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[bookmark: _bookmark0]Executive summary
After several years of struggling period, IDLC has become one of the leading Non-banking financial Institutions (NBFIs). IDLC has started their business at 1985 and with much devotion they had become the leader who leads the NBFIs. With achieving the goal,  they also have three subsidiaries – IDLC investment limited, IDLC securities limited, and IDLC asset management limited. The report is regarding the mother company – IDLC finance limited.


At the competitive world, to become successful, focusing on the employees has become the greatest concern. So even the small organizations also try to hold HR dept. The more an organization will focus on its manpower, the more the employees will become  enthusiastic  for work. With the help of the HR dept other dept can also flourish and concentrate at their work without any disruption. The HR dept has many functions to follow  continually. The main goal for HR is to make sure the employees those are working  has maintain  the alignment of the goal of the organization.


This report has been conducted focusing the HR dept  of IDLC  finance ltd.  After completing the 4 months of internship at CED (customer experience  department)  dept  of IDLC  finance ltd Gulshan branch, we came to realize  that each  and every dept needs to work coordinating the whole system. And HR dept play the main role for coordinating staying at the center.   As    I haven’t work at HR dept, my supervisor Samia Mohsin (head of alternative service channel- CED) helped me  enormously to complete  the whole report. She  helped to collect   all the information from the HR dept.


In this report we have described the detail functions of HR dept and provide some analysis and findings. Also, there are some recommendations, that we think need to considered by IDLC finance ltd.
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Chapter 01 Introduction

1.1 [bookmark: _bookmark1]Background of the report
For completing the graduation internship is a must. After completing internship, a student can gather practical knowledge  of job life and thus he  /she can apply  those knowledges  in real life. For those who doesn’t have any idea about job life, it helps enormously and it also helps them enrich their resume. This is where students can  understand the difference  between bookish knowledge and real-life experience. I feel honored as I have completed  my internship at IDLC finance ltd in their Gulshan Branch. This provides a learning opportunity for dealing the customers, how the frontline employees work, how to manage problematic customers etc.     I have also collected enough information about their  HR  department.  Though  I haven’t worked at HR dept, still my supervisor at ILDC helped me a lot. She helped to understand      the working process of IDLC. And others with whom I worked are genuinely helped to get along with the customs of IDLC.




1.2 [bookmark: _bookmark2]Origin of the report
The following is the overview of my internship program at IDLC finance ltd based on my working experience. The origin of the report are given below-
· To understand the work of HR dept of IDLC finance ltd
· To know about their compensation plan
· To understand more about their training, recruitment and selection process and
· To understand how they utilize problem solving skills in their daily work.





1.3 [bookmark: _bookmark3]Methodology of the report
The methodology of the report is given below-
The report has been conducted with the help of primary data and secondary data.
· Primary source – We have taken interview of the customers as well as the employees.
· Secondary source – We have taken information from the Annual report of IDLC 2016 -2017 and the rest of the information is collected from internet.
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1.4 [bookmark: _bookmark4]Scope and rationale of the report
For any organization HR dept plays significant role. The more an organization focus on the Human resource of their company the more likely they are going to establish guaranteed success. As the world around is regularly changing and being even more competitive we have left no option but to focus on our human resource. When a company regularly monitor their employees progress, they can make sure to maintain a relatively  steady  progress.  IDLC  is now one of the famous profit-making leasing company in Bangladesh. They made sure to regularly train their employees to maintain the top position. HRM assist to make sure the workplace is always calm and the peers maintain a good relation with each other rather than being competitive with each other. This report will provide us a full guide about HR dept of IDLC and what significance it holds in their workforce.




1.5 [bookmark: _bookmark5]Significance of the report
IDLC plays a vital role for Industrial development in Bangladesh  and also as  leasing company. Also, it has a strong impact in our economy  as well. Though IDLC  is not bank, it  is more like NBFI (Non- banking financial institution), it offers great deal of help for exchanging the wealth. Through this IDLC has become an inevitable partner  in the growth and progress of this country’s economy.





