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Executive Summary

The project has been set up with a reason for giving an examination of general consumer experience and functional learning of general exercises of Daraz Bangladesh. Daraz Bangladesh is essentially an e-commerce firm which gives convenient online shopping opportunity to its buyers and an online showroom to its sellers. The organization trusts that the e-commerce segment in Bangladesh will blast in not so distant future in view of technological progression and accessibility of web. Thusly, it chose to get the early market in the business so it can pick up clients validity and has the first mover advantage. Nevertheless, considering some critical components like the time of delivery, product quality, value creation and price which are identified with consumer experience are analyzed thoroughly in this report by gathering information from primary and secondary sources. The sources contained reviewing clients, surveying customers, site substances, write-ups and meeting with existing representatives. This report has explored every one of the data gathered from different sources that comprehended the primary factors that are influencing the organization's consumer experience level which empowered some discoveries of viable proposals to expand consumer experience level. Some of the findings from this research include how customers find elements such as, promise fulfillment, online platform design, payment system etc. important. This study has identified five key variables for online shopping organization that include Service quality/Reliability, Product quality, Shopping experience, Delivery Experience, and Refund Policy. The level of their expectation regarding such factors has been measured by an importance scale. Thus, from this report, which factors play the biggest role in shaping their customers experience level. Based on the findings, several recommendations are suggested. 
Keywords: online shopping, quality, refund policy, shopping experience, Daraz, Bangladesh
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Chapter One

INTRODUCTION
Introduction 

First of all, Daraz is one of the well-known online market places in South Asia. In South Asia, it is gathering a lot of consumers from a number of countries such as Bangladesh, Myanmar, Nepal, Pakistan, and so on. From the beginning of the Daraz, it was established in Pakistan as an online merchandiser shop.  In general, the creator of Daraz is Muneeb Mayer. In addition, it is doing well from the establishment in 2012 in Pakistan.  Apart from that, Daraz is a Chinese-owned online marketplace that operates in South Asia spontaneously. 
Commonly, it was founded in 2012 by the German company Rocket Internet. In May 2016, the Chinese company, Alibaba Group bought Daraz. In 2015, it started operations in Bangladesh and Myanmar. Currently, it is accomplishing good in the online market place in Bangladesh as well as other nations. In the present day, Daraz promotes a lot of brands for the new generation. Each staff can be sold the Daraz. People are getting an advantage from Daraz because of it provides unique and promising products to online customers. Moreover, Daraz gives the benefit to the employees. In particular, this company has some rules and regulations that each of the employees has to maintain according to Daraz. Daraz has given unique buying flavor to everyone in the online market of the world. In addition, it has a lot of competition around the world. In the present day In Bangladesh, it runs its business too spotlessly. 
Daraz's claim to fame is select items and bargains and they have as of now effectively joined forces with major nearby brands such as Happiness, Bata, Apex and Yellow as well as with tech monsters Ensemble, Samsung and Butterfly. In addition, it has certainly taken the e-commerce showcase by storm with the site pulling in around two million guests each month. In addition to Daraz has extended its development thrust in Bangladesh. The company says it as of now has centers in thirty-three areas within Bangladesh. It has built the biggest sorting center of the nation in Dhaka and collection focuses over the nation.
In particular, it is giving services in many remote areas of those nations. It works as a trustee between consumer and salesperson. In Bangladesh, a lot of consumers buys the products of Daraz. Daraz has an advantage for the consumers it has an app and informative selling website. Daraz focuses on middle-class families' buying expectancy. Also, it provides expensive products for the elite class people of Bangladesh. Generally, Daraz has a lot of sellers and each day newbie sellers are joining in the Daraz. As well, Daraz invests on their sellers grooming and assist them to comprehend and accumulate. It is upgrading its management and strategy by the strong initiative of the authority of Daraz. Subsequently, it is performing well by taking a proper marketing strategy and procedure appropriately not only in Bangladesh but also in overseas nations. Paradoxically, online marketing or e-commerce would be the landmark of building digital Bangladesh. Above and beyond, Daraz has a website in Bangladesh which is known as dara.com.bd, and as well Daraz provides various websites contents in view of the company. 
The motivation of the Study

According to the motivation of the study, this study explores the diverse section of the online shopping company Daraz. This research project, the current study is an endeavor to discover the important aspects that encourage employees, and it informs that has the connection between compensation, acknowledgement and enthusiasm while operating within Daraz. Moreover, all information would be collected from the various relevant source of the Internet such as informative websites, news articles, and so on. In this paper, numerous aspects would be discussed such as mission, core values, employment conditions, executive committee and so on. 

