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Executive Summary
Mobile telecommunication companies are playing a key role for the communication in the present world. In the mobile telecommunication industry of Bangladesh Grameenphone has become a leading company. Creating a superior image in comparison to the competitors is a difficult task. Grameenphone has created a superior image in comparison to the other operators. The Customer Manager behaves well. The user of GP thinks that billing rate of Grameenphone is high.
This report is prepared to fulfill the partial requirement of the Bachelor of Business Administration at United International University. The main objective of this report is to find out customers’ satisfaction of Grameenphone. 
The first chapter contains the introductory part of this report. It includes Objective of the Report, the motivation of the study, Scope of the Study, Limitations of the Study, and significance of the study. The second chapter contains company profile. It includes mission, vision, SWOT analysis, porters five force model, products and services, literature and review. Methodology, data collection, and analysis, interpretation and discussion are included in the Third chapter. 
Based on the analysis, several crucial factors are identified which have the impact on customer satisfaction in the telecommunication industry in Bangladesh. The notable factors include network coverage, customer service, pricing, internet service, and employee behavior. Based on the study results several recommendations and conclusion are given at the end of the report.

Keywords: Customer satisfaction, assessment, expectations, network coverage, and Grameenphone.
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[bookmark: _Toc515956156][bookmark: _Toc515957345][bookmark: _Toc516131310]Chapter-1
[bookmark: _Toc515956157][bookmark: _Toc515957346][bookmark: _Toc516131311]Introduction

[bookmark: _Toc515956158][bookmark: _Toc515957347][bookmark: _Toc516131312]1.1Introduction
Customer satisfaction is the overall impression of customer about the supplier and the products and services delivered by the supplier. If the customer has an overall good relationship with the supplier, customer satisfaction can only be attained. An important performance exponent and basic differentiator of business strategies is customer satisfaction in today’s competitive business marketplace. Hence, the more customer satisfaction increases; the more the business and the bonding with customer increases. The customer satisfaction of Grameenphone is measured. Grameenphone Ltd. is a leading provider in Bangladesh which provides telecommunications services. A digital mobile telecommunications network is operated by company. A digital mobile telecommunications network is based on the GSM standard in the 900 MHz, 1800 MHz and 2100 MHz frequency bands, under license granted by the Bangladesh Telecommunication Regulatory Commission (BTRC).
[bookmark: _Toc515956160][bookmark: _Toc515957349][bookmark: _Toc516131313]1.2Objective of the study
General Objective:
The general objective of the study is to fulfill requirement of the Graduation under the Bachelor of Business Administration program of United International University as per university policy.
Specific Objective:
This study entails the topic “Assessing the customer satisfaction in the Telecommunication Industry: A Study on Grameenphone Ltd” which is conducted to analyze those procedure and improvement of Grameenphone service if require. The specific objectives of this report are as follows:
· To examine the specific and general factors of customer satisfaction.
· To examine the quality of customer care service of Grameenphone. 
· To examine the level of customer satisfaction at the Grameenphone limited.
· To provide some recommendations based on overall knowledge on products, rules and regulation in the telecommunication industry.

[bookmark: _Toc515957350][bookmark: _Toc516131314]1.3Motivation of the study
Several motivations have inspired me to complete this study. To complete BBA, I have to submit a project report .It is one of the motivations of the study to fulfill the partial requirement of BBA program. Secondly I can obtain some knowledge by preparing the report. It is motivating factor for me. Thirdly I can get findings regarding Grameenphone by analyzing and can prescribe some recommendations based on this analysis and findings. Grameenphone can utilize the findings and recommendation to achieve a sustainable growth. If Grameenphone follows the recommendations, it will improve the quality of customer service offered by Grameenphone. Therefore the quality of service offered by Grameenphone to the customers may be increased. As a result people of the society may get better service than before. Doing something to add a value in the lives of people of the society motivates me a lot.
[bookmark: _Toc515956161][bookmark: _Toc515957351][bookmark: _Toc516131315]1.4Scope of the study
This report gives me a great scope to gather understanding and knowledge regarding customer satisfaction of Grameenphone and telecommunication industry. Grameenphone should know whether their customers are satisfied or not.  If the customers are dissatisfied, Grameenphone can specify the zones of dissatisfaction and take appropriate actions to eradicate or reduce the dissatisfactions level.
[bookmark: _Toc515956162][bookmark: _Toc515957352][bookmark: _Toc516131316]1.5Limitation of the study
There are some specific problems and limitations which are faced during the entire process of 
the Preparation of the report. Some of them are-
· During the interview,  some amount of non co-operation from a section of the 
respondents is faced. Hesitation and refusal of the respondents caused one 
  major limitation.
· The one hindrance that I have faced that the customer care officers cannot provide more information which was really required to prepare the report due to confidential issues and time limitation.
· As I was more dependent on the primary sources, so there might be some levels of inaccuracy with this collected information.  
[bookmark: _Toc515957353][bookmark: _Toc516131317]1.6The significance of the study
This report is prepared to fulfill the partial requirement Of BBA program under United International University as per university policy. This is one of the significance of the study. The other significance is that I have obtain some findings and assessed the customer satisfaction of Grameenphone and have given some recommendation based on the analysis and findings .If Grameenphone follows these recommendations, It will help Grameenphone a lot to achieve a growth and to earn profits.
[bookmark: _Toc515957354][bookmark: _Toc516131318]1.7Organization of the remaining chapters
I have divided the whole report into three chapters. The remaining chapters are chapters two and chapter three. The second chapter contains introduction of Grameenphone ,Historical background ,shareholders of Grameenphone, corporate social responsibility ,management team ,products , customer services offered by Grameenphone, SWOT analysis and porter’s five force analysis and literature review. The third chapter involves methodology, analysis and findings. Recommendations and conclusion are included in chapter three.






