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[bookmark: _Toc189311208]Executive Summary

Service recovery is a strategy through which service providers deliver the remedy against a service failure. Having a service recovery strategy is critical for a service provider, as services are intangible and variable in nature. Such a strategy provides a promise to the customers on service quality, which is a critical factor in customer satisfaction, loyalty, and overall business success. The purpose of this study is to examine how service recovery strategy  is used by Ridmik Labs to ensure service quality necessary to deliver superior service in the technology field. 
This study is done with the combination of both academic theoretical knowledge and real-life practical knowledge gained from a five-month internship program at Ridmik Labs. During this five-month internship, I gained knowledge of several service activities. 
To elaborate on the main purpose of this study, i.e., Ridmik Lab's service quality, the report has been divided into several important parts. The report starts with an introduction and the purpose of the study. It then provides details on the analysis of the technological industry in Bangladesh. The later part describes the overview of the organization, which is Ridmik Lab. The discussions then detail the service recovery strategy of the Ridmik Lab.
From the study, it is evident that Ridmik Labs has various strategies and preparations to provide the remedy for any service failure. 
To fix the customer, Ridmik Labs has a specific arrangement so that it can (1) respond quickly; (2) provide appropriate communication; (3) treat customers fairly; and (4) cultivate relationships with customers. On the other hand, Ridmik Labs practices several strategies like (1) encourage and track complaints; (2) learn from recovery experiences; (3) learn from lost customers; and (4) make the service fail-safe to fix the problems.
Based on the findings and internship experiences, several recommendations are forwarded to Ridmik Labs so that it can plan further for the betterment of its service quality.
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[bookmark: _Toc189311210]Introduction and Purpose of the Study

[bookmark: _Toc189311211]1.1 Introduction
Our IT industry is the backbone of these modern economies and is the solution that stands to the businesses, governments, and individuals. It acts as an enabler, helping to bridge a gap between technology and real-world needs. When it comes to software development, IT companies facilitate digital transformation for different sectors, including software development, IT enabled services and much more. The economic growth and societal progress gained by delivering innovative solutions have become the most important role of the IT industry.
The IT industry is moving ahead in Bangladesh's development. It is a major part of the digital economy, and supports innovation, and creates employment. Software solutions, automation tools and digital services from the IT sector help public and private enterprises run more efficiently and become more productive.
From the role of IT industry in Bangladesh, it plays a crucial role to be the key driver of economic transformation, and in turn to accelerate, a more digital and connected future.
Realizing the potential of Bangla, a popular technology company of Bengali language, Ridmik Labs has come a long way with its products like Ridmik Keyboard, Boitoi, Dovashi etc. for the use of Bengla-speaking users. Nevertheless, the service quality and customer satisfaction for the company creates challenges, requiring suitable improvisations to stay competitive and well responsive user expectations.

[bookmark: _Toc189311212]1.2 Objective: 
The main objectives of this report are divided into two parts. Which are: Broad Objectives and Specific Objectives.
Broad Objective:
The primary objective is to analyze the service quality of Ridmik Labs based on the service recovery strategies.


Specific Objectives:
Some of the specific objectives of this report are:
· To analyze how Ridmik Labs fix the problem in time-of-service failure
· To analyze how Ridmik Labs fix the customer in time-of-service failure
· To observe and analyze the company's operational activities.
· To provide recommendations for enhancing service quality and user satisfaction.
[bookmark: _Toc189311213]1.3 Motivation of the study: 
This was motivated by knowledge gathering on how corporate life works, and to complete my degree and lastly to do theoretical knowledge practice in the industry. 

[bookmark: _Toc189311214]1.4 Limitations: 
Some limitations of the report are below:
· Limited time to conduct an in-depth analysis
· Insufficient access to information
· Lack of support from the employee in office
· Restrictions on accessing internal data 
· Doesn’t have available resources in online
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[bookmark: _Toc189311217]2.1 Specification of the industry