To emphasize, the information would be obtained from staffers of different kind of associations to progress a broad presentation of the sectorial writing. According to motivation, strong and applicable motivation would make good employees. By and large, this content will emphasize and highlight several sections of the organization. In particular, a lot of factors are associated with the motivation of the study for example intention to encounter the challenge in understanding the unsolved issues, service to the community, get honesty, bring diligent satisfaction of accomplishing some productive task and so on.

The objective of the Study

The wide objectives of my research are to explore the organizational strategy of Daraz. In a short time, this is the largest online shopping or e-commerce site in Bangladesh. Moreover, spontaneously performing well in other nations such as Pakistan, Nepal and so on. 
Following are the objectives of the study according to Daraz Bangladesh Ltd
· To know the core value, strength and competencies of the Daraz Bangladesh Ltd

· To comprehend the missions of Daraz Bangladesh Ltd

· To find out the organizational activities of Daraz Bangladesh Ltd

· To know the human resource management of Daraz Bangladesh Ltd

· To recognize the products and service of the Daraz Bangladesh Ltd

Scope and Limitation of the Study

On the subject of my research project intends to give a contemplation of research in Daraz Bangladesh Ltd. Besides, the objective is to attain logical information from the Daraz Bangladesh Ltd. In addition, comprehending the organizational environment of various sections of Daraz Bangladesh Ltd. In this research project, I have attempted to come up with the comprehensive organizational strategies of Daraz Bangladesh Ltd. Subsequently, I have tried to find out some remedy of these aspects according to Daraz Bangladesh Ltd. 

Significant of the Study

According to this research, I have attained some conceivable information from the experience of the research. This research would cover the field of an e-commerce company Daraz Bangladesh Ltd. This research would find out the organizational management, values, mission, and much more things of the Daraz Bangladesh Ltd. Similarly, the paper has been concentrated in finding numerous section of the Daraz Bangladesh Ltd. From this time, the Daraz Bangladesh Ltd can also have the obvious indication about what common consumers need and do not need. Furthermore, it has a strong initiative in the field of management and aims of the company. So, I have to be more concern in my research on these given areas. 

Organizations of the Remaining Chapter 

Commonly, organizations would help me to cover the remaining chapter. I would cover the core value, core strength and core competencies. After that, I go with the mission of Daraz Bangladesh Ltd. Also, I focus on commitment to clients, product and service of Daraz Bangladesh Ltd. Moreover, I give my attention to the broad of directors, management team, executive committee, and corporate social responsibility. I would like to say, lastly, I will emphasis on a literature review of the content, study variable, and theoretical framework of the Daraz Bangladesh Ltd.

Chapter Two

ORGANIZATIONAL PROFILE
Introduction and Company Overview
To begin with, Daraz Bangladesh Limited had startup its business from Rocket Internet Group, also Rocket Internet Group is known as the parent of Daraz Bangladesh Limited. Above and beyond, it was trying to build its market in progressive Bangladeshi local demand. Bangladesh is a developing country with tremendous prospects for improvement. It is a great put to invest resources into. Notwithstanding, the world is moving but Bangladesh appears to be enduring its conditions for what it has. Be that as it may, an alter appears to be coming our way as businesses are planning to go the online world and typically expanding the efficiency of online marketing. Daraz gets forward in the local upgrading online shopping of Bangladesh.

Daraz Bangladesh Ltd runs an online-based business in the local market Bangladesh. It is one kind of online shopping mall where people can find anything clothes to grocery items. Moreover, it is selling some IT and electronic products according to Daraz Bangladesh Ltd. Presently; it has gotten to be accessible all over within the world with the assistance of globalization and expanding advancement. In Bangladesh, online business or e-commerce is getting an entirety modern to advertise to function on.

To emphasize, Bangladesh has a gigantic number of individuals who drag in an impressive degree of sellers to offer their things. Nevertheless, still, an expansive portion of our populace is uninformed of the online shopping options and has to be prepared on utilizing it. Moreover, a tremendous segment of individuals has no thought concerning the utilization of web and this has ended up a challenge for the online businesses. Bangladeshi people are getting more close to online shopping because busy life creates issues. Daraz builds a connection with the people of Bangladesh. Nowadays, people can buy any products by using their multimedia phone. 

Daraz Bangladesh Ltd permits its consumer to welcome astonishing shopping encounters with their request sent specifically to their doorstep. They are tirelessly extending out their degree to solidify the most recent contraptions, styles and items. Daraz tries to focus on fulfilling all classes' customers demand. In that case, Daraz makes diverse rates of each. Generally, the middle of the class and the young generation can get benefits from the reasonable price of Daraz Bangladesh Ltd.

Daraz wants to increase its market in online Bangladeshi consumers. Dedication and relevant service of the employees prepare Daraz a hope for online clients. In addition, Daraz always attempts to consumer's feel prosperous and they making all services and payment system easy and applicable for instance: Daraz Bangladesh Ltd has Bkash, Rocket, and government owned Nagad and other mobile banking payment systems addition to credit card, and banking system. Also, Daraz provides cashback system within 7 days. Hence, Daraz is getting progress in the profitable online business sites not only Bangladesh but also other marketing nations according to the international business of Daraz.   

