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[bookmark: _Toc81031502]Executive Summary 
Customer perception encompasses a customer’s impression, awareness and consciousness about a company or its offerings. This perception directly affects the attraction of new customers and the capacity to maintain good relationships with current customers. Based on the customer perception marketers can identify whether their customers are happy with them or not and accordingly they can fabricate the strategy to develop positive perception among the customer group with suitable value proposition. This study aims at exploring the customer perception of online shopping experience with regard to Daraz Bangladesh Limited. Now people are increasingly interested in e-business. For most of the people in Bangladesh, Amazon, Alibaba. Flipkart are not alien concepts. We have a lot of e-commerce sites, such as click BD, bikroy.com, ekhanei.com, daraz.com.bd, Kaymu, food panda, Hungrynaki etc. It is a thriving industry, so there is plenty of sectors to work on to make the online purchase with a better experience. Problems had to be uncovered in order to improve a service. With the intention of being aware of the problematic areas of Daraz.com Bangladesh in which Daraz should work on, this paper has been written.

Daraz Bangladesh is essentially an e-commerce firm which gives convenient online shopping opportunity to its buyers and an online showroom to its sellers. The organization trusts that the e-commerce segment in Bangladesh will blast in not so distant future in view of technological progression and accessibility of web. Thusly, it chose to get the early market in the business so it can pick up client’s validity and has the first mover advantage. However ,There are some industries that act as roadblocks to giving clients with a better online buying experience. For the corporation this is  a concerning issue .It’s a highly competitive market, so if the service is not able to keep up , the company will struggle to remain competitive in the long run . A survey was conducted in order to obtain brilliant results and a thorough analysis of the situation regarding the customer perception of Daraz online shopping experience. The sources contained reviewing clients, surveying customers, site substances, and write-ups. Both the positive and negative comments are gathered so that a picture can be drawn regarding the consumer perception of Daraz online shopping service. Study finds that, most important variables influence consumer positive perceptions are convenience, guaranteed delivery/reliability, product quality, availability of customer care service, alternative payment methods, and return policy and method. Several recommendations are also forwarded.

Keywords: Customer perception, convenience, alternative payment methods, service guarantee, Daraz Bangladesh Limited










Contents
Letter of Transmittal	3
Acknowledgement	4
Executive Summary	5
Chapter -1	9
Introduction	9
Purpose of the study	10
Importance of the study	10
Methodology:	11
Primary sources:	11
Secondary sources:	11
Scope of the report:	11
Limitation of the Survey:	11
Chapter -2	12
Overview of Daraz Bangladesh Limited	12
Company Overview	13
Mission:	13
Vision:	13
Core values:	13
Goal:	13
Price:	14
Promotion:	14
Product:	14
People:	14
Physical evidence:	15
Process:	16
Commitment to Clients:	16
Products and service of the organization/company:	17
Daraz Organogram:	18
My job description	18
Chapter - 3	19
Literature Review: Customer Perception	19
Customer perception	20
Importance of customer perception:	20
Factors influence customer positive and negative perception:	20
Relation Between Customer Expectation and Perception:	22
Chapter - 4	24
Customer Review and Query about Daraz	24
Customer Review about Daraz	25
General queries –	25
Positive Comment and review	28
Negative Comments and Review:	34
Important factors in Online Shopping	36
Convenience:	36
Guaranteed delivery/Reliability	37
Product quality	37
Availability of customer care service	38
Alternative payment methods	38
Return policy and method	38
Recommendation And Conclusion	38
Recommendation:	38
Conclusion:	39
References –	41




                                                             











                                                                





[bookmark: _Toc81031503]Chapter -1
[bookmark: _Toc81031504]Introduction 









This report is written based on the customer perception of Daraz online shopping experience. In this introductory chapter purpose of the study, study methodology, importance and limitation of the study are described. Remaining chapters include the overview of Daraz Bangladesh Limited, literature review, study findings and recommendations.


[bookmark: _Toc81031505]Purpose of the study

The main purpose of the study is to Analyzing the Customer Perception on Online Shopping concerning Daraz Bangladesh Limited. More specifically, this study aims
· To evaluate the customer comments available in the social media irrespective of their positive or negative orientation
· To identify the important factors that influence online shopping experience
· To provide some recommendations for influencing the consumer positive perception

[bookmark: _Toc81031506]Importance of the study

Now e-business have become very popular among people. We have many e-commerce ventures, such as click BD, bikroy.com, ekhanei.com, daraz.com.bd, Kaymu, food panda, Hungrynaki etc. It is a growing industry, so there is plenty of a sector to work on to make the online purchase experience better. Problems had to be uncovered in order to improve a service. With the idea of knowing the problematic areas of Daraz.com Bangladesh especially customer perception area in which Daraz should work on, this paper has been written. As customer perception directly affects the attraction of new customers and the capacity to maintain good relationships with current customers; therefore, based on the customer perception marketers can identify whether their customers are happy with them or not and accordingly they can fabricate the strategy to develop positive perception among the customer group with suitable value proposition. As such, this study is very much important in identifying the major influencing factors on customer perception  in the field online shopping experience.

