clients don’t visit us, we visit them
· Old Employees 
[image: ]                        5      According to them its 5 outta 5.
· Me as Client 
[image: ]   5       MIC has Very flexible work force.


To measure the Tangible variable these items has been used with the questionnaire on 5 point Likert scale. (N.B. Recent Clients - , Old Employees - ,Me as Client - , Indicates there preference on this items of service quality dimension indicated by those icon).

	Perceived Customer Satisfaction
	(1) Strongly disagree 
	(2) Disagree 
	(3) Average
	(4) Agree
	(5) Strongly agree

	Customers are fully satisfied with …Auditing…&…Consultancy…  services
	1
	2
	3
	4
	5

	Mizan Islam & Co - MIC  always fulfills customers' expectations
	1
	2
	3
	4
	5

	Mizan Islam & Co - MIC  has never disappointed customers so far
	1
	2
	3
	4
	5

	Customers experiences with ……Financial … Advisory …. services are also excellent
	1
	2
	3
	4
	5

	· Recent Clients 
[image: ]        4.2                  It depends individually but they are agreed. 
· Old Employees 
[image: ]      5   Everyone thinks that their service is superior.  
· Me as Client 
[image: ]      4.7            I think our firm is doing their level best.



After completing the descriptive analysis and finishing the questionnaire. The rating from three aspects was 4 to 5. Basically, it refers that  the level of satisfaction on our firm’s service quality dimension is agree to strongly agree. Hence we can conclude that Mizan Islam & Co provides good assurance services and ensures quality to clients.

[bookmark: _Toc136084411]4.2 : critical Findings
Chartered accountancy always tends to articleship students mainly accounting background students but they need more efficient employees in the HR department mainly in the marketing department because they have a huge number of client base. Although chartered accountancy firms mainly focus on improving the reliability, relevance and credibility of information in the reporting opinion.
· Mizan Islam and company not yet fully fledged with the IT department with a qualified team.
· Technological drawbacks eventually make the overall operation sluggish.
· The rate of fellow chartered accountants is quite lower due to the flow of new student enrollment is not always steady.
· Since there is a lack of qualified chartered accountants all the audit staff must rely on the firm's partners to wrap up an engagement which has an impact on the effectiveness and timeliness of the work delivery.
· Sometimes for DVS verification the audit and consulting services are inherently limited by nature.
· Only HR department can’t deal with clients alone.

[bookmark: _Toc136084412] 4.3 : Recommandations
After finishing my internship period, although the time span is very little, it's very difficult to pass judgment. However, working in the marketing department I have figured out our firm's SWOT analysis and some recommendations have been described there. Let's focus on some other aspects
· In order to ensure a flexible workforce fully skilled IT department with well trained staffs are required to generate smooth service.
· Recruiting more employees in the marketing department for dealing with clients.
· Mizan Islam and  company need to stabilize the recruitment process by ensuring that student registration process is efficient and consulting with firms management.
· Adding two break times apart from the lunch time and prayer time because consistently work creates stress for the employees.
· Updating clear guidelines for employees and the mission of the firm.

[bookmark: _Toc136084413]4.4 : conclusion

By the grace of Almighty Allah I have completed my internship. Mizan Islam & Co has a huge network base combining the newest technologies to serve the esteemed clients. Although the duration of my internship was very short, I have learned a lot of things throughout that time. I have used my knowledge from my professional experience and applied it here. I have enjoyed so much working with my coworkers and supervisor. I really appreciate regarding the flexible work environment of the firm. It definitely enhance my capacity for decision making
I appreciate the cooperation of my department colleagues who are very helpful to me. They have given me so much access to information to complete this report. Lastly, it was a great experience for me as an intern. I wish for Mizan Islam and company's great expansion and development for the future.
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Annual report of  Mizan Islam & Co 2022
ICAB - icap - icai - ican
INDIA	
Population	CA Required	CA Members	1408000000	1000000	351232	BANGLADESH	
Population	CA Required	CA Members	169400000	12000	2100	PAKISTAN	
Population	CA Required	CA Members	231400000	10000	6700	Nepal	
Population	CA Required	CA Members	30300000	4000	1200	QUALIFIED ca

POPULATION



Required Percentage	
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