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Executive Summary

Internship was the finishing step for the completion of my four years of under graduation program.
So, in my last semester, | have done my internship at Renata Limited. As an HR intern, | have
successfully performed and completed several project-based assignments such as handling the
HRIS and scanning and mailing documents in different departments at Renata Limited. | also
gained experiences about the Human Resources activities of Renata such as how to communicate

with co-workers, how to work confidentially and how to behave like a professional HR person.

In this report, | have described the effectiveness of their field force training program. I also briefly
described how they design the training program and how they evaluate the outcome from the
training program. | communicated with sales pharma employees and field force and interviewed
them. Some of them were fully satisfied with the training program and some of them had some
issues regarding the program. The main cause of the satisfaction was the training environment,
contents, trainers and the knowledge that they provide. On the other hand, covid, distanced training

location, new environment these were the issues that were raised by the employees.

As this was my first experience in the authentic corporate world, | faced some challenges as well.
| overcame those challenges and identified what were my expectations from this internship and
what | experienced here. This internship has definitely influenced me to continue with HR in my
future career plans. This program has given me so many experiences and helped me explore my
potentials as well as my deficient qualities. Renata has helped me to overcome those lacking and

taught me utilize my talents in a proper way.
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Chapter 1
Overview of Internship

1.1 Student Information

Name : Tamanna Kawser Shraboni
ID 18104029
Major : Human Resources Management & Computer

Information Management

Department : BRAC Business School

1.2 Internship Information

1.2.1 Organizational Information
Internship period : June 02, 2022 to August 31, 2022
Name of the organization : Renata Limited

Website of the organization : https://renata-Itd.com/

Location : Corporate Headquarters

Address : Plot-1, Milk Vita Road, Section-7, Mirpur, Dhaka-1216,
Bangladesh

Department : Human Resources Department

Email : hrd@renata-Itd.com
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1.2.2 Company Supervisor’s Information

Name of supervisor : Mr. Md. Fuad Hasan Lotus

Contact details 1 +88 01833-324670

fuad.lotus@renata-ltd.com

1.2.3 Job Scope - Job Responsibilities

In Renata limited, the job role and responsibilities of interns vary from department to department.

I was in the Human Resource Department and | had the job to maintain their Human Recourse

Information System.

Data entry into Database Management System

Renata Limited uses a software called ‘Empress’ for their database management system.
When a new employee joins the organization, he/she has to submit their documents like,
NID, educational certificates, code of conduct, employee information form, beneficiary
form, guarantor certificate, legal agreement, medical reports, resignation letter and
clearance letter from previous workplace etc. After they submitted everything, their file
used to come to me. | had to upload their information into the database. | also had to do the
document acknowledgement part in the database. In there, | had to mark which documents

| received, and which are pending.

Scan documents
| used to scan the documents that | received and upload them in to the DBMS. | also had
to save these scanned documents into their hardware and mail the necessary document to

the Finance and Accounting Department.

Communicate about missing documents
If there were any documents missing by the employees, |1 would mail them and call them
about submitting the documents. If they had any problem in submitting them, | would

suggest them to write an application and submit it to the HRD.

Checking old file
Whenever | got time, | used to check old file and note if there are any documents missing

or not. | also went through confirmation files each month.

11
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1.3 Internship Outcomes

1.3.1 Contribution to the company

e | have successfully processed the documents of almost 170 new joining employees.
e | have checked almost 200 confirmation files.

e | have rechecked and corrected about 600 old files.

e | helped Renata Limited’s HRD to run smoothly on a daily basis.

e | used to collect data for my supervisors so that they can run their operation effectively.

1.3.2 Benefits

e | have further developed my communication skills.

e | also improved my co-operation skills by working as a team player.

e Developed my MS Excel skills and Database Management System skill.
¢ | have gained real life corporate experience.

e Gained a better understanding of HR principles through practical application.

1.3.3 Difficulties

e As | was new to corporate life, | had some difficulties adjusting to the work environment at first.
e Sometimes, it was hard to collect the data for this internship report.

e It was hard to maintain work-life balance at the start of the internship.

12




Chapter 2
Organizational Part

2.1 Introduction

The pharmaceutical industry of Bangladesh is flourishing day-by-day and contributing in our
economy significantly. From the perspective of technology, pharmaceutical industry is now most
developed and advanced industry in Bangladesh. This sector is suppling almost 98% of our total
medicine demand (Wikipedia, 2022). Pharmaceuticals industry is also exporting a huge number of
products throughout the world. After textile industry, pharmaceutical industry is the most potential
sector in Bangladesh to earn foreign currency. The pharmaceuticals export revenue was more than
136 million in the 2019-20 fiscal year. There are both domestic and foreign drug manufacturer in
our country. However, the industry is mainly dominated by local manufacturer. 97% of the total
market share is occupied by local companies. After Bangladesh Association of Pharmaceutical
Industries (BAPI) was developed in 1972, It played a remarkable role in shaping up and developing
the industry. According to BAPI and DGDA, about 257 manufacturers are licensed and 150 are
functional in Bangladesh. Currently, 5 types of medicine manufacturer companies are being mostly

active in Bangladesh. Those are-

Homeopathic
Manufacturer: 42 Ayurvedic
®© = P Registered Drugs: 2,400 < -~ Manufacturer: 201
Retail Pharmacy: 2.353 wRegistcred Drugs: 4,025
‘Wholesale Pharmacy: 1,140 Retail Pharmacy: 405
Unani Allopathic
‘ Manufacturer: 276 2R P Manufacturer: 257
Total Registered Drugs: 6,389 § Registered Drugs: 29.486
Retail Pharmacy: 675 Total Generic: 3.657

Retail Pharmacy: 113,872

Herbal

Manufacturer: 528

Manufacturer: 32
. Retail Pharmacy: 11

Figure 1: Types of Medicine Manufacturer
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Square Pharmaceuticals Limited, Incepta Pharmaceutical Ltd., Beximco Pharmaceuticals Ltd are
the top three pharmaceutical companies in Bangladesh. With a market share of 4.97%, Renata

Limited stands at 5™ position among the top ten pharmaceutical companies.

2.2 Overview of the company

Renata Limited (formerly Pfizer Limited) is one of the leading and fastest growing pharmaceutical
and animal health product companies in Bangladesh. The company started its operations in 1972
as Pfizer (Bangladesh) Limited. In 1993, Pfizer transferred the ownership of its Bangladesh
operations to local shareholders and the name of the company was changed to Renata Limited.
The core businesses of Renata Limited are human pharmaceuticals and animal health products. In
Bangladesh it is the 4th largest pharmaceutical company and the market leader in animal health
products. In addition, Renata products are exported to Afghanistan, Belize, Cambodia, Ethiopia,
Guyana, Honduras, Hong Kong, Kenya, Malaysia, Myanmar, Nepal, Philippines, Sri Lanka,
Thailand, United Kingdom, and Vietnam. The Company is listed on the Dhaka Stock Exchange
with a market capitalization of over USD $1 billion. The Company has ten manufacturing facilities
spread over three manufacturing sites. Distribution of products is carried out by 19 depots across

the country. Renata employs over 8,000 people.

2.2.1 Offerings

Renata Limited develops and manufactures medicine which can be categorized into two different
groups. These two groups are medicine and services for humans and medicine and services for

animals.

The medical products and services produced by Renata Limited for humans are:

e Anti-bacterial preparations e Anti-pyretic preparation

e Anti-ulcerate preparations e Anti-diabetic preparation

¢ Anti-hemorrhoidal preparations e Gastro-prokinetic preparation
e NSAID preparations e C.N.S preparation

e Anti-allergic preparations e Hormone preparation

14




e Cardiovascular preparations e Ortho-musculoskeletal preparation

e Hemostatic preparation e Anti-fungal preparation

e Expectorant preparation e Laxative preparation

e Vitamin & Hematinic preparations e Steroid preparation

e Calcium Supplement preparation e Anti-spasmodic preparation

e Anti-protozoal preparation

The medical products and services produced by Renata Limited for animals are:

e Poultry
e Animal health
e Imported

e Agqua

2.2.2 Vision, Mission and Core Values

The vision statement, mission statement and core values of Renata Limited are:

Vision Statement: To establish Renata permanently among the best of innovative branded

generic companies.

Mission Statement:  To provide maximum value to our customers, shareholders, colleagues,

and communities where we live and work.