The two decades of 1990s and 2000s have often been robust for Bangladesh’s IT sector as a result of the speedy technological advancements, government support and a growing young workforce. From a few software and IT service providers, the industry has come together into a thriving ecosystem of local startups, listed companies, and international collaborations.
With a robust foundation of the government's initiatives i.e. setting up of Hi-tech Parks and IT Incubation Centers, this has grown. Furthermore, other policies such as tax holidays, export incentives and skill development programs have played a big role in swelling the industry.
The IT sector can be broadly categorized into several key areas:
1. Software Development Firms:
As these companies are dedicated to developing customised software solutions without codes for businesses in various industrial sectors like, finance, healthcare, education. Firms such as DataSoft and TigerIT have become recognized on the international market.
2. IT-Enabled Services (ITES):
Business process outsourcing (BPO), knowledge process outsourcing (KPO) and back-office support are included in ITES. The country’s young, tech savvy workforce, and low labor costs, have all led to it being an attractive destination for outsourcing.
3. Digital Platforms and E commerce:
The growth of this segment is fast paced and can be attributed to the rise of e-commerce platforms like Daraz, Pickaboo and numerous localized apps that satisfy specific user’s needs. User experience on these platforms depends greatly on IT services functionality that aims to make logistics functioning and payment processes more secure.
Growth Drivers:
A highly increased internet penetration and smartphone usage.
Increasing acceptance of online payment systems.
4. FinTech Solutions:
Mobile banking and payment services that fintech companies have introduced – worth mentioning are bKash, Nagad and Pathao Pay – have changed the face of the financial landscape. IT infrastructure is used by these platforms to make it seamless and secure while completing transactions.
The digester of the IT industry in Bangladesh is yet to be filled. Faced with challenges and taking advantage of its young talent pool; the sector offers the opportunity to become one of the main sectors supporting the national economy and one of the main players in the global IT scene.
[bookmark: _Toc189311218]2.2 Size, Trend, and Maturity of the Industry
2.2.1 Size: 
The size of Bangladesh's IT industry is over 4,500 IT /ITES firms are thriving in Bangladesh, employing over 750,000 ICT professionals. Export earnings surpassed USD 1 billion in 2019, registering a CAGR of 21% since 2013. The earnings are further enhanced by a large pool of online workers.
Here's a breakdown by IT Industry type:
· Software development: A major source of revenue for the industry, along with IT-enabled services (ITES)
· Ecommerce: Has seen a surge in business since the COVID pandemic
· Web development: A major source of revenue for the industry
· IT help desk: A major source of revenue for the industry
This data shows that IT industries are giving so much contribution to the country and the industries, there are many more of these IT industries, they also help the country. which is important for financial inclusion in Bangladesh.
2.2.2 Trend
Bangladesh's IT industries have changed a lot in the last few decades. Technology has made things much easier for all types of office services, no one can do business without technology right now. If anyone wants to run a successful business, they have to use the software for their company which is made by IT industries. A major trend in the IT industry is providing digital services, like anyone can use the app from anywhere like, home, office or outside of the country and that's too easy. Nowadays almost everyone has a smartphone and they use it to make their life more convenient. Like if anyone is Bangladeshi and wants to write in Bangla languages, they obviously know the Ridmik keyboard, and it is so easy to use. 
2.2.3 Maturity of the industry
Bangladesh’s IT industry is in the growth stage of its life cycle. The IT industry of Bangladesh is adapting technologies to compete with the world’s IT industry. Almost every IT industry is now establishing digital service. Not only urban people, rural people are also getting used to technological advancement. So, Bangladesh is experiencing a growth stage in the IT sector.

[bookmark: _Toc189311219]2.3 Technological Factors

The IT industry in Bangladesh has experienced significant advancements in recent years. In this modern era, the whole world depends on technology. Technology is the backbone of every industry of Bangladesh. IT sectors play a vital role for the country. Some technological developments in the IT industry are:

· Cloud Computing and Data Management: Cloud services have gained immense popularity among businesses for their ability to store and manage data efficiently. 
· E-Governance Systems: The IT industry has been instrumental in implementing e-governance platforms that enable government agencies to offer services more efficiently.
· Digital Payment Systems: The rise of digital payment platforms, such as mobile wallets and online banking, reflects the IT sector's role in modernizing financial transactions.
· Artificial Intelligence (AI) and Machine Learning (ML): AI and ML technologies are being adopted across industries to enhance decision-making, automate processes, and improve customer experiences.
· E-Commerce Growth:  The IT industry has been a driving force behind the exponential growth of e-commerce platforms in Bangladesh.

These technological changes are a big step forward in making the IT industry system more modern. As technology keeps getting better, we can expect even more improvements in the future, which will benefit both the IT sector and their customers in Bangladesh.

[bookmark: _Toc189311220]2.4 Political, Legal, and Regulatory Factors

2.4.1 Political Factors: The IT industry in Bangladesh is influenced by political factors. Government rules and decisions can have a big impact on the IT industries' success and stability. Their decisions about monetary policy, taxes, and foreign trade can make a big difference in IT industries' operations. Political tough times like protests or elections can lead investors to withdraw their funds. Because of the political pressure, political stability plays a crucial role in attracting foreign investment in the IT sector. Those activities can slow down economic growth. 
Also, corruption practices in government can cause the whole IT sector’s downfall. The country's bureaucratic inefficiencies and corruption can delay project approvals and the implementation of new IT initiatives. The government has failed to take action against these problems.
2.4.2 Legal Factors: The IT industry in Bangladesh is influenced by legal factors. Bangladesh has set some rules and laws for the IT industries. The software industry in Bangladesh benefits from government incentives and improving regulations like the ICT Act.  The establishment of laws makes the IT industry more secure, stable, and accountable.
2.4.3 Regulatory Factors: The BTRC plays a key role in the regulatory sector in Bangladesh for IT sectors. They establish guidelines for IT industries. Functioning of this services depends on effective regulations. 
Some of the core regulations governing the banking industry are:
· Digital Security Act (DSA): While the DSA is aimed at preventing cybercrime, it has been criticized for its vague provisions, which may create regulatory uncertainty and impact businesses.
· Licensing and Certification: IT companies must comply with various licensing and certification requirements to operate. Streamlining these processes would enhance ease of doing business in the sector.
· Foreign Investment Regulations: Bangladesh encourages foreign direct investment (FDI) in the IT industry. However, regulatory hurdles related to foreign exchange, repatriation of profits, and project approvals may need further simplification to attract more investors.
In Bangladesh, IT sector regulations are essential for maintaining a stable system. So, IT industries should follow all the regulations for the country’s economic growth.

