 
[image: ]
 
 	 

 
 








[bookmark: _GoBack]Evaluation of Customer Satisfaction on M-commerce- A Study on bkash Limited. 
 	 
[image: ]

 Internship report on Evaluation of Customer Satisfaction on M-commerce- A Study on bkash Limited. 
 
 
Supervised By:
S M Asif Ur Rahman
Assistant professor
School of Business and Economics
United international university


Prepared By:
Anukul Chandra kar
ID: 111-152-149
Major: Marketing
Department of Business Administration
United International University

 
 


Date of Submission: Saturday, 26 October 2019
Internship Authorization Letter
 
This is to certify that the internship report on ‘Evaluation of Customer Satisfaction on M-commerce- A Study on bkash Limited’ prepared by Anukul Chandra kar, a student of department of Business Administration, United International University. This report paper has been prepared under my supervision & is an authentic work by Anukul Chandra kar.






______________________ 
S M Asif Ur Rahman 
Assistant Professor 
School of Business & Economics 
United International University 
 
 
 
 
 




 
 
 

 
 



[bookmark: _Toc22735880]Letter of transmittal
 
26 October, 2019 
S M Asif Ur Rahman 
Assistant Professor 
School of Business & Economics 
United International University 
 
Subject: submission of the internship report on “Evaluation of Customer Satisfaction on M-commerce- A Study on bkash Limited”.
Dear Sir, 
It gives me measureless pleasure to submit the internship report on “Evaluation of Customer Satisfaction on M-commerce- A Study on bkash Limited” which was assigned to me as a fulfillment of the course ‘Internship’. All the available data and information have been included in this report to make it reliable, realistic and informative as much as possible. While making this report I came across hurdles and pleasant experience. The experiences and learning that I have gained during the completion of the report will certainly be helpful and beneficial in the next phases of my life.
I have tried my level best to prepare the report worthwhile. Your acceptance and appreciation would surely inspire me.
Sincerely yours,

Anukul Chandra kar
ID: 111-152-149
Department of Business Administration
United International University
[bookmark: _Toc22735881]Executive Summary:
 
In the very beginning I would like to say I made this report based on the Evaluation of Customer Satisfaction on M-commerce- A Study on bkash Limited”. This is the internship report based on three months long hardship study in bkash limited. This research has tried to find out the customer satisfaction of bkash limited. Basically in order to complete my internship program for Bachelor of Business Administration course, I had a wonderful experience working for three months in the bkash limited.
First part of this report based on the introduction which includes topics like origin, background, objective, methodology and limitation of the study. Basically it defines the way and background of the study to prepare the report.
At the end of the report, I present some findings, recommendations and conclusion of bkash limited customer satisfaction which could helpful for proper understanding of the report. I hope this report would be able portray the customer satisfaction of bkash limited.
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a) [bookmark: _Toc22735883]Origin: 
As a part of the Bachelor of Business Administration (BBA) course requirement, it is a three months long internship program to introduce the students with the real life organization environment. I took the internship with bkash limited. Bkash is one of the biggest MFS Company in Bangladesh. The internship is an orientation to the working activities of bkash limited. I am proud to work as an internee with bkash and this experience will surely help me in my future career. This advance working report has been prepared as part of the internship program. Being an intern the main challenge was to translate the theoretical concepts into real life experience. The internship program and the study have following purpose:
· To get and organize detail knowledge on the job responsibility
· To fulfill the requirement of BBA program. 


 
[bookmark: _Toc22735884]b) Background of the study: 
I have made my internship report in the bkash limited, Department of m-commerce, as a partial requirement of BBA program. It is a three credit course to complete the BBA program with duration of 3 months. I prepared this report on direction of my course supervisor S M Asif Ur Rahman, Assistant Professor, Department of School of Business & Economics. This report has been prepared on the basic of information that I have collected from both primary and secondary source. Here I tried to identify the customer satisfaction of bkash limited. Most importantly, during this period I learned how to make customer satisfied with some benefit.






