[image: ]	
[bookmark: _GoBack]United International University
Internship Report Based
On
“Pickaboo Sales and Service” 

[image: C:\Users\tazulazam\Desktop\Internship-2018\Image\pickaboo-logo-2017.png]
Prepared For
                                                    	Dr. Seyama Sultana
Assistant Professor
School of Business & Economics
United International University
Prepared By
Md. Rakibul Alam
ID: 111 132 125 
Major: Marketing 
School of Business
Date of Submission – 27.05.2019
[bookmark: _Toc510806480]
[bookmark: _Toc6991152][bookmark: _Toc7272053][bookmark: _Toc7273104]LETTER OF SUBMISSION 

Date of Submission: 27.05.2019
Dr. Seyama Sultana
Assistant Professor
School of Business & Economics
United International University

Subject: Submit the Internship report based on “Pickaboo Sales and Service”.

Dear Madam,
I am pleased to present my Internship Report titled “Pickaboo Sales and Service”. Which is a part of the BBA program curriculum. It is a great achievement to work under your active and co-operative supervision. I have completed the internship from Pickaboo. The internship program has given me the opportunity to learn about different aspects of this well reputed organization. I tried my best to make this report as much informative as possible. I sincerely believe that it will satisfy your requirements and serve the purpose of my internship program.
I will be grateful if you are kind enough to receive this report and provide me your valuable judgment about it. It would be my great pleasure if you find this report useful and informative to have an apparent perspective on this issue.

Sincerely,
Md. Rakibul Alam
ID: 111 132 125
School of Business
United International University
[bookmark: _Toc510806481]
[bookmark: _Toc6991153][bookmark: _Toc7272054][bookmark: _Toc7273105]ACKNOWLEDGEMENT

First of all I would like to thank almighty Allah for giving me the understanding and enabling me to complete the internship report successfully on time. It is a great pleasure to take this opportunity to thank some people who have encouraged, directed and supported me throughout the internship program. 

Secondly, I would like to show my gratitude to my supervisor Dr. Seyama Sultana miss for helping me and guiding me for preparing my internship report. Also, I would like to express my gratitude to Burhan Uddin (Manager, HR), Ahmed Muztoba (Manager, Admin), Nahid Ahmed Chowdhury (Manager, Business Development), Mohiuddin Azam (Key Account Manager, Business Development), Mr. Omar Faruq (Senior Manager, Accounts) for giving me the opportunity to work at Pickaboo.com. Without their help and support, I can’t complete my internship program successfully. 

At last, I would like to thank my team members and colleagues, who are not only helping me for preparing this report but also share their knowledge and ideas about corporate life. I enjoyed every bit of time. 
  





[bookmark: _Toc510806482][bookmark: _Toc6991154]


[bookmark: _Toc7272055][bookmark: _Toc7273106]TABLE OF CONTENT

Contents

Executive Summary	6
Chapter 1	7
Introduction	7
Significance of the Study	8
Objective of the Report	8
Chapter 2	9
Analysis of Industry/Markets	9
Main Competitor	9
Competitors	9
Main Competitor	10
Company Profile	10
Pickaboo Mission, Vision, Objective	11
Corporate Division or Department	11
Details of the product lines or services	13
Corporate Social Responsibility	16
Corporate Social Responsibility	18
Chapter 3	19
Internship Experience / Observation Details	19
Job Responsibilities	19
Functions of the Department	20
Chapter 4	23
Operation Details	23
Chapter 5	37
Conclusion	37
Recommendation	38
Reference	39
Appendix A	40
Appendix B	41



List of Tables
Table-1, Page- 19
Table-2, Page- 33
[bookmark: _Toc6991155][bookmark: _Toc7272056][bookmark: _Toc7273107]List of Figures
Figure-1, Page- 12
Figure-2, Page- 17
Figure-3, Page- 20
Figure-4, Page- 31
[bookmark: _Toc6991156][bookmark: _Toc7273108]Figure-5, Page- 32
Figure-6, Page- 35
Figure-7, Page- 36












Executive Summary
E-commerce sector is associate rising sector in of Bangladesh. Pickaboo holds the second position in e-commerce sector with a high market growth. However it's robust to carry the position attributable to the market is just too a lot of competitive. To stay customer happy company ought to be informative. To form the customer satisfied each and every department should be accountable. Pickaboo should offer personalized attention to every customer.
The internship could be a reasonably on the work coaching. Students get a plan concerning the organization through operating in a corporation. In chapter one mentioned the organization details. Like, company profile, mission, vision, and goals of Pickaboo. Then the department of the organization, details of the merchandise line, operation details and CSR activity of the Pickaboo. My job responsibility throughout my internship amount and also the perform of my department have enclosed in chapter 2. Once sales service, Pickaboo monetary procedures and also the challenges I even have round-faced throughout my internship amount enclosed in chapter three. In chapter three additionally has the analysis supported my mental image. Pickaboo targeted on product and also the service. In e-commerce sector, individuals offer priority product and repair within the same means. I’m making an attempt to live the service quality and performance of Pickaboo additionally Pickaboo monetary procedures supported my mental image, and that i advocate one thing for Pickaboo.
[bookmark: _Toc7273109]Finally, I encircled my report through conclusion and implication for Pickaboo that Pickaboo will use if they need. Working in Pickaboo was an excellent expertise. I even have enjoyed as of your time, it'll facilitate me for develop my career in future. 








