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Executive Summary
The internship is an attempt to know how they theoretical knowledge that I have gathered from my courses, can be applied to a practical situation. As a student of the Bachelor in Business Administration program of School of Business and Economics of United International University, it is a part of the curriculum for a student to undergo an internship at a good organization. So for this purpose, I got the opportunity to complete my internship at Mutual Trust Bank Limited. 
In the first chapter of the internship report, the general knowledge of a bank as a financial institution is discussed. Also, there are brief discussions about how the study originated from, the objectives, the scopes and also the limitation so the study is firmly discussed. 
In the second chapter of the internship report, the overview of the organization that I was an intern of, has been collected. The sources of the information were both internal and external sources. 
In the third chapter of the internship report, the information regarding the general banking sectors of a commercial bank is elaborately described. Also, the function of the general banking sector has a comprehensive discussion in this part of the report. 
In the fourth chapter of the internship report, I have stated the tasks I have fulfilled while working in the bank as an intern. The tasks where both in office and on field which gave inclusive idea about the functions of a bank and the managerial functions of a bank.
In the fifth and final chapter of the internship report, the marketing implementation of the bank is discussed profoundly. Here an intensive idea can be achieved about how a bank promotes the brand and how the promotional tools are used, despite being a financial institution.  
The goal of the report was to know how the functions of the bank are done and how a bank implements its marketing strategies to reach to the target consumers.  The activities of general banking of a bank have immense importance for a bank. General banking sector is consider as the face of a bank as this is the first place where the consumers get their services as well as this is where the consumer interacts with the company. 
As a bank is a financial institution, so marketing is not the most important department. But despite that, Mutual Trust Bank has taken few marketing strategies where the bank has used several promotional tools to get close to the targeted customer as well as the potential target market. All of the strategies are discussed in the report intensively. 
The banking industry of Bangladesh is one of the prominent industry sectors of the country. Because of the lucrative growth of the industry, the incoming of competitors are high which is causing a top ranked bank like Mutual Trust Bank to struggle in future. The marketing strategies are one of the best solutions to fight against the race as this will help the bank to reach the targeted customers much faster.
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Introductory Division







[bookmark: _Toc15260041]1.1 Introduction

Bank as we know is an institution which deals with cash or money or any type of monetary medium. Although, money is not the only thing that a bank deals with, there are other factors as well. Also there are several types of banks as well which do different types of activities such as 
· Central Bank, 
· Commercial Bank, 
· Savings Bank, 
· Investment Bank
· Merchant Bank 
· Co-operative Bank
To most of the general people, the activities of bank are more related to the activities which are done by the commercial bank. Because most of banks around us are mostly commercial banks and general people usually go to these banks as they only do cash deposit or withdraw, interest on deposited and also commercial bank is the bank that provides loan facility to general people. For these activities, a commercial bank is more known to people. 
The banking industry is in present time, is emerging. The sector is very popular amongst all other sectors in the country. To retain the growth, the industry is also getting advanced in the technology department and also the banks are bringing several new banking services.  With the modern facilities, the services are getting more useful for the clients. Also, the competition between the banks in the country has become more intriguing as the competition is high; the banks are focusing more on the quality they can ensure to the clients. 
Mutual Trust Bank is one of the top banks in the country. This is a commercial bank. The activities of the bank are to receive money from the depositors and give money as loan or withdraw to the people. As the bank charges interest against the loan as well as several service fees from the depositors, the bank earns its profits. The objective of the bank is to earn profit through the exchange of money and credit instruments. 

[bookmark: _Toc15260042]1.2 Origin of the Report

The internship is a course for the students so that the students can gather corporate environmental knowledge as well as they can understand the practical implementations of the knowledge they gathered from the courses before. The term paper on the general banking sector and the marketing implementation on Mutual Trust Bank Limited is made upon those information which were gained throughout the internship period. For the internship program I’ve chosen Mutual Trust Bank where I was assigned as an intern at Elephant Road Branch. At the bank, I worked in the general banking sector and gained knowledge from there. The internship program at Mutual Trust Bank is organized by the bank so that a student can understand how bank activities are performed. 

[bookmark: _Toc15260043]1.3 Objective of the Study 

The broad objective is to get the in-depth idea of the marketing plan implementation of a commercial bank. 
The specific objectives are the following;
· To achieve the real life experience of the activities done by a bank in Mutual Trust Bank Limited.
· To understand how the accounts in a bank and what regulations are to be maintained.
· To understand how credit services are given and how they are disbursed.
· To collect information regarding various activities and services of the bank.
· To suggest the banking activities to the public according to their needs. 
· To understand how defaults happen and how they hamper the bank, the society and the country’s economy.
[bookmark: _Toc15260044]
1.4 Scope of the Study 

The coverage of the study is to focus on the areas of the activities of the general banking sector of the bank and how the bank promotes their services through the promotional tools and the marketing mix. The report will help the reader to have a broader idea about the functions which are done by the general banking sector of a bank and also, the way a bank implements the marketing plan.



[bookmark: _Toc15260045]1.5 Limitations of the Study 

As I was an intern of a bank where security is one of the vital elements, the bank was not able to provide me all the information regarding their activities, profits and financial situations. Thus, there is a lot of information which were provided by the bank to me for the completion of the term paper. The term paper is prepared upon that available information. Also, information is collected through interviewing the employees about their work and activities. Yet, there are limitation which were faced to create the term paper which are described below,
1. Limitation in Time:
The period of the internship was 3 months and within these months I had to see all the activities of the bank. This is very tough to notice all the activities a bank operates.
2. Limitations in Proper Directions by the Employees:
A bank operates huge amount of activities daily and the employees have to conduct that daily. This is a huge work load and they get very limit time to spare for me. 
3. Limitations in Gathering Information:
As a bank has a lot of confidential information and documents that cannot be given to a person, who is not an employee. 
4. Limitations in Experience: 
Because of the internship was my first experience is corporate sector as well as banking sector, my lack of experience made it little hard to understand the activities easily which may reflect in the report. 

[bookmark: _Toc15260046]1.6 Methodology of the Study: 

Sources of information 
The report is descriptive and the information is given here are two types. They are,
· Primary Information
· Secondary Information 
Related information are collected for the corporate sector of the bank.