[bookmark: _Toc22735885]c) Review of Literature:

Mobile Financial Services (MFS)  
According to Alliance for Financial Inclusion (2012) - ‘The wider meaning of Mobile Financial Services (MFS) contains any economic services that single can admission and execute using mobile phones’. There are six pieces of such basic economic transactions – saving, payment, investment, transfers, credit and security. This contains mobile money, banking and payments too. 
‘Smartphone’s better usage and functionality has certain increase to demand for mobile finance (m-banking) facilities and stimulated, microfinance institutes, software house, banks and mobile phone operatives to proposal this ground-breaking facility together with the new groups of goods and applications strategic to extend their customer scope (including to unbanked populations), enhance operational competence, improve the customer retaining, provide all new service chances and increase market share.’- said Shaikh &Karjaluoto in 2014. 
Tiwari and Buse (2007) stated that m-commerce is an integral subset of m-business since the services provided by m-business cover both commercial and noncommercial areas. For usage dependent contractual goods, a long-term relationship with customers is important. 
Now what I am going to I discus that There are some hypothetical business models that can be useful in mobile financial sectors which is given below: 
In terms of license and ownership: 
• In bank-based model, banks are possessed the license to provide mobile for creating financial service. 

In terms of functioning and operation: 
• In terms of bank based they remain the key driver of product or facility. On the other hand non-bank is the key driver of product or services. 
 
Clark (2008) said that as a Network the mobile phone container intensification the number of choices for customers. In this mode, it gives consumers extra low-cost and self-service probabilities by which they can contact and transfer funds, pay bills and access banking information certainly. In this way of banking, time and place wall for banking is impassive. 

[bookmark: _Toc22735886]d) Purpose Statement: 
The purpose of this report is to evaluate customer satisfaction on M- commerce on Bkash limited.




[bookmark: _Toc22735887] e) Scope and Limitation: 
The scope of the study: 
 The possibility of the study is set following the international standard for related studies on M-commerce businesses like bKash Limited. 

 We had tried to measure the satisfaction of customers through this survey. 

 Secondary Information used in the report are all up-to-date and during my study I have found out that people are merely satisfied with the service they provide. 

 We have also used some information regarding bkash limited. But I have taken it from their prospectus and annual report. 

As a result, a lot of data is simple calculation, not the actual number. 
 
	As mobile finance services are not past in nature, tried and tested hypothetical data on the distribution procedures are not cheerfully gettable.  

 
 Report is mentioning market activities created on some markets within the Dhaka city. 



[bookmark: _Toc22735888]The Limitation of the study: 
The limitation of the study given bellow: 
1. Self-financed examination.  
2. Incomplete time period.  
3. Sample size and the all-out populace are not well-coordinated.  
4. Due to the lack of information we cannot show the exact scenario. Though we have tried our level best.



[bookmark: _Toc22735889]f) Methodology: 
I am using primary as well as secondary data for this report. A review structure will be utilized to gather essential information. The information gathered will at that point be inspected on MS Excel. A few speculations will be here which will be tried through connection, inversion examination and so on.  
For secondary data, I will peruse the web and inspect a few paper articles, diaries, magazines and books associated with my exploration.  
 
The essential research objects of this investigation are aligned with the learning focuses of my entry level position at bKash. The examination addresses ascend from the targets that are broken down into administrator active meeting and study. 
[bookmark: _Toc22735890]Research Type: 
Here we are doing this report based on a questionnaire where we had put some close ended question. We had used multiple choice question and we will use chart for this in this report. So it is a qualitative research. 


[bookmark: _Toc22735891]Data Type: 
Primary Data: 
For the most part dependent on the Primary information gathered over a review, this paper has been created. An overview was prepared comprising of 9 questions on some particular issues. The key exertion was finding the issues associated with client fulfillment. 

 Secondary Data 
Some important Secondary data sources are: 
 Annual reports  
 Main Website  
 Handbook used at bKash Limited for sales. 
   journals, books and news clippings  
[bookmark: _Toc22735892]Sample Size 
About 100 people from locations confidential Dhaka namely Notunbazar, Boshundhara were used as causes of the primary data. 
[bookmark: _Toc22735893]Sampling Techniques: 
We are not using probability for this work as it is not possible to go every location. So we are taking those two location as the representative of our country. Positions were focused on dependent on the propriety from my working place at bKash Head Office, Shadhinata Tower, Dhaka Cantonment. 
 
 
[bookmark: _Toc22735894]Data collection Method: 
Correct interviews were taken on the sample to get to know views on trade marketing sources of bKash. 
[bookmark: _Toc22735895]Data analysis method: 
 We have used Microsoft word and excel.
 










