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CHAPTER ONE

INTRODUCTION

1.1 Background of the Study

The Student Industrial Work Experience Scheme (SIWES) is an essential training program designed to equip students with practical skills and experience relevant to their field of study. The scheme was established by the Industrial Training Fund (ITF) to bridge the gap between theoretical knowledge and real-world applications. For a marketing student, SIWES provides an opportunity to understand how businesses apply marketing principles to achieve growth and customer satisfaction.

AR RAHMAN BUSINESS ENTERPRISES is a company that specializes in computer services, including Sales, Photocopy, Printing, and Digital solutions. The role of marketing in this industry is crucial for attracting customers, maintaining client relationships, and improving business performance. The SIWES training at AR RAHMAN BUSINESS ENTERPRISES enabled the student to apply marketing concepts in a real business environment, gaining firsthand experience in customer engagement, branding, promotion, and sales techniques.

1.2 Objectives of SIWES

The SIWES program is structured to achieve specific goals, which include:


•
Providing students with practical knowledge and hands-on experience in their field of study.


•
Enhancing students’ understanding of the role of marketing in business operations.


•
Developing problem-solving and decision-making skills in a professional setting.


•
Bridging the gap between academic learning and industry requirements.


•
Equipping students with skills in customer service, digital marketing, and business communication.


•
Helping students understand the challenges and opportunities in the computer services industry.

1.3 Significance of the Study

This SIWES experience is important for both academic and professional development. It provides students with:


•
Practical exposure to marketing strategies in the computer services industry.


•
Real-world experience in customer relationship management.


•
Insight into how businesses create brand awareness and promote their services.


•
Skills in market research and business communication.


•
A better understanding of business operations and sales management.

The experience gained during the SIWES program contributes to the student’s ability to function effectively in the marketing industry after graduation.

1.4 Scope and Limitations of the Study

The scope of this SIWES report covers the student’s experience at AR RAHMAN BUSINESS ENTERPRISES, focusing on marketing activities in the computer services industry. The key areas of focus include:


•
Customer service and relationship management.


•
Branding and promotional strategies.


•
Social media marketing and digital campaigns.


•
Sales techniques and pricing strategies.


•
Challenges encountered in the marketing of computer services.

However, some limitations were encountered during the training, including:


•
Limited access to confidential business information.


•
Time constraints, as the SIWES period was not long enough to explore all aspects of the business.


•
Technological limitations, as not all marketing activities were fully digitalized.

CHAPTER TWO

COMPANY OVERVIEW AND INDUSTRY ANALYSIS

2.1 Introduction to AR RAHMAN BUSINESS ENTERPRISES

AR RAHMAN BUSINESS ENTERPRISES is a company that specializes in computer services, including sales, repairs, printing, and digital solutions. The company is committed to providing quality and affordable IT solutions to individuals and businesses. It operates in a competitive market where technology-driven services are essential for both business growth and personal needs.

As a marketing student undergoing SIWES at AR RAHMAN BUSINESS ENTERPRISES, I had the opportunity to learn how businesses in the computer services industry attract and retain customers. The company employs various marketing strategies, including digital promotions, word-of-mouth advertising, and customer relationship management, to remain competitive in the industry.

2.2 Services Offered by the Organization

AR RAHMAN BUSINESS ENTERPRISES offers a wide range of services, including:


1.
Computer Sales and Accessories: The company sells computers, laptops, printers, and related accessories to individuals and businesses.


2.
Computer Repairs and Maintenance: It provides repair services for faulty computers, software installation, and system upgrades.


3.
Printing and Photocopying Services: Customers can access high-quality printing, photocopying, and scanning services.


4.
Graphic Design and Branding: The company offers graphic design services for businesses, including logo design, business cards, and banners.


5.
Internet and Cyber Services: AR RAHMAN BUSINESS ENTERPRISES provides internet browsing, online registration, and digital documentation services.


6.
Software Installation and IT Consultancy: The company assists clients in installing necessary software, troubleshooting issues, and offering IT consultancy services.

These services cater to a wide range of customers, including students, businesses, and professionals who require IT support.

2.3 Organizational Structure

The company operates under a structured system that ensures smooth service delivery. The organizational structure includes:


•
Managing Director: Oversees the overall operations and strategic direction of the business.


•
Marketing and Sales Department: Responsible for promoting the business, attracting new customers, and managing customer relationships.


