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[bookmark: _Toc113694864]Executive Summary
The core focal point of this report is based on a fact that a well-trained, motivated, and happy employee can possibly make a customer happy by ensuring superior customer value to them. In this report, efforts have been made to evaluate how systematic management of the people element of the organization may ultimately lead to the delivery of superior value to the ultimate customers in the context of Bengal Group of Industries. 
One of the core objectives of this study has been to evaluate how Bengal Group of Industries is managing the people element of the organization, in terms of recruiting, training, and motivating employees to provide the superior value to the customers. The recruitment team of HR Department is mostly responsible for recruiting the right candidates with right set of skills which will be enable the employees to perform their respective job responsibilities to help the organization operate its business smoothly and flawlessly.  It was also observed that employees of the aforesaid organization were competent and skilled made through appropriately designed training and development programs. Their training program includes special sessions in understanding customers’ value requirements and ways to provide superior customer value. The Bengal Group of Industries is also very keen to keep their employees motivated and happy. Happy employees are more committed and have strong motivation to do their job responsibly with utmost sincerity and dedication to grow themselves along with the organization which results in high business performance and higher profits. When the employees become motivated and satisfied with the organization then they tend to stay in the organization for a long time which help the organization to cut off extra cost of hiring new employees and further processes like providing training to them and others. Happy and motivated employees tend to ensure greater customer satisfaction. In future, Bengal Group of Industries should try to apply the process suggested by the name of Service-Profit-Chain more systematically. They should also try to develop necessary and appropriate matrices to measure to what extent the company can ensure the delivery of superior customer value by the management of the people element in the organization.
Key Words: Customer Value, Employee Management
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[bookmark: _Toc113694866]7. Introduction
Customers are the center of any business entity because businesses produce products and deliver services to serve them in exchange for money or valuable assets. In 2012, Dr. Philip Kotler stated marketing as, “The science and art of exploring, creating, and delivering value to satisfy the needs of a target market at a profit. Marketing identifies unfulfilled needs and desires. It defines, measures and quantifies the size of the identified market and the profit potential”. On the other hand, employees are also considered as valuable assets to the organization because they continuously contribute their time, energy and effort to help achieve the organization's goals. Roles of employees have relation with delivering superior customer values and achieving customer satisfaction. Employees play an important role in establishing loyalty, trust and confidence in the minds of customers of organizations. Many businesses scholars state that only front line employees are mostly responsible for delivering superior customer experience with the organization. But the real business world illustrates a different picture on this. Each and every employee plays an equal role in shaping and maintaining quality customer experience. Employees are not only bound to carry out their specific job responsibilities properly but also they have responsibilities towards customers to ensure the best customer experience to project a strong presence of the organization in their minds’.  
Organizations should focus on employees to build them as customer-centric individuals. If organizations want to full-fill its commitment towards delivering quality customer value then they first should manage their employees through grooming them up. Employees are also considered as one of the vital resources to operate the business. So, organizations should invest in them as well to make them committed towards attaining the organizational goals. 
Each and every employee serves its customers in a variety of ways through service marketing. The purpose of service marketing is to deliver superior customer value and customer experience with a view to make customers satisfied with the brand/organization. Service marketing is the process of constructing, delivering and analysis of services for developing reach, calculating customer satisfaction and establishing strong identity among the market players.  
According to (AMA) the American Marketing Association, Service Marketing is “For the sale of goods, the various satisfaction, activities, as well as benefits on offer for sale, are elements of service marketing”. Service marketing formulates strategies to anticipate the needs of the target audience and contributes to meet their requirements in order to ensure the optimum value for the customers. There are three elements of service marketing mix. These are-
1. People- Service marketing does not focus on customers but also on its employees. Organizations are not only established on its goal and vision but also rely on employees. Employees are those people who work for organizations and are actively responsible for creating satisfied and loyal customers for its business. Organizations should have the right talent because employees are often considered as the catalyst that reinforce the quality of customer services.  
2. Process- Service should be delivered through maintaining a well-managed process. Organizations should deliver services effectively and efficiently so that customers get satisfied with the organization/brand. Organizations always attempt to deliver services quickly and efficiently with the highest quality to stand out of the crowd among the competitive business world. 
3. Physical Evidence- Services can be delivered through attaching all other offerings even without personal touch. Organizations not just deliver customer values which are required to meet their requirements but they deliver other offerings to make the experience more satisfying for customers. For example- Restaurants not only provide food to its consumers but they offer others services like comfortable sitting arrangements, restroom facilities, music, free-WIFI services and others to provide them the superior experience with the brand. 
Fixation of price for services is more difficult than for products because products’ price can be fixed respectively upon the cost of raw materials, production cost and all other related costs to bring the final products to customers. Setting prices for services which are provided by the organization is critical. In such situations, prices are fixed upon the quality. Customer satisfaction is evaluated by how satisfied they are with the service quality. Lastly, pricing plays a vital role in the service marketing mix.
People among four elements of the service marketing mix will be the main concern in order to construct this report. In service marketing, people means both customers and employees. Employees are also included to develop a constructive plan for service marketing in the organizations. Employees from different levels of any organization are linked with ensuring quality customer experience. Potential candidates who are being approached to jobs in different organizations are also considered as customers to those organizations because they are also getting services and experience from the environment and the process. So, when organizations design strategies for ensuring quality services to their customers.They must consider their employees.  
Managing and monitoring all employees is connected with customer satisfaction and their quality experience for organizations because- 
· A satisfied employee can exhibit earnestness while communicating with customers. In this way, a happy employee helps organizations to retain loyal customers which leads to generating profits and the long-term growth of the business. 
· When employees are satisfied with the environment and the facilities provided by the organization they tend to excel their expertise at the best level. To make it clearer an example can be- When the employees who are directly working for production are satisfied with the organization they tend to work more sincerely and be motivated to do the job at highest quality. If they are able to produce the best quality of the products they will be able to make the ultimate consumers/customers satisfied with the produced products. 
· When employees are not feeling satisfied they will not put their hearts into their work which will result in low business operations. Low business operations means that the required jobs to achieve the organizational goals are not being performed at required level or quality. Unhappy employees will not be eager to communicate with customers and will be demotivated eventually to deliver the best quality customer services. Unsatisfied customers will also lose interest in the organization and will not be loyal anymore. All these disruptions will result in the poor business operations and make loss of profits in the market as well as will earn poor brand value.
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Figure: The cycle of how satisfied employees make satisfied customers
Organizations must keep eyes on employees and customers while constructing strategies for service marketing to achieve the ultimate business goals and targets. When an organization becomes successful to make employees get elated they will also be able to excel in customer experience.
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[bookmark: _Toc113694869]8.1 Company Overview
Bengal Group is recognized as Bangladeshi conglomerates. Bengal Group of Industries is well-reputed as a leader amongst the committed and legendary group of companies of Bangladesh. Bengal commenced its journey in 1969. Bengal Group of Industries is one of the most promising and diversified manufacturing conglomerates in Bangladesh with its global footprints. Bengal Group of Industries branches out in eight business categories ranging from- food processing, plastics, rubber & melamine, textile & apparels, power & energy, hospitality, building materials, infrastructure, electronics to media & entertainment. They are well-rooted in these eight sectors with adequate resources. 
Bengal Group commenced its voyage with a single hand operated plastic injection molding machine in a rented place in the old Dhaka by Morshed Alam back in 1969. After that, Bengal Group started working with a lot of products and services in 1971 to 2000 like the group took full-fledged initiatives in producing jute & textile spare parts for the very first time in Bangladesh right after the liberation war. In 1978, the group began to produce plastics durable goods specially focused on household products. In the year of 1980, when the industries like furniture, shoes, leather were facing barriers with adhesive components they brought the idea to invest in this sector to mitigate the problem. One of the successful businesses of Bengal Group is its plastics company which got registered as a limited company with the joint stock company in Dhaka Stock Exchange in 1981. In 1991, the group initiated the production of plastic hangers for apparel industries in Bangladesh. In 1998, Bengal Group brought a new idea to become a licensee of Schoeller Wavin System, Germany (the legendary manufacturer and designer of bottle crates for Coca-cola and Pepsi. Over time, the group achieved the recognition of the largest plastic processing plant in the country with a production capacity of 1.5Million hangers per day. The Bengal group commenced a new journey with the consideration of the environmental impact and to promote green energy by producing solar energy through establishing Power Utility Bangladesh Ltd. Their goal was to minimize the energy crisis of Bangladesh. In 2007, Bengal Group brought another venture concept with a view to preserve and promote the Bengali culture and this is how RTV was established. Now, it has its broadcast footprint expanded in Asia, the Middle East, Europe, USA, Australia and New Zealand. In 2011, Bengal Plastic Pipes Ltd. commenced its commercial operations in order to produce uPVC & HDPE pipes and uPVC doors in different shapes and sizes. They expanded their business operations in a wide variety of fields over the time. A few years back, they started their operations in the banking sector through Bengal Commercial Bank as well as cement industries by Bengal Cement Ltd. 
[image: ]