[bookmark: _Toc515956163][bookmark: _Toc515957355][bookmark: _Toc516131319]Chapter 2
[bookmark: _Toc515956164][bookmark: _Toc515957356][bookmark: _Toc516131320]Company overview and Literature Review





[bookmark: _Toc515956165][bookmark: _Toc515957357][bookmark: _Toc516131321]2.1Introduction
In terms of revenue, coverage and subscriber base, Grameenphone Ltd. becomes the largest mobile telecommunications operator in Bangladesh. The incorporation of the company is held on 10 October 1996 as a private limited company. After converting to a public limited company on 25 June 2007, the company became stock listed and started its trading at Dhaka and Chittagong Stock Exchanges from 16 November 2009. Mainly two sponsor Shareholders namely Telenor Mobile Communications AS (55.80%) and Grameen Telecom (34.20%) are in the shareholding structure. The rest 10.00% shareholding includes General public & other Institutions.
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[bookmark: _Toc515956166][bookmark: _Toc515957358][bookmark: _Toc516131322]2.2Historical background
Grameenphone was launched in 1997.The first Telenor venture in the Asian telecom market was Grameenphone. By boosting network capacity and extended coverage to new and often remote areas, Telenor and its partners is connecting millions of previously unconnected people. In Bangadesh Grameenphone is the largest mobile provider. Grameenphone offers core voice services and a number of value-added services on both a contract and prepaid basis.
[bookmark: _Toc515957359][bookmark: _Toc516131323]2.3Mission, vision, and values Of Grameenphone:
Mission: “We are here to help our customers”
We exist to help our customers get the full benefit of being connected. Our success is measured by how passionately they promote us.
Vision: “Empower societies.”
We provide the power of digital communication, enabling everyone to improve their lives, build societies and secure a better future for all.
[bookmark: _Toc515956167][bookmark: _Toc515957360][bookmark: _Toc516131324]Values:
· Make It Easy
· Keep Promises
· Be Inspiring
· Be Respectful.






[bookmark: _Toc515957361][bookmark: _Toc516131325]2.4corporate information:
[bookmark: _Toc515956168][bookmark: _Toc515957362][bookmark: _Toc516131326]Company Name: Grameenphone Ltd.
Company Registration No: C-31531 (652)/96
[bookmark: _Toc515956169][bookmark: _Toc515957363][bookmark: _Toc516131327]Legal Form: Grameenphone is a public listed company with limited liability which is incorporated as private limited company on October 10, 1996 and subsequently converted to a public limited company on June 25; 2007.Grameenphone is listed on the Dhaka and Chittagong Stock Exchanges on November 11, 2009.
[bookmark: _Toc515956170][bookmark: _Toc515957364][bookmark: _Toc516131328]Registered Office:
GPHouse
Bashundhar,Baridhara
Dhaka-1229, Bangladesh
[bookmark: _Toc515956171][bookmark: _Toc515957365][bookmark: _Toc516131329]Board of Directors
[bookmark: _Toc515956172][bookmark: _Toc515957366][bookmark: _Toc516131330]Chair
Petter Boerre Furberg
Directors
M Shahjahan
Md. Ashraful Hassan
WitoldSitek
Haakon BruasetKjoel
Hans Martin HoeghHenrichsen
Oivind Burdal
Parveen Mahmud
[bookmark: _Toc515957367][bookmark: _Toc516131331]2.5Organogram of Grameenphone Ltd:
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[bookmark: _Toc515956173][bookmark: _Toc515957368][bookmark: _Toc516131332]
2.6The shareholders:
Telenor Mobile Communications AS (TMC):
Telenor ASA has an indirectly wholly-owned subsidiary which is TMC. The leading Telecommunications Company of Norway is Telenor ASA which is listed on the Oslo Stock Exchange. TMC has 55.80% shares of Grameenphone Ltd. Telenor was founded in 1855 and builds on over 160 years of telecom experience from Norway.
Grameen Telecom:
Professor Muhammad Yunus, winner of the Nobel Peace Prize 2006, establishes   Grameen Telecom which is a not-for-profit company. Grameen Telecom owns 34.20% shares of GP.
[bookmark: _Toc515957369][bookmark: _Toc516131333]2.7Corporate Responsibility in Grameenphone:
Corporate Responsibility is manifested through the implementation of vision and values of Grameenphone in all spheres of the company and its value chain. At Grameenphone, they believe “Development is a journey, not a destination.” Ensuring connectivity is not only their work but also they connect with people and build a relationship which is based on trust with their subscribers, business partners, employees, shareholders as well as the wider community. Their belief is that good development is good business. While we maintain our business focus, taking the nation forward remains their top priority. Thus their  relationship with Bangladesh is built on a partnership which strives to obtain common economic and social goals.CR initiatives will be more focused on generating greater social good by utilizing company’s core expertise i.e. communication to create shared value and long-term sustainability.






[bookmark: _Toc515957370][bookmark: _Toc516131334][bookmark: _Toc515957371]2.8Products and services of Grameenphone Ltd:
[bookmark: _Toc516131335]2.8.1Nishchinto:
Grameenphone offers Nishchinto which is the default Consumer prepaid price plan . Every new consumer prepaid connection is a Nishchinto connection. The opportunity to make any local voice calls, with a call rate of 21.5 poisha per 10 second is given to every consumer.
New Connection Fee: TK.100
GP to GP: 21.5 poisha/10 second
GP to Others: 21.5 poisha/10 second
FnF: N/A
Pulse: 10 second
SMS: 50 poisha / S
Features:
· This package contains 10 Second pulses.
· The package of Bondhu, Smile &djuice can be migrated to this package. In order to migrate, customer can write “N” and send SMS to 4444. Or just dial *121*1*6*2#
· Customer of this package can also migrate to the other prepaid price plans of Grameenphone i.e. Bondhu&djuice
· 5% Supplementary Duty (SD) + 15 % VAT inclusive of SD will be applicable for all charges + 1% surcharge on base tariff.
[bookmark: _Toc515956174][bookmark: _Toc515957372][bookmark: _Toc516131336]2.8.2Bondhu:
This package offers the highest number of F&F numbers. The users of this package can talk to their near and dear ones at the lowest rate. Grameenphone allows each Bondhu customer a   total of 18 F&F numbers. With 10 second pulse facility, Grameenphone offers each Bondhu customer the privilege of calling to 1 GP-GP Super F&F at only 5.5 poisha/10 second. In addition, 17 (maximum) any operator F&F are available at 11.5 poisha/10 second.


