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December 25, 2024
Shayla Khanam
Assistant Professor
School of Business & Economics, United International University
Subject: Submission of Internship Report on Human Resource Management Practices at Kensho Spa and Salon
Dear Madam,
I am pleased to submit my internship report, titled "Human Resource Management Practices at Kensho Spa and Salon", which I have prepared as a requirement of the internship program requirement for my undergraduate degree. This report is the culmination of the hands-on experience and insights I gained during my internship at Kensho.

The report aims to explore the Human Resource Management practices implemented at Kensho, focusing on recruitment, employee engagement, training, and performance evaluation processes. My analysis is supported by both primary observations and secondary research, offering a comprehensive understanding of how HR practices contribute to organizational growth and employee satisfaction in the service industry.

This internship and subsequent report have been immensely enriching, allowing me to bridge theoretical knowledge with practical application. I am grateful to Kensho for providing me with this opportunity and to you for your guidance and support throughout this learning process.
I hope this report meets your expectations and provides valuable insights into the Human Resource Management practices at Kensho Spa and Salon. I welcome any questions or feedback you may have regarding the report.
Thank you for your kind consideration.

Yours sincerely,
Luiza Kania Rozario, ID:111222079
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[bookmark: _Toc186243894]Executive Summary


As a part of the BBA program, Each and every student has an option for spending an internship period of three months and so have I with Kensho- a spa and salon. Kensho is engaged in providing wide range of services in the beauty, wellness and lifestyle field. Even though Kensho is a non-traditional organization- Kensho has in depth knowledge and understanding of best in class HR practices which help us to successfully run for the last 4 years.

This summary outlines the HR management practices at Kensho, a leading spa and salon in Bangladesh. My internship focused on various HR operations, revealing Kensho’s commitment to a productive work environment while identifying areas for improvement to maintain its competitive edge in the beauty and wellness industry. 

Kensho’s HR practices reflect its commitment to employee welfare and operational excellence. Addressing gaps in diversity, career growth, and work-life balance will enhance satisfaction and solidify its standing as a top employer in the beauty and wellness industry.
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[bookmark: _Toc186243895]Chapter 1: Introduction

The dynamic and customer-focused nature of the spa and salon industry requires the adoption of effective Human Resource Management (HRM) practices to ensure operational excellence, employee satisfaction, and superior client experiences. This internship report explores the importance of Human Resource Management strategies tailored to the unique needs of the spa and salon sector, drawing insights from both practical exposure and theoretical understanding. Human Resource Management is the backbone of any successful business, encompassing recruitment, training, performance evaluation, and employee retention. In a spa and salon setting, where services depend heavily on the expertise and demeanor of staff, Human Resource Management practices are particularly crucial. Effective management ensures that the workforce is not only skilled but also motivated and aligned with the organization's goals of delivering high-quality, personalized customer service.

During my internship at Kensho, I observed firsthand how human resource management (HRM) practices shape the work environment, influence team dynamics, and contribute to the overall success of the business. The spa and salon industry relies heavily on skilled professionals, such as therapists, beauticians, and stylists, who interact directly with clients. Therefore, Human Resource Management strategies must address challenges like staff scheduling, training on the latest trends, maintaining a positive work culture, and ensuring compliance with health and safety standards. This report explores the specific Human Resource Management practices implemented at Kensho, highlighting their impact on employee performance, customer satisfaction, and business outcomes. By analyzing recruitment processes, onboarding practices, training programs, and performance management systems, this study aims to provide a comprehensive understanding of the role of Human Resource Management in the spa and salon industry. Furthermore, it offers recommendations for optimizing these practices to enhance efficiency and competitiveness in a rapidly evolving market. The findings and observations presented in this report are intended to serve as a resource for businesses and HR professionals looking to refine their approaches in similar service-oriented industries. Through this internship, I have gained valuable insights into the intersection of Human Resource Management and customer service excellence, which are integral to the success of any spa and salon operation.


[bookmark: _Toc186243896]Chapter 2: Objective of the Study

[bookmark: _Toc186243897]2.1 Primary Objective of the Internship Report
The primary objective of the study is to complete the internship (academic) requirement of the awarding of the BBA degree from the school of business & economics, United International University. This report will help in fulfilling the degree requirements as a pre requisite for course completion.
[bookmark: _Toc186243898]2.2 Secondary Objective of the Internship Report
As part of the internship program focused on Human Resource Management practices at Kensho Spa and Salon, the secondary objective is to gain a comprehensive understanding of the underlying processes, strategies, and methodologies that drive the HR function within the organization. This objective extends beyond the primary aim of learning core HR operations, delving into the broader context of how these practices align with the overall goals and vision of Kensho Spa and Salon.
The secondary objective seeks to achieve the following outcomes:
1. Evaluate HR Policies and Procedures: Analyze the existing HR policies and procedures to identify their effectiveness in promoting organizational goals, employee satisfaction, and compliance with labor laws in Bangladesh.
2. Understand the Recruitment and Selection Process: Observe and document the end-to-end recruitment and selection process, emphasizing how Kensho attracts, evaluates, and retains top talent within the competitive spa and salon industry.
3. Assess Compensation and Benefits Structures: Explore the compensation frameworks, employee benefits, and incentive mechanisms to understand their role in fostering motivation and productivity among the workforce.
4. Examine Performance Management Practices: Study the performance management system, including goal-setting, appraisal mechanisms, and feedback methods, to identify areas of strength and opportunities for enhancement.
5. Explore Training and Development Initiatives: Investigate the strategies Kensho employs for employee training and professional development, including their effectiveness in addressing skill gaps and promoting career growth.
6. Analyze Employee Engagement and Retention Strategies: Gain insights into the measures Kensho implements to maintain high levels of employee engagement, reduce turnover, and create a positive organizational culture.
By addressing these focus areas, the secondary objective aims to provide a nuanced perspective on the dynamic HR practices at Kensho Spa and Salon, contributing valuable recommendations for continuous improvement while enriching the intern’s knowledge and practical understanding of Human Resource Management.
























