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[bookmark: _GoBack]The aim of this report is to evaluate the marketing strategy of Coders Trust for its freelancing training institution.  This institution which trains the students about the freelancing in Bangladesh is known as Coder Trust Bangladesh. This “Coders Trust” company is very essential and remarkable for freelancing training in Bangladesh. This report discussed evaluating the impact of advertising on product sales. Coder Trust is an institution which teaches the students about freelancing and evaluates the impact of advertising on product sales. The procedures, process, and policies of the organization are also discussed elaborately here. Work experience relating to career advisor team for student affairs and English communication mentor for freelance guidance is given here. In addition, experiences from student counseling, data collection, data analysis, event management monitoring online, English communication class and freelancing has opened up the doors to evaluate the Coder Trust practice into the marketplace. From then I have gathered, a great experience of the organization and evaluating the impact of marketing strategies on products sells.

The internship report highlights the marketing strategy relating to target markets as well as its positioning into the Bangladeshi market. Relating to the marketing mix strategies, this report identified Coder Trust’s practices and identified several areas that require special attention from the authority. To this end, this report analyzed the technical, mechanical, and strategic aspects to evaluate and analyze the current position of the organization. Based on the findings several recommendations and conclusions are forwarded. 
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[bookmark: _Toc5535017]1.1 Company Profile

“Danida”, or Danish is a development fund of a Coders Trust. It is an International Development Agency. This agency provide microfinance and education for students in growing and development nations, who eagerly want to upgrade their programming knowledge, abilities & skills. The company was founded at November 2013 where it started its operation in Bangladesh from March 2015.The hope of founder, Copenhagen-born entrepreneur “Ferdinand Kajerulff”, says these students are empowered to sell their work internationally via freelance portals such as Up work & Fever. The founders are Ferdinand Kajerulff, Asser Smite, Jan-Cayo Firebug, Morten Lund and the headquarters of the company is situated at Copenhagen, Denmark. The team is now operating in Dhaka, Bangladesh, where it cooperates with “Grameen Bank”, which is very much popular for its ”microfinance industry” and microfinance industry is a revolutionary part of Grameen Bank. It serves in countries like Poland, Bhutan and Kosovo besides Bangladesh and about to expand to Malaysia as well. 


1.1.1 Vision, Mission & Objective 

Vision: To democratize access to education via the internet on a global scale. In recent years, users have pursued more formal education online so spreading education and internet access and usage to underdeveloped nations to cut back unemployment is the company’s perception. Mission To enable the next generation of digital entrepreneurs around the world. Provide them with freelancing training to learn and earn anytime and anywhere by teaching them the technical skills required to work in the marketplace.

Mission: To enable the next generation of digital entrepreneurs around the world. Provide them with freelancing training to learn and earn anytime and anywhere by teaching them the technical skills required to work in the marketplace.

Objectives: Coders Trust main motive is to allow education being accessible to everyone despite of gender, race and religion. They provide microfinance for talented students to upgrade their skills to help them make more earnings on freelance portals. Microfinance interventions provide low-interest loans to people living in poverty, in order to encourage entrepreneurship and promote economic growth. Since this is a start-up business, the company has come up with the idea of freelancing training institution and introduced online platform for learning who could not complete high school or undergraduate education and also the ones who are not getting enough job opportunity due to a poor quality of education achieved for which their life came to a halt and also the underprivileged population to make them earn a living. The institution will basically help them acquire the technology know-how and highly demanded freelancing work in the platforms through proper guidance of teaching the skills required for getting started in the marketplace along with the admission and designed course fee that could be paid in installment within 2 months or at once. 


1.1.2 Corporate department 

Coders Trust, Bangladesh has been running these five departments since startup period: 

 Sales department 
 Education department 
 Accounts department 
 Business development department 
 Human resource management department 


1.1.3 Details of the service 

The start-up has raised about $3 million from Singapore and Tokyo-based venture firms Segnel Ventures and Veiling Venture Partners, and is backed by the Danish government and Bangladeshi Nobel Peace prize winner “Muhammad Yunus’s Grameen Bank”. Denmark based Coders trust invest in learners so they can have more and better job opportunities and figured out how to leverage this well, they invest time and money in IT students and get a commission on all the freelance jobs they perform afterwards. Coders trust provides a Trust score for each student and combines a “Learn & Earn” approach: they teach tech skills and help students market themselves on freelance platforms (such as Up work). Coders Trust basically is an online portal service which have many different types of online learning portal but the missing is financial system which can provide backup for tomorrow service for the activities of online labor market. The Denmark-based company offers three-month long courses in areas like Web development, Android app development, Word Press, SEO & SMM,PHP, Account management system& content writing skills that are quite demanding on the freelance job market. It works in a hybrid, online and offline model where students have to8 attend classes twice a week for six hours, with the rest of the instruction delivered online. Students are taught skills that are in demand on some of the biggest freelancing portals, up work and Freelance.com, with which Coders Trust has partnerships. Coders Trust is also looking at starting fully online courses in partnership with Code school LLC, a portal for coding courses. 