Core Values 

First of all, Daraz Bangladesh Ltd is one of the prominent e-commerce markets of Bangladesh. Besides, it has given excellent effort to build a reliable market in Bangladesh. To emphasis on the core value of Daraz Bangladesh Ltd. It provides honesty, accountability, commitment to customers, trust, and integrity and so on. According to customer commitment of Daraz Bangladesh Ltd, it believes in providing the best to online customers, vendors and community of Bangladesh. Daraz Bangladesh Ltd believes in trust and mutual understanding of the customer as well as the seller. In particular, honesty takes the most important part of Daraz Bangladesh Ltd's core values. Daraz Bangladesh Ltd always tries to maintain integrity with consumers. Daraz Bangladesh Ltd deals with online or e-commerce customers spontaneously. In that case, the core value is visible in the Daraz Bangladesh Ltd. Customer's motivation and satisfaction is related to the core values of e-commerce marketing site Daraz Bangladesh Ltd. This company is trying to give proper services to online customers of Bangladesh. Also, it is earning prosperity in the optimistic online business field of Bangladesh. 

Core Strengths 

In the beginning, Core strengths are too important in any expanded company. Online and e-commerce company Daraz has some core strengths according to its international services and nation wise in South Asia and additional region. Moreover, Daraz Bangladesh Ltd has a lot of core strengths such as creativity, patience, dedication, respectfulness, dedication, optimism and so on. In addition to Daraz Bangladesh Ltd has a respectfulness attitude to customers and seller of the company. Daraz Bangladesh Ltd tries to give appropriate support to the employees of the company. Excellent dedication of the officials in Daraz Bangladesh Ltd makes this company unique and understanding of the people of Bangladesh. It's giving dedicated employees these are good in service to the customer. According to the positiveness of the customer, we have found they are professional and loveable to the company. By and large, this Company includes costiveness, benevolence, stability, compassion, or morality based on the core strengths of Daraz Bangladesh Ltd. in addition, the board of directors and management play the vital role empowering this company.
Over the past a few years, the company has pushed development through a combination of the development of its scope and a downpour of tireless offers, vouchers, and rebates. As a result, it has been able to realize development numbers that are more noteworthy than almost all other ecommerce players within the advertising. Whereas the persistent thrust of offers and rebates made a difference Daraz to develop its numbers, the company endures from a need of notoriety within the advertising. In addition, Complaints against item and benefit quality are wild.
Core Competencies 
Daraz Bangladesh Ltd is going forward in the e-commerce site of Bangladesh. Core Competency of Daraz Bangladesh Ltd could be a profound capability that empowers this online marketing company to convey one of kind esteem to clients. In addition, it encapsulates an organization's collective learning, especially of how to arrange differing generation abilities and coordinated different innovations. To focus on the Core competencies of Daraz Bangladesh Ltd are professionalism, good communication skills, clever, and successful marketing. According to good communication skills, Daraz Bangladesh Ltd has always communicated well with the customer of an e-commerce site in Bangladesh. As well, it is doing successful marketing in the online selling sites of Bangladesh. Online selling is not easy in Bangladesh like country. Daraz has good team-building skills of the employees. Daraz has managed the performance of company's staffs. According to core competencies, Daraz has a legal team in Bangladesh. As well, it gives access to a variety of marketers of the nation.  However, Daraz is trying to do good in Bangladeshi e-commerce business in a promising way. 

Mission 

To start with, The Company’s mission is to come to be the world’s biggest e-commerce stage exterior USA as well as China. In addition to Daraz distinguishes modern trade models, undiscovered markets and business visionaries. Sustain them and attempt to set up the commerce. According to the mission of Daraz Bangladesh Ltd, this company wants to build business potential in Bangladesh. Also, wants to enroll all classes’ customers from Bangladesh. To focus on the competitors, Daraz Bangladesh Ltd prefers to grab the local progressive e-commerce market accordingly. Besides, Daraz Bangladesh Ltd goes with the local demand and upgrading of the market as far as possible. In addition, this Company seeks to get online customers attention by providing some successful selling purpose such as display of potential products, strong advocacy, and experiment and so on. As a result, Daraz Bangladesh Ltd goes forward to bring the attainable improvement and implement future projects according to follow the rules and regulations of the company. It has started Daraz Village project for implementing future purpose and connecting with remote people properly.
According to Daraz Village project, the main purpose of the project, Daraz Village, is to connect the rural people with e-commerce and gain their trust. Free Wi-Fi zones are being made in countryside markets to assist clients and dealers pick up to get to Daraz online shopping in Bangladesh. One of the greatest benefits of Daraz Village is that the clients can appreciate the most excellent items at the finest costs from any corner of Bangladesh without having their claim smartphones.