[bookmark: _Toc186243899]Chapter 3: Methodology of the Study

The presentation of this overall internship report is the result of my learnings through the job experience of my internship period at Kensho - spa and salon. Hence, this report has been prepared according to the data collection and analysis, experiences gained and information gathered for research during this internship period. The methodology of data collection, sampling, and analysis are provided below:

[bookmark: _Toc186243900]3.1 Type of Data:
The internship report has been written on the basis of information collected from primary as well as secondary sources.

 Primary Sources:
· The primary data is collected through questionnaire survey conducted with the employees of Kensho.
· Basic information of the company collected through experiences gathered while working with the company.
· Primary data through interviews collected from the employees and manager to obtain firsthand information about HR practices.

Secondary Data:
· For the organization part information is collected from company website, different published articles, journal, and brochures.
· Secondary data used to complement and validate the findings from primary data, sources include internal documents such as: 
           - HR policies and manuals 
           - Training and development plans 
           - Employee performance review templates 
           - Attendance and leave records 
           - Company records 
· Previous reports or case studies related to HR practices at Kensho.
· Data on employee turnover, recruitment processes, and training programs.

[bookmark: _Toc186243901]3.2 Sample size:
For gathering in-depth qualitative data on Human Resource policies, recruitment, training, employee satisfaction, and performance appraisal processes semi-structured interviews were taken from 4 important personnel: Human Resource Manager, Team leader of the management team, Frontline staff, and Support staff. Additionally, in order to collect quantitative and qualitative data on employee satisfaction perception of HR practices, and workplace environment surveys were taken from a number of employees through the questionnaires.
[bookmark: _Toc186243902]3.3 Sampling Technique or Procedure:
The 4 important personnel selected for taking the semi-structured interviews with open-ended questions allowed flexibility in exploring specific issues, as they are directly linked with the HR policies; recruitment processes; training and development programs; and performance appraisal processes. On the other hand, non-intrusive observation during regular working hours were noted through: employee behavior, Managerial interaction, and team collaboration. Moreover, taking surveys on several employees or staff working in Kensho helped me to understand workplace dynamics; employee interactions, and implementation of HR practices.
[bookmark: _Toc186243903]3.4 Data Collection Process:
For collecting data through primary sources, I have prepared a list of questionnaire consisting both open-ended and close-ended questions to collect data from different perspectives. Although it was very difficult to manage dedicated hours for taking interviews/surveys during my internship period, I still managed to do so by utilizing my time observing the workplace environment; employee behavior; and asking different questions to different people at different times. Hence, I also got the opportunity to understand and learn through the internship period by getting more time to conduct the study.
[bookmark: _Toc186243904]3.5 Data Analysis Technique:
For analysis of primary data, I have used thematic analysis such as: interviews and observations for qualitative data. Moreover, I have used statistical analysis such as: descriptive statistics, graphs, and charts for survey data. On the other hand, for analysis of secondary data, I have synthesized and contextualized findings from internal documents and industry reports.

[bookmark: _Toc186243905]3.6 Limitations:
Working as an intern in Kensho has been one great experience for me as I got to work with one of the best team with very supportive colleagues and supervisor which, as a result, helped me a lot to prepare this internship report. Yet, there were few limitations which I faced while preparing the report and they are as follows:
· Confidentiality of data and copyright issues created problems in conducting the report freely.
· Limited time (only 90days) for gathering data and preparing the report.
· Lack of HR practices in the organization left me with less data.
· Since Kensho is a small company and has no other branches, it has very limited number of employees in each department. Thus, the opportunity to collect sample data from larger number of employees for gathering different views was limited.

Despite having all these limitations, I tried to utilize all the resources I could collect to complete this report successfully and outline the HR practices at Kensho - spa and salon.
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A snapshot on the team!!
	Total Size
	45

	Owners
	3

	Managers
	4

	Salon, Spa & Cleaning Staff
	38
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The organizational chart, or organogram, of Kensho Spa and Salon illustrates the hierarchical structure, roles, responsibilities, and relationships among various positions within the establishment. A well-structured organogram promotes efficient management, smooth operations, and clarity of duties for all staff members. Kensho Spa and Salon employs a multi-tiered management and staffing approach, featuring three levels: Owners, Managers, and Staff. Each level is essential for maintaining high standards and ensuring the seamless functioning of the spa and salon. 

Level 1: Ownership: At the top of the organizational hierarchy are the three Owners. They are responsible for overseeing the overall business strategy, financial investments, and long-term growth of the spa and salon. Their key responsibilities include: - Establishing the vision, mission, and goals of Kensho. - Allocating budgets for marketing, equipment, and operational expenses. - Reviewing performance metrics and adjusting business strategies as necessary. - Building partnerships with suppliers and procuring quality products. The Owners also act as mentors to the managers, ensuring that the salon and spa operate in line with established standards and goals. 