Bengal Group is one of the biggest plastics processing companies in the southeast Asian region which produce almost 1.5 million pieces of plastic apparel hangers, more than 500000 pieces of poly bags, 200000 meters of strapping bands, 100000 pieces of packaging tapes and 150000 pieces of woven sacks per day. Over the period since 1969 the group of companies has crossed a long way and expanded into the export market and earned recognition of ‘National Export Trophy’.
The companies of this group are privately owned and have expanded organically over the past five decades which have highly skilled 32000 employees across 28 factories and head office at present. They have established almost 100000 SQ FT (9.29) square meters of warehouse to support the logistics to distribute the products efficiently.  
This conglomerate has achieved global reputation for their excellence in building quality products for over 50years of manufacturing experience. They export their products in more than 60 countries in the US, Europe and Asia and in return they are contributing to earn foreign currencies for our country.  Bengal Group of Industries is also contributing to the national economy of Bangladesh by working in diversified sectors and in different countries by representing our country.  

















Management Team
Managerial process is divided into three tiers to ensure flawless and successful operations of the management team. The three tiers are-
· Top Management (responsible for making decision)
· Mid Management (responsible for supervision)
· Bottom Line Management (responsible for business operation)
 (
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Director -
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) Figure: Board of Directors (Bengal Group of Industries)




HR Team


Figure: The Structure of HR Department









 A summary of the Bengal Group of Companies including its factory locations and brands is given below-
	Industry
	Company
	Factory/Office Location

	1. Plastics, Rubber & Melamine 

	1. Bengal Plastics Ltd.
2. Bengal Polymerwares Ltd.

3. Bengal Windsor Thermoplastics Ltd.

4. Bengal Poly & Paper Sack Ltd. 

5. Bengal Adhesive & Chemicals Products Ltd.


6. Bengal Hamilton Metal Corp. 
7. Ltd.

8. Bengal Melamine Ltd.

9. Bengal Flexipack Ltd.

10. Bengal Retails Ltd.































11. Bengal Propack Ltd.



	Plant Location-
Zirabo, Savar, Dhaka


DEPZ
 ( Extension Area)

Domna, Kashimpur, Gazipur


Plant Location- Zirabo, Savar, Dhaka 


Factory - Plot 35,36,57,58 Adamjee EPZ, Adamjee Nagar, Naraynganj





1Pollabi, Mirpur-11,
2. Dhakkin Khan 
3.Banasree, Rampura
4. South Banasree, 
5. Gulshan - 1229 ,
6 Malibagh
7. Ibrahimpur
8. Tajmahal Road
9. Moghbazar
10. Mouchak, 
11.Shewrapara, 
12. Lalbagh
13. Green Road
14. Mirpur-1
15. RokeyaSarani
16. Mirpur-10
17. Salimullah Road
18. Mohammadia Housing Society
19. Rupnagar
20.Khilgaon 
21. Sector-11, Uttara, Dhaka.
22. Savar New Market
23. Gazipur
24. Sadar Thana Complex
Tangail
25.CK ghosh road, Mymensingh.
26. Chowmuhani
Noakhali
27. JamalpurSadar
28. Kachari road, Hathazari
Chittagong

Factory- Zirabo, Savar, Bangladesh


	2. Food Processing

	12. Romania Food & Beverage Ltd.




13. Lexus Biscuits Ltd




14. Feed & Fisheries Ltd.

	Factory- Domna, Kashimpur,Gazipur,Bangladesh
Office- Bengal Square, 437 Tejgaon, Dhaka-1208


