[image: ]
[image: ]
Internship report on
Customer Relationship Management in Inpace Management Services limited

Prepared for
Muhammad Rehan Masoom
Assistant professor
School of Business and Economics

Prepared by
Md. Mahmudul Hasan 
ID: 111 133 112
BBA (Major in Marketing)
United international University
[image: ]





Date of submission:
7th November 2018




[image: ]
Internship report on
Customer Relationship Management in Inpace Management Services limited
[image: ]

Letter of Transmittal
November, 6th 2018
Muhammad Rehan Masoom
Assistant Professor
School of Business & Economics
United International University
Dhaka
Subject: Submission of Internship Report
Sir, 
I’m glad to submit the internship report on the topic you’ve assigned me which is Discuss how you get a client, how you note down what they want, how you arrange those (include the source) how you execute your work and finally how you get feedback. While preparing this report I tried my level best to follow your and my organization’s supervisor’s instructions.
The entire report is based on the practical knowledge I have gained from my 4 months of internship program while working in the Inpace Communications. The knowledge I’ve gained from here will add a huge advantage to my career.
I have tried my level best to follow your guidelines on my report. I have collected all the information that is necessary for the report. I am thankful to you for your guidance. I hope you will appreciate my effort.
Sincerely yours,

…………………………………………
Md. Mahmudul Hasan
ID: 111 133 112 
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Executive Summary
As part of Internship at United International University, I have been assigned for doing an internship project at Inpace Management Services limited. I have worked in client’s service and planning Department. My Daily Activity was creating plan in various sector and support clients as their preference. 
Client Support Activity is a complex process as in these department Executive needs to update a lot of supports and documents in daily basis.  As an intern, though I have face tough duty while doing intern, but I have learned a lot of things that will help to do better in my future career.
[bookmark: _GoBack]Inpace Communication Bangladesh was founded in the year 1997. It has been well-known for being the most consistently creative company in Bangladesh. They have been providing services of high standard when it comes to quality as well as value for money for customers for the last 20 years. Their unparalleled efforts in building customer relationships has made them capable of managing transactions that meet the demands and satisfaction levels of their clients in a major degree. They supervise each organizational scheme differently, irrespective of the size or budget which makes their services more unique than others. The versatility of skills and experience among the employees at Inpace is what makes them not another face in the crowd. Building customer relationships is the main moto of Inpace. The company claims, we listen and constantly re-address the ever-changing needs of our customers to ensure that we are always ahead of the game.  The overall data collection of the research was done systematically according to the supervision of my research coordinator.
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[bookmark: _Toc528841047]Chapter 1
[bookmark: _Toc528841048]Organization 