Features:
· Customer can have 18 F&F numbers in total
· Customers can get 1 GP-GP super F&F
· 17 (maximum) GP-GP F&F or GP-Other operator F&F in any combination
·  At 5.5 poisha/10 second users can make Calls to GP-GP Super F&F numbers
· At 11.5 poisha/10 second users can make calls  to GP-GP F&F numbers
· Calls to other operator F&F number at 11.5 poisha/10 second
· Customers can make All GP-GP calls (excluding F&F calls) at 27.5 poisha/10 second.
[bookmark: _Toc515957373][bookmark: _Toc516131337]2.8.3Djuice:
New djuice price plan from Grameenphone Ltd. is designed with the Youth in mind. It addresses the most relevant elements of atypical Youth lifestyle: Community, F&F!Eachdjuie customer is allowed  the freedom of talking at a flat tariff of only 11.5 poisha/ 10 second all day & night with your community (djuice-djuice). Furthermore, you can enjoy 10 F&F numbers to any local mobile number at only 11.5 poisha/ 10 second. In additions, Users can talk to any GP or other operator number at only 27.5 poisha/ 10 second. 
Features:
· price: BDT 100
· Pulse: 10 Seconds
· A subscriber can also migrate to the other prepaid price plans - Bondhu and Nishchinto
· 10 FnF numbers
· Calls to F&F numbers at 11.5 poisha/ 10 second
Note: 5% Supplementary Duty (SD) + 15 % VAT inclusive of SD will be applicable for all charges + 1% surcharge on base tariff.
[bookmark: _Toc515957374]
[bookmark: _Toc516131338]2.8.4Smile:
Grameenphone offers the customers SMILE prepaid connection which gives to customers more freedom, more opportunities and more reasons to smile. With 10 second pulse facility, users/customers can talk to all of their friends at 28 poisha/10 second and also speak with 3 GP-GP F&F numbers at only 11.5 poisha/ 10 second.

Features:
· Number of FnF: 3
· 5% Supplementary Duty (SD) + 15 % VAT inclusive of SD will be applicable for all charges + 1% surcharge on base tariff.
[bookmark: _Toc515957375][bookmark: _Toc516131339][bookmark: _Toc515957376]2.9Customer service:
[bookmark: _Toc516131340]2.9.1online customer service:
· Customers can click on “How May We Help You” button at the bottom right corner of this page to get Live Chat Customer Service.
· Email at insta.service@grameenphone.com can be sent for any assistance
· Grameenphone Facebook fan-page: https://www.facebook.com/grameenphone can used to get the service. Customers can post their queries on Grameenphone’s fan-page wall or send messages to experience instant online service.
[bookmark: _Toc515957377][bookmark: _Toc516131341]2.9.2Neel –The GP Genius:
This is ‘Neel’, a guide to the right talk-plan, internet package, activation process and the answer to all the queries customers in an ever-friendly avatar.
[bookmark: _Toc515957378][bookmark: _Toc516131342]2.9.3useful information:
GP helps its customer by giving the following information:
New Connection Purchase:
To buy a new connection, customers have to go to Grameenphone Center, or Retailer outlet.
Documents required:
Grameenphone accept National Identity Card (NID) and its photocopy (Passport in case of the foreigners/diplomats). They accept Passport or Driving License (at only GPC) for purchasing a new SIM if the customers do not have NID. One copy of passport sized photograph.
Name, Phone and NID number of an Identifier (this is Optional for diplomats and foreigners).
SIM Replacement:
Contact Point:GPC, GPCF, GP Express
For individual subscription - Bio-metric verification (Mandatory). SIM replacement form must be filled up after successful Bio-metric verification.
For corporate subscription - To replace or change SIM card, key contact person needs to send an application in letterhead pad / fill up SIM replacement form with proper company seal and valid sign & come to any GPC, GPCF, GP Express (Selected branch)
SIM Replacement Charge for Prepaid: BDT 100
SIM Replacement Charge for Postpaid: BDT 100
Lost phone barring:
Contact Point: GPC/F, Grameenphone Express, 121.
Documents required: After Bio- Metric verified requested number will be bar from GPC, GPCF & Grameenphone Express. After Verify Mobile Number information (like, FNF number, Last recharge etc.) 121 will execute bar request. Price & charge is not applicable.
Store Locator:
Customers can use ‘store locator to find the closest GP sales and customer service centre and get service quickly and easily.
[bookmark: _Toc515956175][bookmark: _Toc515957379][bookmark: _Toc516131343]2.10 Industry Analysis:
[bookmark: _Toc515956176][bookmark: _Toc515957380][bookmark: _Toc516131344]2.10.1SWOT Analysis
[bookmark: _Toc515956177][bookmark: _Toc515957381]SWOT Analysis is a useful technique to understand organization’s Strengths and Weaknesses and to identify both the Opportunities opens to the organization and the Threats the organization face. By answering the under mentioned questions, we can find out the strength weakness, opportunity and threats.
Strengths
· What advantages does the organization have?
· What does the organization do better than anyone else?
· What unique or lowest-cost resources can the organization draw upon that others can't?
· What do people in the market see as the organization’s strengths?
· What is the organization's Unique Selling Proposition  (USP)?
[bookmark: _Toc515956178][bookmark: _Toc515957382][bookmark: _Toc516131345]Weaknesses
· What could the organization improve?
· What should the organization   avoid?
· What are people in the market likely to see as weaknesses?
· What factors reduce the sales?
[bookmark: _Toc515956179][bookmark: _Toc515957383][bookmark: _Toc516131346]Opportunities
· What good opportunities can the organization spot?
· What interesting trends are the organizations aware of?
[bookmark: _Toc515956180][bookmark: _Toc515957384][bookmark: _Toc516131347]Threats
· What obstacles does the organization face?
· What are the competitors doing?
· Is changing technology threatening the organization’s position?









SWOT Analysis of Grameenphone
Strength:
· Grameenphone has the best network coverage because all the 64 districts of Bangladesh are covered by 3G network coverage first from all other providers in Bangladesh.
· Grameenphone has a large amount of market share.
· By boosting network capacity and extended coverage to new and often remote areas in Bangladesh, Grameenphone has achieved a strong brand image.
· As grameenphone has ensured the best network coverage and is providing superior value to the customers/users, Grameenphone has able to make a loyal customer base.
· It is financially strong.
Weakness:
· Call rate offered by Grameenphone is more than the call rates which are offered by other providers in Bangladesh.
· Since GP has a huge network cost so GP cannot be able to decrease its call rate. It has become their weakness. 
Opportunity:
· Grameenphone has just introduced 4G SIM. It has not introduced all over the country. It should spread all the districts of Bangladesh. It is an opportunity for Grammenphone.
· Grameenphone can also do diversification.
Threat:
· Bangladesh is now in political instability .National election is going to be held. There are lots of conflicts between present govt. and other political parties of Bangladesh .So this political instability is a threat.
· There is high level of competition between Grammenphone and other providers.