[bookmark: _Toc22735896]Finding and Analysis
 
 
 
 
 
 
 
 
 
 
[bookmark: _Toc22735897]  Evaluation of Customer Satisfaction of M- commerce operations of bKash Limited.
Here I had tried to measure the customer satisfaction through some questionnaire. I had taken Random 100 customer review and based on their view we tried to reach on a conclusion about that matter. 
The following two categories were set: 
	Gender 
	Age 
	Profession 

	Male  
	Under 18
19 to 25
26 to 36
37 to 47
48 to above
	Student, Business man, Job holder 

	Female 
	Under 18
19 to 25
26 to 36
37 to 47
48 to above
	Student, Business man, Job holder 



 
 
 
 
 
 
 
 




Customers:


  




-


% 
16 
60 
% 
8
%
4
%
12
%
Male and Female 
Under 18 
19-25 
26-36 
37-47 
48 
  to above 

 
There I found 16 customer under the age of 18 out of 100 people, 60 of 19-25, 8 of 26-36, 4 of 37-47, and 12 of above 48 ages customer for this survey.
 
 
 
 
 
[bookmark: _Toc22735898]Question wise Discussion is given Bellow: 

 	Question 1: You think bkash is a secure Transaction method.

 
0
%
10 
% 
85 
% 
5
%
Security 
Strongly disagree
Disagree 
Neutral 
Agree 
Strongly agree 

Here you can see that most of the people think that it is a secure medium for transaction. As the Simcard and password only belong to the owner himself. 
 	 
 
 
 
 
 
 

 Question 2:  You think bkash is very time saving digital payment mode.  



 
%
5
0
%
2 
% 
80 
% 
13
%
Time saving digital payment mode? 
Strongly disagree 
Disagree 
Neutral 
Agree 
Strongly agree 


Here Most of the people think that it is the most time saving digital payment method as the process fully controlled by mobile phone. Most of the people of our country has mobile phone in their pocket. Any time anywhere the owner can cash out his money through application and manually as well.
Question 3
 bkash is
:
 
More beautiful than using cash.
 
%
5
5 
% 
10 
% 
30
%
%
50
Replacement of cash 
Strongly disagree 
disagree 
Neutral 
agree 
Strongly agree 



Here also almost all of the people think it is the replacement for cash. As carrying has lots of disadvantages. It can be lost or can be the cause of many crime. Here bkash is being the replacement for cash. People can pay through bkash at the time of shopping. 
 
 
 
 
 
 
 
 
 Question 4: You think bkash is giving you a wider range of banking service and payment.
 
 
% 
10 
% 
10 
10
%
50 
% 
20
%
Wider range of banking service and payment 
Option 
Strongly disagree 
disagree 
Neutral 
agree 
Strongly agree 

 

Here maximum people is agree with the statement that it is giving a wider range of banking and payment option though there is some neutral and negative reaction as well. bkash is keeping everyone in touch with banking system. From a farmer to a businessman it has provided the banking service to everyone. It has increased its payment method with every showroom and business organization with cash discount. So now a days everyone is opening a bkash account for shopping purposes. 
 
 
 
 
 Question 5:  Bkash is making your life easier than before. 

 
0
%
% 
5 
15
%
40 
% 
40
%
Making life easier than before 
Strongly disagree 
 disagree 
Neutral 
agree 
Strongly agree 


Here percentage is higher for the people who think the statement is true. Because before the introduction of bkash people had to use cash everywhere. They had to carry a huge amount of money in their day to day life which was painful. So the introduction of bkash brought a revolutionary change in this matter. 
 
 
 
 
 
 
 Question 6: Trust the service provided by Bkash? 

 
30 
% 
25 
% 
% 
25 
10
%
10 
% 
Trust issue 
Strongly disagree 
disagree 
Neutral 
agree 
Strongly agree 



Here I got mixed reaction from the customer. Most of the people cannot keep their faith on bkash because of the easy going of the service. Now a days, many types of fraud being introduced for the availability of bkash. Other than the owner if anyone can know the password of a bkash account he can hack that account easily. So people do have trust issues on bkash. 
 
 
 
 
 
 
Question 7: You are satisfied the rates and changes of using bkash. 