[bookmark: _Toc528841049]Introduction:-
Bangladesh has ranked to developing country in this year and this achievement has opened this possibility of economic growth as well as improvement of technology. In 21st century, the use of computer and related accessories has been very essential for competing with the competitors. Speeding up the production line to final production, intellectual production development, everywhere technology is a necessity. For the progressing IT business in Bangladesh several multinational IT company has been working in Bangladesh. Notable companies are- Intel, Microsoft, HP, Dell, Lenovo, Asus, Acer, Cisco, oracle, VMWARE, CommScope and so on. Day to day the product and updates has been made by these giant business and people are eagerly using them. The updates and consumption of IT based service has become much versatile and competition is very stiff among the competitors. 
[bookmark: _Toc528841050]Organization History-
Inpace Communications Bangladesh, located at Dhanmondi-28, Dhaka-1209, is an organization that works with tech products concerned with making life easier. It is an international organization originated in 1997. The reason behind establishing this was making Bangladesh more technologically innovative giving the phrase, ‘Digital Bangladesh’ its worth. Ever since its establishment, this organization trained more than 270 professionals. This organization is oriented towards the tech-based products related to different international brands such as Cisco, HP, and Dell etc. As a whole, Inpace Bangladesh contains mainly of 39 staff dedicated to supervising, organizing, allocating as well as on the overall activities of all of its centers. At present, Inpace Communications has extended its activities to many new advanced products. By this time the company also focused on its promotional events and it also published many internal publications in which the activities of the organization are covered. It has also been working on to become a platform to diminish the barrier between the rural and the urban people by providing the services regarding technological advancement. The Government of Bangladesh is providing monitory support both as cash and donations. Moreover, research and academic institutions, firms and other international organizations have come forward to make a contribution in helping solve any kind of problems which is acting as a boundary to current technology in this country. Inpace has been compensated with various national and global recognitions.
[bookmark: _Toc528841051]Service offerings:
Inpace is aiming to meet the increasing demand of integrated marketing support, promotions and PR activity of IT based companies in Bangladesh Inpace ensures most reliable and creative partner in marketing, delivering highest standard of quality and best value of money to the client. Developed market communication with professional excellence, quality service and cultural enlightenment by diverse cognizant creativity to the client. 
The main services that Inpace is renowned for:  Management Consulting, Human Resource Management, Project management, Event Management, Computer Graphics & DTP, Market Communication, Brand Management, Media Consultancy and services, Public Relations and Corporate Promotions. Commercial Advertising is a method of marketing communication used to inspire, encourage, or influence an audience to take or continue to take some action. Most ordinarily, the preferred result is to drive consumer behavior with respect to a commercial proposing. Advertising is the non-personal communication of information usually compensated for and usually persuasive in nature about products, services or ideas by identified sponsors through the numerous media. Advertising is usually done by a third party known as advertising agency. An advertising agency is a service based business committed to creation, forecasting, and control advertising for its customers. 
[bookmark: _Toc528841052]Inpace management service ltd. Provide a wide range of customized service including but not limited to:
[bookmark: _Toc528841053]Integrated marketing support-

1. Creative development- offering uniqueness and versatility
2. Brand management - enhancing brand value
3. Print media advertisement- enhancing brand value
4. Market intelligence- strategic decision made easy
5. Direct marketing - when you need direct responses
6. Lead generation- initiation of consumer interest
[bookmark: _Toc528841054]Promotion services –

1. Event management- memorable every moment
2. Point of sales management- selling fast & selling smart
3. Product launch- create an impression
4. Road show- we go anywhere & everywhere
5. Fair & exhibition- showcase and demonstration of selections
[bookmark: _Toc528841055]Media & PR management-

1. Media coverage & consulting -what is right for you
2. Media buying & booking -best rate & best schedule
3. Ad tracking & reporting- how well is you money spent
4. Contact management- keeping them informed
Types of ad agencies are-
1. Full service agencies
2. Creative agencies
3. Specialized agencies
4. In-house agencies
5. Digital agencies or new media agencies.
This report is totally discussing about digital or new media agencies. There was a time when Television was the most popular standard for Marketer to promote, walkover awareness and produce clues for their products but now the tendency has changed and Digital media has taken its place. Main reason for this change was
· Traditional methods are exclusive. Related to digital marketing channels, you could end up spending thousands of dollars additional.
· Traditional marketing channels failure to deliver instant feedback and reports about who saw or got an ad, and took action. This data is collected long after the early ad impression is made (and still then, the statistics are far from particular numbers).
Digital marketing, on the other hand, means to marketing systems that permit organizations to see how a campaign is acting out in immediate, such as what is being observed, how often, how long, as well as other statistics such as sales exchanges.












[bookmark: _Toc528841056]Mission and vision-

To develop market communications with professional excellence, quality service, cultural enlightenment enhanced by a diverse cognizant creativity to protect and promote the interest of our clients. 
To be the market leader in marketing and promotion service industry in Bangladesh by consistently exceeding client expectations and continually striving for excellence. 












[bookmark: _Toc528841057]Chapter 2 
[bookmark: _Toc528841058]The job 

[bookmark: _Toc528841059]Nature of job: 

During the internship in Inpace management service limited, the job was to do client service as per the company directive. Being the part of execution team in event management there are additional tasks associated in the client service part. 
[bookmark: _Toc528841060]Specific responsibility of the job:

The tasks of client service part start with the primary meeting 
With the client where the objective and motive of the event or promotion activities are discussed. Later, planning and client service managers sit together to design out the flow and gives the budget to client with a formal quotation. After the purchase order is provided by the client then the execution part start and will the completion according to the agenda of the event or promotional activities, manager send the invoice to the client. This job process is similar to consumer decision making process.
 




