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                              Executive Summary
            This Study is part the Bachelor of Business Administration program. The main objective of the report is to know Customer satisfaction on furniture industry. I used the primary and secondary source of my report. However, mostly the was the secondary sources. Majority of the information gathered from the primary sources, mainly the questionnaire survey. According to the survey it is found that trendy group is not doing any advertising and promotional activities. According to the survey it is found that trendy group delivery their chair order very delay which makes customers dissatisfied. I made my questionnaire to find out if the customers of  this sector are happy or unhappy or delight with the service of the furniture companies, but through the company in where I did my internship. And I find the most common problem in our country that is the most of the seller of the products are not so much conscious about what their consumers want or what they need, they just made a product and try to sell it by any means to the customers and if they sell it they become free about it never think about customer satisfaction. And this problem is not only this sectors problem, this is the whole picture of our country.
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CHAPTER 1

Introduction



1.1 Introduction
The report is the requirement for the calibration in BBA. Classroom conference alone cannot produce a scholar good in management the original business position; therefore, it is a need for the scholar to know about the real life. So, in order to rally the thoughtful of the core concept, we are need to prepare a report on practical situation condition to understand the customer satisfaction of furniture industry.” with rapid growing competition among nationalized, foreign and private commercial furniture industry. This report is prepared according the directed and effective instruction of honorable teacher S.M. Asif-Ur-Rahman, Assistant Professor, School of Business & Economics, United International University. The topic of the report is ‘customer satisfaction on furniture industry’.

1.2 Background of the report
United International University is focusing on academic and specialized outgrowth of students. I worked as an intern in trendy group. My internship report topic is “customer satisfaction in furniture industry’’.


1.3 Objective of the report
The broad concrete of this report is to know about ‘Customers satisfaction on furniture industry’’.

Specific objective:
1. To present some recommendations for improving customer satisfaction.
2. To know about the marketing mix of trendy group.
3. Recognize main power and inability.
4. To know the impact of the product and services of trendy furniture’s.


1.4 Scope of the report
There is a lot of opportunity to do any work. I have got many opportunities to prepare this report. I have chosen, but a little delayed due to personal problems. However I got the opportunity to complete internship at trendy group. My report is ‘customer satisfaction on trendy furniture’s’.

1.5 Significant of the report
The main purpose of my internship report is to conclude a part of my B.B.A. My related topic is more narrative. A study design provide more guidelines for the detail study.

1.6 Mythology of the report
Both types of data (primary data and secondary data) has been used in this study for making the report perfectly.

1.6.1 Sources of data collection
Both types of data (primary data and secondary data) has used.

1.6.1.1 Primary sources
1. Face to face discussion with the officer.
2. Customer’s opinion collected through Questionnaire.
3. Watching company activity.
4. Daily desk activity.

1.6.1.2 Secondary sources
1.Trendy group website.
2. Catalog books of trendy furniture’s.
3. Different books, papers, articles.

1.6.2 Study population
Customers of trendy furniture’s.

1.6.3 Sample size and technique
I have selected 20 respondents for my research.

1.6.4 Data collection 
I have used microsoft word, microsoft excel and different types of software.

1.7 Limitations
Here some limitations are given below. The limitations were:
1. The report was limited by the availability of data.
2. Study was limited only to the customers.
3. To collect information I faced difficulty because of the excessive nature of confidentiality mentioned by the trendy group.
4. The report was limited by the availability of data. 












Chapter two

Overview of trendy group








2.1 Overview of trendy group
Trendy was formed in 2002 with the goal of creative architectural solutions within the economic and development contractions of all the clients.
Trendy also designs and make furniture at its own factory located in savar and have over 20 years of experience working on complex projects ranging from renovation and interior of commercial buildings, schools, clients, restaurants ,hotels, industrial to private residences and also master plan of mega projects like economic zone, airport control tower, Govt. residence.