1. Primary Information:

· Working experience at the front desk of the bank.
· Interviews with the bank officer and clients.
· Observation of the activities conducted by the officers.

2. Secondary Information:

· Information gathered from the bank’s official website.
· Information gathered from the bank’s internal database system.
· Information gathered from the bank’s internal web system.
· Information collected from the bank officers which were not published anywhere.
· Information collected from the Annual Report of the bank.
· Information collected from different journals written on the bank.
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[bookmark: _Toc15260047]2.1 Introduction of Mutual Trust Bank Limited 
Mutual Trust Bank is one of the top ranked banks in Bangladesh. The bank is a public limited company by shares. The company received huge success in the country, because of the wide range of services are offered to the clients of all categories. Also the management of the bank helped the bank to reach the top level.


[bookmark: _Toc15260048] 2.2 History of Mutual Trust Bank Limited
The company was established as a public limited company in 1999 under the Company Act 1994. At the initial the company was established with a capital of BDT 100 Crore divided into BDT 10 Crore share each valuing BDT 10. Now, the company has a capital of BDT 1000 Crore divided into BDT 100 Crore share each valuing BDT 10.
Bangladesh Bank, on October 5th 1999 granted license and issued Certificate for Commencement under the Banking Companies Act 1991 to Mutual Trust Bank Limited. The bank stared its operation on 24th October, 1999. As the bank stated in its Memorandum of Association and also as licensed by the Bangladesh Bank, the bank can operate these banking businesses, 
1. Wholesale Banking 
2. Retail Banking 
3. International Trade Financing 
4. Small and Medium Enterprises (SME)
5. NRB Banking 
6. Privilege Banking 
7. Card Services 
8. Treasury Operations
The bank has 95 branches and operates through the head office and those branches. The bank does the international business through a system of Global Network of Foreign Respondent Banks.
Mutual Trust Bank Limited is member of various chamber as well as associations as well as institutions in our country. All those are different in nature. The list is given below, 



	
      a. Metropolitan Chamber of Commerce and Industry, Dhaka (MCCI,D) 
b. The Institute of Banker’s Bangladesh (IBB) 
c. Bangladesh Foreign Exchange Dealers Association (BAFEDA) 
d. Bangladesh Institute of Bank Management (BIBM) 
e. International Chamber of Commerce Bangladesh Limited (ICCB) 
f. Association of Bankers Bangladesh Limited (ABB) 
g. Bangladesh Association of Publicly Listed Companies (BAPLC) 
h. American Chamber of Commerce in Bangladesh (AMCHAM) 
i. Primary Dealers Bangladesh Limited (PDBL) 





[bookmark: _Toc15260049]2.3 Mission and Vision of Mutual Trust Bank Limited 

2.3.2 Vision 
Mutual Trust Bank’s vision is based on a philosophy known as MTB3V. We envision MTB to be:
· One of the Best Performing Banks in Bangladesh.
· The Bank of Choice.
· A Truly World-Class Bank

2.3.1 Mission 
“We aspire to be the most admired financial institution in the country, recognized as a dynamic, innovative and client focused company that offers an array of products and services in the search for excellence and to create an impressive economic value.”



[bookmark: _Toc15260050]2.4 The Philosophy of the Bank 
“With the mission to become a dependable consumer centered institution within the country by proving service with trust and integrity.”

[bookmark: _Toc15260051]2.5 The Objectives of Mutual Trust Bank Limited 

The main object of the Mutual Trust Bank restricted (MTBL) is to supply a world-class banking service system within the financial market. Aside from that, the bank started its operation within the country with an aim to realizing the subsequent objectives:

1. To ascertain a partnership relationship with client and to eliminate the concept of the debtor-creditor relationship of ancient banks.
2. To ascertain welfare focused banking industry.
3. To mobilize savings towards productive sectors.
4. To take a position on profit and risk sharing basis.
5. To just accept deposits on profit and loss sharing basis.
6. To form employment opportunities by finance savings towards prospective
economic sectors.
7. To increase banking services towards the poor, helpless and low-income cluster of
people within the society so as to uplift of their commonplace of living.
8. To contribute to institution of a society by evenhanded distribution of wealth.
9. To ascertain justice within the trade and commerce within the country.
10. To render services for the economic development of the state.

[bookmark: _Toc15260052]2.6 The Functions of Mutual Trust Bank Limited 

Mutual Trust Bank limited function such activities, 
1. To maintainevery kind of deposit accounts with on-line facilities.
2. To conduct international business.
3. To increase different banking services.
4. To conduct welfare activities.
[bookmark: _Toc15260053]2.7 The Overview of the Products and Services Provided by Mutual Trust Bank Limited 

The aim of Mutual Trust Bank is simple – To provide adequate services to the consumers to satisfy their needs despite how large or how small the entity is. According to the needs of the consumers, the bank has developed several bank deposits accounts, savings schemes, fixed deposits, liability products and customer assets.
Even though, the bank has already established a hefty amount of services for the consumers, the bank is also planning to bring even more services designed according to the needs of the consumers. 

An overview of the products and services of Mutual Trust Bank Limited is briefly described. 

1. Retail Banking:

		Retail Banking is the most general type of banking known to the general people. This 		is the banking where the bank directly provides banking services to the normal 			people, not through any intermediary such as organizations and institutes. 

There are several retail banking products of Mutual Trust Bank designed for the clients in order to fulfill their needs. The products can be classified in 3 major categories which are, 

· Retail Deposit Products 
· Retail Loan Products 
· MTB Card Products 

[bookmark: _Toc15260054]2.7.1 Retail Deposit Products 
Mutual Trust Bank Limited has several retail deposit products. They are 

	Deposit Products

	· Current Account
	· Monthly Benefit Plan
	· Children’s Education Plan
	· MTB Millionaire Plan

	· Regualr Savings
	· MTB Senior
	· MTB Junior
	· MTB Shanchay

	· Fixed Deposit
	· MTB Inspire
	· MTB Graduate
	· MTB Kotipoti

	· Brick by Brick
	· MTB Double Saver
	· MTB Ruby
	· MTB Care



· Current Account: 
		
A current account is a type of account where a client can deposit and withdraw any amount of money at any time without any conditions. There is no interest given for this type of account. Normally, businesses have such account as they do monetary transactions through the account.

