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To
Muhammad Hasan Al-Mamun
School of Business & Economics (SoBE)
United International University 
Subject: Submission of Letter of Transmittal for Internship Placement at NORTH END coffee roasters
Dear Sir,
With due respect, I am pleased to submit this Letter of Transmittal regarding my assigned internship in the Customer Management at NORTH END coffee roasters. I sincerely thank you and the department for providing me with this valuable opportunity.
The internship will allow me to gain practical experience in customer relationship management, service operations, communication handling, and organizational workflow. I believe this placement will significantly enhance my professional skills and understanding of real-world business environments.
Thank you again for assigning this internship opportunity to me. Please let me know if any further documents or steps are required.
Yours sincerely,
George Swapno Halder
111191039
School of Business & Economics (SoBE)
United International University 
[bookmark: _Toc214447687][bookmark: _Toc214451222][bookmark: _Toc214705735]Certificate of Similarity Index



[bookmark: _Toc214447688][bookmark: _Toc214451223][bookmark: _Toc214705736]Declaration of the Student

I, George Swapno Halder, Student ID 111191039, from the, School of Business & Economics (SoBE), United International University, hereby declare that I have been assigned to complete my internship at North End in the Customer Management Department.

I confirm that:

•	I will follow all rules, regulations, and work ethics of the organization during the internship period.

•	I will perform all assigned tasks sincerely, responsibly, and to the best of my abilities.

•	I will maintain professionalism, confidentiality, and respectful communication while working with customers, staff members, and supervisors.

•	I will submit my internship report based on my own experience and learning, without plagiarism or unauthorized assistance.

•	I understand that any misconduct or violation of organizational policies may result in disciplinary action by the organization or my academic institution.

I declare that all the information I have provided is true, and I take full responsibility for my conduct throughout the internship program.
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[bookmark: _Toc214447703][bookmark: _Toc214451224][bookmark: _Toc214705737]Executive summery

[bookmark: _Toc214447704]This report presents an overview of my internship experience at NORTH END coffee roasters, where I worked in. The primary objective of the internship was to gain practical understanding of customer service operations, communication processes, and organizational workflow within a leading retail café chain in Bangladesh.

[bookmark: _Toc214447705]Throughout the working period, I was able to observe and participate in various activities related to customer interaction, service quality maintenance, complaint handling, order management, and frontline communication. I gained valuable insights into how North End ensures customer satisfaction through efficient service delivery, teamwork, and a strong focus on brand image.

[bookmark: _Toc214447706]The report outlines the responsibilities assigned to me, the skills I developed, and the challenges I encountered during my working time. Major tasks included assisting customers, responding to inquiries, maintaining service standards, supporting day-to-day store operations, and learning the organizational procedures followed by the Customer Management team.
[bookmark: _Toc214447707]Additionally, the report highlights the theoretical knowledge I applied in real situations, such as customer behavior analysis, service management, and communication strategies. It also identifies areas of improvement and provides recommendations for enhancing customer service practices within the organization.

[bookmark: _Toc214447708]Overall, working NORTH END coffee roasters, significantly enriched my understanding of practical customer management, strengthened my communication and problem-solving skills, and provided valuable experience that will contribute to my future professional development.
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[bookmark: _Toc214451225][bookmark: _Toc214705738]CHAPTER I: INTRODUCTION

[bookmark: _Toc214705739]1.1 Background of the Report
1. Internships allow students to connect theoretical knowledge with practical exposure. As part of my BBA program, I completed my industry experience at North End Coffee Roasters, one of the most popular coffee houses in Bangladesh.
2. Since my position was that of a Barista, the most relevant academic topic aligned with my role was Customer Management. Every aspect of a café — from taking orders to preparing perfect beverages, addressing customer concerns, maintaining hygiene, and creating a warm environment — directly relates to managing customers efficiently.

[bookmark: _Toc214705740]1.2 Objectives of the Report
1. Primary Objective
· To analyze and document customer management practices at North End Coffee Roasters from the perspective of a Barista.
2. Secondary Objectives
· To identify the key responsibilities of a Barista in customer service.
· To understand customer behavior and expectations in a café environment.
· To explore how communication and service quality impact customer satisfaction.
· To evaluate the strengths and areas of improvement in customer management.
             3. Scope of the Report
· The report covers:
· Daily operational activities
· Customer handling procedures
· Interactions with regular and first-time customers
· Communication patterns within the team
· Learning outcomes related to customer service

[bookmark: _Toc214705741]1.3 Scope and limitations of the Report
This report centers on examining the market development initiatives of North End Coffee Roasters Ltd. about the changing coffee landscape in Bangladesh. The analysis includes a comprehensive evaluation of the company's marketing strategies, customer interaction methods, product range, and competitive stance. Furthermore, this report investigates industry trends, changes in consumer behavior, and the potential for growth in Bangladesh's coffee market, particularly in urban regions where coffee culture thrives.
The report also includes a SWOT analysis to assess the internal and external factors impacting North End Coffee Roasters Ltd., as well as a review of market trends that influence the company’s strategic direction. By leveraging both primary insights gathered during the internship and secondary research, this study aims to provide a comprehensive understanding of the company’s role in the coffee industry and the broader market landscape.

[bookmark: _Toc214705742]1.4 Limitations of the Report:
Several limitations affect the depth and scope of this report:
Data Accessibility: Access to some internal data of North End Coffee Roasters Ltd. was limited because of confidentiality requirements. This restriction impacted the capacity to perform a detailed analysis of particular financial and operational metrics.
Time Constraints: The limited duration of the internship and the allotted timeframe for this report restricted the breadth of research and data gathering. A more extended study period would have enabled a deeper examination of market trends and the company's performance over time.


Industry Data Availability: Since the coffee sector in Bangladesh is still in its infancy and expanding, detailed industry reports and current data specific to this market are scarce. This has created difficulties in conducting a thoroughly comprehensive industry analysis.

Geographical Focus: The report mainly centers on urban regions, where the coffee culture is most advanced. This concentration might not accurately reflect the trends in coffee consumption and market growth in rural or less populated areas of Bangladesh.


Although there are some limitations, the report offers important perspectives on the market development activities of North End Coffee Roasters Ltd. and the growth path of the coffee sector in Bangladesh. Future research that has access to more comprehensive data could expand on the insights from this report to achieve a better grasp of the industry.

[bookmark: CHAPTER_II:_COMPANY_AND_INDUSTRY_PREVIEW][bookmark: _bookmark13][bookmark: _Toc214451226][bookmark: _Toc214705743]CHAPTER II: COMPANY AND INDUSTRY PREVIEW

[bookmark: 2.1_Company_Analysis][bookmark: _bookmark14][bookmark: _Toc214705744]Company Analysis


[bookmark: 2.1.1_Overview_and_history][bookmark: _bookmark15][bookmark: _Toc214705745]Overview and history

North End Coffee Roasters Ltd. stands out as a prominent specialty coffee brand in Bangladesh, known for its dedication to quality, sustainability, and customer satisfaction. Founded in 2011, the company was one of the pioneers in bringing the specialty coffee concept to the nation, addressing the increasing appetite for high-quality coffee products and a superior café ambiance.
The creators of North End Coffee Roasters recognized an opportunity in the Bangladeshi market, where tea had historically been the primary beverage. By concentrating on ethically sourced, top- quality coffee beans and a tailored customer experience, the company swiftly established itself as a leader in developing the coffee culture in Bangladesh.


North End Coffee Roasters functions through a blend of retail cafés, roasting operations, and wholesale coffee distribution. Their products include single-origin coffees and espresso blends, as well as cold brews and specialty drinks, catering to a wide variety of consumers. The company also prioritizes education and transparency by providing barista training and engaging with customers to explain the journey of coffee from bean to cup.




Throughout the years, the company has grown its presence in key cities such as Dhaka and Chattogram, positioning itself as a significant contender in the urban coffee market. Currently, North End Coffee Roasters is recognized not only for its exceptional products but also for nurturing a community of coffee lovers and spearheading innovation within the local coffee sector.

[bookmark: 2.1.2_Trend_and_growth][bookmark: _bookmark16][bookmark: _Toc214705746]Trend and growth

The coffee sector in Bangladesh has witnessed significant growth lately, mirroring changing consumer tastes and the impact of worldwide coffee culture. North End Coffee Roasters Ltd. has been instrumental in this evolution, leading the specialty coffee market and exposing consumers to exceptional coffee experiences.
With increasing urbanization and rising disposable incomes, a greater number of people in Bangladesh, especially younger individuals and working professionals, are adopting coffee as a part of their daily routine. This transformation has led to a notable rise in the demand for high- quality coffee and café experiences, as consumers look for not just excellent beverages but also inviting, visually appealing environments to socialize, work, and unwind.
North End Coffee Roasters has effectively taken advantage of these trends, demonstrating consistent growth in both its customer base and revenue over the years. The company's emphasis on innovation, including the launch of cold brews, specialty single-origin coffee, and seasonal blends, has allowed it to maintain a competitive edge in the market. Furthermore, its expansion into retail locations and wholesale distribution has increased its accessibility, reaching a broader audience.


