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Executive Summary

The aim of this study is to examine the impact of various variables on customer satisfaction in system selling.
This report is based on the “Factors influencing business customer satisfaction in system selling in Leads Corporation Limited”. System selling is one of the marketing strategies that is discussed in this report. It will also focus on the impact of system selling on customer satisfaction. Several factors are here that influence customer satisfaction while system selling. In this report, the factors and the impacts of these factors on customer satisfaction are discussed. The factors are product quality, product price, customer relationship, brand awareness, brand value, customer needs, market leader, service delivery, customer knowledge, product reliability, technological advancement, the response of the organization, positive word of mouth and experienced management team. 

Research is conducted to find out the most important variable that has the strongest influence on customer satisfaction in system selling, we can also find out the relationship among the factors and customer satisfaction in system selling and impact of the factors on customer satisfaction in system selling. Product quality, product price, customer relationship, brand awareness and customer satisfaction are considered as the study variables where product quality, product price, customer relationship, and brand awareness are the independent variable and customer satisfaction is the dependent variable. This analysis shows the relationship between the variables and customer satisfaction. It also measures the impact of these factors on customer satisfaction. The findings indicate that customer relationship is the most important factor for customer satisfaction in system selling. Customer relationship influences other factors. Product quality also has an impact on customer satisfaction. It will be beneficiary for Leads Corporation Limited if they focus on the critical situations and areas with these factors.    

Keywords: Customer satisfaction, system selling, product quality, customer relationship, Multiple Regression, Leads Corporation Limited.
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Chapter 01

Introduction



Introduction
This report is based on the “Factors influencing business customer satisfaction in system selling”. The study is conducted on “Leads Corporation Limited” which provides diversified IT solutions such as software, hardware and other IT related services. System selling is a process of selling interrelated products or services together as a package. The products or services that are sold together are mostly complimentary goods. Organizations follow this strategy to increase the sales volume and it helps the customers to save their time as well that makes a win- win situation for both the customers and the organization. In this study, we find out the factors such as product quality, product price, customer relationship and brand awareness that influence the customer satisfaction while system selling. In this report, data are analyzed, develop a findings from the research analysis and provides recommendations.   

Motivation of the Study
The motivation of this study is to identify the influence of the factors on customers satisfaction while system selling. In this report, factors are discussed. Their influence on customer satisfaction is identified and the concept of system selling is explained.
· To understand about the importance of system selling and its impact,
· Developing the idea about the customer satisfaction in system selling and the factors that influence it,
· Identify the impact of factors on customer satisfaction in system selling by conducting a research analysis,
· Establish the findings and provide recommendation,
· Develop the problem solving capabilities.  

Objective of the Study
The objective of the study is to learn about the variables that influence the customer satisfaction on system selling. This study provides the idea about the customer satisfaction and the system selling and the factors that influence the customer satisfaction.
· To get a clear idea about system selling and the factors that influence the customer satisfaction in system selling,
· Improve knowledge on the different variables that can influence the customer satisfaction,
· Conduct research analysis to identify the influence of the variables on customer satisfaction in system selling,
· Develop the findings from the analysis,
· Provide appropriate recommendations.

Scope and Limitation of the Study
This study provides different scopes and there are different limitations in the study. These scopes will develop the knowledge about the variables, customer satisfaction and the system selling. The limitations are the barriers. Though there are different limitations, the report needs to be completed.  
Scopes
· Increase knowledge by conducting a survey on consumer satisfaction,
· Develop skills by analyzing data and produce a finding,
· Develop problem solving capability by providing recommendation on the basis of the findings.
Limitations
· The report is developed in a very short time period,
· Unable to cover all the sectors of the business,
· Unable to collect all the information regarding customer satisfaction,
· Lack of skill and experience.

Significant of the Study

This report is based on the “Factors influencing business customer satisfaction in system selling”. This study is conducted to identify the factors such as product quality, product price, customer relationship and brand awareness on customer satisfaction while the company is practicing system selling. This study is conducted in “Leads Corporation Limited” which provides diversified IT related products. This report shows us the importance of system selling. There are several factors that influence the customer satisfaction. A research is conducted to identify the aspects of the factors on customer satisfaction while system selling. The research data leads us in different sides of the company. Several recommendations are provided to solve the critical situations. This recommendations can help Leads Corporation to solve their problems and satisfy their customers.   
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Company Profile
About LEADS Corporation Limited

Since its inception LEADS Corporation Limited has been supporting clients nationwide in managing the evolving role of information technology in business. As a strategic business partner, we provide diversified IT solutions and services that support attainment of our clients' business objectives. Our services and solutions include custom application software development, network infrastructure building, plastic card personalization, and delivery & installation of PCs, Servers, POS, and ATMs.
We combine the best of technologies, processes, strategies, and our extensive industry experience, to help our clients to succeed. LEADS designs, implements, and supports end-to-end IT solutions and services. Our goal is to improve performance, maximize IT investments, and, ultimately, create a competitive business advantage for our customers. Our ability to integrate Information Technology services into a flexible, total single-point-of-contact (SPOC) solution is the key element of our success.
Partnerships with some of the world’s "best-in-class" corporations provide LEADS with unique expertise and experience in providing diversified Information Technology solutions, including Information Technology consulting and systems integration. LEADS represent DataCard Group, Dell Inc., NCR Corporation, Teradata and VeriFone Holdings, Inc.

Company History
NCR Corporation, the Technology Company from the USA, had been operating in Bangladesh since 1971 for marketing and maintaining Computer Hardware.  In 1992 LEADS Corporation Limited took over NCR Corporation’s Bangladesh operation and was appointed Exclusive Distributor of NCR for Bangladesh. LEADS bought over NCR’s assets and liabilities and also inherited all their staff and customers. Thus, LEADS became a virtual successor of NCR in Bangladesh.
NCR Bangladesh had started developing a Branch Banking Application Software called "PcBANK" in the mid-80s. LEADS, as the successor, upgraded the Package as an Integrated Banking Application Software, which is available in Client-Server Environment. This software is still being used by some banks. Subsequently, LEADS created a Core Banking Solution (CBS) which is currently being used by 25 Customers, and the number is growing. LEADS, in its journey of innovation in Information Technologies, has achieved strong footprint in many industries, such as Capital Market, Merchant Bank, Insurance, Manufacturing and Distribution.
Today LEADS is considered the largest IT Solution Provider of Bangladesh and has become an IT partner of choice for managing People, Process and Environment. Continuous thrust for improving quality is the reason behind its success. From a paltry 12 individuals, which LEADS inherited in 1992, it has now a core competent team of 280 + personnel.
Basic InformationHighlights:
· An IT Solution & Software Company which maintains and expands the corporate culture.
· Consolidated revenues of over US$10 Million
· Over 500+ clients.
· More than 280 Associates.
· Enterprise-wide CMMi Dev 5 Compliant.
· ISO 9001:2015 Certified.
· More than 145 consultants qualified Software Analysts (CQSs) expanding capabilities through research and academic relationships with various universities across the country.
· Address: Rupayan Trade Center 16th (Space-1) & 17th Floor,
114, Kazi Nazrul Islam Avenue, Bangla Motor, Dhaka 1000.
(At Bangla Motor Roundabout)
-	Phone: +88-05-5138731
· Web Site: www.leads.com.bd
· Email: info@leads-bd.com

LEADS Offerings: The Company offers end-to-end Consulting, IT Solutions and Services to help organizations architect and build their businesses in the global economy. LEADS’ Revenue for the financial year 2018 stood at over US$10 Million. This growth has been fuelled by the cumulative experience of more than 280 persons’ years of experiences across diverse technology areas and business domains, enabling LEADS to provide Solutions and Services to more than 500 clients within the country
Research and Development: LEADS offerings are backed by its investment in Research and Development in cutting edge technology; its software tools foundry at LEADS Research Development and Design Canter. LEADS also has research alliances with several worlds- renowned technology companies like Microsoft, Oracle & Dell.

Consultants at LEADS: Over 170 Software engineer / consultants form the backbone of the LEADS mission: many come from the best universities and institutions in Bangladesh. At LEADS technology specialists and business management experts share expertise to gain a thorough insight into the client’s business and look for innovative ways to apply technology for lasting solutions.
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Alliances:
LEADS increase the diversity of its offerings through strategic alliances and joint ventures with global leaders in technology and e-Business, such as NCR, DELL, CISCO, Oracle, Microsoft, Teradata, VeriFone and DataCard.
Our Vision
To be the model of excellence as an IT solution company with people who are committed to provide value for our customer and service to our community.