[bookmark: _Toc515957385][bookmark: _Toc516131348]2.10.2Porter's Five Forces Analysis
Porter's Five Forces is a tool which is powerful and the tool is used for understanding the competitiveness of the business environment, and for identifying the strategy's potential profitability.
1. Competitive Rivalry. This looks at the number and strength of the organization’s competitors. How many rivals do the organization has? Who are they, and how does the quality of their products and services compare with the organization?
Where rivalry becomes intense, companies can use aggressive price cuts and high-impact marketing campaigns to attract customers. On the other hand, if competitive rivalry is minimal, and no one else is doing what the company does, then the company has tremendous strength and healthy profits.
2. Supplier Power. This is determined by how easy it is for the company’s suppliers to increase their prices. How many potential suppliers do the company has? How unique is the product or service that they provide, and how expensive would it be to switch from one supplier to another?

3. Buyer Power. How many buyers are in the market, and how big are their orders? How much would it cost them to switch from the company’s products and services to those of a rival? Are the company’s buyers strong enough to dictate terms to the company?
When the company deals with only a few savvy customers, they have more power, but the company’s power increases if the company has many customers.
4. Threat of Substitution. This refers to the likelihood of customers who find a different way of doing what the company does. If a substitution is easy and cheap to make, the substitution can weaken position of the company and threaten the profitability of the company.

5. Threat of New Entry. The company’s position can be affected by people's ability to enter the market. So, think about how easily this could be done. How easy is it to get a foothold in the industry or market? How much would it cost, and how tightly is the sector regulated?

Porter’s Five Forces Analysis for Grameenphone:






Porter five force analysis for Grameenphone
· Grameenphone has to satisfy customer needs because customers can easily shift to other companies due to lower switching costs.  The bargaining power of buyers/ users of Grameenphone is high.
· There are a variety of suppliers in the industry supplying to these companies. As a result switching cost is low. Because of low switching cost, the bargaining power of suppliers is low.
· As there are very limited barriers of entry, new companies can easily enter in the market. Therefore Threat of New Entrants is high.
· Since there are many competitors in the market   so customers can easily shift from Grameenphone to another company due to the easiest switching costs. As a result Threat of Substitute is high in Bangladesh.
· Competition level is very high because companies are continuously competing with each other. So rivalry amongst competitors is very high.

[bookmark: _Toc515957386][bookmark: _Toc516131349]2.11 Literature Review
[bookmark: _Toc515957387][bookmark: _Toc516131350]2.11.1Customer satisfaction
Customer satisfaction is the measure of how the needs and responses are collaborated and delivered to excel customer expectation. If the customer has an overall good relationship with the supplier, customer satisfaction can only be attained. An important performance exponent and basic differentiator of business strategies is customer satisfaction in today’s competitive business marketplace. Hence, the more is customer satisfaction; more is the business and the bonding with customer. If the company provides a great customer service the customers will be satisfied. Therefore the customers get a proper service, you achieve proper revenue and everyone is happy. 
[bookmark: _Toc515957388][bookmark: _Toc516131351]2.11.2The importance of customer satisfaction
1. Customers who are satisfied will recommend the company to their network. One of the efficient forms of marketing is Customer advocacy. It is estimated that 85% of their new business comes from word of mouth. Positive word of mouth increases sales. Therefore revenue also increases.
2. Satisfied customers will continue to buy from the company. Keeping loyal customers happy is actually cheaper than trying to acquire a new customer. It’s 6 times more expensive to attract that new customer than it is to retain an existing one. 
[bookmark: _Toc515957389][bookmark: _Toc516131352]2.11.3The factors that have impacts on customer satisfaction
1. Access: The Internet has made finding products and services a snap. Web Emailing and searching for products and services on the Internet has become such a central reference point, companies have invested millions in making sure access is extremely easy. Because, if it takes a Web surfer more than a few frustrating minutes to maneuver a site, they’re gone. Customers are satisfied when there are no barriers, or at the very least, limited barriers to access a service.
2. At Face Value: When a product or service costs more, but is worth it, its value becomes acceptable to the consumer. It has an impact on customer satisfaction.
3. A Nice Atmosphere: Ask any sensible person and they’ll tell you that given the same product or service, they would rather shop at the place that offers a clean, safe, and well-organized environment 
4. The one R: Responsibility; A company has a commitment to tell the truth. Hiding facts, figures, and excessive small print doesn’t go far when it comes to customer satisfaction.  When something goes wrong with a product or service, if the supplier goes above and beyond the call of duty in taking responsibility, the end result is often that the customer is so impressed with the supplier’s response, it negates the original problem.
5. Technology: Technology means more than a fancy website. In order to satisfy customers, companies have to keep up with the latest technological advances or suffer the consequences. Change is never easy, but business as usual isn’t a viable alternative.
[bookmark: _Toc515957390][bookmark: _Toc516131353]2.11.4Study Variables:
I have identified some variables and used the variables in this study. The variables are given below:
· Network coverage
· Package price
· Bonus talk time /SMS
· Facing any types of overcharging issues
· Clear sound quality.
· Internet service
· The service rate of caller tunes, missed calls, call blocks service
· value added services
· accessibility of service hotline  
· Behavior of Customer service managers.
· The activity of Graeenphone to increase social awareness in Bangladesh.
· Contribution to sports and education
· Availability of customer care centers
· Promotional offers Of Grameenphone.
[bookmark: _Toc515956181][bookmark: _Toc515957391][bookmark: _Toc516131354]




Chapter- 3
[bookmark: _Toc515956182][bookmark: _Toc515957392][bookmark: _Toc516131355]Methodology, Analysis, Findings and Discussion





[bookmark: _Toc515956183][bookmark: _Toc515957393][bookmark: _Toc516131356]3.1Methodology:
The method section/methodology of a report describes how the research has been conducted. Methodology describes the research methods which are used and the causes for selecting those methods.
This study is conducted by questionnaire and assessed the customer satisfaction of Grameenphone. The questionnaire used Likert scales to assess the customer satisfaction of Grameenphone. The survey is conducted. A total of 100 questionnaires are distributed to the users/subscribers of Grameenphone. The respondents fulfill the questionnaires. After that the completed questionnaires are collected.
[bookmark: _Toc515957394][bookmark: _Toc516131357]3.2Population and Sample
The field of inferential statistics enables to create educated guesses about the numerical characteristics of large groups. The logic of sampling gives us a way so that we can test conclusions about such groups using only a small portion of its members. Researchers are interested in knowing things about populations but do not have data for every person or thing in the population.I wanted to know whether its customers of Grameenphone were satisfied, it would not be practical to contact every individual who purchased a product of Gameenphone. I have selected a sample of the population. A sample is a smaller group of members of a population selected to represent the population.
[bookmark: _Toc515956184][bookmark: _Toc515957395][bookmark: _Toc516131358]3.3Sampling Techniques
· Sampling size: Sample size of this study for questionnaire is 100 users /customers of Grameenphone.
· [bookmark: _Toc515957396]Sampling method: For collecting data, a survey is conducted.





