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[bookmark: _Toc78695071]Executive Summary
Successful organization needs to have a customer oriented business culture. Customer orientation has been identified as a cornerstone of the marketing theory and marketing management activities. It is an approach to sales and customer-relations in which staff focus on helping customers to meet their long-term needs and wants. A customer-oriented organization places customer satisfaction at the core of each of its business decisions. It is apparent in the marketing management area that there is a positive relationship between customer orientation and customer satisfaction and customer loyalty.
The main purpose of preparing this report is to better understand the Marketing & Merchandising activities on customer orientation of Garments Industry (A Perspective of ZAHEEN Knit Wears Limited). Bangladesh is one of the largest readymade garments (RMG) exporters in the world. ZAHEEN Knit wears Ltd. is one of them. Commitment, Customer satisfaction, Integrity, Innovation & good environment are the core values of them. Beside Quality Service & Reliability is the main goal of ZAHEEN Knit Wears Limited & they are committed to their customers, workforces & society and at the same time are activated in transforming the Ready-made garments (RMG) industry of Bangladesh into future development & shape. For creating customer value with keeping mind of the commitment to the customers, they are expanding their factories, various advanced technologies & machineries. They are also involved in many CSR activities to increase customer loyalty, revenue, share of wallet, brand recognition, employee engagement, productivity and retention. In the case of customer satisfaction, they follow many criteria to understand the customer needs & requirements & then they match it with their quality because Maintaining Standard Quality is the top priority for their customer satisfaction. In addition, they have some objectives & strategy on after sales services for customer satisfaction, which have been highlighted in this report. Based on the study and practical experiences on merchandising department, several recommendations are provided which will be useful for the development of the company.
Keywords: Customer Orientation, Readymade Garments, Merchandising, Customer Satisfaction, Zaheen Knit Wears Ltd
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[bookmark: _Toc78695072]Chapter One
[bookmark: _Toc78695073]Introduction


1.1 [bookmark: _Toc78695074]Introduction of the report

As a requirement of the Bachelor of Business Administration degree, the internship report is prepared on customer orientation at the ZAHEEN Knit Wears Limited. Since my interest was more about marketing activities in a garments industry, I selected the topic “Customer Orientation, A Perspective of ZAHEEN Knit Wears Limited”. Customer orientation is a corporate strategy and the company prioritizes problem solving for its customers. It's about helping clients achieve their goals. Ultimately, the needs and preferences of customers take precedence over the needs of the company and are customer- oriented (Reeves & Haanaes, 2015).
 
1.2 [bookmark: _Toc78695075]Objectives of the report
Primary Objective: 
The primary objective of the study is to better understand the Marketing & Merchandising activities on customer orientation of Garments Industry. (A Perspective of ZAHEEN Knit Wears Limited)
Specific Objective
· To understand customers’ needs & requirements 
· To understand about the strategies of creating customers’ value & customers’ commitment.
· To find out the objectives for customer satisfaction.
· To get a clear understanding how they maintain the relationship with their customers by after sales of the products or services.
1.3 [bookmark: _Toc78695076]Scope & Limitation of the report
Since I have completed my internship in the Merchandising department, I had relatively easy access to information about this department's operational and functional activities. So, I wanted to explore my study in the current marketing & merchandising activities for their customers and buyers. However, there is one limitation I experienced while writing the report, and that is information & data confidentiality.




[bookmark: _Toc78695077]Chapter Two
[bookmark: _Toc78695078]Company Overview & Literature Review



0. [bookmark: _Toc78695079]An overview of the Organization
Bangladesh is one of the largest readymade garments (RMG) exporters in the world. ZAHEEN Knit wears Ltd. is one of them. ZAHEEN is a knit composite garment located at Keodala, Madanpur, Bandar, Narayanganj. It has been started in 2007 under The Jamaluddin Group. The compositions of ZAHEEN Knit wears Limited are -
· Knitting Unit
· Dyeing Unit
· Printing Unit
· Garments Unit
· Packaging Unit
· Sewing Thread Unit
· Embroidery  Unit (under process)
· Accessories Unit (under process)
All units are with a compound of 10 acres of land. At present ZAHEEN has approximately 3000 employees. 