Our Mission
To understand our customers’ business and technology issues, and to resolve the same with our experience in and commitment to varied range of platforms and products, and with dedication to stay current with reliable and proven technologies to:
· Maximize the value of our customers
· Develop a highly motivated workforce
General Information
Incorporation Info.
Country of Incorporation	:	Bangladesh
Year of Incorporation	:	1992
Number of Incorporation	:	C-22231(638)/92 
Year of Establishment	: 	1992
Parent Company:

Company Name		: 	LEADS Corporation Limited
Address			:	Rupayan Trade Center	
Telephone		:	16th (Space-1) & 17th Floor,
114, Kazi Nazrul Islam Avenue, Bangla Motor, Dhaka 1000.
(At Bangla Motor Roundabout)
[bookmark: _Hlk532034693]Phone 			: 	+88-02-5513-8731	
[bookmark: _Hlk532034704]Fax			: 	+88-02-5513-8740
E-mail			: 	anis.khan@leads-bd.com
URL (Website)		:	www.leads.com.bd	
Managing Director	:	Shaikh Abdul Wahid, Managing Director & CEO	
Employee Strength	:		Marketing Personnel 			: 26
Software Professionals			: 180 (±)
Hardware Engineers			: 40 (±) 
Finance & Administration Personnel	: 26
Information & Technology		: 05
					Human Resource			: 05             
Total					 : 282 (±)
Associate Companies

1. Company Name	:	LeadSoft Bangladesh Limited
Address	:	Rupayan Trade Center (17th Floor), 114, Kazi Nazrul Islam Avenue, Bangla Motor, Dhaka 1000.
(At Bangla Motor Roundabout)
Telephone	:	+88-05-5138731
E-mail	:	leadsoft@leads.com.bd

This company focuses on outsourcing of Software and Services activities.

2. Company Name	    :	    LEADS Training & Consulting Limited
Address	:	Rupayan Trade Center, 16th (Space-1) 114, Kazi Nazrul Islam Avenue, Bangla Motor, Dhaka 1000.
(At Bangla Motor Roundabout)
E-mail	:	trainging@leads.com.bd This Company looks after Training, Consulting and Managed Service.
Board of Directors and Management Team
	Chairman
Shaikh Abdul Aziz

	Management Team

	CEO
Shaikh Abdul Wahid
	COO
Rana Sohel
	CFO
Masud Parvez

	CIO
Paias Hawlader
	Head of Corporate Solutions
Anisur Rahman Khan
	Head of HR
Khan Sadat Anwer



Other Information     
Solutions Offerings:
Our software solutions create custom business applications, providing full lifecycle support throughout delivery. Using a phased approach, our experts define application requirements, design application functionalities, implement the application and monitor during post-implementation support. When you choose LEADS, you benefit from deep technical expertise, long industry experience and strong partnership. We use unique tools, frameworks and reusable code that enable us to accelerate application development in specific environments.
LEADS’ network infrastructure building solutions provide the single point of contact for resolving networking issues in your corporate environment, allowing your organization to remain productive and focused on your goals. The combination of our service desk and on-site support services results in an end- to-end solution for your centralized and distributed environment. These solutions support network components including all active and passive devices.
Our services are conveniently accessible through various channels, including telephone, the web, e-mail and fax. You also benefit from flexible service options that support your changing business needs without up-front capital investment.
LEADS represents (i) CISCO for Networking Active Devices; (ii) DataCard for Plastic Card Personalization system; (iii) Dell for Server, Storage, Desktop Computer, Notebook and Networking Devices; (iv) NCR for Self Service and Payment Solutions; (v) TCS for Financial Solutions; (vi) Teradata for Data Warehouse Solution; and (vii) VeriFone for POS Terminals.
Software House

A clearly stated corporate mission, ably backed by total commitment of its staff, has made LEADS the NUMBER ONE software house of Bangladesh. LEADS provide a wide range of business applications for all kinds of users starting from the smallest operation with one PC to a networked environment. Whether the user requires small household financial software, or a fully integrated real-time on-line banking application, or an ERP, with electronics interfaces, LEADS is geared towards satisfying the customer needs fully and completely.
LEADS' success story is the outcome of its commitment to maintain a team of fully trained highly developed competent technical personnel who are required to update themselves on a continuous basis from home and abroad. Investment in training is one area where LEADS refuses to cut corners.
Expertise in Operating System
LEADS has been maintaining and supporting for years different variants of UNIX that includes NCR Unix, SCO UNIX/ OpenServer/ UnixWare, Linux. LEADS also have a number of certified professionals on Microsoft platform, as a Microsoft Certified Gold Partner. Hardware and Software personnel are trained from home and abroad on the existing as well as new tools & products. The process of keeping the resources up to date with latest technology is in place.


Expertise in Development Tools and Languages

LEADS maintains a highly skilled group of software professionals equipped with various technologies as follows:

Analysis & Design	:	OOAD & UML Architecture/Framework	:	Client-Server, n-Tier & CSLA.NET Application Server	:	MS IIS, Oracle AIS & Apache
Languages/ Development Tools	:	C#, VB.NET, VB6, ADO.NET, XML, Java, Oracle
Developer & COBOL
Web Technologies	:	HTML, DHTML, PHP, ASP, ASP.NET, VBScript, JavaScript, JSP & XML
Component Technologies	:	COM, DCOM, COM+, WINAPI, J2EE & EJB Other Tools	:	Crystal Reports, Visual UML, CodeSmith, VSS,
VbExpress & NetAdvantage

Expertise in RDBMS
LEADS has proven expertise in relational database management system. The RDBMS includes Oracle, Informix, Microsoft SQL Server, MySQL. The software professionals are trained on database administration and tuning of these products. As an Advantage Partner of Oracle, LEADS maintain a pool of resources in the role of pre-sales, implementation and support. To match the need of high-performance Enterprise Data Warehousing and Business Intelligence for large customers, LEADS also has invested in developing resources for Teradata Data Warehousing Solution and has a number of resources in trained on Teradata products & services.

Service Offerings to Customers:
· Web Based Application
· SaaS and Cloud Enablement
· Database Application
· Custom Mobile Apps Development Services
· Product Development
· Application Migration
· Database Migration
· Content Management System


Project Management and Process Management
For software project management, LEADS follow PRINCE2 and PMI Methodology. LEADS has certified project managers to manage project professionally. LEADS follow CMMI DEV - 5 Methodology for managing the process of delivering and implementing software solution.
In-House Training Facilities
LEADS maintain an in-house Training Center where regular classes are held for its own staff. Whenever a person acquires knowledge about any new product, it is transferred to others in the organization. The same facility, where all necessary equipment’s are installed, is used to impart training to LEADS' customers.
Service Facilities in Other Cities
LEADS maintain Branches in Chittagong, Sylhet and Bogra where required technical personnel are posted. Adequate stocks of spare parts are kept there to support customers in those regions. In addition, LEADS' Engineers have been implementing and maintaining installations all over the country.

Research and Development Lab
To keep the momentum of continuous thrust for exploring new era of technology LEADS has quite a few R&D Labs which are specific to few products like Core Baking Software, Merchant Banking Software, ERP and solution like Cisco IPCC. Developing secured ISO 8583 messaging format for integration is one of the remarkable outcomes of R&D lab.