[bookmark: _Toc81031507]Methodology: 
This report is prepared based on my experience from the job, I have conducted this survey among customers to get the customers point of view, sellers’ point of view, also take interviews of few employees and take data from internal and external sources.
[bookmark: _Toc81031508]Primary sources:
· Job experience 
· Survey report 
· Findings from the interview 
· Global and some internal reports 
[bookmark: _Toc81031509]Secondary sources: 
· Daraz.com.bd 
· Publications of different dailies and internet resources
[bookmark: _Toc81031510]Scope of the report:
It was a great opportunity to have a knowledge about this company. In addition, the survey assisted me in gaining a better knowledge of the real perspectives of customers and people who are involved in this process. Overall, it’s a good method to learn about this sector. 
[bookmark: _Toc81031511]Limitation of the Survey: 
Few limitations I have faced to make this report. 
· Due to corporate instructions, several internal data sets were not permitted to be used. 
· As it is a growing sector, the change in this industry is unstable. So, the findings are changeable.  
· There are limited reports on the actual position of e-commerce in Bangladesh. 
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[bookmark: _Toc81031514]Company Overview
Daraz is a business to customer (B2C) model’s venture of Rocket. It officially started its journey in 2015. For Bangladeshi people, it was the first time when a venture introduced this model, which seemed similar to Amazon. Daraz was the 4th e-commerce site in Bangladesh beside Click BD, Ekhanei and OLX. It started its journey with brands like; Yellow, Noir, Symphony, The Body Shop, Huawei, Samsung, Walton, Aranya, 6 Degree Mobile, ShadaKalo, Apple, LG, Fastrack, MAC, Nikon, Ecstacy, Panasonic, Doors. Now it has all the renowned brands in its website and a huge number of sellers. 

[bookmark: _Toc81031515]Mission:
The company’s mission is to become world’s largest e-commerce platform outside USA and China. This company seeks for innovative business concepts, unexplored markets, and aspiring entrepreneurs. Nurture them and try to establish the business.

[bookmark: _Toc81031516]Vision: 
Their vision is to capture the maximum share of consumer online shopping expenditure in the market. Goal: Their mission is to deliver the greatest goods at the lowest possible cost. Also, to introduce the latest products in the market for the customers.

[bookmark: _Toc81031517]Core values: 
Daraz's main target is to put all business on one page. In one place people will get everything they need. Not only this, it also takes care about the quality and the price of all products. 

[bookmark: _Toc81031518]Goal: 
Their mission is to deliver the highest quality goods at the lowest possible cost. Also, to inform clients about the most recent items on the market.

[bookmark: _Toc81031519]Price:
It has a huge number of products of different categories. So, the price range varies. But as it’s a competitive market and a growing one, Daraz tries to bring the maximum amount of offers to its customers. The vendors determine the prices. Daraz receives a commission for each sale, and this is how they make money. Daraz receives a commission whenever a sale is made.

[bookmark: _Toc81031520]Promotion:
Daraz does its promotions mostly through online. Their Facebook page, Instagram or Email marketing. They also do a lot of PR activities. There are write-ups about them in newspapers on a regular basis. They also have a personal selling method, where they have agents who get commissions for the amount of order they place on behalf of customers through their account. There is also scope of affiliate marketing. However, in recent days their Facebook page promotional activities have increased in significant number. Below I am sharing few of their Facebook marketing activity:

[bookmark: _Toc81031521]Product: 
Daraz is a B2C platform. I have different category of products for customers. Such as: Man’s fashion, woman’s fashion, Phone and Tablets, TV’s Audios, Cameras, Computing, gaming, Home appliances, Home and living, Sports and Travel, Beauty and Health, Baby products, Grocery items etc.

[bookmark: _Toc81031522]People:
Daraz employs almost 1000 people. They're getting bigger every year. They use a third-party delivery service. They have delivery companies associated with them. Such as: Sundarban Paribahan, Pathao, bidyut, 5 stars etc. They have also established 19 hubs outside Dhaka.

[bookmark: _Toc81031523]Physical evidence: 
They do not have a physical shop. But the brands which consumers can purchase through the website are: 
• Bata 
• Yellow 
• Apex 
• Samsung 
• Huawei 
• Miyako
• Shimizu 
• Sony 
• Dorjibari
• Beauty Bazar 
• Pearl 
• Timezone 
• RB 
• P&G 
• Microsoft (Lumia) 
• LG 
• Redmi 
• Noir 
• Walton 
• O2 
• Occult 
• Sports World 
• Body Shop and many more.

[bookmark: _Toc81031524]Process:
The online purchasing procedure is distinct from that of visiting a store, yet it is simpler and takes less time. I've outlined Daraz's online purchasing procedure below: To maintain the process they use different types of software. Such as seller center, CRM, Warehouse module, Delivery Module. 
· Seller Center: This software helps the seller to update their stocks and prices by coordinating with the contact person from Daraz. It also helps the business development team and the sales team of Daraz to coordinate the offers and keep count of the sales, stocks and manage the stocks. If a seller wants to do business with Daraz then at first, he/she has to open an         account on Daraz Seller Center. And has to provide all documents to verify his shop on this platform. After that he can start his business by posting his product on a website. 
· CRM: This software helps the customer service department to cater inbound and outbound calls efficiently. Also, other software is included such as Zendesk, LMS, ZOHO for internal and agent to customer communication. 
· Warehouse Module: There is a warehouse and order management system to make it easier for pick-up of products, stocks, and delivery process. 
· Delivery Module: it helps the 3rd party provide tracking to the company of deliveries their making and their status.

[bookmark: _Toc81031525]Commitment to Clients:
Daraz is very responsible for their client. They always paid their client in time. They give the facility of pickup service and also drop off service for their client. Daraz has a seller support center for clients. There are several agents on staff, all of whom are eager to assist the client.

[bookmark: _Toc81031526]Products and service of the organization/company: 
Daraz is a B2C platform. It has different categories of products for customers. Such as: Men's fashion, women's fashion, Phone and Tablets, TV’s Audios, Cameras, Computing, gaming, Home appliances, Home and living, Sports and Travel, Beauty and Health, Baby products, Grocery items etc.  Daraz also has Digital goods which are very demand-able. 

