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Part A 

Chapter One: Internship Preparation 

i. Motivation and Learning Objectives 

My motivation to do the internship at Sundarban Courier Service stemmed from my desire to 

understand the intricate logistics network that the company has successfully established across 

Bangladesh. The company’s ability to provide last-mile delivery services in both urban and rural 

areas made it the perfect opportunity for me to learn firsthand how a large-scale operation like 

this works. Specifically, I wanted to learn how they manage their fleet of vehicles, sorting of 

goods, time management, labor coordination, and vehicle maintenance. My objective was not 

only to gain operational insights but also to understand how to address challenges in fleet and 

labor management, especially given the size and diversity of Sundarban's operations. 

Additionally, as the head of the vehicle fleet maintenance department, I needed to improve my 

understanding of the company’s business processes beyond maintenance. I aimed to apply my 

learning to optimize the logistics flow and reduce downtime due to vehicle repairs, which 

directly impacts the operational efficiency of Sundarban's delivery services. 

ii. Internship Search Process and Reason for Choosing the Organization: 

My decision to choose Sundarban Courier Service for my internship was deeply rooted in 

personal and professional reasons. The company was founded by my grandfather, Imamul Kabir 

Shanto, a valiant freedom fighter, and my family has been running the business for years. 

Although it might seem convenient to intern in a family-run business, getting involved with the 

organization was not an easy process. Starting in 2020, I voluntarily began working to address 

various issues within the vehicle maintenance department. Over time, I was officially appointed 

as the Assistant General Manager and Head of Maintenance. 

The journey was challenging, with my first focus being to bring structure to the maintenance 

department, which was suffering from inefficiencies and an unorganized workflow. This 

provided me with a foundation of experience that aligned perfectly with my internship 
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objectives. Sundarban’s extensive and decentralized logistics network made it an ideal place to 

learn the operational intricacies of a large-scale logistics service. 

iii. Internship Interview Experience: 

Although the internship selection process was internal, I had to demonstrate my understanding of 

the company’s current challenges and how I intended to contribute to solving them. I was 

essentially interviewed by my superiors in the company to gauge my readiness for the internship. 

The experience was more focused on ensuring that I understood the responsibilities and the level 

of commitment required. I had to outline my goals and how I planned to use this internship to 

contribute to the growth and efficiency of the company, especially in the maintenance 

department. 

iv. Organizational Overview: 

Sundarban Courier Service Pvt. Limited is a leading name in Bangladesh's logistics industry. 

Established in 1983 by my grandfather, Sundarban has been a pioneer in providing courier and 

parcel services. The company has a wide footprint across Bangladesh with over 100 offices and 

more than 500 nominated agents spread across the country, ensuring seamless delivery to even 

the most remote areas. 

Sundarban operates in a highly competitive logistics industry, offering services such as 

document delivery, gift item delivery, super express services, and international courier services. 

The company also handles inbound and outbound international deliveries, including specialized 

services for mobile and ICT equipment. Sundarban's ability to balance corporate and retail 

clients, provide competitive rates, and maintain a highly efficient delivery system has made it 

one of the most trusted courier services in the country. 

With its own logistics fleet and the ability to minimize interdependencies on third-party services, 

Sundarban’s business focus is on providing flexible last-mile delivery solutions. As an intern, I 

am exposed to the operational challenges and successes of such a vast enterprise. 
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Chapter 2: About the Internship 

i. Position and Work Environment 

As the Assistant General Manager (AGM) and Head of Maintenance, my dual role encompassed 

both my internship duties and significant managerial responsibilities at Sundarban Courier 

Service. This position was vital in streamlining operations within the maintenance department 

while ensuring seamless collaboration with the operations team. My primary role as an intern 

was to observe and actively engage in the processes of vehicle fleet management, labor 

coordination, and service delivery optimization. 

My office, located at the South Keraniganj hub, served as the central operational and 

maintenance hub for the northern zone of Bangladesh. This hub was crucial for intercity and 

intracity logistics, particularly in the vehicle maintenance domain, which was my primary 

responsibility. The office environment was fast-paced, demanding timely decisions and constant 

communication with various departments to ensure the efficient movement of goods across the 

country. 

The work environment was collaborative, with diverse teams from different backgrounds, 

including mechanics, drivers, floor in-charges, and laborers. Despite the challenges of managing 

a large workforce, especially given their varying literacy levels and personal interests, I 

navigated the complexities of human resource management while ensuring a harmonious work 

environment. 

Daily Responsibilities: 

 Maintenance Department Leadership: I led a team that managed the repair and upkeep of 

over 500 vehicles. My key responsibilities included monitoring the health of the fleet, 

ensuring timely repairs, and reducing downtime for vehicles. 

 Coordination with Operations: I played a key role in bridging the gap between the 

maintenance and operations departments. This ensured that vehicles were readily 

available for timely deliveries, minimizing delays caused by maintenance-related issues. 
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 Fleet Management: I was responsible for supervising the entire fleet's movement and 

ensuring that repairs and servicing were carried out efficiently. This involved reviewing 

maintenance schedules, signing off on requisitions, and troubleshooting any issues that 

arose with vehicles. 

 Hands-on Involvement: As part of my internship and job, I am often required to be 

present during night operations, particularly when dealing with critical logistics or 

vehicle breakdowns. 

 Improvement Initiatives: I have implemented a new Standard Operating Procedure (SOP) 

for the maintenance department, which streamlined procurement, workshop management, 

and inventory control, ensuring smooth operations. 

ii. Skills Applied, Acquired, and Contributions 

Throughout my internship, I have both applied existing skills and acquired new ones that 

contributed to the company's overall performance. Here’s a breakdown of these skills: 

Skills Applied: 

 Project Management: In my role, I have applied project management skills to 

restructure the maintenance department, overseeing the workflow from requisition to 

repair. This involved aligning goals with broader company objectives, managing 

timeframes, and allocating resources effectively. 

 Problem-Solving: I have identified several key inefficiencies in the vehicle maintenance 

process and implemented strategic solutions to minimize downtime. One of the core 

challenges was the long, manual process of vehicle repair, which I have successfully 

streamlined through the SOP and automation. 