 
· Regular Savings Account: 

Regular savings account is such an account where the client can saber money at the bank with a restriction on withdraws. The client receives interest on the amount of the savings he/she has done. The purpose of the account can be various and typically, not businesses but ordinary people make this account.


· Fixed Deposits: 

Fixed deposit is a long term investment where the client saves a certain amount of money at the bank for a longer period without the permission for the withdrawing any amount from the deposits. The time duration is much longer. At Mutual Trust Bank Limited, it starts from 5 years and can go up to 50 years. The interest is very high on such accounts and the longer the period, the higher the interest is given to the consumers. 

· Brick by Brick: 

The concept of brick by brick is simple, higher amount of small quantities accumulate a much higher amount. So here, people save a certain amount each period and at the end of the whole period, they receive a huge amount. 

· Monthly Benefit Plan: 

This plan is for those poeple who wants a monthly benefit from their deposit. The client saves a certain amount or can gradually save up to a certain amount from where he/she can get monthly allowance of interest as benefit. The minimum amount for this account is 1, 00,000 and can go up to no limit. 

· Mutual Trust Bank Senior: 

Mutual Trust Bank Senior account is for the senior citizens who need special attention from the bank. The account is to help them to complete the daily banking transactions easily. 



· Mutual Trust Bank Inspire: 

This is like regular account but with extra benefits such as monthly interest where regular account gives half yearly interests. Also there are several other unique benefits. 
 
· Mutual Trust Bank Double Saver: 

This is a FDR account in which the deposited amount is doubled in a time duration of 6 years.

· Children’s Education Plan: 
This account is for the parents who are willing to save money for their children’s education. This account is specially designed for that purpose. 
· Mutual Trust Bank Junior: 
The account is for the juniors of the country so that the account can serve them in future. 
· Mutual Trust Bank Graduate: 
The account is specially designed for the university and college students so that they can easily complete their banking transactions through this account very easily. 
· Mutual Trust Bank Ruby: 
The account is specially designed for the women. The account enables them a hassle free banking system where it is also packed with several unique benefits. 
· Mutual Trust Bank Millionaire Plan: 
In this account, the designed scheme will help the client to accumulate a quality of a million taka. 
· Mutual Trust Bank Shanchay: 
This account is specially designed for the lower incoming people of the society. Lower incoming people are most of the time, neglected in banking services but this account enables them to get all the banking facilities.  
· Mutual Trust Bank kotipoti: 
		The account is designed to make a total of a crore within a certain period. 

· Mutual Trust Bank Care: 
This is a specially designed account which serves an unique purpose, to serve the needs of the children with special needs. The account enables the child to get all the assistance from the employees of the bank to do the banking transactions

[bookmark: _Toc15260055]2.7.2 Retail Services for Loan: 
Mutual Trust Bank Limited has several loan services which are given to the clients so that they can fulfill their needs without having the money on their own. The loan services are,

· Mutual Trust Bank Auto Loan 
· Mutual Trust Bank Personal Loan 
· Mutual Trust Bank Home Loan 
· Mutual Trust Bank Home Equity Loan 

· Mutual Trust Bank Auto Loan: 
If a client wants to buy a car and unable to carry the financial responsibility of the car, this loan service can fulfill the dream. This loan service gives the opportunity to the client to buy the wanted car within a very lucrative interest rate. 

· Mutual Trust Bank Personal Loan: 
If a client in need of any type of financial and monetary help, this loan service can fulfill that.

· Mutual Trust Bank Home Loan: 
This loan service allows the client to build or buy a home for himself within a very attractive interest rate. 


· Mutual Trust Bank Home Equity Loan: 
If the client is unable to make his/her home a dreamy as he/she can imagine, he/she can take this loan to fulfill the long wanted dream house. 

[bookmark: _Toc15260056]2.7.3 Small Medium Enterprise (SME) Products

Mutual Trust Bank Limited has designed various types of SME products for the owners who do such type of businesses. The SME products are, 
· Mutual Trust Bank Bhagyobati 
· Mutual Trust Bank Krishi 
· Mutual Trust Bank Moushumi 
· Mutual Trust Bank Revolving Loan 
· Mutual Trust Bank Small Business Loan 
· Mutual Trust Bank Digoon 
· Mutual Trust Bank Green Energy Loan 
.
· Mutual Trust Bank Bhagyobati 
This account is for the women who are doing business with their small medium enterprise. 
· Mutual Trust Bank Moushumi 
As several occasions, the small medium enterprises need additional financial help to carry out the business. For that needs, this products is created to aid the business owners of the small medium enterprises. 
· Mutual Trust Bank Revolving Loan 
Every small medium enterprise needs capital so that it can run and operate very smoothly. To be able to do that, the enterprise needs additional capital which can be tough for the owner to manage. This product is especially designed to serve that need. 
· Mutual Trust Bank Small Business Loan 
This product will help the small enterprises to increase their businesses. 

· Mutual Trust Bank Digoon 
This product helps the client to get a loan as twice as the deposit is done.
· Mutual Trust Bank Green Energy Loan 
This product is especially for the renewable energy projects which are making the world greener. Even NGO and institutions can make them available for this loan facility. 




















[bookmark: _Toc15260057]2.8 The Organizational Hierarchy of the Mutual Trust Bank Limited 
In the organizational hierarchy, at the top position, there are MD and CEO. Both positions are handled by one person who takes all the major decisions for the bank. The MD and CEO controls and look after all the major divisions of the bank. There are 2 Deputy Managing Directors (DMD), 1 Senior Executive Officer (SEVP), 3 Executive Vice President (EVP) and 2 Senior Vice Presidents (SVP) who directly give report to the MD and Additional Managing Director (AMD). 
The Executive Vice Presidents (EVP) controls several departments the loan administration, international, credit, information technology, the financial control, accounts division, treasury division, credit division, and card division are under the control of the EVP. Under the Executive Vice Presidents (EVP), Vice Presidents (VP) work. Seniors Vice President (SEVP) is reported by the Executive Vice Presidents (EVP) daily. The Senior Executive Vice President controls the daily activities directly. 

