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Subject: Submission of Internship report on “General banking activities of the City           Bank Limited”
	
DearSir,
 I am glad to submit the Internship Report as a partial fulfilment of Bachelor of Business Administration program. I tried my best to present this internship report on “general banking Procedure of CBL" rendering to your guideline. 
I tried to work sincerely to cover all features concerning that matter. I have acknowledged and learned the basic activities of the bank. 
However I faced some restrictions while preparing the report due to shortage of time and shortage of organized data, and tiny knowledge about banking segment I have thoroughly appreciated in organising this internship report which has contributed meaningfully to my understanding on the fundamentals and importance practical knowledge.
It is fairly praiseworthy to mention that without your supportive guidance and cooperation it would be impossible to complete the report. Should there be any suggestions, clarification, or recommendations for further development of the report is required I will be obliged to provide further clarification. 

Regards,
Lamia Aziz
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[bookmark: _Toc534666864]Executive Summary

The internship report on general banking Procedure: A view from the City Bank Limited as mandatory by the Supervisor Mohammad Amzad Hossain, Assistant Professor- AIS, Department of BBA, United International University. The main objectives of this report is to study; to know the basic and general activities of City Bank Ltd, JFP Branch, to understand the usefulness of retail banking, to understand the working environment, to know the official guidelines and rules. This report has been prepared with both primary and secondary data.

This report is divided into seven chapters. The first chapter of this report includes the introduction. To understand City Bank Ltd on which the report is on, the second chapter of the report contains the Profile of City Bank Limited. The third chapter contains the general banking activities of City Bank. The fourth chapter contains the different types of analysis during the internship period in the JFP branch of City Bank Ltd. The fifth chapter is about the findings during the internship period. The sixth chapter includes conclusions and commendations which are strained by investigation of the whole study. The last chapter is all about the appendix.

Some recommendation of the study is:  Improvement of working condition, placement of employees, increasing the speed of general banking, assessing the credit risk, attracting customers, easier online banking system.
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[bookmark: _Toc525249045][bookmark: _Toc534666866]1.1 Introduction
City Bank Ltd. is one of the rapid growing banks in the country. CBL widely conducts business activities with 206 of its branches around the country. I have functioned for a month with diverse teams below the direction of authorities. At first, Mr. Dedarul Alam, Branch Manager of City Bank, designated me in operation banking division below the supervision of Mr. Sibley Sadek. He is the SEO & (BOM) Branch operation manager of City Bank at JFP branch, Mr.Sibley was very supportive and I’ve learned a great deal from him. I was also assigned to a team such as AMEX service center, City Gem, and front counter.
City Bank Ltd. freshly has started its expedition in Retail Banking. More than 800 staffs are working to serve the customers.

This report covers the temporary study on “The City Bank Ltd” during my three months internship period. The report is scattered in several parts rendering to the instruction of the supervisor of this report. City Bank accomplishes its corporate and businesses precipitously from the head office through four different units namely-

· Corporate and Investment Banking division
· Retail banking division
· SME Banking division
· Treasury & Market Risks division

Beneath a simultaneous online banking platform, these four divisions are reinforced at the backbone by a robust facility delivery or processes set up and also a smart IT Support. Such consolidated business section based business &functioning model confirm dedicated treatment, facilities, and services to the bank's diverse customer sections.


[bookmark: _Toc534666867]1.2 Origin of the report
This report is a part of my internship course which is a requirement from the university for me to complete my BBA program. I’m doing a report on general banking activities of The City Bank at Jamuna Future Park Branch.  This report contains descriptions of the activities which were carried out by me during my internship period. I had to perform activities such as matching general ledger (GL) of retail bank accounts, updating customers information, collecting necessary documents from customers, filling up debit card forms, updating KYC (know your customers) for new and existing customers, providing information about American Express card to the customers and helping retail department managers (Branch relationship manager) to fill-up documents and other similar general banking activities.

Now a day’s education is essential for understanding the real business sector and applying the knowledge to improve the society, business, and job sector. In B.B.A program we learn theoretical education through various general education and core courses, but which is the half part of the substance. There is no other alternative than internship program to get practical and hands-on experience for a student to get three months practical exposure of an organization which gives completeness to business graduation program. That program is gathered when a student is at the end of his B.B.A program.it helps a student to get real world experience and also improve their knowledge and experience to get a job or to motivate them to be an entrepreneur.

Internship period is the first step of a student to get one step closer to the practical life of a business sector from the university department. Now a day the banking sector is related to almost all the sector of the financial organization. Also, the financial area of a developing country is expanding day by day.it also becoming faster, customer oriented, and it is also have become the part of a person’s daily life. So it is very important for every person to have vital knowledge of financial and banking activities. For the internship period, every student must indulge himself into an organization. I was employed by the City Bank Ltd Jamuna Future Park.


[bookmark: _Toc534666868][bookmark: _Toc525249049]1.3 Scope of the report
I got myself as an intern in the City Bank Ltd at their Jamuna Future Park. In that internship period, I got hands-on experience about how the staff deal with the customers through the branch and alternative delivery channels. And also got the chance to learn the all over general activities if the CITY Bank Ltd. This study is about the city bank limited and the scope of the report is limited by the Jamuna future park branch of the city bank.
[bookmark: _Toc534666869]1.4 Objective of the report
The main objective is to gather knowledge about the general banking activities of CBL. The primary objectives depict the requirements for my academics while the secondary ones explain the objectives pursued this report.

[bookmark: _Toc525249064]Primary objectives:
To earn the credits required to complete my B.B.A degree.
· To apply my academic knowledge in a professional setting.
· To apply the knowledge acquired during the internship in future career life.

[bookmark: _Toc525249065]Secondary objectives:
To gather knowledge about the basic activities of general banking of CBL, JFP Branch.
· To identify the usefulness of retail banking.
· To understand the working environment.
· To understand official guidelines and rules.






[bookmark: _Toc534666870]1.5 Methodology
Mythology means all the activities including the process, the data, and the information has been used in preparing a report and to complete the study. This report has been prepared by using both primary and secondary data’s.
The Primary BasesI have used are-
1. Particularopinion and thoughts during the observation period
1. Hands-on work understanding in the different counter of the branch
1. Frontal conversation with the separate customers
1. Conversation with senior officers and managers of the bank
The Secondary Bases I have used are –
· Diverse ‘Procedure Manual’ circulated by City Bank Ltd.
· Annual Reports available of The City Bank Ltd.
· Journal distributed by Bangladesh Bank.
· Numerousfiles, records, articles, collations etc. concerning credit policies.
· Diverse circular sent by the main office of the CBL.