 
50
%
40
%
10
%
0 
% 
Rates and changes of use 
Strongly disagree 
disagree 
Neutral 
agree 
Strongly agree 


 
Most of the customer are not satisfied with the rate bkash imposed on their services. They think it is not worth. bkash should reconsider the rates. The customer are not satisfied with the certain change bkash made as well. 
 
 
 
 
 
 
  Question 8: For which service do you use bkash.

 
45
%
27 
% 
14 
% 
14 
% 
Preferred service 
Cash transfer 
Phone payment 
Bill payment 
others 



Here I got a mixed reaction for the preferred services of bkash. Most of the customer do cash transfer through bkash, through some of percentage for phone payment as well. Bill payment and others are also used through bkash as well. 
 
 
 
 
 
 
 
[bookmark: _Toc22735899]Findings of the study:

1. It is quite secure to do the transaction on bkash . 
2. bkash is saving peoples time. Before the introduction of bkash people had to waste their time to bring money from the bank but now they don’t have to. 
3. It has become the equivalent of cash. People are being interested on using bkash. 
4. It has lessened people’s pain through digital and faster payment. 
5. But it do have trust issues. It cannot gain the trust because of the easy going of bkash. 
6. People are dissatisfied with the rates. They think bkash should decrease their service rent and stop certain changes they do on recent times. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Suggestion & Recommendation
 
 
 
 
 
 
 
 
 
 
 
 
 
 
[bookmark: _Toc22735900]Recommendations and suggestions:


1. Security should be increased on using bkash. 
2. They should create more customer care. 
3. They should run the process to cash out from the ATM booth. 
4. They should increase the transaction limit. Because 50000 is not enough now a days. 
5. They should limit the dealership in order to stop certain fraud. 
6. They should try to provide service worldwide. 
7. Make the send money free even in the traditional way not just in the bkash application. 
8. They take positive action on call frond. 
9. bkash doesn’t allow to transfer account holder. They should allow this system. 
10. Student payment by bkash should highly introduced. 
 
 
 
 
 
 
 
 
 
 
[bookmark: _Toc22735901]Conclusion

Bangladesh is a mobile only nation since web attainable quality. 75 % of the population are connected through cell phones. However just 9 % approach moderate banking. bKash is tied in with making monetary administrations for individuals in Bangladesh who don't have admission to banks. Clients are given a totally encoded bKash versatile wallet account, which is built up on a VISA innovation organize with the goal that exchanges are bolted. Client records can be certifying with electronic cash. The money would then be able to be moved out as electronic cash to any of the bKash apportioned money out specialists. bKash has gotten together with various portable administrators and with BRAC to spread each place of Bangladesh with its offices. The organization has recently utilized 15,000+ specialists and the amount is expanding.  
This examination focused on examination on clients' perspectives as it were. Up and coming exploration ought to analyze the similarity among buyers' and office suppliers' perspectives. This will assist the business with knowing whether the two clients and the association take similar feelings on issues material to fulfillment.  
Despite the fact that this examination makes that consumer loyalty unaccompanied isn't viable in structure client reliability. Up and coming scientists may exertion to investigate the "unexplored" characteristics that clients esteem most prominent. For instance, set up the reasonableness issues, for example, area of specialists are the ones that clients more care around, or the act of innovation? Remain customers progressively mindful on administration conveyance strategies? Accepted the significance of worker ability, future examinations ought to likewise consistently look at the impact of representatives' direct on consumer loyalty then maintenance. They introduce some other services in the near future for developing our nation’s economy. 
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[bookmark: _Toc22735903]Questionnaire:
Questionnaire on 
[bookmark: _Toc21875979]Evaluation of Customer Satisfaction on M –Commerce – A Study on bkash Limited. 
 
Dear Sir,  
This study is conducted as part of my internship report which fulfills partials requirement of BBA program in United International University. The survey will take less than 10 minutes. Data collection will be completely anonymous. 
 