Given below, the whole hierarchy of MTBL 

[bookmark: _Toc15260058]2.9 The Organizational Culture of Mutual Trust Bank Limited
Mutual Trust Bank limited is one amongst the foremost disciplined banks with a particular
corporate culture. Here they believe shared that means, shared understanding and shared
sense creating. The bank officers will see and perceive events, activities, objects and
situation in a very distinctive manner. They build their manners and rule, character
individually to suit the aim of the bank and to the requirements of the purchasers who hold
paramount importance to them. The individuals within the bank see themselves as a good knit
team or family that believes in operating along for growth. The company culture that they're happiness has not been obligatory. It’s rather been achieved through their company conduct.

[bookmark: _Toc15260059]2.9.1 Public Relationship Department (PRD): 
The department is one of the most important departments under the administration department of the bank.
There are several activities are done in this department. The mains are: 
· Circulation of important notice
· Customer service 
· Legal affairs 
· General correspondence within Bangladesh 
· Cash affairs of the bank 

[bookmark: _Toc15260060]2.9.2 Audit and the Inspection Department of Mutual Trust Bank Limited 
This department works directly below the management of the administrator. This department is accountable to rearrange periodical internal special audit in every branch and to follow-up and monitor the banks overall activities.



[bookmark: _Toc15260061]2.9.3 Operational Department (OD) of Mutual Trust Bank Limited 
Under the operational department the subsequent divisions of Mutual Trust Bank restricted conduct their various works.

· Credit division 
· Investment division 
· International division 
· Card division 
· Treasury operation division 
· Computer and Engineering division 
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Chapter: 03
General Banking Division of Mutual Trust Bank 









[bookmark: _Toc15260063]3.1 The Introduction of General Banking of Mutual Trust Bank Limited 
Financial institutions that stand between the last word borrowers and supreme lenders are called banking institution. Banks perform this operation in 2 ways- taking deposits from those that wish to deposit their cash in several forms and disposition that accumulated quantity of cash to the potential investors in alternative different forms. Whereas doing these 2 performances bank offers an exact quantity of interest cash to the depositors for depositing their cash within the bank and receive specific amount of interest cash from the borrowers who borrowed cash from the bank. During this method bank earns profit by giving less quantity of interest to the depositors and receive high quantity of interest from the borrowers. The overall Banking is that the place to begin of all the banking operation. General Banking department aids in taking deposits and at the same time provides some ancillaries services. It provides service to each the regular purchasers and to those purchasers who involves the bank for the primary time to relish general banking services. In some general banking activities, there's no relation between the banker and also the consumer particularly once the consumer takes the service type Bank for once. On the opposite hand, there are some regular customers with whom bank is doing its businesses off times. It’s the department that provides daily services to the customers.
In Mutual Trust Bank Limited, general banking is done in four sectors.
 The sectors are,
1. Front Desk 
2. Accounts Department 
3. Foreign Remittance and Exchange Department
4. Cash Department Front Desk



Cash Department
Accounts Department
General Banking of MTBL



Foreign Exchange and Remittance Department





Here’s is a perceived ratio of the activities of general banking activities in each of the sectors of general banking. 



[bookmark: _Toc15260064]3.1.1 Front Desk 
The activities of front desk consist all the direct interactions with the customers. This is the direct center for the customer service. From here, all the activities of the banking operations start. Several activities are done by general banking such as account opening, clearing, remittance etc. 
Similar activities are done in Mutual Trust Bank Limited Bangladesh. The activities are briefed below, 
1. Account Opening: 
Here all the accounts are opened for the customers. This is the first step of the customer relationship with the bank. Through this, a walk in customer becomes an existing customer. 
There are different types of accounts which fall under different categories. The Categories are – 
1. All Kinds of Deposit Account
2. Deposit Schemes 
3. Fixed Deposits 
Under Deposit Accounts, several accounts fall such as Savings, Current etc
2. Software Recording:
All the information which are written in the account opening from, are added here. Are the information are save in CIF (Customer Information File) which are later sent to the CRM (Credit Risk Management) Division of the bank.
Each customer has his/her own CRM code which is used to find his/her information at any time.

3. Keeping KYC (Know Your Customer):
KYC (Know Your Customer) is the traditional application of keeping the customer information. KYC is written by hand in a specifically designed form. Every account opening file must contain related KYC. Information regarding the customer can be also taken from KYC.
 
4. Account Transfer: 
In general Banking division, a customer can transfer his/her account. A customer can do – 
1. Change the Type of Account 
Here a customer can changed his/her account type (for example – changing from Current to Savings account) 
2. Changed the Branch of the Account 
Every account has its own branch and the account is maintained from that branch. So, if a customer wants to change his/her branch (for example – from Elephant Road Branch to Dhanmondi Branch), he/she can do that. General Banking will transfer his/her account to the desired branch. 
5. Account Update:
Any information which is required to be updated, are done in general banking. Here if a customer wants to update his/her contact number with a new number, all he/she has to do is to inform the general banking division and the person who is in charge with that division, will change the number.  A bank always prefers the most recent information and account update is always appreciated/ 

6. Account Close: 
As accounts are opened by general banking division, accounts are also closed by this division as well. 
To close an account, a customer has to fill up an account close application form and submit that to general banking division and the division will close the account upon the request.
 
7. Cheque Book Requisition & Issue: 
A cheque book always an essential for an account because this is the instrument used to withdraw the money from the account. So after creating each account a requisition is made for a cheque of that particular account. General banking provides this service. After the cheque book reaches to the general banking division, the division employee informs the customer and then issues the book. 

8. Solvency Certificate Issue: 
A solvency certificate is a document which issued by a bank which certifies that the person is solvent or has stability in finance. In case of applying for tenders or visa interviews, a solvency certificate gives prove of financial strength. The certificate is given based on the bank account transactions. The solvency certificate is issued by the general banking division of the bank. 

9. Statement Issue: 
A statement is a document which shows all the transactions incurred within a certain period. A customer wants to take a statement for several reasons which also include personal reasons. General banking division provides this service.