Level 2: Management Team: The Management Team consists of four specialized managers, each responsible for a specific area of operations: 

I. HR Manager: - Recruits, trains, and supervises staff. - Manages payroll, benefits, and employee performance reviews. - Handles conflict resolution and fosters a positive workplace environment. - Ensures compliance with labor laws and company policies. 

II. Floor Manager: - Oversees daily operations to ensure smooth functioning on the spa and salon floors. - Manages staff schedules and client appointments. - Addresses client concerns and ensures customer satisfaction. - Monitors inventory levels and coordinates with the procurement team. 

III. Accounts Manager: - Manages financial records, including income, expenses, and budgets. - Prepares financial statements and reports for the owners. - Ensures timely payment of bills, salaries, and vendor dues. - Monitors profitability and recommends cost optimization strategies.

IV. Social Media Manager: - Develops and implements marketing strategies on various platforms. - Creates content to promote services, offers, and events. - Engages with clients online, responding to inquiries and feedback. - Monitors digital performance metrics and adjusts strategies as necessary. These managers’ report directly to the owners, ensuring transparency and alignment with the overall business goals. 

Level 3: Staff:  The Staff are the backbone of Kensho Spa and Salon. With a total of 38 employees, they are organized into several specialized teams: 

I. Cleaning Staff: - Ensures cleanliness and hygiene in the spa and salon. - Maintains the upkeep of common areas, treatment rooms, and restrooms. - Restocks supplies such as towels, robes, and cleaning products. 

II. Spa Staff: - Includes licensed massage therapists, aromatherapists, and spa attendants. - Provides services such as massages, facials, and body treatments. - Creates a relaxing and welcoming atmosphere for clients.

III. Salon Staff: - Comprises hairstylists, colorists, and beauticians. - Provides haircuts, coloring, styling, and other hair-related services. - Conducts consultations to understand and meet client preferences. 

IV. Beauticians: - Offers services such as manicures, pedicures, waxing, and makeup. - Ensures clients feel pampered and receive personalized attention. 

V. Hair Stylists: - Specializes in cutting, styling, and treating hair. - Keeps up with the latest trends to deliver modern and innovative styles. 

VI. Massage Therapists: - Provides therapeutic and relaxing massages. - Ensures client comfort and addresses specific concerns such as stress and muscle tension. Staff members report to their respective managers, who ensure adherence to quality standards and professional conduct. 


Conclusion:  The organogram of Kensho Spa and Salon reflects a well-organized structure that facilitates effective communication, streamlined operations, and high-quality service delivery. By clearly defining roles and responsibilities at all levels, the spa and salon maintain a harmonious and productive work environment. This hierarchical framework supports the day-to-day operations of the business while fostering its long-term growth and success.
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[bookmark: _Toc186243908]4.1 Kensho- Small Beginnings:
In the heart of Gulshan, which is simultaneously known as a commercial hub and diplomatic zone with banks and embassies.
The name Kensho is derived from a Japanese word meaning "seeing one's true nature or essence", and this spa and salon is designed and aimed to serenade your senses from within.
Kensho spa and salon started off its journey on 1st November 2020. It was founded and is owned by three entrepreneurs -  Shamima Huda, Alavee Hossain, and Sweety Zohair. It is a female based salon and spa which provides services only for females. Since the beginning, their aim was to build a salon which promotes environment for complete relaxation so that women can take a break from their chaotic and hectic routine in day to day life and perceive their inner essence with true beauty.

Alavee Hossain, one of the founders - her aim was to provide girls in Dhaka the relaxation they badly need in between work, and she certainly seems to have achieved it. 
Their spas are specially designed for in-between work breaks so that you don’t have to wait for the weekend to alleviate stress
Because of the spa's prime location, which is close to the diplomatic zone and bank areas in Gulshan, many celebrities and ambassadors as Kensho’s most frequent clients. 
In between her work breaks, Alavee, a former Wall Street employee, used to run for a quick spa with her work buddies in the Japanese spas and salons, amidst the hustle and bustle of Manhattan.
As a computer science graduate, she naturally did not plan for a venture into the beauty industry. But even having worked in companies like Google and BNY Mellon in Wall Street, she chose to bring that authentic spa experience to Dhaka. 
Kenshō Spa and Salon, located in Dhaka, aims to provide an oasis of tranquility, offering premium beauty and wellness services. Positioned as a luxury brand, it caters to the upper and middle-class urban demographic. To sustain and grow its market presence, understanding the competitive landscape is vital.
[bookmark: _Toc186243909]4.1.1 Market Overview
Bangladesh's beauty and wellness industry is expanding rapidly, with an estimated value of USD 11.23 billion in 2024 and an annual growth rate of 3.27% projected through 2029. This growth is fueled by rising disposable incomes, urbanization, and a growing awareness of self-care among Bangladeshi consumers.
[bookmark: _Toc186243910]4.1.2 Market Trends
· Demand for Natural and Organic Products: Increasing preference for eco-friendly and sustainable beauty solutions.
· Digital-first Approach: E-commerce and online service platforms are gaining dominance in consumer purchasing behavior.
· Social Media Influence: Platforms like Instagram and TikTok are driving trends, especially among younger consumers.

· Personalization: Consumers seek tailored treatments and product recommendations to address individual needs.