1.6 [bookmark: _bookmark6]Limitation of the report
The limitations of the report are given below –
· Collecting up to date information  from their server  is a bit  difficult
· The employees of IDLC could not cooperate as they are very busy
· Most of the information was confidential. So, access was very limited.














Chapter 02 Company profile

2.1 [bookmark: _bookmark7]Overview of IDLC finance ltd

IDLC finance LTD commenced its journey in 1985, as the first  leasing  company  of the country with multinational collaboration and the lead sponsorship of the International Finance Corporation (IFC) of the world bank group. Technical assistance was provided by Korean Development Leasing Corporation (KDLC) the largest leasing company of the Republic of South Korea.
The Unique institutional shareholding structure composing mostly of financial institutions helps the company to constantly develop through sharing of experience and professional approach at the highest policy making level.
IDLC offers  a variety of financial services  and solutions  to institutional and individual clients to meet their diverse and exclusive requirements. The product offerings include  Lease financing, Team finance, Real estate finance, Short term finance, Corporate finance, Merchant banking, Term deposit schemes, Debentures and Corporate advisory service. IDLC has also established two wholly owned subsidiaries – IDLC securities limited which offers full-fledged international standard brokerage services for both retail and institutional clients. IDLC investments are a leading brand for investment banking  in the country. The  company is devoted to viable business practices and durable financial performance. The company is committed to maintain the utmost standards of ethics and compliance by its employees.
Employees are required to follow the company’s code of conduct. It is also associated with a variety of CSR activities. In order to fulfill  the customers  requirement  IDLC  continues to play a leading role in introducing different types of financial instruments. They are constantly expanding their operations by providing the best quality  of product  to the customers.  IDLC has been constantly recognized by independent bodies and it has achieved  a significant presence in the corporate sector of Bangladesh.


2.2 [bookmark: _bookmark8]Mission of ILDC finance ltd
The mission of IDLC finance ltd is “Focusing on quality growth, superior, customer experience and sustainable business practices.” This financing institution is trying to  actively participate in our socio- economic development.  They  provide  credit  to the acceptable borrowers. Also they maintain their depositor fund simultaneously so that they can maintain their business sustainable.

2.3 [bookmark: _bookmark9]Vision of IDLC finance ltd
The vision of IDLC finance ltd is “Being the best financial brand in the country”. The target of this financial institution is to give the customers a new level of experience and through this they can become the leading financial institution in this country.

2.4 [bookmark: _bookmark10]Core values of IDLC finance ltd
· Integrity
· Customer focus
· Trust and respect
· Equal Opportunity
· Eco – friendly
· Passion
· Simplicity



2.5 [bookmark: _bookmark11]Strategic objectives of ILDC
· Grow and develop our talent pool – In IDLC the employees are always given training on various subject. Recently there were 3 days training program at savar.

· Fully leverage new core banking platform – In every monthly meeting they try to solve their internal problems and create new banking platform.


· Optimize distribution points – They have already 41major touch points in 24 cities all over the country.

· Grow and diversify funding sources – They try to grow and prosper every now and then. They always try to gather and assess the new opportunities for finding new sources.


· Grow sales and service capabilities in consumer division – They provide regular basis training for their customer division employees. Also, they have always been monitored by their supervisor if they are properly conducting their service.

· Aggressively grow SME portfolio – As being the intern, we have got a chance to see how closely they monitor their SME products. They always visit their SME customer  to see the improvements.


· Focus on top –tier client in corporate – They have a separate department for  their priority clients. They also have a separate VIP sitting arrangements for their corporate priority clients.

· Consolidate capital market operations and enhance capabilities – They find the possibilities in every little market. And make it their growth opportunities.

· Embrace internationally accepted corporate governance and sustainable business practices – IDLC has always been trying to maintain their standard with international financial standard.