Core Values: Focus on Long-Term and Structural Innovation for Sharing Growth
= Going the Extra Mile for Employees
= Environmental Activism

= Health Activism through Promoting Innovation and Partnerships
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2.2.3 Board Members

Dr. Sarwar Ali Syed S Kaiser Kabir Sajeda Farisa Kabir

© Chairman, Board of Directors © CEO &Manag rector, Renato Limited © Board Member

& board@renata-itd.com & kaiser@renata-itd.com & board@renata-itd.com

(=

Mridul Chowdhury Zahida Fizza Kabir Tanya Tazeen Karim

Board Member © Board Member Board Member
& board@renata-itd.com & board@renata-itd.com & board@renata-itd.com

Nehal Ahmed Ejaj Ahmad Md. Jubayer Alam

© Independent Board Member © Independent Board Member © Company Secretary

& board@renata-itd.com & board@renata-itd.com & jubayer@renata-itd.com

Figure 2: Board Members of Renata Limited
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2.2.4 QOrganogram

SYED S. KAISER KABIR
MANAGING DIRECTOR
h 4
\d J, Y Y ¥ Y i
PLANT MANAGER ——  GENERAL MANAGER HR MANAGER — GM. HORMONE International Business NSM
(634) OPERATION (18) (134) FINANCE (21) (28) ) (1016)
PRODUCTION ADDL. MANAGER MANAGER
MANAGER MANAGER —
IN-HOUSE FIELD FORCE
DEPUTY MANAGER ADDLMANAGER
QUALITY ASSURANCE
MANAGER |
L ADDL MANAGERS
! AGE DY. MANAGERS MANAGERS SRRSMS
ASSTT. MANAGER o
’ L| ASSTT.MANAGERS ADDL. MANAGERS RSMS
PLANT ENGINEER DY. MANAGERS
Y ASSTT. MANAGERS |
DEPUTY MANAGERS G.ENERAL MANAGER v

| ASSTT.MANAGERS ANDAAL HEALTH MARKETING | SR.DSMS

o (10) DSMS

DY. MANAGER DEPOT OPERATION

PLANT - PERSONNEL MANAGER |

| PSMS
| IN HOUSE | ‘ FIELD FORCE I SR, PSRS

‘ DEPOT MANAGERS PSRS

ADDL MANAGER

2.3.1 Leadership Style

DY. MANAGER
ASSTT. MANAGER

SR.DSM/DSM

TSM/SR.TSO/
150

Figure 3: Organogram of Renata Limited

2.3 Management Practice

DEPOT OFFICERS
DEPOT STAFF

From my personal experience of completing the internship and communicating with my peers, |
have come to know that Renata Limited follows participative leadership style. Rather than setting
strategies and goals on their own, top management of Renata Limited has made it compulsory for

the employees to participate in the strategy and goal setting sessions. This is a very efficient form
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of leadership as it helps to collect the true capacity of the employees as well as develop them for

future leadership roles.

2.3.2 HR Planning Process

Renata Limited values its HR department very much as it considers its employees as the key to
success. The HR departments performs various functions to make sure the organization is

operating smoothly. These functions are:

= Recruiting and selecting new employees.

= Training and developing new or existing employees.

= Designing, updating and ensuring proper compensation and benefits of the employees.
= Maintaining and developing relations.

= Developing the HR department.

= Improving HR services.

Recruitment Principles: When recruiting new employees, Renata Limited follows certain

principles for reducing discrimination and creating a good working environment.

= Make sure that the workforce is has maintained diversity of local communities.

= Everyone should have a fair chance for applying for the job and also get equal consideration
for the job. Peoples’ differences should be valued; Discrimination, bullying and harassment
is not acceptable.

= Comply with all the regulations and the labor law.

= Equal and fair opportunities should be generated in the work environment.

= To eradicate under representation, properly monitor the job applicant and current
workforce.

= Make sure recruitment decision are based on merit by complying to strict rules.

Recruitment Process: The recruitment process starts with planning and collecting requisitions
from the managers. After confirming the job openings, the HR department finds out the job
requirements by analyzing the job description and job specification. Then, the HR department
communicates with the manager and selects the recruitment method either being internal
recruitment or external recruitment. Upon confirmation of the recruitment method the selection

process starts and at the end of selection, the selected candidates get the offer letter.
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Selection Process: Renata Limited focuses on three primary standards during the selection

process. These are:

Job Relatedness: This means that all the standards and qualification of the candidate must

be related to the task need to be performed on the job.

Measurability: All the applicants’ minimum qualifications and selection criteria must be
measurable and demonstrable. This means the criteria can be measured objectively and be

clearly demonstrable by the applicant.

Successful Completion of Work: All the selection criteria which will be listed must be
necessary to do the job successfully. No such selection criteria can be used which is not

directly needed for performing any of the job task.

Training Process: Renata Limited conducts training session on a regular basis for new employees

as well as current employees. The training process can be divided into three parts which are:

Pre-Training: In this phase, the reasons for conducting the training, the methods and the

process of conducting the training is analyzed and finalized.
Training: In this step the training session is conducted to improve and develop the trainees.

Post-Training: This is the follow up step where the results of the training is collected and
analyzed to find out if the training was successful and what improvements can be made to

future training programs.

2.4 Marketing Practices

2.4.1 Marketing Strategies

Prospector: Renata Limited follows the prospector marketing strategy where they are continually

searching for new products and markets opportunities. They regularly take risks to find new

prospect of business and expand their market share. Among the four marketing strategies,

prospector strategy is the most defensive one. The prospector strategy involves developing new

products, expanding into new markets, and increasing market share through aggressive and

offensive marketing strategies. There are two crucial aspects of this strategy which are:
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= Engineering and designing new products through research and development.

= Extensive market research.

Renata Limited enjoys various benefits due to using this marketing strategies. By expanding into
new markets, Renata Limited enjoys the first mover advantage therefore can expand rapidly. New
market offers more opportunities, more sales, and more profit margins. The market being new also

makes it easy to build customer loyalty and makes it easy to motivate the sales force.

2.4.2 Target Customers, Targeting and Positioning Strategies

Generally, the target customers of any product would be mainly the end user. But in the
pharmaceutical industry of Bangladesh, the doctors are the customers of the organization rather
than the patients. A massive chunk of the cost is expended for maintaining an effective sales force.
These sales forces’ job is to persuade the doctors to prescribe the organizations medicine. This is
the current situation of Bangladesh, and no pharmaceutical company can survive without this
strategy. A great example of this would be Sanofi Bangladesh who had to leave the country
because they couldn’t keep up with the competitors due to not perusing the doctors. An article by
Dhaka Tribune (Sanofi Bangladesh employees demand arrears before transition, 2022) shows,
Sanofi Bangladesh has sold the company to Beximco Pharma, Bangladesh Government and BSIC.

This is why Renata Limited’s targeted customer is the doctors who are whiting the prescription.

2.4.3 Marketing Channels

Renata Limited uses various marketing channels for increasing the sales of their products. These

marketing channels are:

= Sales Promotion: Renata Limited uses its large sales force as a marketing channel and
markets their products through them. This large sales force goes to the doctors and markets
Renata’s products.

= Newspaper Promotion: Renata Limited often promotes their new products through
newspapers. At first, it may seem outdated, but we have to consider that the customers are
also old-fashioned. Therefore, newspaper advertisements are not a bad marketing channel
for this industry.
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= Sponsor: Renata Limited often sponsors athletes to increase their brand value. Recently
Renata Limited sponsored Wasfia Nazreen on her attempt to summit the mountain named
K2 (Bangladesh’s Wasfia finally off to summit K2, 2022).

2.5 Operations Management and Information System Practices

Renata Limited built its full-fledged HRIS system from the ground up according to the needs of
the organization through an enormous amount of planning. Before, all the work had to be done
manually and all the information would be scattered around. Working in these conditions took
significant amount of time and resources. It was becoming impossible to keep track of all the
departments, divisions, plants and depots and miscommunication with the head office was
becoming more frequent. The HRIS solved all these challenges splendidly and made the work
more efficient and effective by reducing mistakes. Renata Limited had to invest a lot of resources
and three years to develop the full fledge HRIS. They are still developing it and adjusting it with

concurrent requirements. The target is to maintain a global standard for their HRIS.

Various software is used combinedly to manage all the information of the organization. This
software are Empress HRIS, ERP, Legacy and RMC all of which is used by various departments
and branches. Different branches and departments are given different access to the stored

information.

Empress HRIS: This is the primary HRIS software through which most of the HR activities are
performed. Daily HR operational tasks are done through this software. This software tracks all the
employees and workers work performance which is later analyzed by HR professionals for getting
a better understanding of the workforce. This helps the top management devise better HR strategy
for maximizing productivity. This software was created for the sole use of HR department because
it is very user friendly and has lower maintenance. This software also makes it very easy to correct

previously made mistakes.
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My Dashboard
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Figure 4: Employee Information page of HRIS

(22 Renata umimeD

My Dashboard | Employee ¥ ' Attendance v = Leave ¥  News&Notice Y | Surveyv  Vehicle ¥ Recruitmentv eBoard v MyBoard = About

HOME

Welcome to Human Resources Information System

Office Time: 08:30:00 - 17:00:00
My Time: 15:01:15

QUICK LINK
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Outstation (05) Application

Leave Application

Vehicle Requisition

Change Password

Figure 5: Home Page of HRIS
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2.6 Industry and Competitive Analysis

2.6.1 Porter’s Five Forces Analysis

Bargaining Power of Suppliers: MODERATELY LOW

The pharmaceuticals industry of Bangladesh imports around 90 percent of its raw materials from
various countries like France, Italy, Germany, UK, China etc. This variety has made sure the
suppliers can’t hold more power as Renata Limited is not dependent on any single supplier. If a

supplier is not cooperating, then Renata Limited can simply switch suppliers.

