
in Bangladesh

Business Journey Map of



Business  Journey Map of
Restaurant  Industry in Bangladesh 

Research Advisory Panel 

Dr. Dewan Muhammad Humayun Kabir 

Anir Chowdhury

Manik Mahmud

Research  Supervisor

Mohammad  Salahuddin 

Researched  & Collated by
 

Mst. Shammy Akter

Muhammad Shameem Kibria

Sharif Mohammad Rezaul Karim   

Md. Shafat Hossain

Tanvira Tabassum

Iffat Jahan

Jahir Emam

Shakera Nahar

Mohammad Nazimuddin 

Mayeesha Farzana Mou



Table of Contents 

Chapter 1: Introduction ..................................................................................... 

Chapter 2: Business Journey Map of Restaurant Industry in Bangladesh .......... 

Chapter 3: Pain Points Identification & Way Forward to avail G2B Services for 

Restaurant Industry........................................................................................... 

Chapter 4: Concluding Remark ........................................................................ 1
Annex-I: Participant List .....................................................................................i
Annex - II: User Journey Map to Avail G2B Services for Restaurant Industry ... ii

i i

. i

i

i

. i

. i

. x

. i

. i
.
. i

. i

. i

Annex II: Questionnaire to Collect Data to Design Business Journey Map, User 
Journey Map to avail G2B Services, Pain Points & Way Forward ..................xx x

x



 | P a g e

Chapter 1: Introduction 

1.1 Background of the Study 

1.2 Structure of the Workshop 

1.3 Objectives of the Study 



 | P a g e

1.4 Reason to Choose the Sector 

Chapter 2: Business Journey Map of Restaurant Industry 
in Bangladesh

 
 

 
 

 

  
 

  
 
 

 
 

 

 
 
 

 
 

  

 

  
 

 
 

  
 

 
 
 

2.1 Business Journey Map of Restaurant Industry 



2.2 Story Telling of a Restaurant’s Business Journey Map 
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G2B Services for Restaurant Industry 

3.1 Required G2B Services for Restaurant Industry in
 

No. G2B Services Issuing Agency 

1. 

2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10.  
11. 
12.  
13.  
14.  
15. 

NOTE: Annex-1.

3.2 Pain Points Identification & Way Forward to Ensure SPS 

3.2.1 Pain Points Identification & Way Forward based on User Journey Map: 

N
o 

G2B 
Service 

Pain Points/
Statement 

Way 
Forward 1.  

2. 

3. 

4.  

Chapter 3: Pain Points Identification & Way Forward to avail 
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No G2B Service Pain Points /Statement Way 
Forward It takes a long time than the time 

stated in the citizen charter to avail of 
the CM License and Packing 
Registration. 

 
 

 

 

Most of the restaurants are established 
in the residential area. On the other 
hand, the Department of Environment 
is not allowed to issue Environment 
Certificate to the organization that is 
established in a residential area. 

Note:
Restaurants require Orange-A 
Environment Certificate. 

  Entrepreneurs informed that no 
problem is faced while availing the Fire 
Certificate. 

- 

 

 

There are the requirement of specific 
license/permission/ certificate/ 
approval, etc. to operate a restaurant 
business in Bangladesh. Moreover, 
imposing a burden of License and 
Registration to be availed from the DC 
Office increase the cost of doing 
business. 

In the new normal era after the 
withdrawal of general holidays 
announced for the pandemic, 
Entrepreneurs are getting frustrated 
for imposing such a cost burden upon 
them. 

In their point of view, there is no 
necessity of availing License and 
Registration from DC Office as they 
have already registered their 
organization as Restaurant for Trade 
License. 

It is very much difficult to arrange the 
documents prescribed by the DC Office 
to be submitted to avail Registration 
and Licenses for Restaurant as these 
are kept confidential by land/building 
owners. 

Note: 
Reference to Bangladesh Hotel & 
Restaurant Act 2014 and Bangladesh 
Hotel & Restaurant Policy 2016, all the 
restaurants are bound to avail 

BSTI should be accountable 
to provide G2B service on 
time.

Criterion to provide 
environment certificate to the 
restaurant established 
in the residential area should 
be restructured. 