[bookmark: _Toc516131359]3.4Measurement
Measurements for Customer satisfaction analysis are given below:

	S No. 
	Measurement questions

	1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18


19
20

21

	I prefer Grameenphone because it is providing best network coverage 
The Package price of GP for various packages is affordable
Grameenphoneoffers various prepaid packages that match my expectations
Grameenphonegives me bonus talk time /SMS
I never  face any types of overcharging issues
When I talk over phone, I get clear sound quality.
Calls never disconnects during the conversation.
I am pleased with Grameenphone’s internet service.
The service rate of caller tunes, missed calls, calls blocks service and others are reasonable.
Grameenphone provides value added services which enrich my lifestyle.
The service hotline of Grameenphone is easily accessible.
I get the service quickly from the helpline.
Customer service managers carefully give attention to my problems.
Grameenphone tries to increase social awareness in Bangladesh.
Grameenphone contributes to Education, Sports, and other sectors.
Grameenphone customers Care Centers are widely available.
Grameenphonehas prompt online customer service assistance.
Grameenphone informs to me about Grameenphone’s promotional offers through SMS which is helpful.
I am satisfied with the service of Grameenphone.
If another operator comes to me with the same offer, I would still be connected with Grameenphone.
I am using Grameenphone mobile as it has additional features in comparison to other operators.



Table-1: Measurements for Customer satisfaction analysis.
[bookmark: _Toc515957397][bookmark: _Toc516131360]3.5Demographic information
Self-developed items were used to judge the demographic aspects of the customers which are given below.
	S No. 
	particulars

	1
	Name

	2
	Gender

	3
	Age

	4
	Education




[bookmark: _Toc515957398][bookmark: _Toc516131361]3.6Data collection
I have used the primary and secondary source of data to collect the data.
Sources of Data:  
· Primary Sources  
· Secondary Sources
Primary Sources:
· Face to face conversation with the respective officers 
·   Direct Observation  
· The sample size is 100.  Random sampling is done. But I picked the sample mainly from Dhaka Division. 
· A survey is conducted to find out customer satisfaction level.
Secondary Sources:  
· Website Grameeenphone Ltd.
· Relevant books.


[bookmark: _Toc515957399][bookmark: _Toc516131362]3.7Analysis, Interpretations and Presentation of Data:
Diagrams and tables are used to analyze the collected data and give visible representation of the study.
[bookmark: _Toc515957400][bookmark: _Toc516131363]3.8Findings of the Study
The collected data has analyzed methodically and pointed out in a synchronized way and finally shown as findings at the last portion of the report.  

[bookmark: _Toc515957401]


















[bookmark: _Toc516131364]3.9Analysis
1. I prefer Grameenphone because it is providing best network coverage.	
	Strongly Agree
	39%

	Agree
	42%

	Neither Agree nor Disagree
	15%

	Disagree
	1%

	Strongly Disagree
	3%




Figure-1: I prefer Grameenphone because it is providing best network coverage

This graph gives a crystal clear picture about the network coverage of Grameenphone. The graph shows that 39%users are very satisfied regarding the network coverage of Grameenphone. 42% users are satisfied.  A small number of users or subscribers (4%) are dissatisfied over the network coverage. It is a positive response that most of the users are satisfied in this concern.
2 .The Package price of Grameenphone for various packages is affordable.
	Strongly Agree
	10%

	Agree
	35%

	Neither Agree nor Disagree
	20%

	Disagree
	18%

	Strongly Disagree
	17%




Figure-2: The Package price of GP for various packages is affordable.

This graph shows that 45%users are satisfied over the package price, and a large number of users or subscribers (35%) are dissatisfied over the package price. So it is difficult for Grameenphone to keep the satisfaction level regarding this concern.
3. Grameenphone offers various prepaid packages that match my expectations.

	Strongly Agree
	23%

	Agree
	26%

	Neither Agree nor Disagree
	20%

	Disagree
	24%

	Strongly Disagree
	7%




Figure-3: Grameenphone offers various prepaid packages that match my expectations
From the survey, we can see that 23% users of the sample said “Strongly Agree” which means that they are very satisfied about the offers of prepaid packages. 26% users are satisfied. 20% users are neither agree nor disagree. 31% users are not satisfied regarding the offers of prepaid packages of GP. Grameenphone should take steps for making the users or subscribers satisfied.

4. Grameenphone gives me bonus talk time /SMS.
	Strongly Agree
	20%

	Agree
	39%

	Neither Agree nor Disagree
	20%

	Disagree
	14%

	Strongly Disagree
	7%




Figure-4: Grameenphone gives me bonus talk time /SMS

This graph gives a crystal clear picture of how the users/ subscribers of GP thinks about bonus talk time /SMS which GP offers. The graph shows that more than 2o%users are very satisfied regarding bonus talk time/SMS. 39% users are satisfied. It is positive news for Grameenphone that a small number of users or subscribers (21%) are dissatisfied over bonus talk time/SMS. 
5. I never face any types of overcharging issues.
	
Strongly Agree
	15%

	Agree
	22%

	Neither Agree nor Disagree
	23%

	Disagree
	22%

	Strongly Disagree
	18%




Figure-5:.I never face any types of overcharging issues

From the survey, we can see that 15% users of the sample said “Strongly Agree” which means that they are very satisfied about the overcharging issue of GP.24% users are satisfied. 22% users are neither agree nor disagree. 39% users are not satisfied regarding the overcharging issue of GP. Grameenphone should arrange some necessary steps for making the users or subscribers satisfied.
6. When I talk over phone, I get clear sound quality.
	Strongly Agree
	42%

	Agree
	32%

	Neither Agree nor Disagree
	16%

	Disagree
	6%

	Strongly Disagree
	4%




Figure-6: When I talk over phone, I get clear sound quality.