[bookmark: _Toc186243911]4.1.3 Market Share Visualization
Below is a market share distribution for the industry:
	Company
	Market Share (%)

	Persona
	60%

	Studio Ombre
	10%

	Others
	15%

	Kensho
	15%
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Figure 1: Pie Chart of Market Major Players and their market share


[bookmark: _Toc186243912]4.2 Industry Perspective:
The spa and salon industry in Bangladesh, particularly for women, has experienced remarkable growth over the past decade. This growth is driven by increasing urbanization, rising disposable income, greater awareness of personal grooming, and a cultural shift toward self-care and wellness. This perspective provides an overview of the women's spa and salon industry in Bangladesh, highlighting its current state, challenges, and future prospects. 

Market Overview: The spa and salon market in Bangladesh serves a diverse clientele, ranging from working professionals to homemakers. Key urban centers such as Dhaka, Chattogram, and Sylhet host the majority of high-end spas and salons. The services offered include hair treatments, facials, manicures, pedicures, body massages, and advanced skincare therapies. The rise of social media influencers and an increasing number of women entering the workforce have further boosted the demand for premium grooming services. 

Consumer Behavior: Modern Bangladeshi women increasingly view visits to spas and salons as essential for both aesthetic and therapeutic purposes. They are showing a preference for international brands and advanced treatments. Seasonal demand spikes during festivals like Eid and weddings, as women invest in elaborate beauty regimens. Additionally, younger consumers are increasingly attracted to organic and sustainable products, reflecting a growing global trend.

[bookmark: _Toc186243913]4.2.1 Industry Trends:  

I. Health and Wellness Integration: Many salons are incorporating wellness elements, such as aromatherapy and yoga-inspired treatments, to enhance the client experience. 

II. Digital Transformation: Online appointment booking systems and digital payment methods have streamlined operations, making services more accessible. 

III. Personalized Services: Customizable beauty packages tailored to individual needs are becoming the norm, fostering customer loyalty. 

IV. Sustainability: There is a noticeable shift toward eco-friendly products and practices, driven by environmentally conscious consumers. 




[bookmark: _Toc186243914]4.2.2 Challenges

Despite its growth, the industry faces several challenges: - 

· Skill Shortage: A lack of trained professionals often leads to inconsistent service quality. 
· High Operational Costs: The cost of importing high-quality products and maintaining premium facilities is substantial. 
· Regulatory Hurdles: Limited regulation and oversight can negatively affect service standards and consumer trust. 
· Cultural Barriers: In some regions, traditional societal norms may restrict women from openly engaging with spa and salon services. 
· Competitive Landscape: The market is highly competitive, with both local and international brands vying for market share. Prominent players include Persona, La Belle, and Queens Beauty Lounge, which dominate the premium segment. At the same time, smaller, community-based salons cater to middle and lower-income segments by providing affordable services. 


[bookmark: _Toc186243915]4.2.3 Future Outlook: The women’s spa and salon industry in Bangladesh has immense potential for further expansion. Key drivers include: 

· Urbanization: As more people migrate to urban areas, the demand for grooming services is expected to rise. – 

· Technological Adoption: Utilizing AI and data analytics for personalized customer experiences could revolutionize the industry. – 

· Training and Development: Investment in training institutes for beauty and wellness professionals will help address skill shortages. – 

· Global Exposure: Partnerships with international brands could introduce global standards and innovations to the local market. 

[bookmark: _Toc186243916]4.2.4 Conclusion:  The women’s spa and salon industry in Bangladesh is a dynamic sector with significant growth opportunities. By addressing existing challenges and leveraging emerging trends, businesses can position themselves as leaders in this burgeoning market. As consumer preferences continue to evolve, the industry must adapt to meet the growing demand for quality, convenience, and sustainability.




































[bookmark: _Toc186243917]Chapter 5: Findings of the study

I. Recruitment & Selection: The recruitment and selection process is a crucial component of human resource management, ensuring that organizations attract and hire the most suitable candidates for their roles. This process involves several systematic steps, each designed to identify, evaluate, and onboard the best talent to meet organizational needs
II. Training & Development: Training and development is a vital component of human resource management aimed at improving employee performance, enhancing organizational capabilities, and fostering individual career growth. It involves structured efforts to impart knowledge, skills, and competencies to employees at all levels of an organization. The process is dynamic and often tailored to meet specific organizational goals and individual aspirations.
III. Performance Management: Performance management is a continuous process that aligns an organization's goals with individual and team objectives, ensuring optimal productivity, employee growth, and organizational success. It involves several key steps, each contributing to a cycle of planning, monitoring, evaluating, and improving performance.
IV. Compensation & Benefits: The Compensation and Benefits process is a critical component of human resource management, directly affecting employee satisfaction, engagement, retention, and overall organizational success. This process encompasses the planning, design, implementation, and management of a system to reward employees for their work while ensuring compliance with legal requirements and alignment with the organization's strategic goals.
V. Employee Engagement & Retention: Employee engagement and retention are crucial for organizations to maintain a motivated, productive, and stable workforce. These two concepts are interrelated and directly influence the success of a company.
VI. Compliance & Safety Policies: The Compliance & Safety Policies process is an essential part of organizational governance, ensuring that a company or institution adheres to legal, regulatory, ethical, and internal standards. The process helps mitigate risks, ensures operational integrity, and protects the reputation of the organization. 
VII. Workforce Diversity & Inclusion: Workforce Diversity and Inclusion (D&I) refers to the practices and policies that organizations adopt to ensure that all employees, regardless of their background, race, gender, age, religion, sexual orientation, disabilities, or other characteristics, are treated fairly and have an equal opportunity to succeed. 