The company's growth has also been strengthened by its commitment to sustainability and ethical sourcing practices. By fostering relationships with both local and global coffee growers and highlighting fair trade initiatives, North End Coffee Roasters attracts eco-conscious consumers, enhancing its brand value.


Although challenges like rising competition and changing consumer preferences remain, North End Coffee Roasters continues to thrive by capitalizing on its strong brand identity, dedication to quality, and agility in responding to market changes.

[bookmark: 2.1.3_Customer_mix][bookmark: _bookmark17][bookmark: _Toc214705747]Customer mix


North End Coffee Roasters Ltd. serves a diverse customer base, reflecting the growing appeal of specialty coffee across various demographics in Bangladesh. The company’s customer mix can be broadly categorized into the following segments:

1. Young Professionals and Students



Many of North End's patrons are young professionals and university students. This demographic is attracted to the café atmosphere, which offers a suitable setting for working, studying, and socializing. The reasonable pricing of some menu options, paired with a high-quality ambiance, makes it an appealing option for this audience.

2. Affluent Urban Consumers



Urban consumers with middle to high incomes are a vital target market for North End Coffee Roasters. This demographic is prepared to spend more for top-quality coffee, typically in pursuit of distinctive flavors, single-origin varieties, and specialty drinks. Additionally, they are drawn to the company's focus on sustainability and ethical sourcing, which resonates with their principles.

3. Corporate Clients



North End serves corporate clients by providing wholesale coffee distribution services. A variety of businesses, hotels, and restaurants depend on North End to supply high-quality coffee that enhances their offerings and delivers excellent beverages to their customers and staff.

4. Expats and Coffee Enthusiasts


A specific segment of North End’s clientele consists of expatriates residing in Bangladesh and local coffee lovers. This demographic values the high-quality specialty coffee experience and recognizes the company’s commitment to both quality and authenticity. They tend to be more informed about coffee and look for particular brewing techniques and blends.

5. Casual Consumers


As coffee culture gains traction in Bangladesh, North End is drawing in casual coffee enthusiasts who are making the shift from traditional tea to coffee. This group typically begins with basic offerings such as lattes and cold brews before refining their palate for more advanced selections.

By tailoring its offerings to meet the needs of these varied customer segments, North End Coffee Roasters effectively captures a wide audience while building loyalty through consistent quality and excellent customer service.




[bookmark: 2.1.4_Product/service_mix][bookmark: _bookmark18][bookmark: _Toc214705748]Product/service mix

North End Coffee Roasters Ltd. provides a thoughtfully selected range of products and services aimed at meeting the changing tastes of its varied clientele. The business prioritizes excellence, diversity, and creativity in its offerings, guaranteeing a top-notch experience for both coffee lovers and occasional drinkers.
[bookmark: Products][bookmark: _bookmark19]Products

1. Specialty Coffee
· A diverse selection of coffee choices is available, featuring single-origin beans and skillfully designed blends, ethically obtained from both local and global producers.

· Choices are available for whole beans or ground coffee to accommodate personal tastes.
· Coffees available for a limited time and during specific seasons that showcase distinctive flavors and origins.
2. Espresso-Based Beverages
· Traditional choices like espresso, cappuccino, latte, and macchiato.
· Tailored tastes with syrups and milk substitutes designed to satisfy a range of preferences.
3. Cold Brews and Iced Beverages
· Trendy cold brews, iced lattes, and frappes attract younger patrons and individuals looking for refreshing choices.
· Creative seasonal cold brew options such as vanilla or cinnamon to ensure diversity.



4. Specialty Drinks and Non-Coffee Options
· Non-coffee beverages such as hot chocolate, teas.
· A selection of herbal and specialty teas to attract non-coffee drinkers.
5. Food Offerings
· Complementary food items such as pastries, cakes, sandwiches, and breakfast options.
· Freshly baked goods that enhance the café experience.
6. Merchandise
· Branded merchandise, including mugs, tumblers, and coffee-making equipment such as French presses and pour-over kits.


[bookmark: Services]Services


1. Café Experience

· A premium ambiance with well-designed interiors offering a comfortable space for work, meetings, or casual socializing.
· Free Wi-Fi and charging ports to accommodate professionals and students.
2. Barista Training and Workshops
· Training sessions for aspiring baristas and workshops for coffee enthusiasts to learn about brewing techniques and coffee culture.
3. Wholesale Distribution
· Supplying high-quality coffee beans to restaurants, hotels, and corporate offices,
expanding the brand’s reach beyond retail consumers.
4. Online Sales and Delivery
· A robust e-commerce platform offering online ordering and home delivery of coffee products, merchandise, and café items.
· Subscription	services	for	regular	coffee	deliveries	tailored	to	customer preferences.
5. Event Catering
· On-site coffee services for corporate events, weddings, and private functions, adding an experiential touch to special occasions.



By offering a comprehensive product and service mix, North End Coffee Roasters Ltd. caters to a broad range of consumer needs while maintaining its reputation as a premium coffee brand. Its focus on quality, variety, and customer engagement ensures its continued leadership in Bangladesh’s growing coffee industry.

[bookmark: 2.1.5_Operations][bookmark: _bookmark21]Operations

North End Coffee Roasters Ltd. is dedicated to providing top-notch coffee products and outstanding customer service by utilizing an effective and efficient operational framework. The company's activities encompass various areas such as sourcing, roasting, distribution, and managing retail cafés, all of which play a role in establishing its reputation as a frontrunner in Bangladesh's specialty coffee industry.

1. Sourcing and Supply Chain Management

North End focuses on ethical and sustainable sourcing methods, obtaining premium coffee beans from local and global producers. The company places a strong emphasis on cultivating enduring partnerships with coffee farmers to maintain consistent quality and traceability. This strategy not only promotes fair trade practices but also meets the increasing consumer demand for products that are sustainably sourced.
2. Roasting and Production

Central to North End's operations is its advanced coffee roasting facility, where green beans are meticulously roasted to achieve optimal flavor. The company has adept roasters who apply specific methods to accentuate the distinct flavors and scents of every coffee batch. Maintaining quality is paramount, with thorough testing carried out to ensure uniformity across all offerings.


3.  Distribution

North End manages a streamlined distribution network to supply coffee beans and associated products to its retail locations, corporate customers, and wholesale partners. The company’s distribution approach aims to guarantee prompt deliveries while preserving the freshness of its offerings. Furthermore, North End provides direct-to-consumer sales via its e-commerce platform, facilitating online orders and home deliveries.
4. Retail Café Operations

The business operates a network of café locations in prominent cities, including Dhaka and Cox’s Bazar, offering customers high-quality coffee experiences in a cozy and welcoming atmosphere. Skilled baristas staff each outlet, guaranteeing uniform product quality and excellent customer service. Every café features state-of-the-art brewing equipment to provide a range of coffee choices customized to suit personal tastes.
5. Marketing and Customer Engagement

North End prioritizes customer interaction through various marketing strategies, loyalty programs, and informative events. The organization organizes workshops and barista training courses to engage with coffee lovers and build a community around its brand.
6. Sustainability and Waste Management

Sustainability is a fundamental aspect of North End’s operations. The company incorporates environmentally conscious practices, like decreasing packaging waste and promoting the use of reusable cups, into its business strategy. Additionally, measures are taken to reduce waste produced during the roasting and brewing stages.
7. Continuous Innovation

In order to remain competitive in the ever-evolving coffee industry, North End consistently develops new product offerings and enhances its operational methods. The company explores various flavors, brewing methods, and menu options to meet the evolving tastes and preferences of consumers.
With its thorough and well-organized operational framework, North End Coffee Roasters Ltd. guarantees the provision of top-quality coffee and outstanding service, reinforcing its status as a leading contender in Bangladesh’s specialty coffee market.






[bookmark: 2.1.6_SWOT_analysis][bookmark: _bookmark22][bookmark: _Toc214705749]SWOT analysis

The SWOT analysis for North End Coffee Roasters Ltd. highlights the company’s internal strengths and weaknesses, as well as external opportunities and threats in the dynamic coffee market of Bangladesh.
Strengths
Pioneer in Specialty Coffee: North End Coffee Roasters is one of the first specialty coffee brands in Bangladesh, establishing a strong market presence and brand recognition
Commitment to Quality: The company emphasizes premium-quality coffee sourced from ethical suppliers, ensuring customer satisfaction and loyalty.
Innovative Product Offerings: A diverse product range, including single-origin coffees, cold brews, and specialty beverages, caters to various customer preferences.
Strong Customer Engagement: The company builds lasting relationships through personalized service, educational workshops, and loyalty programs.
Strategic Locations: Its café outlets are located in major urban areas like Dhaka and Chattogram, tapping into affluent and coffee-savvy demographics.
Sustainability Practices: A focus on eco-friendly operations and ethical sourcing enhances the brand’s
reputation among environmentally conscious consumers.