[bookmark: _Toc534666871]1.6 Limitations
No program is free from limitations. In my three months of the internship program, I also faced some issues. Some of them are –
· City bank is one of the largest commercial banks in Bangladesh. It is a very busy organization. Customer rushes in the branch the whole day and staffs have to deal with the customers.so it was very tough for me to get time from the other staffs.
· As the internship program is only about three months, the time given is not enough for a student to gather all the experiences, information, knowledge and to put them into the perspective of a study and preparing a report.
· The city bank is a very large organization.it has so many branches and corporate offices and so much banking staffs are going on among the but my study is limited to only the Jamuna Future Park Branch of The City Bank Ltd.
· As a commercial bank most of the data’s and information are restricted and an intern I was only allowed to get access in a very little portion of the information system and all over the general banking system.
· From my B.B.A course, I got some general knowledge about the banking activities so I was almost illiterate about the banking system and had really little information about analytical banking knowledge.
· The absence of secondary data.
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[bookmark: _Toc534666873]2.1 Synopsis of the city bank limited
CBL is the first private sector Bank in our country. It’s operating since 1983. It started with an official capital of Tk. 1.75 Billion. Which was under the entrepreneurship of twelve leading businessmen of the country. Their intention behind starting this Bank was to bring changes in the circle of Banking and Financial management. Today City Bank is serving its customers at home & abroad .it has 86 branches spread over the country.it has three hundred overseas correspondences covering the entire major cities and business center of the world. 

Through all these years the Bank has prolonged the ranges of its services. City Bank has introduced some new Banking products. Some of them are Duel Currency Credit Cards, ATM and Online services. It has created charm among the customers. In future, they are planning to introduce real-time Internet, SMS and Phone Banking systems with all modern delivery channels. The Bank has earned national & international acknowledgment. City Bank Limited was one of the 12 Banks of Bangladesh among the 500 Banks in Asia.it is well known for its asset, deposit & profit which was evaluated by "ASIA WEEK" In the Year 2000. City bank also received the "Top Ten Company" award from the Prime Minister of the People's Republic Of Bangladesh. 

City Bank is one of the oldest private Commercial Banks operating in Bangladesh. City does not follow the old, regionalized, geologically managed, Branch based business or profit system. As an alternative, the bank manages its business and operation precipitously. It has four distinct business divisions. They are:
· Corporate Investment Banking
· Retail Banking 
· SME Banking 
· Treasury banking
 These four business divisions are supported by a vigorous service delivery setup.it also has a smart IT Support. Such integrated based business & working model make sure focused services to the bank's diverse client sections. 

The bank presently has 206 online branches spread through the country which containanin dependent Islamic Banking branch. It currently has 270 ATMs and ATM sharing arrangement with a partner bank that has 550 ATMs in places.

[bookmark: _Toc534666874]Table 1: City Bank at a glance
	Type of bank
	Public limited

	Type of Industry
	Banking industry

	Corporate
activity starting time
	March 14 in 1983 and
March 27 in 1983 inauguration

	Registered corporate office
	136, BirUttomShawkatSharak (Gulshan Avenue)Gulshan-2, Dhaka-1212, Bangladesh

	Chairman
Vice chairman
Managing director and CEO
	Aziz Al Kaiser
Hossain Mehmood
K Mahmood Sattar

	Service of City bank
	Banking facility and financial service

	Total manpower in City bank
	2424

	Total authorized capital of city bank
Reserves
Total assets
	Tk.1,750,000,000
TK.4,293,104,278
TK.76,466,801,564




[bookmark: _Toc525249051][bookmark: _Toc534666875][bookmark: _Toc525249052]2.2Vision
Vision means the future plan of an organization or in future where it wants to watch itself growing. The Vision is always broadening and mindboggling. It sets the shape of the organization and it gives the direction to the staffs as where and when it wants to hit the position and how to achieve it. CBL has created its own vision to redefine the goal and oath of its future. The Financial Supermarket with a Winning Culture Offering Enjoyable Experiences. 

[bookmark: _Toc534666876]2.3Mission
City bank Offer a wide array of products and services that differentiate and excite all customer segments. Their mission is to be the Employer of choice‟ by offering an environment where people excel and leaders are created. They continuously challenge processes and platforms to enhance effectiveness and efficiency. They Promote innovation and automation with a view to guaranteeing and enhancing excellence in service. They Ensure respect for community, good governance and compliance in everything we do.

[bookmark: _Toc534666877]2.4 Values
Values mean the principal or ways of behavior one adapt to reach its goal.it is important in the life of an organization. Values have a major influence on an organization‘s behavior as broadening guideline in every stage of its growth. The City Bank has adapted some values to serve. Some of them are – they believe in result driven values, they belief in accountancy and transparency, they are so courageous and respectful toward others, they are engaged dedicatedly toward their work and very inspired and last but not least they focus on their customer's delight.







[bookmark: _Toc534666878]2.5Objective of the city bank limited

City banks main objective is to maximize profit and benefit their employee. Their other objectives are written below

· Their objective is to bring modern banking facility to general customers through diversification of different types of banking service. Thus moving saving tendency among the people.
· Their other objective is to do Overseas a cordial, entrenched, and firm banker-customer connection by providing prompt and upgraded client’s facility.
· Another important objective is to take part in developing the economy by developing the productiveness of the bank's resources.
· Their one of the major objective is to connect their clients with the modern banking system by the use of developed information technology system so that the clients feel encouraged and proud to be a part of a city bank.
· Their one of the other objective is to ensure high use of the professional human resource through improvement of their ability and capability.
· Their other objective is to respond to the need of the time by taking part in syndicated enormous loan funding with concurring Banks of the country, in that way to enlarge the asset of the Bank.
· Their objective is to raise the image of the Bank by constant growth of its accomplishments.
· Their last objective is to ensure the maintenance of investment capability, contented liquidity, and asset superiority and uppermost through the positive application of the management central risk program.




[bookmark: _Toc525249058][bookmark: _Toc534666879]2.6Strategies of CBL
City bank limited, the strategy is market-oriented. It’s developing and maintaining process fit their resources and their objectives. Their aim is to shape their business and services to yield the profit margin and its growth.

City banks strategic planning has two levels. They are:

· Location Based Strategy
· Business Level Strategy 
[bookmark: _Toc534666880]2.7 Branches of City Bank
· The city bank limited has 87 branches all over the country. Among them, 87 branches are conventional and one Islamic branch. 
· Around Dhaka region, the city bank limited has in total 39 branches.
· In Chittagong, they have in total 16 branches.
· In Sylhet region, city bank has total 9 branches.
· In Khulna region, they have 7 branches.
· In Barisal region, they have total 10 branches.
· In Camilla region, city bank has total of 7 branches.
· Their all branches have online banking facilities.
· They have 14 SME business centers.
· They have 46 Agri branches And 620 City ATMs which shared access to every customer of the city bank limited.
· They have 1500 ATMs of DBBL and Q-cash and merchants 2200 POS presently.
· They have tied up with 21 exchange houses for foreign remittance.
· They have total 4 brokerage branches in operation.



[bookmark: _Toc534666881]2.8 Products of CBL
City bank limited is a fast and rapidly growing bank in Bangladesh.it is offering in the market variety of its products services to compete in the market which plays a great role in its accomplishment. CBL offering the following banking services –

· Corporate banking and financing-
Financing includes Working with capital, trade financing, short and midterm financing, project financing, Islamic financing, cash managing, investment banking, scheduling of charges, lending on interest.