Factory- Domna, Kashimpur,Gazipur,Bangladesh
Office- Bengal Square, 437 Tejgaon, Dhaka-1208



	3. Textile & Apparels

	15. Designer Fashion Ltd.



16. Euphoria Apparels Ltd




17. Designer Washing & Dyeing Ltd

	Factory- Gohail Bari, Shimulia, Ashulia, Savar, Dhaka
Office- House # 43/A, Road # 24, Gulshan 1, Dhaka-1212
Factory- Jamgora, Simultola, Ashulia, Savar, Dhaka
Office- Bengal Square , 437 Tejgaon Industrial Area,Dhaka-1208


	4. Media & Entertainment

	18. Bengal Media Corporation Ltd.



19. RTV
RTV Online News Portal

20. Look @ Me Magazine


	Office- 102 KaziNazrul Avenue, Kawranbazar.
 Dhaka-1215

Office- 102 KaziNazrul Avenue, Kawranbazar.
 Dhaka-1215


	5. Infrastructure & Development 

	21. Bengal Concept and Holdings Ltd


22. Structure Development Ltd.

23. Future Infrastructure Ltd
24. Bengal Cement Ltd.
	Office- Bengal House 75 Gulshan Avenue 
Gulshan-1, Dhaka

Office- Bengal House 75 Gulshan Avenue, Dhaka-1212



Head office- Richmond Concord, Gulshan 01, Dhaka
Factory- Barodi, Naraynganj, Dhaka

	6. Electronics, Power & Energy

	25. Linnex Electronics Ltd.




26. Bengal LPG Ltd







27. Bengal Renewable Energy Ltd


28. AJ Overseas Company Ltd.


	Factory-Domna, Kashimpur, Gazipur Dhaka
Office- Bengal Square, 437 Tejgaon , Dhaka-1208

FactoryShelabunia,Digraj,MonglaBagerhat, Bangladesh
Head Office- Bengal House 75 Gulshan Avenue, Dhaka-1212
Corporate Office- Richmond Concord, Level-7,68 Gulshan Avenue, Dhaka-1212

Corporate Office-  Bengal House 75 Gulshan Avenue, Dhaka-1212

Corporate Office-  Bengal House 75 Gulshan Avenue, Dhaka-1212


	7. Hospitality Services

	29. Bengal Hotel & Resorts Ltd

	Hotel Address- Tejgaon- Gulshan Link Road, Dhaka


	8. Banking Services

	30. Bengal Commercial Bank Ltd.

	Level 5-6, Khandker Tower,94 GulshanAvenue, Dhaka 1212




Values & Behavior
Bengal Group follows some values to motivate everyone who works for the organization. They believe in-
1. Innovation- Bengal group believe in making innovative products, methods, services/business models to cope with the technology and competitive business world.
2. Collaboration- Bengal Group works with the collaboration of a diversified workforce with a view to share knowledge and views with each other to generate a culture of employee engagement and business growth as well as to become more financially healthy.
3. Integrity- Bengal Group believes in maintaining integrity in their daily business operations to ensure the consistency and promised adherence to their employees’ strong moral and ethical principles and values. 
4. Quality- Bengal Group is strongly committed to ensure quality respectively in products, business operations, culture and performance.
5. Performance- Bengal Group believes that performance is in the core not only in smooth business operations but also in people. 
Goals
The goal of Bengal Group of Industries is to achieve the peak of success through satisfying their customers with quality products and services and always committed to ensure strong morals and values towards their set of goals.