•
Technical Support Team: Handles computer repairs, maintenance, and software installations.


•
Customer Service Representatives: Assist customers with inquiries and ensure quality service delivery.


•
Graphic Designers and IT Specialists: Provide branding, digital marketing, and IT support services.

This structure ensures that the company operates efficiently and meets customer demands effectively.

2.4 Industry Overview of Computer Services

The computer services industry plays a crucial role in modern society by providing essential IT solutions to individuals and businesses. The industry is highly competitive and driven by technological advancements. Some key trends in the industry include:


•
Increased Demand for IT Services: Businesses and individuals rely on computers and digital solutions, increasing the demand for IT services.


•
Growth of Digital Marketing: Many businesses now use online marketing strategies to promote their services and attract customers.


•
Cybersecurity and Data Protection: With increased internet usage, cybersecurity has become a major concern, leading to the need for IT security solutions.


•
Expansion of Remote Work and Online Services: Many businesses now operate remotely, increasing the need for cloud computing, IT support, and digital documentation services.

In this competitive industry, businesses like AR RAHMAN BUSINESS ENTERPRISES must continuously innovate and adopt new marketing strategies to stay ahead.

2.5 Relevance of Marketing in the Computer Service Industry

Marketing plays a vital role in the success of businesses in the computer services industry. Without effective marketing strategies, companies may struggle to attract and retain customers. Some key areas where marketing is applied in the industry include:


•
Brand Awareness: Promoting the company’s name and services through advertisements, social media, and word-of-mouth marketing.


•
Customer Relationship Management (CRM): Engaging customers through personalized services and loyalty programs.


•
Digital Marketing: Using social media platforms, email marketing, and search engine optimization (SEO) to reach a wider audience.


•
Pricing Strategies: Offering competitive prices and promotions to attract more customers.


•
Service Differentiation: Providing unique services that set the company apart from competitors.

At AR RAHMAN BUSINESS ENTERPRISES, I observed how marketing strategies are implemented to attract customers and improve business performance. The use of digital marketing, customer engagement, and quality service delivery are key factors that contribute to the company’s growth in the competitive computer services industry.

CHAPTER THREE

SIWES ACTIVITIES AND EXPERIENCE

3.1 Description of Assigned Duties and Responsibilities

During my SIWES training at AR RAHMAN BUSINESS ENTERPRISES, I was assigned various duties that allowed me to apply my marketing knowledge practically. Some of my key responsibilities included:


1.
Customer Service and Relationship Management:


•
Attending to customers and addressing their inquiries.


•
Assisting customers in selecting computer products and services that suit their needs.


•
Handling customer complaints and ensuring their concerns were resolved professionally.


2.
Sales and Marketing Support:


•
Promoting the company’s products and services to walk-in customers.


•
Assisting in developing marketing materials such as flyers and posters.


•
Engaging in word-of-mouth marketing to attract more customers.


3.
Social Media Marketing and Digital Promotions:


•
Assisting in managing the company’s social media pages.


•
Creating and scheduling posts to promote services and attract online engagement.


•
Responding to customer inquiries on social media platforms.


4.
Brand Awareness and Advertising:


•
Observing how the company positioned itself in the market.


•
Helping to organize promotional campaigns to boost customer awareness.


•
Learning about pricing strategies and how discounts/promotions affect customer decisions.


5.
Market Research and Competitor Analysis:


•
Observing competitors’ marketing strategies.


•
Identifying customers’ preferences and suggesting ways to improve services.


•
Learning about the latest trends in the computer services industry.

3.2 Practical Experience Gained in Marketing

My experience at AR RAHMAN BUSINESS ENTERPRISES provided me with valuable insights into real-world marketing applications. Some of the key lessons I learned include:


•
The Importance of Customer Service: I realized that excellent customer service plays a significant role in business success. Customers who receive quality service are more likely to return and refer others.


•
Social Media as a Powerful Marketing Tool: I saw firsthand how businesses use social media to attract and engage customers. Through consistent posting and responding to customer inquiries, businesses can build strong relationships with their audience.


•
Sales and Persuasion Skills: I learned how to convince customers to purchase products and services by highlighting the benefits and addressing their concerns.


•
The Role of Branding in Business Growth: A strong brand identity, including a professional logo, well-designed marketing materials, and a good reputation, helps businesses stand out in a competitive market.