1.1.4 Operation details 

There are multiple start-ups in the online course sector, including Code academy (Ryzac Inc.), Tree House Island Inc., Course era that aim to teach code but Coders Trust insists their model makes a difference. The company targets sovereign wealth funds in the region to help finance their operations. They formed partnerships with educational institutions, microfinance companies as well as investors in the technology space such as Danida &UNDP. The courses offered by Coders Trust are not free of cost. They have designed six course modules with assigned course fee as per the highly demanded tech-skills in the market. This is another funding option for the organization through admission and course fees. The company provides loans to students to take courses and charges a 10 per cent commission from their freelance fees in return. Students have to pay a fee, sometimes as high as BDT 30,000, but they can also avail financing from the company and pay it back once they start earning. About 700 students in Bangladesh already graduated from the programmer, where it first piloted. With 70% of them already earning through freelancing, the firm has also expanded to other countries like Poland, Bhutan and Kosovo. Many institutions teach coding for free but there’s no online mentorship, so 95% of students drop out from the courses and moreover, their training has got no linkage to the job market. This is a crucial difference as Coders Trust provide courses based upon what the market is in high demand relying on the data the company fetch from freelancing portals such as Upwork.com. However, some trainees are skeptical of the long-term prospects of freelancing. The company acts more responsible towards the community by investing in youth development and women empowerment through education, job creation and entrepreneurship. The company's freelancing platforms teaches freelancing skills via online teaching, enabling individuals to accelerate their freelancing career.

1.1.5 Philanthropic activities/Corporate social responsibility

Coders Trust provides microfinance for the students to upgrade their IT skills, so they can earn more money on freelance portals such on as Enlace and Odesk. In return, Coders Trust makes a profit by taking a 10% commission of their increased earning for a limited period of time. Employee welfare, engagement and strengthening are the prime objective of Coders Trust, BD. Their workers are the establishment of their service business. The company has many benefits for their employees such as paid sick leave& holiday, health care facilities, day care room, canteen, emergency transport etc. Coders Trust also provided corporate donation for Korail (slum) fire incident victims and according to company policy it also offers free training for underprivileged population or students. This organization introduce a new process of education system where student can acquire knowledge, learn different skills of online and offline activities of freelancing throughout the nation.  It is a pioneer institution where people get chance to studies from anywhere because of their online education system. Teenagers, young and specially women who are housewife they are very much benefited from this type of institution. Coders trust even hosted a bidding war in year 2016 where the students dove in to bid on the leading freelance market places and the outcome was of total $40K earned by CT students in just 6 weeks. It had also arranged freelancing “BOOT-CAMP” event to create awareness about the brand and promote their service to enhance people to pursue the knowledge and benefits from freelancing education. Recently, the institution had organized an event of certificate and award ceremony for freelancing graduates of Coders trust with the presence of media, Ministry of Law & Education and Danish Ambassador to create business valuation.
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[bookmark: _Toc5535020]2.1 Job responsibilities 


 I have provided individual counseling to students about their career needs 
 I have used different types of  technological terms and online portal, e.g. Facebook, online video conference, pop-up advertisement media , Trello, Slack for organization purpose and to contact student in order to solve their problems 
 I had discussion session with bunch of people who eagerly want to know about the way of career choosing process. I had also took seminar on specific topics of freelancing such as: content writing, Facebook marketing, pop up advertising, tricks and tips for face interview.
 I used to advise students on CV’s, cover letters and interviews and hold mock interviews 
 I have even organized “Freelancing Boot-Camp” event. In this event some external speakers, such as: corporate personal, employers, some self-obedient women, students, were invited for share their experience. Who are also involved in freelancing world besides work life 
 I had contributed to the English communication curriculum, through team discussion, by designing career modules (or elements within them), provide lecture sheet and assignment, arranged conference, seminar. I also provide counseling’s for the purpose of academics activities. 
 Research and write information on career opportunities and produce publicity material/content 
Wrote online portal based article and provide materials for the purpose of students, academics activities, employers, housewife, job seekers.
 Assess CV’s for employability, such as: leadership skills, career opportunities, experience certificate, in terms of job, extra-curricular activities and volunteering.
 Develop online career learning resources for English communication class 
 Advise on career and the development of the skills required for freelancing 
Develop the process and possibilities of high income through freelancing and also have to create awareness and advertisement for student entrepreneurship.
 Act as a consultant in the leading freelancing market portal sites. And also provide guidelines for career choosing goal, academic activities, and social media service.
For the purpose of students provide some research and documents copy which is related with career objectives and employment opportunities of freelancing.
 I even tracked student information through software’s like import.io to assess the current student data who are involved in freelancing 
 Attended meetings or conferences with top management of the company for future endeavors and planning 


Suggest program or curriculum improvements to head of education and answer student questions related to the course content.