Mission
The mission is to become responsible for constantly meeting the expectations of their customers and stakeholders by goodness in delivery, sustainability and quality in products & services.
[bookmark: _Toc113694870]8.2 Competitive Analysis
Competitive analysis is a strategic evaluation of determining the position of the companies in the industry among all other companies. This analysis assists organizations to identify the internal strength and weakness as well as external threats and opportunities. Competitors of the industry must be identified before conducting the competitive analysis because-
-The analysis will help the organization to find their barriers to overcome and scopes to grow in the near future in the market. 
-This analysis will help to determine its current market position and assist the management to formulate strong strategies to compete better among the competitors existing in the current market. 
-This competitive analysis will assist the management to formulate better and quality decisions regarding the overall business operations ranging from production to deliver the quality customer value along with managing the employees in a more organized and smooth way.
Some major competitors of The Bengal Group are The United Group, Meghna Group of Industries, ACI Ltd, PRAN RFL, Bashundhara Group, JMI Group, City Group, Akij Group and so on. There are many tools used to analyze the competitors but the widely used tool is SWOT analysis. SWOT stands for strength, weakness, opportunity and threats. The Bengal Group of Industries can find their internal strength and weakness factors as well as the external threat and opportunity factors that exist to have impact in the business. The Bengal Group can discover new ways to flourish their business both in short term and long term. This SWOT analysis will provide a snapshot of the competitiveness of this group of companies by comparing to that of its competitors. The SWOT analysis of The Bengal Group of Industries is given in the following-
Strengths of the Bengal Group
The Bengal Group has a strong presence in the market for their products and to serve the nation with quality products and services.
· Innovative Products and Process-This business conglomeration works with new innovative products and solutions to bring something new for their customers to keep pace with the changing demand. They have been working hard to bring new products and processes to make the business operations organized and concise. Employees are constantly learning and researching on how to do better in the business and increase productivity to earn more profit for the long term.
· Convenient Business Location- Location of their offices and factories are also convenient rather than other companies. Maximum number of factories are situated nearby the city and the head offices for different concerns are also situated in convenient locations so that employees can easily visit offices and factories frequently and on an emergency basis.
· Use of Modern Technology-The companies use the latest technology in their production as well as managing employees in a more organized and timely manner. They use HRIS (Human Resource Information Systems) to manage databases of each and every employee who is involved at different levels of activities of the overall businesses. They also use modern professional networking sites and platforms to source the right candidates at the right place in a short period of time. They use modern machineries in the factories to produce quality products at affordable prices to minimize the production time and cost. 
· Quality Production System-They are committed to ensure defect-free production of products and provide superior customer values so that customers can have the best quality values from the companies.
· People Friendly Environment - They are masters at cultivating good customer services and employees’ satisfaction by their friendly environment.
· Follow Rules and Regulations- They always abide by and committed to follow all the rules and regulations which are formulated and started to be followed by the Peoples’ Republic of Bangladesh, other concerned authorities and the executive body. 
· Efficient Employees-The Group of Industries hire highly experienced and efficient employees to the most sensitive positions in the management level in order to get the right direction for the business. They also provide standard training to develop the employees’ skills and qualification to grow themselves in a fast-paced environment to cope with the era of modern technology.
· Good Reputation- They have achieved many national and international awards and recognition from many international and local authorized bodies for their excellent contribution to improve the country’s economy.
· Availability of Capital and raw materials- The Group is concerned with their Supply Chain Management to source quality raw materials with proper demand and production analysis. They deploy demand and production planners to take care of this section of the business. They have enough capital for profitable business operations. 
· Well Defined Market Demand- They have great demand for their products both in local and global markets. They have expanded their business for various products in almost 60 countries in the world. They have many renowned business partners in many parts of the world for their products to meet the market demand. They are the suppliers of many well-recognized brands like Walmart. 
· Positive Brand Values – The Bengal Group was the first mover company in the plastics industries. They initiated the demand for the plastic household products. From the beginning, they have been working in this industry and have achieved a positive and strong position in the minds of customers. They have a very well-defined brand recognition for their plastic hangers at global level. They are constantly working really hard to bring new plastics products to make life easier and cost-effective.
Weaknesses of the Bengal Group
Though the Bengal Group has many strengths in the market, they also have some weaknesses to overcome to achieve better business operations and quality results in the near future.
· Expensive Raw Materials- The cost of raw materials is increasing rapidly day by day. As, the companies have to increase the price of the products to cover the extra cost of purchasing the raw materials. Customers also may lose interest in buying the products at extra prices. 
· Poor Distribution Network- Distribution network throughout the country of the Bengal Group is comparatively not as strong as the other competitors. There are many drawbacks in this channel for which they are lacking in creating a strong distribution network for their products.
· Inflexible Work Ethics- Flexibility in the workplace helps employees to boost up their productivity which results in great performance and organizational development. Workplace ethics should be flexible for employees to encourage them to grow their potential. 
· High Production Cost- The cost of production is higher than the actual quality of the products. The production team should work on this issue to minimize the production cost and increase the quality accordingly. 
· Centralized Authority- Centralized authority produces obstacles in the way of development. Because, the concerned department has to wait for any approval which will be granted by the top management. This takes time and includes many complicated processes to follow to make a decision. Sometimes, the head of the department has to make quick decisions to face challenging situations and has very little time to wait for the approval of top management. 
Opportunities for the Bengal Group
The Bengal Group has many opportunities for their business to grow and expand in the new markets as well as to serve a new base of customers.
· Low Labor Cost- The Bengal Group is one of the prominent domestic companies in our country. Many developed countries hire labor from our country to contribute to their economy as well as in our country economically. Being a local company, The Bengal Group can hire labor at low cost with high availability of this.
· Tax Free Import of Raw Materials- As the Bengal Group is continuously contributing to the country’s economy by representing the country at the global level so they can easily get some assistance from the governing bodies of The People’s Republic of Government. They are one of the highest tax paid companies in our country. They have opportunities to get benefitted by the government to source or import quality raw materials without paying any tax on them. 
· Generalized System of Preferences Facilities- The Bengal Group can avail the chance of getting GSP facilities as the group of industries is contributing in the economic development of our country by exporting products in many expanded markets to the major exported countries by creating new customers’ needs to be met. The Bengal Group can export their final products or raw materials to the GSP facilitated countries to gain tariff deduction. This trade preference program helps the developing countries to gain economic growth by providing the chance of expanding their markets in the USA and other GSP facilitated countries.
· Continuous Innovation- The Bengal Group has many opportunities to innovate new products and services to help resolve many problems by bringing new and updated solutions. 
· Less Competitors- The Bengal Group has less competitors in the local markets. There are fewer competitors in the same industries where The Bengal is currently working. So, this is an opportunity for them to compete better in the industries to bring new products and services.
· Product Line Expansion- There are many opportunities to expand the product lines in a broader area. The Bengal Group can add new products including updated features to the products. Romania food and beverage can add new products to their product lines to bring new and quality food and beverage items to increase the market share.
Threats for the Bengal Group
The Bengal Group may face some external threat which may possibly hamper the business operations and profits. The threats can be-
· Unrest Political Situation- External factors like political issues have great impact in the business environment. Unrest political situations like frequent riot, strike can hamper the commute of employees on their way to office as well as products or raw materials cannot be reached to the place. These will result in poor business operations and may cause severe problems to the organizations. 
· Globalization- Technology has helped people to stay connected with each other from different corners of the world. People can order quality products via online marketplace from different countries with the blessings of modern technology. People not only buy products for personal usage but also technology has made it possible for business organizations to purchase quality products from different parts of the world. 
· Inadequate supply of power- Adequate supply of power is required to produce the products at the right time in right amount. Power is another important ingredient of producing quality products. If the companies fail to ensure the adequate supply of power, then the production will get hampered and thus will result into low profit. Our country has a significant shortage of proper power supply so this can hamper the productions in the long run.
· Port Corruption- In many cases, many businesses who have to import or export products from another countries. And, for this they have to face many obstacles to get all the clearance and permissions from the concerned port authority. Sometimes, the concerned people who are associated with the port authority follow and practiced unlawful practices to get bribe from the companies. This can significantly have a negative impact in the operations of business. If the business faces this kind of similar situation then the delivery of products or raw materials will not take place at the right time as well as the management of the companies may possibly face extra monetary expenses to get the products delivery properly.
· Increased Textile Industries- Increasing number of textile industries can be a potential threat for the companies to compete with the same performance in the market. If they want to grow as an established textile companies among all other companies who are growing and already established then they have to spend more money and assets to make reach them in the competitive level.
· Insufficient and improper warehouse management- Warehouse management is another important aspect of the supply chain management for any companies. The Bengal Group of companies may potentially face a loss if they become fail to maintain the whole warehouse management. It is important to store all the produced products in a safe and sound place to ensure the quality and timely delivery to the ultimate destination. 
· Entrance of new competitors- Entrance of competitors has been a big threat for any business operations to keep the track in the market to satisfy the customers. New entrances always try to do the business in the moderated manner than the early comers in the market so that they can position themselves in the shortest period of time. As a result, the businesses who have already been the player in the market experience tough competition to combat the new comers. The Bengal Group of Industries has high potentials to experience competition from the new comers because many other companies have already entered into the industries with similar products and services like Meghna Group of Industries, Pran Group, City Group, Ifad Group, BasundharaGroup and so on. Many new local and foreign group of industries are continuously entering the market with diversified products and services.
· The increased bargaining power of suppliers- The number of bargaining of suppliers is increasing rapidly due to diversified products and to satisfy mass demand of customers. This can possibly be a big threat for the Bengal group of industries to negotiate the price for the production of the products and services with the suppliers of the raw materials. The suppliers also face price fluctuation due to the economic downturn. When the suppliers get the authority to bargain with the prices they don’t provide the quality raw materials and this turns into poor production.
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9. [bookmark: _Toc113694872]Objectives and methodology
Objective of the study is to find out the importance of managing employees in the right way to make them satisfied and increase their productivity to secure a superior standard of customer value. I have used both quantitative and qualitative methods to collect data and analyze them to find out the factors to complete the requirements of the study.  
[bookmark: _Toc113694873]9.1 Objectives
[bookmark: _heading=h.gjdgxs]Customer satisfaction is the center point of Bengal Group of Industries. Customers not only purchase their products or services as well as they receive a picture of the organization and their employees as well. Unlike every research the main objective of this research is to ensure employee satisfaction in order to attain customer satisfaction by delivering superior customer value. 
Customer value is the difference between the benefits that customers want to get from the products or the services and the expenditure they have to pay to get the benefits. Customers get the actual value when the amount of the benefits become larger than the costs they have to pay to get it. There are four types of customer value. These are- functional value, monetary value, social value and psychological value. Organization should first manage their employees to ensure proper delivery of quality customer services. This research will help Bengal Group of Industries to find their drawbacks as well as their strength in delivering proper customer value and will help new techniques to overcome those drawbacks to improve employees as well as customer service processes. Besides, there are some others objectives of this research on Bengal Group of Industries are-
· Identify the drawbacks which have been the obstacles of further development of Bengal Group of Industries.
· Determine the way or methods to overcome those identified obstacles and make the Bengal Group Industries more prosperous.
· To get an overall view of the relationship between employees and customers in order to achieve organizational targets for Bengal Group of Industries.
· How Bengal Group of Industries can improve employees’ skills and productivity to manage talents well for the delivery of superior customer value.
[bookmark: _Toc113694874]9.2 Methodology
Every research work must follow a method to collect the right type of data in the right way to generate the ultimate results in order to achieve the research objectives which can be used at the time of developing or changing any processes or making more effective and efficient decisions for the organizational development.
Data collection is the first step to conduct any methodology. Data collection is an extensive process of collecting important details of a topic in an organized manner. The collected data must be interesting which reveals the answers of the primary questions about the selected topic.  Data must be collected with maintaining proper integrity which may lead to credible data to analyze them and make credible outputs as well. Data are required because of-
· Terminating the possibilities of error
· Developing quality decision making for the future
· Constructing and applying new strategies with proper guidelines.
Type of data collection can be both qualitative and quantitative. 
Qualitative Data-Qualitative data are non-numerical data rather they are in the form of any words, sentences or verbal. These datasets are normally collected to gain the aspects, objectives or emotions of the specific topic. Such data are captured through in-depth or face to face interviews, focus group discussion, documents and more. Here, I used face to face interviews to get the picture of their customer services while taking interviews of candidates.
Quantitative Data-These types of data include numerical data sets which are analyzed with mathematical techniques to produce the ultimate results of the study. These data are normally gathered depending on scales like nominal, interval, ratio, ordinal. These data are more reliable and result - oriented rather than a quantitative method. Methods can be online or offline surveys, questionnaire, observations, structured interview, experiments and so on. Here, I both use observations and surveys to gather data.
Data are of two types. One is primary data and second is secondary data.
Primary Data-Primary data are raw data which is basically collected directly from the individuals. Though collection of primary data may take time, these are more authentic and correct. I collected primary data by observation of the number of candidates who were called to participate in the interview for various vacant positions and the actual number of candidates who came to join the interview for the job. Here, candidates are also considered as customers because they are also getting job facilities from the organizations. Also, I collect data through conducting a survey over telephone to get feedback on the job interview they participated in. 
Secondary Data-Secondary data are also known as second-hand data because these data are already used, analyzed and produced output by someone.  These data can be collected from online reports like – Annual sales meeting reports, articles, newspapers, journals, research papers or from different portals which have already got published to serve the ultimate purpose. I went through many articles and online portals to gather secondary data to have better research work which may lead to making the right decisions and taking the right way to meet the objectives of the research. 
Data Analysis-Data analysis is the main portion of the research work to produce the output and to take necessary steps to the issues or make the right decisions. Here, I will present the ratio of the candidates who were supposed to participate and the number of actual candidates. 
I have collected quantitative the data to conduct a research.  The results are generated based on the ratio of the candidates who showed interest to join interview and the actual number of candidates who joined the interview to figure out the employees’ interest in Bengal Group. This illustrates the superior employee services of Bengal Group which make potential candidates interested to establish career here. 
	Position
	Number of candidates supposed to join the Interview
	Actual Candidates Joined the interview
	Ratio
	Remarks