Bargaining Power of Buyers: EXTREMELY LOW

In this industry the buyers are spread out and has very little power to affect the price of the
products. The doctors write prescriptions to the end users which they must follow because of which
they have no bargaining power. The brand’s identity in the market is in the hands of the doctor.
The pricing is regulated and dictated by the National Pharmaceutical Pricing Authority according

to government’s policies.

Competitive Rivalry: HIGH

There are around 300 pharmaceuticals company operating in the pharmaceuticals industry of
Bangladesh. According to the IMS-Health, the top 10 companies have a market share of 68.5
percent. The competition is so fierce that when a pharmaceutical company launches new medicine
the others also produce that same medicine. This makes research and development more costly as

return on investment gets lower.

Threat of Substitution: LOW

Only a few substitutes can be found for medicine. Some substitute of medicine which can be found
in Bangladesh are ayurvedic, unani, herbal and homeopathic drugs. But many of them are not a
viable solution for treating most of the diseases and sicknesses. Therefore, the threat of substitution

is quite low.
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Threat of New Entrants: MODERATELY LOW

It is very difficult for new companies to enter the market due to the large organizations such as
Square, Incepta, Beximco etc. These large organizations price the products so aggressively that a
new organization would not be able to meet that price simply because the new company would
lack volume. Another entry barrier is the large capital needed to start the business venture which
is why it takes a new company significant time to establish themselves in the pharmaceuticals

industry of Bangladesh.

2.6.2 SWOT Analysis

STRENGTH

Numerous Products: Renata Limited offers a lot of medicine for humans. They offer around 300
pharmaceutical products to humans. A diverse selection of products ensures that the earning

sources is spread out.

Brand Reputation: Renata Limited has a very strong brand reputation as they are the 4™ largest
pharmaceutical company of Bangladesh. They are also the industry leader when it comes to animal
health products.

Good Financial Management: Renata Limited has made several successful investments and had
a good return. They used these returns to pay off their debt which adds a lot to their earnings

growths.

Innovation: Renata Limited also drives forward innovation in the pharmaceutical industry of
Bangladesh. They introduced SMS and online verification to one of their best-selling products.
The consumers can now use the unique code provided with the product to verify it and check its

expiration date.
WEAKNESS

Decrease in R&D: Renata Limited has decreased their investments in R&D which is reducing the

number of innovations. This will affect their organizational performance in the long run.
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Poor Marketing Plan: The marketing plan and pricing policy of Renata Limited is lacking due
to inadequate knowledge. Because of this, Renata Limited’s sales force often has to face a lot of

challenges when they compete with other competitors such as Square, Incepta etc.

Inconsistent Supplier: Renata Limited often fails to supply various products to the market
efficiently which causes the products to be market out for a few days. This incurs a large cost on

Renata as many potential customers are lost due to not having the products for selling.
OPPORTUNITIES

Potential Growth: The pharmaceutical market of Bangladesh is not fully developed and matured
yet. This leaves a lot of room for potential growth. The market is expanding in size as time passes

and this provides Renata Limited with a great opportunity to expand their business as well.

Increase the Product Range: Renata Limited already has a variety of products in the market. But
there is room for introducing new products which will further diversify the revenue stream and

make it more secure.

No Obligation to the Implementation of Patents: Bangladesh is a developing country and is
lacking far behind the other first world countries. Because of this, Bangladesh is not required to
implement patents and data protection law in the case of pharmaceutical industry until 2033. This
helps Bangladesh compete globally as Bangladeshi organizations can produce patented medicine
without providing any royalty or taking any permission. Renata Limited can take advantage of this

situation and create more high value patented medicine.
THREATS

Increased Domestic Competition: The competition in the domestic market of the pharmaceutical
industry in Bangladesh is extremely fierce. There are a lot of competitors in the market, and
everyone is trying to get hold of more market share. These competitors such as Square

Pharmaceutical, Incepta Pharmaceuticals are a very big threat for Renata Limited.

Increased Foreign Competitions: The foreign pharmaceutical companies of India and China
might enter the Bangladeshi market as Bangladesh can produce patented medicines without
royalty. This would further saturate the already saturated market and will pose a significant threat

to Renata Limited.
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Rising Labor Cost: The inflation in Bangladesh is causing a price hike in everything. The food
and shelter have gotten more expensive for the labors and demand for raising their salaries will
soon be made. This would increase the cost much more and reduce profit which will make Renata

Limited’s survival uncertain in such a fierce industry.

2.7 Summary and Conclusions

Renata Limited is one of the largest pharmaceutical organizations in Bangladesh. They have faced
a lot of obstacles from their inception and have successfully navigated through them. They have
established a reputed brand and created a vast array of products. The management has learned and
adapted all these years by advancing the organization technologically. They have a world class
HRIS for their HR department. Inter departmental communication has been made smoother via
using software. They have a large capable salesforce bringing in adequate amount of revenue for
the organization. Renata Limited have great core strength and a business environment which is
currently working in favor of them. There are some concerns which can cause a lot of problems in
the future. All these concerns can easily be avoided by planning properly and taking initiative in
present. To sum up, as a pharmaceutical company Renata Limited is performing excellently and

has great growth potential.

2.8 Recommendations

| have the following recommendations for further improvements of Renata Limited. These are:

= Take Advantage of Non-Obligatory Patents: As a Bangladeshi pharmaceuticals
company Renata Limited can produce patented medicines without giving royalty. Renata
Limited should take advantage of this opportunity by producing patented medicine within
the country and then exporting them to other countries who doesn’t have access to those
patents. This way Renata Limited can and increase their revenue thus growing their

business more.

» Increase R&D: Renata Limited should invest more on their research and development
because as a pharmaceutical company they must continuously develop new products. If
they can create a new medicine of their own which is extremely effective, then they can

create a revenue source which will generate stable revenue for a long time.

26




Increase Training of Sales Force: Renata Limited should train their sales force more so
that they can stand up to the competitors’ sales forces. The competitors’ sales forces should
be analyzed, and the training program should be updated according to the result of the
analysis. Creating a knowledgeable sales force would help Renata Limited compete more

effectively in such a competitive market.

Improve Supply Line: Renata Limited should also focus more on improving their supply
line and manufacturing plans. There should not be a situation where customers cannot find
the product they are looking for. All the products of Renata Limited should be available
everywhere in Bangladesh. For this, Renata Limited needs to plan the manufacturing
according to the demand and make the supply line more robust. This will pay for itself in

the long term by creating more returning customer.
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Chapter 3: Project Part

3.1 Introduction:

In Renata limited, PSOs are hired in sales pharma division to sell the pharmaceutical products who
are also called field force. PSOs plays an important role for the organization. Selling the products
is the focused goal of a pharmaceuticals company, not manufacturing the products. If the
organizations encounter any difficulties to manufacture the products, they can easily get the
products from a third-party manufacturer or can go for contract manufacturing with other
organizations. It won’t affect the organization’s profit level significantly. But if they can’t sell the
products, it will be a huge problem for them. As a result, for the organization, the main focus is
sales person or the field force. For Renata Limited, the marketing is not done for direct customers.
The targeted customers are the doctors who will recommend Renata’s products in the prescriptions
for human and animals. If the doctor doesn’t recommend, the product will not be sold. Here comes

the role of PSOs. PSOs are a part of sales pharma division. Their main responsibilities are-

e Update the doctors about any new products that Renata launch and describe the medicines
in details.

e Convince the doctor to prescribe Renata Limited’s medicines.

e Make sure the local pharmacy has enough stock of the medicine.

e Give day to day updates to the production units.

After being hired, they get appointed in the field to understand the type of work. If they are capable
of doing the work. If they are determined, they are asked for participating in the in-house training
from field training. They come to Dhaka from their region and take the Field Force Training. After

the training, as per their skill sets, they are given particular region to cover.

To promote the products to the doctors is a difficult job because of the required background
knowledge. None of the PSO have a medical background and the science we learn in our academic
education, is not that much related to medical science or pharmaceuticals knowledge. Therefore,
training them to gain the required KSAs for the job is a must. They are being taught about the
primary knowledge of medical science. Then they corelate the medical science knowledge with
different diseases and to cure the diseases, which medicines are needed, they inform those to the

doctors. These are part of knowledge-based training. After getting the knowledge about what to
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tell the doctors, they focus on how to tell. They learn how to communicate in the most effective
way. Renata Limited conducts training programs for the PSOs to teach them about pharmaceuticals
knowledge, selling skills, communication techniques and many more. The training of the field
force is divided into two parts. One is hard skill training another one is soft skill training. The hard
skill training is based on managing the machine whereas soft skill training is managing the people.
People have different personality traits, social traits and interpersonal communication. Soft skill
training focuses on the communication and leadership. In this report, I am going to give a brief

idea about the field force training development process of Renata Limited.