There are eleven broad categories of products available at Daraz now and these are: 
1. Fashion products 
2. Phones &amp; Tablets 
3.Sports &amp; Travel 
4. TV, Audio &amp; Camera 
5. Computing and Gaming 
6. Home &amp; Living 
7. Baby, Kids and Toys 
8. Beauty &amp; Health 
9. Appliances 
10. Grocer’s shop 
11. Top-up (mobile recharge) 

These categories are constantly being modified to meet the customer demand. Moreover, the grocery items have been added very recently in the mid of 2017 and have seen a big success in the Bangladeshi market. Daraz always tries to make the buyers feel as comfortable as possible and tries to make the system as convenient as they can. For example, there are many payment options from which buyers can choose their preferred method such as, Bkash payment, card payment etc. Daraz also has a 7 days product return policy from which customers can even get cash back offers.

[bookmark: _Toc81031527]Daraz Organogram: 
This organizational structure of e-commerce differs significantly from that of many other businesses.  Numerous processes are automated as a result of the online and software-based management of many things.



[bookmark: _Toc81031528]My job description
I work here as an agent for the PSC department. Our work is to provide all kinds of help to the seller. They can contact us in three ways- 
1. Inbound call
2. Outbound call
3. Digital (Live-chat)
I work in live chat. Sellers knock us when they face any kind of problem with their product listing, order processing, order fulfillment, delivery, payment etc.
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[bookmark: _Toc81031531]Customer perception
Consumers are increasingly adopting electronic channels for purchasing their daily needed products. Recent years have shown a growing interest of customers in e-shopping and the globalization of competition and development of information technology have enhanced customer awareness and created a situation where people prefer shopping online rather than migrating as online shopping provides quality products as well as saves time.
Customer perception refers to how customers feel about a product or a brand. This is an opinion they've formed based on their direct and indirect interactions with the organization. It also relates to customers' knowledge, perceptions, and views of the company, its goods, and its brand. It's critical to understand a company's consumer impression of their product or service in order to keep a healthier frame of mind. 

[bookmark: _Toc81031532]Importance of customer perception: 
The term customer perception is used to describe a consumer’s or a group of consumers’ feelings and thoughts about a brand. It’s the opinions and beliefs that people hold about your company. It is also referred to as ‘brand perception’.
Consumer perception is usually classified into two tiers or "levels." The first is the personal view of your consumers. This is influenced by their personal encounter with your brand and has the greatest impact on how people think and feel about your business.
As your brand is controlled by how the public perceives it, whether you agree with them or not, brand perception is critical.

[bookmark: _Toc81031533]Factors influence customer positive and negative perception: 
When customers make buying decisions, they evaluate products and services of a company based on their perception of the benefits and compare those benefits against the price. The better experiences a company can provide to customers, the more positive would their perception be about the company.
In general, there are four factors that influence consumer behavior. These factors impact whether or not your target customer buys your product. They are – 
· Culture
· Social
· Personal
· Psychological 
Culture and social factors can play a major role in the popularity of a product. Industry groups spend a lot of money trying to influence popular opinion because they know how influential culture can be on industry sales. In addition to culture, there may also be social factors, such as family or church roles, at play in a product’s success. Be mindful of culture and social factors when creating your marketing. You want to attract as many customers as possible without offending anyone.

In addition to cultural and social factors, personal factors also influence consumer behavior. Tastes change over time. According to aging expert, senior consumer behaviors are highly variable, meaning that as a group they have more reasons for buying something than teenagers. If this is your target market, it’s important to know what those reasons are. Lifestyle, personality, and economic class may also influence behavior. Class impacts education level, background, occupation, and health. As a result, the buying behavior of one economic class can be very different from another
There are four psychological factors that influence consumer behavior:  
1. Motivation
2.Perception,
3. Learning, 
4. Attitude or belief system. 
The term "motivation" refers to the consumer's intrinsic demands. It's a wonderful tool to understand how to encourage your customers. The way your target client views the world or learns about your product, whether online or in person, can have an impact on their actions. 
 Finally, belief systems have the ability to influence all of the above. For example, some people learn best visually. Professional pictures and images of your product or service can communicate a thousand words regardless of belief system. This explains why pictures and images are so important for marketing.
Consumers make purchase decisions every day. When they plan a product, they’re thinking about solving a need. That need may be driven by a variety of factors. Each of the aforementioned factors may be linked to methods in which a small business might use its storefront or website to enhance the likelihood of a sale. When creating your marking materials, keep these considerations in mind. A negative perception of a customer also destroys a company or business easily. Examples of Customer Perception Damaging a Brand- 
United Airlines is one of America’s favorite companies to hate. As if an internet classic about poor luggage handling wasn’t enough, they’ve also been accused of killing people’s pets, being racist, and dragging people off their planes when they’re overbooked. Horrific stuff. And it sticks: people still comment “dog killers” on United Airlines Facebook ads. It’s hard to put an exact figure on how much this has cost the company over the years, but it must be to the tune of hundreds of millions. Granted, the air industry is one of the toughest for service due to its logistics. But it’s easy to link the drops in United’s stock price with the various public outrage events over the last two decades. The accumulative loss from those is staggering.