	Material Management & Procurement) & Assist Manager/Sr. Principal Officer
	15
	10
	66.67%
	Average

	Sr. Executive (Internal Audit)


	23
	16
	69.57%
	Average

	Digital Marketing
Asst. Manager

	3
	2
	90%
	Satisfactory

	Sales & Marketing Executive
	5
	3
	80%
	Satisfactory

	Senior executive (19) and officer (5) –Compliance
	24
	11
	45.83%
	Average

	Sales Promotion Officer
	10
	9
	90%
	Satisfactory

	Deputy Manager/Assist Manager- Store
	25
	23
	92%
	Satisfactory



Here, the ratio of these data is divided into three portions including a range. Details are given below-
· The output ranging from 0%-40% has been considered as poor results.
· The output ranging from 41%-70% has been considered as average results.
· The output ranging from 71%-100% has been considered as satisfactory results. 
So, it can be concluded that communication with potential candidates needs some improvements to get the candidates convinced for joining the job interview. Customers are getting average values from the organizations.
Next, I conduct another method to collect qualitative data to conduct an online survey by sending candidates’ an online questionnaire to get their feedback on the interview for the job position.
There, I included some relevant questions in the questionnaire to get their feedback and their interview experience with the organization.
The questionnaire included some of the following questions and there were three options- yes, no, average which are given below-
1. Do you like the structure of the interview followed by the interviewer?