3.3 Marketing Strategies Used at AR RAHMAN BUSINESS ENTERPRISES

The company implements various marketing strategies to attract and retain customers. Some of these strategies include:


•
Word-of-Mouth Marketing: Encouraging satisfied customers to recommend the business to others.


•
Social Media Advertising: Using platforms like Facebook and WhatsApp to promote services.


•
Price Discounts and Promotions: Offering special discounts to loyal customers.


•
Personalized Customer Service: Treating customers with respect and providing customized solutions to their needs.


•
Business Networking: Partnering with other businesses and individuals to expand customer reach.

3.4 Challenges Faced During the Training

While my SIWES experience was rewarding, I encountered some challenges, including:


•
Difficult Customers: Some customers were hard to satisfy, and handling their complaints required patience and good communication skills.


•
Limited Digital Marketing Tools: The company’s social media marketing efforts were limited due to a lack of advanced tools and resources.


•
Time Management: Balancing multiple tasks, such as attending to customers and assisting in marketing activities, was sometimes challenging.


•
Competition in the Industry: The presence of many businesses offering similar services made it difficult to attract and retain customers.

3.5 Solutions and Recommendations

To overcome the challenges faced during my training, I adopted several strategies:


•
Improved Customer Communication: I learned how to listen to customers, understand their needs, and offer appropriate solutions.


•
Better Time Management: I prioritized tasks and created a schedule to manage my responsibilities effectively.


•
Enhanced Digital Marketing Efforts: I suggested more engaging content for social media, such as customer testimonials and behind-the-scenes posts.


•
Competitive Marketing Strategies: I observed how successful competitors promoted their services and suggested ideas to improve AR RAHMAN BUSINESS ENTERPRISES’ marketing efforts.

Recommendations for Future SIWES Participants


•
Be proactive and willing to learn from experienced staff members.


•
Develop strong communication and customer service skills.


•
Take the initiative in marketing activities, such as social media management.


•
Stay updated on industry trends and apply them where necessary.

CHAPTER FOUR

MARKETING APPLICATION IN COMPUTER SERVICES

4.1 Digital Marketing Strategies in Computer Services

In today’s business environment, digital marketing plays a crucial role in promoting computer services. During my SIWES at AR RAHMAN BUSINESS ENTERPRISES, I observed various digital marketing strategies used to attract customers. These include:


•
Social Media Marketing: The company used platforms like Facebook, Instagram, and WhatsApp to advertise services, engage with customers, and respond to inquiries. Regular posts about promotions and new products helped increase visibility.


•
Search Engine Optimization (SEO): Although the company did not have a website, I learned that businesses with websites optimize their content to appear in search engine results, making it easier for customers to find them.


•
Email and WhatsApp Marketing: Customers were informed about promotions and discounts through bulk messages, helping to retain existing clients.


•
Online Advertisements: The company occasionally boosted social media posts to reach a wider audience.

These strategies help businesses build an online presence and attract customers who rely on digital platforms for information.

4.2 Customer Relationship Management (CRM) Techniques

Customer satisfaction is key to business success, especially in the competitive computer services industry. AR RAHMAN BUSINESS ENTERPRISES used the following CRM techniques to retain customers:


•
Personalized Services: Customers were addressed by name, and their service history was remembered to offer personalized recommendations.


•
Loyalty Programs: Some customers received discounts on repeat purchases, which encouraged them to return.


•
After-Sales Support: Customers who bought or repaired computers were given advice on maintenance and troubleshooting, enhancing their satisfaction.


•
Quick Response to Complaints: Addressing customer issues promptly helped build trust and maintain a good reputation.

By maintaining strong relationships with customers, businesses can increase customer retention and encourage referrals.

4.3 Brand Awareness and Promotion Strategies

For a business like AR RAHMAN BUSINESS ENTERPRISES, creating brand awareness is essential for growth. The company used various promotional strategies, including:


•
Word-of-Mouth Marketing: Satisfied customers recommended the business to others, helping it gain more clients.


•
Flyers and Posters: Printed marketing materials were distributed around the community to attract new customers.


•
Branded Merchandise: Some employees wore T-shirts with the company logo, which increased visibility.


•
Participation in Local Events: Engaging in community programs and offering free consultations helped promote the business.

A strong brand identity helps businesses stand out from competitors and attract loyal customers.