[bookmark: _Toc189311221]2.5 Industry Rivalry

Competition in the IT industry is simply competition between technology companies to attract customers and expand the market. There are various strategies utilized by companies to make their ways through competitors like selling innovative products, improving user experience or guaranteeing perfect customer service.

Bangladesh’s IT industry is growing rapidly and the competition level is growing, too. Many of the players vying for dominance are local tech firms, startups, and multinational corporations. Other companies exist that create localized solutions, communication platforms and productivity tools, and Ridmik Labs competes with them. As a result, there is competition, but some companies are doing great by providing unique products as well as consistently meeting the needs of users.

Therefore, the digital transformation of Bangladesh is witnessing a digital transformation which is influencing everyday life through technology. Nowadays, people prefer modern, seamless and user-friendly solutions rather than traditional methods. Customers can switch to better digital alternatives between providers, as digital tools and platforms rise. Companies like Ridmik Labs have to keep innovating continuously to keep users moving and to stay competitive in the market.

Ridmik Labs competes with other technology firms so that it can be a Bangla tool or service provider like Bangla language keyboards and communication apps. Competing with others, companies are splitting the market by releasing the more sophisticated functions including the integration of AI, personalization, and cross-platform integration.

[bookmark: _heading=h.150fx2x9apw1][bookmark: _Toc189311222]2.6 Summary of Challenges and Opportunities

In recent years, the IT industry in Bangladesh has exploded, fuelled by government initiatives, private sector investment and global demand. But the sector has a plethora of challenges to overcome before it can fully capitalize on the shifting opportunities.
2.6.1 Challenges for Bangladesh IT Industry  
· Workforce and Skill Gap: The IT industry has a big hole in its skill gap, even though there are a lot of young people. Therefore, the talent pool is limited: many graduates neither possess advanced technical nor soft skills to meet industry demands to take local and international projects.
· Infrastructure Limitations: Even in rural areas, reliable internet, power supply and modern office spaces remain quite uneven. It confines the spread of IT services to urban nodes and narrows the potential of the sector.
· Global Competition: The Bangladesh IT companies are also competing with well-established IT hubs like India and the Philippines. Normally, local firms often don't attract global clients because they don't have strong branding, let alone have considerable presence in the world.
· Regulatory Barriers: Data privacy and intellectual property policies are not fully aligned with international standards and create troubles for those with export-oriented businesses.

· Cybersecurity Risks: However, as IT adoption rises, so increase’s the sophistication of cybersecurity threats. But many companies simply don’t have the resources or knowledgebase to institute stringent security measures that would act as a cyber bulletproof vest against data breaches and cyberattacks.
2.6.2 Opportunities for Bangladesh IT Industry  
· Digital Transformation, Automation: Given the rapid adoption of digital technologies by businesses in every sector, including banking, retail and healthcare, there is a growing need for IT Solutions. Bangladeshi IT firms can be successful in these areas — software development, cloud services and automation tools.
· Government support and Vision 2041: It has brought together favorable tax policies, investment in IT parks and various skill development programs aimed at creating a 'Smart Bangladesh' in 2041. These projects are the solid foundation to support the IT industry to grow and attract foreign investment.
· Outsourcing Opportunities and Freelancing: Bangladesh is one of the top world countries for freelance IT work. Bangladeshi professionals are making a name for themselves internationally using up work, Fiverr, and more for their skills in web development, graphic design, and digital marketing.
· Growing Export Market: The growth of the IT export sector has been mundane, with software and IT enabled services delivered to countries such as the USA, Japan and UK. Setting the goal of IT exports growing to $5 billion by 2025 will allow companies in the industry more business opportunities from the government.
· Expanding Local Market: Demand for the IT services in education, in entertainment, and in e-commerce is increasing as Bangladesh's middle class grows. This trend can be utilized by local companies to grow reach and revenue.
· Startup Ecosystem Growth: Bangladesh has a vibrant startup ecosystem because of the rise of venture capital and incubators. The FinTech, EdTech and HealthTech areas are being driven by IT startups developing innovative solutions in the field.
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[bookmark: _Toc189311225]3.1 Overview and History

Ridmik Labs is a pioneering technology company in Bangladesh started its journey as an innovative company which intends to change the face of the IT landscape with innovative software solutions and user-centric digital tools. Ridmik Labs was set up with the aim of devising technology-based solutions to the fast-growing need for localized technology specific needs of Bangladeshis.
The path of the company started with its flagship product the Ridmik Keyboard that was highly acclaimed for its brilliant interface and complete Bangla language support. Since then, Ridmik Labs has grown to add Boitoi (e-book reader app) and Dovashi (language learning app) in the mobile apps, cloud services and AI driven platforms to cater to millions of users both domestically and internationally.
Ridmik Labs is a lean, highly skilled team of software engineers, designers, and developers that operates with a vision to build world class digital products. The company always invests in research and development to remain current and ahead of the fast-moving IT industry.
Ridmik Labs works with local and cross border partners to innovate and create products that close the digital divide in Bangladesh, and focus on user experience and accessibility. The company uses the state-of-the-art infrastructure to make its office creative and productive.