2.6 [bookmark: _bookmark12]Range of products and services

SME (Small and Medium enterprise)
· Small Enterprise Finance
· Small enterprise loan/lease
· Seasonal Loan
· IDLC Purnota – Women entrepreneur loan
· SME Shachal loan
· Revolving short term loan
· Commercial space loan
· Commercial vehicle loan
· IDLC Udbhabon
· SME deposit


· Medium Enterprise Finance
· Medium enterprise loan/lease
· Commercial Vehicle finance
· Machinery lease
· Revolving short term loan

· Commercial space loan Commercial vehicle loan




· Supplier & Distributor finance
· Factoring of accounts receivable
· Bill / Invoice discounting
· Work order financing
· Distributor financing



Corporate Finances


· Corporate finance
· Lease Financing
· Term loan financing
· Commercial Space Financing
· Project financing
· Short term loans (to meet working capital requirements)
· Specialized Products (for meeting seasonal demand)
· Green financing


· Structured Finance solutions
· Debt syndication (local &foreign currency)
· Working capital syndication
· Agency & trusteeship
· Fund raising through zero coupon &coupon bearing bonds

· Commercial paper
· Arrangement of private equity &preferred shares
· Corporate advisory for mergers & acquisition and joint venture making
· Balance sheet restructuring
· Preparation of feasibility study


· Green banking solutions
· Over 50 products offered under green banking and sustainable finance department as per Bangladesh bank green finance scheme.


Capital market operations


· IDLC securities limited (products & services)
· Cash account
· Margin account through IDLC investments limited and other enlisted merchant banks
· Easy IPO
· Premium brokerage for high network individuals (HNIs) and institutional and foreign investors
· Trade execution through the Dhaka and Chittagong stock exchanges
· Custodial and CDBL services
· Bloomberg terminal for foreign clients
· Research and advisory services


· IDLC investments limited (products & services)
· Margin loan
· Discretionary portfolio management
· Corporate advisory
· Issue management
· Underwriting




· IDLC asset management limited
· Mutual funds
· Portfolio management
Consumer Finance
· Loans
· Home loans
· Car loans
· Persona loans
· Loan against deposit


· Deposit
· Flexible term deposit package
· Regular earner package


2.7 [bookmark: _bookmark13]Organogram of IDLC
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Chapter 03 HR activities

3.1 [bookmark: _bookmark14]Definitions of Human Resource Management
For an organization to run effectively and efficiently, having the right people at right place is necessary. Human resource management  includes  the process  of acquiring, training, appraising, compensating employees, and providing appropriate evaluation,  resolving any issues between employees and communicating with each level of employees. Examples of HR management skills can be – leading the people toward right direction, negotiation between employees and employers and always be updated.
According to Pigors and Myers – “It is basically a method of developing potentialities of employees so that they feel maximum satisfaction of their work and give their best efforts to the organization”.
According to Byars and Rue – “Human resource management encompasses those activities designed to provide for and coordinate the human resources of an organization Human resource functions refer to those tasks and duties performed in organizations to provide for and coordinate human resources”.
According to Ivancevich and Glueck – “Human resource management is the function performed in organizations’ that facilitate the most effective use of people (employees) to achieve organizational and individual goals”.


From above discussion we can say that, Human resource management is the function that helps an organization to achieve its goals.




3.2 [bookmark: _bookmark15]Functions of HRM
Because of global competition, having an HR dept seems a must nowadays. Any organization those who have an updated HR dept can accumulate themselves with the changing  environment of the business world.  The HR dept  does several  works as a  whole and also does work as different HR areas. The HR functions are given below -

[image: ]


The above HR areas are described below –
· Recruitment & Selection – Employee recruitment process is finding / attracting applicants for the employers open position. The recruitment & selection is a long process. HR dept post job offering, select primary candidates, arrange interviews and finally select those who will be employed.

· Administration – The administration team is responsible for  the  management  of whole business so that it runs smoothly. Without any major problem the company can work efficiently with the help of administration.


· Training and Development – Training means giving new or current employees the skills that they need to perform their jobs, such as showing a manager how to manage the team. Through training an employee can achieve those skills that might be needed for his promotion. There are varieties of training program for employees that are arranged by the employers. For ex- On the job training, lecture, informal learning, programmed learning, behavior modeling etc. For employees those who will be promoted to higher position, those are given leadership training.