1.4 [bookmark: _Toc78695080] Core Values of ZAHEEN Knit Wears Limited
· Customer satisfaction 
· Commitment 
· Integrity 
· Fairness 
· Innovation 
· Environment. 
1.5 [bookmark: _Toc78695081] Core Strengths of ZAHEEN Knit Wears Limited
ZAHEEN’s current production capacity:
· Knitting Unit	- 200 Metric Ton /Month
· Dyeing Unit	- 350 Metric Ton/Month   
· Printing Unit	-  1000,000 Pcs/Month
· Garments Unit	-  1400,000-1600,000 Pcs/Month

1.6 [bookmark: _Toc78695082] Mission & Vision of ZAHEEN Knit Wears Limited
Vision: 
· To establish one-stop Global Apparel Market

Mission: 
· To satisfy & meet customers satisfaction
· To assure complete compliance 
· To ensure International quality standard
· To provide acceptable working condition
· To develop human resources
· To procure & apply modern technologies
· To ensure complete transparency of business
1.7 [bookmark: _Toc78695083] Products & Services
Knits & Fabrics
· Single Jersey
· Heavy Jersey
· Pique
· Lacoste Interlock
· Eight lock design
· Rib
· Pleated design rib 
· French terry, Fleece 
· Modal
· Cotton viscose
· Collar & cuff made of Cotton
· Cotton modal
· Polyester viscose
· Polyester
· Cotton polyester
· CVC

Garments	

· T-shirt
· Polo shirt
· Sweat-shirt
· Golf-shirt
· Tank tops
· Children wear
· Night Wear
· Short Pant
· Long Pant
· Jogging suits
· Runners pant
· Functional wear
· Fashion dresses
· Under garments
· Sportswear etc. 

1.8 [bookmark: _Toc78695084] Management Team


Figure 3.1: Hierarchy system of ZAHEEN Knit Wears Limited

1.9 [bookmark: _Toc78695085]  Corporate Social Responsibility
ZAHEEN establish a Madrasah named- Jamia Islamia Alim Madrasah as a corporate social responsibility and also they establish a orphanage called- Alhaj Amijuddin Orphanage. Both of them located at Bandar, Narayanganj.
1.10 [bookmark: _Toc78695086]Internship Experience
My work experience/internship activities at ZAHEEN Knit Wears Ltd provided me with a wealth of information & Knowledge. Because I work as an Assistant Merchandiser at ZAHEEN Knit Wears Limited, I have had the opportunity to learn a lot. I was doing several merchandising-related tasks at the company at the time. The following is a list of the companies that I work with:
Daily Routines & Activities
· Document scanning
· Filling out the paperwork correctly
· Taking photographs of samples
· Communication through email
· Concerning the supervisor by preparing reports
Weekly Routines & Activities
· Meeting with the supplier of textiles and accessories
· Creating a list of accessories
· Meeting with the buyer
Monthly Routines & Activities
· Meeting with members of the production team
Challenges
During my time there, one of the biggest issues I encountered was that a few people in charge of a certain area were not always willing to cooperate with interns. Another issue was that ZAHEEN Knit wears Limited failed to give me with any formal briefing or workshop, making it extremely difficult for me to comprehend the task.
In conclusion, ZAHEEN Knit Wears Limited aided me much in learning about Merchandising operations as well as correct documentation in a straightforward manner. I gained practical information & Knowledge about -
· How a merchandiser works, 
· What his primary tasks are, 
· What processes are followed, and 
· How to follow up on activities, 
As well as all the formalities required making, accept, and deliver a contract, from this Garments.

1.11 [bookmark: _Toc78695087] Literature Review of Customer Orientation
1.11.1 [bookmark: _Toc78695088]Customer Orientation
On a global scale, extensive and comprehensive research on customer orientation has been carried out. Basically, this means observing customer wants and needs, predicting them, and then acting accordingly. Being customer-oriented is the key to achieving business goals. Businesses can achieve these goals by focusing on customer satisfaction. Those companies that achieve consumer satisfaction can achieve better marketing performance. Therefore, consumer (or customer) orientation is the focus (or central theme) of current marketing practice.
According to Reeves & Haanaes (2015), customer orientation is a corporate strategy and the company prioritizes problem solving for its customers. It's about helping clients achieve their goals. Ultimately, the needs and preferences of customers take precedence over the needs of the company and are customer- oriented. 
In 1998, Slater & Haanaes defines customer orientation as a business philosophy that puts customer needs above business needs. 
In addition, Brady & Cronin Jr, (2001) referred to it as the act of adjusting a company to help its clients succeed through the company's products or services. This means that all teams, especially the sales and customer success teams, will adjust their approach according to the needs of customers and predict when they will need them and when the time is right. This includes providing clients with various resources, added value, and providing assistance when needed. 
In addition, Bowen, Siehl, & Schneider (1989) defined customer service orientation as an organizational culture based on the company's focus on customers, their needs, and the content of their needs. You value them more than anything else and respond to them quickly and efficiently.
In conclusion, consumer orientation is a modern marketing philosophy, guiding practicing managers to carry out marketing work in a way that satisfies consumers to the greatest extent possible. Consumer- Oriented emphasizes understanding the real needs of consumers and better meeting their needs compared to other competitors. It requires the business to define consumer needs from the consumer's perspective. The company must do everything possible to meet the expectations of the target consumers.