The fee of registration, 
license, and renewal of 
license for Restaurant is too 
high to avail for the 
restaurant industry. It should 
be considered. 
(Note: It requires TK 
1,500-TK 4,5000 for 
Registration, TK 3000-TK 
25,000 for Registration and 
TK 3,000-TK 15,000 for 
Renewal of License). 

•If possible, the mandatory
provision to avail 
Registration and License for 
Restaurant should be 
considered as they are 
registered as Restaurant to 
have Trade License. 

•List of documents
required for Registration and 
License of Restaurant should 
be rearranged.

The Licence
of Restaurant
from DC
Office  

Environment
Certificate 
(Orange A)

Registration
of Restaurant
from DC Office

9.

8.

7.

6.

5.

Fire Certificate

Packing
Registration 
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No G2B Service Pain Points/Statement Way Forward
Registration and License of Restaurant 
from the DC Office. 

10. Health
Certificate

Entrepreneurs informed that to get a 
health certificate from the Civil 
Surgeon Office, they are bound to pay 
from TK 300-1000 to the 
middlemen/brokers to have each 
certificate. 
Most of the officers of the Civil 
Surgeon Office are not aware of the 
G2B services provided from their end. 
This information is found while talking 
with an Assistant Civil Surgeon 
regarding the information on Health 
Certificate issuance.  

Anti-Corruption Commission, 
Ministry of Home Affairs, and 
Ministry of Health and Family 
Welfare should take the legal 
initiative to mitigate the 
intervention of middlemen/brokers 
to avail the Health Certificate 
Health Sector Cadres should be 
trained on the Citizen Charter of 
Ministry of Health and Family 
Welfare at their training session 
after joining. 

11. Entrepreneurs informed that no 
problem is faced while availing the 
IRC. 

12. Import
Permit

 Entrepreneurs informed that no 
problem is faced while availing the IP. 

13. Name
Clearance

RJSC&F provides a Name Clearance 
Certificate online while registering the 
company/entity etc. Entrepreneurs do 
not face any constraints to avail that.  

- 

15. Company 
Registration 

To avail company registration 
certificate, entrepreneurs take 
assistance from the lawyer and 
middlemen. 

A list of registered company lawyers 
or experts along with the service-
wise fee schedule should be 
included in the RJSC&F website to 
mitigate the intervention of 
middlemen/brokers. 

16. Entrepreneurs informed that no 
problem is faced while availing the Fire 
Certificate. 

- 

17. Citizen
Charter

 Citizen Charters to avail G2B services 
are available on the website of the 
government agencies. Citizen Charter 
contains all the relevant information on 
cost, process, required document, steps, 
incumbent office, etc. to avail G2B 
services from concerned government 
ministry/ agencies/ organizations, etc. 

But, most of the entrepreneurs are not 
aware of that service/documents. 

 
Hover Effect would be used on the 
1st

 page of the website to draw the 
attention of the visitors. 

Awareness and outreach program 
jointly organized by the a2i, MOC, 
and concerned private and district 
level chamber and associations to 
inform them about the citizen 
charters may increase the level of 
awareness of the business 
entrepreneurs.

Initiative could be taken to prepare 
Audio Video Tutorial (AVT) for the 

Factory Plan & 
Layout Approval 
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No G2B Service Pain Points/Statement Way Forward
concerned website to avail required 
G2B services. 

18. Information on sectoral User Journey 
Map to avail G2B services is not 
available. Entrepreneurs have been 
suffering from a lack of information and 
clear guidelines in that respect.  

Private sector business association 
and Ministry of Commerce may 
work together to design and upload 
the sectoral User Journey Maps on 
the website. Later on, the 
associations may take initiative to 
reach the User Journey Maps to the 
members and potential 
entrepreneurs through outreach 
sessions. 

19. While depositing and submitting VAT 
challan, entrepreneurs face barriers as 
there is a lack of online 
interconnectivity among the NBR, 
scheduled bank, and others. 
Entrepreneurs are bound to submit a 
hard copy of the VAT challan to the VAT 
office after depositing it to Sonali Bank. 
This is time-consuming and increases 
the cost of doing business as well. 

A harmonized interlink between the 
websites of NBR, VAT Authority, 
TAX Authority, Customs Authority, 
Bangladesh Bank, and Scheduled 
Banks is the demand of time to 
ensure the proper utilization of 
VAT, TAX, Customs process 
automation. 

20.
 