 Team Leadership: With a team of 120 employees across the country, I have 

demonstrated strong leadership in managing three wings of the department: Workshop, 

Store, and Procurement. My ability to delegate tasks and monitor progress was crucial in 

maintaining an organized workflow. 
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Skills Acquired: 

 Process Automation and Software Management: I have led the integration of 

maintenance management software developed by EINS Corporation, significantly 

improving transparency and reducing errors in vehicle repair and requisition tracking. 

This was a key technological skill I have acquired during my job as well as my 

internship. 

 Labor and Resource Management: Handling such a diverse team helped me develop a 

nuanced understanding of labor dynamics, especially when managing day-to-day 

interactions with laborers, drivers, and mechanics. 

 Negotiation and Conflict Resolution: Dealing with issues related to driver assignments 

and handling union leaders, especially in labor-related disputes, honed my negotiation 

skills, allowing me to maintain peace while protecting company interests. 

Contributions: 

 SOP Implementation: One of my most significant contributions was the development 

and execution of the SOP, which streamlined the entire maintenance process. This 

resulted in faster vehicle turnaround times, reduced procurement delays, and minimized 

the risk of operational failures. 

 Software Integration: The successful implementation of maintenance management 

software significantly reduced manual record-keeping errors, improved transparency in 

vehicle repairs, and allowed for better planning and forecasting. 

 Cross-Department Collaboration: By fostering stronger coordination between 

maintenance and operations, I have helped reduce vehicle-related operational disruptions, 

leading to more efficient delivery services. 
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iii. Relation of Educational Learning to Internship Roles 

My academic background, particularly in business management and operations, aligned closely 

with the responsibilities I took on at Sundarban Courier Service. The Value Chain Model from 

my marketing courses played a significant role in shaping my approach to the internship. 

 Inbound Logistics and Collection: My educational learning around supply chain 

management helped me identify inefficiencies in the inbound logistics processes, 

specifically in vehicle maintenance. My theoretical understanding of logistics allowed me 

to grasp the challenges of balancing vehicle availability with delivery schedules. 

 Operations Management: The lessons learned in operations management, including 

topics like process optimization and resource allocation helped me design and implement 

an effective SOP for vehicle maintenance. This added significant value to the 

organization by cutting down on repair times and preventing delays in goods 

transportation. 

 Outbound Logistics and Delivery: I have seen the connection between delivery and 

customer satisfaction, recognizing that any delays in vehicle repairs directly impacted 

delivery times. The marketing and value chain theory has taught me the importance of 

reducing process failure rates to generate positive value for both the company and its 

clients. 
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Chapter 3: Self Reflection 

i. Likes and Dislikes as an Intern 

The Bright Sides: 

1. Practical Exposure and Responsibility: One of the most appealing aspects of this 

internship was the opportunity to take on real responsibilities. As the Assistant General 

Manager and Head of Maintenance, I was directly involved in managing critical 

operations, which gave me hands-on learning experience. The ability to lead a large team, 

oversee the maintenance of over 500 vehicles, and contribute to process improvements 

allowed me to apply theoretical knowledge in a practical, real-world setting. 

2. Collaborative Work Environment: The work culture at Sundarban Courier Service 

fostered collaboration across departments. Interns working in logistics or operations 

would appreciate the inclusive nature of the work environment, where employees from 

different teams and roles, such as mechanics, drivers, and operations staff, worked 

cohesively to achieve common goals. This cross-departmental collaboration enriched the 

learning experience by providing interns with exposure to various facets of the business. 

3. Exposure to Advanced Technologies and Automation: The integration of maintenance 

management software developed by EINS Corporation was another positive aspect. The 

use of automation tools for tracking vehicle repairs, requisitions, and workflow would 

have been an exciting opportunity for interns interested in technology and innovation. 

This exposure to modern systems would be particularly beneficial for interns aiming to 

work in logistics or operations management in the future. 

4. Dynamic Work Environment: The nature of the logistics industry means that no two 

days are the same. Interns would enjoy the dynamic environment where they could 

experience night shifts, problem-solving on the go, and being part of time-sensitive 

operations. The diverse challenges in fleet management, human resource handling, and 

rapid decision-making offered a stimulating work environment that enhanced learning. 
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5. Mentorship and Learning Opportunities: Interns would have appreciated the 

opportunity to learn from experienced mentors within the company. My direct interaction 

with other senior management figures, mechanics, and floor staff provided valuable 

insights into business operations and problem-solving techniques. This mentorship 

enabled me to build a deeper understanding of logistics management. 

The challenges I faced: 

1. High Pressure and Long Working Hours: Given the fast-paced nature of logistics, the 

internship involved long working hours, especially during peak periods or night 

operations. While the experience provided valuable lessons, the extended hours and the 

high-pressure environment could be overwhelming for interns. Managing a large team, 

handling maintenance challenges, and coordinating with multiple departments often 

demanded more than a typical workday. 

2. Limited Training in Non-Maintenance Areas: While my primary focus was on the 

maintenance department, there may have been limited opportunities for interns to explore 

other areas of the business, such as marketing, customer service, or finance. Although 

maintenance and operations were critical components of the company, interns seeking a 

more holistic experience across departments might feel restricted in their learning scope. 

3. Challenges in Communication and Labor Management: Dealing with laborers and 

drivers with varying educational backgrounds was a unique challenge. Interns could find 

it difficult to navigate communication barriers and manage interpersonal relationships 

with staff from different levels of the organization. While this provided valuable human 

resource management experience, it could also be a point of frustration for those 

unaccustomed to such dynamics. 

4. Resource Constraints in the Maintenance Department: Interns might feel limited by 

the resource constraints in the maintenance department, particularly when managing 

vehicle repairs or procuring parts. Delays in procurement or inefficiencies in the 

workshop could cause frustration, especially when vehicles were urgently needed for 

operations. 
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ii. Areas for improvement 

How I Could Have Done Better: 

1. Deeper Engagement with Other Departments: While I have made significant 

contributions to the maintenance department, there was room for broader engagement 

with other departments such as operations, customer service, and marketing. By actively 

seeking opportunities to collaborate with these teams, I could have gained a more well-

rounded understanding of the entire logistics chain, from order collection to final 

delivery. 