Weaknesses
High Pricing: Premium pricing may deter price-sensitive customers, limiting market penetration.
Limited Geographical Reach: The company primarily operates in urban areas, leaving rural markets untapped.
Dependency on Imported Beans: Reliance on international suppliers makes the company vulnerable to fluctuations in global coffee prices and supply chain disruptions.
Resource Constraints: Being a local brand, North End may face challenges in scaling operations compared to international competitors with larger capital reserves.


Opportunities
Expanding Coffee Culture: The growing coffee trend in Bangladesh presents opportunities for market expansion and increased customer base.
E-commerce Growth: Rising online shopping habits provide an avenue for expanding sales through digital platforms and subscriptions.
New Markets: The potential to expand into less urbanized areas and rural regions could unlock untapped demand for coffee.
Collaborations and Partnerships: Partnering with restaurants, hotels, and co-working spaces could enhance brand visibility and revenue streams.
Health Trends: Capitalizing on health-conscious trends by introducing organic and low-calorie beverage options

Threats
Intense Competition: Increasing competition from local and international coffee chains could impact market share.
Economic Uncertainty: Inflation and economic downturns may affect consumer spending on premium coffee products.
Changing Consumer Preferences: Rapid shifts in consumer behavior could make existing products less relevant.
Supply Chain Challenges: Disruptions in global coffee supply chains and rising raw material costs could increase operational expenses.
Regulatory Changes: Changes in import policies, taxes, or food safety regulations could impact operations and profitability.


[bookmark: 2.2_Industry_analysis][bookmark: _bookmark23][bookmark: _Toc214705750]Industry analysis
[bookmark: 2.2.1_Specification_of_the_Industry][bookmark: _bookmark24]Specification of the Industry


The coffee sector in Bangladesh is an emerging and swiftly expanding field, propelled by evolving consumer tastes, rising urbanization, and greater awareness of international coffee culture. Historically a nation that favors tea, Bangladesh is experiencing a transition towards coffee drinking, especially among the youth and urban working professionals.
The industry can be broadly categorized into the following segments:

Specialty Coffee Segment

This section highlights high-grade coffee, including single-origin varieties and artisanal blends, usually provided by brands like North End Coffee Roasters. Specialty coffee is increasingly popular among wealthy and quality-focused consumers.



Café and Retail Coffee

Cafés and coffee shops play an essential role in the industry, acting as centers for social interaction, work, and studying. Numerous brands, such as North End Coffee Roasters, Starbucks, and Gloria Jean’s, function within this sector.
Retail coffee sales, including pre-packaged coffee products, are also growing, facilitated by supermarkets and e-commerce platforms.
Instant Coffee Market

Ready-to-use coffee continues to be favored by the general public because of its low cost and ease of preparation, with companies such as Nescafé and MacCoffee leading this market.
Wholesale Coffee Supply

This part consists of providing coffee beans and related products to eateries, hotels, and various enterprises. North End Coffee Roasters and comparable businesses are essential in serving this market segment.
Key Characteristics of the Coffee Industry in Bangladesh:

Urban-Centric Market

The interest in coffee is mainly focused in cities, especially in Dhaka and Chattogram, where there are numerous coffee shops and high-end retail choices available.
Emerging Coffee Culture

Drinking coffee is frequently linked to lifestyle preferences, including enjoying time in visually appealing café settings. This developing culture is motivated by worldwide trends and the impact of social media.



Young Demographic

The younger demographic makes up the main clientele, attracted to coffee as a lifestyle drink and as a substitute for conventional tea.
Seas The demand for coffee reaches its highest levels in the colder months, although the popularity of cold brews and iced coffee has somewhat diminished this pattern.
1. Low Domestic Coffee Production

Coffee growing in Bangladesh is currently at an early stage, with the majority of coffee beans coming from areas like Africa, South America, and Southeast Asia.
2. Growth Potential

As disposable incomes rise, urban areas expand, and lifestyles transform, Bangladesh's coffee industry presents substantial growth opportunities, especially in the specialty and premium markets. By emphasizing quality, creativity, and customer interaction, companies such as North End Coffee Roasters contribute to the development of this emerging sector in Bangladesh.

Size, trend, and maturity of the industry

The coffee industry in Bangladesh is still in its growth phase but has expanded significantly over the past decade. While the market is relatively small compared to traditional tea consumption, coffee sales are steadily increasing, particularly in urban areas. Industry estimates suggest that the market for coffee in Bangladesh is valued at over USD 50 million, with an annual growth rate of approximately 10–15%. This growth is fueled by rising disposable incomes, the increasing number of cafés, and shifting consumer preferences.
Trends in the Coffee Industry

The coffee industry in Bangladesh is shaped by several emerging trends that are influencing consumer behavior and market dynamics:
1. Growth of Specialty Coffee


[bookmark: 2.2.2_Size,_trend,_and_maturity_of_the_i][bookmark: _bookmark25]There is a growing demand for specialty coffee, driven by the desire for premium quality and unique flavor profiles. Brands like North End Coffee Roasters have been pivotal in introducing and popularizing this segment.
2. Café Culture and Social Spaces

Coffee shops have become popular social and workspaces, especially in urban areas like Dhaka and Chattogram. The ambiance, Wi-Fi availability, and modern interiors appeal to young professionals, students, and freelancers.
3. Influence of Global Coffee Culture

Exposure to international coffee trends via social media and global chains has influenced local preferences, leading to a rise in demand for lattes, cappuccinos, and cold brews.
4. E-Commerce and Subscription Models

Online sales of coffee products have grown, supported by the rise of e-commerce platforms and subscription-based coffee delivery services.
5. Health and Sustainability Focus

Consumers are increasingly seeking healthier beverage options and are drawn to brands emphasizing ethical sourcing, fair trade, and environmentally friendly practices.
6. Cold Coffee Demand

Cold brews, frappes, and iced lattes have become popular, catering to younger consumers and mitigating the seasonal nature of hot coffee demand.





Maturity of the Industry

The coffee sector in Bangladesh is still in its nascent phase, with considerable unexplored potential. In contrast to the well-established tea sector, coffee drinking has only recently begun to gain popularity, influenced by urbanization and evolving lifestyles. Although global brands such as Starbucks and Gloria Jean’s are available, the market is still fragmented, with local companies like North End Coffee Roasters and Crimson Cup Coffee House vying for market share.

Even with its growth potential, the industry confronts numerous obstacles, including limited domestic coffee cultivation, a high reliance on imports, and the necessity for consumer education regarding specialty coffee. However, as consumer knowledge grows and the café culture develops, the coffee industry is set for ongoing growth in the years ahead.




[bookmark: 2.2.3_External_economic_factors][bookmark: _bookmark26]External economic factors

The coffee industry in Bangladesh is influenced by several external economic factors that impact market dynamics, operational costs, and consumer purchasing behavior. These factors include:
1. Rising Disposable Income

The consistent expansion of Bangladesh's economy has resulted in a rise in disposable income, especially among middle-class urban dwellers. This trend has heightened the desire for premium products such as specialty coffee, as a greater number of individuals are now able to spend on non-essential goods.
2. Urbanization and Lifestyle Changes

The swift expansion of cities has led to the rise of café culture, as people embrace coffee as a beverage integral to their lifestyle. Cities such as Dhaka has turned into key locations for high-quality coffee consumption.
3. Exchange Rate Fluctuations

Bangladesh's dependence on imported coffee beans means that changes in exchange rates have a direct impact on the expense of raw materials. When the Bangladeshi Taka depreciates, it can result in increased operational expenses for businesses such as North End Coffee Roasters.
4.  ​Inflation and Consumer Spending Power

Increasing inflation can affect how much consumers spend on non-essential items like specialty coffee. When inflation is high, consumers may start to favor cheaper options such as instant coffee or tea.
5. Economic Growth and Employment Trends

Bangladesh's continuous GDP growth and the growth of service-oriented sectors have led to a higher demand for coffee as both a professional and social drink. Additionally, the development of co-working spaces and adaptable work settings has bolstered coffee consumption.
6.  ​Import Tariffs and Regulations

Government regulations concerning import tariffs on coffee beans and machinery can influence the pricing strategies of coffee companies. A beneficial tariff situation would allow businesses to keep their prices competitive.
7. Competitive Landscape

The arrival of global coffee brands such as Starbucks and Gloria Jean’s have heightened competition, forcing local businesses to innovate and adjust to evolving economic circumstances.
8. Impact of Global Economic Trends

The prices of coffee on a global scale, influenced by imbalances in supply and demand as well as climate-related issues in key coffee-producing nations, impact the expenses associated with procuring beans for companies in Bangladesh.