Solution Provider
LEADS offer system study, system design, development, implementation, support and maintenance, as well as project management, project service and consultancy service on variety of platforms. LEADS has developed solutions out of many years of experience and professional expertise. Our core focus is to design and develop solutions that suit tomorrow's business requirements.
LEADS offer flexible delivery options which include total or shared responsibility for projects. Work is undertaken at the clients’ location or at LEADS’ development center. Work can also be performed for any stage of the project life cycle.
LEADS provide on-site / off-shore software development solution and custom application development along with technical support and maintenance services. It offers solutions in almost all major areas with special focus on commercial banking, investment banking, merchant banking, manufacturing, sales, distributions, MIS etc.
Turnkey projects have always been LEADS' forte. The methodology adopted includes a mix of on-site and off-site activities. Study and analysis are the activities that are performed on-site in close interaction with the customers and end-users. System design, development and testing are performed off-site in LEADS' premises. It has also successfully participated in 'Joint Application Development' projects, where a number of parties have developed various components of an Application Package.
LEADS is in a unique position to provide and support end to end IT Solution covering both Infrastructure and Business Application part. The great value-add a customer can have is to get single point of service for all IT needs.
Computing Solutions
LEADS has been the pioneer in providing Computer System Solution Provider in Bangladesh since 1998 and has a strategic alliance with Dell. Headquarter in Austin, Texas, USA, Dell Inc. (www.dell.com) listens to customers and delivers innovative technology and services they trust and value. Being a local partner, LEADS has been representing all range of Dell products in Bangladesh. A list of these products is as follows:
1.  Laptops & Tablets,	2. Desktops & Workstations,
3.  Server, Storage & Networking,	4. Printer,
5. Packaged Software etc.
LEADS is mainly focused on providing solutions to its customers. Currently we are offering solutions in the following areas:
1. IT Infrastructure Management,
2. Intelligent Data Management,
a. Data Consolidation,
b. Data Protection,
· Data Achieve,
· Data Backup,
· Data Migration,
· Data Replication,
c. Disaster recovery,
d. High Availability,
3. Virtualization Technology,
4. Software & Application Management etc.


Experiences:

Financial
LEADS inherited business with financial industry from the beginning when it took over NCR Corporation’s business in Bangladesh in 1992. Currently 12 Banks & 13 NBFI’s, 39 Merchant Bank, 62 Capital Market Broker House, 03 Insurance company are using LEAS Software solution for Financial Industries. The solution includes Core Banking, Portfolio Management, Broker Back Office Management, Insurance System etc. Apart from Software solution LEADS also has established its name as a reliable system solution provider in financial Industry. LEADS system solution for financial industry includes Enterprise Data Network, Data Center, DR site, Plastic Card Personalization, POS System etc.
Telecom
Telecom Industry is one of the core focuses of LEADS’ business strategy. LEADS has been working as a reliable IT associate for telecom industry for long time. LEADS has delivered System, Network and Software Solution to telecom companies like Banglalink, Grameenphone, Pacific Telecom, Ranks Telecom etc. One of the remarkable jobs done by LEADS is to develop custom application for Banglalink which integrates its Billing System (TABS), Sales Tracking System and Credit Management System. The objective of this application is to provide personalized customer service to high revenue customers. This application is running smoothly for last one and half years. LEADS has provided Banglalink an Enterprise Data Warehousing project with Teradata. Currently LEADS is also working as Professional Service Outsourcing partner, in which LEADS provides software development service on project-to-project basis. So far LEADS worked with Grameenphone in the area of Developing Dashboard, Internal communication portal and custom on-demand reporting.

Government & Commercial
LEADS also have strong presence in Government and Commercial segments. LEADS developed Accounting Software for the office of Comptroller and Auditor General’s office, Investment Corporation of Bangladesh, Bangladesh Air force, Bangladesh Navy, Office of Director General of Health, Dhaka WASA, NBR, Chittagong Port Authorities etc. For commercial sector LEADS has delivered integrated software solution for PHP Still Mills, Janata/Sadat Jute Mills, Healthcare Pharmaceuticals, Delta Pharma, RAK Pharmaceutical, Ziska Pharmaceuticals etc.

LEADS’ Application Software Products:
I. BankUltimus-
To meet the market’s present as well as future demands LEADS has developed “BankUltimus”, the real-time, online Core Banking Solution (CBS). It is the solution for present & future total banking, starting from Teller Operation to Treasury all areas.
Functionalities
Core Services, Retail Services, SME Services, Corporate Services, Treasury Services,
Delivery Channels and Reports
II. Life Insurance –
This is a web-enabled life insurance solution that incorporates all functionalities necessary for core life insurance business processes. It includes all back-office and front-office functions for everyday operations as well as accounting and financial management, investment insurance and other life insurance product management capabilities.
III. CenterPoint 
This is a robust and flexible ERP suite of Distribution, Supply Chain, Inventory Control and Integrated Financial Applications for manufacturing, sales, distribution and accounting. The software modules deal with all aspects of your business, from replenishment to route management and proactive marketing. And no matter how complex your business might be, chances are we can adapt ourselves to your needs.
Features & Functionalities
Human Resources Management, Leave Management, Payroll Management, Product Management, Inventory Control, Warehouse Management, Sales and Distribution, Receivable Management, Depot Management, Promotional Activity Management, Procurement, LC Management, Payable Management, Financial Accounting and Fixed Asset Management.
IV. CAPITA
Features & Functionalities
Back office management for Capital Market, Solution Platform and Services Offerings to Customer.
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Sl
	Name of Software
	No of
Customers
	
Customer Name/Country Name
	Years of Experience

	1.
	BankUltimus Core Banking Solution (CBS) &
Core Financial Solution (CFS)
	25
	Bank’s
1. Southeast Bank Limited
2. Shahjalal Islami Bank
3. The Premier Bank
4. First Security Islami Bank
5. Uttara Bank Limited
6. NRBC Bank Limited
7. Meghna Bank Limited.
8. Modhumoti Bank Limited
9. National Bank of Pakistan, BD
10. National Bank of Pakistan, HKG
11. Rajshahi Krishi Unnayan Bank
12. Standard Bank Limited (OBU)

 NBFI’s
13. LankaBangla
14. IPDC
15. GSP Finance Limited
16. Reliance finance Limited
17. BD Finance
18. FAS Finance
19. IIDFC
20. ILFSL
21. PLFS
22. BIFFL
23. Bay Leasing
24. Phoenix Finance
25. Uttara Finance & Investments Ltd.
	26 Years

	2.
	TouchPOINT – Mobile Application 
	2
	1. First Security Islami Bank
2. Shahjalal Islami Bank Limited
	2 Years

	3.
	Agent Banking
	3
	1. First Security Islami Bank
2. Premier Bank Limited
3. AB Bank Limited
	3 Years

	4.
	Agent Banking
Integration
	2
	1. NRBC Bank Limited
2. Modhumoti Bank Limited
	3 Years

	5.
	Merchant Banking Solution
	37
	CAPITA
1. IL Capital Limited
2. BD Finance Capital Holdings Limited
3. NRB Equity Management Limited
4. Alpha Capital Management Limited
5. Sigma Capital Management limited
6. AB Investment Limited
7. BLI Capital Limited
8. PLFS Investments Limited

mBANK
9. City Bank Capital Resources Limited
10. Sonar Bangla Capital Management Limited
11. Janata Capital & Investment Limited
12. Southeast Bank Capital Services Limited
13. IDLC Investments Limited
14. Sonali Investment Limited
15. EC Securities Limited
16. SBL Capital Management Limited
17. Trust Bank Investment Limited
18. BRAC EPL Investments Limited
19. EXIM Investment Limited
20. Prime Bank Investment Limited
21. Agrani Equity & Investment Limited
22. NDB Capital Limited
23. UniCap Investments Limited
24. GSP Investments Limited
25. Prime Finance Capital Management Limited
26. FAS Capital Limited
27. EBL Investments Limited
28. Uttara Finance & Investments Limited
29. BMSL Investment Limited
30. Investment Corporation of Bangladesh
31. Jamuna Capital Management Ltd.
32. Royal Green Capital Market Limited
33. MTB Capital Limited
34. First Security Islami Capital and Investment Limited
35. Rupali Investment Limited
36. Cosmopolitan Finance Limited
37. LankaBangla Investments Limited
	22 Years

	6.
	Stock Broker Back Office Solution
	61
	CAPITA
1. ONE Securities Limited
2. Shanta Securities Limited
3. Uttara Bank Securities Limited
4. NRBC Bank Securities Limited
5. BRAC EPL Stock Brokerage Ltd.
6. Prime Bank Securities Limited
7. Dynamic Stock Management Limited
8. Buriganga Equity Management Limited
9. Bank Asia Securities Limited
10. UNICAP Securities Limited
11. Island Securities Limited