The graph indicates a positive response that 42%users are very satisfied about the sound quality of GP. 32% users are satisfied .Neither neither agree nor disagree is 16%. A small number of users are dissatisfied which is 10%.


7. Calls never disconnects during the conversation.
	Strongly Agree
	27%

	Agree
	36%

	Neither Agree nor Disagree
	22%

	Disagree
	9%

	Strongly Disagree
	6%




Figure-7: Calls never disconnects during the conversation.


The graph represents that Calls never disconnects during the conversation .The graph shows that 27%users are very satisfied regarding this. 36% users are satisfied.  A small number of users or subscribers (15%) are dissatisfied about this. It is a positive response that most of the users are satisfied in this concern.

8. I am pleased with Grameenphone’s internet service.
	Strongly Agree
	18%

	Agree
	32%

	Neither Agree nor Disagree
	24%

	Disagree
	16%

	Strongly Disagree
	10%




Figure-8: I am pleased with Grameenphone’s internet service.

From the survey, we can see that 18% users of the sample said “Strongly Agree” which means that they are very satisfied about the internet service of GP.32% users are satisfied. 24% users are neither agree nor disagree. 26% users are not satisfied regarding the internet service of Grameenphone.
9. The service rate of caller tunes, missed calls, calls blocks service and others are reasonable.
	Strongly Agree
	11%

	Agree
	32%

	Neither Agree nor Disagree
	40%

	Disagree
	13%

	Strongly Disagree
	4%





Figure-9: The service rate of caller tunes, missed calls, calls blocks service and others are reasonable.



The pie chart shows that 43% users are satisfied about the above mentioned services of GP. But a good amount of users are neither agree nor disagree. In addition 17% users are dissatisfied for services offered by Grameenphone.

10. Grameenphone provides value added services which enrich my lifestyle.
	Strongly Agree
	13%

	Agree
	23%

	Neither Agree nor Disagree
	41%

	Disagree
	18%


	Strongly Disagree
	5%




Figure-10: Grameeenphone provides value added services which enrich my lifestyle.
The graph indicates a mixed response that 41%users are neither agree nor disagree about the value added services which are offered by Grameenphone. 36% users are satisfied .The number of users is 23% which are dissatisfied.

11. The service hotline of Grameenphone is easily accessible.
	Strongly Agree
	35%

	Agree
	35%

	Neither Agree nor Disagree
	17%

	Disagree
	10%

	Strongly Disagree
	3%




Figure-11: The service hotline of Grameenphone is easily accessible.
From the survey, we can see that 35% Grameenphone users of the sample said “Strongly Agree” which means that they are very satisfied about the service hotline of GP.35% users are satisfied. 17% users are neither agree nor disagree. 13% users are not satisfied regarding the service hotline of Grameenphone. 

12. I get the service quickly from the helpline.
	Strongly Agree
	20%

	Agree
	50%

	Neither Agree nor Disagree
	18%

	Disagree
	6%

	Strongly Disagree
	6%




Figure-12: I get the service quickly from the helpline.
The pie chart shows that 20% users are satisfied that they get the service quickly from the hotline.50% users is satisfied. It is seen that only 12% users are dissatisfied.



13. Customer service managers carefully give attention to my problem.
	Strongly Agree
	24%

	Agree
	34%

	Neither Agree nor Disagree
	30%

	Disagree
	7%

	Strongly Disagree
	5%



Figure-13: Customer service managers carefully give attention to my problem.
From the graph we can get a clear response that 24%users are very satisfied about the customer service mangers of GP. 34% users are satisfied .Neither neither agree nor disagree is 30% which indicates that Gp should train them well and take corrective actions. A small number of users are dissatisfied which is 12%.


14. Grameenphone tries to increase social awareness in Bangladesh.
	Strongly Agree
	20%

	Agree
	42%

	Neither Agree nor Disagree
	22%

	Disagree
	12%

	Strongly Disagree
	4%




Figure-14: Grameenphone tries to increase social awareness in Bangladesh
From the graph I have got a quit positive response that Grameenphone tries to increase social awareness in Bangladesh. We can see that 20% Grameenphone users of the sample said “Strongly Agree” which means that they are very satisfied that  GP tries to increase social awareness in Bangladesh   .42% users are satisfied. 22% users are neither agree nor disagree. 16% users are not satisfied regarding the service hotline of Grameenphone.
15. Grameenphone contributes to Education, Sports, and other sectors.
	Strongly Agree
	22%

	Agree
	43%

	Neither Agree nor Disagree
	19%

	Disagree
	9%

	Strongly Disagree
	7%




Figure-15: Grameenphone contributes to Education, Sports, and other sectors
The graph indicates a positive response that 22%users are very satisfied about the contribution of GP to education, sports and other sectors. 29% users are satisfied .Neither neither agree nor disagree is 19%. A small number of users are dissatisfied which is 16%.
16. Grameenphone Customers Care Centers are widely available.
	Strongly Agree
	30%

	Agree
	39%

	Neither Agree nor Disagree
	20%

	Disagree
	6%

	Strongly Disagree
	5%




Figure-16: Grameenphone customers Care Centers are widely available.
From the graph I have got a quit positive response that Grameenphone customers Care Centers are widely available. We can see that 30% Grameenphone users of the sample said “Strongly Agree” which means that they are very satisfied that Grameenphone customers Care Centers are widely available .39% users are satisfied. 20% users are neither agree nor disagree. 11% users are dissatisfied regarding the customer care centers.
17. Grameenphone has prompt online customer service assistance.
	Strongly Agree
	23%

	Agree
	43%

	Neither Agree nor Disagree
	18%

	Disagree
	10%

	Strongly Disagree
	6%




Figure-17: Grameeenphone has prompt online customer service assistance.
The graph indicates a positive response that 23%users are very satisfied about the online customer assistance. 43% users are satisfied .Neither neither agree nor disagree is 18%. And 6% said “Strongly disagree” and 1o% said “disagree”.

