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Executive Summary

The objective of this research is to acquire an understanding of the General Banking Activities and practices conducted by Sonali Bank Limited. Through the provision of functional banking services and customer-centric schemes, the bank has secured the loyalty of its clientele and captured a significant market share, thereby establishing itself as the foremost bank in the country. In the introductory section of my report, I provide a background that encapsulates the overall content of the document. Subsequently, I present a concise overview of Sonali Bank Limited, where I have compiled information regarding its historical context, the number of branches, vision, mission, and other relevant details. Following this, the project section is introduced. In this part, I have illustrated the general banking operations of Sonali Bank Ltd and have thoroughly analyzed each aspect of general banking. Furthermore, I have included a succinct overview of the terms and guidelines related to each general banking scheme provided by the bank's management. In the findings section, I have pointed out that the bank offers outdated product schemes. As a result, the management of Loans & Advances at Sonali Bank Limited is critically important. In the contemporary market, banks must compete not only with local competitors but also with international financial institutions. Sonali Bank Limited is recognized as one of the leading commercial banks in Bangladesh. The bank plays a vital role in contributing to the nation's economy. Moreover, the bank is lacking in advanced IT facilities that are currently in high demand. Subsequently, I have put forth several recommendations based on the findings outlined in this report. I have compiled an Internship Report on "Loans & Advances of Sonali Bank Limited". I have gained a wide range of banking knowledge from the professionals at the bank and have strived to fully apply both my academic understanding and personal skills. Additionally, I have made every effort to cover all the essential aspects of the assigned topic. I have recommended that the banking authorities adopt rapid advancements in modern technology by implementing customized banking tools and applications. I have additionally suggested that the relevant authorities enhance their human resource management policies to attain the desired outcomes. The banking industry in Bangladesh comprises a diverse range of institutions, including Nationalized Commercial Banks, Private Banks, foreign banks, Specialized Banks, and Development Banks. Sonali Bank Limited is crucial in fostering growth and economic development in Bangladesh. By fortifying its HR systems, Sonali Bank seeks to increase productivity, guarantee transparency, and maintain accountability in its core banking functions, which encompass deposits, loans, remittances, and customer service. The main goal for most organizations is profit generation, and financial performance acts as a measure of a company's financial well-being, suggesting that better financial performance is associated with higher profits. Assessing a company's financial performance ultimately indicates its success and illustrates how effectively it can achieve its goals. Sonali Bank engages in a range of functions, and the report encompasses several sections, including an introduction, a profile of SBL, an examination of general banking operations and financial performance, a SWOT analysis of SBL, as well as recommendations and conclusions.
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Chapter 1- Introduction of Topic








Background of the Topic 

The report is titled "General Banking Activities and Financial Performance Analysis of Sonali Bank PLC." Its primary objective is to investigate the operational aspects of Sonali Bank's general banking activities and to elucidate its financial performance. The General Banking department serves as the core of a bank's operations. It manages essential banking functions and requires long-term planning to ensure effective management. The relationship between a banker and a customer begins with general banking, which forms the foundational level of all banking operations. A significant number of customers rely directly on general banking services, as they cater to all their daily transactional needs. The aim of general banking extends beyond merely maximizing profits; it also seeks to establish a strong reputation for the organization. Financial performance holds significant importance for any company, as it evaluates the company's policies and operations in monetary terms. The primary objective for most companies is profit generation, and financial performance serves as an indicator of a company's financial health, implying that superior financial performance correlates with increased profits. Evaluating a company's financial performance ultimately reflects its success and demonstrates how effectively it can meet its objectives. Sonali Bank engages in numerous functions, and the report encompasses various sections, including an introduction, a profile of SBL, an analysis of general banking activities and financial performance, a SWOT analysis of SBL, as well as recommendations and conclusions.

Human Resource (HR) practices are essential in influencing the efficiency, integrity, and quality of service within banking institutions. Specifically, at Sonali Bank PLC, which is the largest state-owned commercial bank in Bangladesh, HR practices are vital for managing its extensive workforce, ensuring adherence to regulations, and providing banking services nationwide. Given its strong commitment to public service, Sonali Bank's HR practices include recruitment, training and development, performance management, employee welfare, and succession planning. These practices are designed to align with the bank's strategic goals of promoting financial inclusion, driving digital transformation, and delivering customer-centric services. By fortifying its HR systems, Sonali Bank aims to enhance productivity, ensure transparency, and maintain accountability in its core banking operations, including deposits, loans, remittances, and customer service.