3.1.1 Background/ Literature review

Successful outcomes of any organization mostly depend on the performance of the employees.
Employees can create competitive advantages as human resources can’t be replicated. Employees
can work effectively if they have the proper knowledge and skills. Not all employees have the
same level of knowledge or skills. Some employees may not have all the qualities and knowledge
that are needed for the job and some may not have the experience to implement their knowledge.
In these situations, performance gaps are created (Rodriguez, J., & Walters, K. 2017).
Organizations have some expectation from their employees. They expect a certain amount of
output after a certain time period. If the employees lack any qualities to complete the job
effectively, they won’t be able to meet the goals that the top-level managements had provided.
This can create performance gap which can lead to dissatisfaction. Therefore, the organizations
should give an opportunity to the employees to grow and learn the key activities that are needed
for the job. Training is the best option to improve employee’s performance (Slavkovié, A., &
Slavkovi¢, V. 2019). From training employees not only can learn new things, they can also learn
how to implement that knowledge in their work place and personal life. When the employees go
through a training program, their confidence level grow up because most of the training programs
are designed with real life case or problems. When they encounter any obstacle in work place, they
can relate the situation with training and solve the problem easily. Training is essential for building
relationship in workplace because in training programs employees’ team up and can learn from

each other (Burton, 2021).
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Mr. Murad, Deputy Training Manager of Sales Pharma Division thinks that training is not only
necessary for gaining knowledge. Moreover, training can change our mentality and way of

thinking. He said,

‘Suppose, suddenly you are asked if you can eat an elephant. The first thought the
participants will have, how this is possible to eat an elephant as it is too big. But the catch
is there are no time line given, but people will not think about this. They will just focus on
the problem which is the amount of meat we consume in our life. We lock our thinking. We
have to break the lock. The trainings help them to think about their personal life in a
different way. That is why the trainings are important. We talk about problems but there
are no actual problems. Problem means we don’t have the thinking capacity to find a
solution to a situation. Problems ae just mental barriers. We have to design the problem,
breakdown the problem. How to find a solution to the problem step by step. In the Field
force training program, we teach the trainees how to do critical thinking. That is why the

training is so important.’

Through training, employees can develop new skills, polish those they already have, increase
performance, boost productivity, and become better leaders. Organizations should take every
step to ensure that individuals perform at their highest levels because an organization is the
culmination of what each employee accomplishes on an individual basis (Elnaga, A., & Imran, A,
2013). Training is necessary to improve employee performance since trained workers will be more
knowledgeable about the requirements of their jobs, have the skills necessary to do their jobs well,
and be able to use new technologies. Then, their level of motivation will rise, which will also assist
to improve performance. The working environment and management style will also lead to optimal

performance, which will help the firm reach its goals successfully (Khan, M., 2012).

Moreover, employees are a company's greatest asset. In this industry, the effectiveness of the
workforce determines an organizations success. Therefore, top management is aware of the value
of investing in staff training to boost productivity and prepare them for the difficulties of today's
cutthroat business environment (Hafeez, U., & Akbar, W., 2015).
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3.1.2 Objective

The main purpose of the report is understanding the overall field force training process in Renata

Limited. I will give a brief discussion about how Renata Limited

1. Broad objective:
e Evaluate the effectiveness of the Field Force Training

2. Specific Objective:
e Giving an overall idea about my internship experience and learning
e Explaining the training design

e To have a clear view of the organization’s overall HR practice

3.1.3 Significance

From this study, we will be able to learn overall idea about Renata Limited and its field force
training program. We will analyze how much effective the field force training program is. The
study contains different opinions about the training program. By analyzing the perspectives, we
will understand how to improve the training program so that, the employees can do better and
contribute more to the organization. This study also contains financial comparison with other
benchmark organization. As a result, we will be able to analyze Renata Limited’s market and

financial position.

3.2 Methodology

In a study titled Effectiveness of a training program in supervisors' ability to provide feedback on
residents’ communication skills conducted by Jundo Perron and Noélle Astrid in 2013, they
interviewed the trainees and used a data analysis software to analysis the qualitative data. Same
way, | plan to use a data analysis software called Nvivo which will make the analysis much more

accurate. This will help me to easily summarize the data and find any underlying trends.

Miner, Ms Amy, et al published a research paper in 2015 which was titled ‘Using Gagne's 9 events
of instruction to enhance student performance and course evaluations in undergraduate nursing
course’. In that research paper they used Gagne’s 9 events of instruction to evaluate the course. In

my report | used 9 events of instruction to give an idea about how aligning training design with
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learning process can influence a training program and how effective the training program become

after using the 9 events of instruction.

In 2015, Rafiq, M. Published a journal in ‘Journal of Entrepreneurship & Organization
Management’. He titled it ‘Training evaluation in an organization using Kirkpatrick model: A
case study of PIA’. In that journal he explained that Kirkpatrick Model is the most suitable model
for evaluating any organization’s training program. As a result, I used Kirkpatrick Model to

evaluate the field force training program.

Both primary data and secondary data will be used in this report to analyze the effectiveness of
field force training program. This report will contain different interviews, survey reports,
perspectives and understanding of underlying reasons. As a result, based on the data collection
method, this report is a qualitative report. This study will be focusing on qualitative data.

Source of primary data

e Primary data for this report is collected from phone interviews of field force department
personnel.
e Some of the primary data is collected from face-to-face interview with sales pharma

divisions’ personnel.

Location Division Department Region Joining Date
Mr. Murad, Head Office Sales Pharma _ _ _
Deputy Training Division
Manager
PSO one Gomti Depot Sales Pharma Field Force Cumilla Region 16-Apr-2022
Division Department
PSO two Turag Depot Sales Pharma Field Force Dhaka-B Region 17-Apr-2022
Division Department
PSO three Surma Depot Sales Pharma Field Force Sylhet Region 10-May-2022
Division Department
Rajshahi Depot Sales Pharma Field Force Rajshahi Region 01-May-2022
Division Department

PSO four
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PSO five Buriganga Depot Sales Pharma Field Force Dhaka-A Region 09-May-2022

Division Department

Tangail Depot Sales Pharma Field Force Tangail Region 09-May-2022
Division Department

PSO seven Kirtonkhola Depot Sales Pharma Field Force Barishal Region 10-May-2022
Division Department

Sr. PSO one Surma Depot Sales Pharma Field Force Sylhet Region 1-July-2020
Division Department

Sr. PSO two Surma Depot Sales Pharma Field Force Sylhet Region 1-July-2020
Division Department

Ex PSO one

Ex PSO two

Table 1: List of Interviewees
For this report, | had to interview the PSOs through phone as they are currently not in Dhaka.
Mobile phone interviews have some benefits and advantages. In 2016, Giugale, Marcelo, et al.
published a book named "Collecting high frequency panel data in Africa using mobile phone
interviews." Measuring African Development: Past and Present. In this book they collected data
through mobile phone interview and they think this is more convenience and cost cutting. As a

result, 1 also collected my data through mobile interview.
Source of secondary data

e Renata Limited website
e Annual report of Renata Limited

e Various website about Renata Limited

3.3 Finding and analysis

Renata Limited tries to find out the performance gap of the employees. To perform skillfully, the

PSOs are needed to have proper knowledge about pharmaceutical and marketing. As they are not
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from the medical background and many of them are not from marketing background, there will be
a performance gap in some of them. There can also be other reasons for the performance gaps.
They might not like the region they are working in or they might also not like the work
environment. There can be many reasons for not performing effectively. Most of the time the

reason for their poor performance is a lack of pharmaceutical knowledge.

3.3.1 Aligning Training Design with Learning Process: Gagnes’ 9 events of
instruction

To guide the training design, there are 9 steps-

L Gaini .

If the trainer can grab the attention of the trainees properly, only then he can inform the trainees
about the objective of the training. Without gaining proper attention, the trainees won’t be able to
understand what is happening and why they are going through training program (Kruse, ,2009).
The trainers of the field force training program try to capture the focus of the trainees by presenting
something interesting or by starting the training program with a game. The trainees are asked what
they want to learn from the training, what they are interested about and what they expect to learn
from the trainer. It can be about the training topics or off topics. This way the attention grows
easily. They think about what they are going to say and brainstorm about the topic. They also listen
to others and try to come up with some unique information. That is how the attention of the trainees

are being captured at Renata Limited.