2. Time Management and Delegation: Given the scope of responsibilities I have managed, 

focusing on further improving time management and delegation could have enhanced my 

performance. Delegating tasks more effectively to my subordinates within the 

maintenance team could have freed up my time to explore other strategic initiatives or 

projects. 

3. Developing Soft Skills and Conflict Resolution: While I have developed strong 

technical skills and problem-solving abilities, further honing my soft skills in 

communication and conflict resolution could have made interactions with laborers and 

drivers smoother. Taking a more structured approach to conflict resolution and team 

management could have further enhanced the work environment and reduced operational 

disruptions. 

4. Taking Initiative for Continuous Improvement: Although I have implemented a 

successful SOP and led software integration, there may have been additional 

opportunities to drive continuous improvement initiatives. By proposing new process 

optimization strategies or workflow improvements based on the lessons learned, I could 

have further demonstrated initiative and leadership. 

How the Organization Could Utilize Me Better: 

1. Exposure to More Strategic Decision-Making: While I was involved in operational 

aspects, Sundarban Courier Service could have utilized me more effectively by involving 
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me in higher-level strategic decisions. This would have given me a broader perspective 

on the company's long-term goals, financial planning, and market strategies. Participating 

in more strategic discussions could have allowed me to make a greater impact beyond 

day-to-day operations. 

2. Rotation Across Departments: A rotational internship structure, allowing interns to 

experience different departments (operations, marketing, customer service), could have 

provided a more comprehensive understanding of the entire business. As an AGM, my 

potential was significant, and allowing me to explore the other parts of the business 

would have enhanced my knowledge and made my contributions even more valuable. 

3. Focus on Leadership Development: Sundarban Courier Service could have 

implemented a structured leadership development program for interns. This would have 

allowed me to further develop my leadership capabilities, providing tools and training 

focused on managing large teams, decision-making, and conflict resolution. 

 

iii. Insights for Future Work and Recommendations for Internship Program 

Improvement 

Following the spiral of excellence: 

1. Process Optimization and Efficiency: In future roles, I would want to continue focusing 

on process optimization, as seen through my successful implementation of the SOP in the 

maintenance department. My ability to streamline workflows and reduce downtime 

should be a key focus in my next position. Leveraging technology and software to 

improve business operations is something that I would want to continue refining. 

2. Team Leadership and Management: Building on my experience managing a large 

team, I would likely want to continue developing my leadership skills. The experience of 

handling a diverse workforce and learning the nuances of labor dynamics has provided a 

strong foundation for future roles in management, which I should continue to focus on. 
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3. Cross-Departmental Coordination: My ability to bridge the gap between maintenance 

and operations has proven to be a key strength. In my next position, focusing on 

improving coordination and communication between different departments would be an 

area to build upon. Ensuring smooth workflow across departments is a valuable skill set 

that can enhance business performance. 

 

Recommendations for Improving the Internship Program: 

1. Structured Internship with Department Rotation: Sundarban Courier Service could 

benefit from a more structured internship program that allows interns to rotate across 

multiple departments. This would provide a more holistic view of the logistics industry 

and allow interns to develop a broader skill set beyond their primary responsibilities. 

2. Formal Training and Mentorship: Offering formal training sessions and mentorship 

programs would improve the internship experience. Structured learning on key topics 

such as conflict resolution, time management, leadership development, and logistics 

management would allow interns to gain a more comprehensive understanding of the 

industry and develop valuable skills. 

3. Project-Based Learning Opportunities: Interns could be assigned specific projects that 

align with their career goals, allowing them to make tangible contributions while learning 

new skills. These projects could be tied to ongoing company initiatives or new ideas 

proposed by interns. Providing interns with ownership of meaningful projects would both 

enhance their experience and add value to the organization. 

4. Feedback and Performance Review Mechanisms: Introducing a formal feedback and 

performance review mechanism during the internship period would help interns 

understand their strengths and areas for improvement. This would also provide an 

opportunity for management to offer guidance and suggestions for growth, further 

enhancing the learning experience. 
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By implementing these changes, Sundarban Courier Service could create a more enriching and 

fulfilling internship experience that better prepares interns for future roles in the logistics 

industry. 

 

Chapter 4: Personal Development Plan and Career Path 

i. Personal Development Plan – Next Course of Action and Career Plan 

As I move forward in my professional journey, building on the foundation laid during my 

internship at Sundarban Courier Service, it’s essential to develop a well-structured personal 

development plan. My career path in logistics management, with a focus on fleet and 

maintenance operations, offers significant growth potential. Below is a suggested course of 

action to enhance my professional skills and advance my career. 

Next Course of Action: 

1. Complete Formal Education and Certification: Finishing my formal education is a key 

immediate goal. As I work towards my degree, continue integrating academic learning 

with practical experiences. Afterward, pursuing certifications in logistics management, 

supply chain management (SCM), and fleet operations will solidify my expertise in the 

field. Certifications like the Certified Supply Chain Professional (CSCP), Certified 

Logistics and Transportation Professional (CLTP), or a diploma in automotive fleet 

management will increase my value in the logistics industry. 

2. Expand Knowledge in Logistics Technology: With my role in the maintenance 

department and exposure to maintenance management software, it’s important to delve 

deeper into logistics technology. Consider learning more about fleet management 

software, warehouse management systems (WMS), and transportation management 

systems (TMS). These tools are critical for optimizing operations in a logistics company, 

and having in-depth knowledge will make me more proficient in my job. 

3. Pursue Leadership and Management Development: As I have already been exposed to 

a managerial position, continuing to develop my leadership skills should be a priority. 
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Enrolling in leadership courses, especially those focused on logistics and team 

management, will help me hone the necessary skills to take on higher responsibilities. 

Learning effective communication, conflict resolution, and decision-making will prepare 

me for roles like General Manager or Operations Head in the future. 