1.11.2 [bookmark: _Toc78695089]Importance of Customer Orientation
In today's highly competitive market, customer orientation is just as important as having well-designed products or services that customers like to use, efficient execution at checkout, providing delivery services that meet customer service standards, and having support staff on standby to help customers solve problems. In addition, building a successful business these days requires cultivating a customer reputation that the company can be proud of. Companies can only realize the importance of customer orientation and take action because this establishes an ethical business reputation among customers that cares for customers and provides value.
Heskett et al. (1997) pointed out that satisfied, committed, and loyal employees are more enthusiastic about customers, resulting in more satisfied, committed, and loyal customers. The value and profit chain includes this relationship. In other words, the more excited people are, the more loyal the customers will be, and the better the income will be. In addition, the company's performance depends on the level of expectations for customer needs, because customers are critical to the survival of most companies. Therefore, the primary goal of any business or team should be customer service. As competition and prices are rapidly eroding in today's industry, businesses must not only focus on customer acquisition but also customer retention. Therefore, all companies must be able to grasp customer expectations by being customer-oriented.
Customer orientation is also important for achieving customer satisfaction. Companies can improve customer orientation through an in-depth understanding of customer expectations and satisfaction. Tracking customer satisfaction results in useful data that can be used to track and improve processes. Once the organization knows what its consumers are satisfied and dissatisfied with, it can proceed with goal-oriented improvements. This helps the company retain customers and gain a competitive advantage over competitors. In addition, understanding the needs and needs of customers and competitive work habits can provide the company with customer-oriented solutions.
1.11.3 [bookmark: _Toc78695090]Influential Factors of Customer Orientation
Early research using employee-related methods discovered that a variety of factors influence customer orientation. According to Lee et al. (2011), leadership style is an important factor in customer orientation. Chih and Li discovered in 2010 that job satisfaction, job engagement, job stress, and emotional intelligence all play an important role in serving employees' customer-oriented behavior. This demonstrates how service businesses can use these variables to create customer-oriented and employee-friendly behaviors. Additionally, employee responses to organizational and job characteristics, such as organizational identity (Wieseke et al., 2007), the meaning of work experience (Thakor and Joshi, 2005), and role clarity (Bennett, Lehman, & Forst, 1999), are also factors of customer orientation. Furthermore, relatively stable employee characteristics, such as personality traits (Brown et al., 2002), emotional intelligence (Rozell et al., 2004), and innovative work (Licata et al., 2003), and learning objectives (Harris, Mowen, & Brown, 2005) have been identified as prerequisites for customer orientation.