2. Announce objective;

The trainer has to make sure the trainees understand the objective of the training. Trainers play an

important role in the field force training program. Mr. Murad said,

‘One thing that is most important for conducting the training is the presentation skill of the
trainer, how he communicates with the participants, how he is balancing the mental
frequency and whether he is delivering the lectures at an understanding level of the
participants. If he doesn’t understand the knowledge level and capacity level of the
trainees, the trainees will not understand the topics. It doesn’t matter how smartly and

professionally the trainer delivers his lecture, if the participants are unable to understand
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the training content, the training wont’ be effective. The main skills depend on whether the

trainees are understanding him or not.’

In Renata, the trainers select a particular topic and write down all the core points of the topic. To

announce the objective, three things are expressed.

1. What is the objective of today?
2. What we will gain from today’s topic?

3. How will we replicate this knowledge in realistic situation?

These points should be clear to the participates at the very beginning of the training program. If

they don’t understand these three points, they will never learn from the training.

3. Stimulate recall of past Knowledge:

When the trainees are asked if they know anything about a particular topic, various participants
will answer with various concepts of the topic. By this participation, they will learn better and will
have full attention (Goode, 2018). At the beginning, the trainers of Renata Limited announce the
topics they will cover for the day. For example, they said, today they will cover cybernetic
organism topic. So, the trainers will ask if anyone knows anything about the topic. Some will say
cyber means something related to internet or something network related. Some other will say they
understand what organism is. So maybe cybernetic organism means the relation between organism
and net or electronics. They ask the concepts from every trainee and try to figure a model about

the topic.

4. Present the materials:

The trainer delivers content about the topic and what will be needed to finish the training program.
The field force trainers provide the trainees a schedule of the program, a pen, notepad, dashboard,
meta board, meta card, presentation related every material. They are being introduced with every
training material at the beginning of the session. For example, the trainer will show a presentation
about meta card in PowerPoint. They will teach what is meta and how to use it. Then the
participants are divided in groups and asked to present the pretention in meta card or pictorial
presentation where they have to cut the picture from different paper and co relate them. That is

how the materials are introduce with the trainees.
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5. Provide guidance:

The trainers give some tricks about how to learn the topic better, how the participates will
memorize the topic well and segment the topic. To memorize the learning process better, there are
some games that the trainers play with the participants. For example, they play a game called mine
field where there are some water bottles in the ground and the participants have to tie their eyes so
that they can’t see anything. Other participants have to give him direction so that he can pass the
place without touching the bottles. By this game, the participants will understand directive
behavior. How to give direction to someone and what are the way to give direction. After
participating in the game, some problems are given to the trainees with questions. Then they have
to correlate the answers with what they have learnt through the game. This is how they can catch
the whole topic easily. In another game the participants are tied with a rope and asked to untie
themselves. But they can’t open the knot with hand. This is done for igniting an unconventional

way of thinking rather than conventional thinking.

This is how the trainers give guidance so that the trainees can understand and memories the topics
better.

6. Bring out performance:

The trainers give trainees an opportunity to demonstration what they have learnt in the session.
They divide the participants into small groups and every team is giving different task and
challenges and then the performance is evaluated. The trainers observe the trainees and evaluate

them in a certain criterion. They evaluate who is solving the problems

Quickly and perfectly
In a smart way
In specific measurable way

Avre they being realistic and

AT

Time bounding

These are 5 important criteria by which their performance is being measured.
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7. Giving feedback:
After evaluating the trainees, the trainers give them face to face feedback. The feedback is given
in two ways.

1. Group feedback: In group feedback, the trainers give feedback about how they perform
as a group and what are needed to improve. They point out if they are lacking any
communication skills or leadership skills and how to improve them.

2. Individual feedback: All participants are called one by one and the feedback is given. The
trainers point out their straights and weaknesses. They also give some homework to the

participants for practicing so that they perform better next time.

8. Assessing Performance:

During the training program, the trainers sometime take quizzes, viva and small exams to evaluate
if the trainees are learning as the organization expect them to learn. By this evaluation, they can

compare if they are completing the objective of the training program.

9. Eacilitate Retention and Transfer:

The best output is achieved from real life case studies. Most of the case studies are from real
incidence which occurred in Renata limited. Trainees are divided in groups and given time to
discuss about the case among themselves. They have already learnt how to identify problems and
how to solve them by segmenting the problem into solution steps and prioritizing the order.
Different groups are given different topic. They have to give presentation about how to solve the
problem, what decision should take in that situation to make the situation better. What is their
suggestion. The groups can learn from each other. Here the trainers evaluate the trainees based on
their collaborative behavior. It is an onboard training. And continue this process like a chain is

called ongoing training.

3.3.2 Evaluating the Effectiveness of the Field Force Training Program:

After conducting a training program, organization need to know if the training has been effective
or not. Organizations spend a lot of resources to arrange a training program. So, it is needed to
evaluate how the trainees are performing after the training and how much benefit the organization

is getting from them. The evaluation is also needed to find out if the training has covered all the
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objective of the training program. Evaluation also helps the organization to identify all the
weakness and strengths of the training program which can help them to improve and they can also

perform cost-benefit analysis. There are two kind of training evaluation in Renata Limited-

3.3.2.1 Process Evaluation:

to measure the effectiveness, evaluate the training itself is necessary. If the organization can’t
conduct the training program properly, the trainees won’t be able to learn anything. For example,
you hired a trainer who is really knowledgeable and skillful but doesn’t have the necessary
interpersonal skills to deliver the lecture. As a result, the trainees won’t understand what he is
saying and the training won’t be effective. sometimes the trainees might dislike the training
environment and can lose their motivation to learn. So, evaluating the training process is necessary.

In Renata, the process is evaluated in two ways-

1. Evaluate by trainees: After the training, the trainees give feedback about the training
program. They write in anonymous papers about how they have felt about the content of the
program and the trainers. They write down and keep the answers in a box. Then each of them
picks up a paper from the box and read out loud. In the papers they write about the strengths
and weaknesses about the training program and recommendations. The trainees also rate the
trainers and comment how to improve them so that they can understand better. They also share
what they would like to learn more about and what topics should be added. The HR team
collects all the feedback from the trainees and makes a list about the suggestions. Then the
suggestions are printed and given to the trainers. That is how they try to improve their training

program.

2. Eval he organization: After finishing the training program, the training organizers
and trainers sit together to discuss about the training program. They evaluate themselves about
how well the training program was, what challenges they faced and how to overcome them.
They evaluate each other in an informal way and point out if anything needed to change or
alter about the training program. If they identify that the training program was effective, the
trainees are learning from the training, they feel satisfied about the process and continue the
process. If they feel like there are new methods to make the trainees understand more and to
make the training more effective, they implement those in the next upcoming training program.

That is how the organization evaluate their process by themselves.
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3.3.2.2 Outcome Evaluation: Kirkpatrick model

Only evaluating the training program process is not enough for evaluating the effectiveness. The
main effectiveness will be noticed if there are any changes in the outcome. If before the training,
the trainees were selling 10 products, and they are still selling 10 products after the training, then
it is clear that the training is not effective. The KSAs are supposed to be developed by the training

program. So, measuring the output is really important to evaluate the effectiveness.

The Kirkpatrick Model is probably the best-known model for analyzing and evaluating the results
of training and educational programs. It takes into account any style of training, both informal or
formal, to determine aptitude based on four levels criteria. This model was developed by Dr.
Donald Kirkpatrick (1924 — 2014) in the 1950s. As outlined by this system, evaluation needs to
start with level one, after which as time and resources will allow, should proceed in order through
levels two, three, and four. Data from all of the previous levels can be used as a foundation for the
following levels’ analysis. As a result, each subsequent level provides an even more accurate
measurement of the usefulness of the training course, yet simultaneously calls for a significantly
more time-consuming and demanding evaluation. Undoubtedly, the most widely used and in-
demand method for the assessment of training in businesses nowadays is Kirkpatrick’s system
based around the four levels as guidelines. The Kirkpatrick model has been used for over 30 years
by many different types of companies as the major system for training evaluations. It is evident

that Kirkpatrick’s vision has made a positive impact to the overall practice of training evaluation.

: alnthelld ‘

Reaction

Measure how participants reacted to the
training program. Did they find it valuable?

Figure 6: Kirkpatrick Model
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1. Reaction Qutcome:

Measuring the reaction of the trainees is really important to evaluate the training program because
if their reaction towards the training program is negative, it will mean that they didn’t take the
training program well and didn’t learn anything. So, the organization need to redesign the training
program. If they feel positive about the training program, it will indicate that they did learn and
can work effectively (Smidt, Andy, et al., 2009). After the training program, the trainees are given
a feedback form where they have to answer some question regarding how they felt about the
training program. For example, the question is- Do you think the content of the training program
was easy to understand? The trainees will be given 5 options- Strongly agree, agree, neutral,
disagree and strongly disagree. They have to mark the answers and submit it to the trainers. Then
the trainers evaluate the answer. If the majority of the trainees feel like that, they had a positive
impact from the training program and they are happy with the training program, then the organizers
try to continue the training program as it is. If the outcomes are negative, they call for a meeting
and discuss what to do for better outcome. Almost 90% of the time the trainees have a positive

reaction towards the training program.