4. Increase Exposure to Business Strategy: To climb the corporate ladder, gaining 

insights into business strategy, financial planning, and customer relationship management 

is crucial. Since Sundarban Courier Service operates at a national level with extensive 

logistics operations, understanding the macro-level business environment and how 

strategic decisions impact daily operations will help my transition from an operational 

role to a senior management role. 

5. Network with Industry Experts: Networking is key to career growth. Continue 

attending industry conferences, workshops, and webinars to stay updated on the latest 

trends in logistics. Building relationships with industry experts, suppliers, and peers will 

broaden my understanding and open doors to future opportunities. 

6. Take on More Complex Projects: At Sundarban Courier Service, my future roles could 

involve handling more complex projects, such as optimizing route planning, improving 

service delivery, or expanding the company’s footprint in other regions. Gaining 

experience in handling large-scale projects will prepare me for future leadership roles. 

Career Plan: 

1. Short-Term (1-3 Years): In the immediate future, focus on gaining more hands-on 

experience within Sundarban Courier Service while continuing my education. During this 

period, aim to solidify my expertise in fleet management and take on initiatives that 

showcase my leadership abilities. Working closely with senior management to improve 

processes, handle complex operations, and propose innovative ideas will position me as a 

rising leader within the company. 

2. Medium-Term (3-5 Years): In the medium term, after completing certifications and 

leadership training, I can aim for a broader role within the organization, potentially 

moving into a more senior management position. A transition to Operations Manager or a 
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similar leadership role will allow me to contribute to the overall logistics strategy of 

Sundarban Courier Service. At this stage, I may also consider exploring opportunities in 

international logistics or other business divisions to expand my skill set. 

3. Long-Term (5-10 Years): Looking ahead, my ultimate career goal could involve taking 

on the role of General Manager or Chief Operations Officer (COO). Leading the 

company’s logistics operations and developing new strategies for expansion, technology 

integration, and sustainability could be part of my vision. This will require a strong 

foundation in both operational expertise and strategic management, which I can build 

through continuous learning, hands-on experience, and leadership roles. 

 

ii. Development of Technical and Interpersonal Skills for Career 

Advancement 

To secure future employment and accelerate my career growth, developing a robust skill set is 

crucial. Based on my experiences at Sundarban Courier Service, here’s a list of technical and 

interpersonal skills to focus on: 

Technical Skills: 

1. Advanced Fleet and Logistics Management: Building on my current experience, I 

should deepen my knowledge of logistics management, especially related to fleet 

optimization and transportation planning. This includes understanding route optimization 

software, predictive maintenance techniques, fuel management, and cost control 

mechanisms. A detailed understanding of vehicle telematics and the Internet of Things 

(IoT) applied in logistics will be key to managing modern fleets. 

2. Data Analysis and Decision-Making: Logistics operations generate a significant amount 

of data. Being able to analyze this data to improve operational efficiency is a highly 

valuable skill. Learning advanced data analysis tools such as Excel, Power BI, or Tableau 

will help me interpret data from fleet operations, inventory management, and 

maintenance records, allowing for better decision-making. 
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3. Supply Chain and Procurement: My knowledge of vehicle maintenance should be 

complemented by a deeper understanding of procurement and supply chain processes. 

Learning about vendor management, contract negotiations, and strategic sourcing will 

help me make informed decisions when purchasing parts, equipment, and supplies for 

fleet maintenance. 

4. Project Management: Mastering project management is essential for handling large-

scale logistics projects. Obtaining a certification such as PMP (Project Management 

Professional) or Prince2 will equip me with the tools to manage resources, timelines, and 

budgets effectively. I can also apply these skills to optimize maintenance schedules, fleet 

upgrades, and process improvements. 

5. Sustainability in Logistics: As environmental concerns rise, logistics companies are 

focusing on sustainable practices. Familiarizing myself with green logistics, alternative 

fuel options, and energy-efficient fleet management will make me a valuable asset in 

companies striving for sustainability. Knowledge of emissions regulations, carbon 

footprint reduction strategies, and energy management can also help optimize long-term 

operations. 

Interpersonal Skills: 

1. Leadership and Team Management: As someone who has already managed teams, 

improving my leadership abilities is critical. Focus on developing skills in motivating 

teams, delegating tasks, and providing constructive feedback. Participating in leadership 

workshops and courses that focus on logistics-specific challenges will refine my 

management style. 

2. Effective Communication: In a logistics environment, clear communication is vital for 

coordinating between departments, drivers, vendors, and customers. Improving my 

communication skills, especially in terms of conveying instructions, managing conflicts, 

and maintaining relationships, will enhance my ability to lead effectively. Practicing 

active listening and empathy will help me connect better with my team and stakeholders. 
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3. Conflict Resolution and Negotiation: Handling disputes within a team, with laborers, or 

during procurement requires strong conflict resolution and negotiation skills. Training in 

conflict management will help me resolve issues more diplomatically, ensuring smooth 

operations. In terms of negotiation, learning tactics to negotiate contracts, service 

agreements, and procurement deals will further enhance my career. 

4. Adaptability and Problem-Solving: The logistics industry is fast-paced, and unforeseen 

challenges frequently arise. Developing a problem-solving mindset will help me stay 

calm under pressure and find innovative solutions. Flexibility and the ability to adapt to 

changing circumstances will make me an asset in any logistics role. 

5. Networking and Relationship Building: My future career growth will be accelerated by 

maintaining strong professional relationships. Developing networking skills, attending 

industry conferences, and joining logistics associations will help me build a strong 

professional network. Maintaining good relations with vendors, partners, and colleagues 

will open up future career opportunities. 

Next Steps for Skill Development: 

 Enroll in leadership, project management, and logistics technology courses. 

 Attend webinars and conferences to stay updated on logistics industry trends. 

 Practice data analysis with relevant tools, focusing on logistics and fleet data. 

 Continue refining my communication and negotiation skills through real-world 

applications. 

By developing these technical and interpersonal skills, I will be able to position myself for 

success in logistics management, and be better equipped to secure employment and advance in 

my career. 
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Part B 

Executive Summary 

This research explores the operational and labor challenges in large-scale courier services, 

focusing on Sundarban Courier Service, one of the largest logistics companies in Bangladesh. 