[bookmark: _Toc5535021]2.2 Functions of the department 

Sales department The function of a sales department is to engage in a variety of activities with the objective to promote the customer purchase of a product or the client engagement of a service. Coders trust sales department is operated by communication team. The only goal they are assigned and follow on a regular basis is to attract numerous students to purchase their service. They motivate customers through Facebook posts creating banners and ads portraying the top rated freelancers in the marketplace who have been their students and earning successfully in the marketplace. The course mentors influence current students to spread word of mouth communication and target specific calls when a student sign up on their website while having basic computing skills and communication proficiency. The team does follow up calls if the upcoming student admission doesn’t take place within the designated time frame. They even offer special discounts on courses during occasions and does Facebook boosting too in order to speed up their targeted admissions in a month as well as spread the power of freelancing. The department keeps track of student admissions and payment status as it need to report to accounts division on revenues, costs, and other sales-related parameters. 

Education department: This department is run by Career advisor team. They have assigned highly experienced mentors for every courses offered by Coders Trust. Mentors from computer science background with high computing skills along with their participation in the freelancing world are only recruited. The team designs the course content or modules and takes both offline and online courses in a week as per schedule. They provide freelancing support both during and after course completion. Moreover, the team members are also involved in online operations providing 24 *7 service regarding the students technical problems or queries for clients order and job. Dedicated hours of student counseling are provided as freelancing support by every mentor in a week besides ongoing course too. 


Accounts department The department is in charge of all the financial transactions such as: 
OMoney out – Making payments and keeping records of the bills paid 
OMoney in – Processing incoming payments 
OPayroll – Making sure every employees get paid 
OReporting – Preparing financial reports, e.g. P&L, balance sheets and budgets 
OFinancial Controls – To avoid errors, fraud and theft 

Business Development –The development department identify strong potential markets for their service and expand the scope for attracting investors and build good relationships with high ranked officials through seminars or press conferences. Studying and monitoring of external environment - clients, industry, market, company's image, macro economy etc. in order to find potential opportunities and determine their feasibility, expediency and prospect, to analyze different scenarios and support elaboration of business development strategies. The role of the business development team are basically: 

· Building brand image of the company 
· Developing channels and business portals 
· Identifying new market and investors to form partnerships 
· Collaboration with other departments

Human resources department

Recruitment –The Company advertise about job postings, source candidates, screen applicants, conduct preliminary interviews and coordinate hiring efforts with managers responsible for making the final selection of candidates. 

Compensation and Benefits –The company sets compensation structures and evaluates competitive pay practices such as promotion, salary determination, performance problems and leave transfer program. 

Training and Development – Coders Trustgives new employees extensive orientation training to help them transition into a new organizational culture and an overview of the course structure to the mentors. 

Performance appraisal review 
Policy development 
Personnel data entry and records maintenance 

[bookmark: _Toc5535022]2.3. Marketing Mix 7P
Coders trust marketing mix

This part is mainly discuss about the special issues of marketing activities & services. In the previous chapter principal of marketing is covered and discuss elaborately but in this chapter marketing mix of 7p is going to relate with different characteristics of product and services.

Marketing mix is the set of tactical tools of marketing, and controllable elements, by which an organization or a company can make or produce desired product on the basis of target market. Demand of product depends on how a company relate marketing mix to introduce the product on target market. It is also a great tool or elements which may help in marketing research, planning, possibilities and execution.

Every firm, company or organization wants to create a successful marketing mix of right product at right price at the right place through the right promotion. Marketing mix is consist with 7Ps: product, price, place, and promotion, process, physical evidence and people. Coders Trust has also created a good marketing mix to the market on their services & products.  And most importantly all the Ps of marketing mix are interrelated with each other. Now I can discuss about the 7Ps of Coders Trust Bangladesh

Coders trust actually provide services rather than product. This institution follow physical goods and service offering both education system. Special understanding of product and better marketing efforts are known as “service product”.  Because of this reason services are a special kind of product. 
Coders Trust academic education is consist with the element of the tangible and intangible. It is mainly provides physical goods and number of the services.  such as: lecture sheet, CD, teaching materials, some research copy and analysis of data, arrange seminar, workshop, counseling, contact with student, offering courses of freelancing, etc. The physical goods and services are not provide same advantage, it has different benefit. The value of the product in market depend on its delivery system, looks, offerings rather than the product cost.
Every firm, company or organization wants to create a successful marketing mix of right product at right price at the right place through the right promotion. Marketing mix is consist with 7Ps: product, price, place, and promotion, process, physical evidence and people. Coders Trust has also created a good marketing mix to the market on their services & products.  And most importantly all the Ps of marketing mix are interrelated with each other. Now I can discuss about the 7Ps of Coders Trust Bangladesh