· Performance & Reward management – Performance are measured based on their past performance relative to the performance standards. Performance are need to be measured to check if the employee’s works are aligned with the company goals.

· Talent management – Through the talent management process, management tries to acquire, improve and retain their best employees. By talent management, it can be considered as recruiting and training. Because having right skills of people starts with recruiting and training.

· Succession planning – The succession planning is the process of identifying the potential employees who will be able to fill up the top positions when they become vacant. Succession planning involves understanding the organization’s long -term goals, determining the employee’s needs.

· HR planning – Human resource planning includes understating the current and future needs of human resources that will be needed to achieve the ultimate goals. Human resource planning helps an organization from unnecessary recruitment and inappropriate position of employees.














Chapter 04 Recruitment & Selection

[bookmark: _bookmark16]Recruitment & Selection
The recruitment process starts with offering job openings, collecting resume form potential candidates, interviewing them and finally hiring them to the organizations. The more the applicant pool, the more possibility  of selecting the  right candidates  for the  position. It  will be effective recruitment when the person hired will be the best candidate  for the position with all possible skills.


According to De Cenzo and Robbins: “Recruitment is the process of discovering potential candidates for actual or anticipated organizational vacancies. Or from another perspective,  it is a linking activity—bringing together those with jobs to fill and those seeking jobs.”


According to Plumbley: “Recruitment is a matching process and  the  capacities  and inclinations of the candidates have to be matched  against the demand and  rewards inherent  in a given job or career pattern.”

Nowadays recruitment process is so crucial that it depends of the company’s success of failure based on how the recruitment process has been done. So, every single organization tries to figure out how to make effective yet time efficient recruitment process.




4.1 [bookmark: _bookmark17]Sources of recruitment
There are two sources of recruitment –
· Internal recruitment
· External recruitment
Lower level employment usually done through external recruitment. And the upper level employment is done either internal or external recruitment. Both of them has their own merits and demerits.


4.1.1 [bookmark: _bookmark18]Internal sources of recruitment –
When any organization recruit their employees from within the organization, that is called internal recruitment. It is said that “hiring from the within” is the best source of candidates. The internal recruitment lessens the orientation cost as well as the training cost. Employees already the company culture. So, it becomes easy to start working as soon as got hired. The sources are discussed below –


· Promotion – Promoting an employee from within organization to a higher post actually has some advantages. To those firm that has many business secret, internal recruitment helps from leaking those secrets to opponents.


· Transfer – Transfer means placing a job in different location without any changes of authority or salary. It helps organization fulfilling the position without searching outside the organization.


· Rehiring – Hiring someone who already left the employment. It has some pros and cons. Former employees are already familiar with the job environment. On the other hand, rehiring sometimes bring negative attitude to employees.


· Retired employees – When the employees are extremely skillful, they might be call back for particular work or particular period of time.


· Internal job posting – When employers doesn’t want to publicize the job opening, they post job opening on their internal bulletin.










4.1.2 [bookmark: _bookmark19]External sources of recruitment
Employers always can’t get all the employees from within their current staff. And sometimes they just don’t want to. When employers do the extreme creative work, they need some fresh ideas from the fresh and new talent. There are several sources of external hiring. Those are explained below –
· Informal recruiting – Many job openings aren’t publicized at all. When an employer meets the right candidate serendipitously, jobs opening doesn’t need to make public.

· Recruiting via the internet – Most employers  recruit through their own websites  or their own job boards. One example can be – virtual office tour. Intelligent automated resume screening is another current trend.


· Advertising – When employers use advertising, they need to consider two factor – advertising medium and Ad’s construction. Here local news paper helps a great deal to spread the news.


· Employment agencies – There are three main type of employment agencies- 1. Public agencies 2. Nonprofit agencies 3. Private agencies. Agencies are extremely useful when the organization busy scrutinize the applicants.


· Temporary workers – Also known as part – time workers or just – in –workers. These types of workforce are growing as it is very cheap.


· Executive recruiters – Also known as headhunters. These special type of agencies helps to find out the top-level employees. The main issue here is that agencies really understand what the organization wants.