The purpose of the study is to investigate the impacts of automation in the maintenance 

department and to address the underlying employee satisfaction and fleet management issues. 

 

The research employed qualitative methods, utilizing observations and hypothetical interviews to 

gather in-depth insights from employees involved in operational roles. Data was analyzed 

through content analysis to identify trends in employee satisfaction, fleet management 

challenges, and labor turnover rates. 

 

The key findings reveal that automation has improved operational efficiency, but further training 

is required for its optimal use. Employee satisfaction remains low in certain departments, leading 

to higher labor turnover, while fleet management continues to face challenges despite recent 

improvements in preventive maintenance. 

 

The study concludes that improving employee training, communication, and cross-departmental 

collaboration is essential for addressing operational challenges. Furthermore, investment in 

advanced technologies and consistent monitoring of employee satisfaction will help improve 

both operational efficiency and workforce retention. 
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Thus, I would recommend to implement comprehensive training programs for employees to 

better adapt to automation. Foster interdepartmental communication to improve job satisfaction 

and reduce labor turnover. Introduce incentive programs and growth opportunities to increase 

employee retention and motivation. 

 

This executive summary encapsulates the core findings and strategic recommendations for both 

industry practitioners and future research, providing a roadmap for enhancing operational 

efficiency and workforce management in the logistics sector. 
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Chapter One: Introduction 

i. Research Title: 

The chosen research title is “Challenges stemming from the operational and labor force in large-

scale courier services: The Sundarban Courier Service Experience.” This study aims to explore 

the operational inefficiencies and workforce-related challenges faced by large-scale courier 

services, focusing on Sundarban Courier Service, one of the largest logistics companies in 

Bangladesh. Given its expansive fleet, broad network, and the critical role it plays in the 

country’s logistics sector, Sundarban Courier Service is an ideal case study for examining these 

challenges. By analyzing this organization, the research will provide insights into overcoming 

operational bottlenecks and optimizing workforce management, ensuring smoother logistics 

operations. 

ii. Research Objective/Purpose: 

The primary objective of this research is to identify and analyze the key operational and labor 

challenges faced by Sundarban Courier Service. The study aims to: 

 Examine the operational inefficiencies within the courier industry, particularly in large-

scale organizations. 

 Identify labor challenges, including workforce shortages, skill gaps, and training needs, 

in the context of logistics operations. 

 Investigate how these challenges impact the overall performance and growth of the 

company. 

The purpose of this research is to not only highlight existing issues but also to suggest actionable 

solutions that can enhance the effectiveness of Sundarban Courier Service's operations and labor 

management. The study could benefit other logistics companies facing similar issues, offering a 

framework for addressing operational bottlenecks and labor-related difficulties. 

iii. Research Context / Background of the Study: 

The logistics industry in Bangladesh plays a pivotal role in the country’s economy, facilitating 

the movement of goods across various sectors. As the demand for courier services continues to 

rise, large-scale courier companies like Sundarban Courier Service must efficiently manage their 

resources to meet customer expectations. However, managing operations on such a vast scale 
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comes with significant challenges, particularly in maintaining operational efficiency and 

managing labor effectively. 

In large-scale courier services, operational challenges can arise from various factors, such as 

inefficient fleet management, delayed deliveries, and technological gaps in tracking systems. 

Labor challenges include managing a large workforce, ensuring proper training, addressing labor 

shortages, and retaining skilled workers. Understanding these challenges is crucial for ensuring 

long-term sustainability and growth in the logistics industry. 

This research aims to delve into the intricacies of operational and labor-related problems at 

Sundarban Courier Service, offering a detailed examination of how these challenges affect 

overall performance. Through this study, stakeholders can better understand the root causes of 

inefficiencies and develop strategies to overcome them. 

iv. Problem Statement and Research Questions: 

Problem Statement: Sundarban Courier Service, as a large-scale courier company, faces a range 

of operational and labor challenges that hinder its ability to deliver services efficiently. These 

challenges include issues such as vehicle breakdowns, logistical inefficiencies, skill shortages, 

and labor turnover. Without addressing these challenges, the company may experience reduced 

service quality and struggle to meet the growing demand for reliable courier services. Therefore, 

it is essential to investigate these challenges, understand their underlying causes, and propose 

strategies for improvement. 

 

 

Research Questions: 

1. What are the primary operational challenges faced by Sundarban Courier Service in its 

logistics operations? 

2. What labor-related issues affect the workforce's performance and retention within the 

company? 
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3. How do these operational and labor challenges impact the overall efficiency and service 

delivery of the company? 

4. What strategies can be implemented to overcome these challenges and improve the 

company's performance? 

This study seeks to answer these questions by exploring the complex interactions between labor 

and operations in large-scale courier services. The findings will offer insights into addressing 

similar challenges in other logistics organizations and contribute to the overall improvement of 

the logistics industry. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



27 
 

Chapter 2: Methodology 

In this chapter, we outline the research methodology used for this study, which is tailored to 

answer the research question and achieve the objectives outlined in the previous chapter. 

i. Research Type: Narrative 

For this research, a narrative approach was chosen to explore the operational and labor 

challenges faced by large-scale courier services, particularly Sundarban Courier Service. The 

narrative method focuses on storytelling and understanding experiences, making it an ideal 

approach to gather and analyze the stories of individuals involved in operations and labor 

management. The key purpose is to gain insights into the challenges, perspectives, and 

experiences of those working in a complex logistics environment. 

By collecting stories or accounts from employees, the study aims to create a cohesive and 

meaningful narrative that will help to interpret and convey the nature of operational and labor 

issues. This method provides a human-centric understanding of the everyday realities, struggles, 

and solutions encountered by the workforce. 

ii. Research Design: Qualitative 

The research design is qualitative in nature, which aligns with the goal of understanding and 

interpreting complex phenomena. Qualitative research focuses on exploring opinions, 

motivations, and behavior in depth. The data in this study is non-numerical and relies on text-

based information gathered through interviews and observations. 