2. Do you like the scheduling of the interview?


3. Did you have to face any difficulties to make time to join the interview?

4. The questions asked in the interview were easy to relate with your study and work field?


5. The interviewers were understanding?

6. The questions asked by the interviewers were stressful to answer?


7. The questions you asked to know during the interview were properly answered?

8. The facial impression and behavior of the interviewers were cooperating?


9. Was the whole process of conducting the interview very helpful?


10.  The interview experience was amazing?
Response of the survey was good, almost 70% of candidates were satisfied and received the right experience from the human resource department. Most candidates were quite satisfied with the interview process which starts from the first interactions with candidates through informing and inviting them to join the interview session.  
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Improvements should be taken to eliminate the problems and increase the possibilities of ensuing better customer values. Candidates who are interested in getting a job are also potential customers for the organization. Organizations should keep a caring eye to give them a good candidate experience as well. They are also consumers and they need to get the products and services to satisfy their needs. For example- The food and beverage unit of The Bengal Group requires more customers to achieve the sales targets so they can also target these candidates as their customer base to find a new customer base for the products. Employee engagement in ensuring quality customer value is interlinked to improve the business growth. 
Employees who are responsible for getting feedback and complaints from customers should always be encouraged to give their best effort and contribution to take proper care of the valuable customers and be cooperative to solve the problem promptly faced by the customers and take proper steps to achieve their requirements. 
From the annual sales report of The Bengal Windsor Thermoplastics Ltd, I found that they were unable to make profits as much as they made in the earlier years. There can be many reasons behind these falls. On the other hand, Romania food and beverage is also not making enough profits to be stable in the market which is leading to generate loss instead of producing profits for the organizations. 
There are some other findings of the study is described below-
Employees are getting less weekends and holidays which they are supposed to get. According to a recent study, employees become more productive and motivated when they get proper days off to relax. Employees who work 6days a week are practically less motivated and become exhausted which turns low productivity and further turns into less business operations. Rather, employees who get enough days off tend to have more productivity in the workplace and perform their best to achieve the job responsibilities. 
Employees are not adequately trained to manage other employees as well as their customers which generates loss to the business. Because, customers and employees both want to be treated in the right manner. 
Most of the employees are not satisfied with the amount of remuneration they are getting from the organization through doing their jobs. They need proper valuation of their jobs to become motivated.  
Customers should be the focal point of any business to serve them with the products and services. Employees play a vital role in this to serve them well. Most of the employees are not properly customer-centric which results in losing customer base. This is absolutely right to become business oriented but there is no guarantee to achieve consistent business profit if the business is not considered with the customers’ requirements.
Organizations must be conscious about hiring the right candidates for the right job. If they hire less qualified candidates just because of the reason of paying less salary then the organization has to suffer in the long run. Employees who are directly related with the recruitment of the candidates must be trained and well-grounded with proper hiring techniques to identify the key performance indicators which goes perfectly with the job requirements. Otherwise, the candidates will fail to deliver their right set of skills required to get the job done which results in poor work performance and the growth of the business will also be hampered. Customer satisfaction is the main purpose of business and if the organization fails to do it then the business will automatically fail to attain the target. 
[image: What makes a company successful? | Happy employees, Work from home jobs,  Veterinarian technician]
Employees who are determined and careful about the customer value will be the right fit candidate for full-filling their unmet demand with the right strategies at the right time and in the right place.  Customers require to feel confident that the employees are working hard and in an effective manner to provide them the desired outcomes.  Right candidate with right skills should be hired, because- 
· Right candidates save time and many valuable resources for the organization as they are experts in a specific area and have vast knowledge on the work process and they always try to improve their skills sets to show their quality performance in the workplace. 
· Right candidates with right skills also contribute to decreasing excessive workload. For example- if a team fails to meet the deadline for the assigned projects/assignments they need a teammate who has proper time management skills with proven time management skills. 
· Candidates with the right skills and qualifications have better understanding of critical problems as well as their solutions and have innovative ideas to introduce a new way to do a complicated job which may result in quality output of the work. For example- Technology has become an integral part of our lives respectively from personal life to professional life. So, candidates who have sound IT skills can grow faster in his/her career than the employees’ who don’t have much knowledge and also will make the workflow more accurate and fluent.  
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The organization should adopt some changes or development in managing employees in a more efficient and effective way to improve the delivery of superior customer value. The process of managing employees starts from hiring to till his/her tenure. Organizations must hire the right candidate for the right position who can be able to deliver the right set of skills at the right place at the right time. Organizations can adopt new strategies to adjust with the changing business environment. Some recommendations are discussed below-
Follow Data-driven Recruitment Model- Organization can adopt data driven recruitment model to develop talent strategy. Data-driven recruitment models help the recruiter to hire the right candidates for the right position. This recruitment strategy assists organizations to align the business to achieve long-term goals. Recruiter must source the right candidates for the position so that the candidate can excel his/her best performance with the application of skills and other qualities. If the organization hires a candidate for the position of customer service executive on a very urgent basis but the candidate isn’t actually suitable for the post as the candidate cannot work under pressure also cannot be patient which is required to perform the job. Then, the customers will get poor services from him/her which will result in a poor brand image of the organization. Organization will gradually start losing market share which will hamper the overall business operations and the financial health. This strategy will also help the organization to plan human resources according to the organizational and operational needs which will make the process easier to manage them properly.  
Follow Psychometric Test for Hiring- Psychometric assessment is an effective tool which evaluates the psychological attributes of a person. These help companies to achieve an in-depth insight into the evaluation of candidates and assist in selecting a perfect match for the required job. These assessment techniques help businesses to discover important information about the aptitude, personality traits, abilities, intelligence and behavioral style of an individual. Apart from this, these assessment methods can assess someone’s thinking process, reactions and respond to various and changing situations.
Companies get a clear picture of a potential candidates’ strengths and weaknesses. Also, they can easily identify whether she/he will fit in the team and culture. Top notch companies can easily determine the candidates’ cultural fit with the organizational culture. The most widely used psychometric personality model which is applied by most of the renowned companies is the Myers-Briggs Test. As per the renowned publisher of Myers-Briggs test most of the top companies in the world utilize the MBTI test to have knowledge on the performance of employees in the workplace.  
There is another assessment tool named as ‘Mettl Personality Profiler’ (MPP). This assessment tool helps companies in retaining critical information about employees’ personality traits that affects their behaviors in the workplace. Mettl Personality Profiler concentrates on relevant personality traits, necessary competencies and skills with a view to hiring, training and development, promotion, team building and others. MPP was designed along the lines of the five factors model which categorizes individuals based on five broad personality traits namely- extraversion, agreeableness, openness, conscientiousness and neuroticism. 
Different tools of psychometric test are used to evaluate-
· The right employees by assessing their practical skills sets.
· A strategic plan to manage a multi-generational workforce, team restructuring and promotion.
· To determine high potential candidates from its present team to extend the business into new areas.
· To measure the knowledge, skills and behaviors of existing employees’ adaptability to the organization’s changing culture.
· The traits such as emotional control, customer service orientation and expressing such unwanted traits as workplace conflict/gender sensitivity.
· Candidate’s behavioral and managerial skills and the ability to manage situations in the workplace. 
· Logical reasoning to determine quantitative ability, verbal perception and communication skills, Personality test to measure strengths, weakness, knowledge, behaviors and work-related aptitude. 
· Cognitive competencies and workplace adaptability.