[bookmark: _Toc81031534]Relation Between Customer Expectation and Perception: 
Customer expectations are beliefs about service delivery that function as standards or reference point against which performance is judged. 
Customers form perceptions when they assess the equality of the product.
Perception is derived from the customer's satisfaction of the specific product or service and the quality of service delivery. The customer gap is the most important gap and in an ideal world the customer's expectation would be almost identical to the customer's perception.
Customer satisfaction indicates how well a product or service fulfills the customer's expectations, whereas loyalty is impacted by product or service quality as well as other variables.
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[bookmark: _Toc81031537]Customer Review about Daraz

[bookmark: _Toc81031538]General queries – 
1. Sumona Akter
ei lockdown a ki pickup point khola thakbe?? product delivery hobe pickup point a???
2. Hayat Mahmud
Bkash ক্যাশব্যাক অফার কবে আসবে?
3. Amena Sultana
আমার কিছু প্রোডাক্টস এসেছে আজ হাবে।
ডেলিভারি আগামি ৩ তারিখের মধ্যে নিতে বলছে।
লকডাউনের মধ্যে কিভাবে নিব?
প্রোডাক্ট ফেরত যাবে নাকি আবার?
4. Shuvo Chandra Das
Is there any possibility to have free delivery for one day too in the Eid event?
5. Md Samshuzzaman Shuman
i need to talk with Daraz Customer service , please let me know, how to contact with Daraz.
6. Smd Alauddin
বিকাশ ক্যাশবেক অফার আছে এখন?
7. Zobaer Shafin
I'm not getting the New User Growth Collectible Voucher when ordering something on the Daraz App, can you help??
8. Md Ashraf Uddin Shipped হইছে কয়দিনের মধ্যে অর্ডারটি পাব?

9. Md Juwel Islam Jiyon কুরিয়ার সার্ভিসের ফোন রিসিভ করতে পারিনি। ব্যস্ততা কারণে, আবার কি ফোন করবে।
10. Sorif Singh Daraj e 500tk top-up korsi cashback asche but recharge aseni kno
11. Ahmed Foyez এটা কিসের জন্য আসছে
12. Md Ashraf Uddin Shipped হইছে কয়দিনের মধ্যে অর্ডারটি পাব?
Consolidated Delivery Tracking Number PFL-BD0001105434 Receiver:Md Ashraf Uddin 1875991970 chattogram, Patiya, Patiya Sadar, পটিয়া থানার মোড Apr.26 22:44 ه Shipped Your package has been shipped by BD- Paperfly-API with tracking number PFL-BD0001105434 [Dhaka North] Apr.24 15:54 Package being Prepared Your Package is being prepared by the seller. Order 615137118687438 Order Details‎'‎
13. Md Juwel Islam Jiyon কুরিয়ার সার্ভিসের ফোন রিসিভ করতে পারিনি। ব্যস্ততা কারণে, আবার কি ফোন করবে।
14. Noyon Ahmed Ayan i want to do business with Daraz,, whats the procedure? 

15. S M Srabon গ্রামে থেকে কি দারাজ এর সুবিধা পেতে পারি ?

16. Ashik Ashik Ashik
apnader sathe live chat korar option ace

17. Rashed Kabir
দারাজের কাস্টমার সাপোর্টে কথা বলার নাম্বার দেন।
Daraz Online Shopping

18. Rashed Kabir
 হ্যালো! আশা করছি ভালো আছেন। আপনি যখন আমাদের সাথে ফ্রি চ্যাট করতে পারবেন তখন কেনো ফোন করবেন? আমাদের সাথে লাইভ চ্যাট করতে লিংকটি ক্লিক করুন: https://click.daraz.com.bd/e/_eC0aM, এবং আমরা প্রতিদিন সকাল ৯ টা থেকে রাত সাড়ে ৯ টা পর্যন্ত আপনাদের … 
19. Najmul Hossen Oder deta paasi na kno
20. Md Jahid Hasan [image: ][image: ][image: ][image: ] Xiaomi redmi note 10 (6GB/128GB) kobe thake available hobe?? 

21. Parvaj Khan
Poco m2 price koto
22. [bookmark: _Hlk72609733].Sofiqul Islam
new Account er ketre koto % off??? Nagad thake payment kora jai na daraz?

23.  Minhazul Islam
Xiomi poco m3 r poco f1 akhon koto rate...??
        
24.  MD Saidul Hi, Ata ki apnadar company thika game ta desa?

25. Ashik Al Alif Redmi note 10 Pro 8/128gb 108 Mega Pixel intenational Global er price koto ?
        
26.   Ahmed Foyez এটা কিসের জন্য আসছে

27. শাহিদা জাহান লিজা
Panchagarh showrom a kbe asbe and price koto hbe?
28. Mohammad Shamshus-Joha
অরিজিনাল hp3 laptop এর ব্যাটারির দাম কত ? ওয়ারেন্টি কতদিন ?
29. Šķ Šūmoņ
অর্ডার করার নিয়ম
30. Salman Ahmed
Hello ekhn ki bkash payment e 10% cashback running ache?
31. Arian Khan Abir Arshi
দয়া করে সাহায্য করুন স্যার আজ একটা প্রোডাক্টে বেশ কয়বার বিকাশের মাধ্যমে পেমেন্ট করতে চেয়েছি কিন্তু একবারের জন্য প্রেমেন্ট করতে পারিনি দয়া করে আমার সমস্যাটা অতি দ্রুত সত্যর বিবেচনা করবেন আমি আপনার উত্তরের অপেক্ষায় থাকবো
32. Tasnia Tanu
Lockdown e ki delivery dicchen apnara?
Ami kisu jinis order koresilam..amr urgent lagbe
33. Yasir Arafat
Amar 899 takar product er first time voucher e 200+ taka discount thakar kotha. But ami matro 100tk discount paisi. Kindly janaben keno holo
34. AB Hamid
প্রতিমাসে অন্তত একবার যে কোনো প্রডাক্ট ফ্রি ডেলিভারী অফার দিয়া উচিৎ! আশা করি এই বিষয় আপনার চিন্তা ভাবনা করবেন।
35. Likhon Karmaker
আমার অর্ডারের সিপিং ফোন নম্বরটি ভুল ছিল, যেটাতে কল ঢুকে না।
কিন্তু আমার অর্ডারটি ডেলিভারি দেখাচ্ছে, এখন আমি আমার প্রডাক্ট বা টাকা ব্যাক পাবো কিভাবে?