· Working capital
· Finance
· Trade Finance
· Short midterm and long-term finance
· Project finance
· Islamic finance
· Structured finance
· Cash management
· Investment banking

· Retail banking
Retail banking means consumer banking which is the common mass marketing banking in where individuals use branches to commercial purpose.
· Deposit
                -City Onayash
                -City shomridhdhi
                -City projonmo
· Loan
               -City drive
               -City Solution
· Debit card
· Credit card
· NRB
· American Express
· I-banking
· City wallet

· SME Banking
SME Banking of CBL is bringing a new era. The city bank is naming its SME banking as city business.it allowing city bank to gain competitiveness among the other banks. CBL‟s SME banking is engaged of servicing for the following facilities- 
· City Muldhonon
· City Sheba
· City Shulov

· Treasury & Market risks
City bank has dedicated treasury teams who provide all types of treasury services. City bank is providing different types of treasury services. There are four treasury teams in city bank .they are always ready to serve the customers as their requirements. The team is:
	
· Overnight Deposit
· Team deposit
· Foreign exchange
· Local currency
· Spot and forward
· Derivatives
[bookmark: _Toc534666882][bookmark: _Toc525249062]2.9 Services performed by the Bank:
CBL performs the following tasks: 
· Borrowing money from individual and different types of business organization and institution. 
·  Lending security nationally and internationally. 
·  Functioning of overseas trade and overseas exchange commerce.
· Marketing overseas currencies.
·  Participating in the capital market. 
·  Taking the custody of valuables. 
·  Providing outstanding transfer of funds services. 
·  Providing drawing services of payments

[bookmark: _Toc534666883]2.10 Organizational hierarchy of City Bank
[bookmark: _Toc534666884]Table 2: Hierarchy of The City Bank
	
Chairman


↓
	
Vice-chairman


↓
	
Board of Director


↓
	
Managing director and CEO(MD)


↓
	
Deputy managing director (DMD)


↓
	
Senior executive vice president(SEVP)


↓
	
Executive vice president(EVP)


↓
	
Senior vice president(SVP)


↓
	
First vice president(FVP)


↓
	
Senior executive officer(SEO)


↓
	
Vice president(VP)


↓
	
Assistant vice president(AVP)


↓
	
Senior assistant vice president(SAVP)


↓
	
Executive officer(EO)


↓
	
Senior officer(SO)


↓
	
Officer


↓
	Junior officer


[bookmark: _Toc525249059]
[bookmark: _Toc534666885]2.11 Functions of the different corporate division
· Financial division of City bank

· Financial Arrangement and scheduling, Budget of expense preparation and nursing
· Compensation 
· Monitoring inter-branch operations
· Payment of bills
· Analysis of earnings and declaration 
· Annual and financial report 
· Preservation of Provident Fund, Perquisite, Departure Fund
· Settlement and Reconciliation

· CRM division (Credit risk management)

· Administration of loan
· Disbursement of loan
· Evaluation of projects
· Approving and processing credit proposals of different branches
· Preparing documents and preparing reports like credit information bureau
· Positioning different credit conveniences 
· Providing associated reports to the Bangladesh Bank and other division

· Human resource management division

· Recruiting of staffs
· Training and development process of the staffs
· Payroll functions 
· Performance appraisal and placement
· Employee benefit and other convenes
· Reporting to the board about the related topic
· The campaign of promotion and  press

· Information technology division

· Developing the software
· Network building 
· I-bank reconciliation
· Giving online journals
· Maintain hardware and procuring

· Branch controlling and inspecting division

· Control different functions of branches and other corporate offices
· Searching expansions
· Internal audit processing and inspecting regularly
· Bangladesh bank compliance
· Monitoring Bangladesh bank inspection 
· Monitoring external audit

· Investment banking division of city bank

· Commercial Banking Extension
· Custody and Supervisory Service
· Brokerage Facility
· Upcoming Products


[bookmark: _Toc534666886]2.12 Corporate social responsibilities done by city bank limited
City bank try to maintain their commitment about making sense of CSR which act as an umbrella for the city bank limited. To accomplish their social responsibility city bank does many kinds of social work. For example financial help for culture and sports, giving financial support for education, for various welfare events and even give many types of donations.
For the environment:
· They have a program for Preservation and embellishment of the environment around the lakeside area a, building an eco-friendly environmental society for the Baridhara residential area.
· There is and environment protective program called Ajker Padma.
· There is also a program called fresh air excursion which is conducted for children.
For health:
· Condescending a hospital called Bangladesh thalassemia and also a center of reintegration for paralyzed.
For disaster relief:
· They have bearded a relief program for the Sidr affected people.
· They have also donated in the fund of relief in Dhaka stock exchange.
· They also have donated in the fund of prime ministers relief for cyclone affected people.
For social welfare:
· They have a support program for special education for the children who are intellectually disabled.
· They have also supported programs Zonta international, Dhaka club, a prime welfare organization, ChandinaMohila Degree College.
· Even provides a donation for the employees’ treatment purpose.

They have done a recent activity like fighting against terrorism, Support BDR mutiny martyrs, raising awareness on Down syndrome, standing by the nation, promoting literature and science, winter clothes distribution and preventive public health.

[bookmark: _Toc534666887]Chapter 3: General Banking Activities of City Bank Limited
[bookmark: _Toc534666888]3.1 General Banking
Bank means the accepting money from the customers for the purpose of investment and lending the money to another customer. The deposit of the cash from the customer are repayable on claim or drawing by cheque, order or drafts.

Every business’s main goal is to earn a profit by selling products or services. A bank offers to their clients’ variety of financial services instead of offering any physical product.

General banking division of a bank is considered as the main customer care service center .it is the first step of staring a banking process.it performs the main functions of the branch.it is the most and widely exposing department of a bank. That’s why this department represents the most important part of a commercial bank. This department delivers some significant services and day-to-day services to the client.it has to receive the deposit and also provide cash on demand of the client.

The Jamuna future park branch of the city bank limited has all the obligatory sectors of general banking and these sectors are run by high quality and experienced staffs. The customer service process is very rich quality in this branch. Within a day they take deposits and enter the journal of the transaction. 







[bookmark: _Toc534666889]3.2 Constituents of general banking


[bookmark: _Toc534666890]Table 3: General banking activities
[bookmark: _Toc534666891]3.3 Account opening
The bank account is basically a contract between the client and a bank.it allows the client to have bank service in turn of fees. There must be an account to have a customer- manager relationship within a bank. The first step of creating a contractual customer manager relationship with a bank is to open an account with that bank.
 If the customer can fulfill all the requirements set by the Bangladesh bank then they can open an account in city bank limited. 
The main reason a client open a bank account is to deposit his or her money. Deposit accounts can be various types –
· Current account
· Saving account
· High value saving account
· City Manarah account
· Students saving account
· Term deposit account
· General deposit 
· Fixed deposit
· Short term deposit
· Foreign currency account
· Bangladeshi wage earner
· Other than a Bangladeshi wage earner
· Convertible take account
· Non-resident taka account
· Resident foreign currency account

Current deposit account

In order to maintain t daily financial activities most of the business person nowadays open current accounts so that they deposit and withdraw money from the bank on daily basis. Current Deposit Account may be opened by individual, firm, company and club, association, body corporate etc.
Current account doesn’t give any interest to the client. The client can deposit or can withdraw their money from their account at any time without any pre-notice. That’s why the clients who want time to time money transaction use this type of account.