Key Achievements:
Localised language technology pioneer in Bangladesh.
Its intuitive apps and tools served millions of users. like, 





Ridmik Keyboard: Which has very good rating with 100M+ downloads
 [image: ]
Dovashi: which has also good rating with 2M+ downloads
[image: ]

Boitoi: This ebook platform is the biggest e-book platform in Bangladesh. Which has good reviews with 1.8M+ downloads and it has the largest book stored, like 7000+ ebooks. 
[image: ]
3.1.1 Vision: 
As a successful technology company in Bangladesh, globally recognized for innovation, quality and exceptional user experiences.

3.1.2 Mission:
To provide users with the ability to work with accessible and dependable technology solutions, to practice ethical business, and to encourage innovation to help promote a smarter, connected world.



3.1.3 Slogan:
"Making Bangladesh smarter."

Bangladesh’s IT industry shall look forward to Ridmik Labs because of its commitment to innovation, quality and customer centric solutions.
                           
[image: ]

3.1.4 Corporate Information  
	Name of the Company 
	Ridmik Labs

	Legal Status 
	Private Limited Company

	Managing Director & CEO 
	Md. Shamim Hasnath

	Registered office 
	Level 3, House 2, Rd 23/A, Dhaka 1212

	Phone
	+8801958-039787

	E-mail 
	info@ridmik.com

	Website
	https://ridmik.com



	Table 1: Corporate Information 




3.1.5 Management Structure of Ridmik Labs

Figure 1: Management hierarchy [image: ]


3.1.6 Departments of Ridmik Labs
· Web Development
· App Development
· Office Administration
· Human Resource Management
· Accounts and Financial Management
· External Affairs, Public Relations and Media
· Business Development
· Visual Production
· Data Management
· Customer Support and Resolutions

[bookmark: _Toc189311226]3.2 Customer Mix

The customers of Ridmik Labs are served by different IT products and services catering to different segments of the population. The goal of the company is to cater to the needs of its users specially by presenting the tailor-made solutions that help enhance the digital experience of a user. Below is an overview of Ridmik Labs’ customer mix:

1. General Users: Ridmik Labs’ products are being used by everyday individuals for personal and professional reasons. One such popular device is the Ridmik Keyboard that is used by many users who want to use a good typing tool in Bangla as well as English.

2. Students: Ridmik Labs has a lot of customers, including students. The company creates apps and tools for students to ease their academic and extracurricular activities. For instance, the Ridmik Keyboard allows a user to type in multiple languages, which will be very helpful for academic tasks.

3. Small Business and Entrepreneurs: Ridmik Labs offers small business solutions to enhance their productivity. Ridmik Labs’ tools are often used by entrepreneurs to create content, communicate with clients and run digital tasks effectively.

4. Tech-Savvy Youth: Ridmik Labs’ customer base is largely made up of the younger generation, which has made a name for itself for their love and use of technology. This group is attracted to the company as their focus is on innovation and modern features that promote wide adoption of its products.

5. Rural and Underserved communities: Ridmik Labs works to close the digital gap with accessible technology solutions to those living in rural or underserved areas. Companies that ensure that their products will work even on a low spec device and are easier to use, give the users across socio-economic backgrounds.

[bookmark: _Toc189311227]3.3 Product/Service Mix

Specializing in its innovative solutions, Ridmik Labs serves unique customer segments in the digital domain. Mostly, the company creates mobile applications which enhance user experience, increase productivity, and make the Bangla digital landscape. Below is an overview of Ridmik Labs' product and service offerings, as detailed on their website, ridmik.com:
Core Products
Ridmik Keyboard: Ridmik Keyboard is the most popular and one of the most used Bangla typing app by Ridmik Labs. Specifically designed to provide Bangla speaking users with an easy-to-use interface while providing both Bangla as well as English typing options. Millions of users trust the app for being efficient and customized.
Key Features
Phonetic Bangla Typing:
The keyboard transliterates Bangla from English characters, making the typing of Bangla easier for users. Try, for instance, by typing "ami banglay likhi" (which will convert to "আমি বাংলায় লিখি.")
Traditional Bangla Layout:
Ridmik Keyboard offers "Probhat Layout" for those used to the traditional Bangla keyboard.
Emoji and GIF Support:
Emojis and integrated GIF support add a lot of expression and fun to chatting.
Customizable Themes:
There are light and dark modes that users can use to personalize their keyboard.
Voice Typing:
Supports writing by voice in Bangla and English with support for both.
Predictions and Auto-Correct:
Bangla and English typing with intelligent suggestions and auto correction for increased type speed and increased type accuracy.
Offline Functionality:
It works offline as well so users do not have to be connected to the internet to type Bangla or English.
Keyboard Layouts:
It offers lots of layouts, such as phonetic, fixed and traditional for typing preference.
Privacy Focused:
The app takes care of user privacy and doesn’t collect or share any sensitive information.
Ridmik Keyboard is an integral legacy connecting technology and language for Bangla speaking users. The use of digital communication in Bangla has been made easier, whether personal or for use. The features are tailored to traditional Bangla typists and to younger tech savvy users to look for convenience and customization.
Ridmik Keyboard has grown to become an indispensable app for millions; by offering a strong, flexible tool for Bangla typing, it has reinforced Bangla as a digital presence.
Boitoi: Ridmik Labs has developed Boitoi, a digital book reading platform. It aims at spreading Bangla literature and also helps readers to reach books in easily accessible, modern and digital format.
Key Features:
Extensive Library: It provides an extensive collection of Bangla books including that of literature of all levels, i.e., the classics, the modern ones and so on for readers of all age groups.
EBook Accessibility: With updated content reading anywhere, anytime, readers can always access their favorite books without the need to have physical copies.
Reader-Friendly Interface: The app offers a great reading experience so smooth and fully customizable, you can adjust the font sizes, themes, even have night modes.
Offline Reading: They allow you to download books for offline reading, so it keeps going.
Author and Publisher Collaboration: As an escort for Bangladeshi authors and publishers, Boitoi supports the distribution of the work in digital form.
Boitoi helps bring the love for reading, and helps Bangla literature become more accessible in the new digital era, thus supporting the growth of local authors and local publishers.