[bookmark: 2.2.4_Technological_factors][bookmark: _bookmark27][bookmark: _Toc214705751]Technological factors

Technological advancements play a crucial role in shaping the coffee industry in Bangladesh, influencing product innovation, operational efficiency, and customer engagement. The following technological factors are currently impacting the coffee market:
1.  ​Coffee Brewing Technology

Developments in coffee brewing technology, including top-tier espresso machines, pour-over setups, and cold brew devices, have elevated the quality and consistency of coffee offered in cafes. For businesses like North End Coffee Roasters, utilizing cutting-edge brewing equipment guarantees an exceptional product and boosts customer satisfaction.
2.  ​E-commerce and Digital Platforms

The growth of e-commerce has opened up new sales avenues for coffee companies. Online platforms for purchasing coffee beans, equipment, and subscription services have gained popularity. This technology allows businesses such as North End Coffee Roasters to connect with a wider audience and offer convenient delivery options for home.
3.  ​Mobile Apps and Customer Loyalty Programs

Numerous coffee brands have begun providing mobile applications for placing orders online, rewarding loyalty, and enhancing customer interaction. These applications enable companies to monitor consumer preferences, deliver tailored promotions, and simplify the ordering experience, leading to improved customer loyalty and satisfaction.
4.  ​Social Media and Digital Marketing

The integration of social media sites such as Facebook, Instagram, and YouTube has become vital for promoting coffee products and engaging with a younger, tech-oriented audience. Coffee

brands utilize social media to disseminate promotional material, engage with their clientele, and foster customer loyalty. Influencers and content created by users significantly influence consumer views and trends.
5.  ​Coffee Supply Chain Innovations

Innovations in supply chain management, like blockchain and systems for real-time tracking, enable coffee companies to maintain transparency and traceability in their sourcing processes. This is especially crucial for businesses such as North End Coffee Roasters that prioritize ethical and sustainable sourcing practices. Technologies that enhance the logistics involved in importing coffee beans can lower expenses and boost the efficiency of the supply chain.
6.  ​Sustainability and Eco-friendly Technologies

Technological advancements focused on minimizing environmental effects, like energy-saving coffee makers and sustainable packaging, are becoming increasingly vital in the coffee sector. A growing number of consumers favor brands that emphasize sustainability, and incorporating these technologies into business practices can improve a company’s appeal and decrease its carbon emissions.
7.  ​Automation and Robotics

The use of automation in coffee production and service, such as automated espresso machines and robotic baristas, can enhance efficiency in coffee shops and lower labor expenses. For larger coffee chains or busy locations, automation can assist in satisfying increasing demand while ensuring product quality remains consistent.
8.  ​Data Analytics and Consumer Insights

Employing data analytics enables coffee businesses to gain deeper insights into consumer preferences, monitor purchasing behaviors, and streamline inventory management. Through the examination of customer data, companies can fine-tune their product selections, enhance marketing approaches, and elevate the overall customer experience.
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The coffee industry in Bangladesh presents several barriers to entry for new players, particularly for those aiming to compete with established brands like North End Coffee Roasters Ltd. These barriers include:
1.  ​High Initial Investment
Starting a coffee business, particularly in the specialty coffee market, demands a considerable initial investment. This encompasses expenses for premium coffee beans, top-tier brewing machines, store design, and hiring staff. Additionally, establishing a roastery for fresh coffee production introduces another level of financial commitment. For those just beginning, the financial hurdles can be significant, particularly in the absence of investor support or ample capital.
2.  ​Brand Loyalty and Customer Trust
Well-known coffee brands such as North End Coffee Roasters enjoy substantial customer loyalty and recognition in the market. New competitors face the challenge of cultivating a devoted customer following, which necessitates considerable investment in marketing, engaging with customers, and ensuring consistent product quality. Earning customer trust in a saturated market presents a significant obstacle for new ventures.
3.  ​Sourcing Quality Coffee Beans
Finding premium coffee beans at reasonable prices can be difficult for newcomers. In Bangladesh, coffee is an imported product, and changes in global coffee prices, interruptions in the supply chain, and the requirement to build connections with foreign suppliers can create obstacles for firms that are just starting out. Established brands typically have long-standing supplier contracts and superior access to high-quality sources, giving them a competitive edge.
4.  ​Competition from Established Players
The existence of prominent global coffee brands, such as Starbucks, alongside local favorites like North End Coffee Roasters, results in significant competition for newcomers. These established companies have developed robust brand recognition, extensive customer bases, and streamlined operations. Newcomers must put substantial resources into distinguishing themselves through distinctive products, competitive pricing, and exceptional service to make an impression in a saturated market.
5.  ​Economies of Scale

Larger, established companies can take advantage of economies of scale, allowing them to reduce costs through bulk purchases of coffee beans, equipment, and other supplies. New players, on the other hand, may struggle with higher per-unit costs due to their smaller operations, making it difficult to compete on price while maintaining quality.
6.  ​Regulatory and Compliance Requirements
New participants need to manage local regulations, such as food safety requirements, import tariffs on coffee beans, and tax policies. Adhering to these regulations can be a lengthy and expensive endeavor, especially for smaller companies with constrained resources. Furthermore, obtaining the necessary licenses and certifications to legally function within the food and beverage industry increases the difficulty of breaking into the market.
7.  ​Marketing and Distribution Channels
Creating a distribution network and achieving market visibility poses a considerable challenge for newcomers. Existing firms have already secured a presence in the market through established distribution channels, including retail stores, wholesale partnerships, and online platforms. New companies must allocate substantial resources to marketing and building connections with retailers, cafes, and distributors to effectively reach a wide audience.
8.  ​Consumer Education and Awareness
In Bangladesh, tea has historically been the favorite drink, making it difficult to inform consumers about the advantages and charm of specialty coffee. Established companies have previously committed resources to consumer education via marketing efforts, barista training, and events. Newcomers must also dedicate resources to similar initiatives in order to raise awareness and change consumer preferences in favor of coffee.


These barriers to entry make it challenging for new businesses to succeed in the coffee market in Bangladesh. However, with innovative strategies, strong differentiation, and the ability to navigate these obstacles, new players can still find opportunities for growth and success in this expanding market.
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Supplier power indicates the capacity of suppliers to affect the cost, quality, and availability of raw materials and inputs in a particular industry. Within the coffee sector in Bangladesh, supplier power is shaped by various elements, including reliance on foreign suppliers, the caliber of coffee beans, and the restricted number of suppliers for premium specialty coffee.
1.  ​Dependence on Imported Coffee Beans

Bangladesh has a small capacity for domestic coffee production, which necessitates a heavy reliance on imported coffee beans from nations such as Brazil, Ethiopia, and Vietnam. This dependency on external suppliers enhances their influence, as variations in global supply, quality, and pricing have a direct effect on local coffee enterprises. Any disruption in international supply chains or alterations in coffee prices can greatly impact the cost structure for businesses like North End Coffee Roasters.
2.  ​Limited Number of Premium Coffee Suppliers

The specialty coffee sector in Bangladesh depends on a small group of suppliers who deliver high-quality, ethically sourced coffee beans. Although the number of suppliers is expanding, it remains relatively small in comparison to the mass-market coffee sector. This restricted supply chain boosts supplier power, leading businesses to encounter challenges in obtaining premium beans in significant volumes, which may compel them to agree to higher prices or less advantageous contract conditions.
3.  ​Negotiation Power of Large Suppliers

Major coffee suppliers, which might provide to worldwide coffee chains or well-known brands, frequently possess greater bargaining power stemming from their scale and market presence. These suppliers have the ability to dictate the conditions regarding pricing, delivery, and exclusivity, which can constrain the options available to smaller, local coffee shops. For example, businesses like North End Coffee Roasters may face price hikes or supply shortages that are outside their influence, especially if they rely on a limited number of primary suppliers.

4.  ​Quality and Certification Requirements

Numerous specialty coffee companies, including North End Coffee Roasters, emphasize ethical sourcing and sustainability certifications like Fair Trade and Rainforest Alliance. These certifications increase the complexity of supplier power, allowing suppliers with the required certifications to request higher prices for their offerings. Additionally, businesses must verify that their suppliers adhere to particular quality standards, which can restrict the pool of suppliers for high-quality, certified beans.
5.  ​Supplier Relationships and Long-Term Contracts

Cultivating strong, long-term partnerships with suppliers can diminish their power to a degree. For instance, North End Coffee Roasters might gain advantages from its established connections with essential suppliers, resulting in improved terms, reliable supply, and competitive pricing. Conversely, new competitors entering the market or businesses lacking solid supplier relationships could encounter increased costs and less advantageous terms.
6.  ​Supplier Switching Costs

Changing suppliers in the coffee sector can incur considerable expenses, especially for businesses dedicated to maintaining a certain quality or ethical sourcing practices. Organizations like North End Coffee Roasters might encounter increased switching costs when transitioning to new suppliers, including the need to renegotiate supply chain contracts, modify product recipes, or manage variations in quality. This reliance on suppliers who uphold particular standards or products amplifies the influence of suppliers.


Supplier power in the coffee industry in Bangladesh is relatively high due to the dependence on imported coffee, limited premium suppliers, and the importance of maintaining quality standards. Coffee businesses need to carefully manage supplier relationships to ensure stability in pricing and product quality.