4-P of marketing mix is include with 7p of marketing mix. The important mix of product, promotion, price and place, some more variables – people, physical evidence and process – are also included to 7–Ps mix.  This 7p of marketing is very much important for a marketer for their successful business. 
People In case of advertisement or marketing of any goods or service people are very much essential. From the perspective of marketing management, it is very necessary to ensure that employees of the company is interrelated with wider messaging process. In the sales department of Coders Trust “Business Team” and “Digital Marketing Team” their have more than 100 people, who are working in different area or zone of the Bangladesh to represent the company. When they are hired in the company then they are train by their supervisor to deliver superior service to the clients. The marketing people are always prepare to provide their best services to the consumer. CTBD Sales Department always tries to keep good relationship with their respected client by giving their best quality goods along with a medium or expected cost. And also handle to sales condition of the sales territory people of marketing who works for the company betterment and enlargement. They monitor and measure the performance, abilities, skills, and scope of all the sales peoples and coordinators of sales. The following process is follow or not this are also mention in here. Business team try to convenience the interested people by calling and invite them to visit the office for further procedure. All professionals and nonprofessionals are considering CTBD product.
Physical evidence: A current operating IT company in Bangladesh which is known as Coders Trust. Coders Trust Bangladesh is a leading IT company in Bangladesh. One of the biggest challenges a marketer faces that is developing eye contact with consumer for the purpose of product attractiveness through advertisement. Marketers give more focus on packaging because of the product attractiveness. There are different types of courses which are packaging both traditional and innovative, which are available in the online market. And they also provide their branded t shirt and witch-band, cap for their brand promoters. The environment where service is delivered, taken or provide it have to be comfortable, qualityful and need to ensure high quality, developed communication service, well behavior of employees, teaching accessories or materials and comfortable environment. CTBD always focus to give the comfortable environment for the clients and running customers.

Process:  Coders Trust Bangladesh process, technological terms and of activities by which a service is acquired. Process decisions directly impact on how a service is delivered to the customers through their activities.  Different processes are follow in case of delivered service e.g. at first need to communicate with perspective students or clients, administration process & procedure regarding the course delivery, preparation, research, delivery and evaluation & execution of the courses. 

The following discussion point can be helpful for a successful Coders Trust Bangladesh management team. This are given below:

· Ensure that marketing department provide the best service and marketing happens from the all level.
· In case of service provide or delivered it should be flexible that customer feel comfort.
· Arrange a training session for employees and stuff to learn how nicely they provide service. They may hire a high quality stuff also.
· Give additional service for the existing customer and give them more offerings and extra priority. Which is very much helpful for market extensions.
· Take feedback from the customer about the product complain, problems or any other queries 
· Provide high or best quality product with new innovative technology at low price.
· Need product differentiation for sustain in target customer minds and create an identity from others brands.




[image: Marketing Mix]

The important elements of marketing mix 4p are given below:

Product: Products and goods are the important and necessary key elements for the coders trust Bangladesh. Coders trust Bangladesh product is high quality and beneficial product for students. The product of CTBD are customer attractive and product selection process happen on the basis of customer preference and priorities. CTBD has different types of product in both online and offline.

Price: A product development process price is a major things of marketing mix. It’s a necessary tools in marketing mix because it is directly include with the increase of revenue generate and all other parts of marketing mix. Pricing process are consist with many things, like product availability, costs of production, organizational accessories and marketing objectives in market and so on. Coders Trust is providing best quality course than anyone in Bangladesh, they focus the quality product price for the customers. So, it makes them able to grab the highest market share in the country. However, the selling price differs based on the market demand of the product in various locations of the country.
The new product of course will launch for the mass market and thus price competitiveness may vary from other brands. Coders Trust is planning to focus on build their pricing strategy based on their products size. Which may create competitive advantage for the brand and the organization.
	
 Place:  Place is mainly the product availability on the basis of customer communication. Place is making the availability of desired product at expected place. Coders trust has their branches almost every main place in Dhaka Bangladesh. Apart from this coders trust has also 6 branch in allover the nations. 
Distributions points inside Dhaka: Mirpur, Banani, Dhanmondi, 
Distributions points outside in Bangladesh: Malaysia, Nepal, India, Bhutan, Denmark

[bookmark: _Hlk509835129]Promotion: Promotion is interrelation with communicating with customers it will give information for making purchase decision to buy the products. The cost includes with promotion. Overall cost of producing an item is also include in advertisement or promotions. A successful promotional strategy helps to build long term relationship. Due to promotion sales is increased; costs are also increased. Coders Trust has TV Advertisements, BP Activation, Event program, Conference program, corporate publication, social media and corporate advertising process to make the promotion of their brands. 

· [bookmark: _Toc528595990][bookmark: _Toc5535023]TV Ads: Television Ads is very important media for promotions. Television programs are paid by an organization which consist with a message. Coders trust try to publish their product through the Advertising.

· [bookmark: _Toc528595991][bookmark: _Toc5535024]Activation:  coders trust use the product promotion for BP activation method.  It is bring a brand message to life in a strategic way.  A wide range of marketing communication tools in order to maximize results and provide the greatest return on their customer marketing investment. Coders Trust does different kinds of activation like- Market Activation, corporate activation etc.


· [bookmark: _Toc528595992][bookmark: _Toc5535025]Billboard: Coders trust published their products through the billboard advertising. It works well for promoting their product. In specific geographic areas it is also work well.