BlueChip
12. MTB Securities Limited
13. Shahjalal Islami Bank Securities Limited
14. IFIC Securities Limited
15. Bank Asia Securities Limited
16. City Brokerage Limited
17. Premier Bank Securities Limited
18. DBL Securities Limited
19. NCCB Securities & Financial Services Limited
20. EBL Securities Limited
21. SIBL Securities Limited
22. United Commercial Bank Limited
23. LankaBangla Securities Limited
24. IDLC Securities Limited
25. International Leasing Securities Limited
26. PFI Securities Limited
27. Fareast Stocks & Bonds Limited
28. UniCap Securities Limited
29. BLI Securities Limited
30. DSFM Securities Limited
31. HAC Securities Limited
32. Akij Securities Limited
33. Banco Securities Limited
34. National Securities Limited
35. Platinum Securities Limited
36. Dragon Securities Limited
37. Latif Securities Limited
38. Total Communication Limited
39. Haji Ahmed Brothers Securities Limited
40. Hasan Securities Limited
41. ICB Securities Trading Company Limited
42. Apex Investment Limited
43. Global Securities Limited
44. Country Stock Bangladesh Limited
45. Sadeque Finance Management Limited
46. Meenhar Securities Limited
47. Vanguard Securities Limited
48. Chittagong Capital Limited
49. Eastern Shares & Securities Limited
50. 3A & Company Limited
51. Ahmed Securities Services Limited
52. Royal Green Securities Limited
53. Dynamic Securities Consultants Limited
54. Salta Capital Limited
55. Unique Share Management Limited
56. SKYS Securities Limited
57. Southern Capital Limited
58. MAM Securities Limited
59. Uttara Exchange and Securities Limited
60. Sheltech Brokerage Limited
61. NLI Securities Limited
	12 Years

	7.
	Online Life Insurance Solution
	3
	1. Jiban Bima Corporation (Only Govt. own life insurance Co.)
2. Sandhani Life Insurance Limited
3. Progressive Life Insurance Limited
	12 Years

	8.
	ERP Solution
	8
	1. Ziska Pharmaceuticals
2. Vitalec Foods & Dairy
3. Rahimafrooz Batteries Ltd.
4. Bureau Veritas
5. Rahimafrooz Distribution Ltd.
6. Globex Marketing Ltd.
7. Vitalac Industries Ltd.
8. LEADS Corporation Limited
	15 Years

	9.
	Software & Services Outsourcing
	5
	1. Denmark
2. Norway
3. Japan
4. Greenland
5. Sudan
	18 Years







LITERATURE REVIEW 

Introduction
This report is based on the factors that have influence on customer satisfaction in system selling. The study is conducted on Leads Corporation Limited. There are different factors that influence the customer satisfaction while the company is following system selling. System selling is a strategy while company sell related products together as a package. The factors have the impact while following this strategy. The factors are product quality, product price, customer relationship, brand awareness, brand value, customer needs, marker leader, service delivery, customer knowledge, product reliability, technological advancement, response of the organization, positive word of mouth and experienced management team. These factors influence the customer satisfaction. A research is developed to identify the most important variable that has the strangest influence in the customer satisfaction. The relationship among the factors and customer satisfaction in system selling and impact of the factors on customer satisfaction in system selling can be identified here.  Product quality, product price, customer relationship, brand awareness and customer satisfaction are considered as the study variables where product quality, product price, customer relationship and brand awareness are the independent variable and customer satisfaction is the dependent variable. The findings show that customer relationship is the strongest factor for the customer satisfaction in system selling. Product quality also influence has on customer satisfaction. It will be beneficiary for Leads Corporation Limited, if they focus on the critical situations and areas with these factors.       
 
System Selling
System selling is a process of selling interrelated products or services together as a package. Organization can sell the products or services separately. But in system selling they sell the products together. The products or services that are sold together are mostly complimentary goods. Organizations follow this strategy to increase the sales volume and it helps the customers to save their time as well that makes a win- win situation for both the customers and the organization. 
Many customers want to buy the overall solution from one seller. This can lead efficiency and reliability. It takes less time to purchase the product or service. Buyer need not to handle multiple vendors to complete the operation. Mostly this type of transactions are seen in B2B business. One client demands and purchases a set of related products or services together to use the product or service in business operations. The business can produce more products and sell them to one client that makes large number of sales. It reduces the cost of producing the product or delivering the service. The organization can build a good relationship with the customer and the customer can rely more on the organization. The paper work of purchasing and sell the product reduces and that increases the efficiency of the business operations. System selling is a key industrial marketing strategy that operates large scale industrial projects. Private buyers or governments hire one vendor to supply all the materials to develop the project. The customers can ensure the product or service quality, set and forecast the price and relationship at the same time and little effort. 
System selling is a marketing strategy organizations always want to pursue to develop a relationship and maintain a large number products and services. System selling can secure the other products offered by the organization. System selling can also develop the brand value and brand awareness to the market. Customers can rely on one organization and purchase all the products at a time with little time and effort. The relationship also helps the both parties with one another. System selling not only brings benefits to the organization but also brings benefits to the customers.  
Leads Corporation also follows the strategy of system selling. The organization provides multiple products together to a single customer at a time. The sale depends on the needs of the customers. The main products of Lead Corporation are software and hardware for different banking, non-banking financial institutions, manufacturing companies, service companies and other different companies. Leads Corporations provides different software and hardware at the same time to a single customer. This both benefit the company and customer through limiting the time and effort and customer relationship.
Customer Satisfaction
Customer satisfaction is the measurement of how the products and services meet or exceed the customer expectation. When the products and services exceed the customer expectation then the customer become delighted, then the products and services meet the customer expectation then the customer become satisfied but when the products and services cannot meet the customer expectation then the customer become dissatisfied. When the products and services fulfill all the needs of the customers, the customers become satisfied with the product. Customer satisfaction influences the customer purchase intention. When a customer is satisfied using a product the customer purchase the product repeatedly. This raises the customer loyalty. Customers then tend to stick with the product and do not want purchase the other brands. Customer satisfaction is one of the most important factor for the marketer. The ultimate goal of a business to achieve customer satisfaction through creating, communicating and delivering the value of the business. 