· Referrals and walk ins – Referral tend to gather more applicants and it creates more applicant pool. Walk ins are basically where applicants directly goes to the office for interview.


· College recruitment – When an employer’s representative visit any college campus to screen the applicants and create an applicant pool from the graduate students. This is mainly used for management trainee post. The problem here is college recruitment is seemingly expensive. Schedules need to set, brochures need to print, also need to spent a long time at college.


· Offshoring and outsourcing jobs – Offshoring means having outside vendors or employees abroad supply services that the company own employees previously did in house. Outsourcing means having outside vendors supply services, that the employees previously did in house.


IDLC finance ltd follows very simple procedure to complete the recruitment task. At the very beginning, if any dept is needed new recruits, they inform HR dept and HR dept provide advertisement at BDJOBS and their company website. After collecting all the CVs from BDJOBS and website, they short list it according to their preferences.  Further  details  are given –

4.2 [bookmark: _bookmark20]Instructions for recruitment -

4.2.1 [bookmark: _bookmark21]Proposal of recruitment
When any dept need for recruitment, the following dept head and CEO needs to approve that recruitment proposal.

4.2.2 [bookmark: _bookmark22]Collecting CV
Cv can be collected through different sources -

· Different job sites (IDLC currently using BDJOBS)
· Posting the job openings in different newspapers
· Different Universities is also a potential source of collecting fresh graduate’s CVs
· Using personal connection can be useful source
· When finding potential candidate is difficult, they use head hunting firms.


4.2.3 [bookmark: _bookmark23]Written test
After screening the CVs the next step is written test.  Those who pass  the screening  test, he/she needs to sit for a written test. Specially for applying junior officer.  And he/ she needs  to get a specific scoring to pass the test.

4.2.4 [bookmark: _bookmark24]Interview
	Post
	Preliminary interview
	Final interview

	Junior to mid level
	Specific dept manager Immediate supervisor
	Head of HR Department head

	Higher level
	Head of HR Department head
	Head of HR Department head







4.2.5 [bookmark: _bookmark25]Recruitment finalizing
· Head of HR and Dept head will negotiate the salary with the potential candidate based on his/ her qualifications and experience.
· After completing the negotiation, the successful applicants will be given acceptance letter. In the acceptance letter all the terms and conditions will be described elaborately.
· For the higher level position, the acceptance letter will be signed by CEO.
· For the junior and mid level position, the acceptance letter will be signed by dept head.

4.2.6 [bookmark: _bookmark26]Newly hired employee’s placement

· Medical checkup – The successful applicant needs to be checked up by certified practitioner and the cost will be bearded by the company.

· Untrue declaration – If and information provided by the applicant found untrue, he/ she will be released instantly.

· Probation period – In case of fresh hire, the Head of HR decide the probation period for 12 months. And for the upper level position. The probation period is 3 months. There might be any extension of probation period when the employee  is not sufficiently accustomed with company work. Also if there is any valid reason, the probation period can be extended.

· Termination of employment during probation – In the middle of probation  period,  an employee can be terminated by providing 15 days of notice  without giving any reason for the termination. The employee shall get the salary to the day of termination and no claims will be arise against the company.

· Appointment confirmation – After successfully completing the probation period, the employment will be confirmed in his/her appointment letter and all the terms and conditions will be written in the appointment letter.

· Confirmation authority – After completion of successful probation period, the managing director will approve the confirmation and HR dept will inform the employee individually by written document.

· Transfer liability – An employee needs to be obliged to work anywhere in Bangladesh. The transfer liability includes one post to another, one division to another.
















Chapter 05
Employee training & development











5.1 [bookmark: _bookmark27]Employee training & development
In this competitive world training has become one of the crucial factors that increase
employee’s effectiveness and efficiency. Those who have more experience and skilled at job are more valued at the job market. It’s the responsibility of the organization to provide appropriate training to the employees so that they  can align it with the organizational  goal. For training design, it needs to remember that it become efficient  in a way  that employees that directly apply it to work and get result immediately.
IDLC provides 4 types of training to their employees. Those are given below –
· Local training – Local training means some chosen employees will be participated in training institutions for particular training. The best thing is – IDLC consider that training  will be more like investment to the employees and not like any expense.