[bookmark: 2.2.7_Buyer_Power][bookmark: _bookmark30]Buyer Power

Buyer power represents the impact that consumers have on the cost, quality, and accessibility of products or services within a market. In the case of the coffee sector in Bangladesh, buyer power is influenced by various factors, such as the increasing variety of coffee choices accessible to customers, the price sensitivity among different consumer groups, and the quality standards in the specialty coffee market.
1.  ​Availability of Substitutes

The coffee sector in Bangladesh experiences moderate to high buyer power due to the presence of substitute products. Traditional drinks, including tea and ready-to-drink bottled beverages, continue to be favored in the country. For some consumers, coffee is still a relatively unfamiliar option, making it easy for them to switch to tea or other drinks based on factors like cost, accessibility, and personal taste. The increasing number of café chains and local coffee shops enhances the availability of alternatives for customers, granting them greater leverage to request improved prices and offerings.
2.  ​Price Sensitivity

The influence of buyer power is affected by the sensitivity of consumers to price changes. In Bangladesh, despite an increasing interest in specialty coffee, a considerable number of consumers remain sensitive to prices, especially among middle-income groups and students. Given that the prices for coffee in cafés and specialty shops can be considerably more expensive than traditional tea or instant coffee, customers might push companies to reduce their prices or provide more budget-friendly options. On the other hand, wealthier customers with greater disposable income tend to be less affected by price and prioritize quality and experience over cost.
3.  ​Increased Competition in the Market

The entry of new local and international coffee brands has increased buyer power, as consumers
now have more choices. Large international coffee chains like Starbucks and Gloria Jean’s, as

well as local brands like North End Coffee Roasters, are vying for the attention of the same customer base. This competition gives buyers more leverage to demand better service, promotions, or loyalty rewards. As more brands enter the market, consumers can easily switch between providers based on preferences, pricing, or quality.
4.  ​Customer Access to Information

The emergence of digital platforms and social media has enabled consumers to easily compare different coffee options. Shoppers can now investigate the quality of coffee, read reviews, and check prices prior to making their purchases. This enhanced access to information empowers buyers to make well-informed decisions, select the best value, and insist on higher quality. Furthermore, platforms like food delivery applications and social media enable customers to give immediate feedback and affect the reputation of brands.
5.  ​Customer Expectations of Quality and Experience

The power of buyers is influenced by the increasing expectations that customers have for the quality and experience of their coffee. Within the specialty coffee market, patrons anticipate not just superior-quality coffee, but also outstanding customer service, a welcoming atmosphere, and distinctive offerings. Should these expectations fall short, customers are quick to turn to competitors who deliver a better overall experience. For businesses like North End Coffee Roasters, providing top-notch quality and a customized experience is crucial for retaining customer loyalty.
6.  ​The Role of Loyalty Programs

Loyalty programs and discounts can reduce buyer power to some extent by incentivizing repeat purchases. By offering rewards or personalized promotions, coffee brands can build customer loyalty and reduce the likelihood of customers switching to competitors. However, if loyalty programs are not compelling enough, consumers may still be inclined to shop around for better deals or experiences.

Buyer power in the coffee industry in Bangladesh is significant, especially with increasing competition, availability of substitutes, and heightened consumer expectations for quality and service. Businesses need to understand and cater to their customer’s needs while balancing pricing strategies and offering unique value to retain customer loyalty.
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The risk of alternatives pertains to the chances that customers might choose another product or service that meets the same requirement. In relation to the coffee sector in Bangladesh, this risk is shaped by various elements, such as the presence of different beverages, cultural inclinations, and shifts in consumer behavior patterns.
1.  ​Tea Consumption

Tea is the most popular drink in Bangladesh, enjoying a long-established cultural affinity. The entrenched custom of tea consumption presents a notable competitive challenge for coffee, particularly among older individuals and in rural communities. While younger urban consumers are increasingly opting for coffee, tea still serves as the primary beverage for many, largely because of its affordability and the comfort of familiarity. For a significant number of individuals, the transition from tea to coffee is often seen as unnecessary, which reinforces tea's position as a formidable alternative to coffee.
2. Soft Drinks and Ready-to-Drink Beverages

The increasing appeal of soft drinks, energy drinks, and ready-to-drink beverages (RTDs) poses a significant challenge to the coffee industry. Companies such as Coca-Cola, Pepsi, and various local energy drink brands provide products that are easily accessible and often cheaper than high- end coffee drinks. For consumers who are cost-conscious or looking for convenience, these alternatives are appealing substitutes, especially during the warmer months when there is a higher demand for cold beverages.
3.  ​Instant Coffee

Instant coffee is a popular alternative to freshly brewed coffee in Bangladesh, offering convenience and affordability. Brands like Nescafé dominate this segment, making it accessible

to a broad consumer base, especially in households and offices. While instant coffee lacks the high-quality, artisanal appeal of specialty coffee, it serves as a more economical and convenient substitute for daily coffee drinkers. The availability of instant coffee at lower prices creates a barrier for specialty coffee brands that focus on higher-end products.
4.  ​Fruit Juices and Other Hot Beverages

Other warm beverages, like hot chocolate, herbal teas, and local specialties, are also a challenge for the coffee industry. With a growing emphasis on health-conscious choices, fruit juices and smoothies are gaining traction among consumers seeking refreshing alternatives. These beverages align with health and wellness trends, providing a caffeine-free option to coffee, which is particularly attractive to individuals wanting to cut back on caffeine or who favor fruit- based drinks.
5.  ​Growing Health Consciousness

Growing consumer awareness regarding health and wellness has led to a greater interest in drinks seen as healthier options compared to coffee. Herbal teas, detox beverages, and plant-based drinks such as matcha and green tea are becoming more popular as alternatives to coffee, especially among those focused on wellness. Additionally, some individuals are choosing to eliminate caffeinated products entirely because of worries about caffeine's impact on health and sleep.
6.  ​New Beverage Innovations

Traditional coffee consumption may be threatened by emerging products that combine components for distinctive flavor experiences, like kombucha, cold-pressed juices, and alternative milk beverages, as the demand toward creative beverage options continues to expand. A more adventurous consumer base that is willing to try novel flavors and health-conscious goods is drawn to these drinks.
.

While the coffee market in Bangladesh continues to grow, the presence of affordable and widely available substitutes like tea, soft drinks, and instant coffee presents a substantial challenge. Specialty coffee brands like North End Coffee Roasters must work to differentiate themselves by offering superior quality, unique experiences, and educational marketing to reduce the risk of substitution.


[bookmark: 2.2.9_Industry_rivalry][bookmark: _bookmark32][bookmark: _Toc214705755]Industry rivalry

The level of competition between established businesses within an industry is referred to as industrial rivalry. The number of rivals, market expansion, brand distinctiveness, and pricing tactics are some of the elements that fuel competition in Bangladesh's coffee sector. Although still in its infancy, Bangladesh's coffee business is growing more competitive as more domestic and foreign companies enter the market.
1.  ​Growing Number of Competitors
In recent years, both domestic and foreign coffee brands have entered Bangladesh's coffee market, raising the level of competition. While local brands like North End Coffee Roasters, Crimson Cup, and Barista have gained a sizable market share in the specialty coffee sector, international chains like Gloria Jean's and Starbucks have increased their presence in urban areas. Competition for ideal sites, market exposure, and client loyalty increases as more firms enter the market.


2.  ​Differentiation and Branding
Differentiation has become essential for standing out in a competitive industry, as many firms provide identical product lines, such as pastries, cold brews, and espresso-based beverages. Businesses such as North End Coffee Roasters have made significant investments to establish a strong brand identity centered on customer experience, sustainability, and quality. But other rivals are also concentrating on developing their brands, which fuels intense competition, particularly in cities where coffee culture is expanding quickly. Customer loyalty programs,

distinctive product offerings, and strong branding are essential strategies for surviving in the competitive market.

3.  ​Pricing Strategies
Industry competition is heavily influenced by pricing, especially in a market where different client segments have different price sensitivity. Local cafés and international coffee chains compete on price, frequently luring clients with promotions, loyalty discounts, or bundling techniques. However, specialized coffee shops like North End Coffee Roasters typically place themselves in the premium market, which entails paying more for greater coffee and a better overall experience. Maintaining quality and client loyalty is crucial to justifying the higher cost because this premium pricing strategy may reduce the consumer base.

4.  ​Location and Accessibility
There is intense rivalry for desirable café locations in big towns like Chattogram and Dhaka. Coffee shops are seen to be best located in high foot traffic locations, close to office buildings, shopping centers, and universities. As businesses compete for the same spaces in an effort to increase their visibility and draw in the attention of the expanding urban coffee-drinking populace, rivalry heats up. Additionally, as customers can now get coffee from a variety of establishments without leaving their homes, competition is increased by the growth of delivery services via food delivery apps.