1.11.4 [bookmark: _Toc78695091]Alternative Strategies for Customer Orientation
Although a company's marketing teams have a variety of marketing methods to choose from, the priorities of top-level management often drive the marketing strategy. In addition to consumer targeting techniques, there are three other types of targeting tactics.
Business, commercial and sales orientation: A business-oriented marketing strategy focused on creating the best products and services without taking into account the wants and needs of the consumer and it is also known as commercial/sales orientation. The business orientation is based on the idea that everyone is a potential consumer and that if a company produces the best product at the best price, it will be able to generate sales. To generate revenue, this strategy generally employs aggressive outbound sales tactics and marketing activities. The focus here is primarily on promoting and developing the skills of the sales force. The customer comes after the product and the production capacity. Additionally, this strategy is mainly adopted when consumers are not actively researching a product, companies can take a sales-oriented approach. When consumers are not actively studying a product, companies can take a sales-oriented approach with this tactic. Many companies, on the other hand, take a hybrid approach, employing commercial and market orientation to promote their respective products.
Production-oriented: A production-oriented company typically uses a mass production model and streamlines the manufacturing process for its products. This targeted method implies that your consumer values price, so you focus on reducing production costs to meet the pricing needs of this customer base. This price is believed to be the main value proposition of the key offering of the production-oriented organization, which focuses its resources on operations and positions its main marketing communications in price-based messages.
Social marketing / social orientation: According to Philip Kotler (2000), “the concept of social marketing maintains that the task of the organization is to determine the needs, desires and interests of the target markets and to provide the desired satisfactions more effectively and efficient than competitors in a way that preserves or enhances consumer and societal welfare”. In addition, social marketing emphasizes social responsibilities and proposes that, to achieve long-term success, a company must develop a marketing strategy to provide value to customers in order to better maintain and enhance the well-being of customers and society than competitors. . The contradiction between the short-term wishes of individual consumers and the long-term well-being of society led to the development of this marketing technique.
In conclusion, these four approaches, including the customer orientation strategy, determine the priorities and processes that exist within the organization, as well as, probably most crucially, how the organization brings its core offering to market and enables it. Moreover, many companies today choose to use a combined approach, using both business orientation and customer orientation to sell their various products.
1.11.5 [bookmark: _Toc78695092]Organizational Readiness to be Customer Oriented
Underperforming companies generally lies in the way they treat customers. For the garment industry in developing countries like Bangladesh, local and foreign customers or buyers play a vital role. They help the company to maintain its position in the highly competitive international market. For ZAHEEN Knit wear’s Co., Ltd., customer satisfaction is the main driving force for the company to carry out any business activity. Changes need be made from the top-down to achieve high customer satisfaction. Supporting customer-oriented programs requires the involvement of executives. In addition, companies must use resources and pay more attention to customers. Referral programs and strategic alliances will help achieve company goals.
To become a customer-centric business, companies need to be willing and ready to earn the trust of customers by adequately meeting their expectations. Failed promises generally reduce customer trust and loyalty. This can be simple, such as poor quality of service or lack of response, or it can extend to more complex issues, such as inconsistent quality. Additionally, the researchers found that leadership is necessary for the organization to be more customer-oriented. According to the survey results, high-performing managers are three times more likely to support the successful implementation of customer-centric strategies than managers of low-performing companies (Beer, 2009; Shum, Bove, and Auh, 2008).