18. Grameeenphone  informs to me about Grameenphone’s promotional offers through SMS which is helpful.
	Strongly Agree
	34%

	Agree
	31%

	Neither Agree nor Disagree
	19%

	Disagree
	6%

	Strongly Disagree
	10%




Figure-18: Grameeenphone informs to me about Grameeenphone’s promotional offers through SMS which is helpful.
From the survey, we can see that 34% Grameenphone users of the sample said “Strongly Agree” which means that they are very satisfied about the promotional offers of GP.31% users are satisfied. 19% users are neither agree nor disagree. 16% users are not satisfied regarding the promotional offers of Grameenphone.
19. I am satisfied with the service of Grameeenphone.
	Strongly Agree
	19%

	Agree
	37%

	Neither Agree nor Disagree
	18%

	Disagree
	19%

	Strongly Disagree
	7%




Figure-19: I am satisfied with the service of Grameeenphone.
From the graph I have got a quit positive response that 19% Grameenphone users of the sample said “Strongly Agree” which means that they are very satisfied with the service of GP .37% users are satisfied. 18% users are neither agree nor disagree. 19% users are dissatisfied regarding the service of GP. And 7% users said “Strongly disagree”.

20. If another operator comes to me with the same offer, I would still be connected with Grameeenphone.
	Strongly Agree
	20%

	Agree
	40%

	Neither Agree nor Disagree
	20%

	Disagree
	10%

	Strongly Disagree
	10%




Figure-20: If another operator comes to me with the same offer, I would still be connected with Grameeenphone.
The graph indicates a positive response that 20%users are very satisfied that they would be still   be connected with Grameenphone if  another operators come to me with the same offer   . 40% users are satisfied .Neither neither agree nor disagree is 20%. The dissatisfied users are 20%.
21. I am using Grameeenphone mobile as it has additional features in comparison to other operators.
	Strongly Agree
	13%

	Agree
	27%

	Neither Agree nor Disagree
	36%

	Disagree
	12%

	Strongly Disagree
	12%




Figure-21: I am using Grameeenphone mobile as it has additional features in comparison to other operators.
[bookmark: _Toc515957402]From the survey, we can see that 13% Grameenphone users of the sample said “Strongly Agree” which means that they are very satisfied because Grameenphone   has additional features in comparison to other operators.27% users is satisfied. 36% users are neither agree nor disagree. 24% users are not satisfied regarding its additional features in comparison to other operators.
[bookmark: _Toc516131365]
3.10Findings from analyzed data
 I have divided the findings from analyzed data into two sections. The sections are-
· Positive Findings
· Negative Findings.
I can decide the level of customer satisfaction of Grameenphone by comparing these two sections.

3.10.1Positive Findings:
· 39% users of Grameenphone are satisfied and 42% are somewhat satisfied with the network coverage of Grameenphone.
· 45% of the users/subscribers are somewhat satisfied with the package price for various packages.
· 49% of the users are somewhat satisfied with the prepaid packages offered by Grameenphone.
· 20% users are satisfied and 39% are somewhat satisfied with the bonus talk time/SMS
· 37% of the users/subscribers are somewhat satisfied that they do not face any types of overcharging issues.
· 42% users of Grameenphone are satisfied and 32% users are somewhat satisfied with the sound quality of Grameenphone when they talk over phone.
· 63% of the users/subscribers are somewhat satisfied that Calls never disconnects during the conversation.
· 18% users are satisfied and 32% are somewhat satisfied with the internet service of Grameenphone.
· 43% of the users/subscribers are somewhat satisfied that the service rate of caller tunes, missed calls, call blocks service and others are reasonable. But it is not a good thing that 39% users are neither agree nor disagree with this.
· 0nly 33% the users are somewhat satisfied and 41% users are neither agree nor disagree that Grameenphone provides value added services which enrich their lifestyles.
· 70% of the users are satisfied that the service hotline of GP is easily accessible.
· 20% users of Grameenphone are satisfied and 50% are somewhat satisfied that they get the service quickly from the helpline.
· 58% of the users are satisfied that the Customer service managers carefully give attention to their problems. But 30% users are neither agree nor disagree that the Customer service managers carefully give attention to their problems.
· 62% of the users are satisfied that Grameenphone tries to increase social awareness in Bangladesh. In this matter 23% users are neither agree nor disagree.
· 30% users of GP are very satisfied and 39% are satisfied that Grameenphone customers Care Centers are widely available.
· 66% of the users are satisfied that Grameenphone has prompt online customer service assistance.
· 30% users of Grameenphone are very satisfied and 40% are satisfied that Grameenphone informs to me about Grameenphone’s promotional offers through SMS which is helpful.
· 56% of the users are satisfied with the service of Grameenphone.18% users are neither agree nor disagree.
· 60% of the users are satisfied and they would still be connected with Gp if other operators come to me with the same offer. But 20% users are neither agree nor disagree.

3.10.2Negative Findings:
· 24% users are dissatisfied with the additional features of Grameenphone in comparison to other operators. And 36% users are neither agree nor disagree.
· 20% users said that they would not be connected with Grameenphone if other operators come to them with the same offer.17% users are neither agree nor disagree.
· 26% users are dissatisfied with the service of Grameenphone. But 18% users are neither agree nor disagree.
· 40% users are not satisfied with the overcharging issues of Grameenphone.23% users are neither agree nor disagree.
[bookmark: _Toc515957403][bookmark: _Toc516131366]3.11Result of the Survey
Comparison between positive findings and negative findings from the survey clearly suggest that positive findings are far more than the negative findings. So it can be said that most of the customers are satisfied but not fully satisfied about the service and facility provided by Grameenphone. 
[bookmark: _Toc515956187][bookmark: _Toc515957406][bookmark: _Toc516131367]3.12Recommendations
· The Network towers should be allocated according to volume of users. 
· Need to increase the capacity with up-growing subscribers.
· Grameenphone needs to invest more for increasing the capacity.
·  Arranging some kinds of awareness programs for the subscriber about unnecessary network traffic.
·  Grameenphone should increase the capacity of server according to the subscribers’ increasing rate.
· More awareness programs should be arranged regarding those basic features. 
· All the subscribers should be given all the basic features of Grameenphone.
· GP should try to arrange some awareness program regarding less price sensitivity
· The product distribution system should be more flexible and soft.
· GP should be more efficient and market oriented. To do this, Forecasters of GP should be more efficient.
·  Price of different packages should be decreased according to the level of subscribers’ expectation.  
· Grameenphone should arrange some programs to create positive perception regarding the price of different packages.   
·  Need to arrange some awareness program to reduce unnecessary practice (Like- miss call tendency) on network.
· The customer managers should behave more friendly with the subscribers.
· Smooth access of 121 hot lines should be provided to get service.
· Grameenphone should train their employees well to make them more efficient.
· Grameenphone should deal with complaints accurately and effectively.
· Treat customer that they are your boss.
· The employees of customer care can apologize personally when customers are not fully satisfied.
[bookmark: _Toc515956188][bookmark: _Toc515957407][bookmark: _Toc516131368]3.13Conclusion
Grameenphone Ltd. is serving both rural and urban customers across Bangladesh, where mobile telephony is a major driver of socioeconomic development. The company always tries to provide the power of digital communication which enables everyone to improve their lives, build societies and secure a better future for all. Grameenphone has been a pioneer in bringing innovative mobile-based solutions to Bangladesh. It will be difficult for GP to keep the current market share intact if Grameenphone does not increase the level of customer satisfaction .Therefore I recommended some course of action I believe that if Grameenphone follows these recommendations, it will enable them to achieve a sustainable distinct competitive advantage and operates smoothly with loyal customers/users. The management and employees of Grameenphone need to think about the customer requirements, desire and expectation and should work according to this. They should build a strong relationship with the customer by offering best service they can .Offering their best services; they can meet the customers’ expectations. If the service of Grameenphone exceeds the customers’ expectation the customers/ users will become delighted or pleased.  They need to set goal to make the customer fully satisfied by improving all the lacking they have. 
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[bookmark: _Toc515956190][bookmark: _Toc515957409][bookmark: _Toc516131370]Appendix:
                                          Questionnaire
Assessing the customer satisfaction in the Telecommunication Industry: A Study on Grameenphone Ltd