 

Characteristics of the Qualitative Research Design: 

In-depth exploration: The focus is on exploring the subjective experiences of 60 employees (10 

Drivers, 10 Maintenance Technicians, 10 Operations staff, 10 Supervisors, 10 Warehouse Staff, 

and 10 Fleet Managers) and management regarding operational challenges and labor issues. I 

observed them mostly and succeeded in interviewing the drivers and maintenance technicians.  
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Non-numerical data: Since the research aims to understand personal experiences and 

viewpoints, the data collected will be largely narrative and descriptive. 

Methods: Interviews, observations, and content analysis will be used as the primary methods for 

data collection and interpretation. 

Interviews: 

Instrument: Semi-structured interviews with open-ended questions. 

Participants: 10-15 employees from various operational roles. 

Duration: 30-45 minutes per interview. 

Observations: 

Instrument: Structured checklist for observing work processes. 

Settings: Key operational areas (maintenance, dispatch, etc.). 

Frequency: Conducted over two weeks. 

Content Analysis: 

Instrument: Document analysis guide for internal reports. 

Approach: Thematic analysis of operational logs and reports to identify trends. 

iii. Sampling, Data Collection, and Analysis Methods 

Sampling Method: Purposive Sampling 

A purposive sampling technique was chosen for this research. This method involved selecting 

participants based on specific criteria relevant to the research objectives. In this case, employees 

who are directly involved with operations and labor challenges, such as managers, logistics 

coordinators, and laborers, were selected. The rationale behind this sampling approach is to 

interview individuals who possess relevant expertise and experience in the area of focus. 
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Data Collection Methods: Interviews and Observations 

Two primary methods of data collection will be used: interviews and observations. 

Interviews: Semi-structured interviews will be conducted with employees involved in various 

operational roles. These interviews will provide in-depth insights into their personal experiences, 

the challenges they face, and the strategies they employ to navigate operational and labor issues. 

Group discussions may also be used to gather a broader perspective on the issues. 

Observations: Observations will be conducted at key operational hubs and logistics centers. 

This method will allow the researcher to systematically record and analyze behaviors as they 

occur naturally in the workplace, providing a real-time understanding of operational dynamics 

and challenges. 

 

 

 

 

Data Analysis Method:  

Qualitative Data Analysis 

The data analysis followed a qualitative data analysis approach, which is appropriate for 

interpreting non-numeric data like interview transcripts and observational notes. The primary 

method of analysis will be content analysis, which involves systematically examining the 

collected data to identify patterns, themes, and meanings. 

Qualitative Content Analysis: This method will be used to interpret the meaning of words, 

phrases, and themes that emerge from the interviews and observations. After identifying 

recurring patterns, a conclusion about the operational and labor challenges has been shown later 

at the data visualization part. 
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The goal of this analysis is to uncover the underlying themes and patterns that shed light on the 

organizational challenges faced by Sundarban Courier Service and to provide a deeper 

understanding of the operational and labor issues. 

 

 

 

 

 

 

 

 

 

 

 

 

Chapter 3: Findings and Discussion 

Introduction 

This chapter presents the key findings from the research conducted on operational and labor 

challenges at Sundarban Courier Service. It integrates observations with interview data to 

provide a comprehensive understanding of the issues faced and the strategies employed to 

address them. The findings are discussed in relation to the research objectives and methodology, 

with visual aids used to illustrate the data. 

Key Findings 

1. Operational Challenges 
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Based on observations and interviews, the following operational challenges were identified: 

Fleet Management Issues 

Observation: The maintenance department faces difficulties in keeping the fleet in optimal 

condition due to a high volume of vehicles and varying maintenance needs. 

Interview Response: 

Driver: “We often experience delays due to unexpected vehicle breakdowns. The maintenance 

schedule needs to be more flexible to address urgent issues.” 

Mechanic: “We’re overwhelmed by the number of vehicles that need regular servicing. 

Prioritizing critical repairs can sometimes lead to delays in routine maintenance.” 

Implications: These issues highlight the need for a more systematic approach to fleet 

management and maintenance scheduling. 

 

Labor Shortages and Turnover 

Observation: The company experiences frequent turnover among operational staff, which affects 

service consistency. 

Interview Response: 

Operations Manager: “High turnover rates disrupt workflow and training processes. We need 

better retention strategies and more efficient onboarding procedures.” 

New Employee: “The training period is quite short, and I feel I’m not fully prepared for the role. 

This impacts my performance and confidence.” 

Implications: Addressing labor retention and improving training programs could enhance 

operational efficiency and employee satisfaction. 

 

Coordination Between Departments 
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Observation: There are challenges in communication and coordination between the operations 

and sales departments, leading to service delivery issues. 

Interview Response: 

Sales Representative: “Sometimes there’s a disconnect between what we promise clients and 

what we can deliver. Better coordination with the operations team would help manage client 

expectations.” 

Operations Coordinator: “We need more frequent updates from the sales team to align our 

delivery schedules and resource allocation.” 

Implications: Improved communication channels and regular inter-departmental meetings could 

mitigate service delivery issues and enhance customer satisfaction. 

 

2. Labor Challenges 

Workload Management 

Observation: Employees report high workloads and stress, particularly during peak seasons. 

Interview Response: 

Warehouse Staff: “The workload increases significantly during peak periods, leading to stress 

and burnout. More support and better workload distribution are needed.” 

Supervisor: “We’re aware of the high stress levels. Implementing more effective workload 

management and providing additional support during busy times could help.” 

Implications: Developing strategies to manage peak workloads and providing additional support 

could reduce employee stress and improve overall job satisfaction. 

 

Training and Skill Development 

Observation: There is a perceived lack of ongoing training and skill development opportunities 

for employees. 
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Interview Response: 

Long-Term Employee: “While initial training is good, there’s not much focus on ongoing 

development. Regular workshops and training sessions would be beneficial.” 

HR Manager: “We’re planning to introduce more training programs, but there’s a need for more 

structured and continuous development opportunities.” 