As regards, Daraz Village project is working to make a country customer base, they have arranged to supply free web get to through Wi-Fi hotspot within the future in Bangladesh. Daraz tries to improve its business in Bangladesh as well as South-East Asia accordingly. Daraz Bangladesh Ltd is a hope for a lot of educated people for getting employment.
Commitment to Clients 

Daraz Bangladesh Ltd, the dominant online shopping outlet in Bangladesh. Above and beyond, It is alone procedures around half the day-to-day digital orders in Bangladesh. Despite a rise in development, the company Daraz Bangladesh Ltd is not free of affirmations of destitute item quality, inadmissible client benefit, conveyance delays and fraudulence with clients to a few degrees. According to the area still carries a huge possibility for development as the online-shopping brotherhood is very minor distinguished to the commercial online market. According to the commitment of the client, we find the loyalty of the customers and consumer's intention and endeavor to conserve a connection with the company like Daraz Bangladesh Ltd. Belief, unwavering quality, showcasing exercises and benefit quality are the most variables which contributed to buyer commitment within the versatile benefit industry like Daraz Bangladesh Ltd. Apart from that, Daraz Bangladesh Ltd always tries to meet the customer with demand for them. In addition, it organizes virtual events such as sells events, communication events and so on. In addition, it creates a customer community who want to buy only Daraz's product through the online platform. As well, it provides customers with relevant and valuable products. 

Product and Service of the Company

To begin with, Daraz notices an opportunity in Bangladesh. Properly so, E-commerce is still in its early days in this South Asian nations. As well, there is not much competition within the space. It isn't that there are not sufficient ecommerce companies. There's a long list of ecommerce players in Dhaka but a need of appropriate wander capital biological system makes it harder for neighborhood players to raise speculation and compete against deep-pocket competitors such as Daraz which is presently insisted by Chinese company Alibaba.

Significantly, Daraz Bangladesh Ltd sells different kind of products to customers like Daraz international. According to the products of Daraz, it sells various categories such as women's garments, men's garments, kid's wearing, baby products, grocery items, phone and tablets, cameras, computing and gaming, and so on. According to the price, it has diverse products so the price range is varying according to the products. Daraz Bangladesh Ltd tries to bring the greatest sum of offers to its consumers. Prices are set by the dealers. Daraz gets a commission of each deal and that is how their income is generated. At whatever point there is deal Daraz Bangladesh Ltd gets its commission. Regarding the service, Daraz gives services in the home at Dhaka city. Correspondingly, it is spontaneously giving services to the whole of Bangladesh by using collection points. The service of Daraz Bangladesh Ltd is so unique and delightful. Daraz has been begun in Bangladesh since 2014 as internet-related commerce and since at that point it has extended it is by and large trade operation having its point to be the number of destination for all unique quality items to the ever-changing modern Bangladeshi online buyers request and have been serving nearly all items categories that Bangladesh marketplace seem to offer. Overall, good and acceptable communication of the employees is making the services Daraz so automatic and excellent to the customers. 

Board of Directors 

Board of Directors is the part and parcel of Daraz like well-known online marking company of the world. Notably, the managing director of Daraz Bangladesh Ltd is Syed Mostahidal Hoq and Chairman is Sumeet Singh. In earlier times, French and Indian citizens were appointed as the Managing Director of Daraz Bangladesh. Moreover, Bjarke Mikkelsen is the existing CEO of Daraz internationally. So, the board of directors is the most important individuals of Daraz. They are working on the progress of Daraz. In addition, the board of directors is establishing income strategies of Daraz. Also, employing and firing of senior of administrators. As well, setting and conserving general company goals and resources. According to Daraz Bangladesh Ltd, the board of directors could be an overseeing body that regularly meets at standard interims to set approaches for corporate administration and oversight. Subsequently, the Board of Directors is the most significant for a company and its improvement.  

Management Team 

The management team of Daraz is so expanded. According to the management team, and administration group is additionally by and large mindful for putting together the commerce methodology and guaranteeing the trade destinations are met. A few associations may work a decently level group chain of command with one or fair many layers of administration whereas other companies may work with a few layers of the administration group. It is a collection of best supervisors who set the methodology and run the operations of an organization alongside its beat pioneer. The administration group can meet anyplace between week after week to a month to month or quarterly depending on the sort of trade and the group setup. It is regularly organized around the coordinate reports of the beat pioneer. In particular, the management team is combining the endeavors and plans of all the basic capacities into the execution of the organizations overarching arrange and methodology of a company. 