[bookmark: _Toc186243918]5.1 Findings from the people interviewed:

[bookmark: _Toc186243919]5.1.1 Introduction
The survey aimed to explore Human Resource Management (HRM) practices at Kensho Spa and Salon by gathering insights from a sample of four staff members, representing different roles in the organization: a floor manager, a social media manager, a spa staff, and a cleaning staff. These roles offer diverse perspectives on operational and strategic HR practices, ensuring a holistic understanding of Human Resource Management at Kensho.

[bookmark: _Toc186243920]5.1.2 Findings
1. Recruitment and Onboarding 
· Floor Manager’s Perspective: Recruitment is conducted through word-of-mouth, referrals, and social media ads. The onboarding process is basic, often limited to a brief orientation. There is a lack of formalized documentation or training modules for new hires.
· Social Media Manager’s Perspective: Noted the challenge of attracting qualified talent due to Kensho's niche market positioning. Suggested that competitive job postings on platforms like LinkedIn could enhance the candidate pool.
· Spa Staff’s Perspective: Mentioned that spa therapists often join through referrals without extensive interviews or skill assessments. Believes more structured onboarding could help therapists understand service standards better.
· Cleaning Staff’s Perspective: Indicated minimal orientation on roles and responsibilities upon joining. Expressed a need for clear instructions and basic training for cleaning protocols.
· Analysis: Recruitment and onboarding practices are informal and inconsistent across departments, potentially leading to skill mismatches and unclear expectations.

2. Training and Development
· Floor Manager’s Perspective: Highlighted the absence of regular training programs. Mentioned occasional workshops conducted by external trainers but felt they were insufficient.
· Social Media Manager’s Perspective: Expressed a need for training in emerging digital marketing trends and tools. Advocated for professional development sessions to stay competitive.
· Spa Staff’s Perspective: Shared concerns about limited skill enhancement opportunities, especially for advanced spa techniques. Suggested regular workshops to update staff on new trends in the wellness industry.
· Cleaning Staff’s Perspective: Reported no formal training sessions on advanced cleaning technologies or safety protocols. Expressed interest in learning techniques to enhance efficiency.
· Analysis: Training and development programs at Kensho are sporadic and not tailored to the specific needs of each role, potentially hindering staff growth and service quality.

3. Performance Management
· Floor Manager’s Perspective: Performance evaluations are informal and subjective, based on feedback from clients and supervisors. No structured appraisal system exists, leading to perceived favoritism.
· Social Media Manager’s Perspective: Emphasized the need for clear KPIs (Key Performance Indicators) to measure performance effectively. Mentioned a lack of acknowledgment for achieving marketing milestones.
· Spa Staff’s Perspective: Evaluations are often verbal and linked directly to customer feedback, which can be inconsistent. Suggested more frequent feedback sessions to understand areas of improvement.
· Cleaning Staff’s Perspective: Performance is judged based on daily inspections, but no formal feedback is given. Expressed a desire for recognition and rewards for maintaining high standards.
· Analysis: Kenshō lacks a standardized performance management system, leading to inconsistent evaluations and a lack of motivation for employees.

4. Compensation and Benefits
· Floor Manager’s Perspective: Compensation is fair but lacks additional incentives or bonuses. Suggested introducing performance-based bonuses to boost morale.
· Social Media Manager’s Perspective: Highlighted the absence of non-monetary benefits, such as flexible work hours or health insurance. Proposed incentives tied to campaign successes or audience growth metrics.
· Spa Staff’s Perspective: Expressed satisfaction with the base pay but highlighted the lack of health and wellness benefits. Suggested providing free or discounted spa services for employees.
· Cleaning Staff’s Perspective: Reported low pay with no additional benefits, making the job less attractive. Recommended offering small perks like meal allowances or transportation stipends.

· Analysis: Compensation is adequate but lacks supplementary benefits, which could enhance employee satisfaction and retention.

5. Work Environment and Employee Engagement
· Floor Manager’s Perspective: Praised the professional yet friendly work environment. Mentioned a lack of structured team-building activities to foster collaboration.
· Social Media Manager’s Perspective: Felt supported by colleagues but suggested more cross-departmental communication to align goals.
· Spa Staff’s Perspective: Appreciated the camaraderie among staff but mentioned high stress during peak hours. Recommended introducing stress management sessions or wellness breaks.
· Cleaning Staff’s Perspective: Felt isolated from other teams and undervalued despite the critical nature of their role. Suggested recognizing and including cleaning staff in team events.
· Analysis: Kenshō provides a generally positive work environment, but there is room to improve engagement and collaboration, especially for support roles.

[bookmark: _Toc186243921]5.1.3 Recommendations
· Standardize Recruitment and Onboarding: Develop a formal recruitment policy and structured orientation programs for all roles.
· Invest in Training and Development: Organize role-specific training sessions. Provide access to online learning platforms for skill enhancement.
· Implement Performance Management Systems: Introduce KPIs and periodic appraisals to ensure fair evaluations. Recognize and reward outstanding performance regularly.
· Enhance Compensation and Benefits: Offer health benefits, transportation allowances, and performance bonuses. Provide perks like free spa services to boost morale.
· Foster Employee Engagement: Conduct team-building activities and wellness programs. Recognize contributions from all staff levels, including support roles.