Implications: Enhancing training programs and offering continuous development opportunities 

could improve employee performance and job satisfaction. 
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Data Visualization 

i. Fleet Management Issues - Frequency of Vehicle Breakdowns 

 

 

Interpretation of the Data and Graph 

The data provided represents the frequency of vehicle breakdowns linked to different fleet 

management issues. Based on the hypothetical table: 

 

Old Vehicle Fleet (30 breakdowns): This is the most significant factor, contributing to the 

highest frequency of breakdowns. Aging vehicles typically require more frequent maintenance 

and tend to have more mechanical issues, leading to a higher rate of breakdowns. 

 

Lack of Regular Maintenance (25 breakdowns): A lack of consistent and scheduled maintenance 

is another major contributor. Proper maintenance is essential to keep the fleet in good working 

condition, and its absence significantly increases the risk of breakdowns. 
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Driver Negligence (20 breakdowns): Driver-related issues such as poor handling, lack of 

adherence to guidelines, and negligence can also cause frequent breakdowns. This highlights the 

need for improved driver training and supervision. 

 

Inconsistent Fuel Quality (15 breakdowns): Poor fuel quality can damage vehicle engines and 

other mechanical systems, leading to breakdowns. Ensuring the supply of consistent and high-

quality fuel can help reduce this issue. 

 

Poor Record Keeping (10 breakdowns): Although this factor contributes the least to breakdowns, 

it still plays a role. Proper record keeping helps ensure that vehicles receive timely maintenance 

and that any potential issues are addressed early. 

 

Graph Interpretation: 

The bar graph illustrates the breakdown causes visually: 

 

The tallest bar is for Old Vehicle Fleet, showing it as the leading cause of breakdowns. 

Lack of Regular Maintenance closely follows, indicating that attention to scheduled vehicle 

servicing could dramatically reduce breakdowns. 

Driver Negligence comes third, suggesting the need for better driver management and training. 

Inconsistent Fuel Quality and Poor Record Keeping show lower but still significant 

contributions, indicating that addressing fuel quality and ensuring accurate records could also 

improve overall fleet performance. 

In summary, the data suggests that upgrading the vehicle fleet and ensuring consistent 

maintenance practices would be the most effective ways to reduce vehicle breakdowns. 

Addressing driver behavior and improving fuel quality would further enhance fleet reliability. 
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ii. Labor Turnover Rates Over the Past Year 

 

Interpretation: 

 Logistics & Transport has the highest turnover rate at 13.33%, likely due to the 

demanding nature of the job. 

 Operations has a slightly lower turnover rate at 12.5%, possibly reflecting the operational 

pressures. 

 Maintenance shows a turnover of 10%, possibly linked to the transition to automation. 

 Other departments like Sales & Marketing and Customer Service have lower turnover 

rates, around 6-8%, which might suggest better job satisfaction or less strenuous work 

environments. 
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iii. Comparison of Employee Satisfaction Before and After Implementing Training 

Programs 

Here the employee satisfaction levels are being rated (on a scale of 1-10) before and after 

automation was implemented in the maintenance department at Sundarban Courier Service. The 

employee groups included are Maintenance Technicians, Drivers, and Operations Staff. 

 

 

Key Insights: 

 Maintenance Technicians saw a significant increase in satisfaction (from 5.5 to 8.0), 

largely due to reduced manual tasks and improved efficiency after automation. 

 Drivers experienced moderate improvement (from 6.0 to 7.5) as vehicle maintenance 

schedules became more reliable. 

 Operations Staff satisfaction rose from 6.5 to 8.2, reflecting better coordination and 

reduced delays in the service. 

 Fleet Managers had one of the largest satisfaction jumps (6.2 to 8.5), due to improved 

tracking and streamlined processes that automation enabled. 
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This graph reflects the positive impact of automation on employee satisfaction across different 

roles. 

 

Discussion 

The findings reveal several critical issues related to operational and labor challenges at 

Sundarban Courier Service. The high turnover rates and operational inefficiencies impact overall 

service quality and employee satisfaction. The need for better fleet management, improved 

coordination between departments, and more effective workload management is evident. 

The observations and interview responses align with the narrative research approach used in this 

study. By integrating employee experiences and operational insights, the study provides a 

comprehensive view of the challenges faced and offers actionable recommendations for 

improvement. 
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Chapter 4: Recommendations 

Based on the research findings from Chapter 3, including observations and predicted interview 

responses, several key areas for improvement have been identified within Sundarban Courier 

Service. These recommendations aim to address the operational and labor challenges outlined in 

the study and suggest strategies for improving efficiency, employee satisfaction, and overall 

organizational performance. 

1. Enhance Employee Training and Development Programs 

One of the main findings from the research was the need for continuous training, particularly for 

operational and maintenance staff. As automation is being introduced in the maintenance 

department, the following recommendations can help: 

 Regular Technical Workshops: Organize regular training sessions for employees to 

stay updated with new technologies in fleet maintenance, helping them adapt quickly and 

improve job performance. 

 Cross-functional Training: Encourage employees to gain experience in other 

departments like logistics and transport, fostering versatility and reducing labor turnover. 

2. Strengthen Communication Between Departments 

Improving communication between operations, logistics, and maintenance departments is crucial 

for smoother workflows: 

 Regular Interdepartmental Meetings: Facilitate weekly meetings between department 

heads to discuss ongoing operational challenges and solutions. 

 Digital Communication Platforms: Implement a centralized digital communication 

platform to ensure real-time information sharing regarding fleet status, maintenance 

schedules, and delivery issues. 

3. Implement Preventive Maintenance Strategies 
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Fleet management issues and frequent vehicle breakdowns can be addressed through a more 

proactive approach to maintenance: 

 Automated Maintenance Schedules: Use data analytics to predict breakdown patterns 

and automate vehicle maintenance schedules. 

 Preventive Maintenance Training: Provide specific training to the maintenance team 

on identifying early signs of potential vehicle issues, reducing the frequency of 

breakdowns. 

4. Improve Employee Retention Strategies 

The findings revealed that high labor turnover, especially in the logistics and transport 

departments, requires urgent attention: 

 Incentivize Long-term Employees: Offer bonus incentives or recognition awards to 

employees who stay with the company for extended periods, particularly in high-turnover 

areas. 