Dovashi: Ridmik Labs created Dovashi, a translation app of Bangla to other languages which bridges language barriers through an instant translation.
Key Features:
Real-Time Translation: It allows you to translate Bangla to English (and maybe other languages) in one click in Bangla font while also getting English translation.
Voice Input Support: It provides speech to text functionality for translational speech, so users can speak and not type communicating in real time.
Offline Mode: There are some translations you can access offline, which comes in handy in areas with poor internet.
User-Friendly Design: The interface is simple and intuitive enough for anybody of any age to get utilized to.
Learning Tool: Providers pronunciation guides and context aware suggestions to help the user improve his or her language skills.
Dovashi helps users communicate and get information within languages, therefore making it a power tool for all students, employees and travelers.

Value-Added Services
User Education and Tutorials: It offers in app guides and video tutorials to help users get the most out of Ridmik’s products.
Community Engagement: Social media, user feedback forums and keeping active updates on change as per the evolving user demands.
Privacy and Security: Protects user data and will not share with third parties without their consent.
Ridmik Labs is constantly adding new products and services to meet the changing digital requirements of Bangladeshi users and the broader Bangla speaking community around the world. 

[bookmark: _heading=h.mp52lyl79a8s][bookmark: _heading=h.ieprueyxkvkq][bookmark: _Toc189311228]3.4 Service Quality 

Service quality is how well Ridmik labs serves and exes the customer. This is a measure of how good the users feel about Ridmik Labs’ offerings (namely their apps & services which include Ridmik Keyboard, Boitoi & Dovashi.) Ridmik Labs aims to deliver a seamless user experience by focusing on three key aspects: The outcomes, processes and the environment.

1. Outcome
Success of Ridmik Labs’ apps is measured by how satisfied and how useful they are to the users. For instance:
Conversing with ease is ridmik keyboard that allows precise Bangla typing to millions of people.
Boitoi provides a rich digital reading experience to the users with a wide variety of Bangla books to choose from and meet the needs of the users for accessibility.
Dovashi ensures to deliver accurate and easy translations for fueling more accurate cross language communication.
2. Process
Ridmik Labs services delivery is planned user friendly and efficient. Apps are meant to be lightweight, fast, and so highly functional that you never notice that delays or technical problems are rippling through it. App performance is improved as well as user reported bugs are quickly resolved, ensuring minimal downtime.
3. Environment
The suitable focus at Ridmik Labs is to create a welcoming and inclusive digital environment. Tap the dotted buttons, such as the ‘Actions’ hamburger on the top left of the screen or the microphone to the top right to jump straight to that part of the app. Ridmik Labs also values user privacy and data security bringing with it a trustworthy environment.
Ridmik Labs perfected their service quality standards by continuously focusing on these areas mainly to keep their customers satisfied and loyal to their digital platforms. Ridmik keyboard, Boitoi and Dovashi, all apps have their own facebook business page where customers massage with the problem or any quarry and they get the highest customer support through massage or calls.
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SWOT analysis is used in every organization, the IT sector is using it as well. SWOT analysis is a framework for identifying and analyzing an IT company's strengths, weaknesses, opportunities and threats. 
[image: ]
Figure 2: SWOT analysis
Strength
· Market Leader in Bangla Typing keyboards: Ridmik Keyboard is the type of choice for millions, with robust features and friendly user interface. Ridmik Labs dominates the Bangla speaking market, we are a trusted tech company.
· Local Expertise: Ridmik Labs ensures products it creates are culturally relevant and intuitive as it has deep understood of the Bangla language and user behavior.
· Diverse Product Portfolio: Boitoi (for digital reading) and Dovashi (for translations) provide different user demographics an extended reach and greater engagement with them.
· Strong Brand Value: According to Ridmik Labs, it specializes in giving Bangla speaking users the best tech solutions and building customer trust and loyalty.
· Committed Development Team: It is a highly skilled and innovative team where people are focused on the refinement of existing products and adding new features according to user’s needs.

Weakness
· Limited International Penetration: Ridmik Labs is strong locally, but it suffers from limited reach outside Bangla speaking markets, hence limiting its growth potential globally.
· Monetization Challenges: The lack of revenue for most of the apps forces them to rely on heavy free models, making it difficult to generate sustainable revenue without jarring the base.
· Low Resources: Compared to global competitors Ridmik labs have very low resources. 