Types of current deposit account –

· Individual current account
· Proprietorship current account
· Partnership current account
· Limited company current account
· Cooperative current account

Features of C/A-

· The clients who have a current account in city bank get a checkbook for free which he can use to withdraw money.
· In current account, the clients get no interest against their deposit.
· The clients can withdraw money at any time with their debit card or cheque, mail and telegraphic transfer of money are also possible with this account.
· They also an online service account with their current account.
· The client can apply for safe locker facility.
· Can collect foreign remittance through current account.

Terms and rules of opening a current account -

· The current account can be opened individualistically, proprietorship, composed, association, self-ruling, govt., club, firm and so.
· There is no extra money required to withdraw or deposit money after opening an account.
· Minimum 1000 taka need to be deposited in order create a current account in a city bank.
· If the minimum amount of the current account goes below 1000 then money will be charged as an incidental charge.

Saving deposit account

A savings account can be individual, joint or minor account. In this account, the client can deposit their money and they can also get a minimum level of interest on a monthly basis. That’s why the clients who deposit their money as savings rather than withdrawing purpose can open saving the account.
This account is primarily for small-scale saver. Any adult and a mentally well person can open this type of account through the fulfillment of required conditions. Saving account is very useful for a middle and lower class family who are willing to save for their future needs and also willing to earn from the interest of their savings.  
General Savings account is good saving account for the retail client. City bank limited gives good facilities and major services to their saving account customers with their large amount of branches. 

Features of saving accounts –

· To open a saving account minimum 500 taka must be deposited.
· The clients who deposit up to taka 5 lac will get 5.75 % interest, the clients who deposit above taka 5 lac to taka 10 lac will get 6.5 % interest and the clients who deposit above taka 10 lac will get up to 7 % interest.
· Customer will get a cheque book.
· They will also have the opportunity to apply for a safe locker.
· The customers will get a utility payment service.
· The customers can collect foreign remittance with this account.
· The customers can transfer fund to another branch with mail or telegraphic transfer system or with demand draft.
· Standing instruction system arrangement transfer is also possible.
· Online banking service and city touch account are also available with saving the account.

Types of saving accounts –

· High-value account :
It is a unique kind of account in which interest rate is counted on a daily basis and paid monthly. Other saving accounts interest rate is counted on the lowest balance it had on a month but in this high-value saving accounts interest rate is counted on a daily basis. Not only that other saving accounts interest is paid in only two months in a year but high value saving accounts interest is paid monthly basis.
· City Manarah account : 
Manarah account is based on mudaraba standard and operated in mudaraba principal. It is based on Islamic shariah.  It is made as a contractual partnership in which one partner provide the labor and other partners provide the capital and the earnings or income is shared by both.
· Students account : 
City bank introduced first the student saving account. It is a type of account where a student below age 18 maintains a saving account. This type of account helps the student grow the habit of saving and also make them have financial responsibility. The requirement to open a student saving account is to deposit at least 100 takas and in return, they will also get city max card. They will also get an interest rate of 3.25 % on their savings.

Terms and rules of opening a saving account –

· To open a saving account the manager’s permission is required.
· In both jointly and individually this account can be opened.
· The interest rate is based on the average amount on monthly basis.
· If an account holder withdraws more than 25% of its saving or encash more than twice he will get no interest on that month.
· The minimum balance is 500 in an urban area and 100 in a rural area to open a saving account.
· The interest rate is around 6 to 8.5%.
· If the minimum amount goes under 1000 taka then additional 50 taka will be charged.

Term deposit account
	Account
	Interest rate
	Total amount
	tenor

	General DPS
	7.75%
	500-50000 TK
	3/5/7/10 years

	Insurance backed DPS
	7.5%
	500-10000 TK
	5/10/15/20 years

	Fixed deposit account
	5.5%-10%
	50000 and above
	1 month to 3 years

	Monthly interest paying
	5.5%-8%
	50000 and above
	1/2/3/5 years

	Double money FD
	9.25%
	Loan facility
	7 years and 7 month


[bookmark: _Toc534666892]Table 4: Term Deposit Interest Rates



General deposit account:

This type of account is a very exceptional type of account and also a very attractive one among the other available DPS products in the market. In this scheme after the maturity of the deposit or at the end of the term the client gets a large amount of money against the termly deposit. It is a good way to save money for the future. Clients get a 5.75 % interest rate with this type of account with various type of maturity.

Features of general deposit saving account:

· In this type savings, there is no need for any initial deposit.
· This is a periodical scheme deposit system.
· It can be for 1 to 12 months.
· The interest amount is counted quarterly.
· Clients can withdraw their money after the term has ended or the deposit has matured.
· The interest rate is very high in this type of savings deposit.
· If the client encashes their deposits before the maturity has ended they get the maturity amount almost close to their nearest value.
· Up to 80% of the deposit, the loan amount will be allowed for the client.
· Source tax and excise duty charges will be deducted from the deposit profit amount.
· Interest rates available on generally fixed deposits are :
· 10 % on 1 to 2 months deposit.
· 11 % on 3 to 5 months deposit.
· 11.5 % on 6 to 11 months deposit.
· 13 % on 12 months deposit.



Fixed deposit account:

Fixed deposits helps customers for investments like long-term savings with higher interest, fixed deposits assist customers to reserve money for a long time and get attractive interest from the reserve amount of money. City bank has different Fixed Deposit Schemes to attract the customer.
In this types of deposit account, a hefty sum of money is deposited in the bank for a relatively higher rate of interest. The interest rate is counted annually. In this type of saving deposit, the periods can be three months, six months or one year. There is a condition added that the client cannot withdraw the money before the maturity of the deposit but can withdraw the interest or the profit.
The profit and maturity periods are –
· 3.2 % of interest rate for 1-month scheme.
· 3.25 % of interest rate for 1 to 3 months scheme.
· 5 % of interest rate for 3 to 6 months scheme.
· 5.5 % of interest rate for 6 to 1-year scheme.
If the client wants he or she can apply for renewal .if the client does not renew the interest will be counted for every three months basis.

Short term deposit account

Features of short-term deposit account:

· STD or short-term deposit saving account is a hybrid type of account between current and savings account.
· In short-term deposit amount of deposit must be kept only for 7 days if the clients want interest.
· The interest rate is lower than other deposit saving accounts.
· Various types of large-scale organization, company or government institutions deposit their money in the city bank limited under short-term deposit account.
· The client cannot withdraw their money before any prior notice and also cannot withdraw frequently.
· In short-term deposit the interest rate is given below :
· In case of bank deposit-
· 4 % for Taka up to 5 crore
· 5.5 % for Taka above 5 to 10 crore
· 6.5 % for Taka above  10 crore
· In case of other bank deposit :
Deposit of the public sector (Government, semi-government, non-governmental organization, educational institution, social organization or corporation)
· 6 % Taka up to 1 crore.
· 7 % Taka above 1 to 5 crore.
· 7.5 % Taka above 5 to 10 crore.
· 9 % Taka above 10 crores.
                        Deposit of the private sector
· 5.5 % Taka up to 1 crore.
· 6 % Taka above 1 to 5 crore.
· 6.5 % Taka above 5 to 10 crore.
· 7 % Taka above 10 crores.

Foreign currency account  

Foreign currency account is the type of account where a currency rather than home currency is nominated and maintained by the home country bank.