10. Collection Authorization : 
There are several documents is bank which are very confidential and are cannot to shared or given to any person other than the person himself/herself. Collection authorization is a service by which a customer can authorize a specific person to collect confidential documents on his/her behalf. 
Documents which need collection authorization are – 
i. FD Receipt  
ii. Balance Certificate 
iii. Solvency Certificate 
iv. Cheque Book 
v. DPS Certificate 
vi. Pay Order 
vii. Account Statement etc
The customer needs to fill up a “Collection Authorization Form” where he/she will mention the person who is going to collect the document and hand over to the employee at general banking division. 

11. Debit Card and Credit Card Issue: 
General banking also issues customers debit cards and credits card upon their requests. 

12. Captured Card: 
There are certain cases where a debit card gets stuck in the ATM machine while withdrawing money. The cases can be wrong pin code input or malfunction of the ATM machine itself. So the cards are later collected and sent to the related branch where the cards are kept. So if the person whose card got stuck wants to collect the card, he/she can collect it from the branch itself. If the card stays way to long in the branch, the branch destroys the card. This all are done under general banking division. 

13. Pay Order: 
Pay Order is a payment slip where an account holder gives permission to the bank to pay a certain amount to a mentioned person. This is done under the general banking division.




14. Pay Slip of FDR: 
When a person doesn’t have a cheque or any chaque pages available to withdraw the FDR, he/she can ask for a pay slip from general banking and cash the slip from the cash counter. 
15. Salary Issue: 
There are companies which maintain a main account and all the employee accounts in a bank. So when the month ends, salaries are transferred to each employees‘ accounts from the main account. This is done by general banking division. 

16. Internet Banking: 
Activating internet banking, maintaining the account, giving customer care – all done by general banking division.

17. SMS Banking: 
Activating SMS banking, maintaining the account, giving customer care – all done by general banking division.

18. Account Information: 
If a customer wants to know any information regarding his/her account, he/she can know that from general banking division.

19. Transfer Cheque of Demand : 
Although this is done in accounts department, but upon customer’s request a cheque can be transferred from one branch to another branch at front desk.

3.1.2 Accounts Department 
MTBL receives different types of financial mediums, such as cheque, Pay Order, Demand Draft etc. from its clients through which the money can be collected. It also collects the financial mediums through the clearing house that comes in order to pay for the client. There is a counter for the Accounts department where an assistant officer sits and helps the clients regarding their demand. There are 3 types of cheques received at the accounts department. They are, 
· Transfer 
· Clearing &
· Bills Collection

· Transfer Cheque :
All such instruments drawn on simply accessible native Branches of MTBL and deposited for crediting the consumer account are treated as “Transfer Delivery”.

· Bills Collection 
In recent days banking mechanism has become complicated in terms of sleek dealings and safety. Customers receive bills and pay his or her payment through their account within the bank. Here commercial banks play the duty of collection bills on behalf of their customers.
 Kinds of Bills for collection

1. Outward Bills for collection (OBC):
OBC suggests that Outward Bills for collection .OBC exists outside the native clearing house with totally different completely different} branches of identical bank or with different banks. Therefore commonly there are 2 kinds of OBC that are given below:
· OBC with totally different branches of alternative banks
· OBC with totally different branches of identical bank

2. Inward Bills for collection (IBC):
When the banks collect bills as an agent of the collection branch, the system is
known as Inward Bills for collection (IBC). During this case the bills collection branch or the bank can work for a specific bank. The agent bank or bills collection branch of a bank receives a forwarding letter and also the bills from the bank that the agent branch or the bank is functioning or assembling bills.

[bookmark: _Toc15260065]3.1.3 Foreign Exchange and Trade Department: 
Foreign exchange is one of the most important services of a commercial bank. At the Mutual Trust Bank, this department handles the foreign exchange as well as the foreign trade. 
Two major activities are done in this department. They are 
1. Dealing with the Export Import of the Products. 
2. Dealing with the Foreign Currency



· Dealing with the Export Import of the Product: 
Here the activities regarding the bank’s part of the foreign trade is done. The activities are can be divided into two parts. They are, 
1. Import Functions &
2. Export Functions 

· Export Functions: 
· When it comes to export functions, the bank plays the role of exporter’s bank where bank will be an agent for the client. The bank is going to receive the L/C from the exporter’s bank. 
· The bank will notify the “Beneficiary” about the receiving of the L/C.
· Bank will send all the required documents mentioned in the L/C from the importer’s bank.
· Bank will receive all the required documents mentioned in the L/C to importer’s bank. 
· When the deal is complete, the bank will pay the due to the exporters and receive the due from the importer’s bank. 

· Import Functions: 
· Bank will create L/C upon the request of the client. While creating the L/C, the bank will receive several trading documents and give a sanction (10%-100%) to the client.
· Bank will send the L/C to the importer’s bank.
· Bank will receive all the required documents mentioned in the L/C from exporter’s bank. 
· Bank will send all the required documents mentioned in the L/C to the exporter’s bank.
· When the deal is complete, bank will pay the due to the exporter’s bank. After payment, bank will give a specific time to the importer to pay the due to the importer’s bank.
Mutual Trust Bank Limited does both of the above mentioned activities.

· Dealing with Foreign Currency: 
The bank deal with foreign currency where a person can either exchange money or get their passport endorsed.



[bookmark: _Toc15260066]3.1.4 Cash Department 

Cash department if not the most known to the general people as clients are more often to go there for their cash out and cash in. The department comprises with assistant officers and a junior officer to conduct the overall activities. 
Cash is very sensitive for the banks overall activities. If anything goes wrong, the bank has to answer for it. So this is the part where the most securities are given in a bank. For the security, there are vaults in the bank where the cash are stored and other very important documents. 
This part of the bank receives money from the clients who wants to save in the bank and also pays to those who want to withdraw. The payment can be done through cheque, demand draft, pay order and pay-in-slip. 
· When a client comes into the bank, the client gives the money receipt or cheque to the cash counter where one officer is seating to help.
· The money officer takes the cheque and checks the cheque throughout to find any mistake.
· There are several key things which the money officer must cheque which are date, name, the amount of money, the account range of the account and lastly check the signature which is already stored into the database system of the bank “FLORA”.
· If there any mistake is not found, the officer passes the cheque which can be then easily used to withdraw money..