	Name
	



	Gender
	Male
	Female



	Age
	Above 18 years 



	Education
	Primary Education
	Secondary and higher Secondary Education
	Honors and Masters



	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	5
	4
	3
	2
	1



	SL NO.
	Questions
	Strongly Agree
5
	4
	3
	2
	Strongly Disagree
1

	1
	I prefer Grameenphone because it is providing best network coverage 
	
	
	
	
	

	2
	The Package price of Grameenphone for various packages is affordable
	
	
	
	
	

	3
	Grameenphone offers various prepaid packages that match my expectations
	
	
	
	
	

	4
	Grameenphone gives me bonus talk time /SMS
	
	
	
	
	

	5
	I never  face any types of overcharging issues
	
	
	
	
	

	6
	When I talk over phone, I get clear sound quality.

	Strongly Agree
5
	4
	3
	2
	Strongly Disagree
1

	7
	Calls never disconnects during the conversation.
	
	
	
	
	

	8
	I am pleased with Grameenphone’s internet service.
	
	
	
	
	

	9
	The service rate of caller tunes, missed calls, calls blocks service and others are reasonable.
	
	
	
	
	

	10
	 Grameenphone provides value added services which enrich my lifestyle.
	
	
	
	
	

	11
	The service hotline of Grameenphone is easily accessible.
	
	
	
	
	

	12
	I get the service quickly from the helpline.
	
	
	
	
	

	13
	Customer service managers carefully give attention to my problems.
	
	
	
	
	

	14
	Grameenphone tries to increase social awareness in Bangladesh.
	
	
	
	
	

	15
	Grameenphone contributes to Education, Sports,and other sectors.
	
	
	
	
	

	16
	Grameenphone customers Care Centers are widely available.
	
	
	
	
	

	17
	Grameenphone has prompt online customer service assistance.
	
	
	
	
	

	18
	Grameenphone informs to me about GP’s promotional offers through SMS which is helpful.
	
	
	
	
	

	19
	I am satisfied with the service of Grameenphone
	
	
	
	
	

	20
	If another operators come to me with the same offer ,I would still be connected with Grameenphone
	Strongly Agree
5
	4
	3
	2
	Strongly Disagree
1

	21
	I am using GP mobile as it has additional features in comparison to other operators.
	
	
	
	
	






Thank you for the cooperation!!
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Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.39000000000000218	0.42000000000000032	0.15000000000000024	1.0000000000000068E-2	3.0000000000000211E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.1	0.35000000000000031	0.2	0.18000000000000024	0.17	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.23	0.26	0.2	0.24000000000000021	7.0000000000000021E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.2	0.39000000000000301	0.2	0.14000000000000001	7.0000000000000021E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.15000000000000024	0.22	0.23	0.22	0.18000000000000024	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.42000000000000032	0.320000000000003	0.16	6.0000000000000032E-2	4.0000000000000022E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.27	0.36000000000000032	0.22	9.0000000000000024E-2	6.0000000000000032E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.18000000000000024	0.320000000000003	0.24000000000000021	0.16	0.1	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.11	0.320000000000003	0.4	0.13	4.0000000000000022E-2	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.13	0.23	0.41000000000000031	0.18000000000000024	0.05	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	
Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.35000000000000031	0.35000000000000031	0.17	0.1	3.0000000000000002E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Sales	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.2	0.5	0.18000000000000024	6.0000000000000032E-2	6.0000000000000032E-2	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.24000000000000021	0.34	0.30000000000000032	7.0000000000000021E-2	0.05	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.2	0.42000000000000032	0.22	0.12000000000000002	4.0000000000000022E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.22	0.43000000000000038	0.19	9.0000000000000024E-2	7.0000000000000021E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.30000000000000032	0.39000000000000301	0.2	6.0000000000000032E-2	0.05	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.23	0.43000000000000038	0.18000000000000024	0.1	6.0000000000000032E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.34	0.31000000000000238	0.19	6.0000000000000032E-2	0.1	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.19	0.37000000000000038	0.18000000000000024	0.19	7.0000000000000021E-2	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.2	0.4	0.2	0.1	0.1	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Series 1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	0.13	0.27	0.36000000000000032	0.12000000000000002	0.12000000000000002	Column1	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	Column2	Strongly Agree	Agree	Neither Agree nor Disagree	Disagree	Strongly Disagree	

66 | Page

image2.png
Vasic zman
o D8 ettty O

Michael Foley SM. Imdadul Haque
Ol Becume Ot Compary Secotay
Oitppal

Rade Kovatevié (Acting)
Ot TecholgyOfcr

vt Fancil Otcer

Mahmud Hossain
vt Coport es Ofcer

Nehal Ahmed
Heaso Commnctens

Quazi Mohammad Shaed
et uman s Ot

Andreas Frande
et Sotepy fcer

Naser Fazley Azam
HeaglCstomer xprience
s

Kazi Mahboob Hassan
Heos Torsarmatan





image1.png
10%

34.20%

Telnor Mobis Commurications A5 GramznTelacom & Ganzral Publc & athar nstitutions