2.2 Mission of Trendy group
Trendy was formed in 2002 with the goal of imaginative architectural solutions within the economic and development contractions of all the clients, to explain the horizontal such solutions to meet the diverse need of every growing market in Bangladesh.

2.3 Vision of Trendy group
To be one of the famous architect from, interior designer and furniture supplier in the country.

2.4 Corporate information of Trendy group
1. MD. Maruf Hossain khan (Architect)
2. MD. AnamulKhabirBhuiyan (Enginer)
3. Tareque Hossain chowdury (Architect)
4.  SurajitBarua (Architect)

2.5 Products and services of Trendy group
2.5.1 Products :
1. Furniture.
2. Kitchen accessories.
2.5.2 Services:
1.Building design.
2.Interior design.
3.Real estate.
4.Building construction.
5.Furniture manufacture.
6.Others.



















Chapter three
Literature review






















3.1 What is Customer satisfaction? 
Customer satisfaction is the measure of how the needs and responses are collaborated and delivered to excel customer expectation. Customer satisfaction depends on what type of service the company giving to the customers example :quick delivery, quick response, quality food. Without customer satisfaction a company can not earn their profit.

3.2 What types of question have to ask while establishing customer satisfaction?
Have to ask two types of question while establishing customer satisfaction:
1. Who are the customers?
2. What does it take to satisfy them?

3.3 Methods of measuring customer satisfaction
Here are some methods by which company can measure customer’s satisfaction:
1. Customer satisfaction score (CSAT)
2. Net promoter score (NPS)
3. Customer effort score (CES)
Customer satisfaction score (CSAT):CSAT stands for customer satisfaction and is a score that describe how satisfied a customer is with a pointed  business, or interact with a company. 

Net promoter score (NPS): Net Promoter or Net Promoter Score  is a tool that can be implement to measure the fidelity of a firm's customer relationships. 

Customer effort score (CES): Customer Effort Score (CES) is a effective way to estimate customer service satisfaction with one single inquire. 


3.4 Literature Review
According to Md. Aslam Uddin*(April 2012), Availability is becoming an important issue for customers seeking out suitable grocery continuity. “It looks are increasingly depending on factors that make shopping easier. Customers want quick product and service within delivery quickest time. The complexity of modern life is increasing day by day. People can not live in their good life easily. Customers demands are increasing day by day but customers also thinking about their earning. As their earning is not increasing with the product price. Consumers most of the time think about a product or service quality on the basis of some informal matter which were associated with product and service.

According to SIMON KIZITO (2006), Overall , only 59% of the surveyed consumers were satisfied. From a competitive marketing perspective, the 59 % satisfaction reported in this study is not satisfactory. It implies that only 6 out of the 10 targeted consumers have their needs satisfied with the offered product and the 4 out 10 are left to your competitors. 59% customers were satisfied because of companys well service. They got the service as their expectation.

According to S.Kizito.A.Y.Banana.M.Buyina,A.Zziwao.E.Sserembal (11 august 2011) said that people were asked some question on the basis of some important level the questions were very easy to answer. People said when they want to buy a furniture store to buy furniture they think about four subject that’s are furniture durability, furniture design, furniture price, branded furniture. People were asked to measure their expectation with their service. People measure their expectation with their service and found that some of their expectation is matching and some of their expectations are not matching. It is a small matter to them they said.

According to Eva BEDNARIK-Juit PKINE KOVATS 9 (2010) Customers of furniture need personally products from the perspective of present value. Cost is a expensive matter in making a role. On the basis of social liability, environment defense, measuring human health people all time need eco product and cheap rated product. Before taking decision on buying furniture think about the product price, product durability, product delivery time, product design etc and this factors made a important role to buying a furniture. Furniture market is a large market in  a country and it’s a bright future.