· [bookmark: _Toc528595993][bookmark: _Toc5535026][bookmark: _Hlk509842793]Conference Program: coders trust also arrange a conference program for the purpose of giving a proper guidelines, way of choosing career goal through seminar.

· [bookmark: _Toc528595994][bookmark: _Toc5535027]Events:  Coders trust also arranged different types of Events based on occasion.


Process as a part of the selling combine:
Process is another part of the extended selling combine, or 7P's.  There are variety of perceptions of the idea of method among the business and selling literature. Some see processes as a way to realize associate outcome, for instance - to realize a thirtieth market share a corporation implements a selling coming up with method.
Another read is that selling incorporates a variety of methods that integrate along to make associate overall selling process, for instance - selling and web selling will be integrated. An additional read is that selling processes are wont to management the selling combine, i.e. processes that live the action selling objectives. All views are intelligible, however not notably client centered.

For the needs of the selling combine, method is part of service that sees the client experiencing associate organizations providing. It is best viewed as one thing that your client participates in at completely different points in time. Here are some examples to assist your build an image of selling method, from the customer's purpose of read.
Several samples of physical proof, together with a number of the following:
· Packaging
· Internet/web pages.
· Work (such as invoices, tickets and despatch notes).
· Brochures
· Furnishings
· Accumulation (such as those on craft and vehicles).
· Uniforms
· Business cards
· The building itself (such as prestigious offices or scenic headquarters).
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[bookmark: _Toc5535030]3.1 Workplace problems 

Managerial Control: A critical part of an organizational behavior is a managerial control of a company. There are different types of segment or elements of tools for managerial control, such as; control of autocratic, in this the management team leads to the staff, and interactive control, in this the staff has to provide command how the company is run. This type of managerial control for the company will very much affected how to maintain the policy. Coders trust maintain autocratic leadership so they do not allow interaction from the staff and blind themselves to important input that would allow the company to run more smoothly. 

Organization-wide problems: Simple employee or team issues can quickly expand to the organization if immediate corrective action is not taken place. Organizations should avoid this situation at all costs, as it often results in staff forming groups at odds with each other. Companies must prevent these problems from negatively changing the corporate culture and maintain the workplace as a high performing entity. In Coders trust, due to no incentives or bonuses being paid to the employees along with no pay rise within a specified time period, the employee’s satisfaction and dedication level deteriorated. They formed a group out of negligence and resigned from the organization by opening up their new freelancing startup company acting as Coders trust rival.

Team Problems: To achieve high performance, teams must be dedicated to working toward an agreed goal. If they experience personal disconnect with other team members, the team can become non-functional. Team leaders must offer constant feedback and foster cohesiveness. Although, my team leader has somewhat managed to solve disputes or conflicts between the group members. However, when facing team issues, management should have diagnosed the problem and take immediate corrective action to avoid further performance breakdowns.

New Hires:   In case of current stuff are hired into the organization, they need to receive a creative and innovative process for introduction in proper ways to communicate throughout the organization. If new hires come they must have to be skilled in the every sphere of their companies profile and they also have to  a career goal which impact for the organization most. I was not being given an overview about the organization so it took me a while to understand their business process and their work details. 
New Management: There have to be changes in management in every years that the company will start to settle into a way of doing things that is effective and flexible for the operating management team. Different changes may occur in management team, for any reason, that’s why they can put strain on the organizational structure of an institution. The new management may be unfamiliar with the way the companies activities has been operating for years and try to maintain a new spin on how necessary things should be operate. After the conflict between the employees and top management, the head of education and communication was replaced by new members in the organization. Thus, rapid changes in tasks and decision making took place which was hard to cope up.

Confusion: Effective & essential communication is required to maintain a company structure operating smoothly. Innovative ideas and new processes will get confused lacking of communications. Segments or departments are need to be clear on properly what their duties are, then they confirm that confusion can slow down productivity. These confusions took place after new managers has been assigned and made changes in work procedures.

3.1.1 Workplace challenges 

Employee Interaction: different people working together under the same roof in an organization. This is create such a friendly environment in an office culture. On this culture increase employee interaction and each and every people can get discussion on their assign work. Working as an intern and not knowing much about professionalism, I sometimes used to get confused about my assigned task and hardly used to seek for help since everybody seemed busy with their own work and did not appear much friendly to ask for help. In my opinion. I think arrange training session for intern or new employees is very much efficient and effective on this way they can learn about their work, responsibilities and duties. And it also help them to take challenges.

Handling Customers: it is another level of challenge into the marketing mix. When the majority of consumers and clients that you conduct with on a regular basis it will be polite and understanding, there is usually an element that is difficult to handle and settle. Since I used to provide student counseling and had to convince new customers to sell our service, I had to face different personalities at times. When the things that the consumer is always right it is an important statement which have to follow. It is also important to give training the employees that they can handle difficult consumers and clients in every situation. 

Diversity: Several challenges are intertwined with diversity. I felt challenging to work among a variance activities when at the time of same thing, it is concerned about the positive portfolio that variance may happen. I have worked under pressure and thus learned how to manage tasks within time and deliver effective output. The experience was good enough since I got to work with German, Japanese and Danish people.