36. Sadia Tasmin Luna
What is organic goru
37. Md. Imtiaz Ahmed
Qkz DM 10 ইয়ারফোনটি আজকে অর্ডার করলে কত দিনের মধ্যে চাইলেই আবার অর্ডারটি cancel করতে পারবো??
Daraz Online Shopping
38. Riya Tondra
Cash on delivery option nai keno.?
39. Simantia Nur
Orshagonda powder pawa jabe?
40. Md Arif
Valo Night dress hove
41. Pervej Islam Shishir
Daraz ki age taka ney naki,product hate pele taka ney?
42. Al-Amin Mohammad
দামী প্রোডাক্ট কিস্তিতে কিনার উপায় বিস্তারিত জানালে উপকার হবে।
43. Afroza Tahsin Mou
Ami apnader website theke ekta product niyechi... jetar pore return korar request diyechi..... sekhane refunded dekhacche but ami tk ferot pai ni.... please ektu dekhen
44. Sazzad Hossen
Product missing hole koronio ki
45. Noor Shaqi
দারাজে কালার পেন্সিল অর্ডার করা যাবে? লিংক থাকলে দিয়েন
46. Sadia Rashid Aurin
Hab open thake koyta porjonto bolte parben???
47. Md Josim Uddin
Vaia apnader mobaile nomberta ki dia jabe amar onek gula smd resister lagbe ple,,,,
48. Sumaiya Afrin
পন্য কিভাবে রিটার্ন দিবো?
49. Al-Amin Mohammad
দারাজের বেশী দামী প্রোডাক্ট ব্যাংক একাউন্ট এর মাধ্যমে কিস্তিতে কেনার সিস্টেম কি? ক্রেডিট কার্ড ছাড়া হবে?
50. Anisur Rahman
Hungry Naki Satkhira District a Available ase?


[bookmark: _Toc81031539]Positive Comment and review 	

1. Sorif Singh Daraj e 500tk top-up korsi cashback asche but recharge aseni kno
2. Mahfuzur Rahman Daraz chat box e kono reply paya jaina!.!!
3. Md Habibur Rahman Are kochu oder korbo,,, apnader delivery dite ato deri hoy keno,,,? Taratari dewyar try koren .



4. Shahadath Hossain Roni আচ্ছা আমি তিনটা ফ্রোডাক অর্ডার করছি এখন তিনটা কি এক সাথে একিদিনে আসবে কিনা

5. Nazmul Hossain
BKash diye payment korle kono cash back ache

6. Umma Suvana Nusrat
7. Mahfuzur Rahman
Refund kobe pabo? 


8. Md Jahid Hasan
Daraz onak valo online shopping

9. Daraz Online Shopping

10. Md Jahid Hasan
Hello! Asha korchi bhalo achen. Daraz er shathe thakar jonno dhonnobad, Daraz er shathei thakun.
11. Md Jahid Hasan
Alhamdulillah daraz onak valo delivery dai....... but akto dare hoi kinto kono somosa nai thank you so much daraz
12. Md Jahid Hasan
Thank you daraz delivery tem

13. Md Jahid Hasan Daraz is the best online shopping

14. Mominul Islam আমার একটি কন্টাক্ট নাম্বার দরকার

15. Sohanur Rahman Sohag 16492

16. Md Jahid Hasan
রেজাওয়ানু হক আমিন ভাইয়া আপনাকে অনেক ধন্যবাদ [image: ]

17. Md Jahid Hasan
18. Abdur Rab Recently I saw a blender on the display but when I tried to purchase it was out of stock, interesting.
19. Daraz Online Shopping
Hello, Hope you're doing well. We are extremely sorry that the product is not currently available in our stock. Please add it to "Add to wishlist", then you will get an alert when it will be in stock.

20. Tasin Ahmed
দারাজে Bkash এর অফার চাই বেশি বেশি।

21. Md Jahid Hasan জি ডারাজ অনেক ভালো সেল দেই।



22. Tanvir Chowdhury Apni kaler konther shompadok hishabae asha kori naam.niae news sapabar shahosh dekhaben
23. Sagor Biswas Daraz is best of all time
24. Daraz Online Shopping-Thanks for being an amazing customer 
Sagor Biswas – daraz best
Hello! Hope you're doing well. Thank you for being with Daraz.
25. সবুজ আহমেদ রাজিব 
COD payment method off kno.

26. Daraz Online Shopping
Rafi Islam Rafe
 Hello! Hope you're doing well. Thank you for being with Daraz.
27. James Tuhin daraz help numbar karo kase ase
28. Rahman Aisha Zannat C
29. Ibna Abir
Ami joind hote cai
30. SK Sabbïr Congratulations ![image: ]

31. Maya Islam Daraz online shopping is best [image: ]
32. Md Azmirhossen আমাকে একটা হেডফোন দেওয়া যাবে
33. Md Azmirhossen Eib এর আগে
34. MD Yamin Hossain i love you daraz team
35. Daraz Online Shopping  MD Yamin Hossain Hello! Hope you're doing well. Thank you for being with Daraz.