Chapter 1
[bookmark: _Toc7273110]Introduction 
To complete the Bachelor of Business Administration requirement of United International University I have prepared this internship report. This report was designed to correlate the theoretical knowledge I have extracted from the course works of the United International University BBA program with the practical works that naturally takes place in a well operated business organization. I have joined at Pickaboo.com which is one of the largest Ecommerce in Bangladesh as an intern in order to use the knowledge I acquired in my course works and integrate all those effectively with my intern tasks. 
My internship period started from 2nd July, 2018 and was continued till three months are completed. I was assigned in Business Development Department of the company where my organizational supervisor was Mr. Golam Sarwar Gazi. This report is based on the “Sales and Services” of the Pickaboo  along with the knowledge and real life experience I have gathered working in the Human Resource department of the organization.
Background of the Study
For completing my graduation as a student of BBA, United International University, I did my Internship on Pickaboo.com, which would be helpful for my future professional career. I got the opportunity to perform my internship in the Pickaboo.com. That Practical orientation program was three months long. This report is originated as the requirement of Pickaboo.com and as well as my degree. 
As I am an intern in the Business Development Department I got the opportunity to observe the plan and procedure of maintaining relationship with the Clint’s and customers. In this internship report I have provided information in a detailed manner with my experience of working in Business Development department of Pickaboo, which currently maintains ecommerce business. 


[bookmark: _Toc7273111]Significance of the Study
The primary reason for preparing this report is to understand the importance of this function in any organization and to integrate theoretical concept with practical work experience.  Business Development department is the only one department which is taking care from handling clients to support customers and give the proper service.
Business Development department’s procedure is all about the convincing clients, set up the inventory, confirm the distribution process which is supply chain management, checking the products quality which is always done by our QC department and earn revenue. After that our sales, Customers support is the another big deal for Business Development. 
Today in this digital era ecommerce has become a vital source of business and as the form of time is changing the mentality of people are changing as well. Now companies give more emphasizes on manpower as it is understood that they are the driving force of the company.

[bookmark: _Toc7273112]Objective of the Report
There are some objectives set forward in doing this report so that, they’re typically determined what tasks need to be done. The objectives of the report are,
a) To acquaint with the Pickaboo.com, its operation and activities, management vogue and endeavor to accomplished the gap between the theoretical data with the important business world.
b) Analyze the Business Development activities of pickaboo.com c) characteristic inherent issues related to the strategies.
d) Propose changes chiefly within the tips, packages and management philosophy by keeping connation with different processes.
e) To acquaint with the worker
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[bookmark: _Toc7273114]Analysis of Industry/Markets
Basically Pickaboo.com belong to the e-commerce industry. Where customer can purchase product from anywhere through internet. Customer can choose multiple product at a time as well as save his or her time and energy. Pickaboo is a B2C e-commerce site conducting business in Bangladesh since May 12th, 2016. Pickaboo is an online shopping destination where you can shop the widest selection of Mobiles and tablets with their accessories, Computer and accessories, TV and it’s accessories, Gaming consoles and their accessories, Home appliances, Grooming products, and many more exciting new items to come, and have them shipped directly to your home or office (anywhere in Bangladesh) at your convenience. In future they are planning to categories of soft toys, baby product and so on. 


[bookmark: _Toc7273115]Main Competitor

Target customer
7+ million Bangladeshi Internet users.
[bookmark: _Toc7273116]Competitors

· Daraz (Rocket Internet Venture) - www.daraz.com.bd
· Kiksha - www.kiksha.com
· Ajker Deal - www.ajkerdeal.com
· Bagdoom - www.bagdoom.com
· Othoba - www.othoba.com
· Bikroy - www.bikroy.com
· Rokomari - www.rokomari.com


[bookmark: _Toc7273117]Main Competitor
The main competitor of Pickaboo is Daraz.com.bd a Rocket Internet venture selling all category, has built a customer base in last 3.5 years. Although Pickaboo is neck to neck in terms of revenue within 1 year time. Though they deliver throughout the country but customer satisfaction & fulfilment are their main challenge. Kiksha & Ajker Deal both the companies are focused on mid & low end products also sell all categories, doing business for last 5 years but with no significant growth.
[bookmark: _Toc7273118]Company Profile
Pickaboo is a business to customers (B2C) online platform which was launched in 16th May 2016 to make an era in online marketplace. By visiting the site (www.pickaboo.com) you can get a way ranges of products like Smartphones, Home appliances, Mobile accessories, Computers and its accessories, Vehicles and so on. 

As the digital technology is popular day by day among customers, so people think to go and shopping in marketplace is time killing and loses of energy. So, they prefer to buy products from online and with a range of vouchers and discounts, shopping experiences have gone to handier. So, it is a win-win experiences from both sides, and pickaboo is not out from that thing too. In many occasions it offers campaigns with exclusive discounts with a large number of stocks, so it is very easy for customers to take their desired products. 

Pickaboo has an official verified Facebook page and an Instagram account also. By making exclusive offers post and boosting, it can easily reach customers with their offers. Currently it belongs 884,000 members and has a 4.4 star rating out of 5. Recently they build an app to make shopping experience more amazing. This app is absolutely free and available in both Play store and App store. Pickaboo is one of the sister concern of Edison Group. Edison group is already introducing them with the Symphony Mobile, Edison Logistics and much more concerning business. Pickaboo is one of the largest e-commerce site in Bangladesh. The board of directors of Pickaboo consists of four investors, who have the experience to build more than one company and various brands.
[bookmark: _Toc7273119]

Pickaboo Mission, Vision, Objective  

 Mission
To work in the E-commerce echo system of Bangladesh & make online shopping a comfortable, trust worthy & Necessary shopping experience for OUR consumers.
Vision 
What we promise, we deliver. 
Objective
· Empower shoppers with more choice of Products in one place.
· Create a value chain for Grade-A product manufacturer & distributors.
· Establish a dependable after sales service for customers by working closely with the partners.
· Create a dependable channel of sales for our Partners.
Tagline

“Delivering Happiness”