At the cash department, there is a sheet that every officer maintains to keep data. The information they store in the sheet are, 
· The serial number of the cheque 
· The account number of the client 
· The amount written in the cheque 
· The initial/signature that the client has provided.
Every employee within the cash counter maintains a sheet. When receiving each payment they replenish the sheet in following particulars:

•Serial number
•Account number
•Amount
•Initial


Receiving Cash
· At first, there is a deposit slip with the client has to fill up in order to add money to account.
· In the slip such information are needed, 
· Client’s Name (same as account name) 
· Client’s Account Number 
· The Amount in Numeric 
· The Amount in Written Form 
· Signature 
· Date

· The officer at the counter checks the slip and checks the money for any type of error.
· If everything is okay, the officer gives a seal and initial to the slip as it is passed.
· After that, the officer keeps one copy of the deposit slip and gives the other one back to the client for documentation. 
· Officer takes the money and counts whether there are any difference in the actual quantity and the written quantity. 
· Then the officer gives the input into the system to add the money in the account, if money equals on both sides.
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[bookmark: _Toc15260067]4.1 Preface
I was assigned at the Elephant Road Branch of Mutual Trust Bank Limited to finish my internship program. Throughout my internship program I enjoyed the work on the bank however most significantly I learned the way to work hardly with nice responsibilities. This sensible orientation is critical for graduating student to develop his or her skills and at an equivalent time helps students to arrange themselves before getting into the company world. 
The things that I even have learned at Mutual Trust Bank Ltd are:
· The actual meaning of the given responsibilities
· Commitment and the necessities of it
· Regularity and the timing of the activities are extremely necessary.
· Working with several types of individuals. 

Mutual Trust Bank limited encompasses a guide line for the place students that guide the prisoner students whereas doing work within the bank. There are three completely different departments in Elephant Road Branch and they are:
1. General Banking (GB)
2. Credit Department (CD)
3. Foreign Exchange & Trade Department (FETD) 
4. Cash Department (CD)

I worked in the General Banking departments within the past two months. Therefore, in this report I even have described regarding my job responsibilities at General Banking (GB).

[bookmark: _Toc15260068]4.2 The Nature of the Activities 
General banking sector is the face of a bank. This is where the relationship with client with bank starts. This is the sector which interacts the most with the customers. Whenever a cunstomer comes into the bank, the first depart he/she is directed is to the general banking sector if he/she wants to create account or any other things so. The sector comprises several departments with their different activities. Just like banking activities, general banking sector relies heavily on the documentations. So there are a lot of documents are stored to conduct the activities of the general banking sector. 

[bookmark: _Toc15260069]4.3 My Activities in General Banking of Mutual Trust Bank – Elephant Road Branch 
As an intern at Mutual Trust Bank – Elephant Road Branch, there were several activities which I was assigned to do. The activities are given below,
· Filling up deposit forms
· Filling up unfinished forms
· Receiving cheque book requests from the clients 
· Issuing the requested cheque books to the clients 
· Preparing pay orders 
· Opening and closing a firm 
· Making an internal documentation form known as the “Know Your Customers (KYC)” for the customer accounts. 
· Updating several books such as Inward, Outward, Cheque Book Requisition, Pay Order Receipt etc.
· Collecting and helping the officer with the remittance related work. 
· Assisting the customers with several related information.
· Collecting various types of papers of the clients such as photocopy of the ID card or passport of the birth certificate. 
· Inputting Data to and retrieve data from software named FLORA used in the bank system. 
· Calling clients so that they can collect their cheque books.
There are other several tasks which were given to me other than the general banking sector. Other tasks are, 
· Going to clients’ offices to collect their required signatures and documents.
· Organizing other documents which are related to the whole banking system of the branch.
· Making MS Word and Excel documents etc. 

Even though the activities seem very basic but as the number of clients was very high, so the work was a lot. Because of the friendly environment as the help of the employees at the work place, the activities became easier compared to the way they should be. 





4.4 My Observation from the Activities that I’ve Seen and Perceived in Mutual Trust Bank 

As I was an intern of a bank and also the bank being a much secured institution with various types of confidential information, I was not given many opportunities to learn the activities by doing. Because of the limitation, I had to observe all the activities that the officers and managers have done do perform the banking tasks which gave me quite a lot of ideas regarding the activities of a bank. The observations are, 
· Finest Security Assurance: 
 				
The employees were very serious about the information regarding    the client and the accounts. A single information which can be confidential are not given to any other person unless the client. Even sharing with other employees was not happening. 

· The Friendly Environment: 
The employees gave their utmost effort to make the client feel as friendly possible so that they can feel satisfied. Although bank is a not a fun place to be in. But the employees several times, made the environment enjoyable for both the clients and other employees.
· The Carefulness of the Employees: 
As known, bank work with monies, carefulness is a must. A single careless click can transfer 10000 tk to a wrong account and which will later take a lot of hustle to fix. So employees were extremely careful regarding their tasks. Even if an employee makes a mistake, the deputy manager can fix that as every transaction is filter and approved by him.
· The Cooperating Culture: 
I noticed the culture of the bank was very cooperating. The employees were helping each other more than I ever imagined. As several cases, if an employee was not present, others accumulatively finished that employee’s task on that day.  This was the employee doesn’t have to face a lot of work pressure during the next day. 


4.5 My Learning from Being an Intern of Mutual Trust Bank Limited 

Even though I was given very little chances to do work, mostly because of the security issues, I’ve learned a lot from the limited tasks I’ve given to do and the observations I’ve done. The learning are, 
· Be More Careful
As the activities of bank are so confidential, these gave the idea of how a person should be careful about the information about his/her own personal life.
· Be More Productive 
In a bank, an employee does a lot of work. So if a person is not productive, the person will have to drag all the unfinished works which are remained undone.
· Be More Punctual 
As mentioned before, there are a lot of works are done is a bank, if a person is not punctual enough and fails to complete the daily tasks, the person will be left with a lot of extra tasks the very next day. Punctuality is very important here.
· Be More Interactive 
A bank is a service institute which totally works with interacting with the clients. So interaction is very important here.
· Be More Serious 
As an employee has to be extremely careful regarding the activates, the employee must remain serious about the tasks. Without the seriousness, the carefulness will not come.
· Be More Sincere 
In a bank every person should remain sincere about the information. At any glance, any information can be leaked which will cause huge problem for the bank.
· Be More Accurate 
To open an account, during transactions etc, a lot of information are required. So if those are not accurately given, the whole task will be a failure. So accuracy regarding all the tasks are highly demanded here. 
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Chapter: 05 
The Implementations of the Marketing Plan of Mutual Trust Bank Limited 