[bookmark: _Toc78695093]Chapter Three
[bookmark: _Toc78695094]Methodology, Analysis & Findings


0. [bookmark: _Toc78695095]Methodology of the study
Topic Selection: The internship topic was approved by my internship course supervisor and it was thoroughly discussed with him. My course supervisor contributed his perspective by providing one by one task of the chapter to prepare an effective & informative report.

[bookmark: _Toc78695096]An overview of the data collection & analysis
Academic theoretical knowledge, studying various marketing related articles, reports, group discussions with senior colleagues, merchandiser teams & other qualitative data collection methods has been used for this study & preparing the internship report.
The following is a basic overview of the data collection and analysis used to prepare this report:
1. Type of the data: This report has been prepared based on primary & secondary data which are described below:
· Primary Data: Hand on experiences like taking interviews, discussions with senior colleagues, supervisor, merchandiser teams & executive director of ZAHEEN knit wears ltd, communication with customers & buyers & direct observations & practical working experiences on overall sales, merchandising & marketing activities were used to collect data.
· Secondary Data: Online publications, documents, various articles, online newspapers & various websites were used to collect the data.
2. Data Source: The method specifies how data is processed and interpreted. I got the data after going through the various databases that helped me write this report. It divides the foundation into two parts:
· Primary Sources of collecting the data: The following are some of the methods and sources used to collect the data such information:
· Face to face conversations with executive directors, senior colleagues & supervisors of ZAHEEN Knit wears ltd.
· Group discussions with cross functional & merchandiser teams.
· Experiences on merchandising activities & communications with customers & buyers.
· Secondary Sources of collecting the data:
· Articles, annual reports which are related to the garments & its’ marketing activities
· Official Websites of ZAHEEN Knit wears ltd
· Internal marketing reports of ZAHEEN knit wears ltd
[bookmark: _Toc78695097]Sampling Technique
The non probability technique have been used for this study & analyzing the selected topic of this internship report and (n) the sample size was around 100, where 8 in manager level and rest participants were the employee of ZAHEEN Knit wears ltd. 
[bookmark: _Toc78695098]Method of the data collection
Personal & in depth interviews technique were conducted for the purpose of this study. In terms of collecting the data, a semi structured questionnaire has been formed for conducting the interviews & group discussions which questionnaire was provided by my course supervisor.
Questions
1. ZAHEEN Knit Wears Limited Company, is committed to its customers? 
2. How you create customer value?
3. How you understand of customer needs & requirements or what kind of criteria you are focusing to understand customer needs? Can you explain it broadly? 
4. Have you any objectives for customer satisfaction? What are these?
5. Tell me about the after sales services from your company.
[bookmark: _Toc78695099]Data Analysis & Presentation
I have not included any numerical values in this internship report because the following report is a descriptive type report. The report focuses on a practical working life scenario. I primarily used verbal analysis to describe how ZAHEEN Knit wears limited creates customers values, keep commitment on their customers, how to satisfy their customers by understanding their needs & requirements and also providing after sales services. 
And finally a few modalities & tables have been used to analyze and present the data.
[bookmark: _Toc78695100]Measurement of the study
This study used some open ended question to the supervisors to understand the customer orientation at the ZAHEEN Knit wears ltd. Following section lists the total questions used for data collection
1. Understands customer needs 
2. Is committed to its customers
3. Creates customer value
4. Has objectives for customer satisfaction
5. Provides after-sales service