Regarding the Daraz Bangladesh Ltd, Syed Mostahidal Hoq is the managing director of Daraz Bangladesh Ltd. Daraz Bangladesh Ltd has chosen Syed Mostahidal Hoq as a managing director because he has a good communicator and clear and compiling vision of the future. He is chosen as Chief Executive Officer of Daraz Bangladesh Ltd. The strong management team makes the Daraz is so unique and commercial business organization entire Bangladesh. According to the management team, Daraz Bangladesh Ltd always provides an accounting manager, marketing manager, HR manager, advertising, sells staff and much more. Daraz Bangladesh Ltd has more than 3500 regular employees, also they are quite professional and mike to the company. Here, Bangladesh management team comprises Scion Hossain Head of Business Operations and Marketing, notably Mithun khan, is the Project Manager, and Rishad Raihan is the IT Product Manager of Daraz Bangladesh Ltd. Also, advertising is part and parcel of upgrading Daraz Bangladesh Ltd. Daraz BD uses social media and tv channels to promote the brand of Daraz. In addition to it is increasing its business day by day around the globe. 

Executive Committee

As a rule, it can act on the sake of the aggregate board. Moreover, its primary reason is to encourage choice making between board gatherings or in critical and emergency circumstances. It is frequently and yet acts as the communication connection to the chief official and, in a few cases, performs the chief executive's execution assessment. Likewise, it provides administrative advice for the CEO and the full board. Executive Committee has the control to act on the sake of the total board in crisis circumstances. In addition to the most important person of the executive committee of Daraz Bangladesh Ltd is Syed Mostahidal Hoq, the CEO of Daraz Bangladesh Ltd. While Mithun Khan working as a project manager of Daraz. Scion Khan has maintained the business operation and marketing of the company. Rubaiyat Tabassum the senior executive at Daraz Bangladesh Ltd. Above and beyond, this executive committee makes Daraz Bangladesh Ltd is progressive in the leading online market of Bangladesh. Therefore, the executive committee is working for the prosperity of Daraz in Bangladesh. 

Corporate Social Responsibility

Social responsibility is a kind of business etiquette or policy that incorporates the responsibility of the business organization towards the society in the rules of business.  In particular, just because a business is run ethically and legally does not mean that it has been acquitted. In the environment or society in which an organization is formed, the organization has some responsibility towards society. In the present era, most of the big business organizations are participating in various developmental activities of the society as part of CSR or social responsibility and some of the dividends of their shareholders are being allocated to this sector. In some cases, companies compete to meet this obligation and go beyond compliance. Corporate social responsibility is significant to both customers and organizations like Daraz. By and large, Daraz  efforts to keep up blameless relationship with the community of Bangladesh. 
According to Daraz Bangladesh Ltd, it has to be built its image and the fame of the brand. It empowers workers to influence the corporate reserves at their discarding to do reasonable things. To focus on Corporate Social Responsibility (CSR) of Daraz Bangladesh Ltd, Daraz has to give genuine products, safe and secure payment system and free and easy return of the products. According to the corporate community, it is exceptionally wealthy and inviting and there is a great sum of worker fulfilment and pride inside workers. Above and beyond, it was also given to its less blessed dealers in having to be offer assistance them get back on their feet. Daraz Bangladesh Ltd effectively works on CSR activity. In corona pandemic in 2020, Daraz Bangladesh Ltd donates to the government of Bangladesh, the donation was exceptionally much acknowledged by the whole country and Daraz gave over the donation as a gift, actually to the government of Bangladesh. Other than this, Daraz is continuously there when required to accomplice up and offer assistance the society according to the corporate social responsibility (CSR) of Daraz Bangladesh Ltd. in Daraz, Corporate Social Responsibility plays a vital role for improving the civilization and it stands for the social order of a nation.
Chapter Three

LITERATURE REVIEW AND REVIEW COMMENTS ANALYSIS

Literature Review 

To start with, online marketing is expanding day by day around the globe. Internationally, Daraz is getting headway in the online market. It gives the reasonable standard items to the customers of Daraz. According to Ali and Sankaran in 2010, people still shop from physical outlets but an increase in online shopping can be seen due to the advantages like interactivity and convenience. According to Enamul Haque in 2014, it is presently less demanding to shop online which gives individuals a way to see at distinctive items and costs whereas comparing those choices with each other to form their buy choice. According to Jin and Park in 2006, consumer achievement is recognized to be influenced by the profundity and comfort of collecting data from a relevant website. In this advanced world, individuals do not have the time to rummage around for data, if it is not effortlessly found and for this reason, displaying suitable information can increment the chances of guaranteeing superior client encounter. According to Pand in 2010, 4 characteristics in amenity have been specified which are pertinent to exchange whops and these are investigation, ownership, entry and marketing. 