[bookmark: _Toc186243922]5.2 My analysis on the Findings on the Questionnaire Regarding HR Functions at Kensho

The questionnaire analysis assessing HR functions at Kensho, a spa and salon, highlights strengths and areas for improvement across key HR domains. Recruitment primarily depends on referrals and local advertising, ensuring familiarity with the industry but limiting diversity. Prolonged vacancy periods and limited use of technology in recruitment platforms pose challenges. Training focuses on initial technical skills but lacks continuous development programs and soft skill enhancement, which employees value. Performance management relies on informal reviews and customer feedback, with employees desiring a transparent and formalized appraisal system.

While compensation is locally competitive, employees expressed interest in enhanced benefits such as health insurance and structured wellness programs to boost retention. Engagement activities are infrequent, with no structured feedback mechanisms, affecting team cohesion and grievance resolution. Compliance standards meet labor laws, but policies are not consistently documented or communicated, creating confusion. Workforce diversity is present in skillsets, but broader inclusivity policies are absent, highlighting room for formal diversity and inclusion strategies.

Key recommendations include adopting structured recruitment and retention strategies to widen the talent pool, implementing continuous training programs, formalizing HR policies, and leveraging technology to enhance processes. Establishing structured performance appraisals, comprehensive benefits, and regular engagement initiatives could significantly improve workplace satisfaction and operational efficiency. These measures offer Kensho a roadmap to strengthen its HR functions and foster a motivated, cohesive workforce.







[bookmark: _Toc186243923]5.3 Here’s a SWOT analysis for Kensho- spa and salon in Bangladesh:

SWOT Analysis of Kensho: 
Strengths
· Premium Brand Positioning: Kensho has established itself as a premium spa and salon, attracting customers seeking luxurious wellness and beauty services.
· Experienced Professionals: Employing well-trained, skilled staff ensures high-quality service and customer satisfaction.
· Diverse Service Offerings: From holistic spa therapies to advanced salon treatments, Kensho offers a comprehensive range of services catering to diverse customer needs.
· Prime Location: Strategically located in an affluent or high-traffic area, Kensho benefits from increased visibility and accessibility.
· Ambiance and Infrastructure: The spa's calming ambiance, state-of-the-art facilities, and clean, modern design create an appealing environment for relaxation and rejuvenation.
· Use of Premium Products: Kensho’s commitment to using high-quality, internationally recognized brands enhances its reputation for quality.
· Strong Reputation and Word of Mouth: Positive customer reviews and testimonials contribute to its growing popularity.

Weaknesses
· High Operating Costs: Maintaining a luxury ambiance, employing skilled staff, and using premium products lead to higher costs, which may impact profitability.
· Limited Geographic Reach: Operating primarily in one or a few locations restricts access to a broader customer base across Bangladesh.
· Dependence on Affluent Customers: Kensho’s premium pricing model may alienate middle-income customers, leaving it vulnerable to economic downturns.
· Seasonal Demand: Services may experience fluctuations in demand, with peak seasons during festivals or wedding months and lulls in other periods.
· Limited Marketing Efforts: If Kensho relies mostly on word of mouth, it risks missing opportunities for broader customer acquisition through digital or traditional marketing.



Opportunities
· Expansion to New Locations: Opening branches in other major cities (e.g., Chittagong, Sylhet) can increase Kensho’s footprint and revenue.
· Introduction of Membership Packages: Offering loyalty programs or subscription packages can attract repeat customers and ensure steady income.
· Collaborations with Local Hotels: Partnering with luxury hotels or resorts for exclusive spa services can enhance visibility and attract tourists.
· Digital Marketing and Social Media Presence: Leveraging platforms like Facebook, Instagram, and YouTube to showcase services and customer experiences can drive greater engagement and bookings.
· Expansion of Wellness Services: Incorporating health-focused services like yoga, meditation, or organic skincare can attract a growing health-conscious demographic.
· Catering to Male Customers: Expanding services specifically designed for male grooming and wellness could tap into a less saturated market segment.
· Training Academy: Establishing a beauty and wellness training center could generate additional revenue and create a pipeline of skilled professionals.

Threats
· Intense Competition: The growing number of spas and salons in Bangladesh, especially in urban centers, increases competition.
· Economic Instability: Economic downturns or inflation can reduce discretionary spending on luxury services like spas and salons.
· Emerging Low-Cost Competitors: Affordable salons offering similar services could undercut Kensho’s pricing advantage, appealing to a cost-sensitive customer base.
· Regulatory Challenges: Compliance with health and safety standards, labor laws, and other regulations could pose operational challenges.
· Shifts in Customer Preferences: Trends toward DIY beauty and wellness solutions or the rise of at-home service platforms might reduce footfall in physical locations.
· Pandemic-Related Risks: In a post-pandemic world, concerns about hygiene and reduced discretionary spending might impact demand for spa services.
· Supply Chain Issues: Dependence on imported products could lead to delays or cost increases due to global supply chain disruptions.
By leveraging its strengths and addressing its weaknesses, Kensho can capitalize on emerging opportunities and navigate potential threats to solidify its position as a leading spa and salon in Bangladesh.
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Strengths
	- Premium services with high-quality standards.
- Luxurious ambiance that enhances customer experience.
- Well-trained and expert staff.
- Established brand image for reliability.
- Strategic location attracting high-end clientele.

	


Weaknesses
	- High service costs that might deter budget customers.
- Limited market reach in specific areas.
- Niche market reliance increases economic risks.
- High operational costs for maintaining quality.
- Potential underutilization of digital marketing.

	


Opportunities
	- Increasing interest in wellness and self-care.
- Opportunities to expand via digital marketing.
- Introduction of unique or organic services.
- Partnerships with luxury brands or hotels.
- Potential for franchising in new markets.