[bookmark: _Toc78695101]Customers’ Commitment
Quality Service & Reliability is the main goal of ZAHEEN Knit Wears Limited (A sister concern of Jamal Uddin Group)
ZAHEEN Knit Wears Limited, they are committed to their customers, workforces & society and at the same time are activated in transforming the Ready-made garments (RMG) industry of Bangladesh into future development & shape. 
With this view, vision & commitments, they are able to continuously develop and change themselves in the textile market around the world as well as establishing themselves in a competitive environment and expanding their collaboration with Bangladesh's export-oriented textile business communities. Keeping mind of the commitment to the customers, they are expanding their factories, various advanced technologies & machineries. They firmly believe that they are ready to face & take any challenges to maintain the commitment of customers with confidence in this competitive market in the textile industry of Bangladesh. 
Finally it can be said that, “by adopting most modern and dynamic technology, ZAHEEN Knit Wears Limited are committed to fulfill the reliability that buyers or customers’ need, the services & competitive price which customers or buyers expect.”
[bookmark: _Toc78695102]Value creation to the customers or buyers
The port city Narayangonj is an important industrial centre near the capital city of Dhaka, Bangladesh and ZAHEEN Knit Wears Limited has been established from here. With a short period of time with excellence & dynamic strategy the company became a renowned contributor of the growth of RMG industry in Bangladesh.
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Figure: Glorious Achievement of ZAHEEN Knit Wears Limited
[image: ]
	Performance with overseas buyers at a glance
For creating customer value, they mainly focus on Quality Products. Their diversity has been the company’s source strength providing industrial employment for nearly 1,150 people. Entire operations of ZAHEEN Knit Wears Limited carried out from its own premises each being situated in different location in world. For creating customers’ value some of their strategies & activities are described below:
[bookmark: _Toc78695103]Goal
Quality Service & Reliability is the main goal and target of ZAHEEN Knit Wears Limited. They believe about it, for turning great ideas into profitable ventures or business, it must be important to work with Quality service & Reliability.   
[bookmark: _Toc78695104] Working for Buyers’ Success
They believe that a diverse group of people can bring unique skills, perspectives, and ideas to the table. Their high quality standards apply in terms of services, technical expertise, and advice as well. Their knowledgeable and experienced employees are eager to assist buyers & customers in their daily operations.
[bookmark: _Toc78695105]  Products & Production Capacity
Mainly, ZAHEEN Knit Wears Limited produces T-shirts, shorts, trousers, long pant, underwear, polo shirt, sweet shirts, tank top etc with 20 lines capacity & having 155 metric ton knit unit per month, 250 metric ton dyeing unit/month, 50lacks pcs of printing unit/month, 8 to 9lacks garments unit/month. Their knitting unit has a floor space of 9100 square feet and the total number of people working on the unit is 45. 
They have established their selves as a reliable source of all types of TC, Single Jersey Cotton, Rib, Pique, Interlock and Lacost, in Bangladesh due to their commitment to quality, professionalism, and timely delivery. 
[image: ]
[bookmark: _Toc78695106]  Conference Room & Inspection Room for Buyers
ZAHEEN Knit Wears Limited, they reserve 11 wide inspection rooms & conference rooms for their valuable buyers with modern machineries & space so that their buyers can feel comfortable on checking & taking decisions on sample selection.
[bookmark: _Toc78695107]  Advanced Technologies & Lead Time
They have the most up-to-date models of circular knitting machines (Pai Lung) from world-renowned manufacturers with additional features for their valuable customers & buyers. It has established itself as a leading producer of cotton and TC knit fabrics in Bangladesh.
[image: ]
By using & updating these technologies, they get many facilities on maintaining their Quality Control such as:
· Designed & pattern making 
· Nominated in-house lab facility
· Fabric inspection & cutting
· Sooey
· Quality Check
· Finishing & Dyeing
· Store Maintenance & Shipment
They have enough experience on logistic support or spawn logistics to ensure on time delivery. They feel glory to handover quality goods in time expansion plan. They have taken more lines with their total production and already that construction is progressing. 
· ZAHEEN Knit wears Ltd works based on their shipment priority in terms of good sales.
·  Placing large orders but taking partial qty based on sales figures throughout the year. 
· They have some basic styles whose delivery can happen in several times, such as Knit(MP003), Knit 2(MP008), Knit 3(MP009), Octane short(MB005), Mens 2 pack Boxer(MB001), P110815 (WP001)
[bookmark: _Toc78695108]  CSR Activities of ZAHEEN Knit Wears Limited
CSR can give benefits to consumers in three ways: emotionally, socially, and functionally. Each of these variables enhances or degrades the overall consumer value proposition. Furthermore, the value created by one type of CSR can either enhance or detract from the value created by other product attributes. The ultimate main purpose of CSR is to increase the shared value among organization and its employee, shareholders, customers and community members. 
ZAHEEN Knit Wears Limited, they also practice CSR policy for creating customers value or increase customer loyalty, revenue, share of wallet, brand recognition, employee engagement, productivity and retention.
· Mosque, MADRASHA & Orphan Support program: For the Muslim peoples & Madrasha students, ZAHEEN Knit Wears Limited has built many big and specious mosques & Madrahsas in different areas of Bangladesh. 
[image: ]
· Beside, ZAHEEN Knit Wears Limited also built an orphanage for supporting the children including, winter clothes, supplemental nutrition, sports clothing, sports equipment, counseling services.
[bookmark: _Toc78695109]Understanding of Customer Needs
ZAHEEN Knit Wears Limited states Quality is when a customer is satisfied by meeting his needs & requirements from the company. Failing to maintain a high quality standard can lead to failure. However, maintaining educates or high standard of quality takes cost effort. So, ZAHEEN knit wears ltd, from the initial investigation, they try to figure out what customers or buyers want from them, what are their requirements and here their merchandiser teams play role for figuring out about this. After selecting the buyers, they send emails for knowing the buyers ‘needs & requirements, sending & presenting quality samples after receiving the reply, making cost sheets after approval the samples, price negotiation all these things are related in understanding of customers’ or buyers’ needs.
ZAHEEN Knit Wears Ltd always committed to fulfill their customers’ satisfaction by meeting their needs & requirements which is they prioritize Quality fitness or Quality Control in their garments industry and it depends on a few factors of their garments & textile sectors such as:
· Commitment/ Reliability
· Performance
· Durability
· Visual
· Right Products with high standard quality at a right time with undamaged conditions.
· And last of Quality Control Checks
Some of Criteria & sub criteria in customers’ needs & requirements of ZAHEEN Knit Wears Ltd are listed below by a table: 