[bookmark: _Toc5535031]3.2 Analysis of issues based on relevant theory 

I. Service Branding model- Coders Trust lacks in branding 

Traditionally, branding has been focused on tangible products, but in recent years the focus has expanded to also include branding of services. Service branding it is a competitive terms of branding of any service, products or goods. Every company need to build a successful model of structure for the service which is provided. Coders trust has some lacking on their service branding model. Because they always wants to give best service that’s why service pricing goes up. This is a major issue to maintain balance with service and price. Otherwise brand equity goes down. To promote a company they needs to develop their product or service as well as their product pricing. Need to balance everything on the proper way, it is very much important for the purpose of model branding. A strong brand can offer more advantage for their product and services. A strong brand can also develop the trust worthy brand in the customer mind. Other competitive brand also take same advantage by giving some attractive promotions. That’s why need to create product identity by the product differentiation. A strong brand has positive and negative both brand equity. Brand equity is very much important for the competitive brand. According to the theory of branding it creates the differentiation between the brands on their product position, build economic value for the customer, and services. Berry said that equity as “the differential effect of brand awareness and brand meaning combined on customer response to the marketing of the brand”. 
The model of service branding is not a different kinds of product it is only in experience certificate. It is state that the main in building brand equity. Products compared to services is the great importance of service performance, meaning human performance for services rather than machine performance for products. In Berry’s (2000) model, brand equity is based on brand awareness and brand meaning, where brand meaning has a greater influence on brand equity than brand awareness. Brand awareness is primarily composed of the presented brand, but is also affected by external brand communication. Brand meaning is foremost affected by the customer's experience with the company, but also indirectly affected by external brand communication and the presented brand. 
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Figure 1

In the perspective of Leonard Berry (2000), brand awareness can be said to be built up by two elements: The running organizational brand and additional others brand interrelations. Mainly the Brand meaning is what actually comes into the customer’s mind when heard to a name of their brand. The institution’s leading brand may be state that the communication with the company monitors and that is consist for the customers. Brand communication occurs in 2 way like present brand communications and external brand communication. WOM is common in services due to the service characteristic of intangibility. Since services are harder than products to evaluate before the actual purchase, the customer is more likely to rely on experience based information from other customers. A better-known company is perceived to be a better company, and publicity is about becoming better known” 



II. Service Recovery Paradox- Coders Trust service failure 

A service recovery paradox appears when customers compare a recovery that is “much better than expected” with an error-free initial service that is just “satisfying.” The paradox is present for both “overall satisfaction” and “word-of mouth intentions.” A service failure is defined as any service-related mishaps or problems (real and/or perceived) that occur during a consumer’s experience with the firm. Service failures can lead to negative disconfirmation and ultimately dissatisfaction, though appropriate service recovery efforts may restore a dissatisfied customer to a state of satisfaction. “Recovery paradox” refers to situations in which the 3 satisfaction, word-of-mouth intentions, and repurchase rates of recovered customers exceed those of customers who have not encountered any problems with the initial service. Recovery consists of three dimensions: 

Outcome/Distributive: This compensation can take the form of actual monetary compensation, an apology, future free services, reduced charges, repairs and/or replacements. Coders Trust has used refund approach when at a time it was unable to complete its course training due to internal problems of the mentor group. 

Procedural justice: During Coders Trust bad phase of service delivery, the management was unable to recover the student loss instantly leading to students protest and thus, forming a bad reputation of the company. 

Finally, interactional justice: However, since the organization couldn’t deliver its promise, the employees acted patient and calm while dealing with customers anger and grudge towards the institution for poor service and somehow the organization politely managed the crowd by offering a 50% refund of their course fees and assigned new mentors who were willing to complete the course at any cost. 
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Figure 2

III. SERVQUAL model- Coders Trust requires improvement in service delivery 


Researchers believe that the service quality theory is based on the literature of customer satisfaction and product quality (Brady & Cronin, 2001). SERVQUAL is an analytical tool, which can help managers to identifying the gaps between variables affecting the quality of the offering services. The performance of service quality is difficult to set, measure and monitor because of intangibility characteristics. Customer satisfaction will come from the experience of consumers by comparing expected level of service and delivered level of service. In this relationship, perception has a direct effect on customer satisfaction but expectation does not have a direct effect on customer satisfaction, service quality measurement enables managers to recognize quality problems and enhance the efficiency and quality of services to exceed expectations and reach customer satisfaction. Provision of excellent service quality in order to receive high customer satisfaction is a vital issue as well as a challenge facing the contemporary service industry. It is for this reason that this issue has become of great importance for both academics and practitioners in the subject area of marketing. 