Features of foreign currency account:

· Any eligible person can open resident foreign currency account with an authorized dealer.
· They have to submit the copy passport, photo and fill up the papers necessary.
· Even any person from abroad also can open RFCD account by sending necessary papers but need to be verified by Bangladesh mission abroad or any reputed bank or any other authorized dealer in Bangladesh.
· Submission of any kind of job certificate or any kind of evidence of doing business in abroad is not required for the resident of Bangladesh living abroad for RFCD account.
· Besides both non-resident who is Bangladeshi and, non-resident foreigner can invest in US Dollar bonds like a premium bond, investment bond and Treasury bonds in Bangladeshi Taka of BD government. Securities or shares which are listed in the stock exchanges by the opening of NITA which means non-resident investors Taka account.
· Non-resident Bangladeshi can also invest in a wage earner development bond but in Taka.
· Residence who are Bangladeshi nationals can also their RFCD account with the currency they have brought when they returned from abroad.


[bookmark: _Toc534666893]3.4 Cash department
The most important part of general banking is the cash department. In the Jamuna future park, the cash department and the manager's room is almost face to face as it is necessary for the manager to notice what is happening in cash department and also the vault and the clients. The cash department is a very important part of a branch as this department directly interact with the customers and it deals with the most liquid part of the branch. The main task of the cash department is to receive and pay cash against pay order, cheque, payslip, and drafts to the clients. It works as a media for the branch.
From this department, I have learned about the procedure of cash in and out from the safe vault and also learned about the systematic procedure cash receiving and paying against cheque and drafts.

Cash receiving:

The clients who want deposit money they just have to fill up the slip and give that with the money to the cash counter teller. The teller counts the cash and matches it with the slip. Then the teller signature on the slip and put the necessary seals on that slip and then enter the journal against the account number. Then the cashier hand over the copy of the slip to the client and keep one for the bank's purpose.

Cash can be received by-



· Paying slip : 
Pay slip means deposit slip of the client in which the client fills up his or her banking information, the amount of the money with his or her signature. Any CD or MSD account holder can pay with a payslip. If everything is found okay in the payslip then the teller makes the entry of the deposit in the register and put receive the seal.
· Bills :
Many kinds of bills are received in Jamuna future park branch such as Grameen phone, DESA, WASA etc. the teller checks the bills from the customer to see if there are any discrepancies. If everything is found okay the teller input the journal in the register and take the money for the bank and put the received seal.
· Mudaraba term deposit account, telegraphic transfer :
The process of depositing money is the same as paying slip and bills. The customer fills up the deposit slip and the teller takes it with money and then check for any discrepancy and if found okay the put receive the seal and input the entry.
· Demand Draft
Among different financial instruments, Demand Draft is most significant and useful.  Generally, demand draft issued by a particular Branch to another Branch on behalf of the customer to pay a certain amount of money
· Pay Order
Basically, pay order means an order to pay a certain amount of money to a specific party mentioned on the Pay Order. Once upon a time Pay Order would issue only to affect banks own local payment but the situation has been changed now Pay Order issues on behalf of customers as well. Pay Order is not transferable and there is no chance to be dishonored as check does.

Cash disbursing:

In the case of cash disbursement cash is paid against pay order, demand draft, pay slip, cheque and debit voucher. Before paying the teller first cheque the instrument for any sort of discrepancy or material alteration and also checks the time and due course then he verifies the signature of the holder of the money if required then the teller gets a callback confirmation .if everything found alright the teller pays the money to the payee.
The information that is required to disburse any amount is –

· The due date of the cheque.
· The signature of the account holder.
· If there is any material alteration.
· Check that if it is a crossed cheque or not.
· Check that if it is an endorsed cheque or not.
· Check if there is the efficient amount in the account or not.
· Check if there is any legal obstruction or not.

Responsibilities of the teller and cash in charge:

· Must hold the key to the safe of the cash.
· Administer the cash receive and payment.
· Administrate the carrying process of the cash in the cash vault.
· Disburse cash to the payee with proper receipt memo.
· Sign the credit voucher.
· Manage the sending process of cash to the branch.
· Properly check the payment or receipt slip while paying or receiving any amount.
· Manage the cash balance book and cash memo.
· Manage the journal of stamped forms.
·  If there is any shortage of money must be communicated with the manager about it.
· Administrate the custody of the safe vault of cash.

[bookmark: _Toc534666894]3.5 Bills and clearing department
The city bank limited completes their clearing functions with a local office. That office acts as an agent for all CBL branches for the Bangladesh banks’ clearing house.
Clearing means joint settlement of claims prepared among member banks at decided time and place in respect of appliances drawn to each other. Clearing House is prearrangement which member banks decide to meet their agents at an agreed time and place to convey the appliances drawn on each other and in interchange to accept appliances drawn to each other. The amount unsettled in the case is settled over an account maintained with the supervisory bank.

There are two types of clearing-

· Outward clearing :
When in a clearing zone a bank is receiving any instruments they are supposed to distribute and distribute that instrument to that particular branch is called outward clearing. That branch will be known as collecting branch.
When a cheque is brought in the collection department, the officer performs two functions –
· Give the special crossing with CBL, Jamuna future park branch.
· Then endorse after collecting by the bank.

· Inward clearing :
Clearing inward involves of those appliances which were represented by the bank to other banks for reimbursement but have returned and due by them for definite reason over the clearinghouse.

Inward cheque working procedure:

· First, open the envelope
· Then press the seal on it
· Then send it to the concerned office
· Then put the initial seal
· After that mention the authorized officer
· Then lastly entry the register

Activities of the clearing department –

· Preparing outward clearing.
· Preparing inward lodgement.
· Maintain a record of the outward and inward clearing.
· When it is required posting the batch.
· In a time of receiving any instrument, the rules are same as disbursing.
· Clearing section is sent inter-branch debit advice (IBDA) to head office of the bank to clear.
· On receipt of inter-branch credit advice (IBCA) from the head office of the bank amount is credited to account of the customer.
· If any instrument is returned the same is given to the client.
· Arrange the interbank transfers.

Collection section of clearing department:

The banks which are located outside the clearing house there cheques and crafts are sent for collection purpose. The Jamuna future park branch collects their customers mentioned instruments from the other branches of city bank limited and other branches rather than city bank limited. When the collection process is finished for the outward bills for the purpose of the collection is credited to the customers’ account. And in the case of inward collection, the customer’s account is debited.
 This department place two roles. They are –
· Banker who collects 
· And banker who pays.







[bookmark: _Toc534666895]3.6 Remittance department
Remittance is an additional service of The City Bank Limited. It supports to remit fund from one place to another, for its customers and non-customers of the bank. 
The main tools used by The City Bank Limited, Jamuna future park Branch for Remittance of funds are- demand draft, pay order and telegraphic transfer.

There are different components for remittance –

· Telegraphic transfer :
It is a very fast method to transfer fund from one place to another. The branch who is remitting sends fax, mail or telegraphic message to the other branch to pay a certain amount to the payee.
· Demand draft :
Demand draft is a very popular product for remitting money from one place to another. Though the commission rate is a bit high which 15 % of the principal.it is an element with which an order of a bank to pay an amount to the authorized person or to order the amount of money on their demand.
· Pay order :
Pay order is a process of transferring money from the payer to payee of a particular clearing area with a banking channel. If a person wants he can buy different models of payment order such as pay order by cheque and cash. 