Shortly after the nation achieved independence, Sonali Bank emerged as the largest and leading Nationalized Commercial Bank following the enactment of the Banks’ Nationalization Order 1972 (Presidential Order No. 26), which led to the dissolution of the National Bank of Pakistan. As a completely state-owned institution, the bank has been actively fulfilling its duties towards nation-building by participating in various government-assigned socio-economic initiatives and conducting its own money market operations, thus covering all sectors of the economy. Sonali Bank Limited is governed by a Board of Directors consisting of 13 (thirteen) members. The institution is directed by the banking landscape in Bangladesh, which includes a wide array of institutions such as Nationalized Commercial Banks, Private Banks, foreign banks, Specialized Banks, and Development Banks. Sonali Bank Limited plays a vital role in promoting growth and economic development in Bangladesh. Upon completing all the required courses for obtaining an undergraduate (BBA) degree from BRAC Business School, it is essential to engage in a minimum of 90 days of internship programs at a well-established and reputable organization.




Objectives of the study 
 
A clearly articulated research objective lays the foundation for a successful research endeavor. To keep my attention directed towards the subject, I have divided the objectives into two separate categories. Broad Objectives: To improve comprehension and gain practical insights into the different activities and services provided by the bank, which pertain to electronic banking and customer satisfaction.

Specific Objectives

· To assess the performance of the E-banking system at SBL 
· To ascertain customer expectations regarding the E-banking system of SBL identifying the disparity between customer expectations and satisfaction levels 
· To illustrate the connection between E-banking and customer satisfaction.


     Scope of the Study

The organizational segment includes the framework, history, offerings, and financial results of Sonali Bank Ltd. In summary, the main emphasis is on the effectiveness of the staff loan distribution process at Sonali Bank PLC. This report aids in gaining a clear understanding of the staff loan offerings of Janata Bank Ltd. Additionally, it provides insights into it first public Bank . The purpose of this report is solely to collect information regarding the staff loan of Sonali Bank Ltd., concentrating on the core objectives of Sonali Bank PLC.. The bank offers retail banking services, including savings, current and fixed deposit accounts, debit and credit cards, as well as online and mobile banking services (Sonali e-Wallet), among others. to facilitate remittance flows; however, its operations were ordered to cease by Bangladesh Bank in 2018 due to compliance issues. The Branches include Sonali Bank UK Limited, which was launched in 2001. Operated multiple branches until their closure in 2022 due to regulatory fines and compliance issues. Representative offices are in Gulf countries, specifically Kuwait and Saudi Arabia. The institution maintains correspondent banking relationships with approximately 380 to 639 banks worldwide, varying by source. In the realm of emerging offshore banking, it received a license in June 2024 to commence offshore banking operations in Bangladesh, with guidelines having been approved and full operations anticipated shortly. The organization provides government social protection services, including social security payments, allowances for widows or freedom fighters, educator stipends, and additional support.


Methodology of this report
        The methodology of the study constitutes a crucial component of the research. It is structured in a manner that aligns with the objectives of the study. This includes the design of samples, identification of data sources, procedures for data collection, and techniques for data analysis, among others. The study was exploring in nature. Consequently, the methodology employed during this internship involved observation and, at times, discussions with bank executives. In addition to the internship, I engaged with various clients of the bank. For further clarification, discussions regarding the internship were held with the bank's top management. Alongside the internship, assistance was sought from various documents produced by Sonali Bank Limited. The report was prepared using both primary and secondary data. It is characterized as descriptive. Over the span of three months, a considerable volume of raw data was collected, and I have made efforts to transform that data into useful and actionable insights for this report. The two methods of data collection that were utilized are outlined below. Information collected from office Details.