36. Alauddin Khan Congratulations
37. Md. Omer Faruque বিকাশ পেমেন্ট করতে পারছি না
38. Daraz Online Shopping
39. [bookmark: _Hlk72609584]Md. Omer Faruque
40. হ্যালো, আশা করছি ভালো আছেন। আপনার ক্রেডিট / ডেবিট কার্ড এবং বিকাশ একাউন্ট নাম্বার অন্য কোনো দারাজ একাউন্টে সেইভ করা থাকলে, আপনি অর্ডার প্লেস করার সময় সমস্যার সমুক্ষিন হবেন। আপনার অবগতির জন্য জানানো যাচ্ছে যে, একটি ক্রেডিট / ডেবিট কার্ড… 

41. Alauddin Khan
42. Rafi Islam Rafe Tax ,daraz
43. Md Sobuz Mia Tai????
44. Daraz Online Shopping  Howlader Elias
45. Hey! Asha korchi bhalo achen. Onugroho kore apnar onushondhan ti bistarito bhabe amader shathe share korun, apnake shohojogita korar shujog din. [image: ]
46. Zara Treading
47. Umma Suvana Nusrat  K.H Hanifa Alam Ki aj cholse bujsin
48. MD Mohaimen Nur Rahman আপনাদের দ্রব্য ক্রেতাদের কাছে তারাতারি পৌছিয়ে দেওয়ার বিষয় নিয়ে ভাববেন
49. শাহ আল মাজেদ  Daraz Online Shopping
               best shopping er jonno

50. Daraz Online Shopping হ্যালো, অনুগ্রহ করে আপনার অর্ডার নম্বর টি আমাদের সাথে ইনবক্সে শেয়ার করুন। লাইভ চ্যাট করতে এই লিঙ্কে ক্লিক করুন: https://click.daraz.com.bd/e/_eD0gX এবং আমরা প্রতিদিন সকাল ৯ টা থেকে রাত ৯:৩০ টা পর্যন্ত আপনার সেবায় থাকব।
51. AI.ALIMEBOT.DARAZ.COM.BD
52. Nurun Nahar Parvin আমিও দারায এ জব করতে চাই 
53. MD Simanto দারাজে ব্লুটুথ এর অফার চাই
54. Daraz Online Shopping MD Simanto
 হ্যালো, পণ্যটির অফার সম্পর্কে বিস্তারিত জানতে এই লিংক এ ভিসিট করুন : https://click.daraz.com.bd/e/_eeMGj ও কিভাবে অর্ডার করবেন তা জানতে এই ভিডিওটি দেখুন: https://tinyurl.com/y3n48onj অর্ডার টি আমাদের Daraz app থেকে প্লেস করুন। DARAZ.COM.BD
Online Shopping In Bangladesh With Home Delivery - Daraz.com.bd
Online Shopping In Bangladesh With Home Delivery - Daraz.com.bd
55. Prem Raj Saha DESHRJUREDAZ এই ভাউচার কোড কাজ করে না কেনো?
56. Khalid Saifollah ভাই ডেলিবারি কি কুরিয়ার সার্বিসে পাঠান।
57. Daraz Online Shopping  Khalid Saifollah
58. হ্যালো, আজকের দিনটি কেমন যাচ্ছে?[image: ] আপনার ঠিকানা যদি সিটি কর্পোরেশন / সদর এর মধ্যে হয়ে থাকে আমরা সেক্ষেত্রে হোম ডেলিভারি দেয়ার চেষ্টা করি।অন্যথায় কুরিয়ার সার্ভিস / ডেলিভারি ম্যান আপনাকে যেখানে যেতে বলবে সেখান থেকে পণ্যটি সংগ্রহ করতে হয়। … 

59. Md Jahid Hasan Thanks

60. Md Jahid Hasan [image: ][image: ][image: ][image: ][image: ]

61. সাইফ ভাই
NICE
62. Popy Sarkar  · 
12:10
Daraj Ra gives the best product. Thank you Daraj Thank you very much.
63. Moriom Payel  · 
26:07
One of the best online platforms is daraz
64. Yeasin Ahmed  · 
32:36
daraz jz-of66 chair ta nisi... joss chilo vaia... online theke first newa amr product.. must be daraz is the best ..
65. Md. Showrov Al Hasan  · 
37:38
Daraz is better than any other online shopping .
66. MD Arifur Reza
Drarz is a vary trustful online shoping . Thank you daraz
67. Jamiul Islam  · 
46:22
দারাজ এর প্রতি মানুষের বিশ্বাস টা দিন দিন বেড়ে যাচ্ছে, কারন তারা আগের সমস্যা গুলো দিনে দিনে সমাধান করছে,আগে যেমন ক্রেতারা ভুল প্যাকেজ,দেরিতে ডেলিভারি, রিটার্ন ভোগান্তি তে ছিল,এগুলা এখন অনেক কমে গেছে।
মানুষের চাহিদা অনুযায়ী আরে ভাল কিছু করুক দারাজ আশা করছি।
দারাজ
68. Popy Sarkar  · 
17:53
How beautiful they deliver the product through the corona.
69. Iftekhar Ahamed  · 
8:09
Love From Rajshahi daraz.
70. Popy Sarkar  · 
13:07
I love you Dara
71. Azmain Mahtab  · 
18:01
I like and love you and love you
72. Md Robin Ahmed Neloy  · 
39:57
daraz. Is best
73. Shahinur Islam Shevu  · 
5:54
Daraz is a best online shoping
74. Shakil Ahmed
darajer sathe asi onekdin dhore. amar dekha desher number 1 online e commerce site.
75. Ruhan Abdur Rahman
যাই বলেন ভাই Daraz এর রিফান্ড পলিসি সবচেয়ে ভালো


Dhakajoy.com.bd
76. আমার পছন্দের একটি অনলাইন শপ দারাজ [image: 👌][image: 👌][image: ✌][image: 👌] love it.