5.  ​Customer Loyalty and Experience
A key factor in industrial competition is customer retention. Coffee companies compete not only on the basis of product quality but also on the basis of customer experience, which includes customer engagement, service quality, and café ambiance. Companies such as North End Coffee Roasters set themselves apart with individualized customer care, loyalty plans, and a focus on establishing a welcoming and cozy café atmosphere. Businesses are spending more to improve the in-store experience as customer expectations rise, which is escalating market competition.





6.  ​Market Saturation in Urban Areas: 

Urban regions in Bangladesh are being saturated with coffee shops and cafés as the country's coffee business expands. The struggle to draw clients gets more intense as more brands provide comparable goods and experiences. Price wars, promotional offers, and a constant need to innovate in order to remain relevant in the market are the results of this saturation. Because larger, more established businesses can afford more aggressive marketing and expansion efforts, smaller players may find it difficult to compete.
.
7.  ​Innovation and Product Diversification
Product innovation is another way that businesses in the sector compete with one another. Coffee brands may draw in customers and create buzz about their products by providing distinctive drinks, time-limited promotions, and seasonal blends. For instance, the market is becoming more innovative due to the advent of cold brews, plant-based milk substitutes, and health-conscious beverages including sugar-free and low-calorie alternatives. In an otherwise competitive industry, competition to offer fresh, contemporary products can differentiate a business and keep customers interested.



The coffee industry in Bangladesh is very competitive overall because of the growing number of competitors, aggressive pricing, branding initiatives, and ongoing need for innovation. To remain competitive in this expanding industry, companies like North End Coffee Roasters must keep putting quality, client interaction, and uniqueness first.
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[bookmark: 4.1_Position,_duties,_and_responsibiliti][bookmark: _bookmark34][bookmark: _Toc214705757]3.1 Customer Management Practices (Descriptive Analysis)


1. Direct Observation & Human Interaction (The "Third Place" Strategy)
This is the most fundamental method for a craft roaster and cafe. The café is their living laboratory.
· Barista as Ethnographer: Baristas are on the front lines. They learn by:
· Listening to Orders: Noting preferences for single-origin vs. blends, espresso vs. pour-over, milk alternatives.
· Observing Habits: The "daily regular" who gets the same drink, the "weekend explorer" who tries a new single-origin, the remote worker who stays for three hours.
· Engaging in Conversation: Asking "How was that Ethiopian coffee?" or "What did you think of the new Brazilian lot?" This provides qualitative, immediate feedback.

2. Transaction Data & POS Analytics
The Point-of-Sale (POS) system is a goldmine of quantitative data.
· Sales Trends: They track:
· Best-Selling Beans: Which origins, blends, or roast levels sell fastest? This directly informs future purchasing and roasting schedules.
· Popular Drinks: Is the flat white outperforming the latte? Is cold brew sales growth outpacing hot coffee in the summer?
· Time-Based Patterns: Rush hour favorites vs. slow afternoon picks. This helps with staff scheduling and prep.
· Customer Loyalty Programs: A loyalty card or app is crucial. It links transactions to individual customers, revealing:
· Purchase Frequency: Who are the "regulars" vs. "occasional" visitors?

· Average Spend: How much does a typical customer spend per visit?
· Product Affinity: If a customer always buys a bag of the "Dark Roast Blend," they can be targeted when a new, similar blend arrived

Throughout my internship, I gained valuable insights into the daily operations of a specialty coffee business, refined my customer service skills, and learned about the complexities of coffee preparation and service. This experience allowed me to apply my academic knowledge of marketing and business operations to real-world situations while working in a dynamic, customer-focused environment

[bookmark: 4.2_Training][bookmark: _bookmark35][bookmark: _Toc214705758]3.2 Communication Techniques


· Key Communication Tricks 

1. . Ask "What do you like?" instead of "What do you want?"
· Instead of just listing options, they ask: "Do you prefer your coffee fruity and bright, or rich and chocolatey?" This makes it a conversation.
2. Tell a Mini Story
· They don't just say "It's from Ethiopia." They say: "This one's from Ethiopia—it has a really nice floral and blueberry taste." This makes the coffee feel special.
3. Make Recommendations, Not Sales Pitches
· They use "we" and "us." "My favorite drink this week is the cortado. It really lets our espresso shine." It feels like friendly advice.
4. Handle Problems with "Yes, And..."
· If a customer doesn't like a coffee, they don't argue. They say: "I understand that's a different taste! Let me make you something else on the house." They fix the problem and keep the customer happy.
5. Remember the Regulars
· Knowing a name and a usual order ("The usual, Sarah?") is the fastest way to make someone feel at home and build a community.


· Fostering Community: The Barista as a Hub
Beyond the transaction, the barista builds the "third place."
· Remembering Names and Orders: This is magic. "Morning! The usual cortado?" It instantly makes a customer feel valued and at home.
· Facilitating Connections: A good barista introduces customers to each other. "Mark, this is Sarah—she's also a home brewer using a V60. You two should talk!"
· Inviting Participation: "We're doing a cupping of our new arrivals on Saturday at 10 AM. You should come by—it's a great way to taste the differences side-by-side."


[bookmark: 4.3_Contribution_to_departmental_functio][bookmark: _bookmark36][bookmark: _Toc214705759]3.3 Maintaining Service Quality

North End Coffee Roasters has established a notable presence in Dhaka’s café culture by consistently providing exceptional service quality—not only through its drink preparation but also through a comprehensive customer-focused experience. As soon as a visitor arrives, the environment is crafted to feel inviting and cozy: critics often highlight the approachable, skilled team who interact with guests in an informed and warm manner.

The café upholds its impressive service quality through several concrete methods:

Ingredient and product quality: North End roasts its own coffee beans and provides a diverse range of single-origin and specialty blends, prioritizing freshness and flavor uniformity.


Barista education and skill: Employees are instructed not only in making high-quality coffee but also in essential customer service—grasping preferences, providing recommendations, and responding courteously to feedback. For instance, the founder highlights the phrase “one drink, one customer, one experience.”

· The Business Standard

Atmosphere and client ease: Instead of hurrying customers away, North End invites them to linger, work, or unwind—fostering a feeling of community.

· The Commercial Benchmark

Service quality is upheld across all aspects, from consistent flavors and appearance of drinks to cleanliness and comfort of seating. Customers mention the vibrant sensation of pastries, the scent of brewed beans, the tidy atmosphere, and the simplicity of placing orders.


· Attention to details

From consistent taste and presentation of beverages to cleanliness and seating comfort, service quality is maintained across all touch-points. Customers note the fresh feel of pastries, the aroma of roasted beans, the clean environment, and the ease of ordering.


[bookmark: 4.4_Evaluation][bookmark: _bookmark37][bookmark: _Toc214705760]3.4 Feedback collection


North End Coffee Roasters in Bangladesh has established itself as a premier specialty coffee brand by strategically leveraging customer feedback to refine its service and offerings. The company employs a multi-channel approach to gather insights, directly engaging customers through barista interactions, where staff are trained to listen actively to preferences and complaints, turning every order into a data point. Digitally, they monitor online reviews, social media comments, and e-commerce behavior to identify trends and pain points. More formally, they utilize loyalty programs to track purchase patterns and occasionally deploy targeted surveys to understand deeper desires. By systematically analyzing this blend of qualitative anecdotes and quantitative data, North End can make informed decisions—whether it's tweaking a roast profile, adding a new milk alternative to the menu, or scheduling staff training on specific service gaps. This continuous feedback loop ensures the brand remains deeply attuned to its community's evolving tastes, fostering loyalty and driving a consistently high-quality customer experience that feels both personal and premium.



[bookmark: 4.5_Skills_applied][bookmark: _bookmark38]3.5 Skills applied


During my internship at North End Coffee Roasters Ltd., I had the opportunity to apply a range of skills that I had developed through my academic studies and previous experiences. The practical application of these skills allowed me to effectively contribute to the daily operations of the café while enhancing my understanding of the coffee industry. Below are the key skills I applied during my internship:



1.  ​Communication Skills

Application: In my position as a barista intern, effective communication was essential. I spoke with clients, learned about their preferences, and gave them concise descriptions of the coffee selections using my communication abilities. I also worked with my staff to guarantee seamless operations and effectively address any problems.
Impact: By actively listening to customer needs and engaging with my colleagues, I was able to foster positive relationships and contribute to a collaborative, customer-focused environment.


2.  ​Customer Service Skills


Application: Providing outstanding customer service was a big aspect of my internship. By    welcoming clients, helping them with their orders, resolving their issues, and ensuring a satisfying experience at every touchpoint, I put my customer service talents to use.