[bookmark: _Toc534666896]3.7 Accounts section
Each and every department is related to the accounts department. This section reports about the loss and profit and also about the assets and liabilities with general accounting principles. This section functions on a theoretical basis. This section keeps every day, month and yearly journal.


General accounting-
The accounts are always maintained with the head office of a city bank. Each branch has to maintain the general accounts section. General accounting is a process of recording the origin and the response to the transaction among inter branches. The assets and liabilities are settled with general accounting section of a branch. This shows a branch knows about the liabilities of a branch to its head office. The liabilities and assets are shown as debit and credit balances.

Suspense accounting –
This section maintains the records of all types of payment the branch has occurred for a different purpose, for example, the national insurance contributions of the employees, income tax, demand draft payments, voluntary work deductions.

Sundry deposit accounting-
In this accounting section, the records are kept of the receipts that are uncategorized under any specific records. It is a type of transiting account section of the sundry creditors. The sum is shown in the liability part of the cash book. After the categorization, the receipts are reserved with a sequential date for crediting. 

Debit voucher –
For making any kind of cash payments like conveyance or entertainment, the debit voucher is prepared. By showing the debit voucher the amount of money can be withdrawn.


Extract-
It is a kind of statement in which all transaction among branches is recorded. At the end, all the debt and credit advice from the branches come to the accounts department for the purpose of extract. Extract shows the branch general account balance. The extract is prepared for the purpose of recording all the amount of the transaction among branches and at the end, the report must be sent to the head office.



Affairs statement-
To find the profit and loss and also the assets and liabilities of a branch the accounts section prepare this kind of affairs statement on daily basis. This statement is also called the financial statement. This statement has two parts:
· Income statement and expenditure statement.
· Assets and liabilities statement.
This statement contain all the information about assets and liabilities, total advances, total deposits, total income and expenditures of a specific date of a branch.

Clean cash-
After all the specification and all the approvals, the payments such as cash, transfer, clearing are counted under a head of the account in this clean cash report.

Functions of the accounts department:

· Daily responsibilities-
· Prepare on daily basis about the cash deposit and disbursement of the branch.
· Prepare on daily basis about the assets and liabilities and the statements of affairs with general ledger.
· Daily record the fund transfers among branches and provide necessary accounting treatment of these functions.
· Check that all the vouchers are correctly done or not and also ensure the activity reports’ conformity. If it is not correct then make sure it is correct and remodify.
· Record the daily vouchers in the voucher registry records.
· Organize the correct vouchers to debit and credit voucher sections.

· Periodical responsibilities-
· Prepare in a monthly basis the statement of the salary of the employees.
· Prepare weekly about the position of the branch which needs to be sent to the head office for the purpose of cash reserve requirements.
· Prepare on monthly basis about the position of the branch about maintaining statutory liquidity requirement which also needs to be sent to the head office.
· Prepare on weekly basis about the position of the branch about the breaking up of the sector-wise deposits and credits.
· Prepare the summary of the transactions of the branch and the head office to recon ciliate the transactions among all branches which are called extracting.
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More than ten lacs customers are using city banks debit card and dual currency credit cards. Card section has been a cash cow for CBL for a long time. Different types of cards are given below
Visa Debit Card
City banks Visa debit card is hassle-free and safe which makes the customers a proud owner of visa electronic branded card.

MasterCard Platinum International Debit Card
The first dual-currency debit card is a master platinum international debit card in Bangladesh.
	

	


American Express credit card:
City bank has introduced the American Express cards. It has formed an alliance with the American express company to introduce it to Bangladesh. American Express, which is known to be the world's largest issuer of credit and charge cards with 92 million card member’s worldwide.it has arrived in a country with one of the smallest credit card user base, seemingly to discover this highly unused market. Amex card users will have access to the global AMEX selects, which benefited them with special offers in renowned restaurants and shops, hotels when traveling overseas.
 Users have access to over sixty AMEX selects partners.



In the year 2009. Retail is increasing Non-Resident Business (NRB) unit with new business plans and dimensions. They have two types of AMEX cards. They are- 
·  Green/Blue card and  
·  Gold card.
 AMEX CARD gives the following benefits: 
· Super saving in Biman Bangladesh Airlines
·  Emergency traveling and abroad medical assistance 
·  City shield and other insurance 
·  It also offers an advantage and special savings in many restaurants and shops across the country.
· [bookmark: _Toc520991562] One night complimentary stay in some 5-star resort like The palace
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This internship report is on “general banking Procedure of City Bank Limited". This internship report has been arranged as a portion of a Bachelor of Business Administration program. This report covers the particulars related to the city bank limited in which I was authorized to be an intern on a three months base. Supervisors, both from the university (Mohammad Amzad Hossain) and from the organization (Sibley Sadek), directed me in lettering this report. During the internship at Jamuna Future Park Branch of Bangladesh City Bank Limited, I have worked under all divisions of the CBL. I have prepared my internship report on the basis of my three months’ work experiences in Bangladesh City Bank Limited. The wider purpose of the training is to analyze over-all bankingEvents of City Bank at JFP Branch.

City Bank is one of the leading commercial private banks of Bangladesh. It has accomplished its reputation through providing quality service to the customers. The knowledge and experience I’ve gathered from the last three months internship period I’ve tried to include that in this report. This report has been prepared with the discussion of general banking division. This report will represent the actual general banking activities, services and responsibilities performed.

It will also reflect how the customers are handled, communicated and served. Their responsibilities toward the customers and the quality will also be mentioned. This report will also describe some recommendation about how they can improve their services. This report has been prepared with information gathered both from primary and secondary data.
My internship in CBL helped me to gather knowledge and experience to differentiate the practical and bookish knowledge.

These three months have taught me time management and how to work and survive under work pressure. The routine life of office has made my life more disciplined, which is very essential to become successful. I have learned to become punctual at the same time. It improved my time management skills as we tried to finish the tasks before deadlines. Also, I have been able to make development as an individual and have somehow tried to maintain a work-life balance. 
[bookmark: _Toc520991565][bookmark: _Toc525249067][bookmark: _Toc534666899]4.2 Internship responsibilities:
City Bank Ltd. is one of the fast-rising banks in Bangladesh. CBL widely conducts business activities with 206 of its branches around the country. I have worked there for three months with diverse teams under the direction of my supervisor. At first, Mr.DedarulAlam, Branch Manager of Jamuna Future Park, designated me in operation banking division under the administration of Mr. Sibley Sadek.Heis the SEO &BOM (Branch operation manager) of JFP branch, Mr.Sibley was very supportive and I’ve learned a great deal from him. I was also assigned to a team such as AMEX card team, City Gem, and front counter.

I also had to work with others regarding some important activities like-matching general ledger (GL) of retail bank accounts, bring up-to-date customers data, assemble essential official papers from customers, fill-up card forms, bring up-to-date KYC for fresh and current customers, provide information about American Express card to the customers and help retail department managers (Branch relationship manager) to fill-up documents etc. Rendering to the official instructions and rules I have carried on like a regular employee. Within office hour every employee of relevant sections guided me for development. As per being an internee I had some definite tasks and duties that I had to perform sincerely. In the meantime I was in general banking division where I had to work as a subordinate of diverse workers. Throughout the internship period I have learned a lot of stuff. 