Decision making process 


        
[bookmark: _Toc528841061]Different aspects of job performance:

Being very specific industry, Inpace gets different tasks by several clients at a time, the same manager needs to deliver services more than two clients at a time. In some cases, the different hierarchy needs to perform the same tasks in case of emergency.  
[bookmark: _Toc528841062]Critical observation and recommendations:

As described previously, in some cases the managers needs to act in the position of the supervisory level, this process may raise questions to the qualification of the executives and their responsibilities. To overcome these problems, proper training and recruitment needs to be done training session could be in weekly or monthly basis with proper evaluation.











[bookmark: _Toc528841063]Chapter 03 

[bookmark: _Toc528841064]Discuss how you get a client, how you note down what they want, how you arrange those (include the source) how you execute your work and lastly how you get feedback?
[bookmark: _Toc528841065]Research objective-

The main objective of this report is to analyze how Inpace communication focus building their connection with their client and how do they find their client and how do they full fill their client demand. 
Their main focus is to address the ever changing technological needs of their customers. Inpace communication is an international organization which is working with tech products to make life stress free. The other objective are as follows:
· Analyzing their marketing strategies, policies, programs and practices. 
· Analyzing how they are provide better explanation to their client regarding finding clients and offers.
· Analyzing how they are provide explanation to their client regarding integrated marketing and promotions.
· Analyzing how they are team cooperate with the clients to find out there demand and want.
·   Analyzing how does organization arrange and execute client demand and want.
· Analyzing the employee work scheme.
[bookmark: _Toc528841066]Research Methodology-
I have used both primary and secondary data to collect information for making this report-
· Primary data: primary data have been collected from the discussions with employees, my co-workers and clients. I don’t have much opportunity to face clients but as far as I able to get them, based on communication I will try my best to explain about their state of mind and pleasure toward the product and facilities. 
· Secondary data: I have collected the secondary data from the annual report of Inpace communication, from online articles and websites, periodical statement of Inpace communication, client records, documentary fines, training materials and some related academic books. 

[bookmark: _Toc528841067]How does organization find their client and how they point out there want-?
[bookmark: _Toc528841068]Literature review-
Essential part of this project is dealing with clients and motivate them inspiration them. Most generally, the preferred result is to drive client behavior with respect to commercial proposing.
Here organization is typically done by a third party activity.
Types of activity whereas organization manage their client-
· Through a reference.
· Recommendation from satisfied client.
· Through the tender. 
· Distribution partner house suggestion.
· Follow up with network.
· Executive search firms 
· Competition with other agency and betting challenge.
· Run a campaign. 
As an advertising agency typically work based on client demand and work like as third party. An agency organization is a facility based business committed to creation, forecasting, and control advertising for it clients. An agency can also hold overall marketing and branding strategies and sales promotion for its customers.
[bookmark: _Toc528841069]Through the reference:
A client reference is a positive story your customer can share about a successful delivery of product or service, used to create demand and sell impact. So that through a reference here organization manage their maximum of the portion. 


[bookmark: _Toc528841070]Recommendation from satisfied client:
Organization main principles is good customer service. The key to good customer service is building good relationship with the customers. Thanking the client and promoting a positive, helpful and friendly environment will ensure they leave with a great impression. When a customer feel happy they will return them a recommendation to other organization.
[bookmark: _Toc528841071]Through the tender:
Sometime organization manage their client through a tender.
[bookmark: _Toc528841072]Distribution partner house suggestion:
Distribution channels have become the minimum glamorous strategy in the B2B marketing portfolio. An effective delivery channel can be a source of strategic advantage for company.
In many cases through this partner houses reference our organization able to manage their client.
[bookmark: _Toc528841073]Competition with other agency and betting challenge:
Competitive position is about, how you will differentiate your offering and create value for your market. It’s about figure out a spot in the competitive landscape, putting your stake in the ground, and winning mindshare in the marketplace. So by betting challenges to manage client is one of the process in this organization. 