Factors Influence the Effectiveness of System Selling
There are four main factors that influence the effectiveness of system selling. They are product quality, product price, customer relationship and brand awareness. Whenever the customer wants to purchase multiple products they analyze the quality of the products, the price of the products, the relationship between the customers and business and the awareness of the brand in the market or industry. These four factors influence the satisfaction of the customers while selling multiple products. 
1. Product Quality
Product quality is the ability of the products to perform in a manner to satisfy the needs of the user. It is the ability to function in a given requirement. Product quality determines the performance of the product. Product quality depends on the development of the product, production mechanism, customer need determination ability and perception of the customers on the brand. Customer satisfaction highly dependent on the quality of the product. Customers feel happy only when they find that the product is functioning according the customer need. Product quality increases the reliability and durability of the product. The efficiency of the product is also determined by the product quality. Highly sensitive products such as medical product have the highest possible concern on product quality. Leads Corporation also takes product quality under their consideration. Leads always upgrade their products with the latest technology and develop their product time to time to increase the quality of the product. For effective system selling product quality is very important because a good quality product influences the customers to purchase more as a bundle. 
2. Product Price
Product price is the actual amount the customer is ready to pay for the product. Price of the product generates the revenue for the organization. The price affects the satisfaction of the customers. It has a huge impact on the customer purchase intention. Customers always compare the price of the product and the benefit customer get from the product. There are several pricing strategy and organization follow them according to their product and service or market situation. Skimming pricing, penetration pricing, cost based pricing, demand based pricing, competitive pricing are some of the pricing strategies. When there is a positive value of the product the marketer can ask for higher price than others. For some products the price determines the value of the product. Price brings the benefit for the company which is achieve from the customers for the stakeholders of the company. Leads Corporation set the price of the product that is affordable for the customer and that brings benefit for the company. Product price can influence the system selling. While customers purchase more products from one vendor, they get price benefit or discount and also the cost of purchase the products reduces significantly.  
3. Customer Relationship
Customer relationship is the process or manner by which a business develops, establishes and maintains the relationship with the customers. A business raises and falls through the support of the customer bases. For business it is essential to develop customer relationship. Customer relationship can be established and maintained through effective communication with the customer and receiving complaints and providing the recovery. Customer relationship enhance the customer purchase intention. Customers purchase more when they have good relationship with the company. Customers come to know more about the products and the benefits of the features of the products. They become loyal to the brand that benefit the company for the long term. Leads Corporation always maintains a very good relationship with the customers through continuous communication and service delivery. When there is a very good relationship between the customers and the vendor, the customers are more likely to purchase more. 
4. Brand Awareness
Brand awareness is the extent in which the customers are familiar with a particular brand. Brand awareness is the ability of the customers to recognize and recall of the brand for the purchase decision making. The product or service that has a better brand awareness has an increased amount of sales. Customers prefer to purchase a familiar brand rather than an unfamiliar one. Brand awareness ease the customer to decide which product to buy. Company can get a strong customer base when the company successfully spread brand awareness. To develop a brand awareness the company needs to communicate the products with the customers. Leads Corporation takes several steps to develop the brand awareness of the products. They arrange different development programs for the customers where Leads provides information about the problems and the solution provided by Leads. Customers always try to purchase all the solution from one seller to reduce different obstacles. Brand awareness makes it easy for the vendor to sell the full solution to the customers as they already know about the brand as a reliable source to purchase the products or services.       
5. Brand Value
Brand value is the financial worth of the brand. To determine brand value the business need to estimate how much the brand is worth in the market. Brand value is considered as the net present value of the estimated future cash flows attributable to the brand. Brand value can be measured by the customer loyalty, staff retention or recruitment. Brand value can be influenced positively or negatively. Brand value can be positively increased by providing quality product, proper service delivery, fulfilling customer needs, achieving customer expectations and receiving customer satisfaction. Leads Corporation also has a very good brand value in the market. Customers always value Leads more when they chose their brand. More brand value influence the customers to purchase more products or services.
6. Customer Needs
Customer need is the feeling of a customer to solve a problem. Customer need arises when customer face a problem and try to find a product or service to solve it. Selling a product or a service is based on the customer need. Customer purchase their products or services on the basis of their needs. Organizations have to conduct multiple analysis and research to find out the need of the customers so that the product or service can fulfill the customer needs. Everyone has the product or service and the solution. The business needs to consider the experience of the solution to fulfill the customer needs. Leads analyze the customer needs and provide the solution to the customers so that they get the best experience of the solution. System selling is mostly dependent on the needs of the customers. Without the need of the product the customers do not want purchase more products. The organization needs to find out the needs of the customers. 
7. Market Leader
Market leader is a company with the largest market share in the industry that can ensure their competitive advantage. Market leader dominants the market and delivers the highest quality products and services. They define the ideal characteristics of the products and services. The other organizations follow the market leader. The products or services offered by the market leader are the most attractive and customers consider their product or service as their first priority. Customer preferences are carefully handled by the market leader to hold the number one position. The products and services of Leads Corporation have a great demand in the market and customers have a huge need for the products and services of Leads. Market leader always get the advantage to attract the customers more than the other vendors. Market leader is more reliable than the others and customers want to purchase the total solution from the market leader.
8. Service Delivery
Service delivery is a manner in which a corporation provides an intangible value to solve the customer problem or fulfill customer needs. Service delivery needs to be defect free so that customer can use the value properly and the organization get customer satisfaction. Leads also deals with the customer in a way so that they can get customer satisfaction. Customers do not want any service failure. They find the seller who has the ability to provide the proper service delivery. The organizations with better service can sell more products to the customers. 
9. Customer Knowledge
Customers need to know about the products and services that can solve their problems. Customer knowledge is very important to get the customer satisfaction. Customers should be adequately aware about the product and service they are getting. Customer knowledge about the product can increase the efficiency to use the product and fulfill their needs. Leads Corporation organize demo programs with every customer to demonstrate of the product and service. Knowledgeable clients know properly about their needs and the use of the products. System selling become easy when customers are well aware of their products.
10. Product Reliability
Product reliability is defined as the performance of the products and services in a certain period time. Product reliability refers that the product will function accordingly to fulfill customer needs. It determines the product quality and the efficiency of the product. Leads Corporation ensures reliable products to their customers. They always concern about the performance of the products and take feedback from the customers about the products. Customers provide positive feedback when the products and services are reliable to them. It increases the trust on the seller and try to purchase all the solution together from one seller. 
11. Technological Advancement
Customers are very much concerned about the updated technologies and want to purchase the new technology. Technology is always changing and it makes the life easier. With modern technology the products become more attractive to the customers. This can be a competitive advantage to the customers. Leads Corporation is very much concerned about the new technologies of the products and services and they upgrade their products accordingly. The vendors who can ensure the modern technology are considered as the best service provider. Customers want to purchase all the products from that vendor. 
12. Response of the Organization
Response of the organization in a critical situation is very important to get the customer loyalty and satisfaction. When a function of the product does not work properly the customers ask for the recovery to the organization. The efficiency of the organization is measured by how quickly the organization responses to the problem. On the basis of that rate customers rely on the organization. All the representatives of Leads Corporation are very reactive to any critical situation arise on the customer end. The vendors who are more responsive are considered reliable and trustworthy. Customers purchase more product from them.     
13. Positive Word of Mouth
Positive word of mouth is telling positive things about the organization. When the organization has the ability to satisfy the customer needs, customers spread positive things about the organization. This helps a lot to get new customer and achieve customer satisfaction. There are a lot of customers who spread positive word of mouth about Leads Corporation. New customers are very much influenced by that. Customers purchase more products from the vendors who have better reputation in the market. 
14. Experienced Management Team
Experienced management team can handle the critical situations and find out the solution of the problem. Customers always want to deal with the company who has the most efficient management team. Management team has a great impact on the customer satisfaction because they can identify the customer needs and provide the customer the according to the customer needs. Leads Corporation has a very experienced and efficient management team in every department. The technical personnel of the organization have the ability to deliver the product that customer demand. The management team led the technical personnel and maintain a good relationship with the customers. Customers are more likely to rely on experienced management. Customers have good relationship with them. Experienced and efficient management team has the ability to attract the customers to purchase more products.   
Study Variables
In this report, four variables are set to analyze the data. This four variables have the most significant influence on customer satisfaction in system selling in Leads Corporation. These variables are product quality, product price, customer relationship and brand awareness. 
Product Quality
Leads Corporation takes product quality under their consideration while system selling. Leads always upgrade their products with the latest technology and develop their product time to time to increase the quality of the product. For effective system selling product quality is very important because a good quality product influences the customers to purchase more as a bundle.
Product quality is the ability of the products to perform in a manner to satisfy the needs of the user. It is the ability to function in a given requirement. Product quality determines the performance of the product. Product quality depends on the development of the product, production mechanism, customer need determination ability and perception of the customers on the brand. Customer satisfaction highly dependent on the quality of the product. 
Product Price
Leads Corporation set the price of the product that is affordable for the customer and that brings benefit for the company. Product price can influence the system selling. While customers purchase more products from one vendor, they get price benefit or discount and also the cost of purchase the products reduces significantly. In this way customers get satisfaction.  
Product price is the actual amount the customer is ready to pay for the product. Price of the product generates the revenue for the organization. The price affects the satisfaction of the customers. It has a huge impact on the customer purchase intention. Customers always compare the price of the product and the benefit customer get from the product. 
Customer Relationship
Leads Corporation always maintains a very good relationship with the customers through continuous communication and service delivery. When there is a very good relationship between the customers and the vendor, the customers are more likely to purchase more. With the better communication between two parties, seller can provide the best products or services to the customers. This influences to purchase more products with great customer satisfaction. 
Customer relationship is the process or manner by which a business develops, establishes and maintains the relationship with the customers. A business raises and falls through the support of the customer bases. For business it is essential to develop customer relationship. Customer relationship can be established and maintained through effective communication with the customer and receiving complaints and providing the recovery. 
Brand Awareness
Leads Corporation takes several steps to develop the brand awareness of the products. They arrange different development programs for the customers where Leads provides information about the problems and the solution provided by Leads. Customers always try to purchase all the solution from one seller to reduce different obstacles. Brand awareness makes it easy for the vendor to sell the full solution to the customers as they already know about the brand as a reliable source to purchase the products or services.       
Brand awareness is the extent in which the customers are familiar with a particular brand. Brand awareness is the ability of the customers to recognize and recall of the brand for the purchase decision making. The product or service that has a better brand awareness has an increased amount of sales. Customers prefer to purchase a familiar brand rather than an unfamiliar one. Brand awareness ease the customer to decide which product to buy. Company can get a strong customer base when the company successfully spread brand awareness. To develop a brand awareness the company needs to communicate the products with the customers. 
Customer Satisfaction 
Leads Corporation provides the customer oriented products and services to get the customer satisfaction. System selling one of the strategies followed by Leads Corporation that has a positive impact on customer satisfaction.
Customer satisfaction is the measurement of how the products and services meet or exceed the customer expectation. When the products and services fulfill all the needs of the customers, the customers become satisfied with the product. Customer satisfaction influences the customer purchase intention. When a customer is satisfied using a product, the customer purchase the product repeatedly. This raises the customer loyalty. The ultimate goal of a business to achieve customer satisfaction through creating, communicating and delivering the value of the business.
Nature of the Variables 
	Study Variable
	Independent/Dependent
	Matric/Non-matric
	Scale