[bookmark: _Toc15260070]5.1 The Marketing of Bank Services:
Marketing of bank services is the combined operation absorbed at providing facility to satisfy customer’s financial desires and needs, over the competition keeping in sight the structural objectives. Banking is a customized service focused business and thus ought to give services that satisfy the customers’ desires. The promoting maneuver includes obviation, classifying, responding and satisfying the customers’ desires and needs effectually, professionally, and beneficially. It is aforementioned that the presence of the bank has miniature worth while not the presence of the client. The most role of the bank isn't solely to realize and win more and a lot of clients however conjointly to preserve them through operative customer facility. Promoting as associated to banking is to clarify an appropriate promise to a client through a spread of services and services and conjointly to verify operative distribution through satisfaction. The particular contentment delivered to a client relay on how the client is cooperated with. It goes on to prominence that each worker from the best government to the foremost junior worker of the bank should be careful with promoting.

[bookmark: _Toc15260071]5.2 The Implementations of the Marketing Plan of Mutual Trust Bank Limited 

Even though Mutual Trust Bank Limited doesn’t do much of promotional activities but there are few strategies they follow. For the implementation the bank follows two strategies related to the marketing activities. They are, 
1. The Marketing Mix (7P) 
2. The Marketing Triangle


[bookmark: _Toc15260072]5.2.2 The Marketing Mix of Mutual Trust Bank Limited
Mutual Trust Bank Limited focuses on the marketing mix of their services so that they can provide the exactly appropriate product to their targeted customer segment. Through the marketing mix, they focus to satisfy the needs of the targeted customers. In the marketing mix, the bank focuses on the 7 element which are product, price, place, promotion, process, physical evidence and people. 





· Product: 
Product is what is sold to the customers. In case of the bank, the product is the services which are offered to the clients of the Mutual Trust Bank Limited. The bank has several categories of services related to the needs and wants of the customers. With the evaluation of the bank, the products of the bank have evolved as well. The product list of the bank is described in the “The Products and Services of Mutual Trust Bank Limited” in the 2nd chapter of the resport.
The bank has several services for several types of people based on their interest, ability, income and situation. The services compresses savings, loans, exchanges etc, related products. The product list of Mutual Trust Bank is huge and based on that they have acquired the interest and attention of the clients. This is one of the key factors why the bank is among one of the best banks in the country.
Here are some of the products of the Mutual Trust Bank which are especially for few specific target customers.


MTB Krishi
For
The farmers and the agro SME owners.
MTB Care
For
The children with special needs.
MTB Junior
For
One’s child’s future security.
Children’s Education Plan
For
The parents who want to save for the education of their children
MTB Senior
For
The senior (above 60) citizens of the country.

















· Place: 
Place is where the service will be provided to the customer. So, if the place is not convenient for the customer, how much attractive the product is to the customers, they will not buy the service. Same goes for the bank as well. If the bank is not close to the clients’ home, the client will not come to the bank. So it’s very important for a bank to set up branches close to the target customers. 
Mutual Trust Bank has one head office and 116 branches and more than 150 ATMs throughout the country.  All these branches are situated near commercial areas or industrial areas or residential areas for the convenience of the customers. 
Mutual Trust Bank has branches in all divisions in the country. They number of branches in each division is given below, 
	Name of the Division
	Number of Branches

	Dhaka
	60

	Barishal
	02

	Rangpur
	05

	Chittagong
	31

	Rajshahi
	09

	Sylhet
	06

	Khulna
	03



The Branches are situated near to the customers so that they can easily come to the bank and get their needs fulfilled. For example, 
Elephant Road branch is situated near both residential areas of Hatirpool and Kolabagan and commercial areas such as Elephant Road, Hatirpool Market etc. So, both type of customers such as business person and normal account holders can easily come to the bank and get services 

· Price: 
Decisions regarding price ought to answer questions about right price for services offered, worked out
by taking into mind about the price of such services, competitor's charges and alternative factors.
The prices of the banking services given by the bank are based on the ability of the customers and all the costs incurred by the bank itself. The prices of the services of the bank are very much reasonable considering the competition. The bank charges fairly for the services. 
Bank takes interest set by the Bangladesh Bank. Also other services are fairly charged. For each pages of cheque, the bank charges 4 tk. For solvency, bank charges 110 tk. For statement of the banking transaction, the bank charges 105 tk. For Debit Card, the bank charges 575 tk etc.

· Promotion: 
Decision regarding promotion answers questions on communication with the client. After getting info on wants and placement of the potential client and when coming up with schemes to suit their wants, it's necessary to require choices on creating schemes famous to the prospective customers through correct communication media and via correct words, so as to bring out the salient options of the theme. Expectations of the clients in post-reforms duration are dynamic in no time and customers have started shifting loyalty to higher banks. It is, therefore, all the a lot of necessary to confirm that not solely the felt wants however conjointly the latent wants of the clients are foretold and happy. These strategies enclosed radio and television commercials and private contacts by the employees of the bank except for news paper insertions.
Mutual Trust Bank Limited is not high on promotions. The bank does not do a lot of things for their branding. But there are few things which they do for promotional activities. Some are, 

· Newspaper and Magazine Ads:
In various local magazines and newspapers, the bank gives ads where they either show case their new service or show the existing services in order to catch the attraction of the clients.
· Brochures:
The bank prints various types of brochures where the bank gives the descriptions about their activities as well as the services they provide. Such brochures can be found in all branches of the bank.

· Show Sponsor:
The bank sponsors in television shows. In 2019, the bank partnered with the “Rangpur Riders “and signed a sponsorship for the BPL 2019.

· Fair Stall: 
In every year, the bank participates in banking fair in Bangladesh. They set up a stall in the fair to showcase their services to the people.

· Web Page: 
The bank promotes the brand through their web page where they always showcase  their services discounts and etc.