I was given a working schedule along with some duties and responsibilities. I worked on general banking division of Jumana Future Park Branch. I had to assemble essential official papers from the customers those who came to open an account . Official papers like TIN certificates, Trade license, National Identification Card, Photo etc.
I had work in the general banking sector as well as the customer service, card division, clearing segments of the branch.
The task I have mostly done was:
· Cheque Clearing
· Voucher checking
· Card delivering
· Pin generating for the customers
· City touch activating
· Cheque book delivering
· Account opening forms fill upping
· Loan forms fill upping
· Expired card destroying
· Information delivering
· EQM machine managing
· Online service promoting
· Card and forms organizing 

[bookmark: _Toc525249068][bookmark: _Toc534666900]4.3Learnings during the internship:
I had to work in the customer service center and the card section which is called American express service center in Jamuna future park branch. I got the whole three months to gather knowledge about the total branch service providing system and also about the general banking system. During the internship, I have learned a lot of valuable things which will be a huge help for my upcoming future in the job sector.

Communicating skills development:
The main thing I’ve learned here is communication. Communication is an important part of any organization. Communicating in a team is a crucial skill and much important one considering that I have to work with others on a daily basis and being able to effectively communicate with others which not only made the job easier but also allowed me to put myself in a position to manage other people.

Time managing skill development:
I had to report to my supervisor exactly at 10 a.m. But it was never an issue if I was late as long as I get my work done on time and be available whenever they need me. Just the act of going to work on time and coming back home made me learn how to utilize my time more effectively. I am glad that I’ve become more punctual because of this habit.

Technical skill development:
I have achieved technical skills under general banking. I had usedFINACLE Software for daily banking operations. I’ve also got technical skills in software and database. 

Learning reconciliation:
Reconciliation is basically tracking an account open form or Fixed Deposit form. When an account form get submitted by the customer it travels to the various table. Every employee receives the forms on a different date. My job was to note that date on an excel file with the help of Service delivery tracker.

Assembling forms:
I assembled debit card requisitions from the clienteles and filled up essential documents. Later filling up debit card forms I sent the documents to the card service center of the head office. 

Bringing up to date the KYC:
I organized KYC (know your customer) for all kinds of account. Rendering to Bangladesh Bank’s instructions and regulations all Banks have to gather photo of the customer, National Identification Card of the customer, and other necessary documents for the authentication of customer’s information. Know your customer helps to find a risky customer. It is placed to avoid money laundering and the form contains diverse data like the source of deposit, occupation, quantity of transactions etc.






Learning office mannerism:
The internship experience taught me how to conduct myself in a workplace. Initially, I had to wear formal clothes all the time until I observed that it is all right to wear slightly more casual clothes as long as you are wearing appropriate and decent attire according to CBL policy.  

Checking voucher:
One of the crucial tasks of mine was voucher checking. I was assigned for this task for three months. Every day I had to check the previous day’s voucher. If I saw any sign or seal is missing instantly I had to report to Branch operation Manager.

Learning to take responsibilities:
As an intern, I was provided with some working facilities of a permanent employee. I was given access to a tiny portion of the system and some restricted sites. Branch manager put his faith on me and gave me major tasks to do.

Learning different types of banking activities:
Within a very short period of time, I had to perform many tasks properly which improved my capabilities of taking challenges. Also, I’ve gained practical knowledge about the day to day banking activities about which I only had bookish knowledge.

Developing delicate skills:
These three months have taught me time management and how to work and survive under work pressure. The routine life of office has made my life more disciplined, which is very essential to become successful. I have learned to become punctual at the same time. It improved my time management skills. My supervisor sometimes puts pressure on me by giving me multiple tasks at a time; it also developed my multitasking ability to some extent, which will definitely help me in my upcoming professional life and personal life. Also, I was able to make development as an individual and to maintain a work-life balance. 

Learning how to interact with the supervisor and the colleagues:
The culture of the organization is very supportive and pleasant and the job environment is many enriched whichgave me unlimited opportunities to work together with my supervisor and colleagues. Their enthusiasm to cooperate was much higher than what I expected. Whenever I confronted any problem, my mentors willingly helped me out. Their helpful and responsive behavior let me boost my self-assurance.

 In the middle of every month in CBL, there is less work pressure. Throughout those days, I got the chance to work in other departments and learned about their work and job responsibilities, and that helped me interconnect both jobs and formally. Separately from official understanding about banks, I had discussions about the job market and industry with them. They told me about my mistakes I made and the ways to make them correct. They offered me instructions what I need to evade and about what I need to be cautious while at work. I also had to communicate with the branch Manager
[bookmark: _Toc520991566]
[bookmark: _Toc520991572][bookmark: _Toc525249081][bookmark: _Toc534666901]4.4 Complications Encountered during the internship period:

As an employee of CBL, I had some responsibilities. Sometimes I had to face huge work pressure. It was quite difficult for me to prepare this report because they treated me as a full-time employee and so I had full work pressure. But I tried my level best to prepare the report efficiently. 
There were specific banking terms that I was unfamiliar with that caused difficulties at the beginning of my internship. I had to learn different banking terms and instruments from the bank’s websites. My co-workers who gave me explained exactly what work I should do and in what time I should do, and if I had any questions or face any problems, to whom I should concern. I would go to them immediately and ask for their help anytime.  For example, while checking the voucher I encountered problems several times. Hence I went to my supervisor and he quickly showed me what to do and how to make it right. 




[bookmark: _Toc534666902]Chapter 5: Findings of the study
[bookmark: _Toc534666903]5.1 Analysis of the survey
The main objective of this survey is to study the satisfaction level of the customers who are taking service from the Jamuna future park branch of the city bank limited and also about the perception of the customers about the service and facilities provided by the bank. The information was collected through a questionnaire (Appendix 7.2) and the analysis was done on the basis of response received from the customers. The sample size was limited to 54. The responses were recorded directly onto each questionnaire. The data has been analyzed through statistical tools such as table and column charts.
Interpretation of the survey-

Q1.For how long have you been using our products/service?

	Using the service
	Less than 6 months
	Less than a year
	Less than 3 years
	Over 3 years

	Frequency
	4
	7
	21
	24





The chart above shows that the majority of the customers are getting service from city bank limited from less than 3 years. That means out of 56 participants about 24 participants are more than 3 years, 21 s is less than 3 years, 7 s is less than 1 year and 4 are less than 6 months.

Q2. How satisfied are you with the products/service of our bank?

	With the service of the bank
	
Unsatisfied
	
Neutral
	
Satisfied
	
Very satisfied

	Frequency
	8
	12
	30
	6






The chart shows that the majority of the customers who participated in our survey are satisfied with the service they are receiving from the city bank limited. That means out of 56 participants 30 are satisfied, 6 are very satisfied, and 12 are neutral which means not satisfied nor dissatisfied and 8 are totally unsatisfied. City bank limited can easily dismiss the percentage of unsatisfied customers with new initiatives and analyzing the complaint the customer did against the bank as the percentage of unsatisfied customers are almost low.

Q3. How satisfied are you with the service delivery of the branch?