	Product Quality
	Independent
	Matric
	Interval scale

	Product Price
	Independent
	Matric
	Interval scale

	Customer Relationship
	Independent
	Matric
	Interval scale

	Brand Awareness
	Independent
	Matric
	Interval scale

	Customer Satisfaction
	Dependent
	Matric
	Interval scale








Study Framework
This report is based on the “Factors influencing business customer satisfaction in system selling in Leads Corporation Limited”. System selling is one of the marketing strategies that is discussed in this report and then it focuses on the impact of system selling on customer satisfaction. There are several factors that influence the customer satisfaction in system selling. The factors are explained and the impacts of these factors on customer satisfaction are discussed here. The factors are product quality, product price, customer relationship, brand awareness, brand value, customer needs, marker leader, service delivery, customer knowledge, product reliability, technological advancement, response of the organization, positive word of mouth and experienced management team. 
Research analysis is conducted to identify the most important variable that has the strongest influence on customer satisfaction, we can also find out the relationship among the factors and customer satisfaction in system selling and impact of the factors on customer satisfaction in system selling. Product quality, product price, customer relationship, brand awareness and customer satisfaction are considered as the study variables. This analysis shows the relationship among the factors (product quality, product price, customer relationship and brand awareness) and customer satisfaction. It also measures the impact of these factors on customer satisfaction. Correlation analysis is conducted to find out the relationship and regression analysis is conducted to find out the impact of the factors on customer satisfaction.
The findings from the analysis show us that customer relationship is the most important factor for the customer satisfaction in system selling. The customer relationship has influence on other factors. Product quality also has impact on customer satisfaction. It will be beneficiary for Leads Corporation Limited, if they focus on the critical situations and areas with these factors.     Customer Relationship
Product Price
Product Quality
Brand Awareness
Customer Satisfaction







Chapter 03

Study Methodology, Data Analysis and Result Discussion



Introduction
This study is based on the factors that influence the customer satisfaction while system selling.  The study is conducted on “Leads Corporation Limited” which provides diversified IT solutions. System selling is a process of selling interrelated products or services together as a package. Organization can sell the products or services separately. But in system selling they sell the products together. The products or services that are sold together are mostly complimentary goods. Organizations follow this strategy to increase the sales volume and it helps the customers to save their time as well that makes a win-win situation for both the customers and the organization. There are several factors that have a huge influence on customer satisfaction while selling more products as a package. Product quality, product price, customer relationship, brand awareness, brand value, customer needs, market leadership, service delivery, customer knowledge, product reliability, technological advancement, response of the organization, positive word of mouth and experienced management team are considered as the factors that has the impact on customer satisfaction. System selling has a great impact on customer satisfaction. To analyze the influence of the factors on customer satisfaction in system selling, we consider product quality, product price, customer relationship and brand awareness as the variables of the study. The population is the clients of “Leads Corporation Limited”. A set of clients is selected of “Leads Corporation Limited” as the sample of the study. In this report, we find out the relationship between the factors and customer satisfaction and which factor has the strongest impact on customer satisfaction. 

Population and Sample for the Study
The population of the study is all the clients of the “Leads Corporation Limited”. All the clients of “Leads Corporation Limited” are the corporate clients including banks, non-banking financial institutions, stock brokers, merchant banks, manufacturing companies and others. They have 12 banks, 13 NBFI’s, 61 stock brokers, 37 merchant banks and 8 manufacturing companies as their clients. The banks and the NBFI’s use BankUltimus, stock brokers and merchant banks use CAPITA and manufacturing companies use CenterPoint. The sample of the study is selected from this population. The sample is categorized in different parts. The data is collected on the basis of the type of the organization. There are three types of organizations. They are banks, NBFI’s and others. Others mean merchant banks, stock brokers and manufacturing companies. There is a category for different products. There are three types of products used by these organizations. The products are BankUltimus, CAPITA and CenterPoint. BankUltimus is for banks and NBFI’s. CAPITA is for stock brokers and merchant banks and CenterPoint is for manufacturing companies. 

Measurement 
In this report, a questionnaire is developed in which data is measured with 5 level of Likert Scale which is the most widely used approach to scaling responses in survey research. A Likert Scale typically contains an odd number of options, usually 1 to 5. One end is labeled as the most positive end while the other one is labeled as the most negative end. There is a label of neutral in middle of the scale. In the Likert Scale, “1” indicates “Strongly Disagree”, “2” indicates “Disagree”, “3” indicates “Neutral”, “4” indicates “Agree” and last of all “5” indicates “Strongly Agree”. In the questionnaire, there are eighteen statements. The sample are asked to responds from strongly disagree to strongly agree in each statement.   
The reason behind using Likert Scale is this scale is not forced as it has a neutral value. The scale is balanced because there are same number of positive and negative responses. At the end, there are maximum number of verbal description in that scale.  

Data Collection Procedures   
The questionnaire is developed to identify the influence of the factors on business customer satisfaction in system selling. 
Primary Source: The data collected from the corporate clients of “Leads Corporation Limited”. With the help of their kind cooperation this becomes possible to collect the responses of all eighteen questions. The data is collected from twenty three clients.
Contact Method: The data is collected with the help of the managers of Leads Corporation Limited and the stuff who collect the payments from the clients. They visited to the clients and collect the information from the IT head or other employees in IT department. 
Secondary Source: The other information are collected from different books, internet, previous records, websites etc. 

Data Analysis
In this study, there are four independent variables and one dependent variable. The independent variables are Product Quality, Product Price, Customer Relationship and Brand Awareness. The dependent variable is Customer Satisfaction. These independent variables have influence on the dependent variable. Customer satisfaction depends on product quality, product price, customer relationship and brand awareness. Here, the most important variable that has the strongest influence on customer satisfaction, the relationship among the factors and customer satisfaction and impact of the factors on customer satisfaction while system selling can be identified.
Analysis of the Variables

Product Quality: Product quality is the ability of the products to perform in a manner so that it can fulfill the need of the customers. Product quality is the functionality of the products. It is the ability to function in a given requirement. Product quality indicates how well the product can satisfy the customers. In this study, we find out that average responds of the clients on product quality is 4.15. This is the second highest factor that influence the customer satisfaction.  


Product Price: Product price is the amount that customers pay for the products. Product price is the monetary value of the product. Customers get the ownership of the products by providing the price of the products. Product price can influence the satisfaction of the customer. Organization needs to take effective pricing strategy so that they can ensure the customer satisfaction. Here, product price is the least important factor to the clients. The average response is 2.84 which is lower than the neutral point.  
Customer Relationship: Customer relationship is the process or manner by which a business develops, establishes and maintains the relationship with the customers. A business raises and falls through the support of the customer bases. For business it is essential to develop customer relationship. Customer relationship can be established and maintained through effective communication with the customer and receiving complaints and providing the recovery. The research data suggests that customer relationship has the highest impact on customer satisfaction with the average response of 4.65. Client’s emphasis more on customer relationship than other three factors.
Brand Awareness: Brand awareness is the familiarity of the products in customers mind. Brand awareness assists the customers to recall and recognize the products. Increases amount of brand awareness with a positive perception about the products can be great asset for the company. Brand awareness the customers to purchase a product. In this study, we identify that brand awareness is third highest with average response of 3.43. Brand awareness has a very little effect on customer satisfaction. 
Customer Satisfaction: Customer satisfaction is the measurement of how the products and services meet or exceed the customer expectation. When the products and services fulfill all the needs of the customers, the customers become satisfied with the product. The ultimate goal of a business to achieve customer satisfaction through creating, communicating and delivering the value of the business. In this study, we find that the average response on customer satisfaction is 4.41. It indicates, clients agree that they are satisfied. 