Bangladesh has a few e-commerce and online shopping companies such as AjkerDeal, Bagdoom, Daraz, Bikroy.com, Ekhanei, and so on. Numerous companies have been created to supply back administrations to e-commerce companies, such as E-Courier, Sundarban, SA Paribahan, Pathao, and GoFetch. As of late, there are rumors that Alibaba and Amazon are allegedly arranging to make their arrangements in Bangladesh. Regarding the Chaffey in 2006, managed with methodology and applications of E-Business and E-Commerce in a consistent but strong way. Above and beyond, he focused that e-business and e-commerce are exceptionally vital for administration suggestions as such a bridge to connect leading-edge inquire about and proficient hone is required.

With reference to the population of Bangladesh is huge and the market is expanded day by day. Huge young people are very keen on internet browsing around the country. Advertisement and easiness of buying products are making the community standards for all people of Bangladesh. According to Bangladesh around 50 million of the common people engagements the website or internet such as Google, Facebook, and Twitter and so on. Almost 3 million clients shop online each year and the development rate is in relevant per cent. The capital city Dhaka supposedly positions among most dynamic Facebook prospects and the social network’s infiltration rate is at 13 in a hundred in 2020. In 2020, a few million clients in Dhaka are on social media. This implies Bangladesh could be a great showcase for any sort of commerce needing to offer online.

According to Steve and Bartly in 2003, they expressed that online shopping contains dangers such as financial, item, non-delivery, comfort and so on. In addition, this can demotivate individuals to purchase from e-commerce stores. On the off chance that the seen chance is higher, there's a greater chance of individuals moving to physical stores and not buy from online companies. Concerning the Ling, Daud, Hassan, Piew, and Key in 2011, they were talking about the privacy and security of online shopping. Also, it would be said that the offline or direct stores have less effect when there are believe issues than online stores and for there a reason, it is fundamental to require care of commitment components of clients for any e-commerce businesses in Bangladesh as well as the globe.

In Bangladesh, we discover a relevant amount of online shopper. Generally, Middle-class people are buying these types of products broadly. Daraz has been focusing on the huge middle-class market since 2015. Daraz Bangladesh Ltd tries to display some essential and branded reasonable price products in front of the consumers' phone's interface. A huge number of people are attracting by the mind-blowing color and brand of the spectacle. In addition to the elite class, people are buying Daraz's products every so often. Daraz Bangladesh Ltd goes to attain the attention of all classes Bangladeshi from the lower middle class to upper-middle class and also the privileged class of Bangladeshi. Subsequently, a tremendous public is prepared to spend their additional expendable salary for online buy more than ever. As a result, it is secure to say we are on the skirt of getting that basic mass for guaranteeing financial industry growth in Bangladesh. 
Yet today, Daraz has been getting a lot of relevant things from the people such as fame, like, cash, etc. Now, online shopping is a one kind of trend of young generation of Bangladesh. In this case, people are buying varies international products from home. Reasonable price and attainable display of each product make the happiness in all of the people of Bangladesh as well as developing nations in South East Asia. 

Customers' Review on Daraz 

To comply with the study objectives, following review comments are evaluated to find out the inner aspects of such comments so that variables can be identified and recommendations can be suggested. Following table shows the review comments of 49 reviewers.
	Sl no. 
	Review comments

	1 
	They are the best e-commerce company in Bangladesh. Comparing to other companies in Bangladesh they provide decent service in Bangladesh.

	2 
	Received gloves and musk in torn and damaged package. As those (musk and gloves) supposed to protect us, so the packaging must be in that way! So we returned both items. The rider took both items and doesn't share any acknowledgement paper. Then I got an email that was informing me my return request has been cancelled! I contacted the customer care and they denied and was asking the acknowledgement paper from the rider. So when I informed him that the rider didn't give me anything he said "amader ei bishoye kichu korar nei"!

	3 
	Daraz is the most disappointing Brand. There are so many Products are Bad, Humble and Fiasco. In my opinion it deserves a Zero star. Don't go there because there are so many bad things. Save money.

	4 
	I ordered a magic pipe that was supposed to be 50 feet long. Instead, the one they sent me is only 10 feet long. The water flow is also very slow. I can barely use it at al. My verdict is that this online store is not reliable.

	5 
	Stay away from the side. I wonder a watch they give me a second-hand demise which band. So don't say anything.

	6 
	One of my bros bought a pant, but it was size was not even close to the advertised one. Returning it was more expensive than the product itself. So my toy soldier's is wearing it now.

	7 
	I bought a lot of good products from Daraz, and it was an excellent experience of online shopping. 

	8 
	Just trash, the worst e-commerce website in Bangladesh.

	9 
	Nice app I like this app. I am excited about the daraz sale. But I am not believing is you are giving a real car for 1 tk. I appreciate your work. But don't cheat with peoples. But the app is nice. Don't mind write extra things?