2. Learning QOutcomes:

Even though some trainees have positive attitude or reaction towards a training program, they can’t
learn anything from trainings. They may not be sharp and catch the topics well as others. The
training organizers need to evaluate if the trainees are learning from the training program or not
(Farjad, 2012). After done with the training, the trainees sit for a before and after test. By this test,
the trainers understand how much they have learnt. In the beginning of the training program, the
trainees are given some questions about their knowledge, interpersonal skills, attitude etc. After
the training program they are given the same question again. The trainers evaluate their previous
answers with the recent answers. By this, they can evaluate if the trainees are learning or not. They
can also understand if the attitude of the trainees is changing in a positive way. For example, they
might ask ‘What abilities and qualities a PSO need to sale a product? Do you think you have all
those qualities? If you lack some of the abilities, do you know why do you lack them?’ The trainers
evaluate how the PSOs responded before and how they are responding now. By this, the trainers

can understand if their attitude is changing and they are gaining more confidence and skills.
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3. Job Behavior outcomes:

Learning is not the only thing that is expected from a training program. When a company organize
a training program, they expect the employees to learn and use those learning in workplace and
complete the tasks effectively. So, after ensuring that they learnt everything from the training
program, they have to evaluate if they are being able to use those learning in their everyday
activities (Saad & Mat, 2013). This evaluation is done by the supervisor of the PSOs in their
particular region. The supervisor from their department had a perspective about the employees.
After the training, the supervisors observe them and try to notice any development. They evaluate
how the trainees are feeling about themselves. The development level is compared to their previous
performance. The supervisor observes if the PSOs can detect his previous mistakes. Supervisors
conduct the evaluation after 1 week. They observe not only how much they have learnt but also
how much they are able to implement their learning. Implement things in real life is way hard than

learning.

4. Qrganizational Results Qutcomes:

The main objective of the training program is increasing the capabilities of the employees so that
they can contribute to the organization. The field force training program is also designed for that.
After six months of their joining, they go through a performance review. Based on this review,
they get their confirmation letter. Their performance is reviewed dependent on their Rx which is
measured based on their sales and outputs. In the below performance review form, we can see that
an employee’s YTD Rx was 5.85. which means, at the beginning of his joining, his performance
indicator was 5.85. After 6 months, his Rx was 6.37. That points out that his performance is getting
better and organization is getting expected result from the employee. His DSM also evaluated him
based on his attitude and behavior. Thus, the output is measured and evaluate if the output is
satisfactory or not. If the employee’s Rx decreases compared to his previous, that would indicate
that the employee is not making satisfactory output and the DSM won’t recommend his

confirmation.
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3.3.3 Finding and analysis from interview with PSOs

This chapter will discuss about the perspective of the PSOs about how they felt about the training
program. The findings will stablish that the training program is effective for them and they can
work more efficiently after the field force training. For this chapter, | have interviewed seven PSO
from different depot. The interview is given in appendix A. Firstly, this chapter will include the
codding summery of the interview file which is given in appendix B. | generated these codes using
NVivo software. Secondly, this chapter will detail about the factors for which I think the training
program if effective. Finally, the section will conclude with some of the factors which the senior

PSOs and ex PSOs think are disadvantage for the training program.
The PSOs found training effective

The effectiveness of a training program is significance when the trainees bear a positive feelings
and attitude towards the training program. I have interviewed seven PSOs. Each of them shares
the same feelings about the effectiveness of the field force training program. All of them thinks
the training was really helpful for them. If the trainees are satisfied about any training program,
the training program will be effective for them because they will be interested to learn (Fahed-
Sreih, 2020). This thought is supported by PSO 1. He said,

‘The training has been definitely effective for me. Now I can do my job better and know
what | am doing. | improved a lot. | gained so much confident from the training. In this
training the trainers not only teach us topics that are only related to job, they have taught
us many things to improve ourself in personal life. Overall, | am really happy with the
training.’
According to Haywood & Michael (1992), confident workers can complete a task more effectively
that rest of the workers. PSO1 thinks the training was effective for him because it gave him
confident to do better in his workplace. PSO 5 also thinks that he gained a lot of confidence from
the training program because he has the overall idea about what to do and how to do that perfectly.
In the field force training program, the main objective is teaching the trainees about knowledge
about medicine and sale techniques. According to PSO 3 & PSO 4, the training is effective because
the training topics covers a lot of medicine and sales area which is the ultimate goal of the training
program. Read & Kleiner (1996) supports this idea and said, most of the time if a training program

is effective or not depends on the fulfilment of the training objective. PSO3 states,
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‘It was very effective for me because as I stated earlier, the training covered a lot of areas
related to sales within this industry. | believe the topics were presented in an easy and
understandable manner which helped me quickly gasp the concepts.’

PSO 4 also said similar thing. The basic knowledge he learnt from the training made the training

effective for him.

‘The training session is effective because it manages to teach lots of basic knowledge to a
lot of unexperienced employees within a short time. | believe everyone has learned a lot

about their job role at the end of the training session.’
The PSOs found the training necessary

Most of the time every training program is organized because of the performance gap or knowledge
gap. As a result, the trainees should have the attitude that they lack something and the training
program is necessary for them. If they have this mind set, they will be able to learn from the
training program. On the other hand, if they think that the training is not necessary for them, they
won’t be able to learn anything. According to (Pont, 2003), if the employees realize that they need
the training, if will be much more effective than if the organization thinks the employees need
training. All employees lack different things from each other. So, the necessity of the training
program also varies from each other. All of the PSOs that | interviewed had the necessity to go

through the training. PSO 1 claims,

‘Iam from Bangla background. | didn’t know anything about medical science. When | was
in field, I felt many difficulties. After the training, now I know the basics and it helped me

a lot. Without the training I couldn’t learn this much just with experience.’

Though PSO 6 has a lot of marketing and sales experience, he doesn’t have any pharmaceutical
knowledge. The training was necessary for him because he wanted to learn about pharmaceuticals

and medicine. He said,

‘Even though I have a lot of experience being a salesperson, I had zero experience of
working in this pharmaceutical field. I believe that my previous experience would not be
enough to do my job properly in this sector. The training have me a way to connect my
previous experiences to this industry which I believe has helped me more. So, | believe the

training was very important for me.’
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Wagonhurst (2002) said one of his research projects that, organizational training is the most
suitable way of learn something new in a new workplace. The PSOs also think that the training is
necessary for them as it is a new workplace for them and they need to learn many things about

their new job and responsibilities.
They gained from the training

Every training takes place because the organization wants to teach the employees some particular
things that they may not have learnt. Gaining knowledge or skills about the job is an important
part of the training program. From the field force training, The PSOs had gained different kind of
knowledge and skills. For example, PSO 1 have gained knowledge about medical science. He said,

‘1 didn’t know anything about medical science. After the training, now I know the basics

and it helped me a lot.’

He wasn’t good at communicate with other people either. But in the training program they had to
go through many group activities. As a result, he learnt how to communicate effectively. PSO 2

had gained the technical knowledge and pharmaceutical knowledge from the training. He states,

‘I was confident at the beginning that I would be able to do this job without requiring this
training. But when the training started, | understood immediately that there were so many
things I didn’t know about this industry. This training program built up my technical
knowledge about the pharmaceuticals industry without which I will not be able to do my

job at all.”
They developed their skills

The PSOs developed many other skills beside the pharmaceutical knowledge and marketing skills.
The training is designed in a way so that the trainees can improve their interpersonal skills and job

related every skill. PSO one said,

‘I learnt how to communicate effectively. I am an introvert person and | couldn’t
communicate with another person effectively. While 1 was in the training program, | had
to work in group and communicate properly. | also participated into some role-playing

play so that I can learn how to communicate better.’
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PSO 2 also developed his skills from the training. He said,
‘[ believe the training has improved my persuasion skills. | had very little practical
experience before attending this training which is why | had a low persuasion skill. |
always failed when trying to persuade someone. This training has shown me how can |
practice it alone and develop this skill further.’
‘My client engagement skill has improved because of this training. The training did a good
job on focusing on the key points of client engagement which made it easier for me to

understand the training materials’ PSO 3 stated this in the interview.

3.3.4 Issues faced by the trainees

While I was taking the interview of Senior PSOs and ex PSOs, they brought up some issues which
they encountered while they were having the training program. They think these issues might be

work like disadvantage for the training program. Those are-

Covid-19 Issue

There are also some difficulties that the PSOs had encounter during the training program. Covid-
19 had affected the whole world and stopped our normal life. Many organizations had to shut down
where many tried to continue via online. The corona situation also effected the training program.