Relationship among Product Quality, Product Price, Customer Relationship, Brand Awareness and Customer Satisfaction

In this study, all the variables are metric because all the data are collected in interval scale. Interval scale is a metric scale. In this reason, the appropriate analysis will be correlation matrix to identify the relationship among product quality, product price, customer relationship, brand awareness and customer satisfaction. 
	Correlations

	
	Product Quality
	Product Price
	Customer Relationship
	Brand Awareness
	Customer Satisfaction

	Product Quality
	1
	
	
	
	

	Product Price
	.482*
	1
	
	
	

	Customer Relationship
	-.210
	-.338
	1
	
	

	Brand Awareness
	.237
	.150
	-.259
	1
	

	Customer Satisfaction
	-.187
	.022
	-.105
	.137
	1

	*. Correlation is significant at the 0.05 level (2-tailed).

	Sample (N)
	23



Relationship between Product Quality and Product Price
r= .482
Sig.= .020
α= 0.05
There is a positive relationship between Product Quality and Product Price 
There is a relationship between Product Quality and Product Price because significance (0.02) is less than α value (0.05).
Relationship between Product Quality and Customer Relationship
 r= -.210
Sig.= .335
α= 0.05
There is a negative relationship between Product Quality and Customer Relationship 
There is no relationship between Product Quality and Customer Relationship because significance (0.334) is higher than α value (0.05).


Relationship between Product Quality and Brand Awareness
r= .237
Sig.= .277
α= 0.05
There is a positive relationship between Product Quality and Brand Awareness 
There is no relationship between Product Quality and Brand Awareness because significance (0.277) is higher than α value (0.05).
Relationship between Product Quality and Customer Satisfaction
r= -.187
Sig.= .392
α= 0.05
There is a negative relationship between Product Quality and Customer Satisfaction 
There is no relationship between Product Quality and Customer Satisfaction because significance (0.392) is higher than α value (0.05).
Relationship between Product Price and Customer Relationship
r= -.338
Sig.= .114
α= 0.05
There is a negative relationship between Product Price and Customer Relationship
There is no relationship between Product Price and Customer Relationship because significance (0.114) is higher than α value (0.05).
Relationship between Product Price and Brand Awareness
r= .150
Sig.= .494
α= 0.05
There is a positive relationship between Product Price and Brand Awareness
There is no relationship between Product Price and Brand Awareness because significance (0.494) is higher than α value (0.05).
Relationship between Product Price and Customer Satisfaction
r= .022
Sig.= .921
α= 0.05
There is a positive relationship between Product Price and Customer Satisfaction
There is no relationship between Product Price and Customer Satisfaction because significance (0.921) is higher than α value (0.05).
Relationship between Customer Relationship and Brand Awareness
r= -.259
Sig.= .233
α= 0.05
There is a negative relationship between Customer Relationship and Brand Awareness
There is no relationship between Customer Relationship and Brand Awareness because significance (0.233) is higher than α value (0.05).
Relationship between Customer Relationship and Customer Satisfaction
r= -.105
Sig.= .634
α= 0.05
There is a negative relationship between Customer Relationship and Customer Satisfaction
There is no relationship between Customer Relationship and Customer Satisfaction because significance (0.634) is higher than α value (0.05).
Relationship between Brand Awareness and Customer Satisfaction
r= .137
Sig.= .534
α= 0.05
There is a positive relationship between Brand Awareness and Customer Satisfaction
There is no relationship between Brand Awareness and Customer Satisfaction because significance (0.534) is higher than α value (0.05).


The Impact of Product Quality, Product Price, Customer Relationship and Brand Awareness on Customer Satisfaction

In this study, all the variables are metric because all the data are collected in interval scale. Interval scale is a metric scale. In this reason, the appropriate analysis will be multiple regression because both the independent and dependent variables are metric and we are trying to identify if metric independent variables (product quality, product price, customer relationship and brand awareness) are influencing a metric dependent variable (customer satisfaction).
	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	6.107
	2.478
	
	2.464
	.024

	
	Product Quality
	-.468
	.409
	-.299
	-1.145
	.267

	
	Product Price
	.081
	.192
	.112
	.419
	.680

	
	Customer Relationship
	-.119
	.340
	-.086
	-.352
	.729

	
	Brand Awareness
	.166
	.233
	.168
	.710
	.487

	a. Dependent Variable: Customer Satisfaction
	
	
	



B0= 6.107, B1= -.468, B2 = .081, B3 = -.119, B4 = .166

The following multiple regression equation can be identified:
y= B0+B1x1+B2x2+B3x3+B4x4
y= 6.107-.468x1+ .081x2-.119x3+.166x4

The following overall hypothesis can be formulated here,
Ho: R2pop = 0
H1: R2pop ≠ 0
	ANOVAb

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	.823
	4
	.206
	.448
	.772a

	
	Residual
	8.268
	18
	.459
	
	

	
	Total
	9.092
	22
	
	
	

	a. Predictors: (Constant), Brand Awareness, Product Price, Customer Relationship, Product Quality                  b. Dependent Variable: Customer Satisfaction


F= .448
Sig.= .772
α= 0.05
Ho hypothesis is accepted because the significance (.772) is higher than α value (0.05),
There is no relationship among the variables.

The following partial hypotheses can be formulated here:
	Product Quality
	Product Price
	Customer Relationship
	Brand Awareness

	Ho: B1= 0
H1: B1≠ 0
	Ho: B2= 0
H1: B2≠ 0
	Ho: B3= 0
H1: B3≠ 0
	Ho: B4= 0
H1: B4≠ 0


	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	6.107
	2.478
	
	2.464
	.024

	
	Product Quality
	-.468
	.409
	-.299
	-1.145
	.267

	
	Product Price
	.081
	.192
	.112
	.419
	.680

	
	Customer Relationship
	-.119
	.340
	-.086
	-.352
	.729

	
	Brand Awareness
	.166
	.233
	.168
	.710
	.487

	a. Dependent Variable: Customer Satisfaction
	
	
	



	t= -1.145
Sig.= .267
α= 0.05
	t= .419
Sig.= .680
α= 0.05
	t= -.352
Sig.= .729
α= 0.05
	t= .710
Sig.= .487
α= 0.05

	Accepted
	Accepted
	Accepted
	Accepted


The value of B1, B2, B3 and B4 are not statistically significant.
Finding of the Study
· From the data analysis, it is identified that customer relationship has the highest impact on customer satisfaction while system selling. The average customer relationship is 4.65 which is greater than other factors that influence the customer satisfaction. Customer emphasis more on customer relationship. They always want feedback and support from the company. The management of the company needs to keep positive relationship with the customers. When there is a good relationship with the customers, they ignore the other factors to purchase. These support from the management and the technical people make the customers more satisfied. They can rely on the company. It increases the brand loyalty. They purchase more. The data shows us that the customers agree that they are satisfied. 
· The customers also provide importance on product quality. It is a B2B business. The customers use the product to produce the other products. Customers demand the products in a manner that provides durability and reliability. The products functionality is very important to the customers. The average responds is 4.15 in product quality which is very close to the customer relationship. Customers want quality products and good relationship so that they can obtain and use the products efficiently.

· Product price doesn’t have much influence on customer satisfaction. This factor is the least important factor. When there is a good relationship with the management and customers and the quality of the product is high, customers show less importance in price. These IT based products are considered as a long term investment so customers are happy to pay more if the quality of the product is high and the management is communicative. In the same way, brand awareness has less impact on customers. Customers provide less importance on brand awareness because customers want better product that will function well. 
· Customers agree that they are satisfied with the average value 4.41 which is between agree to satisfied and strongly agree to satisfied. System selling creates the customer satisfaction when there is a strong relationship between the customers and the management or company. System selling increases the customer engagement that influences the customer relationship leads to customer satisfaction. Better product quality also influences the customer satisfaction. System selling has a positive impact on product quality that satisfy the customers. 
· To find out the relationship among the product quality, product price, customer relationship, brand awareness and customer satisfaction, correlation matrix is the appropriate analysis. In this analysis, there is a positive relationship between product quality and product price. There is a negative relationship between product quality and customer relationship. There is a positive relationship between product quality and brand awareness. There is a negative relationship between product quality and customer satisfaction. There is a negative relationship between product price and customer relationship. There is a positive relationship between product price and brand awareness. There is a positive relationship between product price and customer satisfaction. There is a negative relationship between customer relationship and brand awareness. There is a negative relationship between customer relationship and customer satisfaction. There is a positive relationship between brand awareness and customer satisfaction. 
· To find out the impact of the product quality, product price, customer relationship, brand awareness on customer satisfaction, multiple regression is the appropriate analysis. In this analysis we find that, there is no relationship among the variables and the value of B1, B2, B3 and B4 are not statistically significant.