The main purpose of model is to apply its dimensions in identifying the 21 gap between customer expectations and perceptions. Customers generally have a tendency to compare the service they experience with the service they expect to receive, thus, when the experience does not match the expectation, a gap arises. Customer service and quality are driving forces in the business community. As higher educational institutions tussle for competitive advantage and high service quality, the evaluation of educational service quality is essential to provide motivation for and to give feedback on the effectiveness of educational plans and implementation. 
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Figure 3

Based on successful or unsuccessful experience, a customer forms an opinion about the service quality by using same criteria to assess quality regardless of the type of service. The objective of this theory is to find critical service quality dimensions that contribute most to the satisfaction of the students of the training institution. In this model, customer satisfaction is the dependent variable whereas tangibility, assurance, responsiveness, reliability, and empathy are the independent variables. It was deduced after careful analysis of the organization relating the Seroquel dimensions as written below:

I. Tangibility: Tangibles are the visible aspects of the service that are employed by businesses to improve external customer satisfaction. Different service industries employ different types of tangibles. The information technology and services industry makes use of hi-tech computer systems and lavish decor to give a perception of high quality to their prospective customers or clients. The organization has well-equipped and furnished setup including updated computers and high configured laptops for students use and study purpose along with internet access, air condition and projector. Moreover, any external help are being provided by the staffs of the company at any time and the instructor gives ongoing and clear guidance to the students in increasing their tech knowledge or familiarity with computers and its operation. 

ii. Reliability: In its broadest sense, reliability means that the training institute should delivers on its promises about delivery, service provision, problem resolution and pricing. This helps the student to measure about the service outcomes and core service attributes. The terms reliability and satisfaction are used interchangeably. “Service reliability” is judgment of customers/clients regarding overall performance of the Customer Satisfaction on Reliability dimension of Service Quality. Primarily service quality focuses on how to meet the customers’ expectations. Because expectations are dynamic, evaluations may also shift over time, from person to person and from culture to culture. The term, “student satisfaction,” can be explained in many ways, as student satisfaction was driven by evaluation of the quality of course work and other curriculum activities and other factors related to the training. Instructors should treat students with sensitivity and sympathy, and assistance or support sessions should be provided when necessary.

iii. Responsiveness: Responsiveness in the context of the training system can be defined as the outcome that can be achieved when institutions and institutional relationships are designed in such a way that they are cognizant and respond appropriately to the legitimate expectations of individuals. Responsiveness can be viewed from two angles. Firstly, the user of the training service is often portrayed as a consumer, with greater responsiveness being perceived as a means of attracting consumers or students. Secondly, responsiveness is related to the safeguarding and proper teaching and assistance of rights of the students to adequate and timely care. 

iv. Assurance: Assurance is defined as “the employees’ knowledge and courtesy and the service provider’s ability to inspire trust and confidence. This dimension consisting of the ability, knowledge and skills in instructors of training services to create confidence in students.

It is an important dimension that customers look at in while assessing education or perceiving any educational training program. The mentors of Coders Trust, should aspire confidence among the students about freelancing career and develop good reputation for their teaching skills and excellence in delivery. 

v. Empathy: Empathy is defined as the “caring, individualized attention the firm provides its customer. The customers are treated as if they are unique and special. There are several ways that empathy can be provided: knowing the customer’s name, his preferences and his needs. Many companies use this ability to provide customized services as a competitive advantage over the larger firms. Coders Trust should use this approach by building a personal connection with the students and provide after class service or 24*7 online support regarding any technical problems or any freelancing help to the students


IV. 3p’s of Service marketing mix 

To discern the differences between services and physical products, the 4Ps’ of marketing mix i.e. Product, Process, Pricing and Promotion has been extended to include additional 3P’s: People, Physical Evidence and Process. The unique 3P’s of service marketing influence the customer’s decision to purchase a service, the customer’s level of satisfaction and repurchase decisions.


I. People- In service marketing, people are the critical variable as most services are provided through human resources. People are a defining factor in a service delivery process, since a service is inseparable from the person providing it. Service delivery is characterized by interactions between customers and service employees and the behavior that employees display will positively impact on service quality if human resource management practices can create an environment that elicit more positive, courteous and helpful behavior from the employees toward customers. In Coders trust, the people represent both the employees of the organization and the students currently enrolled in the courses for training. The staffs are given training for appropriate interpersonal skills, aptitude, and service knowledge in order to deliver a quality service. The student affairs and the employees who undertake student counseling are provided enough training and knowledge to demonstrate to the customers that they train their people to prescribed 24 
Standards and best practices in order to make the students more willing to take admissions in their training hub. 

ii. Physical Evidence- The environment in which the service is delivered, and the tangibles that help to communicate and perform the service. Physical evidence is about where the service is being delivered from. Most services are intangible and customers cannot easily judge the quality of services until they buy an use the service. A service marketer also faces strong challenges to differentiate their services from competitor’s services. Customers also find it very difficult to differentiate the services offered by various organizations. In this situation, service providers use physical environment to communicate to customers about the quality of their services. The organization present physical evidences of quality through an elaborate decoration of front office for student counseling, student’s success posters, pictures with visitors and investors of CT and clicks of their events framed on the walls, well- furnished labs or classrooms for course training and their personnel to communicate about the quality of service. 