	

Threats
	- Intense competition from local and international brands.
- Economic instability affecting disposable incomes.
- Challenges in maintaining consistent quality.
- Risk of market saturation in urban areas.
- Regulatory changes impacting the industry.
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Based on my observations and experiences during the internship at Kensho, I propose the following recommendations to enhance its HR practices and foster a supportive, efficient, and innovative work environment:
1. Structured Training Programs
Kensho should implement structured and ongoing training programs tailored to the diverse roles within the spa and salon. Regular workshops on customer service excellence, technical skill development, and the latest industry trends can ensure staff remain at the forefront of their respective fields.
2. Employee Wellness and Engagement Initiatives
As a wellness-focused business, Kensho can further reflect its mission internally by introducing employee wellness programs. Initiatives like stress management workshops, meditation sessions, or flexible working schedules could improve staff morale, reduce burnout, and enhance overall productivity.
3. Feedback and Performance Management System
A more formalized feedback mechanism can be introduced to facilitate continuous improvement. Regular one-on-one meetings, performance appraisals, and anonymous feedback channels would allow employees to voice concerns and align with organizational goals effectively.
4. Career Development Pathways
Developing clear career advancement pathways can motivate employees to stay with the organization longer. Offering mentorship programs, certifications, or opportunities for promotions would demonstrate Kensho’s commitment to the professional growth of its team members.
5. Diversity and Inclusion Practices
Fostering an inclusive workplace culture can attract and retain talent from diverse backgrounds. Initiatives like diversity training, inclusive hiring policies, and celebrating multicultural events could create a positive and welcoming environment for all employees.

6. Digital HR Tools for Efficiency
Introducing digital tools to manage HR processes like payroll, attendance, and recruitment can improve efficiency and accuracy. These tools would allow HR personnel to focus more on strategic activities, enhancing overall operational effectiveness.
7. Recognition and Reward Programs
A robust recognition program that celebrates employee achievements can boost motivation and job satisfaction. Monthly or quarterly awards, spot bonuses, or public acknowledgment of exceptional work could foster a culture of appreciation and excellence.
Conclusion
By adopting these recommendations, Kensho can position itself as not only a leader in customer service but also as an employer of choice within the spa and salon industry. Enhancing HR practices will not only improve employee satisfaction and retention but also lead to a superior customer experience, directly contributing to Kensho’s long-term success.
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For referencing of website:
The following web site was accessed on December 20, 2024:
www.tbsnews.net/features/mode/kensho-spa-relaxing-escape-bustling-city-443202

[bookmark: _Toc186243929]7.2 Questionnaire for Internship Report on HR Functions at Kensho Spa and Salon
Section 1: Demographics
1. Name (Optional): _____________________
2. Department: _________________________
3. Designation/Role: ____________________
4. Length of Service at Kensho:
· Less than 1 year
· 1-3 years
· 3-5 years
· More than 5 years
Generic Questions:
1. How would you rate the overall HR function at Kensho Spa and Salon?
· A. Excellent
· B. Good
· C. Average
· D. Poor
2. Which HR function did you find to be the most effective at Kensho Spa and Salon?
· A. Recruitment and Staffing
· B. Employee Training and Development
· C. Performance Management
· D. Employee Relations
· E. Compensation and Benefits

3. How would you describe the recruitment process at Kensho Spa and Salon?
· A. Well-organized and efficient
· B. Needs improvement
· C. Too lengthy and complex
· D. Not transparent
4. How are job vacancies typically communicated to employees at Kensho Spa and Salon?
· A. Through internal emails
· B. Company bulletin board
· C. HR website or intranet
· D. Word of mouth
· E. Social media platforms
5. In your opinion, how does Kensho Spa and Salon ensure diversity in its hiring process?
· A. Actively seeks diverse candidates
· B. Follows non-discriminatory hiring practices
· C. Not sure
· D. No clear diversity initiatives
6. What kind of training programs does the HR department offer at Kensho Spa and Salon?
· A. Onboarding and orientation for new hires
· B. Ongoing skills development workshops
· C. Leadership and management training
· D. Customer service and communication workshops
· E. None of the above
7. What is your experience with the compensation and benefits provided by Kensho Spa and Salon?
•	A. Competitive salary and benefits package
•	B. Fair compensation but limited benefits
•	C. Below average compensation and benefits

8. How effective do you believe the employee performance evaluation process is at Kensho Spa and Salon?
· A. Highly effective with constructive feedback
· B. Effective but could be more structured
· C. Not effective, lacks clarity
· D. Not sure / Haven’t participated
9. How would you rate the overall employee relations at Kensho Spa and Salon?
· A. Excellent communication and collaboration
· B. Friendly and respectful environment
· C. Some issues, but manageable
· D. Poor communication and team dynamics
10. Do you feel that HR at Kensho Spa and Salon effectively addresses employee concerns and grievances?
· A. Always addresses concerns in a timely and professional manner
· B. Usually addresses concerns, but sometimes delayed
· C. Rarely addresses concerns or does so ineffectively
· D. Not sure / Haven’t encountered issues
11. How satisfied are you with the onboarding process for new employees?
· A. Very satisfied, clear and welcoming process
· B. Satisfied, but could use some improvements
· C. Unsatisfied, disorganized or unclear
· D. Not sure / Didn’t experience onboarding
12. What do you think about the company culture at Kensho Spa and Salon?
· A. Positive, inclusive, and supportive
· B. Generally good but room for improvement
· C. Somewhat disconnected or tense
· D. Poor, lacks collaboration and respect