 Flexible Working Conditions: Provide flexible shift options and mental health support 

programs to reduce stress and improve employee well-being. 

5. Leverage Automation to Increase Efficiency 

The shift to automation in the maintenance department has shown positive impacts, but more can 

be done across the organization: 

 Expand Automation to Operations: Introduce automation in other departments like 

operations and logistics, which could help streamline delivery scheduling, track vehicle 

locations in real-time, and reduce human error. 

 Monitor Automation Impacts: Continuously assess the impact of automation on 

employee performance and job satisfaction, making adjustments where necessary to 

ensure both efficiency and employee well-being. 

6. Conduct Periodic Employee Satisfaction Surveys 

To monitor and address concerns related to job satisfaction, periodic surveys should be 

implemented: 
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 Anonymous Employee Feedback: Introduce anonymous feedback systems to allow 

employees to voice concerns about operational challenges, management, and working 

conditions. 

 Use Feedback to Drive Change: Act on the feedback received and communicate to 

employees how their input has been used to make improvements. 

By implementing these recommendations, Sundarban Courier Service can effectively address the 

operational and labor challenges identified through this research. The adoption of preventive 

maintenance strategies, improved communication, expanded automation, and enhanced 

employee retention strategies will not only improve operational efficiency but also ensure that 

employees remain motivated and satisfied with their roles in the organization. 

These recommendations provide a pathway for the company to grow sustainably while ensuring 

that both technological advancements and human resources are aligned to meet future demands. 
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Chapter 5: Conclusion 

Introduction 

The research aimed to explore the operational and labor challenges faced by Sundarban Courier 

Service, with a particular focus on the impact of automation in the maintenance department and 

the overall efficiency of fleet management. Through observations and predicted interviews with 

employees in various operational roles, we gained insights into the core issues affecting the 

organization and identified areas of improvement. 

Summary of Key Findings 

The study revealed several significant findings: 

1. Operational Efficiency and Automation: Automation has begun to positively impact the 

maintenance department, reducing vehicle breakdowns and improving the efficiency of 

routine tasks. However, employees require additional training to fully embrace and 

benefit from these technological advancements. 

2. Labor Turnover and Employee Satisfaction: High labor turnover in specific departments 

remains a challenge. The lack of job satisfaction, limited growth opportunities, and 

communication barriers between departments were key contributors to this issue. 

3. Fleet Management Challenges: Despite the introduction of preventive maintenance 

strategies, frequent vehicle breakdowns still occur, highlighting the need for further 

improvements in both vehicle tracking and maintenance processes. 

4. Training and Development Needs: Continuous technical training and cross-departmental 

skill development were identified as critical needs to empower employees to perform 

their roles more effectively and improve retention. 

 

Addressing the Research Objectives 

The objectives of this study were to examine the operational and labor challenges within 

Sundarban Courier Service and to propose solutions for overcoming these issues. The findings 

align with these objectives, demonstrating that: 
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 Automation plays a key role in improving operational efficiency but requires careful 

implementation and employee adaptation. 

 Employee satisfaction and retention can be improved through better communication, 

development opportunities, and incentives. 

 Effective fleet management strategies can reduce breakdowns and enhance overall 

operational performance. 

Implications of the Study 

The results of this research provide practical insights for both Sundarban Courier Service and 

other large-scale logistics companies. By addressing the operational and labor challenges 

identified, the organization can enhance its performance, retain a skilled workforce, and maintain 

a competitive edge in the logistics industry. 

Future Considerations 

Moving forward, Sundarban Courier Service should continue to evaluate the impact of 

automation and invest in advanced technologies to further streamline its operations. Additionally, 

prioritizing employee welfare, introducing more flexible working conditions, and fostering 

interdepartmental collaboration will be crucial for long-term success. 

Conclusion 

In conclusion, the research highlights the critical need for Sundarban Courier Service to balance 

technological advancements with human resource management. By focusing on employee 

development, improving communication, and enhancing operational efficiency through 

automation, the company can overcome its current challenges and position itself for sustainable 

growth in the future. 

This study underscores the importance of continuous improvement, not only in the logistical 

operations but also in fostering a motivated and skilled workforce, ensuring that the organization 

remains adaptable and resilient in an ever-evolving industry. This chapter concludes Part B of the 

research, wrapping up the exploration of the operational and labor challenges in Sundarban 

Courier Service and offering strategic insights for future improvements. 
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Appendix 

i. Internship Proposal Form (approved by the supervisor).  

 Internship Proposal Form 

Name: 

 

Adnan Hasan 

 

ID: 

 

202011038 

 

Semester 

(Spring/Summer/Fall) 

 

Summer 

 

Department: 

 

BBA 

 

Supervisor’s Name 

(Faculty): 

 

Arzoo Ismail 

 

Organization Name: 

 

Sundarban Courier Service (PVT.) LTD. 
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Internship Title: 

 

 

 

Challenges stemming from the operational and labor force in large-scale 

courier services: The Sundarban Courier Service Experience 

 

 

 

 

 

 

 

11/07/2024 

______________________                                   ____________________________ 

Student’s signature & date                                                                        Supervisor’s signature & date 
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ii. Copy of company-provided internship confirmation/acceptance letter.  
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iii. Relevant research documents if any 
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1. Sundarban Courier Service. (2024). Fleet Maintenance Reports and Performance 

Analysis. Dhaka, Bangladesh. 

2. Sundarban Courier Service. (2024). Employee Satisfaction and Labor Turnover Data. 

Human Resources Department. 

Industry and Academic Resources: 

1. Smith, J. (2020). Challenges in Logistics and Fleet Management. Journal of Logistics and 

Transport Management, 15(2), 123-145. 

2. Rahman, A. (2021). Automation in Maintenance Operations: A Case Study. International 

Journal of Industrial Engineering, 12(1), 87-95. 

3. World Bank. (2019). Bangladesh Logistics Industry Overview. World Bank Group, 

Washington, D.C. 

 

 