[bookmark: _Toc7273120]Corporate Division or Department

Pickaboo is a very flat organization. All sort of decision comes from the Chief Operating Officer and rest of the department has to obey his direction. The major issues have monitored and handled by himself or his direction. That will be the organization or any inconvenience with the customer. In the following page, the organogram of Pickaboo has given. 	(Source: Uddin.M, 2017)  
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Detail of the Product line and Services 
Pickaboo firstly focused only on the electronics based e-commerce platform. But currently they're extended their Products line to different types of accessories and other product category like household appliance, beauty and fashion, daily wants et al. they need all form of physics merchandise. Literally, Pickaboo doesn’t have own product, they're sourcing the merchandise. Like, they create an agreement with differing types of sellers and transfer the content of that product in Pickaboo’s web site. When a customer choose and order a product form the official website, than Pickaboo collect the particular product from the particular seller. Peekaboo’s product line are following.
Mobiles and Tablets
When we think about the more frequent usable devices all over the world, than it is nothing but the Mobile phones and tablets. Pickaboo has not only the all brands mobile phones, but also the product newly entered to the market Pickaboo always try to grab that Mobile phones first like, Samsung, Nokia, Motorola, Xiaomi, Symphony, Hellio, Infinnix, iPhone, Huawei, BlackBerry, Asus, Lenovo etc. brands are always available  in Pickaboo with the official brand warranty. As like smartphone, they grab the new tablets, feature phone also and they also have an official brand warranty. They even have mobile and pill accessories, which is very much helpful for the customers so that customers can choose their desired products at a time. In the category of mobile or tablet accessories, they have   Back cover, Memory Card, Selfie Stick, Screen protector, Charger, Bluetooth Speaker, Headphones, VR Box, and smart Watch etc. Most of the products have their own replacement warranty.
Computers
The computer is one of the great blessing gift of science. The computer is essential for doing all kind of tasks. In computers product category, they have the desktop computers, laptops, notebooks, and accessories. In desktop category, they have different brands laptop and desktop like, Dell, Lenovo, Acer, Asus, Apple iMac etc. All the product have the service warranty. Nowadays the laptop is very popular. They have laptops from different brands. Notebooks are also included under laptop category. The brands are HP, Lenovo, Dell, Asus, Xiaomi, i-Life, Apple etc. There is also an essential parts are Desktop and laptop accessories. Desktop and laptops are not too much productive without accessories. Pen drive, Headsets, Mouse, Keyboard, Portable Hard Disk, Webcam, Powerstrip, USB Hubs, Scanners, Projector, and Speaker etc.

Electronics and Appliances 
Nowadays Security systems are increasingly popular. People are more alert to their house and office also. Sometimes the known person you can do the robbery or metallic work but from the CC camera video footage, almost all of the time trading team can discover the thief or robber. In the category of Security System, they have Security camera, Security alarm, Door Security. The category of Home equipment brings a luxury style to the house. It increases home beauty and associate to have home in today's world. By using television set we may use as an entertainment source, athletics, movies, information etc. we can easily see. In using smart Television set we may use the internet on TV, YouTube, play store, Netflix are also available in Google android TV. Pickaboo grab almost all the Smart TV, LED TV, CRT TV, Internet TV etc. There is also Refrigerator, Air Conditioner, Dryer, Food Processor, Kitchen Hood, and many more electronic appliances, customers can easily choose and buy their desired products.

Lifestyle and Entertainment

There are some products go with the social class. When people are fulfilling their basic needs, than they give concern on the social classes. That type of products usually called the lifestyle product. Cameras, Grooming products, Electric Motorbike, Health Care Device, Fitness products etc. Watching movies, hearing songs, Video games are considered as an entertainment product. In the category of entertainment product, pickaboo have Audio players and system, Video players and system, Gaming console etc. 

Daily Needs

In the category of electronics product, there has some product that needed on a daily basis. Daily needs category contains those type of products. In daily needs category, Pickaboo try to source and provide Light, Fan, Switch, Socket, Power strip, Tools, Hardware and many more items. The daily needs category are Led Bulb, Tube Light, Cable, Circuit Breaker, Ceiling Fan, Table Fan Switch, Socket etc. Pickaboo is trying to bring all sorts of electronic products under an umbrella as because of the potential buyers do not need to go another portal for buying his or her desirable products.          
(Source: Pickaboo website:  www.pickaboo.com)
 


Beauty and Fashion
Fashion is a widespread practice, especially in clothing, footwear, accessories, makeup, hairstyle and body makeup. Fashion could also be a particular and sometimes constant trend among the vogue among that somebody dresses. Pickaboo has collected all types of fashion products for men and women. They are also sourcing different types of beauty products collection. They have collected men products as top wear (t-shirt, casual shirt, formal shirt, jackets, blazer and so on), bottom wear (formal pants, jeans, sports, trousers), traditional wear (Panjabi, pajama), men’s watches, accessories and foot wear. They have also collected women products as top wear (hoodies, coats & jackets, tunic), bottom wear (leggings, pants, palazzo), traditional wear (kurta & fatua, salwar kameez, boutique dress), footwear, women’s watches, ladies bags and so on.
Beauty and grooming products for women’s such as different types of face makeup, eye makeup, hair care, lip makeup, makeup accessories, body and skin care and nails have categorized under beauty and fashion. Pickaboo always search exclusive and real product line up for their valuable customers. Standard quality of a product is an another commitment of Pickaboo. 
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Corporate Social Responsibility 

Mother Company of Pickaboo is Edison Group and Pickaboo was formally starting their business under Silver Water Technologies Bangladesh Ltd. So Pickaboo is not stable till now to do any sort of CSR activity under Pickaboo’s banner. But Edison Group is doing lots of corporate social responsibility and the belief of Edison Group is on beneficial and sustainable business growth and operation in terms of maintaining a best relationship with their customers and society. Earning money is not only the purpose of Edison Group, where they also do the good things for the society which belongs to the ethics of Edison Group. (Edison Group, 2011)

Distribution of Warm Clothes
In every year Edison Group distributes warm clothes among those people who are unprevailized of Bangladesh. People, who are in misery situation are always alleviated by the Edison Group. They distributed almost five thousand blankets in different parts of Bangladesh among the winter affected people in 2015. (Symphony Mobile, 2013)
Scholarship
Edison Group prepare their social activities through their own fund. They are always providing scholarship to the poor bright students as a part of their corporate social responsibility. As usually, they always try to give scholarship among the students who holds the 1st, 2nd and 3rd position of class 6 to class 10. As a responsible corporate citizen Edison group do not fell penury for conducting CSR activity. (Symphony Mobile, 2013)
On the other hand Edison Group also take part in Beach Cleaning, Tree Plantation activity as corporate social responsibility which was organized in 2011. (Edison Group, 2011)

Pickaboo did not conduct any corporate social responsibility under Pickaboo’s banner till now. But in recent future, they are making a plan to do CSR activity. They made a beautiful plan to teach Computer Office Application among those students who are poor school student so that, those students can make them prepare themselves for their future. Pickaboo also try to provide the search technique in the website and so on.