Lack of proper knowledge and 
awareness, entrepreneurs hire 
middlemen to avail G2B services. It 
creates complexity in the management 
system. Middlemen are not accountable 
to the government as they have no 
institutional recognition. 

To ensure accountability, the 
middlemen system should be 
institutionalized with proper 
training. 
Specific criteria to be the eligible 
registered middleman/consultant 
etc., fee structure, maximum 
processing time, set of documents, 
etc. should be set by the 
government. 

21.

 

There are more than 4500 Union 
Digital Centre in Bangladesh that is the 
wonderful initiative of a2i to ensure 
access to information and 
digitalization.  

Initiative to provide G2B services 
through the Union Digital Centre 
could be helpful to facilitate the 
rural entrepreneurs. 

22. Entrepreneurs of urban are privileged 
than that of rural areas as access to 
information is easier for them. 
Entrepreneurs requested to set a 
Dedicated Business Support Cell in DC 
Office and UNO Office to disseminate 
updated business information, 
statistics, publication, etc. to the 
potential and existing entrepreneurs. 

Dedicated Business Support Cell 
could be established in DC Office 
and UNO Office to facilitate the 
entrepreneurs with proper 
information and assistance. 
Cabinet Division, Ministry of Public 
Administration, FBCCI, and District 
Business Chamber may work 
together to train the Dedicated 
Officials in that respect. 

23. The VAT submission process (stated in 
Chapter 2.2) is not fully automated. 
Entrepreneurs need to submit the VAT 
challan to the VAT office physically. 
 

It is high time to ensure online 
connectivity among scheduled 
banks and NBR to examine the VAT 

Facilitation 
through 
Ministry of 
Commerce 

Interlink 
between the 
Government 
Website 

Institution-
alization of 
Middleman

Expansion of 
the Work 
activities of 
Union Digital 
Centre

Dedicated 
Business 
Support Cell 
in DC Office 
and UNO 
Office 

Ease of VAT 
Submission 
Process 
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No G2B Service Pain Points/Statement Way Forward
On the other hand, 

It is mandatory for traders with 
annual turnover between Tk 50 lakh 
and Tk 3.0 crore to file their VAT 
returns every month with detailed 
information of sales and VAT 
deduction. 
SMEs with lower than TK 50 lakh 
turnover are exempted from paying 
VAT. But they pay VAT every month 
that is set by the VAT Official based 
on their prediction over the last 
month’s sales volume. At the end of 
the year, the total turnover may not 
exceed TK 50 lakh. In that case, 
entrepreneurs don’t get the 
deposited VAT amount back from 
the NBR. 

Chalan receipt online instead of the 
existing process. 
Annual Turnover should be 
considered on a Monthly Turnover. 
So, that entrepreneurs will get relief 
from paying preset VAT based on 
prediction over the last month’s 
sales volume. 

24. Eight government agencies have 
jurisdiction over the operation of 
Mobile Court & Inspection; for 
example, RAB, DC Office, Department 
of Environment, VAT Intelligence, Food 
Safety Authority, etc. 

25.

 

Entrepreneurs deposit AIT against their 
TIN Certificate. But at the end of the 
year, getting the return from AIT is very 
much difficult and the process is 
stringent. 

The system to have return and 
adjustment from the deposited AIT 
should be simplified and fully 
automated. 
AIT policy/rules should be 
upgraded and operationalized. 

26. There is a huge gap among the available 
information flow and awareness of the 
entrepreneurs on the business 
information. Such type of gap causes 
the emerge of middlemen/broker/ third 
party handling mechanisms. 

Workshop and outreach program to 
increase the awareness of 
entrepreneurs on G2B service and 
User Journey Map could be initiated 
with the collaboration of District 
Chamber and Government Agency 
(preferably, Ministry of Commerce, 
NBR, etc.) 

Note: 
World Bank and Business Initiative 
Leading Development are conducting 
such type of outreach program to 
increase the awareness of the Women 
Entrepreneurs of Small and Medium 
Industry on export and import 
procedure. 

27. After investing a specific amount of 
foreign currency, BIDA treats it as FDI. 
Such a threshold creates barriers to the 
inflow of FDI from foreign SMEs.  