77. Mizanur Rahman Mithun
Love you Daraz Online Shopping

[bookmark: _Toc81031540]Negative Comments and Review:

1.Hasan Ahmed Chowdury Very Bad service. Received the item with multiple damages. They should be more careful during delivery....
2.Mahfuzur Rahman Daraz chat box e kono reply paya jaina!.!!
      3.Md Habibur Rahman Are kochu oder korbo,,, apnader delivery dite ato deri hoy keno,,,? Taratari dewyar try koren .
Ata ki apnadar company thika game ta desa?
Congratulations prizeplus.club OPPO Congratulations! (1) Apple iPhone 12 is reserved for you! 
a) Click on 'OK' to continue. 
b) Get in touch with your personal prize consultant. 
c) Carefully follow the instructions of the operator to receive your Apple iPhone 12. OK ₪4281Lie Ella Slobodian All the gifts are empty!'
1. Hasan Ahmed Chowdury Very Bad service. Received the item with multiple damages. They should be more careful during delivery....
2. MD Sakib Hassan আমি দারাজ থেকে ১ম অর্ডার করছি ২৫% ডিসকাউন্ট ভাউচার ব্যবহার করে৷ পন্যের মান খারাপ হওয়ায় পণ্যটি রিটার্ন করতে চাচ্ছি৷ এক্ষেত্রে আমার করনিয় কি? Thank you so much daraz tem
3. Rafi Islam Rafe স্যার আমার সমস্যাটির সমাধান চাই,আমি একটা প্যান্ট অর্ডার করছি,সাইজ অর্ডার করছি ৩৪, কিন্তুু আসছে৩০, রিটার্ন করার জন্য অ্যাপলাই করছি,টেকিং কোড রিডেক্স আসছে,আপনাদের অফিসে কথা বলছি আর বলছে রিডেক্সে জমা দেওয়ার জন্য।কিন্তুু রিডেক্স জমা নিচ্ছে না।এখন কি করব।
4. Howlader Elias তুদের কে বিশ্বাস করি না
5. Nitai Roy বালের বেবসা করস তোরা 😐
6. MD Simanto Love Daraz❤️
7. MD Razip Mridha Rakib সুমি তুমি আমার পছন্দের মানুষ i love u
8. Md. Imran Hossain I love you সুমি(১)
9. Daraz aro unnoto kora dorkar
10. MD Razip Mridha Rakib সুমি আমি তোমাকে অনেক পছন্দ করি আমার অনেক ইচ্ছে তোমার সাথে দেখা করার
11. Aurel Khan @ saju mondal...seller na buijha kinben ar dosh diben delivery manushder..eita konno kotha?
12. .Mahmudul Hasan Ratul
13. My order is delayed. What should I do? Order Number #614946363567303. Delivery not yet received. Please solve my issue & give me an update
14. .Hanted Swapan
15. 15 april order korlailam.
16. Ekon o product pai nai.
17. . Mahim Ahmed
18. আমি সঠিক উত্তর দিলাম কিন্তু কিছুতো পেলামনা
19. সকাল ১ সপ্তাহ আগে অর্ডার করছি, এখনো কোনো খবর নেই
20. Alomgir MD Alomgir Molla 2000 টাকার মাল 400 টাকা কেন
21. Hossain Ahmedআমার অন্তরে আগুন [image: ][image: ]জ্বলছে আর
22. Md. Omer Faruque – jottoshob faltu service apnader 
23. Umma Suvana Nusrat – bal da koros tora , 
24.  K.H Hanifa Alam Ki aj cholse bujsina order dei ek jinis r tora aina dis arek jinis 
25. MD Mohaimen Nur Rahman আপনাদের দ্রব্য ক্রেতাদের কাছে তারাতারি পৌছিয়ে দেওয়ার বিষয় নিয়ে ভাববেন
26. .Sofiqul Islam emon vabe thobo daraz theke order kore vabi nai . 
27. .Rj Hridoy- 17 din hoiche order korchi , product pain ai , ei holo obostha 
28. Amer order ti kn cancel kora holo
29. Shakil Ahmed
গরু দেখাইয়া ছাগল দিয়া দেও পরে
30. Shimul Das
Daraz Online Shopping ওই শু য়োরের বাচ্চা, কি সব ডেলিভারী দিস,
তোদের যেখানে পাবো, সেখানে তারের খাম্বার সাথে বেঁধে রাখবো, তোদের কোন বাপ ছাড়ায় তা দেখব।
31. তানজিল আদনান
সব মাদার***দ


32. Md Riyadh Ahmed
ফালতু মার্কা ডেলিভারি পার্টনার রাখছেন সাথে[image: ☹️]
BD-DEX Worst delivery partne
33. Mounata Rahman
Apnether return option voganti taka pawa jai na. Tai jenis nite sodik jenis pabo ki na Allah Vorosha chara r kichui nai tai bolchi delivary boy ke dia return babotha koren manus onek doke
34. SB Shagor Alam SG
যত বাজে মাল আছে। সব পাবেন [ দারাজে ]। আমি ২ টা পেনট ৪ টা গেনজি অর্ডার করছিলাম। কিন্তু বাজে পেনট পাঠায়েছে। পেনট ২টা নিছি। আর কিছু নি নাই।পেনট কালার সমস্যা সুতা উঠে গেছে এই রকম পেনট পঠায়চে। আর একটা আমি পরতে পারিনা। ৩২' বদলে আমাকে ৩০' দিছে।

35. Sabuj Kumar Barua
কিনে পন্য, হও মন ক্ষুন্ন ! ওদের পণ্য কিনে ঠকেছি ! ছবি আর সরবরাহে গড়মিল ! জুতো কিনেছিলাম ! quality নিম্নমানের !
36. Farhan Rashid
Ruhan Abdur Rahman bruh..... Akbar return korsilam aj porjonto taka dilo na
37. Sujan Tirke
ভুলেও আর এভাবে পণ্য অর্ডার করব না। দুটির মদ্ধে একটি পেয়েছি, অন্যটি দেড় মাস হয়ে যাচ্ছে এখনও পণ্য বা রিফান্ড পেলাম না।
38. Sumit Karmoker
একটি ফ্রড কোম্পানী, দুই মাস ঘুরিয়ে ডেলিভারী না দিয়ে বলে নতুন করে পণ্য অর্ডার করতে৷
ফাইজলামীর সীমা থাকা উচিত৷
আমার দুই মাসের ক্ষতিপূরণ চাই
39. Md Sagor Ali  · 
4:51
Dear concern,
Daraz ageer moto nai
Service khubi kharap delivery man O Onek kharap babhohar Kore Ami Nije proof
I am not happy
Agee valo service den bhaia
Apnader kichui valo na Ami r order korbo na.