Opportunities
· Expanding Digital Ecosystem: Ridmik Labs has a chance to enter the new user segments by riding the tide of smartphone and Internet adoption in Bangladesh.
· AI-Powered Enhancements: By using AI to have features like predictive text, voice from Bangla to text in Bangla and smart recommendations in apps such as Boitoi, this can improve user experience.
· Regional and Global Expansion: It provides the potential for catering to other regional languages of South Asia, or to expatriate Bangla speaking communities worldwide.
· Partnerships with Educational and Government Institutions: Working with schools, universities and government programs to build integrations between Ridmik products into educational and administrative workflows.

Threats
· Competitive Market: Introducing large-scale funded players from the international players to the Bangla language application market will become a challenge for the Ridmik Labs dominance.
· Cybersecurity Risks: As this becomes a staple of business, the more that we rely on the digital world, the more vulnerable we are to cyber-attacks and we must have strong security measures for that user data.
· Evolving User Expectations: Ridmik Labs has to stay ahead as its users continue to demand for more advanced features and seamless integration.
· Regulatory Hurdles: The more legislation becomes stricter, the more problems of compliance with data protection and privacy regulations locally and internationally could be.

[bookmark: _Toc189311230]3.6 Strategies to meet the Challenges and Opportunities (Based on SWOT Analysis)

Ridmik labs is a famous state-owned IT company in Bangladesh. They face lots of challenges and opportunities that can impact the IT sector's operation. To overcome and capture the challenges and opportunities IT industries need to follow some strategies. These are below:


Challenges
· Competitive Market Rivalry: Try to differentiate by unique localized features in products such as Ridmik Keyboard, Boitoi, and Dovashi.
Routinely revise and evolve to preserve user's interactive engagement and fulfillment with a competitive standing to thrive against regional and international rivals.
Build up user relationships by customer support, feedback facilities, or community building initiatives.
· Cybersecurity Threats: Take steps towards investing in advanced cybersecurity measures such as crack encrypted gangs, firewalls, and intrusion detection systems.
Always conduct regular security audits to deal with vulnerability and penetration tests.
Teach employees and users security practices that will protect against breaches and phishing attacks.
· Resource Constraints: Look to partnerships and collaborations with regional and international organisations to form resource pools and have a greater development capability.
You want to optimize development workflows and choose high impact projects to get the most out of available resources.
· Evolving User Expectations: Conducting surveys and analysis to see what your users like and don’t care for so that you can keep your user preferences changing.
Integrate AI and machine learning with voice-to text capabilities into products at their beginning or at the end of their life cycle.
Design user interfaces for products so that product interfaces are intuitive and regularly improved to meet evolving usability standards.

Opportunities
· Expanding Digital Ecosystem: Reaching out to a versatile Bangla speaking community in rural and semi urban areas and optimizing the app versions for low end devices to broaden Ridmik Lab’s user base. 
Bundling apps like Ridmik keyboard or Boitoi with cheap internet packages is the next thing to collaborate with telecom operators.
· AI-Powered Advancements: Drive in AI features like predictive text in Boitoi and real time language translation improvements in Dovashi.
By using machine learning to predict a user’s needs, and to build contextual features, these can be used to enhance user experiences.
· Global Expansion: Optimize products for the additional South Asian languages that marketplaces like India, Nepal and Sri Lanka demand.
· Partnerships and Collaborations: Increase integration of tools such as Boitoi in curriculums as digital learning aids, and partner with educational institutions to ensure that this level of knowledge is taught in classrooms.
· Technological Advancements: Stay abreast of the latest technologies such as blockchain for secure transactions, or analytical sciences for a highly customized user experience.
Tailor made new apps or features based on upcoming trends as they roll out (for instance, AI writing assistants, or gamified language learning tools).
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Service recovery is a process of handling a complaint, failure or inconvenience and getting back to the state where the customer is completely satisfied. It is a very important step in services marketing, as services can bring negative consequences, namely customers’ distrust, their lack of loyalty, and even a bad view on the brand.
Key Elements of Service Recovery
Identifying the Issue: By getting information from the customer, the opportunity to find out what was wrong and possibly make amends.
Apologizing Sincerely: An apology, for most part, motivates the customer and probably makes them have confidence in the company again.
Correcting the Mistake: Fast problem solving also reflects customers’ concern and helps to avoid their anger.
Offering Compensation (if necessary): Giving the client back his/her money or at least a part of it, or offering some other kind of compensation is good in addressing it.
Learning from the Failure: Preventing the revisiting of similar failure through analyzing the root cause of the failure with an aim of making the necessary modification.

Benefits of Service Recovery
Customer Retention: When the concerns of the customers are adequately met by the company, they are most likely to stick to purchasing from the same company.
Positive Word-of-Mouth: If done effectively the recovery process can transform disgruntled customers into a company’s biggest asset, a walking advertisement for the hotel.
Improved Reputation: Recovery shows that the company is focused on quality and it amazes guests.
Organizational Learning: To some extent, the identification and rectification of services can cause certain changes in the process.

When managing the situation correctly, the company not only keeps the customer but can even gain their loyalty.
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Service recovery is a significant key in restoring and building a company image, customer loyalty and the company’s sustainability. Here’s why service recovery is vital
1. Retains Customer Loyalty:
Minimizes Defection: This is because an organization will be in a position to retain dissatisfied customers though they will not be fully satisfied.
Builds Trust: Tackling problems effectively and to the customer’s expectations helps to restore customers’ confidence in the company.