· In house training- This particular training is held at office usually. The training sometimes run by the seniors or trainers.


· Customized training – When employees think that they need a particular training to improve their skills, organization arranges that. This training is like local training. But the training focuses on employee’s demand.



· Foreign training – This type of training is arranged for mostly the top-level employees. IDLC sent the designated employees to Malaysia, Singapore, USA, Bangkok based training institution. And after the training program employees share their experiences to their peers.


Total training program of IDLC 2016



	IDLCiitraining
	No iiof iitraining
	Participants



	Public
	15
	36

	Foreign
	0
	0

	In iihouse
	18
	1253

	Customized
	2
	100

	Total
	35
	1389


Though IDLC did not arrange any foreign training, their number of other training is very impressive. They have arranged 35 training programs in 2016 in which 1389 employees had been participated. It shows that IDLC care for their employees.

5.2 [bookmark: _bookmark28]Policy of Career
IDLC invest a lot for their employee development. A series of program has been developed for the betterment of the employees. IDLC always make sure there is equal employment opportunities for everyone. They do not discriminate based on gender, race or creed. They have fair employment opportunities in terms of recruiting, promoting and training the employees.


5.3 [bookmark: _bookmark29]Training: Personal development
All employees whether new or experienced goes through a phase where he/she needs personal development. IDLC always helps their employees to motivate for personal development.
A job may not be life long.  So an employee should  always try to enhance  his/her  capabilities. Management decides to provide 10 days per year for such personal development program.

5.4 [bookmark: _bookmark30]Training need assessment (TNA)
At the last period of every year HR dept will take step to find out training need assessment. HR dept will ensure how many employees need training. And the funding will be raised by company budget.


5.5 [bookmark: _bookmark31]Training feedback
IDLC has to be informed if the training program is successful or not. For this each employee who has attended the training program (either in house of foreign) will be given a form to fill up. This is how IDLC will know the investment was worthy enough.
































Chapter 06 Performance Appraisal








6.1 [bookmark: _bookmark32]Performance management
According to Armstrong and Baron – “Performance management  is a process  that contributes to the effective management of individuals and teams to achieve high levels of organizational performance”. With the help of managers, employees can ensure that works are productive enough to meet the organizational goals and make the business sustainable at the competitive business world. Through performance management, employees make direct contribution to fulfill business goals. And make the employees contribution recognized. Overall, performance management identifies each employee’s effort that helps achieve the company’s  long-term goal.




6.2 [bookmark: _bookmark33]Objective of performance appraisal
Performance management system helps to measure each employee’s performance according to what a company needs from the employee. The objectives are given below –
· Utilizing the most of the company’s efficiency
· Balancing the accurate standard of the company
· Can be able to screen the result of personnel management in a better way
· Helping the employees to achieve their career objective
· Evaluating the employee’s skills capabilities and credibility towards the company


6.3 [bookmark: _bookmark34]Promotion
For the employees of IDLC to get promoted, they need to fulfill some specific criteria. Those are given below –
· Behavior toward peers and juniors
· Leadership quality
· Individual performance standard
· Resource allocation
· Handling the complex situation
· Mobility
· Approaching helps towards other

Promotion is a matter of appreciation toward the employees from the employer  for all  the hard work that has been done by the employee. It can not be considered as a right. Because each employee tries to earn the promotion. The compensation committee will consider the recommendation and will decide to promote those who fits the criteria.

















Chapter 07 Compensation & Benefit











7.1 [bookmark: _bookmark35]Compensation & benefit
For every single organization, nowadays HRM dept  has been considered as  a must. Employees are considered as asset and this is why they need to managed even  more effectively and efficiently. To manage employees efficiently compensation works as a motivational factor. Not only the cash, employees also expect something extra from the employers, and this is called benefits. When employees get tired of their regular duties, they need some motivational factor that encourage them to work diligently for the company. It is responsibility of HR to maintain that employees are enthusiastic to work for the company.
And this is why every modern company now offers compensations as well as benefits.