[bookmark: _Toc7273124]Chapter 3
  
[bookmark: _Toc7273125]Internship Experience / Observation Details
[bookmark: _Toc7273126]Job Responsibilities 
It was a great opportunity and also a great experience for me to work in a Bangladeshi leading e-commerce site like Pickaboo.com. I am very lucky that I got an opportunity to work with some highly skilled people in the time of my internship. I must say that, every working day was a great opportunity for learning specially.
I was in vendor operations team at Pickaboo. Vendor operations belong to Business development Department. The main responsibilities of vendor operations team upload new product by content team in Pickaboo website, update the price and stocks of existing product, cross check the existing price compare to other competitors, add the product to the campaign category, making a product list from the website for several campaign. My every week work activity is following from 1st January to 31st March. 

	Week
	Work Activity

	1st Week 
	Introducing Pickaboo team member and knowing about Pickaboo work environment, Pickaboo work activities, product line-up and my job responsibilities.  

	2nd Week
	Knowing about stock, how to stock and price update, Calculating lifting %, Special price calculate (SP), How to communicate through corporate people through E-mail.

	3rd Week
	Vendor meeting, Unique product sourcing, Short market survey.

	4th Week
	Case study about vendor agreement paper, How to deal with vendor, Solved any customer quires about our product line-up, Product stock and price update every week. 

	5th Week
	Knowing about our total seller details, Communicate with our supply chain management, Customer Supervisor, Rider. Knowing about how to place a Corporate order, How to provide price quotation.

	6th Week
	Corporate deal, Corporate order place, Purchase order issue, Daily invoice check and cross check with dealer price and selling price, How to check follow-up sheet, Vendor cheque issue, Alternate product suggest for customer.   

	7th Week
	Follow up sheet check every day, Seller meeting attend, Corporate bill handover, Always E-mail check and replied about any issue, Every month arrange a training session with call centre people for giving about our product details, discuss what type of problem the actually facing and giving the idea how to solve the problem. Make presentation slides for CS training every month. 

	8th Week
	Full operation 

	9&10th Week
	Full operation 

	11&12th Week
	Full operation 




[bookmark: _Toc7273127]Functions of the Department 

The Business development department is one of the major parts of any e-commerce company. Pickaboo is not out of that platform. Product servicing, product development, market analysis and vendor operations all are the part of the Business development department. This department is naturally working in the backhand of the companies all kind of operations.  
[image: ]

Product Service
Under the product servicing sector Pickaboo is giving the after sales service. If any customer faces any kind of problem after purchasing a product then they can get the service from Pickaboo. After getting the complaint quality control teams check the issue and if that issue is actually valid then they will provide the service and if there is a replacement issue then customer will get a new product.
 
Product Development
In e-commerce sector, product development is nothing but the category product development. Product development is all about finding new products which are available in market, source the product, Products data collection so that we can make the products content informative and finally upload the product into our system. Developed products content, specifications and picture quality will be available to the customers.
Market Analysis
In market analysis we have to follow the current market trends, analyse the customer demand and offer those kinds of products which consumer want (Ex: Samsung Galaxy S10 or Samsung Galaxy S10 plus) Pickaboo was the first company launches this new product in the marketplace. We have to find out the new products and source the products from different vendors at possible lowest prices. We have to analyse the competitors, what kinds of products they are offering and how they are pricing, based on that we have to offer unique products and facilities which is completely different from them.

Vendor operations
The main responsibilities of vendor operations are Manage a portfolio of accounts, product pricing and how to keep it lower than competitor, build strong and long term relationships with vendors/partners, follow up for new deals & product/ feature up gradation from the partners, cooperate with the after sales department to achieve their objectives, meet deadlines for vendors accounts, report weekly to line manager, develop the roadmap for several campaigns.
 
Place an order
Pickaboo is a B to C e-commerce site in Bangladesh where you can shop different categories of product. So, how to buy a product from pickaboo.com? Below table show you clearly how to buy your desire product from pickaboo.com.

· Create an account to login
· Choose your desire product from Pickaboo website
· Add to cart 
· View cart and checkout 
· Choose quantity and Update shopping cart 
· After then you have option for club point / discount code / gift cards
· Proceed to checkout 
· Input your address and press continue 
· Choose office collection or Regular shipping 
· Choose payment option 
· Cash on delivery / online payment / bkash payment / card on delivery 
· Then order review Product name / Product quantity / Total amount 

As a customer if you want to buy a product from pickaboo.com e-commerce website first of all you have to create an account then login to your account after then you are going to search your desire product from search bar or category. After selecting the product then click add to cart then view cart and checkout. Choose your desire product quantity and update shopping cart. Then if you have any club point, discount code or gift cards that you can use for your shopping discount. Press proceed to checkout. After click to checkout you have an option and input your address to deliver the product. There is an option to collect your product from Pickaboo office, if you choose to collect your product from Pickaboo office then you have got 100 point and also save your delivery cost. Then you have to choose your payment method, there are many option for your payment such as cash / card / bkash. Last option you have review your product details like product name, product quantity, per unit product cost and subtotal and delivery period. After process the all step you will get an email for confirmation your order and also our customer manager will call you to proceed your order confirmation. 
[bookmark: _Toc7273128]Chapter 4