[bookmark: _Toc528841085][bookmark: _Toc528841074]Given below generally, given activities are following in the time of understand client need and want-















[bookmark: _Toc528841075]How organization arrange there element (include the source) and then how they execute their work?
[bookmark: _Toc528841076]Literature review:
Organizing and supporting client it is an extra sophisticated as an effective way to build a relationship with the consumer that has depth and significance.
In this organization has different department to arrange and execute their final implementation. An agency can also hold overall marketing and branding strategies and sales promotions for its customers. Types of agencies are working for arrange and execute the program-
· Full service agencies 
· Creative agencies 
· Specialized agencies 
· In-house agencies 
· Digital agencies or new media agencies 
After managing the client and understanding their demand then organization going for final implementation which is finding vendor the negotiation with vendor and then executing the plan or program.
So here generally Organization arrange their element and execute their program through this process, which is given below- 
· Explain the project to the  main project planner and  discuss its key component 
· Component of the project plan could be- 
· Define roles and responsibility 
· Hold a beginning meeting 
· Make list what necessary and vendor list 
· Finding vendor to collect element 
· Develop a scope of various vendor 
· Negotiation with vendor
· Develop a scope standard 
· Develop the schedule and cost model 
· Analyze project quality and risk 
· Communicate- one important aspect of the project plan is the communication plan. This document states such things as:
· Who will find the vendor 
· Who will communicate with the vendor 
· After that who will negotiation with the vendor 
· Who on the plan wants which reports, how often, in what format, and using what media?
· How issues will be escalated and when 
· Who will collect element from vendor and 
· Who will deliver the element to the client 
· Review and approval plan 
· Finally, where all project information will be stored and who can access it. 
[bookmark: _Toc528841077]Finally how organization understand their customer satisfaction and how they collecting this feedback?
[bookmark: _Toc528841078]Feedback defined?

The term feedback is used to describe the helpful information or criticism about prior action or behavior from an individual, communicated to another individual who can use that information to adjust and improve current and future actions and behavior.
Feedback happens when an situation reacts to an action or behavior.
[bookmark: _Toc528841079]Why customer feedback is important?

Anyone who owns or runs an organization, whether it large or small, knows the important of customer feedback. Similarly well-known is the difficulty involved in making quality customer feedback.



· [bookmark: _Toc528841080]Feedback is effective learning-
Whether the feedback is done verbally or via a feedback survey, the person providing the feedback needs to know they have been understood and they need to know that their feedback provides some values.
· [bookmark: _Toc528841081]Feedback can motivate-
By examining for response, it can actually motivate employees to perform better. Employees like to feel valued and appreciate being asked to provide feedback that can help communicate business decisions. And feedback from customer, dealers, vendors, and stakeholders can be used to motivate to build better working relations.
· [bookmark: _Toc528841082]Feedback can improve performance-
Feedback is often incorrect for criticism. In fact, what is viewed as negative reproach is actually constructive criticism and is the best find of feedback that can help to formulate better decisions to improve and increase performance.
[bookmark: _Toc528841083]How to get quality customer feedback-

· Through the survey.
· Use email surveys for client. 
· Get feedback on live chat session.
· Over the Call from client.
· Use polls.
· Create and online communicator.
· In-App feedback.
· Ask feedback after execution.
[bookmark: _Toc528841084]Literature review- 

In every organization collecting and responding feedback is a very important task, so that every organization try to maintain this task. Same here in this organization so maintain this activity. 