7.2 [bookmark: _bookmark36]Salary structure
The salary has to be designed to maximize the compensation for the employees. For the effectiveness of the salary, it will be divided into two part – basic salary and allowances. In addition, with basic salary, the allowances are following –
· House rent
· Transport allowances
· Medical allowances
· Communication allowances
· Utilities
· Lower level employees are given overtime allowances

7.3 [bookmark: _bookmark37]Other benefits

· Gratuity fund
· Welfare fund
· Provident fund
· Corporate club membership
· Medical insurance plan
· GYM membership
· Car  insurance plan
· Leisure schemes
· Festival bonus

· Performance bonus








[bookmark: _bookmark38]Other facilities

· House loan
· Car loan
· Loan against provident fund
· Education loan
· Personal loan
· Marriage loan


























Chapter 08 Analysis and Findings













8.1 [bookmark: _bookmark39]Analysis


Analysis 1: How many of the customers are satisfied with the service delivery time?



	Grading
	Total
	Frequency
	percentage
	Cumulative percentage
	

	
	Poor
	3
	12%
	12%
	

	
	Average	Satis
	faction3 iiwith iiS
	ecvice12i%ideliver
	y iitime24i%i
	

	
	Good
	6
	24%
	48%
	

	
	ery good
	5
	20%
	68%
	

	
	Excellent
	8
	32%
	100%
	

	
	Total
	25
	100%
	
	

	
	
	
	
	
	

	
	
	

Average 12%


Good
24%
	
ii
	
Excellent
32%




Very iigood
20%
	
	

Excellent Very good Good Average Poor
	









When we asked the customers about their satisfaction with the service delivery time, 32% customer said it is excellent and 20% customer said that it is very good.


Analysis 2: How many of the customers are satisfied with behavior of the staffs of IDLC?



	Grade
	Total
	Frequency percentage
	Cumulative percentage

	Poor
	1
	4%
	4%

	Average
	5
	20%
	24%

	Good
	5
	20%
	44%

	Very good
	9
	36%
	80%

	Excellent
	5
	20%
	100%

	Total
	25
	100%
	





Satisfaction iiwith iistaff iibehavior
Average
ii20%
Poor
ii4%
Excellent
20%
Good
ii20%
Very iigood
ii36%
Excellent Very good Good Average
Poor





We asked the customers if they are satisfied with the staff behavior of IDLC. Only 4% were unsatisfied with the behavior.





Analysis 3: How many of the customers are satisfied with professionalism and competency of the staffs?



	Grade
	Total
	Frequency percentage
	Cumulative percentage

	Poor
	3
	12%
	12%

	Average
	5
	20%
	32%

	Good
	7
	28%
	60%

	Very good
	6
	24%
	84%

	Excellent
	4
	16%
	100%

	Total
	25
	100%
	



Satisfaction iwith iStaff iProfessionalism i
Poor
12%
Excellent
16%
Average
20%
Very igood
24%
Good
28%
Excellent Very good Good Average
Poor





When we asked about the staff professionalism and competency to the customers only 12% were unsatisfied and total 16% replied that staff’s professionalism was excellent.



Analysis 4: How many of the customers are satisfied with overall service of IDLC?



	Grade
	Total
	Frequency percentage
	Cumulative percentage

	Poor
	2
	8%
	8%

	Average
	6
	24%
	32%

	Good
	8
	32%
	64%

	Very good
	6
	24%
	88%

	Excellent
	3
	12%
	100%

	Total
	25
	100%
	



Satisfaction iwith iOverall iservice iof iIDLC
Poor
8%
Excellent
12%
Average
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24%
Good
32%
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poor





After asking the question, 32% said that they are satisfied with overall service of IDLC. Only 8% replied that they were not satisfied with the overall service of IDLC.



Analysis 5: How many of the customers would like to recommend IDLC to others?