· People: 
All individuals directly or indirectly concerned in the consumption of banking services are an
important division of the extended marketing mix. Knowledge staff, Employees, Management
and different customers typically add vital worth to the full product or service providing. It is the
employees of a bank that represent the organization to its customers. In a bank organization,
employees are primarily the contact personnel with client. Therefore, associate worker plays an
important role within the promoting operations of a service organization. As an example to understand its
potential in bank selling,
In Mutual Trust Bank Limited, the employees are adequately skilled therefore they prvide the services properly to the clients. In the Elephant Road branch, there are 20 employees all together and all the employees are properly skilled and for that the employees are highly satisfied. People in the front desk are extremely friendly which makes the client very comfortable are the employees in other departments are accurate with their works which makes the transactions smooth. Also, the employees are always promoting their products through direct marketing and therefore they are acting as a effective tool of promotion.

· Process: 
Process is how the service is given to the customer. If the process is complicated and hard, most of the time, the customers feel unwilling to take services. Easer and simpler processes are the best way to attract the customers. 
In Mutual Trust Bank, the processes are very simple and smooth. Most of the cases, the customers do not have to wait long for a job to get done. Because of the simpler way of process the customers feels good and makes the whole operation much faster. Even if the process gets slow, the customers are served with tea and snacks so that they do not get bothered. 

· Physical Evidence: 
The physical evidences additionally add signage, reports, punch lines, alternative tangibles, employee’s dress code etc.
· Signage: 
Every bank has its emblem by that an individual will establish the corporate. Thus such accumulation is critical for making visual image and company identity. 
· Money Report:
The Company’s money reports are issued to the clients to stress or believability.
· Tangibles: 
Bank provides pens, writing pads to the inner customers. Even the passbooks, cheque books, etc cut back the inherent impalpability of services. 
· Punch lines:
Punch lines or the company statement depict the philosophy and angle of the bank. Banks have authoritative punch lines to attract the clients. 
· Employee’s Dress Code: 
As an example Mutual Trust Bank follows a dress code for their internal customers. This helps the clients to feel the convenience and luxury.

[bookmark: _Toc15260073]5.2.3 The Marketing Triangle of Mutual Trust Bank Limited 
Mutual Trust Bank services are all about the promises that the bank gives to the clients. The bank gives promises to the clients and in return the bank provides the promised services to the clients. 
There are 3 actors in marketing triangle and the marketing in done in marketing triangle. 
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The 3 actors are, 
1. Company – The internal management of the company
2. Employee – All of the employees of the company
3. Customers – The existing and the potential customers of the company.
And the 3 marketing approaches are, 
1. External Marketing 
2. Internal Marketing and 
3. Interactive Marketing 

· External Marketing: 
In external marketing there are 2 actors involved – the company and the customers. Here the company promotes promises to the customers. The communication is done before the service is given to the customer. 
Mutual Trust Bank Limited does external marketing in several ways such as through advertising, or through direct selling or through public relationship.  The objectives of Mutual Trust Bank are to create awareness of the brand to the targeted customers. 

· Internal Marketing; 
In internal marketing, there are 2 actors involved – the company and the employees. To a company, the employees are their internal customers. These employees should be pleased by the company at first because these employees will please the customers. A group of satisfied employees will always make more return than a group of unsatisfied employees. 
Mutual Trust Bank pays the highest amount of wages to the employees in Bangladesh at this moment. Also, the bank is very employee oriented and the facilities are higher than the competition. There are several benefits given to the women employees of the bank and the pressure in the bank is much lesser than the alternative banks. 

· Interactive Marketing: 
In interactive marketing, there are 2 actors involved – the employees and the customers. This is where the service encounter happens. Here either the given promises that has been done in external marketing either get broken or get fulfilled. 
As the employees of Mutual Trust Bank, are skilled and have sufficient knowledge, most of the promises given in the external marketing are fulfilled. This is why, the bank is one of the top ranked banks in Bangladesh. 
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Recommendation and Conclusion 






[bookmark: _Toc15260074]6.1 Recommendation 
After finishing my internship in Mutual Trust Bank Ltd i noticed that MTBL is incredibly organized and continuously focused to supply its best service to its customers. all the same, the bank still has some minor issues on that MTBL management has to take acceptable steps to resolve them and in future it’ll facilitate them to become one among the leading banks of the country. Otherwise, these could cause vast loss or produce a barrier for the long run prospect.
I hope that these recommendations would be useful for the Mutual Trust Bank Ltd. These recommendations are given below:
· The management of the bank should be stricter regarding the performance of the bank. Lately, the bank is underperforming in few branches which are dragging the overall success of the bank, down. If this continues, the bank will start to see less growth and this can be fatal.
· Observation on the employee should be more effective. There are few employees who are seen reluctant to work properly in several cases. Not only this reduces the overall productivity of the bank, this also pushes more workload on the employees who are doing their work properly and effectively. 
· Bank should set up more ATM around the city for the easy access for the clients.
· Bank should hire adequate number of employee and also place the employees properly. This is observed that, there are some departments where employees are remaining idle where in other departments; employees can’t even maintain the excessive workload.











[bookmark: _Toc15260075]6.2 Conclusion

As a bank in the current banking industry of Bangladesh, Mutual Trust Bank is one of the pioneers. The bank has taken itself to the top positions among various banks in the country. The performance of the bank is prominent. As an intern of the bank, I saw very closely how a top ranked bank works. The internship has given me the information and knowledge about the corporate culture and specially the corporate culture of a bank. The internship program at the Mutual Trust bank Limited is a well designed program where an intern can see and observe by working together with the crew, how a bank operates. But there were various limitations because of smaller branch and also there is confidential information which is not to be given to someone like an intern. However even with these limitations, I tried to give my utmost effort during this internship period. The general baking sector of a bank is one of the prominent sectors of a bank. This sector is the care sector of the bank also the face of the bank as this sector directly interacts with the customers. The genial banking sector of Mutual Trust Bank – Elephant Road Branch is very well organized and active. The department fulfilled the promises given by the bank, to its customers totally. Also, the activities of the bank itself are very organized as well as the employees who work in the bank. The bank is focusing on the marketing of their services to the targeted customers effectively so that they can achieve the target. The bank is continuously developing service so compete with the competition. The bank is aiming to be the top ranked bank in the country as is working accordingly. 
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