[bookmark: _Toc7273129]Operation Details

Silver Water Technologies Bangladesh gave an approval to Pckaboo. Silver Water Technology Babgladesh also got e-commerce membership certificate from e-commerce association of Bangladesh (e-cab). Pickaboo is an assist part of Edison Group. In the managing board, they have three groups from Edison Group and one the group is MoMagic Technologies India. (FutureStartUp, 2017) 
Pickaboo is working as a middle man, but they take the whole responsibility of the product. They make an agreement with the different types of products whole sellers and importers. They are doing business as per commission based on selling products. Their operation details are following. 
Agreement
First Pickaboo makes an agreement with the seller from whom they buy or collect the products. Pickaboo mention the terms and conditions in the agreement. Pickaboo always write also the Warranty issues, product collecting issues, payment terms in this agreement. 
Content Management (Product)
After done with all sort of procedure with the seller, seller give their product list with a price to the vendor operation manager (Business Developer) after few working days. Then the business developer gives that list to the Content Optimization team for uploading the products in the Pickaboo’s website in the following category. 
Order Confirmation/Cancelation
When a customer place an order then a Customer Care Representative make a phone call to the customer for confirming the customer’s order which is from outbound calls.
If any customer wanted to cancel his/her order then the customer need to inform by giving a call to 09 666 745 745 number, then a Customer Care Representative cancels the customer’s order which is from inbound calls.


Social Media Management
Pickaboo has a official Facebook page which has more than 884,000 likes. Every day a huge amounts of queries come from the potential customers. When a potential customers do not get any prompt response his/her may change. Social Media Specialists are able to provide a prompt reply to the potential customers. 
Product Collection
Pickaboo does not store the all types of product, after or before getting an order in online. They mostly collect the product from the sellers or sometimes the sellers reached the product at Pickaboo office. They are using “Magento” as an e-commerce platform. When a customer place an order the designated seller also get a notification that he or she has got an order from Pickaboo. Then the seller prepares the product for rider pick up or the seller reached the product at Pickaboo office. 

Delivery Process 

When a customer place an order and the customer support representative confirm the order, customer will get the product within 48 hours when it is inside Dhaka and it takes 96 hours when the order form the outside of Dhaka. The customer can also collect the product from Pickaboo office, which is called office pick. When the product gets ready then he gets an SMS in his/her mobile then the customer comes to the office and collects the product. The customer can choose the payment option also like cash on delivery, card on delivery or bkash payment. The customers who are live outside of Dhaka, Pickaboo send their product through Sundarban Courier Service. Product collection and delivery process are done by Supply Chain Department. 

Product Return Policy

The customer can return the product for the full refund. If the customer get the technical problem, customer can changes his/her mind. But obviously they must follow some rules and regulation. If the package gets damaged by customer or others defect by customer etc. If it is a question of maintaining rules and regulation properly, Pickaboo has three days easy return policy. Customers can return the product or get servicing of his product through Sundarban Courier Service.



EMI Facility

A customer who is aCredit Card holders can get 0% Equated monthly installments (EMI) facility. A credit card issued by City Bank, Brac Bank, Standard Charted Bank, Eastern Bank, Mutual Trust Bank, Southeast Bank Ltd, United Commercial Bank, Dutch Bangla bank Ltd, Jamuna Bank Ltd, Midland Bank, Meghna Bank Ltd, Al-Arafah Bank Ltd, NCC Bank, Trust Bank, LankaBangla Finance, NRB Bank, Standard Bank, Bank Asia,  and Premier Bank. EMI facility starts with the minimum products value above 10,000 BDT. Customers get 6 months to 12 months 0% EMI facility. 
After Sales Service
After sale service when sales service refers to numerous processes that confirm customer’s area unit happy with the merchandise and services of the organization.
· The correct level of after sales service is to provide customer service which cost customer can absorb when their equipment is fails. 
· For an organization after sales service play a vital role in company’s profitability customer retention and product development. 
· Nowadays after sales service has an important role in revenue, profit and competitive
· Advantages mostly in manufacturing industries.
Pickaboo after sales service:
Basically Pickaboo offers all brands product. Pickaboo provide after sales service for their customer. Pickaboo has different types of product such as electronics product, networking accessories, printer, all types of smart TV, Air conditioner, security system. After purchasing the above mention product if customer need to after sales service and Pickaboo always ready to provide their customer after sales service. Pickaboo offer their customer after sales service within 24 to 72 hours. After purchasing most of the product Pickaboo has provide free of cost after sales service. For example, after purchasing Air conditioner, security system (CC camera, door security, fire extension etc.), all in one printer, TV, Projector and many more. 






Problem finding Pickaboo after sales service:
· Customers are dissatisfied with Pickaboo’s after sales service as they take lots of time to provide their service.
· As Pickaboo do not offer their own product, they are selling their vendor product so after selling the product they confirm their vendor technician team and after then vendor send their technician team to the customer house. This is a very complex process.
· Misbehaviour with valuable customer which is highly dissatisfied for customer feedback. 
Delivery policy
Delivery is the process of transporting goods from a source location to a predefined destination. The general method of delivering merchandise is thought as distribution. The study of effective processes for delivering and disposition of products and personnel is termed supply. Companies that focus on delivering industrial merchandise from purpose of production or storage to purpose of sale are usually referred to as distributors, whereas those who focus on the delivery of products to the buyer are referred to as delivery services. 
· There are several delivery policies and there is a dependent relation between production batch size and raw material purchasing quantity. 
· In manufacturing system operation for a fixed-quantity, it has periodic delivery policy which have developed a model for obtaining the optimal batch size for a single-product.
· According to economic production quantity (EPQ) model, the combination of a multi-delivery policy and quality assurance would be imperfect.
            