To increase the inflow of FDI we 
need to focus on availing FDI inflow 
from foreign SMEs along with large 
and heavy industries. A joint 
venture/ partnership/ collaboration 

Mobile 
Court & 

Inspection 

Advance 
Income Tax 
Deduction 

against TIN 
Number

Workshop 
for 

Associations 
to Increase 
Awareness 

Allow FDI 
from 

Foreign 
SMEs 
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No G2B Service Pain Points/Statement Way Forward

28.

 

A developed backward linkage is a 
backbone of the development and 
sustainable growth of an industry. 
The restaurant and shoe manufacturing 
industries have a well-developed local 
backward linkage industry. 
Raw materials, machinery, and 
ingredients for these industries are 
mostly sourced from local backward 
linkage industries. The development of 
such industries saves foreign currency 
and reduces the cost of production as 
well. 

 

Backward linkage industries 
of the main industries 
should be identified and 
listed properly.

Regulatory & 
Fiscal 

Incentives to 
Develop 

Backward 
Linkage

● BIDA may come  forward to
facilitate foreign SMEs to
invest in Bangladesh.

between local and foreign 
SMEs will improve the 
overall business 
environment of Bangladesh.

Sector-wise regulatory 
assistance and fiscal 
incentives should be 
declared based on their 
demand and gap. 
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Chapter 4: Concluding Remark 
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Annex-I: Participant List 
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Annex - II: User Journey Map to Avail G2B Services for 
Restaurant Industry 

a. Trade License – Commercial Firm
Incumbent Office 

Required Documents – For Fresh Issues 

Required Documents Remarks 
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For Renewal: 

Required Documents Remarks 

Process Map 

A
p

p
li

ca
n

t 
A

D
 B

an
k 

O
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ic
es

 
u

n
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G
D

 

Time and Cost – For Fresh Issuance 

Official Time Limit Approximate Processing Time for Issuing the License 
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Time and Cost – For Renewal 

Official Time Limit Approximate Processing Time for Issuing the License 
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b. Trade License – Manufacturing Firm
Incumbent Office 

Required Documents – For Fresh Issues 

Required Documents Remarks 
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Required Documents Remarks 

Process Map 

A
p

p
li

ca
n

t 
A

D
 

B
an

k 
O

ff
ic

es
 

u
n

d
er

 L
G

D
 

Time and Cost – For Fresh Issuance 

Official Time Limit Approximate Processing Time for Issuing the License 

 
 

 

Time and Cost – For Renewal 

Official Time Limit Approximate Processing Time for Issuing the License 

For Renewal: 
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c. Approval Of Layout Factory Plan and Registration

Incumbent Office 

Required Documents – For Fresh Issues 

Required Documents Remarks 

For Renewal: 

Required Documents Remarks 
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Process Map 
A

p
p

li
ca

n
t 

A
D

 B
an

k 
D

iv
is

io
n

al
/

D
is

tr
ic

t 
of

f D
Iic Ee F

 of

Time and Cost – For Fresh Issuance 
Official Time Limit Approximate Processing Time for Issuing the License 

 
 

Time and Cost – For Renewal 

 

Category Numbers of Workers Renewal Fee (in BDT) 
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d. Name Clearance Certificate for Companies
Incumbent Office 

Required Documents

Process Map 

Image Source: Bangladesh Trade Portal 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 

 
 
 
 

Remarks Required Documents 
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e. Registration Of (Private and Public) Company
Incumbent Office 

Required Documents

Required Documents Remarks 

Image Source: Bangladesh Trade Portal 

Process Map 
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Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 
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f. TIN Certificate
Incumbent Office

Required Documents

Required Documents Remarks 

Steps 

Required 
Documents 

Remarks 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 
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g. VAT Certificate

Incumbent Office 

Required Documents

Required Documents Remarks 

Process Map 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 
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h. Certification of Mark (CM) Certificate

Incumbent Office 

Required Documents - For Fresh Issuance & Renewal 

Required Documents Remarks 
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Process Map 
A

p
p

li
ca

n
t 

A
D

 B
an

k 
B

S
T

I 
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i. Import Permit

Incumbent Office 

Required Documents

Required Documents Remarks 

Process Map 

A
p

p
li

ca
n

t 
C

C
I&

E
 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 
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j. Import Registration Certificate (IRC)