	10 
	Relatable. Identically Aliexpress bit desi product.



	11 
	Daraz is exactly what turns away buyers from ecommerce stores. Their incompetence is legendary! It is amazing how such a large e-commerce platform can afford to scam its buyers as they do. Most of the time the product will be delivered late, or the completely wrong product will be delivered. And then the pain of the returns begins. Good luck getting your product returned properly!

	12 
	Service is good but sellers of daraz and their products are so low quality.

	13 
	I bought an LG v20 battery. After 7 days of battery swallowing and I asked daraz why you are giving chances to those scammers to sell fake products???

They didn’t reply...

"This is daraz Stay away from them"

	14 
	It is the best online marketplace in Bangladesh. Suddenly I visited in Bangladesh I ordered some products from this website and they are unbelievable awesome delivery response day give my product properly in two days so I recommended this website to you Bangladeshi people.

	15 
	I ordered through Daraz BD. Two weeks later got the message that my product won won't deliver and I will get the refund in 10 business days. However, I did not get the refund even after 27 days. Contacted with their customer service federal times and did any help. Till now I haven't received the refund.

	16 
	Filled with scammers and no guarantee of getting the actual product.

	17 
	Very very poor service and most of the time provide product without taking any liability.

	18 
	I, Sanjib from the USA, paid in full with my card, it’s been 2 months, but TV did not delivered. Unhappy with your POOR service. SHAME ON YOU DARAZ. I will never order from you ever.

	19 
	Daraz.com.bd delivering wrong/fake product. I ordered 2 joggers from their website and when I got the products in my hand it was completely different then what I ordered. Also the return, an option is not customer friendly. There is a Hassles return a product. I don't recommend anybody to purchase anything from daraz.com.bd

	20 
	The marketplace is the market placemats... stay away.

	21 
	One of the worst websites on the earth for shopping online in Bangladesh. Worst service.

	22 
	Product quality is not good at all. They show one product and deliver others.

	23 
	Most of the sellers are thieves

	24 
	Daraz does not care for the customers! They have fake reviews and customers get run around when they are not happy with the purchase.

	25 
	Just, worst! 

	26 
	Customer care service very very bad.

I do not like it daraz.

	27 
	Delivery method Good...but product picture shows something , got a different product ,now never shop with daraz, worst experience!!!!

	28 
	Very worst shopping site in Bangladesh. Ordered two times. Both occasions they sent me wrong product. And the customer service is worse they can’t deal with your problem except saying sorry.

	29 
	I don't have an account with daraz.bd but they keep emailing me to tell me I have items in my cart. Where have you got my email address? I'm not going to click on the email to open the cart, as I don't trust it. I have tried to log in with my email address, but you tell me I don't have an account. Stop emailing me.      

	30 
	I felt disappointing while getting my products.

	31 
	I am quite surprised that I am writing about this worst company Daraz.

	32 
	It runs very badly, I have not gotten my service properly.

	33 
	Daraz always takes time for servicing the customers. 

	34 
	It’s a lot of products have a good and standard quality. I love this! 

	35 
	It's a 100% trustworthy website, you can make real money here real problem is they pay very low rate to their worker and job is limited so you can hardly make 1-2 bucks a day.

	36 
	I loved this app! It works amazing 

	37 
	I was buying a few staffs from Daraz. And it services well.

	38 
	I did not want to buy products from Daraz, because my husband gave me the worst review.

	39 
	I have regretted when Daraz gave me a horrible product. It was dishonorable!  

	40 
	Daraz is a name of satisfaction. I love to buy its products spontaneously.

	41 
	I buy pants from Daraz, but that was cracked.

	42 
	Very trustful site. I have bought about 50 Products. My experience was very good. You just have to avoid these fake sellers in Daraz.

	43 
	They couldn't deliver within 15km distance in 12 days. Apparently I gotta wait 3 more days so that they can cover 1km each day! Worst service ever!

	44 
	I order something and they don’t even deliver it, what a service.

	45 
	Just now I receive my product and I am fully satisfied and so happy for your product... I got same which I ordered... Thank you so much Daraz Team.

	46 
	Great Service!

	47 
	Trustful...fast...perfect prize.

	48 
	This is the fusing Shopping site in Bangladesh.

	49 
	Very unprofessional customer care. An agent stooped chatting in the middle of chat when I told her she was repeating the same message again and again. She stopped chatting.


Evaluation of Review comments 

Based on the review comments both positive and negative sides are isolated that represent some variables importa for online business activities. In this study five variables have been identified which are given in the following table along with their positive and negative positions.