Chapter four
Analysis and discussion



1.Which of the following words would you describe our products?
	Opinion
	Frequency
	Percentage frequency

	Good
	5
	25%

	Fine
	10
	50%

	Great
	5
	25%

	Buggy
	0
	0%

	Total
	20
	100%



Here we can see 50% customers said fine, 25% customers said great, 25% customers said good and 0% said buggy. We can say that their product is fine.

2.How well do our products meet your needs?
	Opinion
	Frequency
	Percentage
frequency

	Fine
	5
	25%

	Well
	5
	25%

	Very well
	10
	50%

	Total
	20
	100%



Here we can see 50% customers said very well, 25% said fine and 25% said well about how well do their products meet their needs.

3.Which two features are most valuable to you?
	Opinion
	Frequency
	Percentage frequency

	Customer responses
	2
	10%

	Easy navigation
	2
	10%

	Design
	8
	40%

	Very well
	8
	40%

	Total
	20
	100%



Here we can see  40% customers said very well, 40% said about their design, 10% said about their easy navigation and 10% said about Customer responses.
4.What is the most important feature we are missing?
	Opinion
	Frequency
	Percentage
frequency

	Customer responses
	5
	25%

	Design
	10
	50%

	Easy navigation
	5
	25%

	Total
	20
	100%




Here we can see 50% customers said about their design, 25% said about easy navigation and 25% said customer responses about which most important feature they are missing

5.If you could change just one thing about our product what would be?
	Opinion
	Frequency
	Percentage frequency

	Duration
	5
	25%

	More quickly delivery
	15
	75%

	Total
	20
	100%



Here we can see 75% customers said about more quick delivery, 25% customers said about duration so they have to give important in more quickly deliver.

6.Were you find the information that you are looking in our website?
	Opinion
	Frequency
	Percentage frequency

	Yes
	15
	75%

	No
	5
	25%

	Total
	20
	100%



Here we can see 75% customers said yes and 25% said no. we can say that customers can find the information which they are looking for.


7. How easy is it to navigate our website?
	Opinion
	Frequency
	Percentage frequency

	Easy
	5
	25%

	Very easy
	15
	50%

	Difficult
	5
	25%

	Total
	20
	100%



Here we can see 50% customers said very easy, 25% said easy and 25% said difficult. Here we can say that its very easy to navigate their website.
8. How would you rate the value for money of the product?
	Opinion
	Frequency
	Percentage frequency

	Bad
	5
	25%

	Regular
	5
	25%

	Good
	10
	50%

	Total
	20
	100%



Here we can see 50% customers said good, 25% said regular and 25% said bad. Here We say that customers rate 50% value for money of the product.

9.How responsive have we been to your questions or concerns about our products?
	Opinion
	Frequency
	Percentage frequency

	Agree
	4
	20%

	Strongly agree
	8
	40%

	Disagree
	4
	20%

	Strongly Disagree
	4
	20%

	Total
	20
	100%



Here we can see 40% customers said strongly agree, 20% said agree, 20% said strongly disagree and the other 20% said agree. We can say that they are very much active about customer’s questions or concerns.

10.To what extent do you agree with the following statement? The company made it easy to handle my issue?
	Opinion
	Frequency
	Percentage frequency

	Agree
	2
	10%

	Strongly  agree
	12
	60%

	Neutral
	2
	10%

	Disagree
	2
	10%

	Strongly        disagree
	2
	10%

	Total
	20
	100%



Here we can see 60% customers said strongly agree, 10% said agree, 10% said disagree, 10% said strongly disagree and 10% said neutral so we can said the company made it easy to handle my issue.

11. Compare to our competitors our products are
	Opinion
	Frequency
	Percentage frequency

	Better
	10
	50%

	The same
	5
	25%

	Worse
	5
	25%

	Total
	20
	100%



Here we can see 50% customers said well, 25% said better and 25% said the same so we can say that trendy furniture’s are better.