Recommendations
In this study, it is indicated that customers respond between agree to strongly agree on customer satisfaction. The average response on customer satisfaction is 4.41. This shows that the customers of Leads Corporation is well satisfied. The reason behind of this achievement is several factors. The most important factor is customer relationship.
· Form the analysis, it can be identified that the customer relationship is the most important factor than the any other factors. When customer purchase the whole solution, they need more attachment with the vendor. They need to communicate simultaneously. As it is a business to business transaction customers expect more support from the management and the technical people. Customers want to build a strong relationship with the company. This helps the customers to get support easily and quickly and the company can provide support according to the customer needs. To keep the customers satisfied, the management needs to communicate with the customers accordingly. The management and the technical people need to be concerned about the needs of the customers and provide support. The management needs to be concerned about the problems the customers are facing and provides the solution as soon as possible.
· The quality of the products is also important to the customers. Customers purchase more products if the quality of the products is better. While system selling the product quality increases because the technical people find it easy to develop the whole solution. Integration of products is a very complex job. It becomes easy for the vendor if customers purchase the whole solution from the vendor. As the quality increases the customer become satisfied. With modern technology the company can increase the quality of the products. Technology is dynamic. It is always changing. Customers always demand for new technology. It is also important to provide training to the technical people. Technical people are the service provider. Their service determines the quality of the products. Leads Corporation needs to hire more technical people so that they can increase the product quality sufficiently. It can be the competitive advantage for them.   
· Product quality and product price has a positive relationship. Company can increase the price of the products if they increase the quality of the products. It can be a huge opportunity for the company. Customers are ready to pay more if they get higher quality products. For this reason, the vendor needs to introduce products with new technology, provide training to the technical people, keep good relationship and provide the customers the whole solution. 
· Internal marketing is very important for Leads Corporation because the product quality, delivery, service delivery and keeping the relationship with the customers depend more on the management and the technical people. The company needs to satisfy the internal customers (employees) so that they can perform well. All the benefits should be given to the employees so that they feel comfortable working here. Motivated management and technical people can manage their customers well. They can keep the customer relationship and satisfy them with their excellent communication power. Technical people can provide more quality service. They will have the ability to provide higher quality service. 
· From this analysis, it is identified that there is a negative relationship between product quality and customer relationship. It is because when the customers find that the product quality is poor, the management and the technical people try to hold the customers with customer relationship rather that solving the problem or increasing the product quality. For this reason, the customers are dissatisfied. This needs to be changed. The moment the customers provide any negative feedback or face any problem using the product, the management and the technical people need to support the customers providing appropriate solution. This strategy will help Leads Corporation to get more customer satisfaction. Otherwise, the customers will be happy with customer relationship in short run but in long run the relationship will be hampered because of the poor quality product.   
· Leads Corporation can also focus on brand awareness because brand value can benefit the company to occupy more market share. Customer will feel more reliable on the products and services. With the help of system selling that can be achieved. The more customer can recall the brand, the more they will purchase. When there will be higher brand value, vendor can ask for more price for the product. The more the customer can recall a brand, they get more satisfaction purchasing the product. 
· Although product price has the least importance, the vendor needs to be very careful handing the product price. In this corporation, product price is less important because customer emphasis more in customer relationship and product quality. Customers ignore the price of the product though the price is very high because of the customer relationship and product quality. There are many competitors and they can offer less price than Leads Corporation. But if there is a good relationship with the customer and the quality of the product is very high then customer ignore the lower prices. They consider this purchase as a long term investment. So, they want to purchase from the source that is reliable. The benefit is that the higher price can generate higher revenue. 
· Leads Corporation manages the customers who are dissatisfied through customer relationship. That is good for short term period but it is not applicable for long term period. The customers who have a good relationship with the vendor can rely on them and wait for a significant amount of time to solve the problem. But only customer relationship cannot make the customers satisfied. The company needs to take necessary action quickly. They can upgrade the technology, provide experienced technical people or provide more quality products to the customers to solve the problem.  

Conclusion

This research is conducted to identify the factors influencing the customer satisfaction in system selling. It is conducted in an IT based service provider organization called “Leads Corporation Limited”. In this study, the factors are found that influence the customer satisfaction such as product quality, product price, customer relationship and brand awareness while system selling. System selling is offering more products to the customers as a package. Leads Corporation Limited follows that strategy by selling the whole solution rather than a part of the whole solution. In this study, a set of clients is selected of “Leads Corporation Limited” as the sample of the study. In this report, the relationship between the factors and customer satisfaction is developed and which factor has the strongest impact on customer satisfaction. After analysis the data, the results shows that customer relationship is the most important factor for the customer satisfaction in system selling. The customer relationship has influence on other factors. Product quality is also important for the company to get customer satisfaction. There are some critical areas that Leads Corporation needs to solve. They have to increase more product quality and keep regular communication with the customers. When customers purchase the whole solution rather than purchase a part of a whole solution, the quality of the product increases and there are more communication between the customers and the vendor. This will benefit the company by getting more customer satisfaction.   
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Appendix


QUESTIONNAIRE

Business customer satisfaction in system selling



Dear Sir/Ma’am, 
I am a student of BBA program at the United International University doing survey on “Factors influencing business customer satisfaction in system selling: A study on Leads Corporation Limited.” to complete my internship report. 

This is not a test. There is no correct or wrong answer to any question. Don’t worry or puzzle on individual question. Response quickly and record your immediate thoughts. The information you provide will be treated as strictly confidential. All analyses will be conducted on an aggregate level with no reference to individual responses.  

If you have any questions please contact my supervisor Dr. Kawsar Ahmmed 
(E-mail: kawsar@bus.uiu.ac.bd)


Sincerely yours,


Babar Khan
ID: 111 151 001
School of Business and Economics
United International University

Name of the Organization (Optional): 

Type of the Organization 
	· Bank
	· NBFI
	· Other



Product
	· BankUltimus (CBS)
	· CenterPoint (ERP)
	· CAPITA (CMS)



	Product Quality
	Strongly Disagree (1)
	Disagree (2)
	Neutral (3)
	Agree (4)
	Strongly Agree (5)

	1
	Functionality of the solutions influence the decision of purchasing the overall solution
	1
	2
	3
	4
	5

	2
	Expertise of the technical personnel of the vendor is important while purchasing the whole solution
	1
	2
	3
	4
	5

	3
	Our organization expects that no issue will arise while using the products
	1
	2
	3
	4
	5

	4
	We prefer modern technology in our full solution  
	1
	2
	3
	4
	5

	
Product Price

	5
	Our organization is conscious about the total price while purchasing the whole solution 
	1
	2
	3
	4
	5

	6
	If the vendor offers the lowest price than others, it gets the highest priority   
	1
	2
	3
	4
	5

	7
	We always expect that our vendor will offer us less than we expected
	1
	2
	3
	4
	5

	
Customer Relationship

	8
	Management of the vendor needs to be friendly
	1
	2
	3
	4
	5

	9
	Our organization prefers previous engagement with the vendor
	1
	2
	3
	4
	5

	10
	Significant communication is expected between our organization and the vendor
	1
	2
	3
	4
	5

	11
	The vendor should promise to support us in any critical situation
	1
	2
	3
	4
	5

	12
	We prefer to purchase more products from the vendor who maintains good relationship with us
	1
	2
	3
	4
	5

	Brand Awareness
	Strongly Disagree (1)
	Disagree (2)
	Neutral (3)
	Agree (4)
	Strongly Agree (5)

	13
	Our organization purchases the products from the vendor who is well known in the market
	1
	2
	3
	4
	5

	14
	Brand name is important while purchasing the products
	1
	2
	3
	4
	5

	15
	We prefer to purchase products from the same brand 
	1
	2
	3
	4
	5

	

Customer Satisfaction 

	16
	Our organization is happy to do business with this vendor
	1
	2
	3
	4
	5

	17
	We have plan to purchase more products from this vendor
	1
	2
	3
	4
	5

	18
	When any organization asks for suggestion, we mention this organization 
	1
	2
	3
	4
	5




Thank you for the cooperation!!!


Factors

Product 
Quality	Product 
Price	Customer Relationship	Brand Awareness	Customer Satisfaction	4.1521739130434785	2.8405797101449273	4.6521739130434776	3.4347826086956514	4.4057971014492754	
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