Such way organization collecting there feedback-

· [bookmark: _Toc528841086]Through the questioner survey-
One of the best parts about surveys is that you can seek information on the entire client experience.
· [bookmark: _Toc528841087]Use email surveys for client-
On the other hand organization also follow email survey. Through this way client can easily fill up there survey from anywhere and also express their negative or positive feelings. 
· [bookmark: _Toc528841088]Use polls-
Polls can be an in effect way of seeking feedback due to their user-friendliness. Here organization conduct polls through a website or via emails. Here also bearing polling through social media websites.
So that collecting feedback has to be an integral part of your business process. Getting negative and positive feedbacks are equally important. 
[bookmark: _Toc528841089]Organization culture:

The behavior of the employees in an organization is the reflection is the reflection of the organization’s culture. Inpace has the culture of cooperation and support to the employees. As an intern I saw that whenever any employee needed any kind of support properly. At one point of my research I became anxious of the overall activities of the research process, but later on the supervision of my research coordinator made all these tasks easier for me to accomplish. I realized during my internship program that the organization culture can have a negative or positive influence in ones work. It either turns the job into an easy one or makes it difficult if the organization culture does not have that much positivity as whole. I was very fortunate enough to found the positivity throughout my internship. 

[bookmark: _Toc528841090]Key learning/Internship experience:

The internship opened a new chapter of my life with the gathering of new experiences. Unfold ideas and special skills were key experience throughout my internship program. My experience was extraordinary. Moreover the working environment in the research center has helped me develop myself for my future career. From the very beginning of my internship days, I found an environment friendly atmosphere.  The knowledge acquired from the field work of research helped me know from the root level of the people very closely. My urge for working in the development sector helped increased more when started to go through closely into the internship works. I have learnt lots of thing which I had not earlier. My internship at Inpace helped me to know these factors.
I got the opportunity to spend time with the tech-workers as well as my fellow interns through my internship. I got to know about their experience here and learned a lot. The obstacles they had to face as working, how they overcome those hurdles and so on has helped me overcome my own difficulties very easily.
This internship was my very first experience of field work. I used primary data for the research from the respondents.  I only learned about this data collection method in the academic books but this time I had the real life opportunity to go through and experience the overall process of data collection. My main task was to collect background data of the respondents. Data interpretation helped me more to understand the present condition of the population’s technology knowledge which is a key factor used in digital marketing.  
There is no limit of learning. The rapport with the different people residing in my work environment as well as field work helped me learn various sectors of life. It would not be possible for me if I had not got the scope to do my internship in this firm. The new environment of working in the center was all about coordinating with people at a large of every sector.
I have worked with the project that is ““Business development activities of Inpace Communication: A hands on practice through digital marketing and planning activity. I have tried to find how digital marketing and promotions can help associated brands reach out to its customers. Inpace has collected information throughout the research and has been looking forward to provide a better life style to the people through its clients I came to know about all the challenges the people had to go through in every stage of their lives in the absence of modern technology and therefore were able to create marketing schemes for Inpace clients accordingly which would help promote their products in their stores as well as the e-commerce website ‘Shulav.com’.


[bookmark: _Toc528841091]Chapter 4


[bookmark: _Toc528841092]Conclusion-


Inpace Communications has been alongside Shulav.com to support its loyal clients throughout the nation. The core services of Inpace such as Management Consulting, Human Resource Management, and Project management, Brand Management, Public Relations and Corporate Promotions have been boosting the company’s reputation towards a new era of Digital Marketing. The firm’s highest effort to build and maintain customer relationship is unequalled. The research project was just a minor initiative to work on the promotional area of the technology industry. The results of the project will be used as secondary data for further statistical research for the company. The data collected for the project was primary and it was a challenging task to conduct from the field people. At the same time, the data collected is much more authentic than that of any other organization. Inpace had given their cent percent to supervise and practice the overall project of digital marketing in Dhaka city. They will keep on promoting their customer brands online and work on more and more ways on how to reach people through their customers to accept the tech-products that will ease their daily lives. The collected data from the survey has been operated in the research project by the firm. As a whole the project came out to be effective both from my internship and corporate contribution perspective for future.












[bookmark: _Toc528841093]Chapter 5
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Need recognition &problem awareness


information search


evaluation of alternatives


post purchase evaluation


purchase 













Need Recognition 


Communicate and listining about topics 


What client worried about and how they want to find soluation 


Information search 


After that understant clients insights and asked them that related question 


Which area clients want to get in


Which area actually client wnat to increased involvement.


Show them evaluation and alternative  


Show them quantifiable advantages


The negotiantion and burgaging 


Final thaought? / Discussion 


Discussion about budget 


Purchase and post purchase evaluation 
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