Experienced managers can quickly identify the right person in the right place with the help of these evaluation tools and techniques with minimum cost and quickly. Companies can apply different psychometric personality test tools to obtain the right candidates and to make the recruitment process fair and reliable than earlier days. When candidates are placed in the right place at the right time in the organization that results in more profits and flourish operations of the business
Performance management and motivation- Performance management not only helps to improve profit margin but also it contributes to the organization to improve employees’ core performances which leads to productive business operations. Effective performance management helps employees to get motivated towards accomplishing the target as well as be more committed to their customers along with the organizational goals. 
Performance management generates a way to enforce the employees’ growth and enrichment. If the employees are provided frequent guidelines or training from the management besides periodic review, this will result in stronger relationships to generate better development outcomes as well as they will do their best to serve the customers with more care so that customers provide positive feedback about them.
There may be some useful guidelines which can possibly manage employees’ performance effectively-
· Give attention to the overall business objectives- The pinpoint of any business activities is to make their customers satisfied with their products and services.  Employees become motivated when they get the right rewards for their performance as well as when they can clearly understand the business objectives. Management should educate employees with the mission, vision and goals of the organization because this lets the employee introduce many new ideas to solve the problems to achieve the goal.
· Supervise the work performance of employees routinely- Management should keep the employees in the communication process to supervise their work. They should monitor that the employees are doing their best to accomplish their job responsibilities and these are adding value to the organizational development consistently.  
· Measure and adopt- The main part of performance management is to track the progression of the employees. Employers can easily find out the gap in the performance of an employee by tracking the progression. Management should keep all data related to evaluate performance of employees. If they figure out any negative difference between their projected standards for performance of the employees, then they should take effective steps to minimize the difference and help employees to overcome the gap as soon as possible. 
Plan and Conduct Effective Training and Development Programs-Many different companies from all over the world arrange different training and development programs for the growth of the employees’ performance.  The Bengal Group also follows this practice to make their employees efficient and skilled for the companies they are working for. The Bengal Group has taken initiative to run two effective leadership programs for newly graduated students- 1. Management Trainee Officer and 2. Bengal Internship Program. They provide professional training to project both soft and technical skills to the future leaders.   Training and development team of the Human Resource Department should focus more to improve the training plan so that these freshmen can get benefitted and provide positive feedback about them which will result in customer satisfaction as these future leaders are also considered as the customers for the organization. 
Training and development team should plan and conduct frequent training sessions as well as proper assessment to identify the gap between the projected skills and the actual performance. They should conduct as much as training sessions required to the employees who are directly related to serving customers and providing customer services. If employees are trained and groomed in a proper way then they will feel motivated and committed to their jobs and will be more caring agents for customers to ensure superior value to the customers. 
Employees are to be made skilled with the right skills to perform their job with full performance. Otherwise, poor performance will bring poor feedback from the management or customers and will eventually demotivate them from doing their job.  
According to Wagner 2000, Companies which are willing to invest money and time on training and development have more employee satisfaction and comparatively less employee turnover than the companies which are not interested.  Employees who feel valued and feel that the organization is constantly putting efforts to improve themselves have higher commitment with the organization and their job responsibility which impart great performance for the organization which helps the organization to achieve customer satisfaction. 
When the employees become well-trained they tend to export their best performance which adds more value to customers. When the production team becomes trained on how to make quality products at affordable costing then they become able to provide the quality products with greater benefits against selling the products at affordable prices. When customers get quality products/service at a reasonable price they become loyal to the brand or identity and be satisfied with getting superior value from the organization.
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Figure: Trained employees generate superior customer value