Incumbent Office 

Required Documents – Fresh Issuance

Required Documents Remarks 

Required Documents – Renewal

Required Documents Remarks 
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Process Map 
A

p
p

li
ca

n
t 

B
an

gl
ad

es
h

 B
an

k 
E

P
B

 

Time and Cost – Fresh Issuance 

Official Time Limit Approximate Processing Time for Issuing the License 

Category Value Ceiling of Annual Import Initial Registration Fee 

Time and Cost – Renewal 

Official Time Limit Approximate Processing Time for Issuing the License 

Category 
Value Ceiling of Annual 

Import 
Initial Registration Fee 
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k. Environment Certificate – Orange A

Incumbent Office 

Required Documents – For Fresh Issuance 

Required Documents Remarks 

Required Documents – For Renewal 

Required Documents Remarks 
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Process Map 
A

p
p

li
ca

n
t 

A
D

 B
an

k 
D

ep
ar

tm
en

t o
f 

E
n

vi
ro

n
m

en
t 

Time and Cost - For Fresh Issuance 

Official Time Limit Approximate Processing Time for Issuing the Certificate 

 

Value of Generator (BDT) Environmental Clearance Certificate Fee (BDT) 

Time and Cost - For Renewal 

Official Time Limit Approximate Processing Time for Issuing the Certificate 

 



xxiii | P a g e

l. Fire Safety Certificate

Incumbent Office 

Required Documents – For Fresh Issuance 

Required Documents Remarks 

Required Documents – For Renewal 

Required Documents Remarks 
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Process Map 
A

p
p

li
ca

n
t 

A
D

 B
an

k 
D

ep
ar

tm
en

t 
of

 F
S

C
D

 

Time and Cost - For Fresh Issuance 

Official Time Limit Approximate Processing Time for Issuing the Certificate 

  

Time and Cost - For Renewal 

Official Time Limit Approximate Processing Time for Issuing the Certificate 
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m. Registration of Product Packing

Incumbent Office 

Required Documents

Required Documents Remarks 

Process Map 

A
p

p
li

ca
n

t 
B

S
T

I 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the
License 
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n. Registration of Restaurant
Incumbent Office 

Required Documents

Required Documents Remarks 

Process Map 

A
p

p
li

ca
n

t 
A

D
 B

an
k 

D
C

 O
ff

ic
e 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 

 

 
 
 



o. License of Restaurant

Incumbent Office 

Required Documents (For New Issuance) 

Required Documents Remarks 

Required Documents (Renewal) 

Required Documents Remarks 

Time and Cost 

Official Time Limit Approximate Processing Time for Issuing the License 
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Process Map (New Issuance & Renewal) 

A
p

p
li

ca
n

t 
A

D
 B

an
k 

D
C

 O
ff

ic
e 

p. Health Certificate

Incumbent Office 

Steps to Avail Health Certificate: 
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Annex II: Questionnaire to Collect Data to Design Business 
Journey Map, User Journey Map to avail G2B Services, Pain 

Points & Way Forward 

q. Questionnaire to Collect Data to Design Business Journey
Map & to Identify G2B Services

A. Incorporation of Business

Type of Business (sole/partnership/private ltd) 

Final Products List 

Mode of Financing: 

Manpower/Staff/HR 

Machinery Setup Factory/Kitchen/Manufacturing Plant 
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Factory/Kitchen/Manufacturing Plant Setup 

Warehouse Setup 

Showroom/Display setup 

Shop/Sitting Arrangement Setup 

List of Required Permission/Licenses/Certificates & Business legal 
requirements/frameworks 



xxxi | Page

B. Sourcing/ Manufacturing/ Production Stage

Raw Material Sourcing 

Vendor Selection 

List of Raw Material 

Logistics & Transportation 

Payment Method 
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Raw Material Warehousing 

Production Stage 

Finished Goods Warehousing 

Quality Assurance & Disposal 
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C. Selling/ Distribution Stage
Channel to Reach Final Consumer 

Retail 

Wholesale 

E-commerce/
Online

Money Receiving Method 

Promotion/Advertisement 

After Sales Service/ Review 
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Reverse Supply Chain 

D. VAT/TAX Collection & Submission

VAT Collection Mechanism 

VAT Submission Mechanism 

Tax Return Submission Mechanism 

Part 2: Questionnaire Template to Design User Journey Maps, Pain 
Points Identification and Way Forward 

Name of G2B Service: 