12. How likely are you to buy again from us?
	Opinion
	Frequency
	Percentage frequency

	Agree
	2
	10%

	Strongly agree
	12
	60%

	Neutral
	2
	10%

	Strongly disagree
	2
	10%

	Disagree
	2
	10%

	Total
	20
	100%



Here we can see 60% customers said strongly agree, 10% are agree, 10% are neutral, 10% are disagree and 10% are strongly disagree. We can say that most of the customers will buy their product again.

13.Would you say to someone who asked you about our products?
	Opinion
	Frequency
	Percentage frequency

	Yes
	10
	50%

	No
	10
	50%

	Total
	20
	100%



Here we can see 50% customer’s said yes and 50% customers said no. Here we can say that customer’s percentage is equal.

Chapter five
Findings, Recommendation
And conclusion




















5.1 Findings 
Here the necessary part of my report. The result of my findings was given below:
1. According to my survey it is found that trendy group is not doing any campaign of marketing.
2. It is found that in the furniture market there is no new furniture is introducing.
3. It is found that trendy group is not using any current method technology for payment such as bkash, rocket ,standard chartered debit card.
4. It is found that trendy group is not delivering their product quickly.
5. It is found that the website of trendy group is not prepared fully.
6. It is found that trendy group is not using any marketing strategy.
7. According to my survey it is found that trendy group is not communicating with the rot level customers.

5.2 Recommendations
Recommendations are found through my research. Here are some recommendations which are given below:
1. Trendy group should build up the promotional activities.
2. Trendy group should start advertising activities to the potential customers.                              
3. Trendy group should finish their website maintenance work as   soon as possible. 
4. Trendy group should deliver their product more quickly.
5. Trendy group should increase their product design.
6. Trendy group should take necessary steps to increase their customer satisfaction.




5.3 Conclusion
Furniture industry is a growing industry in our country. There are so many small, medium and large companies in our country. There are so many people working in this sector. Consumers especially the middle class were more price sincere than the design, duration. Satisfaction for furniture vary from age, income, educational status of consumers. The largest furniture companies in our country are doing so much profitable business and we found most of the time they make double /triple profit of their own cost by taking the advantage of their brand name and people who got money easily buy this kind of costly products. But it is also not true that the small companies are not making profit, they also make profits but not that much but well enough to grow up their business that’s why we said it’s a growing industry in our country and we can say that this sector will grow bigger within years. And I can say about my experience in working this field is fantastic, I really enjoyed a lot and of course leaned a lot too.

                














                                        Appendix Questionnaire
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                                                Questionnaire
                            Subject: Internship report (Marketing)
Dear Sir,
I am a student of united international university. I want to know about “Customer satisfaction on furniture industry”. I will appreciate your possession time. All the information collected will be kept secretly. 
Answers the following questions by put a () mark on the most appropriate answer -
1. which of the following words would you explain our products?
· Good  
· Fine
· Great
· Buggy
2. How well does our products meet your needs?
· Fine
· Well
· Very well
3. Which two features are most valuable to you?
· Customer responses.
· Easy navigation.
· Design.
· Various types of survey.
· Customer integration.
4. What are the 3 more important features we are missing?
· Customer responses.
· Easy navigation.
· Design.
5. If you could change just one thing about our product what would be?
· Duration
· More quickly delivery
· Quick response
6. Were you find the information that you are looking in our website?
· Yes
· No
7. How easy is it to navigate our website?
· Easy 
· Very easy
· Difficult.
8. How would you rate the value for money of the product?
· Bad
· Regular
· Good
9. How responsive have we been to your questions or concerns about our products?
· Strongly
· Very Strongly 
· Disagree
· Strongly disagree
10. To what extent do you agree with the following statement? 
· Agree.
· Strongly agree.
· Neutral
· Disagree.
· Strongly disagree.
12. Compare to our competitors our products are
· Better.
· The same
· Worse
12. How likely are you to buy again from us?
· Agree
· Strongly agree.
· Neutral
· Disagree
· Strongly disagree.
13. Would you say to someone who asked you about our products?
· Yes
· NO


. 
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