Employees should be rewarded for their good performance- When employees get rewarded for their higher performance they feel more motivated and satisfied with the organization. Employees perform their jobs in order to add value to the organization and in return the organization adds value to the employees by recognizing employees’ effort through rewarding them with intrinsic and extrinsic benefits. The group should be more aware of properly rewarding their employees to keep them stay motivated and be constant with their workflow. Employees can get motivation even if they are greeted well for their good doing or their special days like their birthdays. Human Resource Management should take initiative to celebrate the employees’ special days by greeting them. 
Educate employees’ about customer value and satisfaction-Each employee should have knowledge on customer value and satisfaction to ensure superior quality of the products to satisfy their unmet demand. Customers touch points with the organization when their needs are generated. Customers search for the right organization or brand which can successfully satisfy their needs by delivering superior value. Customers not only purchase the products but also they have a picture of the employees of the organization. Each employee should contribute their skills and knowledge on improving product or service value for customers. 
Ensure a friendly and sharing environment for employees- The Bengal Group should ensure a friendly and sharing workplace where every employee can have the freedom to share their ideas or observations respectively of the industry, markets or customers in order to improve the quality of products and services to cope up with the customers’ changing demand. Management should look after the issues faced by the employees and take necessary steps to mitigate them as soon as possible with better solutions. Employees feel motivated and satisfied when they feel that the management is concerned with their well beings. Employees don’t prefer to work in a strict environment where the freedom of speech is restricted by the management rather they feel satisfied when they are being looked after by them. 
As, Bengal is a group of industries so they have more than 30 concerns in their industries and have more than 36000 employees including 28 factories and head offices. So, it is very complicated to manage all employees and solve all their issues. Employees who are placed in the factories should be engaged and communicate well with the management and Human Resource Management Department in order to minimize the tendency of occurring conflicts among the laborers and employees which may lead to poor production and may possibly hamper the growth of the business. The management should consider them with special concern to deal with their complicated issues to solve and take necessary steps to stop the issue from occurring any further and ensure smooth business and production flow.
Increase employee engagement with customers- Organizations should work for the development of the engagement of employees and customers. Employees should get engaged with their customers to get feedback from them and take initiatives to solve their queries and provide the right value for them. Customers are not only the people who just buy products or services of an organization but also the employees who get the benefits and who work heart and soul to help the management achieve the goal. Employees and stakeholders of an organization are also considered as customers to the Human Resource Department and the top management. They should also ensure that employees are well aligned with the HR Department and the management which can make the process of ensuring superior value for the customers. For example- Linnex Electronics Bangladesh Ltd. is a concern of the Bengal Group. This brand has come up with new features for their brand which can be explained thoroughly to the customers by the production team. So, the customer care department can work along with the production team to deliver better customer service to them. Customer relationship department is not only responsible for delivering customer value but also employees from various departments who are related to produce the products are also responsible for this. So, employees should be engaged with customers to get better customer feedback by delivering better quality value.
[bookmark: _heading=h.30j0zll]Increase cross functional collaboration of employees-Cross-cultural collaboration with different departments increase interaction with employees and this leads to many important discussions with them. Employees from different backgrounds and departments have a variety of knowledge and ideas. Production department can work with the sales marketing department to get a better view of the products which are used by the customers. By doing this, the production team can improve the quality of the products to provide the customers their expected value. Not only that, when employees from different departments work in together they can possibly improve their skills like communication, team playing, interpersonal skills and so on. When employees of different departments share work in a collaborative manner they get the chance to develop their interpersonal skills which may significantly help the employees to interact better with customers to get in touch with them and better understand their needs.
Interpersonal relationships with employees and management are so important that employees need mentors to guide them in their careers stages to grow. But due to the crisis in the economy and labor markets organizations are also experiencing a crisis in mentoring employees who actually work for them and with them. Organizations can make employees satisfied with their work by leading them to gain personal and professional capabilities. If employees feel that the management is deeply concerned about their capabilities and contributions they will become more productive and engaged committedly.
[bookmark: _heading=h.8s2rql3qnsno]Companies need to identify the number of roles and make sure these roles are well distributed across the top initiatives. Next, they should maintain tools to measure progression then they see execution which determines programs to develop the capabilities. 

12. [bookmark: _Toc113694879]Conclusion
Business organizations must need to hire the right candidates who is fit for the organizations and can contribute their right effort for the organization with a view to achieve the organizational goals and continuously provide the efforts for the growth of the business. The Bengal Group of Industries has variety of business in different industries from food and beverage to textile industries. They should contribute more efforts to increase the quality in the overall business operations to provide more working friendly environment to their employees and ensure quality customer service so that they can identify the gap between the market demand and their production. 
The Bengal Group of Industries work hard to ensure a safe and friendly working environment to their employees and they are always concerned with the well-being of each and every employees. Employees should well managed to provide the superior customer value for its customers. Employees are involved almost in every aspect of a business from productions to the delivery of those products to its customers. They are also responsible for delivering and ensuring superior quality in its customer services. Customers get a picture of the organization through the attitude, gesture and behavior of the employees of that organization. Employees are responsible to represent the brand or business identity in the hearts’ of the valuable customers. So, the management and the Human Resource Department should focus more on the employees during selecting them for the organization and always keep in touch with them to create well relationship with them so that they can have a feel of expressing their thoughts and ideas about the business and they should contribute more on motivating them with proper measurements so that they can contribute their best effort in the business and that produce quality business performance to make higher profit. 
The management and HR Department of the Bengal Group of Industries should consider their employees and customers with the same concern and care to ensure that they are making their promises true to their valuable customers by providing customer friendly environment.
[bookmark: _heading=h.4r395squ9hdz][bookmark: _heading=h.xyu2fkwu5lzy][bookmark: _heading=h.6zgk6a78wni6]Happy employees are tended to be more committed than the unhappy employees. So, it is the responsibility of the business organization to make their employees happy and motivated with their working environment and other benefits they are providing them. They should consider employees as important resources of their organizations. They are also part of the customer base of the organizations because they also providing their mental and physical efforts to the organizations in order to carry out their job responsibilities so the HR Department should consider the employees as their customers and they should follow and set effective measure to manage them with all the possible benefits to ensure employees’ well-being. 
This internship report is on the topic of the managing employees properly in order to ensure the superior customer value for the organization. Here, the main summary is to explain that employees and customers are inter-linked when it comes to provide quality customer value. Employees become happy when they are well-treated and motivated and are committed towards the organizational goal to attain with the best performance. In the report, I have explained how the Bengal Group of Industries can improve their strategies to hire the right candidates for the right place to ensure the best quality customer value to satisfy their needs in the better way and how can they improve the performance of the employees to keep them motivated towards attaining the business goal as well as the main purpose the any business of satisfying the customers by delivering superior value to them.
The Bengal Group of Industries should improve their strategies to managing the employees and improve their business performance in order to cope with the changing and diversified marketplace to stand themselves out of the crowd. The most important strategies should be formulated during the recruitment process to hire the right candidates with right business acumen to carry out their responsibilities. If the employees become satisfied with the organization this will reflect through the happy customers by getting superior value from the organizations.
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