	Variables
	Positive review
	Negative Review 

	Service quality/Reliability
	Reliable service provider

Reliable service provider

Reliable service provider 

Reliable service provider

Reliable service provider


	Unreliable service 

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable   service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

Unreliable service

	Product quality
	Good quality product
	Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality

Bad product Quality



	Shopping experience
	Good Shopping experience

Good Shopping experience

Good Shopping experience

Good Shopping experience

Good Shopping experience

Good Shopping experience

Good Shopping experience

Good Shopping experience

Good Shopping experience


	Bad service experience

Bad service experience

Bad service experience

Bad service experience

Bad service experience 

Bad service experience 

Bad service experience 

Bad service experience

Bad service experience

Bad service experience

Bad service experience



	Delivery Experience 
	
	Bad delivery quality

Bad delivery quality

Bad delivery quality



	Refund Policy
	
	Unreliable refund practice




Factors Identified

From the study several factors identified which deserved special attention from DARAZ Bangladesh. Important factors identified are as below:

Service quality/Reliability

Service quality is considered as the most important variables in online shopping. Due to the lack of human interaction, if service provider (here Daraz) can manage the service quality specially reliability through its expertise and employees knowledge than organization can easily enjoy the customer satisfaction.

Product quality

Along with the service quality, product quality is very vital factor for the online shopping activities. Because ultimately, customer will related their satisfaction/dissatisfaction with the product quality.
Shopping experience
In this study, shopping experience has come up as a vital issue for Daraz. To this end, many factors may influence the customer shopping experience in the online platform.
Delivery Experience 
Delivery quality is another important factors in online shopping area. Through the delivery customers enjoy convenience. If delivery service is not upto the marks, then customer will lack convience and it will create dissatisfaction.
Refund Policy
Due to various factors, a delivery may be cancelled or disrupted. In this regard, refund policy may exert its influence on customer satisfaction. Therefore it is important that Daraz make the refund policy customer oriented.

Recommendation and Suggestion:

From this study several important insights have been identified, specially five variables including  Service quality/Reliability, Product quality, Shopping experience, Delivery Experience, and Refund Policy. Based on the findings following recommendations are suggested.
· For service quality Daraz must be included in the quality of its products.
· For product quality Daraz should taken the initiative to fulfill the customer's demand and attached relevant contents to service the customers. 
· For shopping experience Daraz could be involved in skilled employees and focused on improving customer care services.
· For delivery experience Daraz should be enhanced home service in remote areas and concentrated on punctuality while giving services to the customers.
· For refund policy Daraz should be taken proper legal action against the scammers.
Conclusion

To sum up, the online market is emerging around the world. Especially, in South Asia, Bangladesh, India, Srilanka, and Nepal let run an online business of a lot of local and international companies. In addition to Daraz is one of the companies which is running business hopefully, except India in South Asia. Through this research, I would portray the various sections of Daraz Bangladesh Ltd. In particular, the mission of Daraz is very optimistic in Bangladesh. Most significantly, the HR department of Daraz is quite strong and purposeful. Apart from that, the boards of directors are the part and parcel of the company's modification and implementation of the line of activities contemporary as well as yet to come. 

To make evident, Daraz Bangladesh Ltd has attained huge customer in this corona pandemic because people feel anxious to buy in the shopping malls. In that case, people have chosen Daraz.com.bd website to buy essential products from the home. The authority of Daraz tries to give unique and relevant products to the consumers. In addition to the company's business, a lot of obstacles happen by the unavoidable circumstances of Daraz. According to employees of Daraz, all the employees and the company shared a common understanding so Daraz- Bangladesh’s worker engagement and fulfilment rate are palatable which impact the representatives to be self-motivated.
On the one hand, it has a lot of dedicated payment gateway in Bangladesh such as Bkash, Nogod, Credit Card, and so on. For overseas customer, it provides International payment system such as Paypal, Payoneer, Web Money, and so on. In general, several impediments have faced Daraz, for example, improper infrastructure creates issues for Daraz and a number of political imbalanced situations. On the other hand, Daraz prefers direct payment system in-home delivery commonly at Dhaka City zones. 
To focus on the internal issues of Daraz Bangladesh Ltd, it faces a lot of threats from the competitors such as Chaldal.com, Bikroy.com, and much more online shopping providing company. Nevertheless, all of the company can manipulate economies of scale to their expectation and beat their opponents within the coming days. Besides, a good relationship with the client and after deals benefit is additionally imperative to capture more advertise share.

Overall, Daraz gets public attention to buy its products from the online platform. It advocates new products through several options such as social media, website, app, TVC, and so on. Daraz Bangladesh Ltd wants to create a landmark in the e-commerce market of Bangladesh like other nation wise sister firms of Daraz. Above and beyond, This Company concentrates on buying expectancy of all classes’ people and giving the appropriate price or rate for catching the customers. Commonly, Daraz has a huge young and fully-grown online customer around the country who buys its products frequently. As a result, Daraz.com.bd would be the best online marketing and e-commerce site of Bangladesh as well as other business operating nations which are running online business and related to Daraz.
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