· Discussion with banking representatives
· Discussion and casual interview with bank customers
· Survey forms

 
Secondary data sources
· The official website of Sonali Bank
· Reliable online journals
· SBL's annual report
· The Bangladesh Bank website and circulars issued by SBL

        The primary data was sourced from interactions with employees and experiences obtained from desk work while employed at Sonali Bank. The secondary data was derived from the Sonali Bank website, annual reports, and various documents pertinent to this report. Banking is a crucial sector for a nation's wealth-building endeavors. Commercial banks are indeed profit-oriented financial institutions. These entities significantly contribute to the money market of every economy. With the advent of globalization, technological advancements, and deregulation, the global banking system has been undergoing rapid transformations. Presently, banks are required to compete not only with local institutions but also with international financial entities. Sonali Bank Limited stands as one of the foremost commercial banks in Bangladesh. Consequently, the management of Loans & Advances at Sonali Bank Limited is of paramount importance. The bank plays a vital role in the nation's economy.




The banking system in Bangladesh consists of various types of banks, such as Nationalized Commercial Banks, Private Banks, Foreign Banks, Specialized Banks, and Development Banks. Sonali Bank Limited plays a crucial role in promoting the growth and economic development of Bangladesh.


Limitations of this report
This report encountered several challenges during its preparation. As an intern student, there was limited opportunity to engage with the general banking section. The primary limitation of this study is the time constraint, as a three-month period is insufficient to fully comprehend the entirety of SBL's general banking activities. Additionally, the lack of adequate data presents another limitation of this report.

Sonali Bank conducts all standard banking functions, which include the mobilization of deposits and lending services. Furthermore, the bank provides financial assistance for a range of income-generating and economic development projects, such as the Poverty Alleviation Credit Program, the Female Special Credit Program, and the Agro-based Industrial Credit Program in rural areas. The bank plays a crucial role in foreign exchange transactions and off-balance sheet operations. At present, it has established correspondent relationships with 380 foreign banks and banking offices worldwide.. During the 1990s, the bank's business policies focused on meeting capital adequacy requirements, mobilizing substantial deposits, and investing in more profitable avenues. The aim of general banking extends beyond merely maximizing profit; it also seeks to build a strong reputation for the organization. Financial performance holds significant importance for any company. It assesses a company's policies and operations in monetary terms. The primary objective of most companies is to generate profit, and financial performance serves as an indicator of a company's financial health, implying that superior financial performance correlates with increased profitability.

Section for the opening of general banking accounts:

The account opening section is the most crucial part of a bank. A variety of activities are conducted in this section. These include -

· Account Opening 
· Interrogation about an account
· Supporting of an account
·  Cheque book issuing
· Closing  of an account
· 
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Chapter 2- Literature Review









According to Eshna (2017), a company's financial performance pertains to the extent to which it has achieved its financial goals. It serves as a financial indicator for evaluating a business's operations and policies. This performance reflects a company's overall financial well-being. As noted by Matar & Billie (2018), investors highly regard a company's financial performance. It demonstrates the effectiveness of the organization's executive leadership. Enhanced financial performance enables a business to utilize its resources in an effective and efficient manner, which subsequently contributes to the national economy. According to Helen (2017), electronic banking and other technological advancements in customer-bank interactions are currently aligned with prevailing banking conditions. As a result, banks should enhance their online communication capabilities.

What constitutes human resource practice
Human resource practice refers to the actual implementation of human resource (HR) policies, strategies, and procedures that organizations utilize to effectively manage their workforce. These practices, which emphasize the recruitment, training, motivation, and retention of employees to meet organizational objectives, are vital components of the Human Resource Management (HRM) system. Human resource practices encompass the standard methods and procedures employed by HR professionals to oversee employees within the workplace. These practices are crafted to ensure that employees are satisfied, well-managed, and aligned with the company's goals and values. They play a crucial role in fostering a productive work environment while adhering to ethical and legal standards. The adoption of effective practices is essential for an organization's growth and success.



Employee satisfaction and efficient operations are critical to a company's success since they can greatly improve the caliber of its goods and services. The following are some possible advantages of carefully planned HR practices and procedures:


Recruitment and Selection: 

You may create efficient procedures while creating a recruitment strategy by looking at creative ways to streamline the procedure. The management structure, organizational principles, and required or desired qualifications are some examples of the components that go into these initiatives. You may incorporate effective procedures that make it easier to choose and retain top talent by being aware of these elements and how they might affect your hiring procedure. The following are some recruitment practices you might want to consider implementing.