	

Criteria /Sub criteria

	
Relevance to the quality of the product or service


	
Performance and durability


	Durability (Strength and long useful life of product)
	Product Quality

	Color stability (Resistance to fading of colors)
	Product Quality

	The durability of the print and accessories (Long useful life of the print and accessorizes)
	Product Quality

	Conformance for children's safety (Selecting materials and processes in accordance with safety standards)
	Product and Service Quality

	Environmental compliance (material and process selection that is compatible with safety standards)
	Product and Service Quality

	
Price


	Balance between price and quality (Paying according to the product's quality)
	Product and Service Quality

	Price competitiveness (paying less for a product than for similar products)
	Service Quality

	Appropriateness of the discount price interval (the suitability of the difference between season and discount prices)
	Service Quality

	Promotional activities qualification (buy 3 pay 1,etc)
	Service Quality

	
Timeliness or flexibility


	Shipment to store on demand (The availability of the buyers to call the ordered product into the store)
	Service Quality

	
Fashion, design and variety


	Fitness of patterns (The convenience of the styles to body proportions)
	Product Quality

	Sizes of patterns that are fit (The fitness of the cloth to different sized people)
	Product Quality

	a wide range of style options ( Availability of various styles)
	Product Quality

	a wide range of color options (Availability of various colors)
	Product Quality

	Harmony with fashion and trends (the collection concept's convenience with season's trends)
	Product Quality

	Divergences in collection from year to year ( Identification of new concepts for each season)
	Product Quality

	
Service provided by the garments’ store


	Accessibility to catalog products at store (The availability of whole product range in all stores)
	Service Quality

	Credibility of catalogue information (accessibility of each product at the catalogue price)
	Service Quality

	After-sales return or changeover (the ease of changeovers and the provision of guarantees.)
	Service Quality



[bookmark: _Toc78695110]  Approval Procedure of Sales Sample according to buyers’ need & requirements
In email stage, merchandiser teams of ZAHEEN knit wears ltd try to communicate with their selecting buyers, try to understand their needs & requirements about-Products, Quality, Quantity, Color, Placing order to their vendor etc. According to these needs & requirements, the merchandiser teams of ZAHEEN Knit Wears Ltd send sales sample to their buyers with good packing for-
· Checking the fabric quality
· Design of garments (Embroidery & Printing)
· Wash Quality
· Measuring maintenance
· Overall finishing quality 
And then if the samples are matched according to buyers’ needs & requirements, the samples are approved for going to the production house.
[bookmark: _Toc78695111]Objectives of Customers’ Satisfaction of ZAHEEN Knit wear Ltd.
Quality maintenance is essential toward ZAHEEN Knit Wears Ltd for their sustainable business in competitive garments industry. Customers demand and expect good value for their money. As apparel producers, ZAHEEN Knit Wears Ltd, they must try to produce high-quality work on a consistent basis.
Quality control is practiced in ZAHEEN Knit Wears Ltd from the initial stage of sourcing raw materials to the stage of the final finished garment. Product quality is measured in terms of the quality and standard of fibers, yarns, fabric construction, color fastness, surface designs, and final finished garment products in their textile industry.
Objectives
· To maximize product production while adhering to the specified tolerances the first time
· To achieve a satisfactory design of the fabric or garment in terms of design variety, styles, colors, component suitability, and marketability of the product.
· Packaging and shipping at the right way & provide suggestions to choose the most appropriate method for shipping on buyers’ destination with high product security.
· Provide best services & effective communications
· Expert employees, workers & modern production equipments’ facilities
[bookmark: _Toc78695112]  After Sales Service of ZAHEEN Knit wear Ltd
Simply put, after-sales service refers to everything a seller (business) does to care for and feed their valued customers after they have purchased something. After-sales service refers to a variety of procedures that ensure customers are satisfied with the company's products and services. Customer retention and loyalty are heavily influenced by after-sales service. It also helps to strengthen the relationship between the company and its customers.
Foreign buyers of locally produced goods usually have little contact with the manufacturer or its employees. In fact, the Foreign Service facility is one of the most important points of contact between the exporter and the buyer. The overseas service facility shapes the manufacturer's reputation to a large extent.
In the garment industry of ZAHEEN Knit wears Ltd, they consider the after sales service as Working to maintain all kinds of quality standard tasks & activities from the time of getting products’ ordering from the buyers and delivered it to the buyers’ destination. Combined with Quality Assurance Department & Merchandiser Teams, they provide this After Sales Service to their buyers. Below is a brief description of it:
[bookmark: _Toc78695113]Quality Control/ Quality Assurance Department
The following are the activities of the Quality Control Department.
· Creating & setting up Standards of Quality 
· Establishing Quality Standard Operating Procedure (SOP)
· Quality Assurance
· During the pre-production stage, quality control activities are carried out.
· Inbound fabric and trims are inspected, and only high-quality items are accepted.
· Ensure certain that no faulty fabric is sent to be cut. If a minor flaw in the fabric is discovered, defects should be noted on the fabric and communicated to the cutting department.
· Preparing the fabric and trims quality audit report
· Before the start of the production, a pre-production meeting is held with buyers.
[image: ]
Quality checking in different sections by Quality Assurance department
[bookmark: _Toc78695114]Merchandising activities related to the delivery of goods on buyers’ destination
Shipping related documents are prepared by them. Following final inspection, merchandisers packed the buyers’ products according to a list of cartons, the number of pieces of garments in each carton, the weight of the carton, the number of pieces of garment to be shipped, and so on. Then, make a booking with a sea or air forwarder using this information.
The following documents are submitted to the customs authority of a station by them for product security of the buyers’ products:
· Bill of Landing (B/L) 
· Export L/C
· Commercial Invoice
· UD/UP
· VBF-9A. From to be supplied by the C&F agent
· Export Permission form (EXP)
· Payment release
[bookmark: _Toc78695115]Policy & Return Services of Damaged Goods
The quality of all products are verified by the Quality Control & Merchandiser department, but if inadvertently a fitness & damaged related complaint about delivering products comes from the buyers, ZAHEEN Knit Wear Ltd offers them a discount on the next order or shipment cost for their satisfaction.