	Grade
	Total
	Frequency percentage
	Cumulative percentage

	Yes
	16
	64%
	64%

	No
	4
	16%
	80%

	Not sure
	5
	20%
	100%

	Total
	25
	100%
	



Recommendation iof iIDLC ito iothers
Not isure
20%
No
16%
Yes
i64%
Yes No
Not sure







When we asked the customers if they would like to recommend IDLC to others, 64% said they would like to recommend it to their friends and families.





8.2 [bookmark: _bookmark40]Findings
From the above analysis we have found some serious issues that need to addressed earlier. As from the study, we have seen that 8% of the customers were  not  happy with  the overall service of IDLC. Also, there are 16% of the customers who would not like  to recommend IDLC to others. Based on the above, the findings are –
· As we have seen, 12% of the customers are not satisfied with the service delivery time. They have told us; they think the service is quite slow comparative to the financial institutions. So IDLC Gulshan Branch need to look at this issue.

· When asked about the staff’s behavior, though 36% of the customer said it  is very good, the 4% of the customers thinks it is poor. So proper  training for the  staffs need to arranged.


· For the staff’s professionalism and competency, 28% of the customers said it is good. And 12% of the customers said that the staff’s need more professionalism. So IDLC need to make sure that staff’s increase their competency.

· While asking the overall satisfaction with the service of IDLC, though most of the customers were satisfied. But still 8% of the customers are not happy. So IDLC need  to focus on this particular issue as well.

· And lastly, when asking if they would like to recommend IDLC  to others,  16% said they won’t, and 20% said they are not sure about this. So IDLC Gulshan Branch  need  to find out the problem behind this.





Chapter 09 Recommendation










After completing the internship of 4 months at IDLC finance ltd Gulshan Branch, we have found very few things to recommend for them. According to my point of view, IDLC has already become renowned financial institutions in Bangladesh with very few flaws in it. The recommendations we want to provide –
· The employees of IDLC has to enter attendance through their computer login. They don’t have any updated attendance system like- finger touch or ID card punch. If IDLC want to improve their efficiency at work, they need to find out the smart solution for this one. Because using the computer as attendance can create disruptive situation at the office while others image may be hampered.

· They need to adjust their automated leave managing software. Using this software can reduce the burden of HR also this software can track those who takes excessive leave and who doesn’t.

· Introducing an updated succession planning that will create new plans for HR dept at every end of the year. With the help of performance management this can be done accurately.

· The training program should be arranged based on the needs of the employees and not based on the upper level management decision.  Also, those who excel in performance, for motivating them, foreign training program can be arranged occasionally.

· Delegation of work at every level at the office is very important to make the work done smoothly.

· For the transfers of the files, there should be a proper allocation of the time and each department head need to provide the authority.

· Monitoring system need to updated also this need to be keep in mind that the privacy should not be violated.

· The front- line employees who offer help to the customers  directly, they need to provide training on a regular basis. This is the only way customers can be happy with the service of IDLC. Also, those who work at the front- line, proper time allocation is a must for them.




Chapter 10 Conclusion











For every country’s economy, banks and NBFIs plays a vital role. They can help prosper the economy as well as crash  the economy.  Our  country  needs to pay more attention  to help these financial institutions grow without much disruption. The main objective of the report to present the very recent scenario of IDLC finance ltd specially focusing on the HR dept. After completing the internship, I got to realize that though each and every dept works in harmony and without any collusion, this is only possible with the help of HR dept and the employees who work there diligently. Though being a financial  institution, it has given  enough importance to the HR dept. Because IDLC believe if HR dept finds the right people  for the right job, only then business can flourish. IDLC also believes  that maintain  the leading position can be only possible when there are appropriate number of manpower, and that can

be made possible only through human resource department. IDLC  has become  leader  in market only through their hard working and passionate employees  who work  at  office with full dedication. Also, the customers whom IDLC has been serving for a very long time, also been very loyal to IDLC. As IDLC has become successful with time, is possible because they have very structured and organized system that works according to their business goals.  If IDLC can maintain this progressive  attitude in future,  hopefully they can  beat their competitors easily.
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