Sr. PSO one for example, stated,

‘I'had my field force training in 2020 when covid started to spread. So, we had to go back
from Dhaka and the training was online. For this reason, we missed many things. It was
hard for me to understand everything in online classes. Now when | see recent batches and

how they are learning face to face, | wish | could learn these in the beginning.’

Due to covid, for a longtime the training program was online and the trainees couldn’t learn much
as the training program is designed to learn from different fun activities and through group

interactions. Senior PSO two also faced the same situation. He said,

‘In our PSO training program, we learn sells technique and practice with each other. But
due to covid we were not able to seat together and practice those things. As a result, a gap
was created and many of us couldn’t perform well. But luckily with time we learn how to

communicate effectively and now we are doing good.’
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The trainers also had to face some difficulties in the covid situation. Giving training online is really
a difficult thing to do as the trainers can’t get feedback from the trainees. The participation of the
trainees also reduced during online training. Mr. Murad, deputy training manager of sales pharma

division said,

‘We trainers have to make sure if the trainees are understanding everything and they are
able to learn from us. It’s much easier to interact with them and understand their mind
when we conduct the training face to face. There are many things that they can ’t learn from
book and need practical knowledge to be good at them. It was hampered during covid and
it was also hard for us to teach them. We couldn’t understand if they are getting what we

are saying and trying to teach.’

Training location issue

Another issue with the training program is, the trainees have to come from their region and join
the training in Dhaka. This is sometimes inconvenient for them. Ex PSO one feels that if the

training was placed in different region, it would be convenient for them. He said,

‘I am from Rajshahi and | had to come dhak and join the training. As the training was
mandatory, | had to come. but it was difficult for me to stay away from my family for a long
time. Though | enjoyed the training a lot and learned many things from there, 1 still feel
like if I could attend the training from my workplace, it would have been better. Many other

trainees also think the same.’

Ex PSO two also said something similar but he had a different view in this topic. He pointed out

why the training is located in Dhaka. He explained,

‘Sometimes it is hard for us to join the training program. We also raised the question why
they can’t conduct the training program in different location. But if they want to conduct
same training in different place, it will cost them a lot. I think it is a fun experience to join
the training program in Dhaka. In my region | only knew 10-12 P.S.Os. But when we
attended the training program in Dhaka, P.S.Os from other district also came and we had
a really good time. We learnt About Each other’s culture. It was really an exciting
program. Even though I am not with Renata right now, I think the training program helped

me a lot.’
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Adjustment Issues

Some of the trainees may have faced the adjustment issue during the training program. As the
training program is located in Dhaka, the trainees had to come here to join the program and they
had to stay in Mirpur dorm. For many of them it is a new experience and they sometimes had

issues with this. Ex PSO one said,

‘I saw many of my colleagues in Renata was struggling with the new environment in the
beginning. Sometimes this is hard to adjust in a new place with new people. But
eventually with time they overcame the situation. It is normal for some people to react

differently in new place.’
No further evaluation

In Renata limited, after six months of conducting the field force training, the trainees go through
an evaluation where their DSM observe their progress and recommend them for confirmation.
After that no further evaluation take place for them. Mr. Murad, deputy training manager of sales
pharma division feels like this is a common problem with every organization in our country. He

said,

‘The main issue with every organization is they don 't want to spend their time or resources
for the employees. We Bengalis like to cut tree with dull axe. If we sharp the axe and then
work with it, our job will be easy and we can do effectively. But we don’t do this. If we try
to find our employees performance gap, we have to also find the reason behind the
performance gap. We need to evaluate them in a daily basis so that we can understand
their problems and work with them. Someone might not do that much good because he
forgot some topic or he is having other issues. If we want effective performance from them,

we have to evaluate them in a daily basis.’

3.4 Summary and Conclusion

The field force training program is an essential part of Renata Limited. After their joining in the
organization, the Professional Service Officers go through a training program where they are
introduced to pharmaceuticals topic and selling skills. This training program helps the trainees to

understand more about their job and their skills. As they don't have any pharmaceutical or medical
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knowledge, this training is an essential for them. From this training they can learn about
pharmaceutical industries, medical science, HR activities and marketing strategies. The trainees
think this training program is effective because they are learning from this training and their skills
and developing. | also think the training program is effective because the employees that |
interviewed had a positive attitude about the training program. All of them said that the training
program was really effective for them and necessary for them. They have developed a lot of skills
from the training program like marketing skills, negotiation skills, communication skills and
others. They also think the training program changed their attitude and way of thinking. They feel
more confident about themselves and they are doing their job better and efficiently. Some of the
employees had some issue with the training program which they think can be a disadvantage for
the training program. Covid-19 issues, location issues, adjustment issue and no further evaluation
are some of them. Every training program has some advantage and disadvantage. For the field
force training program, the advantages are way more than the disadvantage. As a result, | think the

training program was really effective and Renata Limited should continue this training program.

3.5 Recommendation

These are my recommendations for improving the training of Renata Limited.

e Follow-up evaluation by factory HR twice a year: After being done with the training,
the PSOs are evaluate after six months for confirmation. There is no further evaluation for
them. The factory HR should evaluate them regularly so that if there is any performance
gap, they can find out if the performance gap is for lack of knowledge or the employee
have any other issues. If the employees need some more training or they need the field
force training again, the factory HR should let the sales pharma department to know and
take necessary steps.

e Online training program: Joining the training in Dhaka can be a problem for some of the
employees. Renata can conduct the training program online. Renata has 19 depots all over
Bangladesh. The PSO can go to their nearest depot and join the program from there. As a
result, it will be really cost cutting for Renata. The PSOs can create groups and do their

group works as there will be other PSOs too. Renata can use resources like laptops and
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projectors so that it will be more convenient for the PSOs. The factory HR can observe

them and report to the trainers.
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Appendix A

Interview with PSO 1
1. How was the overall training program and what have you learnt from the training?

The training was really good. | have learnt a lot from the training program. | developed

some medical science related knowledge and also interpersonal skills.
2. What kind of interpersonal skills have you learnt?

| learnt how to communicate effectively. I am an introvert person and | couldn’t
communicate with another person effectively. While | was in the training program, | had
to work in group and communicate properly. I also participated into some role-playing play

so that | can learn how to communicate better.
3. Do you think the training was necessary for you?

Yes, I am from Bangla background. I didn’t know anything about medical science. When
| was in field, | felt many difficulties. After the training, now | know the basics and it

helped me a lot. Without the training | couldn’t learn this much just with experience.
4. Do you think the training was effective for you?

The training has been definitely effective for me. Now | can do my job better and know
what | am doing. | improved a lot. | gained so much confident from the training. In this
training the trainers not only teach us topics that are only related to job, they have taught
us many things to improve ourself in personal life. Overall, I am really happy with the

training.
5. Do you have any recommendation about the training program?

Overall, I am happy with the training program. | don’t exactly have any recommendation.
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Interview with PSO 2

1. Can you explain how the training program has helped you to be better suited for your
job?

| have completed my education from a marketing background. So, | already had a pretty

good understanding of how marketing works. To tell the truth, 1 was confident at the

beginning that I would be able to do this job without requiring this training. But when the

training started, I understood immediately that there were so many things I didn’t know

about this industry. This training program built up my technical knowledge about the

pharmaceuticals industry without which | will not be able to do my job at all.

2. After completing the training, which of your skills you believe has improved?
| believe the training has improved my persuasion skills. 1 had very little practical
experience before attending this training which is why | had a low persuasion skill. I always
failed when trying to persuade someone. This training has shown me how can | practice it

alone and develop this skill further. The training

3. Do you think the training was necessary for you?
The training was very much necessary for me. | am a fresh graduate and have very little
practical experience of being a salesman. This training helped me connect mt sales skills

with the real world. Because of this, | am certain this training was necessary for me.

4. Do you have any recommendation about the training program?
| believe the training program could be made more attractive by using gamification. There
were certain parts of the training program which felt quite boring, and this made it harder
to concentrate. Gamifying would encourage more participation from the trainees and make
the program more memorable. Those certain boring parts of the program could be improved

this way.

Interview with PSO 3

1. How was the overall training program and what have you learnt from the training?
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The training program was very helpful for me. Before the training, I didn’t know how to
sell medicines. This training program has given me a glimpse on how sales work in this
industry. Along with that, | found the overall environment of the training program very

nice.

. After completing the training, which of your skills you believe has improved?
My client engagement skill has improved because of this training. The training did a good
job on focusing on the key points of client engagement which made it easier for me to

understand the training materials.

Do you think the training was necessary for you?
Yes, the training was certainly necessary for me because it covered a lot of important topics
related to sales in the pharmaceutical industry. Going in the filed without this knowledge

would have made my job a lot more difficult.

How effective the training session was according to you?
It was very effective for me because as | stated earlier, the training covered a lot of areas
related to sales within this industry. | believe the topics were presented in an easy and

understandable manner which helped me quickly gasp the concepts.

Do you have any recommendation about the training program?
| believe the training program should use more visualization to make the points clearer and
make the presentation more attractive in general. This would help with retaining employee’s

attention during the training program.