[bookmark: _Toc78695116]Recommendations
ZAHEEN Knit Wears Ltd. is one of Bangladesh's most successful textile companies. It has a stellar reputation for excellence on the global market. It's a composite factory that produces everything from woven dyeing to printing, embroidery, accessories, and garments. As a result, this is extremely important in terms of both production and maintenance. In general, I have involved on ZAHEEN Knit Wears Ltd’s merchandising activities. I would like to recommend on my study topic which is customer orientation of ZAHEEN Knit wears ltd & the following areas for immediate improvement in order to achieve the desired results.
· Since, Quality is the top priority for keeping their commitments towards their international customers & buyers, so Quality Assurance should be more modernized. 
· Due to not much strong of procurement or supply chain department, sometimes merchandiser procure all of the raw materials for the production of the garments. And for it, they feel under pressure to complete their task as well as the shipment. Sometime, Company also needs to pay extra money for over the date of the shipment. So, for creating customer value by lead-time, company should build strong workforce in the supply chain department.
· For creating customer value & branding, The ZAHEEN Knit wears ltd should take strong research, training, and development initiatives to develop new product ideas and increase worker efficiency.
· The planning department of the operation should be fast & strong, and time management should be followed. Due to a lack of authority over production, productivity is low in this area. For increased productivity, it should be increased.
· Power distribution should be carefully & well managed, and workers and management should be transparent.
· Merchandisers must maintain long-term relationships with key parties such as buying houses, buyers, and suppliers, rather than short-term relationships.
· Because the industry is struggling, the annual growth rate should be measured frequently using the growth share matrix, BCG (Boston Consulting Group approach) to determine whether the business is operating effectively or not.
· ZAHEEN Knit Wears Ltd should assess their position in relation to the product life cycle and competitors' positions in order to take corrective action in order to compete and stay in business.
· ZAHEEN Knit Wears Ltd can create their own design section, from which they can create unique and innovative marketing products. And, in order to achieve the best results, they can hire a professional fashion designer in Bangladesh or abroad.

[bookmark: _Toc78695117]Conclusion
Despite the global financial crisis of 2009, the RMG sector is expected to grow. Because it is becoming more difficult in China to produce low-cost textile and knit wear sector & many foreign investors are flocking to Bangladesh to take advantage of the low labor costs since the rising labor costs in China, which is a positive sign for ZAHEEN Knit wears Garments Limited. Merchandising management is a big and complicated job. The study's findings indicate that for leading the position of RMG sector in globally, ZAHEEN Knit wear ltd’s main goals are quality maintaining & being reliable to their customers and they are still trying to keep their commitments towards their buyers, creating value for their customers by various activities, developing quality assurance & after sales services for customer satisfaction. 
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[bookmark: _Toc78695119]Appendix

Questionnaire

Name:
Designation:
Email Id:

A. ZAHEEN Knit Wears Limited Company, is committed to its customers?
Notes_________________________________________________________________________________________________________________________________________________ 
B. How you create customer value?
Notes_________________________________________________________________________________________________________________________________________________ 
C. How you understand of customer needs & requirements or what kind of criteria you are focusing to understand customer needs? Can you explain it broadly? 
Notes_________________________________________________________________________________________________________________________________________________ 
D. Have you any objectives for customer satisfaction? What are these?
Notes_________________________________________________________________________________________________________________________________________________ 
E. Tell me about the after sales services from your company.
Notes_________________________________________________________________________________________________________________________________________________
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