Impact: My ability to maintain a friendly and professional demeanor helped ensure that customers felt valued and received prompt, efficient service, which directly contributed to high levels of customer satisfaction.
1.	 Time Management and Multitasking

Application: I had to handle several responsibilities at once while working in a busy café, including making coffee, taking orders from patrons, and keeping things clean. I prioritized work using my time management skills to meet client expectations without compromising quality.
Impact: By balancing various responsibilities during peak hours, I was able to help maintain smooth operations and reduce wait times, which enhanced the overall efficiency of the team.
2.	 Problem-Solving and Conflict Resolution

Application: I had a variety of customer service difficulties throughout my internship, such as managing lengthy lines or addressing complaints. I used my problem-solving abilities by remaining composed and coming up with prompt, efficient fixes for client concerns.
Impact: My ability to resolve problems efficiently helped maintain a positive atmosphere and customer experience, ensuring that issues were addressed before they escalated.
3.	 Product Knowledge and Technical Skills

Application: I used my understanding of coffee brewing methods and product offerings to precisely make a range of drinks, including cold brews and espresso-based concoctions. Additionally, I operated espresso machines, grinders, and other café equipment using my technical expertise.
Impact: My understanding of coffee products allowed me to prepare beverages to the café’s high
standards, which contributed to customer satisfaction and retention



I now have a more comprehensive understanding of the technical and customer service facets of the coffee industry because to these new abilities. Applying these abilities successfully in a dynamic, fast-paced workplace has greatly improved my professional growth and equipped me for positions in the food service and hospitality sectors in the future.



[bookmark: 4.7_Application_of_academic_knowledge][bookmark: _bookmark40][bookmark: _Toc214705761]3.6 Application of academic knowledge



I received extensive training during my internship at North End Coffee Roasters Ltd., which gave me practical experience and vital understanding in the operational and customer service facets of the coffee industry. The training was intended to give me the tools I needed to carry out my responsibilities as a barista intern efficiently and to give me an understanding of the company's wider operations.
.
1.  ​Barista Training
Coffee Brewing Techniques: I was trained on various coffee brewing methods, including espresso preparation, drip coffee, and cold brews. I learned the importance of grinding techniques, coffee-to-water ratios, and extraction times to ensure consistent, high-quality coffee.
Espresso Machine Operation: I received hands-on training on using state-of-the-art espresso machines, including adjusting settings for different coffee types, frothing milk, and maintaining the machines to ensure their optimal performance.
Latte Art: I was introduced to the basics of creating latte art, learning how to pour intricate designs like hearts and rosettes, which enhanced the overall customer experience.
2. Customer Service Training

Customer Interaction and Communication: I was trained on how to interact with customers effectively, ensuring that they received exceptional service. This included greeting customers, taking orders, answering inquiries about the menu, and resolving any issues or complaints professionally.

Handling Customer Preferences: I learned how to assist customers in choosing the right coffee based on their preferences, guiding them through the different flavor profiles and brewing methods available.
Dealing with High-Pressure Situations: I received training on how to handle peak hours efficiently, ensuring that service remained fast and friendly even during busy times.
3.  ​Operational Training

Inventory and Stock Management: I was trained on how to track and manage inventory, including coffee beans, milk, syrups, and other café supplies. This training helped me understand the importance of stock control and reporting low inventory to ensure uninterrupted service.
Hygiene and Safety Protocols: I was trained in maintaining cleanliness and following food safety standards. This included regular cleaning of coffee machines, workstations, and dining areas, as well as ensuring compliance with health and safety regulations.
Point of Sale (POS) System: I was trained to use the café’s POS system, processing customer payments efficiently, handling cash and card transactions, and performing end-of-day register reconciliation.
4.  ​Coffee Knowledge and Sustainability Practices

Sourcing and Sustainability: I received training on the ethical sourcing practices of North End Coffee Roasters, including the company’s commitment to fair trade and sustainable coffee production. This allowed me to understand the importance of transparency in the supply chain and the impact of sourcing decisions on both quality and the environment.
Product Knowledge: I was introduced to the different types of coffee beans used by the company, the flavor profiles of various beans, and how to distinguish between single-origin and blended coffees. This knowledge helped me provide better recommendations to customers.
5.  ​Soft Skills and Teamwork

Team Collaboration: Throughout my training, I was encouraged to work closely with other baristas and café staff. I learned the importance of effective communication, time management, and collaboration in ensuring smooth operations, especially during busy shifts.
Problem-Solving and Adaptability: The training included practical exercises where I was encouraged to think on my feet, resolve customer complaints, and adapt to changing circumstances in a fast-paced café environment.
Overall, the training at North End Coffee Roasters Ltd. provided me with a well-rounded understanding of the coffee industry, as well as the operational, customer service, and technical skills necessary to succeed as a barista. The hands-on experience and theoretical knowledge I gained were invaluable in helping me understand the complexities of the coffee business and the role of customer service in enhancing the overall café experience.

During my internship at North End Coffee Roasters Ltd., I had the opportunity to apply various concepts and skills that I had learned through my academic studies in Business Administration and Marketing. The practical experience provided me with valuable insights into the real-world application of these concepts, especially in the context of the coffee and hospitality industry. Below are the key areas where I applied my academic knowledge during the internship:
1.  ​Marketing and Consumer Behavior

Application: I used my understanding of marketing tactics and consumer behavior to better understand client preferences and enhance their experience. I evaluated how many elements, including cost, product selection, and marketing tactics, affected customer decisions in a café environment by speaking with customers face-to-face and applying the knowledge I gained from my studies.

Impact: This helped me assist customers in selecting drinks that matched their preferences and provide relevant information about new products, improving both customer satisfaction and sales.


2.  ​Service Marketing and Customer Relationship Management

Application: I improved the customer service experience by putting the concepts I learned in my Service Marketing classes to use. I made sure that guests received individualized attention by using my knowledge of the service delivery process to greet them, explain menu items, and attend to special requests.
Impact: By focusing on building strong customer relationships and offering exceptional service, I contributed to customer loyalty and satisfaction, aligning with the company's goal of creating a positive and memorable café experience.
3.  ​Operational Management and Efficiency

Application: I supported the café's everyday operations by applying ideas I learned in my Operational Management classes. To provide seamless and effective service during peak hours, I used time management, process optimization, and work prioritization techniques.
Impact: These strategies helped improve the speed of service, reduce waiting times for customers, and maintain a high level of operational efficiency, particularly during busy periods.
4.  ​Inventory and Supply Chain Management

Application: I was able to comprehend the significance of stock control and supply chain coordination in the café setting because to my academic understanding of inventory management and supply chain ideas. I helped keep track of inventory levels and made sure the café had all the goods it needed.
Impact: This application of academic knowledge contributed to the café’s ability to maintain
consistent product quality and avoid disruptions caused by stock shortages.

5.  ​Financial Management and Cash Handling

Application: I used the concepts I learned in my accounting and finance classes to manage cash and run the point-of-sale (POS) system. I assisted with financial reporting, made sure daily sales were accurate, and followed procedures for cash reconciliation.
Impact: By ensuring accurate cash management, I helped maintain the integrity of the café's financial records and contributed to smooth operational flow.
6.  ​Business Strategy and Competitive Analysis

Application: My understanding of business strategy allowed me to analyze the competitive landscape within the coffee industry. I applied strategic thinking when assisting with the promotion of new products and differentiating the café’s offerings to attract more customers.
Impact: This helped support the café's marketing efforts by promoting special seasonal drinks, highlighting unique offerings, and encouraging customers to explore new options.
7.  ​Sustainability and Ethical Sourcing

Application: I was able to connect the significance of sustainability and ethical sourcing to the organization's operations through my coursework on corporate social responsibility (CSR) and sustainable business practices. I could see how North End Coffee Roasters' dedication to obtaining sustainable and fair-trade coffee beans may improve its reputation as a brand and draw in eco-aware customers.
Impact: I contributed to promoting the company’s sustainability efforts by educating customers
about the ethical sourcing of coffee and the environmental impact of their purchasing decisions.



All things considered, my internship helped me close the knowledge gap between theory and reality by showing how business principles can be used to improve customer satisfaction, operational effectiveness, and overall company success in the coffee sector. During my internship, the café's performance was greatly aided by the abilities and information I acquired from my academic studies.
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1. Customer Database & CRM Integration

What to do:
· Build or enhance a customer database: collect basic info (name, email, phone), visit frequency, favorite items, feedback, etc.
· Use a CRM (Customer Relationship Management) tool or simpler system (spreadsheet/database + loyalty card) to track customer behavior and tailor communications.
· For example: when a customer visits X times, send them a personalized thank you or offer; track favorite coffee type and send suggestions.
How North End can apply this:
· At point-of-sale (POS), ask customers (voluntarily) to join a membership or loyalty program (digital or physical) to get updates/offers.
· Encourage subscription to email/SMS updates (e.g., “Join North End Club for fresh bean deals & café perks”).
· Use the database to segment customers (e.g., frequent café visitors who stay for hours’ vs those who come for a quick take-away) and tailor offers accordingly (e.g., laptop-friendly “work-from-café” package).