Pickaboo Delivery Process
Pickaboo has own delivery process. After purchasing the product from pickaboo.com website Pickaboo promise to delivery in Dhaka city within 48 hours and outside of Dhaka city 5 working days and sending product through Sundarbans courier service. In Dhaka city delivery charge is 50 takas but it depends on product size and outside of Dhaka city depends on product size, wait, and place where the product will be delivered.  Pickaboo delivery their product by their own riders. Pickaboo has 20 own riders for delivering. Recently Pickaboo joined with Pathao for emergency delivering. 
Customer can collect their desire product from Pickaboo office there 2 different ways to collect product such as;
· Fastpick Special Delivery
· Click and Collect 
Fastpick
Fastpick is a process where customer can get their product by same day express delivery if the order placed by 12 pm & Next day delivery for any order placed after 12 pm. Get the peace of mind that comes with knowing that important product has arrived safely on time. Get deliveries during weekend and public holidays. BDT. 500tk compensations (By Voucher) cover for FastPick delivery if Pickaboo fail to deliver on time. Guaranteed weekend delivery no additional costs will apply Refund of the full shipping cost if Pickaboo fail to deliver on time.

Click and Collect
Click and collect is a very fastest way to collect your ordered product. Click & Collect with Pickaboo.com directly enable you to shop in a way that suits you. You can collect most orders from Pickaboo.com Office, so you can pick the product directly from us after 1 hour of ordering (Saturday to Thursday) excluding public holidays, if you want your order quickly than it’s a great option.
There are some conditions for click and collect option
· You cannot choose any product from our website, this offer is valid only for the products have Fastpick level. 
· If a customer order by 5 pm (Saturday to Thursday) customer can collect from Pickaboo office in 1-hour same day (excluding public holidays) or on customer chosen day. If customer order after 5 pm on a Thursday, customer can collect after 9 am in Saturday (excluding public holidays).


Problem finding about Pickaboo delivery process
· Sometimes Pickaboo failed to delivery customer product on time.
· Chance to damage product due to bike delivery. 
· Possibility to damaged product for delivering outside in Dhaka city (Heavy wait product).
(Source: Interview with Supply chain and Pickaboo delivery team)
Warranty policy
A policy that provides assurance that a company's warranty policy will remain the same, written by a reputable company.
· Warranty policy has an effect in consumer behaviour such as consumer preference.
· With the length of warranty period, the maintenance schedule is determined. There is a unique optimal policy through which total warranty cost is reduced. 
· During warranty period, organization have the purpose of the optimal number of periodic maintenance operations. 

Pickaboo Warranty Policy
The safety and security of customers through various warranty facilities such as Brand Warranty, Manufacturer Warranty and Service Warranty. All these warranty facilities give you limited warranty rights from Pickaboo.com or the manufacturer company or the brand for the duration specified on the product description page. The 1-2 Year limited warranty time period starts on the date of purchase from Pickaboo.com. The 1-2 year limited warranty applies to the physical product and only for physical products purchased from online shop Pickaboo.com.
Pickaboo offer 2 types of warranty such as;
· Official Warranty
· Brand Warranty
· Manufacturer Warranty
· Service Warranty 

Official Warranty
In case of official warranty “brand warranty & manufacturer warranty” customers are requested to communicate with the brand or manufacturer authorized customer service point to avail after sales service. Or you can directly communicate with Pickaboo customer support. We will ensure the collection of your product and safely contact the Brand or Manufacturer on behalf of you to avail to your service warranty. Once your product has been repaired with success, from the precise whole licensed service suppliers, we are going to deliver back the merchandise to you, freed from price. 
On the other hand, “Service Warranty” covers any material defects under normal usage during the warranty period. The following terms and conditions apply under the said warranty:
Any manufacturing issues will be under the service warranty coverage, if the problem is not caused by the user or customer. For example, product non-functional problems or battery voidance problems or power offer problems are lined below warrant.
Any accidental issues will void service warranty. For example, just in case of mobile phones and tablets; broken show, bending, scratch, dent, burn, soaked or liquid injury, root or manual update won’t be coated below warrantee.
Problem finding about Pickaboo warranty policy
· Some of the product cannot carry any warranty but gives warranty can easily attract the customer. 
· After claim the product warranty, Pickaboo delay to pick up the product from customer end.
· Brand warranty or service warranty takes more time (Days) to deliver the product to the customer.  
Quality Control
Quality control may be a procedure or set of procedures meant to make sure that a factory made product or performed service adheres to an outlined set of quality criteria or meets the wants of the shopper or client.
· The method of performing is also significant for the purpose of quality control. 
· For QC protocol there are some component such as should be common field and sample design, individual investigator-developed method-specific quality protocol etc. it is important to implement all these quality control protocol.  	
· Mostly the quality control instruments only allow to process at a time for a single sample. 
Pickaboo Quality Control System
When a customer place an order Pickaboo supply chain management communicate with their vendor and source product. As Pickaboo is a B to C e-commerce Company and they cannot produce any product. That’s why quality measurement is a big challenge for Pickaboo. After receiving the product from vendor  in Pickaboo, all  inventory products are going to check by Pickaboo quality control team in case of any product damage, colour mismatch, size mismatch or any crash they reject the product for quality control (QC) failed and the product is returned to the seller for product replacement after then vendor sending the new product the product will be rechecked  if the product quality is totally good  then Pickaboo quality control team send the product for packaging and final delivering to the customer. 
Problem finding about Pickaboo quality control process
· Sometimes for emergency delivery they cannot check product properly. 
· Due to careless behaviour, sometimes product colour mismatch. 
· Some of the electric device they cannot connect properly but they deliver the product to their customer. 
· Lack of knowledge about product line-up.
· Because of shortage space, heavy products were not checked properly. 
Payment methodology
The approach that a purchaser chooses to compensate the vendor of an honest or service that’s additionally acceptable to the vendor. Typically payment strategies employed in a contemporary business context embody money, checks, credits or debit cards, each orders, bank transfers and on-line payment services like PayPal.
· Mostly the method of payment choice is affected by several deal and target. 
· There is essential difference between payment methods, such as cash acquisition. 
· Mobile communication device and computer – based method made easier for customer to make their payments.