2. Customer satisfaction improves: 
Turning Negative to Positive: Another fact about service failure is that effective service recovery results in customers becoming more satisfied than if the failure never occurred.
Exceeding Expectations: Extraordinary efforts in the recovery process may bring about improved end user relationships.

3. Positive Word of Mouth:
Brand Advocacy: When customers get service recovery, they are thus more inclined to recommend that particular company.
Reputation Management: Information such as how the company responds to complaints can in most cases overcome negative news on how the company deals with complications.

4. Improves Customer Experience:
Learning Opportunity: This means that service recovery assists in identifying areas of service delivery that may be weak in delivering their tasks, hence helping them to better their best.
Customization: Personalized recovery efforts are helpful in improving the customer experience, to help the company demonstrate its concern about individual customers.

5. Reduces Financial Loss:
Cost of Retention vs. Acquisition: Effective recovery is cheaper than losing a customer.
Mitigates Refund Costs: Refunds or cancellations aren’t the answer; offering a resolution is less financially impactful.
6. It enhances Brand Image and Reputation:
Demonstrates Accountability: Addressing failures transparently shows the customers that the company is serious about quality and fair.
Builds Confidence: A strong recovery system brings much needed reassurance to customers that they are supported should things not go well.
7. Drives Continuous Improvement:
Feedback Loop: Service failures reveal broken processes or insufficient training of employees. Actionable insight into how to better service quality is provided through recovery efforts.
Proactive Solutions: Data from service recovery cases can be used by companies to prevent future issues and anticipate them.

Service recovery offers organizations an opportunity to turn setbacks into opportunities to build stronger customer relationships and create competitive differentiation in the market.

[bookmark: _heading=h.a4q8911uqdzd][bookmark: _Toc189311235]4.3 Service Recovery Strategies
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Based on the provided diagram, the service recovery strategies can be divided into two main categories: Fix Customer, Fix the Problem. The strategies employed make sure there is great recovery service by addressing both customer and systemic problems.

Fix the Customer
Respond Quickly: The response to the complaints of the customers quickly.
Provide Appropriate Communication: Open and clear communication with customers, and letting them know what the recovery process looks like.
Treat Customers Fairly: Every customer deserves to be treated fairly and it's very important for organization. Organization should ensure that both sides are treated equally.
Build Relationships with Customers: To keep your customers loyal, focus on building trust, and longtime relationships with customers.

Fix the Problem
Encourage and track complaints: Get customers to actively feedback and track complaints to find what service failure patterns exist.
Learn from recovery experiences: Past recovery cases help you not repeat mistakes and get better on processes.
Learn from Lost Customers: Find out what caused the customers to drop, look at what went wrong with the customer service and find ways to prevent this in the future.
Make the Service Fail-Safe: Make surprising systems and processes to stop the further service failure and work calmly.

Integrating Both Strategies
Guarantee the Service Offering: Ensure that you are in a position to provide guarantees to customers on the service being provided and will indeed meet customer’s expectations and rectify any failures.
Excellent Service Recovery: Effective, comprehensive service recovery happens if you fix the customer and the problem.
As businesses put these strategies into action, they will be able to tackle service failures, keep their customers happy and keep a good image.
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4.4 Service Recovery of Ridmik Labs


Fix the customer		Respond Quickly: Get rid of customer complaints, including technical problems with Ridmik Keyboard, Boitoi, or Dovashi, immediately and resolved.		Provide Appropriate Communication: In keeping users up to date with ongoing issues, updates or solutions, send in app notifications, emails or social media announcements.		Treat Customers Fairly: Provide fair solutions for customers such as refunds of people’s paid services and free premium services as compensation when their problems are not resolved.		Cultivate Relationships with Customers: Begin to build trust with your users by being active in community forums, feedback forms and one on one conversations to learn more about their real needs.					Fix the problem		Encourage and Track Complaints: Ridmik Labs build a smooth feedback channel, for example, a feedback built in the app to capture and trace user feedback.		Learn from Recovery Experiences: Ridmik Labs always resolve complaints, analyze and use the information about the resolved to improve the internal processes or find patterns of service issue.		Learn from Lost Customers: Aside from that, contact users who have uninstalled Ridmik apps or left negative reviews to find out what’s been frustrating them about the apps and address those concerns.		Make the Service Fail-Safe: Develop best quality assurance protocols that would prevent bugs or glitches and make Ridmik Labs system more stable across all applications.	


Guarantee the Service Offering: To ensure Ridmik users get a guarantee of a great service, high quality app (performance, updates and updates) as well as quick actions for dealing with any shortcomings. and with all of this Ridmik Labs always wanted to do Excellent Service Recovery.
Through application of these strategies, Ridmik Labs can manage the service failures and secure more user base as well as get more positively rated in the competitive app industry.
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5.1 Position, Duties, and Responsibilities

My internship program was completed at Ridmik Labs, in Gulshan. It was a five-month program, and I was placed in customer care and support as an intern. I worked in the 
1- Schedule Notifications
2- Manage Social Media Posts
3- Execute Facebook and Google Ads, and Reporting.
4- Manage Digital Ecosystem (Facebook, LinkedIn, TikTok, YouTube, etc., if applicable)
5- Handle In-App Book Management, including Promotions, Sliders, and related tasks
6- Ensure Quality Control
7- Optimize YouTube (Audiobook Content)
8- Support Business Development Team as Needed
9- Engage with Community as Needed
10- Copyright monitoring if required

Schedule Notifications: Because our whole business is online oriented, that’s why we have schedule notifications for new ebooks or any promotional offer for customers. 