Interview with PSO 4

1. How was the overall training program and what have you learnt from the training?

I believe it was organized and conducted properly. There are a lot of things which I have
learned from this training program. One of the important things | learned was how to

properly approach and convince the client to buy the organization’s products.
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. What kind of interpersonal skills have you learnt?
| have learned negotiation skills from this training program which will be very useful for
me. The training showed how to masterfully negotiate with the clients so that | can sell the

maximum quantity of products.

w

Do you think the training was necessary for you?
| believe this training is not only necessary for me but also necessary for everyone who will
be working in this job role. This training provides all the necessary basics a marketer would

need to properly do his job which is why | view this training as a must.

4. How effective the training session was according to you?
The training session is effective because it manages to teach lots of basic knowledge to a lot
of unexperienced employees within a short time. | believe everyone has learned a lot about

their job role at the end of the training session.

o

Do you have any recommendation about the training program?

The training session was good. | don’t think | have any recommendation.

Interview with PSO 5

1. Can you explain how the training program has helped you to be better suited for your
job?
The training taught me a lot of valuable lessons which are a must for doing my job such as
market knowledge, client engagement, negotiation skills, administrative task ect. The
training has built a solid base of all of these things in me which | can develop myself now

while performing my job responsibilities.
2. After completing the training, which of your skills you believe has improved?

After successfully completing the training, my client engagement and negotiation skills have

improved, my market knowledge have expanded and my confidence level have increased.
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3. Do you think the training was necessary for you?
Absolutely. The training session played a vital role in building my confidence and making
me prepared for my job responsibilities. Without it, | surely would have a lot of trouble

fitting into this new job role. Because of this I believe the training was essential for me.

4. How effective the training session was according to you?
The training section was super effective for me as it has instilled a lot of confidence in me.
Without the training program, | would have to enter this new job blindly as I have never
marketed products for the pharmaceuticals industry. Now, | can confidently start my new

job as I have a general idea how the job would be and how can | perform it successfully.

5. Do you have any recommendation about the training program?
| do not have any recommendation as | have found the training program quite effective and

it has been quite useful for me.

Interview with PSO 6

1. How was the overall training program and what have you learnt from the training?
| found the training program to be very useful for me as | am changing my industry. I have
a lot of sales experience but very little knowledge about medicines. This training program
did fantastically in training me how to conduct sales meetings in this industry. Now, I

believe I will be able to successfully convince a client to buy my products.

2. After completing the training, which of your skills you believe has improved?
This training has taught me new ways | can communicate with the clients and make them
feel comfortable. It enabled me to develop my communication skill more so that | can get

clients to trust me more.

3. Do you think the training was necessary for you?
Even though | have a lot of experience being a salesperson, | had zero experience of

working in this pharmaceutical field. | believe that my previous experience would not be
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enough to do my job properly in this sector. The training have me a way to connect my
previous experiences to this industry which I believe has helped me more. So, | believe the
training was very important for me.
4. How effective the training session was according to you?
Being new in this industry | had very little knowledge about this industry and was uncertain
about this new job. But now | am very comfortable with my decision to join this job and am

very comfortable with it. So, | can safely say that the training was very effective.

5. Do you have any recommendation about the training program?

| don’t think the training can get better than this so | have no recommendation.

Interview with PSO 7

1. How was the overall training program and what have you learnt from the training?
| found the training program to be quite good but a little bit boring at times. But | have
learnt a lot of things about sales and the industry and interpersonal skills. So, overall the

training program was good.

2. What kind of interpersonal skills have you learnt?
| have learnt how to be more approachable and have a nice attitude so that I do not make the
clients uncomfortable. I learned about how I can build a business relationship with the client

and how to successfully manage it.

3. Do you think the training was necessary for you?
There is no doubt that | needed this training program. There are a lot of things that the
training program taught me which I didn’t know before but would need in the future. Starting
as a new salesman, | lacked a lot of skills and knowledge which | believe the training

program has taught me.

4. How effective the training session was according to you?

58




Very effective. The training program has set me up with the right knowledge and skills for
overcoming all the challenges to come. I can say that with a confidence which I did not have
before attending the training session. So, it is very easy to see that the training program was

very competent.

5. Do you have any recommendation about the training program?
No, | don’t have any recommendation. | was happy with the training.
Interview with senior PSO one

1. When you did your Field Force training program? How was the experience?
I had my field force training in 2020 when covid started to spread. So, we had to go back
from Dhaka and the training was online. For this reason, we missed many things. It was
hard for me to understand everything in online classes. Now when | see recent batches and
how they are learning face to face, | wish I could learn these in the beginning.

2. How was your experience with the training program?
The experience was good. | have learned a lot from the training.

3. Do you have any recommendation about how to make the training better?

No, | don’t have any. It was a good experience for me.
Interview with senior PSO two

1. Did you attend the field Force training Program online?
Yes. For covid-19 we were not able to join the training physically. So, we finished the
training online.

2. Do you think it affected your learning?
In our PSO training program, we learn sales technique and practice with each other. But
due to covid we were not able to seat together and practice those things. As a result, a gap
was created and many of us couldn’t perform well. But luckily with time we learn how to
communicate effectively and now we are doing good.

3. So, how was your overall experience? Are you able to use your learning in your job?
My overall experience was good. | learnt a lot of things. The training was useful for

everyone.
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4. Do you have any recommendation about the training?

No, | don’t have any recommendation. | think everyone enjoys the training.

Interview with Ex PSO one

1. While you were at Renata, did you enjoy your Training? Was it effective for you?
Yes, | enjoyed my training a lot and the training was really effective.

2. Do you have any recommendation about the training program?

I am from Rajshahi and | had to come dhak and join the training. As the training was
mandatory, | had to come. but it was difficult for me to stay away from my family for a
long time. Though | enjoyed the training a lot and learned many things from there, 1 still
feel like if I could attend the training from my workplace, it would have been better. Many

other trainees also think the same.
Interview with Ex PSO Two
1. Do you think the Field force training was effective for you while you were in Renata?

Yes, the training was effective.

2. Do you think for the location of the training you had any issue?

Sometimes it is hard for us to join the training program. We also raised the question why
they can’t conduct the training program in different location. But if they want to conduct
same training in different place, it will cost them a lot. | think it is a fun experience to join
the training program in Dhaka. In my region | only knew 10-12 P.S.Os. But when we
attended the training program in Dhaka, P.S.Os from other district also came and we had a
really good time. We learnt About Each other’s culture. It was really an exciting program.

Even though | am not with Renata right now, | think the training program helped me a lot.
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Interview with Mr. Murad, Deputy Manager of sales pharma department

1. Why do you think the training is important?

Suppose, suddenly you are asked if you can eat an elephant. The first thought the participants
will have, how this is possible to eat an elephant as it is too big. But the catch is there are no
time line given, but people will not think about this. They will just focus on the problem which
is the amount of meat we consume in our life. We lock our thinking. We have to break the
lock. The trainings help them to think about their personal life in a different way. That is why
the trainings are important. We talk about problems but there are no actual problems. Problem
means we don’t have the thinking capacity to find a solution to a situation. Problems ae just
mental barriers. We have to design the problem, breakdown the problem. How to find a
solution to the problem step by step. In the Field force training program, we teach the trainees

how to do critical thinking. That is why the training is so important.

2. What do you think is the most important factor for making the training effective?

One thing that is most important for conducting the training is the presentation skill of the
trainer, how he communicates with the participants, how he is balancing the mental frequency
and whether he is delivering the lectures at an understanding level of the participants. If he
doesn’t understand the knowledge level and capacity level of the trainees, the trainees will not
understand the topics. It doesn’t matter how smartly and professionally the trainer delivers his
lecture, if the participants are unable to understand the training content, the training wont” be

effective. The main skills depend on whether the trainees are understanding him or not.

3. Did the trainers faced any issues while conducting the training?

We trainers have to make sure if the trainees are understanding everything and they are able to
learn from us. It’s much easier to interact with them and understand their mind when we
conduct the training face to face. There are many things that they can’t learn from book and
need practical knowledge to be good at them. It was hampered during covid and it was also
hard for us to teach them. We couldn’t understand if they are getting what we are saying and

trying to teach.
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4. What you think are the other issues about field force training?

The main issue with every organization is they don’t want to spend their time or resources for the
employees. We Bengalis like to cut tree with dull axe. If we sharp the axe and then work with it,
our job will be easy and we can do effectively. But we don’t do this. If we try to find our employees
performance gap, we have to also find the reason behind the performance gap. We need to evaluate
them in a daily basis so that we can understand their problems and work with them. Someone
might not do that much good because he forgot some topic or he is having other issues. If we want

effective performance from them, we have to evaluate them in a daily basis
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Those parts can be covered with more pictures or visualization so that they can keep the trainees’ interest high all the way through.
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