Pickaboo Payment Method
Pickaboo offer multiple option of payments for their customers. Their customer can pay via cash, debit card, credit card or bkash. Pickaboo offer their customer EMI facility the minimum purchase amount 9990 taka and customer can use 22 banks credit card. This big offer cannot be offered by any other E-commerce company of Bangladesh. Customer get 0% EMI facility for 6 months but customer can buy up to 12 to 24 month EMI facility but in that case customer have to pay interest for extra month. For different campaign Pickaboo offer 12 month 0% EMI this is the big opportunity for their valuable customer. Pickaboo have option for their customer to easy refund policy. If the customer wants to cancel his or her order and he or she wants to refund, then customer can get their money back without any hassle. Pickaboo pay their vendor payment on time. Basically Pickaboo purchase product from their vendor by credit and Pickaboo pay their vendor payment by cheque and after a month, they do their payment on monthly basis.  Recently Pickaboo has start 15 days’ payment method for their vendor. 

Problem finding about Pickaboo Payment Method
According to my point of view Pickaboo has the best payment system for an E-commerce company.  Till now I have not seen any problem with Pickaboo payment system. 

A case study based on Pickaboo financial Procedures
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EMI
EMI (Equated Monthly Instalment) An equated monthly instalment is a fixed payment amount made by a borrower to a lender at a specific date on each calendar month. Pickaboo offer their customer 0% EMI for 6 months at minimum purchase amount 9990. If any customer wants to 12, 18 or 24 months EMI then customer have to pay the interest for rest of the months. Customer can use 21 banks credit card for EMI payment. Sometimes Pickaboo offer 12 months 0% EMI for their campaign and that is for limited time, on that time if any customer want to get 24 months EMI then he/she will have to pay rest of the 12 months interest. Interest rate depending on which bank credit card you have. Pickaboo agreement 21 banks for the EMI facility for their customer to reduce interest charges. Below table shows the month wise interest rate of all bank for pickaboo.com.
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	Silver Water Technologies Bangladesh Ltd.

	EMI Service Providing Bank with % of Commission for Pickaboo 

	SL. No
	Bank Name
	% of Interest Rate

	
	
	3 Month
	6 Month
	9 Month
	12 Month
	18 Month
	24 Month
	30 Month
	36 Month

	1
	City Bank Ltd.
	       3.50 
	       4.00 
	       6.00 
	          7.50 
	       11.00 
	        13.00 
	       15.00 
	      18.00 

	2
	Brac Bank Ltd.
	       2.00 
	       4.00 
	       6.00 
	          8.00 
	       10.00 
	        13.00 
	  N/A 
	      18.00 

	3
	Standard Chartered Bank
	       3.00 
	       5.00 
	       7.50 
	       10.00 
	       13.00 
	        17.00 
	  N/A 
	      22.00 

	4
	Eastern Bank Ltd.
	       3.00 
	       4.00 
	       7.00 
	          9.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	5
	Mutual Trust Bank Ltd.
	       2.75 
	       4.00 
	       6.00 
	          7.00 
	             N/A 
	        16.00 
	  N/A 
	  N/A 

	6
	South East Bank Ltd.
	       3.00 
	       3.50 
	       6.00 
	          7.50 
	       10.00 
	        14.00 
	       16.00 
	      17.50 

	7
	United Commercial Bank Ltd.
	       2.00 
	       4.00 
	       6.00 
	          8.00 
	  N/A 
	  N/A 
	  N/A 
	       N/A 

	8
	Dutch Bangla Bank Ltd.
	       2.00 
	       3.00 
	       5.00 
	          6.00 
	          8.00 
	          9.00 
	  N/A 
	      12.00 

	9
	Jamuna Bank Ltd.
	       2.00 
	       4.00 
	       5.00 
	          6.00 
	          9.00 
	        12.00 
	  N/A 
	      15.00 

	10
	Midland Bank Ltd.
	       2.00 
	       3.50 
	       5.00 
	          7.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	11
	Meghna Bank Ltd.
	       3.00 
	       4.00 
	       6.00 
	          7.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	12
	Al-Arfah Islami Bank Ltd.
	       3.00 
	       5.00 
	       7.00 
	          9.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	13
	NCC Bank Ltd.
	       2.00 
	       3.50 
	       6.00 
	          6.50 
	       10.00 
	        13.00 
	  N/A 
	      16.00 

	17
	Standard Bank Ltd.
	       2.50 
	       3.50 
	       4.00 
	          6.00 
	          8.00 
	        10.00 
	  N/A 
	      13.00 

	18
	Bank Asia Ltd.
	       2.00 
	       3.50 
	       6.00 
	          7.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	19
	Premier Bank Ltd.
	       2.00 
	       3.00 
	       5.00 
	          6.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	20
	Dhaka Bank Ltd.
	       2.00 
	       4.00 
	       6.00 
	          7.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 

	21
	Social Islami Bank Ltd.
	       2.00 
	       3.00 
	       5.00 
	          7.00 
	  N/A 
	  N/A 
	  N/A 
	  N/A 





Cash Back 
Cash back generally refers to a cardholder benefit offered by credit card, debit card or online payment system that pay the cardholder a small percentage rewards in cash for each purchase. Cash back may also refer to the act of requesting cash from a merchant transaction which provides the buyer with cash in hand at the time of purchase. Cash back can be a valuable benefit for consumers using all kinds of debit and credit cards. Automatic debit and credit card transactions simplify the ways in which consumers can pay for transactions. Companies supporting these services such as Visa and Master card as well as banks offering automated card transactions seek to make their cards activities convenient and competitive in many ways. Customers also have many options for utilizing these technological transaction services.
Pickaboo offer purchase on cash back to their customer for the particular bank debit or credit card. Basically this type of offer Pickaboo gives during campaign. Last month Pickaboo offer 10% extra cash back to purchase on city bank debit or credit card and 30% cash back for bkash payment. This amount will be automatic add to the customer bank account at the banking process. There is some criteria for cash back offer;
Pickaboo launching a campaign with City Bank AMEX from 1st March, 2018. This is a month for long campaign. The following benefit AMEX card holder will get from Pickaboo;
· 10% Cash back on any purchase (Max cashback BDT. 2000/ Transaction)
· This offer is valid for online transaction only using AMEX card
· Customers will get all existing offers from Pickaboo on TOP of AMEX offer.
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Pickaboo launching a campaign with bkash from March 21-26, 2018 which was Independence Day campaign. During the campaign one customer will get Max BDT. 1000 cash back and max cash back for one single transaction BDT. 400.