iii. Process-Services differentiation is also achieved through a difference of service delivery methodology or process. It is the delivery and operating systems of procedures, mechanisms and flow of activities which services are consumed. This element of the marketing mix looks at the systems used to deliver the service. All services need to be underpinned by clearly defined and efficient processes. This will avoid confusion and promote a consistent service. In other words processes mean that everybody knows what to do and how to do it. s. Creating and managing effective service processes are essential tasks for service firms. Managing the process factor is essential due to the perishability of services which means that services cannot be inventoried, stored for reuse or returned. In Coders trust, while a student comes for admission, he or she is first asked to sit at the reception provided with the course brochure or layout. A counselor from student affairs team then discusses the courses offered in details and convinces him or she in pursuing the course interested through open discussion with the student and the guardian. If convinced, he or she is asked to fill up the admission form and make the payment at once or in installments within two months period at the office. If any students are interested in doing online course and not being able to visit office, then he or she has to make prior payment through Bkash before class resumes and thus, the student ID and course details are provided through email. The communication team adds the student to their course groups and updates notice and even sends individual emails to all students prior the class starts. The instructor thus carries out course according to the curriculum set and attendance is recorded manually. If the student intends to miss three classes in a row, he or she will be terminated from the course without any further notice 
. 
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Figure 4

[bookmark: _Toc5535032]3.3 Recommendation & Evaluation: 

Addie phase can be broken down into two parts: Formative and Summative. The Formative phase happens while students and IDs are conducting the study, while the Summative portion occurs at the end of the program. After implementation of a course or program is over, a summative evaluation is done for instructional improvement. Throughout the evaluation phase the designer should ascertain whether problems relevant to the training program are solved, and whether the desired objectives are met. 

II. Task-oriented issues 
I would recommend to establish a structure for all the interns of each department and create separate goals which could be achieved by each interns. Coders trust archives are not updated. Interns randomly organize them. However, if this was properly planned then their data could have been updated and they could evaluate their progress. This is just one example for the interns to do something productive rather than aimlessly try to achieve results. Interns should be treated as regular employees are, not just a dump for busy work. Employers should also give more difficult tasks to interns. We will not learn if we are given the same type of work; we need challenges, too. While there's always room for improvement, listening is usually a good first step. Being open is the second. Take the time to get to know your co-workers. Ask for more or harder assignments and always seek to learn continuously. The same goes for employers. You never know what senior employees can learn from student interns. The learning curve goes both ways.
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Figure 5



[bookmark: _Toc5535033]3.4 Conclusion & implication 


Coders trust Bangladesh is very well known and renowned institution. Their products performances are high quality than other products. Because of some lacking it impact on promotion, competitors, quality etc. But now they are try to improve their products quality with cheaper cost. The reason behind their success can be described through their efficient marketing strategy. This strategy is described separately in the order of product, pricing, placing, production and promotion in this report. Coders trust become the number 1 freelancing institution in Bangladesh. Their aim is also to offer the people convenience through establishment of a large and extensive dealer network throughout the country. Coders trust is continuously increase distribution channels improving standard quality, through maintain high standards and commitment to creating outstanding opportunities for professional growth so that associates can achieve their highest potential. They are now focusing on developing their sales and promotional mix in the market. They are now following some marketing strategy. Ultimately, their goal of doing these activities to persuade to increase their sales. They need to promote their products in various ways. In order to become the market leader, they must develop their Advertising strategy. The company need to focus on develop the sales as well as they need to promote their product through the radio, television, newspaper, outdoor advertising and through other strategy. If CTBD is able to overcome all the difficulties mentioned above, there is no doubt that within a short period time, the company will have insurmountable advantages in the market. That’s the way CTBD achieve their Success day by day. 

Moreover, a service recovery strategic focus should be both active, in the sense that employees aggressively implement service recovery efforts immediately, and passive, in the sense that service recovery opportunities should not be planned. When it occurs, the service recovery paradox should be appreciated as a bonus. Its possibility offers the potential for redemption with an individual customer. 

In today’s increasingly service driven markets and with the proliferation of multiple providers for every type of product or service, moments of truth have become an important fact of customer interaction that marketers need to keep in mind. They are critical as they determine a customer’s perception of, and reaction to, a brand. Moments of truth can make or break an organization’s relationship with its customers. The 3P’s communicates and influences customers’ responses in a cognitive, emotional and physiological ways. These responses to the 3P’s factors influence the approach (e.g. affiliation, staying longer, expression of commitment, loyalty) or avoid bad behavior of customers. Service firms rely heavily upon their service providers to enhance the provision of service quality to acquire and retain their customers in the designed service processes and services cape. The marketing mix for a service has additional elements because the characteristics of a service are different to the characteristics of a product. The characteristics of a service are: Lack of ownership, Intangibility, Inseparability, Perishability & Heterogeneity. To a certain extent, managing services are more complicated then managing products, products can be standardized and to standardize a service is more difficult as it can be affected by factors outside the service provider’s control.
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