Training and development: 

Professionals often look for job opportunities that enable them to engage in continuous learning and career advancement. Incorporating professional training and development policies into your human resources strategy can help retain the talented individuals you hire. You can assist them by offering opportunities for ongoing education, training, and professional development resources, such as online courses, conferences, or seminars. Furthermore, creating an internal promotion strategy may encourage employees to advance within the organization, which could lead to greater job satisfaction and increased revenue for the company.


Open Communication Channel: 

Effective communication plays a vital role in enhancing an organization's efficiency, which is why the HR department considers it the best practice to create open communication channels. Organizations may find that when employees at every level feel they can express their thoughts, ideas, and concerns to their colleagues and managers throughout the organization, they are empowered to perform exceptionally in their roles. Similarly, executives, senior management, and HR teams that maintain transparency with all employees can cultivate trust and respect within the organization.





Organize a face-to-face meeting, where appropriate
The most efficient method of communication takes place in person. Interacting with someone face-to-face allows for the application of both verbal and nonverbal communication strategies. If you find yourself in separate locations, it is advisable to opt for video conferences instead of depending solely on emails and instant messaging.
Speak confidently and concisely
Concentrate on fully articulating your thoughts with confidence and clarity. Developing a mental outline of the key points you wish to address can assist you in accomplishing this. When you possess a clear comprehension of your message, your self-assurance is likely to increase. Grasping the ideas you intend to communicate can aid in maintaining your focus. Opt for precise vocabulary instead of vague terms to express your ideas effectively.
Encourage others to speak and listen carefully:
Effective communication involves the exchange of ideas. After articulating your thoughts, encourage others to share their viewpoints. Be attentive, providing them with your undivided focus. You may employ active listening techniques to ensure that you are fully engaged and comprehending the speaker..
Ask questions: 
Engaging in inquiries with the individuals you are interacting with can help clarify their viewpoints. Furthermore, it shows your genuine interest in them. This method may encourage them to be more open and share further information with you. Actively listening to others while they communicate can assist in developing relevant questions. Open-ended questions are especially advantageous, as they encourage individuals to offer detailed answers.

Follow up written communication, when required:

It can be difficult for individuals to retain all the information they encounter. If you have discussed an important subject, such as a collaborative project or company policies, consider composing an email that outlines the key points. Distribute this email to everyone you engaged with, allowing them to refer back to it.




Comprehensive benefits packages 

Integrating attractive package options for employees into a human resources strategy can promote efficient operations and improve employee satisfaction within a company. Developing benefits packages may involve a complex process; however, you can start this by assessing the needs or requests of the employees within the organization. Furthermore, you may want to include benefit options that reflect the organization's dedication to employee wellness, such as paid fitness memberships or flexible working arrangements.

Employee incentive Program:

 Numerous employees perceive incentives as a motivational tool; therefore, it may be advantageous to incorporate an employee incentive program into your human resources strategy. You could discover which kinds of incentives appeal to employees by requesting them to fill out a survey.
Importance of Human Resource Management Practices

The paper investigates a broad spectrum of HRM practices, including recruitment and selection, training and development, performance management, compensation, and employee relations. It underscores the significance of aligning recruitment and selection processes with the objectives and values of the organization. This article addresses the growing acknowledgment among companies regarding the potential of their workforce to serve as a source of competitive advantage. To capitalize on this advantage through their personnel, organizations must concentrate on HR practices that can effectively harness their human resources. Although there is an expanding body of academic literature analyzing the connection between HR practices and firm performance, much of this research has shown statistically significant correlations but has offered limited insight into the underlying mechanisms. The study emphasizes the insufficient understanding of the processes by which HR practices affect firm profitability. Prior research frequently employed cross-sectional designs, which limited the capacity to draw causal inferences.