Manage Social Media Posts: We do post on social media every day for consumers and for new consumers, that's why we have to manage social media posts daily for consumers from our facebook page, instagram page and so on.  

Execute Facebook and Google Ads, and Reporting.: After posting in social media, we have to run online ads for consumers for reach and for apps and website traffic. 

Manage Digital Ecosystem (Facebook, LinkedIn, TikTok, YouTube, etc., if applicable): I have to manage all social media ecosystems if required because some work wants my help, without me it's impossible to do. 

Handle In-App Book Management, including Promotions, Sliders, and related tasks: It is for our Boitoi app, for some promotional offer I have to handle the whole Boitoi section. And do work on the online Boitoi portal. 

Ensure Quality Control: Because I worked on customer support, I always have to ensure the quality control of everything.

Optimize YouTube (Audiobook Content): Our Boitoi app also has a youtube platform for audio books, sometimes i have to manage youtube as well. 

Support Business Development Team as Needed: Beside customer support i have to tell my opinions to the business development team to develop our business. 

Engage with Community as Needed: Because our business is online, there are many facebook groups, so that we have to engage them and tell them about our business and apps for customer gain and support. 

Copyright monitoring if required: I almost every day check the copyright of our goods, because it is too easy to steal our product because all of our business is online and we do copyright on other websites, like facebook, google, youtube, etc. 

[bookmark: _heading=h.49j3gbsbxmk][bookmark: _Toc189311240]5.2 Skills developed

The internship program is an opportunity to learn some skills in the corporate world. There are many new skills I have learned throughout the internship period at Ridmik Labs. First of all, I have learned how to deal with different customers, how to talk with them, and how to manage and convince them to get the service. Also handling different customer bases is tough work to be done. So my interpersonal communication skills have developed. Secondly, I also had to be in the office from 9 to 6 o’clock and finish the work within the deadline. For this, my time management skills have been improved. Thirdly, I had to use Excel to keep the record of customers but there were some tools that I didn’t know, my supervisors at the office always helped me to learn new tricks in Excel. Because of this, my computer skills have also improved. Lastly, I learned how the copyright issue is solved and how to report them. 

[bookmark: _heading=h.e2k8tcz3vf7d][bookmark: _Toc189311241]5.3 Difficulties faced during the internship period

Ridmik Labs is a private company. The company has a little rush most of the time. Employees of the company are always busy with their work. So that they can’t give much time to the interns. Sometimes, I also could not get the proper guidelines and knowledge for my work. I had to wait a longer period for the supervisor to get free and guide me. In Ridmik Labs, using the company’s personal website is prohibited for interns due to privacy issues. So, I had to do the paperwork and computer work was done by employees. I could see the employees work but couldn’t use their computers. So sometimes, I get bored by seeing the works and doing nothing much.
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To sustain its competitive edge and continue delivering value to its users, Ridmik Labs can focus on the following recommendations:
1. Enhance User Experience 
· Interface Optimization: Reduce the complexity and modernize the user interface for highly featured apps such as Ridmik Keyboard, Boitoi, Dovashi while making it easy to use and navigate.
· Performance Improvements: Keep optimizing app performance to lower the lag, gain typing speed, get rid of bugs or crashes.

2. Diversify Product Portfolio
· New Features: Introduce advanced features such as voice-to-text functionality, customizable themes for Ridmik Keyboard, or AI-driven grammar checks to attract a broader user base.
· Language Expansion: While focusing on Bengali, consider adding support for regional and global languages to appeal to a more diverse audience.
3. Expand Marketing Efforts
· Localized Campaigns: Targeted marketing strategy will help you penetrate rural and less tech savvy user segments and invest in them.
· Collaborations: Promote apps such as Boitoi and Dovashi for learning and productivity with the help from any educational institution and corporates.
4. Build a Stronger Community
· User Feedback Programs: Make beta testing and feedback sessions so active that you get actual usage of features and identify their usefulness.
· Engagement Initiatives: Educate the users with social webinars, campaigns, and workshops about the unique advantages of Ridmik products.
5. Regular Updates
· Version Updates: Update regularly with new features, feature enhancements and bug fixes rolled out regularly.

[bookmark: _heading=h.ut3ci7o8pcm3][bookmark: _Toc189311243]5.6 Conclusion  

The report aimed to get a clear understanding regarding service quality in Ridmik Labs. Based on my research, I have ended up with a result that clearly shows the customers perception about service of Ridmik Labs. Unfortunately, customers of Ridmik Labs aren’t very satisfied with the customer service. The company must work on their service quality if they want to exist in this competitive industry. Ridmik Labs is one of the renowned software companies in Bangladesh. The company has a reputation and they are doing well compared to other state-owned companies. They are fulfilling the promises that they give to the customer. So, customers have their trust in the company. But customers expect more prompt and modern service from the company. The company has to be efficient in technical things. They should give attention to their customer services and also develop their software for the consumers. Ridmik Labs have to be more customer centric to gain the satisfaction of customers.  
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