	With the service of the branch
	
Unsatisfied
	
Neutral
	
Satisfied
	
Very satisfied

	Frequency
	11
	14
	28
	3






The chart shows that the majority of the customers who participated in our survey are satisfied with the service of the branch. That means 28 participants among 56 are satisfied, 3 are very satisfied, 14 are neutral and 11 customers are unsatisfied. The results came from the survey is not good for the branch as well as the bank. Many customers leaves the branch with unsatisfied service they get from the branch. This situation can harm the goodwill of the bank.so the bank authority should take initiative to overcome the situation and should analyze the complaint the customer does against the branch.
Q4. Have you received proper assistance and suggestions to your queries from our branch?

	Received assistance from the branch about queries
	
No
	
To some extent
	
Yes

	Frequency
	5
	17
	34






The chart shows that the majority of the customer who participated in our survey said that they got proper assistance and suggestions to their queries from the branch. That means 34 out of 56 participants said yes, 17 said tom some extent they got proper assistance but 5 customers said they didn’t get proper assistance to their queries. Sometimes there is a huge rush in Jamuna future park branch and sometimes the customers have to wait for a long time and also there is less sitting arrangement and also the employee quantity is less than the branch need. I think that is the main reason why the customer thought they didn’t get proper guidance. The city bank limited should take steps to overcome the situation because it can lead to the bad reputation of the branch as well as the bank itself.

Q5. Would you recommend our products/service to other people?

	Recommend the service to other
	
No
	
Maybe
	
Yes

	Frequency
	6
	15
	35







The chart shows that the majority of the customer will recommend the city bank to others. That means about 35 customers who participated in our survey would like to recommend city bank service to others, 15 participants may be will recommend and about 6 participants said they won’t recommend city bank to others. The reason can be the dissatisfied customers who are unsatisfied with the service of the branch as well the bank. Though the percentage is not high still it can grow higher so I think city bank should be concerned about this situation must take initiative to analyze the complaints of the customer about the branch, the bank, the product, and the overall service etc.


[bookmark: _Toc534666904][bookmark: _Toc520991574][bookmark: _Toc525249082][bookmark: _Toc520991573]5.2SWOT analysis of City bank
· Strengths
· Strong liquidity and financial position
· Wide network in both home and abroad
· Experienced and trustworthy top management
· Diversified product line
· Satisfactory IT infrastructure and real-time online banking
· Good cooperation
· Regular clients and good customer-banker relation

· Weakness
· The high rate of Asset infection
· The overhead expense is very high
· The problem in delivering service
· Lack in employee motivation process, training process, and job rotation system
· The little amount of own ATM booths

· Opportunities
· Controlling environment choosing
· Enormous business zone and private sector expansion
· Credit card trade
· SME Finance
· Agro-based business loan
· Sales and trade volume increase
· Investment in information technology

· Threats
· Quality assets and deposits
· Market force for depressing interest rate
· Shrink in international trade
· Business due to financial collapse and warfare 
· Numerous currency deflation
· Third cohort banks
· Customer loss
· New private commercial banks
[bookmark: _Toc534666905]5.3 Problems found in Jamuna future park branch
During my three months of internship period, I have found some problems going on with the Jamuna future park branch. They are mentioned below:
· The process of finding any information is a little backdate and time-consuming which is a hustle for both clients and employees.
· Unorganized service providing system which has created a lot of unsatisfied customers.
· Most of the customer comes for good service but at the end return with a lot of complaints about the service and the staffs who are giving the service which can lead to the very bad reputation of the bank.
· Eventually, the unsatisfied customers lead to an unhealthy relationship with the staffs.
· The pin generation process is found difficult by most of the customers.
· Many customers came because of complaints about the customer care call service which is remain responded by the staffs.
· There is no token system for the customers who came for service with staffs, not for cash pay or disburse purpose. And because of that reason sometimes unfair means happens with a customer who waited longer to get the service.
· The environment of the branch is not organized, lack of sitting arrangements and sometimes it gets very crowded and full of chaos.
· The satisfaction level of the employees is very low.
· The service should be customized aligning with the product.
· Many employees gives lack of importance to the customers.
· Lack of personnel to ensure smooth service.
[bookmark: _Toc534666906]Chapter 6: Recommendation and conclusion
[bookmark: _Toc534666907]6.1 Recommendations
Nowadays business is very complex and competitive. To survive in this completive business market every organization need to take some effective and competitive policy. After my observation of JFP branch while working I can recommend CBL the following points:

· The working condition needs to be improved. They should provide adequate working resources to the employee. So, they can perform better.
· Employees need to face challenges to feel excited and important. It will increase their interest and will also improve their services.
· Employees should be placed based on their abilities and their skills. If the employees are in the right place there will be higher chances of their improved services.
· The Speed of general banking activities needs to be increased. There must be adequate development in the deposit section. The Bank should arise new schemes. Sensibleservices will interest more customers.
· The customer should be assessed carefully about the creditworthiness, involvement, and ability to complete the scheme. A credit officer must from an observation of his customer. He should collect all the data about the would-be borrower.
· The City Bank Limited need to create a new marketing strategy, which can increase the total export and import business and can draw more customers.
· The Bank can deliver overseas market stories, which can allow the exporter to assess the demand for their products in distant countries.
· The bank needs to offer Attractive incentive package for the exporters that will help to raise the export and therefore it will reduce the balance of payment gap of the bank. 
· The bank needs to confirm that the early payment has been authorized and distributed as per processed by the central bank and as per exercise, process, and standards of the bank. 
· [bookmark: _Toc525249083]Making their app city touch more user-friendly so people from all background can use this without facing any hassle.
[bookmark: _Toc534666908]6.2 Conclusion
[bookmark: _Toc520991575]The City Bank Limited is one of the biggest private commercial banks in Bangladesh. It is operating throughout Bangladesh. It has a centralized infrastructure which is very rare among banks in Bangladesh. It is well renowned for its assets, Deposits, and profit which was evaluated by Asia week in the year. It has gained its popularity through American Express credit cards, brokerage business, and SMS banking. It is one of the largest corporate banks in Bangladesh. It heavily encourages the growth of the bank in retail banking. The bank is also renowned for the worker's foreign remittance business. 

This report is concentrated mostly about the Jamuna future park branch of the city bank limited and mostly about the customer service and general banking activities. This branch has the potential to make the service more striking and also increase the goodwill of the bank among the clients. With some little reorganization of the current performance of the bank along with the branch can make a better reputation and make city bank as one of the best private commercial banks in Bangladesh. It was a great experience to have practical knowledge from the city bank. Without that practical knowledge, it was not possible for me to compare the academic and practical knowledge.
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[bookmark: _Toc534666911][image: ]7.2 questionnaire of the survey:


General banking activities


Cash 


accounts section


Account opening


Bills and clearing


Remittence




















For how long have you been using our products/services?	
Less than 6 months	Less than a year	Less than 3 years 	Over 3 years	4	7	21	24	


How satisfied are you with the products/services of our bank	
Unsatisfied 	Neutral	Satisfied	Very Satisfied 	8	12	30	6	


How satisfied are you with the service delivery of the branch?	
Unsatisfied 	Neutral	Satisfied	Very Satisfied 	11	14	28	3	


Have you received proper assistance and suggestions to your queries from our branch? 	
No 	To some extent	Yes	5	17	34	


Would you recommend our products/services to other people?	
No 	Maybe	Yes	6	15	35	
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