      
Significance of HR Practices

1. Efficient human resource practices enhance job satisfaction levels among employees, which in turn results in increased employee retention rates. This ultimately minimizes the expenses and efforts associated with recruiting and training new personnel.
2. Improved Performance: Human Resource practices, including performance management and training, contribute to the development of employees' skills and capabilities, leading to an overall enhancement in the organization's performance.
3. Enhanced Organizational Culture: An effectively organized HR function contributes to the development of a positive and inclusive organizational culture, in which employees feel appreciated and are motivated to give their utmost effort.
4. Compliance and Risk Management: Human Resource practices guarantee that the organization adheres to employment laws and regulations, thereby minimizing the likelihood of legal complications and penalties.
5. Adaptability to Change: Human Resource practices aid employees in adjusting to changes within the organization, including restructuring, mergers, or advancements in technology.
6. Conflict Resolution and Employee Relations: By addressing conflicts in a timely and equitable manner, HR practices foster positive employee relations and avert disruptions in the workplace.
7. Talent Development: Human Resources emphasize the identification and cultivation of talent within the organization, thereby facilitating the emergence of future leaders and minimizing reliance on external recruitment.

Socialization or Orientation in Sonali Bank PLC:
Human Resources encompasses far more than merely hiring individuals. After the selection of employees is finalized, an engaged HR department is vital in supporting new hires to become both effective and satisfied in their positions. The orientation program is designed to familiarize new employees with their duties, the organization, its policies, and their coworkers. This procedure is critical in aiding new staff to adapt to their new work environment and job expectations. Essentially, it is a process of adjustment.
New employees frequently encounter feelings of anxiety. This anxiety is especially heightened during the early phases of their employment, and new hires are keen to reduce it as quickly as they can. The stress levels tend to rise because of the new employee's feeling of disconnecting. Common responses include feelings of loneliness and isolation. It is crucial for new employees to obtain dedicated support to help them feel at ease. This entails supplying adequate information to reduce uncertainties and confusion. In numerous large organizations, the human resources department is responsible for clarifying the overall organizational policies and employee benefits. Training and Development at Sonali Bank PLC: Every organization requires well-trained staff to carry out essential functions. If current or prospective employees can fulfill this requirement, the significance of training lessens. Nevertheless, upon employment, skills may become outdated. There exists a persistent shortage of skilled and knowledgeable workers. Consequently, organizations invest billions of dollars annually in formal training. Heightened competition, technological advancements, and the pursuit of improved productivity drive management to increase training expenditures. The competitive edge of a company depends on the expertise and skills of its workforce.







Chapter 3- Organizational Overview






In contemporary society, most individuals and enterprises depend on banks for their everyday financial dealings due to their safety, reliability, speed, and security. The significance of banks must not be disregarded, as they serve as a crucial component of an economy that fosters the robust economic growth of a nation. Currently, banks are omnipresent. In Bangladesh, there are 62 scheduled banks (comprising 59 existing ones plus 3 new private commercial banks sanctioned in 2019) as outlined by the Bangladesh Bank order of 1972, in addition to 5 non-scheduled banks (which are created for specific objectives and function under certain regulations but do not possess the same status as scheduled banks. thus lacking the full range of services offered by scheduled banks). With more than sixty active banks and a multitude of financial institutions operating within a relatively compact market, it proves to be difficult for any bank to reach its desired customer base without encountering considerable competition Consequently, banks are continuously competing with one another to establish a unique identity in the perceptions of their customers by providing attractive investment returns, lowering interest rates for borrowers, introducing innovative and tailored financial products, enhancing the efficiency of customer service, and setting up ATM facilities for quick and secure transactions, along with mobile and SMS banking services. In summary, banks are transforming by modernizing their offerings and becoming increasingly digitalized each day to meet customer demands and preferences, which will ultimately foster a more resilient and loyal customer base. 


Branches of Sonali Bank Ltd.

Sonali Bank operates a total of 1207 branches. Among these, 242 are situated in urban regions, 854 in rural areas, and 2 are established overseas. Additionally, it runs the Sonali Exchange Company Inc. in the USA and Sonali Bank (UK) Ltd. in the United Kingdom to facilitate foreign exchange remittances. Sonali Bank UK provides remittance services to up to 14 locations across Bangladesh directly, which include Dhaka, Chittagong, Sylhet, Maulivibazar, Beanibazar, Balagainj, Biswanat, Jagannathpur, Sunamganj, Golapaganj, Nabigonj, Habigonj, Kulaura, or Tajpur.