4.4 Impact of Social Media Marketing

Social media has revolutionized marketing in the computer services industry. Some of the key benefits observed during my SIWES include:


•
Increased Customer Engagement: Posting content on social media allowed the business to interact with customers and answer their inquiries quickly.


•
Wider Audience Reach: Unlike traditional marketing, social media helped the business reach potential customers beyond its physical location.


•
Cost-Effective Advertising: Compared to newspaper ads or billboards, social media marketing was cheaper and more effective.


•
Customer Feedback Collection: Customers shared their opinions and reviews, helping the business improve its services.

Social media marketing has become an essential tool for promoting businesses and engaging with customers in real time.

4.5 Case Study of Marketing Success in AR RAHMAN BUSINESS ENTERPRISES

One of the most effective marketing strategies implemented during my SIWES was a promotional campaign for computer repair services. The company offered a 10% discount on repairs for new customers, which led to an increase in customer visits. The promotion was advertised through:


•
WhatsApp messages to existing customers.


•
Facebook posts with before-and-after pictures of repaired computers.


•
Flyers distributed in the neighborhood.

The result was a 30% increase in customer traffic within two weeks, demonstrating the power of a well-planned marketing strategy.

CHAPTER FIVE

SUMMARY, CONCLUSION, AND RECOMMENDATIONS

5.1 Summary of SIWES Experience

The Student Industrial Work Experience Scheme (SIWES) at AR RAHMAN BUSINESS ENTERPRISES provided me with valuable practical knowledge about marketing in the computer services industry. Throughout my training, I was exposed to real-world marketing strategies, customer relationship management, sales techniques, and brand promotion.

In Chapter One, I introduced the SIWES program, explaining its objectives, significance, and relevance to marketing students. Chapter Two provided an overview of AR RAHMAN BUSINESS ENTERPRISES, describing its services, organizational structure, and industry analysis. In Chapter Three, I detailed my roles and responsibilities during SIWES, highlighting key marketing strategies and challenges faced. Chapter Four focused on the application of marketing strategies in computer services, emphasizing digital marketing, customer engagement, and promotional efforts.

5.2 Key Lessons Learned

During my SIWES training, I gained several important lessons, including:


•
The Importance of Customer Service: Satisfying customers is crucial for business success, and good customer relationships help retain clients.


•
The Role of Digital Marketing: Social media, WhatsApp marketing, and other online strategies are powerful tools for attracting customers.


•
Branding and Promotion Matter: A strong brand identity and regular promotions help businesses remain competitive.


•
Market Research is Essential: Understanding customer needs and competitor strategies is necessary for business growth.

5.3 Challenges Encountered

While the SIWES experience was highly beneficial, I faced some challenges, including:


•
Dealing with Difficult Customers: Some customers were hard to satisfy, requiring patience and strong communication skills.


•
Limited Digital Marketing Resources: The company did not fully utilize advanced online marketing tools.


•
Time Management: Balancing multiple responsibilities, such as attending to customers and assisting with marketing tasks, was sometimes challenging.

5.4 Recommendations

Based on my experience, I recommend the following improvements:

For AR RAHMAN BUSINESS ENTERPRISES:


1.
Invest in Digital Marketing: Creating a business website and using paid online advertisements can increase customer reach.


2.
Improve Customer Engagement: Offering loyalty programs and personalized services will help retain customers.


3.
Enhance Branding Efforts: Using more branded materials and participating in community events can improve brand recognition.


4.
Adopt Modern Marketing Tools: Utilizing email marketing, chatbots, and analytics tools can improve marketing efficiency.

For Future SIWES Participants:


1.
Be Proactive and Willing to Learn: Taking initiative and asking questions will help maximize the learning experience.


2.
Develop Communication Skills: Good communication is essential for customer service and marketing success.


3.
Stay Updated on Industry Trends: Following marketing and digital trends will help students apply innovative strategies.


4.
Manage Time Effectively: Prioritizing tasks and staying organized will help handle responsibilities efficiently.

5.5 Conclusion

My SIWES experience at AR RAHMAN BUSINESS ENTERPRISES was highly beneficial, allowing me to apply theoretical marketing knowledge in a real business environment. I gained practical skills in customer relationship management, digital marketing, sales, and branding. Despite some challenges, the experience helped me understand the importance of marketing in business success.

This report has provided insights into marketing strategies in the computer services industry and offered recommendations for improvement. The skills and knowledge acquired during SIWES will be valuable for my future career in marketing
22