2. Loyalty Programed & Incentives

What to do:
· Create a digital loyalty programe a mobile app or integration with existing mobile wallets, or a simple QR code that tracks number of visits/purchases.
· Offer tiered benefits: e.g., after 10 visits get a free coffee; “bean club” members get early access to new single-origin beans.
· Use push notifications or SMS to notify about new offers, events, limited-edition coffee beans.
How North End can apply this:
· Given their roasted-bean business plus café experience, they can offer loyalty perks across both: e.g., purchase a bag of roasted beans → get a discount for café visit.
· For customers who “work from café” (they allow customers to stay long), provide a “quiet workspace package” with loyalty perks (free refills after N hours).
· Use digital check-in (via QR code) at each outlet to record visits automatically and integrate with CRM.

3. Social Media & Content Marketing

What to do:
· Use platforms like Facebook, Instagram (popular in Bangladesh) to engage customers with quality content: behind-the-scenes roaster, new bean origins, brewing tips, barista stories.
· User-generated content campaigns: encourage customers to share their “North End moment” (photo at the café, their favorite brew) with a branded hashtag.
· Run micro-ads/boosted posts to target nearby audiences or look-alike audiences of current customers.
How North End can apply this:
· Create short video stories (“From bean to cup”) showing the roasting process in Dhaka, emphasize freshness and craft.
· Post regular updates about new blends, seasonal beans, events (e.g., cupping session) and invite followers to free/paid events.
· Use Instagram Lives or Stories showing the café ambience (working space, laptop friendly), attract freelancers and students.
· Use retargeted ads for each outlet’s neighborhood (e.g., Banani, Gulshan) promoting “Come work with us – free Wi-Fi + latte”.

4. Digital-Driven Events & Community Building

What to do:
· Host online and offline events: e.g., virtual coffee-roasting live, Instagram Q&A with head barista, cupping session sign-up via web.
· Build a community forum: e.g., Facebook Group or Telegram for “North End Coffee Lovers” where members share tips, get first access to beans.
· Use email newsletters for event invites, new product drops, loyalty program updates.
How North End can apply this:
· Organize a “Bean Release Day” where members get exclusive access to a new single origin bean, announced via email/social media.
· Host monthly “Coffee & Coding” evenings: invite freelancers to network in café evening-hours, register via online form.
· Use these events to gather feedback (surveys), review favorite blends, ask for suggestions — then feed back into product development.

5. Digital Ordering, Delivery & Online Sales

What to do:
· Expand online ordering of roasted beans, café pre-orders, subscription model (e.g., monthly bean box).
· Integrate delivery/-takeaway options and use digital tools to manage ordering and customer touchpoints.
· Use data from online purchases to personalize offers.
How North End can apply this:
· Since they already roast beans and supply: set up an e-commerce section on their website (if not already) for direct-to-customer bean sales, with ability to track customer purchase history.
· Offer “bean subscription” (monthly fresh roast) and send personalized emails about next month’s bean origin.
· For café visits: allow customers to pre-order via mobile app/WhatsApp, collect reward points, and send reminders/loyalty prompts.

6. Customer Feedback & Review Management

What to do:
· Use digital channels to collect feedback: via QR code on tables, email after purchase, or app surveys.
· Monitor online reviews (Google, Facebook) and respond promptly.
· Use Net Promoter Score (NPS) or customer satisfaction metrics and segment by outlet.
· Use feedback data for continuous improvement (menu, service, ambience).
How North End can apply this:
· Place a QR code on the receipt or table asking “How was your visit?” leading to a short survey with incentive (e.g., 10% off next coffee).
· Monitor each outlet’s reviews and compile monthly report of key issues (Wi-Fi speed, cleanliness, noise) and improvements.
· Link CRM to feedback: when a loyal member gives a high score, send thank-you note; if low score, send apology + special offer to win back.

7. Data Analytics & Personalization

What to do:
· Analyze customer data (visit frequency, spend, preferred items, time of day) to identify segments: e.g., “morning commuter”, “afternoon freelancer”, “evening socializer”.
· Use this segmentation to deliver personalized communications: e.g., “Hey Morning Club: Your favorite Americano now comes with 10% off from 8-10 am”.
· Monitor digital ad metrics: which posts/ads bring visits or online sales, measure ROI of campaigns.
How North End can apply this:
· Use CRM data plus POS data from outlets to identify high-value customers (e.g., monthly spend > X). Provide VIP offers.
· Deploy time-based offers: e.g., less busy hours may get “Happy Hour” digital push to attract more visits.
· Run A/B tests on social media: test different visuals/messages (“Work from North End – free Wi-Fi” vs “New single-origin beans just arrived”) and measure click-through to visits or online bean orders.
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Through my internship at North End Coffee Roasters Ltd., I gained several key insights into both the operational and strategic aspects of the coffee business. These learnings have deepened my understanding of how the specialty coffee industry functions, particularly in the context of the growing coffee culture in Bangladesh. The following points highlight the most important takeaways from my internship:
1.  ​The Importance of Customer Experience

One of the most important things I learned was how crucial it is for the coffee business to give its customers an outstanding experience. Customer satisfaction is essential to the success of coffee shops like North End Coffee Roasters, from providing individualized service and premium beverages to establishing a welcoming café atmosphere. This reaffirmed the necessity for companies to constantly develop and modify their products in order to satisfy shifting consumer demands and maintain client loyalty.

2.  ​The Growing Coffee Culture in Bangladesh

I gained a thorough awareness of Bangladesh's quickly changing coffee culture, especially among the country's metropolitan population. Specialty coffee products are becoming more and more popular as more people look for high-end coffee experiences. For businesses like North End Coffee Roasters, this trend offers both opportunities and problems because they need to consistently exceed customer expectations while setting themselves apart from rivals.

3.  ​Operational Efficiency Drives Success

Maintaining quality and guaranteeing seamless service, particularly during busy hours, depend heavily on efficient café operations. I learned from my experience that effective operations require a combination of process optimization, staff training, appropriate inventory control, and time management. The bottom line of the café and client happiness are directly impacted by these operational factors.

4.  ​The Role of Innovation in Staying Competitive

In the coffee business, innovation is essential to maintaining competitiveness. To remain relevant in a changing market, businesses must continuously improve their products, from adding sustainable practices to providing seasonal beverages. The key to North End Coffee Roasters' continued dominance in the market is its capacity to offer distinctive goods and experiences.

5.  ​Sustainability and Ethical Sourcing Are Key Differentiators

My time at North End Coffee Roasters deepened my understanding of the growing consumer demand for ethically sourced, sustainable products. The company’s commitment to fair trade and sustainable coffee sourcing is a strong differentiator in the market, attracting a customer base that values both quality and environmental responsibility. As consumers become more environmentally conscious, this aspect of business strategy will continue to grow in importance.
6.  ​Effective Teamwork and Collaboration Are Essential

I came to see how important effective teamwork is in the hectic café setting. Whether managing a large number of patrons or guaranteeing the caliber of each coffee provided, staff cooperation and efficient communication are essential. This event demonstrated how a motivated and cohesive workforce can greatly enhance both operational effectiveness and the general customer experience

7.  ​The Significance of Brand Loyalty and Differentiation

I discovered that providing excellent items is only one aspect of fostering brand loyalty; another is giving consumers a consistent, tailored experience. As a premium brand, North End Coffee Roasters does a great job of presenting itself by providing superior coffee, individualized service, and a distinctive café experience. Its success in a cutthroat market has been largely attributed to this emphasis on differentiation.


8.  ​The Need for Continuous Learning and Adaptation

Last but not least, my internship reaffirmed the value of lifelong learning in the hospitality sector. Businesses need to be adaptable since trends, consumer preferences, and operational requirements are ever-evolving. I learned from my experience how important it is to keep abreast of market developments, emerging technology, and changing customer demands in order to succeed and stay competitive.
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My internship at North End Coffee Roasters Ltd. has been a truly enriching experience that allowed me to apply academic knowledge in a real-world business environment. Throughout my time as a Barista Intern, I gained a deeper understanding of the coffee industry, particularly the specialty coffee market in Bangladesh, and developed a range of practical skills that will serve me well in my future career.

The coffee industry in Bangladesh is experiencing significant growth, driven by changing consumer preferences, the rise of café culture, and increasing demand for premium and specialty coffee products. Companies like North End Coffee Roasters are at the forefront of this transformation, not only offering high-quality coffee but also fostering a unique customer experience that sets them apart from competitors. The experience has shown me how important it is for businesses to maintain operational efficiency, build strong customer relationships, and continually innovate to stay ahead in a competitive market.

Through my internship, I was able to contribute to the company’s daily operations, enhance my technical and customer service skills, and gain valuable insights into business strategy, marketing, and operations management. My ability to apply key academic concepts in areas such as consumer behavior, service marketing, inventory management, and operational efficiency has given me a deeper understanding of how businesses function and thrive in a competitive market. 
In conclusion, this internship has not only helped me grow professionally and personally but has also strengthened my passion for the hospitality and coffee industries. The skills, insights, and experiences gained from North End Coffee Roasters Ltd. will be invaluable as I continue to pursue a career in business and marketing, particularly in industries where customer experience, innovation, and sustainability are key to long-term success
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