13. How would you rate the HR department’s communication with employees regarding policies and procedures?
· A. Clear and transparent communication
· B. Adequate but could be more frequent
· C. Often unclear or confusing
· D. Not sure / Haven’t received communications
14. How often does Kensho Spa and Salon offer feedback and performance reviews to employees?
· A. Regularly (quarterly or more frequent)
· B. Annually
· C. Only when necessary
· D. No regular performance reviews
15. Do you believe that employee engagement is a priority for the HR department at Kensho Spa and Salon?
· A. Yes, employees are actively engaged and motivated
· B. Yes, but more efforts could be made
· C. No, engagement seems low
· D. Not sure / Haven’t observed this
16. Does the HR department offer career growth and promotion opportunities?
· A. Yes, there are clear paths for advancement
· B. Yes, but opportunities are limited
· C. No, career growth is not encouraged
· D. Not sure / Haven’t experienced this
17. How would you rate the work-life balance policies at Kensho Spa and Salon?
· A. Excellent work-life balance
· B. Fair, but room for improvement
· C. Struggles with work-life balance
· D. Not sure / Haven’t experienced this
18. How effectively does the HR department manage conflict resolution?
· A. Very effectively, resolves conflicts quickly
· B. Effectively, but takes time
· C. Not very effective, conflicts often unresolved
· D. Not sure / Haven’t seen conflicts
19. Do you think the HR department at Kensho Spa and Salon follows best practices in HR management?
· A. Yes, HR is up-to-date with best practices
· B. Yes, but improvements could be made
· C. No, HR practices seem outdated
· D. Not sure / Haven’t observed
20. How would you describe your overall experience working with the HR department at Kensho Spa and Salon?
· A. Very positive, HR is supportive and professional
· B. Positive, but could improve in certain areas
· C. Neutral, no strong opinion
· D. Negative, HR is not very helpful
Process-oriented Questions (Steps followed in Recruitment & Selection, Training, Performance Management & Compensation)
[bookmark: _Toc186243930]Section 1: Recruitment & Selection
Multiple Choice Questions (MCQs):
1. What is the first step in the recruitment process at Kensho Spa and Salon?
· (a) Job Posting
· (b) Resume Screening
· (c) Identifying Job Requirements
· (d) Conducting Interviews
2. How are candidates typically sourced for vacancies?
· (a) Internal referrals
· (b) Online job portals
· (c) Recruitment agencies
· (d) All of the above

3. What type of interview process is primarily used?
· (a) Panel interviews
· (b) One-on-one interviews
· (c) Group discussions
· (d) Virtual interviews
· (e) Technical interviews
· (f) on the job assessment type interviews/pilot assessment
Descriptive Questions:
1. Briefly explain the methods Kensho Spa and Salon uses to attract potential candidates.
2. Describe how the selection process ensures alignment with the organization’s values and standards.


[bookmark: _Toc186243931]Section 2: Training & Development
Multiple Choice Questions (MCQs):
1. What types of training programs are offered at Kensho?
· (a) Technical skill development
· (b) Customer service training
· (c) Leadership workshops
· (d) All of the above
2. How is the effectiveness of training programs evaluated?
· (a) Employee feedback surveys
· (b) Post-training assessments
· (c) Monitoring performance metrics
· (d) All of the above
3. Who conducts the training sessions?
· (a) Internal managers
· (b) External consultants
· (c) Experienced employees
· (d) All of the above
Descriptive Questions:
1. Explain how Kensho identifies training needs for employees.
2. Discuss the role of continuous learning in enhancing employee performance at Kensho Spa and Salon.

[bookmark: _Toc186243932]Section 3: Compensation & Benefits
Multiple Choice Questions (MCQs):
1. What components are included in Kensho’s compensation structure?
· (a) Base salary only
· (b) Base salary and performance bonuses
· (c) Base salary, bonuses, and non-monetary benefits
· (d) Bonuses and commissions only
2. Which of the following benefits are offered to employees?
· (a) Health insurance
· (b) Paid time off
· (c) Employee discounts
· (d) All of the above
3. How frequently are salary reviews conducted?
· (a) Quarterly
· (b) Annually
· (c) Bi-annually
· (d) On employee request
Descriptive Questions:
1. Discuss how Kensho’s benefits package supports employee well-being.
Explain the criteria used to determine employee bonuses or incentives






[bookmark: _Toc186243933]Section 4: Performance Management
Multiple Choice Questions (MCQs):
1. What tools are used to track employee performance at Kensho?
· (a) KPI dashboards
· (b) Monthly performance reviews
· (c) Customer feedback forms
· (d) All of the above
2. How often are performance appraisals conducted?
· (a) Quarterly
· (b) Semi-annually
· (c) Annually
· (d) Bi-weekly
3. What is the primary focus of performance feedback sessions?
· (a) Highlighting areas of improvement
· (b) Recognizing achievements
· (c) Setting future goals
· (d) All of the above
Descriptive Questions:
1. Outline the steps involved in a typical performance review meeting at Kensho.
2. Describe how employee feedback is integrated into the performance management system.


General Feedback
1. Does HR work a bridge between management & other employees/staff?

2. What areas of HR practices at Kensho need improvement?


3. Any additional comments or suggestions:


Thank you for your time and valuable insights! Your feedback is essential for improving HR functions at Kensho Spa and Salon.
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