Vision of Sonali Bank Ltd: A socially responsible and prominent banking institution with a worldwide presence. This banking vision and opportunity are found in every location where we operate, as we engage in this process with the aim of creating opportunities

      
Mission of Sonali Bank Ltd: Committed to providing a comprehensive array of high-quality products that cater to the diverse needs of individuals seeking to enhance their lives, generate value for stakeholders, and contribute to the socioeconomic advancement of the nation.

Slogan of Sonali Bank Ltd.

Your trusted partner in innovating banking.
Bank: A bank is defined as an institution that accepts both demand and time deposits, while also facilitating collections through instruments such as bank drafts and checks. Alternatively, banks can be characterized as financial institutions that oversee monetary transactions. It is fitting to refer to such entities as banks. A.C. Dyes states, "A bank is an organization whose primary role is to facilitate capital training." Key components of banking include finance, payment services, resource management, compactness, resource allocation, specialization, economies of scale, real investment, real savings, and economic growth. In conclusion, based on this definition, we can assert that a bank is a financial institution that gathers individual savings and invests these funds on behalf of customers to generate profit and conduct various financial transactions involving interest.
Corporate profile of Sonali bank PLC:


	Name of the Company
	Sonali Bank Limited

	Chairman
	Ziaul Hasan Siddiqui

	CEO & Managing Director
	Mr. Md. Ataur Rahman Prodhan

	Company Secretary
	Mr. Md. Hasanul Banna

	Legal Status
	Public Limited Company

	Genesis
	Emerged as Nationalized Commercial Bank in 1972, following the Bangladesh Bank (Nationalization) Order No. 1972
(PO No.26 of 1972)

	Date of Incorporation
	03 June, 2007

	Date of Vendor's Agreement
	15 November, 2007

	Registered Office
	35-42, 44 Motijheel Commercial Area, Dhaka, Bangladesh

	Authorized Capital
	Taka 6000.00 Crore

	Paid-up Capital
	Taka 4530.00 Crore

	Number of Employee
	17,965

	Number of Branches
	1218

	Phone-PABX
	9550426-31, 33, 34, 9552924

	FAX
	88-02-9561410, 9552007

	SWIFT
	BSONBDDH

	Website
	www.sonalibank.com.bd

	E-mail
	itd@sonalibank.com.bd



Branches & Subsidiaries:

Organizational Development (OD) denotes the continuous and methodical endeavor to enhance an organization’s efficiency, culture, and capacity to adjust to changes. Human Resource (HR) practices are essential in facilitating and nurturing this development by overseeing play a critical role in enabling and fostering this development by managing the human elements of change and growth. HR practices act as essential catalysts for organizational development. By strategically managing talent, improving employee skills, and cultivating a positive workplace culture, HR ensures that the organization is equipped for growth, innovation, and adaptation in a constantly changing environment. In the end, HR practices empower the individuals who propel organizational progress.


























Organogram of Sonali bank PLC:


Board of Directors


Managing Director & CEO


Deputy Managing Director at Head office




General Managers at Head office


DGM at Divisional head of Head office


Assistant General Managers at Head office

Other Executives (SEO,EO,SO, Officers at Head office)


Other staffs at Head office

General Managers Field GM Office at Division


DGM at Field office




Assistant General Managers at Field office


Other Executives 

1.1 Functional structures

Head Office
G.M Office
Area Office
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Services 
Core activities of SBL


SBL is the foremost commercial bank in Bangladesh. It provides an extensive array of general and commercial banking services to its clients through numerous branches nationwide. The activities of SBL can be categorized as follows.:

	· Corporate Banking
	· Project Financing

	· SME Finance
	· International Trade

	· Consumer Credit
	· Rural and Micro Credit

	· Loan Syndication
	· Trade Finance

	· Remittance
	· Investment

	· International banking
	· NGO- Linkage Loan

	· Capital Market Operation
	· Money Market Operation

	· Government Treasury Function
	· Foreign Exchange Dealing
· 



Additional services performed by SBL

SBL also provides a range of special services for clients in addition to its main banking services for businesses. These services fall into several categories:
Along with these services, the Bangladesh government uses this bank’s wide branch network to deliver pensions and other financial benefits to people across the country. These include:


Core values of SBL



To achieve our main goals, all employees should follow SBL’s core values. There are 10 key elements in our value proposition.

Ethics

All employees are expected to follow ethical banking practices.