· Gender:  
	Male  
	Female 
	Others 


 
· Age:  
	Under 18 
	19 to 25 
	26 to 36 
	37 to 47 
	48 to above 


 
· Profession: 
	Businessman 
	Student 
	Job holder 
	Others 


 
 
· Do you use bkash:  
	Yes  
	No 


 
· For how many days:  
	1 month  
	
	6 month  
	
	12 month  
	
	1  year and above
	 

	
	
	
	
	

	1.Strongly disagree  
	2. Disagree  
	3. Neutral  
	4. Agree  
	5. 
Strongly 
Agree  


 
1. You think bkash is a secure transaction method. 
	1 
	2 
	3 
	4 
	5 


2. You think bKash is very time saving digital payment mode. 
	1 
	2 
	3 
	4 
	5 


 
 
3. bKash is more beautiful than using cash. 
	1 
	2 
	3 
	4 
	5 


 
 
4. You think bKash is giving you a wider range of banking service and payment option. 
	1 
	2 
	3 
	4 
	5. 	 


 
5. bKash is making your life easier than before. 
	1 
	2 
	3 
	4 
	5 


 
6. Trust the service provided by bKash. 
	1 
	2 
	3 
	4 
	5 


 
7. You are satisfied the rates & charges of using bKash. 
	1 
	2 
	3 
	4 
	5 


 
8. For which services do you used bKash. 
	Cash transfer 
	Phone payment 
	Bill payment 
	Others 


 
       9.  If you want bKash to improve one of their services. Which would be that- 
	 


 
 

a | P a g e 
 

d | P a g e 
 

c | P a g e 
 
image2.png




image82.png




image83.png




image84.png




image85.png




image86.png




image87.png




image88.png




image89.png




image90.png




image91.png




image92.png




image93.png




image94.png




image95.png




image96.png




image97.png




image98.png




image99.png




image100.png




image101.png




image102.png




image103.png




image104.png




image105.png




image106.png




image107.png




image108.png




image109.png




image110.png




image111.png




image112.png




image113.png




image114.png




image115.png




image116.png




image117.png




image118.png




image119.png




image120.png




image121.png




image122.png




image123.png




image124.png




image125.png




image126.png




image127.png




image128.png




image129.png




image130.png




image131.png




image132.png




image133.png




image134.png




image135.png




image136.png




image137.png




image138.png




image139.png




image140.png




image141.png




image142.png




image143.png




image144.png




image145.png




image146.png




image147.png




image148.png




image149.png




image150.png




image151.png




image152.png




image153.png




image154.png




image155.png




image156.png




image157.png




image158.png




image159.png




image160.png




image161.png




image162.png




image163.png




image164.png




image165.png




image166.png




image167.png




image168.png




image169.png




image170.png




image171.png




image3.png




image172.png




image173.png




image174.png




image175.png




image176.png




image177.png




image178.png




image179.png




image180.png




image181.png




image4.png




image182.png




image183.png




image184.png




image185.png




image186.png




image187.png




image188.png




image189.png




image190.png




image191.png




image5.png




image192.png




image193.png




image194.png




image195.png




image196.png




image197.png




image198.png




image199.png




image200.png




image201.png




image6.png




image202.png




image203.png




image204.png




image205.png




image206.png




image207.png




image208.png




image209.png




image210.png




image211.png




image7.png




image212.png




image213.png




image214.png




image215.png




image216.png




image217.png




image218.png




image219.png




image220.png




image221.png




image8.png




image222.png




image223.png




image224.png




image225.png




image226.png




image227.png




image228.png




image229.png




image230.png




image231.png




image9.png




image232.png




image233.png




image234.png




image235.png




image236.png




image10.png




image11.png




image1010.png




image810.png




image12.png




image13.png




image14.png




image15.png




image16.png




image17.png




image18.png




image19.png




image20.png




image21.png




image22.png




image23.png




image24.png




image25.png




image26.png




image27.png




image28.png




image29.png




image30.png




image31.png




image32.png




image33.png




image34.png




image35.png




image36.png




image37.png




image38.png




image39.png




image40.png




image41.png




image42.png




image43.png




image44.png




image45.png




image46.png




image47.png




image48.png




image49.png




image50.png




image51.png




image52.png




image53.png




image54.png




image55.png




image56.png




image57.png




image58.png




image59.png




image60.png




image61.png




image62.png




image63.png




image64.png




image65.png




image66.png




image67.png




image68.png




image69.png




image70.png




image71.png




image1.png




image72.png




image73.png




image74.png




image75.png




image76.png




image77.png




image78.png




image79.png




image80.png




image81.png