[bookmark: _Toc81031541]Important factors in Online Shopping
In every field, various factors are available that play key influencing rule. In the field of online shopping, several factors are also crucial that influence the buyer experience in online shopping. Following figure shows the important influencing factors for this study. 

[bookmark: _Toc81031542]Convenience:
Convenience is the most prominent influencing factor in online shopping. Today many people are not money poor rather than time poor. Therefore, people buy things to get place convenience, especially in the tough time to save their valuable time and use the saved time for multitasking. 





[bookmark: _Toc81031543]Guaranteed delivery/Reliability
Uncertainty feeling is a major issue in online shopping. People usually like to go to shopping mall to buy their necessary things. In this regard, as an alternative way if online shopping experience is reliable in terms of reducing the psychological and other risks then online shopping will gain more momentum.

[bookmark: _Toc81031544]Product quality 
It is necessary that consumers get quality product from their online vendor. Therefore, it is the responsibility of the online shopper to ensure the connection with authentic suppliers/agents so that consumers get their required items that meet their requirements in a concerted manner. 

[bookmark: _Toc81031545]Availability of customer care service
As personal contact during the transaction period is absent and electronic interaction is present, therefore it is utmost important that 24/7 customer care service is available for the companioning customers. Availability of email address, other social media group links, toll free numbers are very much important in this regard. 

[bookmark: _Toc81031546]Alternative payment methods
Like delivery convenience, it is necessary that consumer have alternative payment options against their online purchase of various goods and services. Alternative payment options increase the buyer buying power in terms cash payment, installment payment, credit purchase etc. 

[bookmark: _Toc81031547]Return policy and method
Online shopping is convenient, time saving and has other benefits. Still during the transaction processing many obstacles may arise including product return and cash back. In this regard, it is necessary that required arrangements are there so that complaining customer can easily return the product ad get their money back. Such arrangement will ensure a friendly exit. 

[bookmark: _Toc81031548]Recommendation And Conclusion

[bookmark: _Toc81031549]Recommendation:

In this competitive marketplace, it is critical for businesses to outperform their competitors while also establishing a standard that is not easily influenced by new enterprises. So far, the findings suggest that if a large and well-known company establishes itself in Bangladesh, Daraz will have a very little chance of halting its sales decline.
To have a sustainable future, Daraz need to create loyal and happy customer base. The factors which are working as barriers for Daraz’s growth and sustainability and the recommended solutions are:
· Firstly, they must ensure the quality of their goods. Even though they have fewer  
sellers, if the product quality is good, customers will continue to shop from them and will not easily transfer to other ecommerce sites.  As a result, their products must be of high quality and align with their company's objectives.
· With the passing of time, this company has grown in size. To ensure timely deliveries, they must build a strong personal delivery team and excellent follow-up teams. Customers like to shop online since it saves them time. If that motive is not met, they will have no reason to shop on Daraz.
· Customers are more likely to repurchase if they receive timely service and the problems are satisfactorily corrected after complaining and returning the default product. Most importantly, customers will believe that the company is concerned about their issue and is constantly eager to meet their needs. They will feel appreciated and will stay to work for the organization. Later on, there will be positive feedback.
· When deciding on a pricing plan, the corporation must ensure that its price corresponds to current market prices. Daraz must convince customers to buy by delivering a competitive pricing. If a price is high, there should be a good explanation for it. A high-quality product, for example, may be more expensive. But, on the other hand, the product's quality must be guaranteed.
· Many customers have expressed dissatisfaction with customer service. That they may be unavailable, follow-ups are not completed properly, responses are not as prompt as expected, and they need more product or process knowledge to respond immediately. As a customer care representative, I can report from personal experience that not enough information regarding the products is supplied. And the Daraz supply chain's outbound team frequently fails to deliver product status updates. As a result, the service will be delayed. Every day, we receive a large number of calls and inquiries. As a result, the number of agents should be expanded in order to ensure effective and timely service.
· Offering innovative items and deals is another approach to keep customers coming back. One-of-a-kind offers are required. As a result, customers will only consider shopping on Daraz because there is no other option.
· Finally, excellent ties with their vendors and distribution networks will be necessary to avoid a sales dip if large corporations begin operations in Bangladesh (Delivery associates). Customers' trust in the brand is also important. Providing high-quality service is a priority for them.

[bookmark: _Toc81031550]Conclusion:
At last, we can conclude that Daraz has a lot of sales right now because there are no better options. And during this lockdown period, Daraz continuously provided their service to the customer on time, this is the most powerful positive side of Daraz more than any other ecommerce site.  But when there will be a better options there is a high chance that customers will switch and their sales will decrease. The reason here seems to be that the majority of Daraz consumers are dissatisfied with the company’s performance. Many people do not believe it is trustworthy or reputable. There are few and small reasons to return to Daraz. As a result, Daraz must strengthen their service offerings and build a devoted consumer base. So that if a large corporation, such as Amazon, decides to set up shop in Bangladesh, Daraz will have a dedicated customer base. Because this market is rapidly evolving and unpredictable, it is always essential to plan for the long term and establish a trustworthy, powerful brand image in the minds of customers.
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