· Per Transaction Limit: BDT 400.
· Per customer limit: BDT 1000.
· No limit on Transaction Count.
· A bKash A/C Holder will get maximum TK. 1000 (One Thousand) Cashback during the campaign period for shopping at campaign participating E-Commerce companies.

Refund
Customer claim for the refund in many reason such as product manufacturing problem, or not getting their desire product, Pickaboo provide 3 days easy return policy and after processing the order product out of stock problem. After getting customer refund request Pickaboo CS team informed to the key account manager through e-mail for the issue solving. Key account manager follow up the regarding issue if the issue is relevant for the refund request then key account manager request for refund to the accounts & finance department. Accounts and Finance department prepare all document for final approval from company CEO. After approval signing from CEO then accounts and finance department request for customer accounts refund call to Bank. Bank will take 3 to 5 working days for refund processing. And if the customer payment through bkash then accounts and finance department directly bkash refund to the customer bkash wallet number.
[image: ]  
Voucher Issue
Apology Voucher
Pickaboo is an e-commerce company basically they cannot sell their own product they source product from their vendor when customer place an order. Pickaboo has some rules that they provide product in Dhaka city within 48 hours after confirmation product. If they failed to deliver the product and also failed to offer alternative product, then they provide apology voucher 500tk but there is a condition that purchase amount should be minimum 5000 taka. Pickaboo has one of the best service which is first pick policy where customer can get the product within 1 hour after placing the order. In this case if they failed to deliver the product Pickaboo also giving 500 taka apology voucher. In this case purchase amount does not matter. Voucher code sending via SMS. The next purchase time customer can easily use the code and will be able to use the voucher. 
Adjustment Voucher
As an e-commerce company’s customer visit Pickaboo website and order product through Pickaboo website. Now a day’s most of the people use online payment for their purchase. When customer place an order they payment through online. In this case if Pickaboo failed to provide the product then Pickaboo offer alternative product from their website in this case there is a problem that the alternative product price either more or less in this case accounts department issue adjustment voucher for the more or less amount. If the product price higher then customer have to pay the extra amount on the other hand if the alternative product price less than the previous product then Pickaboo issue adjustment voucher and customer use this adjustment voucher for the next purchase. If the alternative product price same as previous product then no need to issue the adjustment voucher.
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E-commerce is an emerging sector in Bangladesh. People are starting to rely on e-commerce. An e-commerce company is not only focused on the product but also on service. When the product quality and the service quality meet customer satisfaction at the optimum level that creates success for e-commerce Company. Pickaboo is one of them. Pickaboo’s strong supply chain management ensures the customer's satisfaction through delivery products on time.

Recently Pickaboo focusing more on their service quality, after sales service, payment method and warranty policy so that their loyal customer can get better service from Pickaboo. They can share their experience to others as well as review feedback through Pickaboo social media. Pickaboo always want to ensure their product quality before delivering to the customer that’s why Pickaboo create a quality control team so that after getting the product, customer can always depend on Pickaboo purchasing and become loyal. Pickaboo recently added Pathao for fastest delivery. Pickaboo promise to delivery in Dhaka city within 48 hours but due to rider shortage some of the cases they failed but for avoiding this type of problem Pickaboo added Pathao for better services. Pickaboo always provide customer after sales service and product warranty service. Pickaboo try to give the best service in this case. They provide brand warranty, service warranty for their product recently they create a team for after sales service. Pickaboo need to reduce the order cancellation percentage so that refund and voucher issue could be also reduce. Try to give better EMI facility for their valuable customer. So that customer loyalty can be increased. 

In last year Pickaboo announced that they are the second largest e-commerce company in Bangladesh, which is successfully done. And this year they target to become the number one e-commerce site in Bangladesh. So, Pickaboo can confidently say that Pickaboo leads the e-commerce sector right now. Pickaboo has to focus on the system also which helps to reach them fast to their goal.
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· Pickaboo need a challenge to reduce time to giving after sales service and it should be within 24 hours so that customer can highly satisfy with Pickaboo. 
· Pickaboo need to create a technician team for after sales service so that they cannot depending on their vendor technician team. 
· As committed to customer, Pickaboo need to maintain the timing of delivering products.
· Update their delivery vehicles to reduce product damage or others product hamper.
· Due to Pickaboo has one office they cannot deliver products whole over the country through their own delivery vehicle if they use their own vehicle to deliver the product outside of Dhaka city they can reduce damaging of product as well as reduce delivery time.
· Product should not be deliver without quality control.   
· Products detailed should be checked properly with invoice not only product model.
· Need to proper train up about Pickaboo product line up.
· Pickaboo does not have a strong QC team. So, Pickaboo should make a strong QC team so that product quality ensures properly. 
· Every month should be arrange a training secession for knowledge development.  
· Create an option for account pay cheque. 
· Sometimes accounts department delay for vendor payment. But it should be on time so that vendor should be motivated for doing business with Pickaboo.
· Pickaboo should be added warranty for their all product because of they are selling authentic product.
· After claim the warranty Pickaboo should be align for their rider to pick up the product within 24 hours.
· Reduce the percentage of order cancellation rate. 
· Try to give better EMI facility.
· Reduce the number of working day for the customer refund process. 
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	Start-up Name
	Pickaboo.com

	Web-address
	www.pickaboo.com

	Founding Date
	May 12th, 2016

	Incorporation
	Yes

	Total Team Member (Currently)
	150

	Start-up Stage
	Paying Users

	Category
	Enterprise, Consumer

	Sector
	E-commerce & Online Marketplaces

	Product
	Electronics, Home Appliances, Beauty & Fashion

	City
	Dhaka, Bangladesh

	Office Address 
	Flat no B-5, Plot-06, Block-SW (H), Gulshan Avenue, Dhaka-1212, Bangladesh. 
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