Accountability

Each employee is responsible for their own work and is accountable to their supervisor for completing tasks.

Objectivity Employees should set and work towards clear objectives.

Transparency
We should keep information open and accessible to stakeholders.
Integrity
Protecting national and customer interests is essential for building trust in society.
Teamwork
Open communication and teamwork help us work toward shared goals. Employees are encouraged to take ownership and have confidence in their work to help the Bank succeed.

Commitment

Employees are dedicated to meeting expectations and ensuring customer satisfaction. We also focus on developing new and innovative products through ongoing research.








  Chapter 4  -  General        Banking  in  Public Bank: Sonali  Bank  PLC




General banking is the primary component of how banks operate. All banking activities start with general banking. It is the primary location where customers can deposit money into the bank for various reasons. This part of the bank is also called retail banking. The General Banking department gives basic banking services to customers. Regardless of when customers arrive, the bank must assist them. The general banking department helps people who have accounts with the bank. Many of the bank's customers depend on this department because it provides all the services they need for everyday banking. This department focuses on assisting customers and maintaining the bank's good reputation. Customers can open accounts, request checkbooks, deposit money, receive payments, send money, obtain bank drafts, and submit payment requests, as well as manage their check transactions through this department.

    Deposit Account:
Savings Accounts: Sonali Bank provides various savings accounts like MSA, MPSA, MSSA, MYSA Current Accounts: For individuals and businesses, these accounts allow for efficient day-to-day transactions without earning interest of 5-6%
Fixed Deposit Receipts (FDR): Sonali Bank offers fixed deposit products with exclusive rates and ensures the fastest TD opening in the country.
Term Deposit Schemes: Various schemes like the Double Benefit Scheme (DBS) tenure of 5 years, the Monthly Benefit Scheme (MBS) with rates of 11%-12%, and the Millionaire Deposit Scheme (MDS). Deposit Pension Scheme (DPS): This is a savings plan designed to help customers save for the future, with an interest rate of 12%.


Loan and Credit Facilities
Personal Loans: Offering up to BDT 10 million.
Home Loans: Financing up to 80% of the property value.
Auto Loans: Available up to BDT 4 million for the purchase of new or used vehicles.
SME Loans: Customized loan products to support small and medium enterprises.
Credit Cards: Sonali Bank offers credit cards with flexible credit limits, reward points, and cashback offers, starting from 30 thousand to 10 lac credit amount.


Fund Transfer Services

RTGS (Real-Time Gross Settlement): Ensuring fast RTGS facility in the period of 10 am to 4 pm with charges of taka 100
EFT (Electronic Fund Transfer): Provides electronic transfer of funds without any charges.
Interbank Fund Transfer: Through BFTN and NPSV, Sonali Bank customers can quickly and securely.




Remittance Service

Domestic Remittance: Sonali Bank offers safe and fast money transfer services within the country with a 2% fee. International Remittance: The bank works with global money transfer companies like Western Union. When a bank sends money from one branch to another, or to a different bank, either in the same country or abroad, this is called Remittance. This is an important part of how banks work. Handling remittances helps a bank earn a lot of money. During my internship, I learned how a bank handles these money transfers.


Types of Remittance
Sonali Bank Limited earns more from this section through TT and DD.MT, PO, etc.

The steps for sending money using a below.
· First, the person sending money fills out a Demand Draft application form and receives a credit voucher. Then, they deposit the cash for the remittance.
· After completing the form, the sender submits the cash at the cash receipt counter.
· Next, a bank officer collects the required fees, accepts the cash, and counts it. The remittance section officer then receives the voucher.
· the cash amount and prepares the official demand draft.
· reviews the demand draft. If everything is correct, they sign and file the voucher.
· The demand draft is then sent to the recipient.
· Afterward, the branch that issued the demand draft sends instructions to the receiving branch.
· the Demand Draft, the receiving branch will finish the required steps and handle the money it receives from the sender branch.

Pay Order and Endorsement Services
Pay Order: Sonali Bank issues pay orders for secure payments, ensuring the procedure in completed in 10 mins.


Endorsement Services:
The bank provides endorsement services for travelers, international shoppers, etc.Sanchay Patra (Savings Certificates)

Sanchay Patra: Sonali Bank offers government savings certificates (Sanchay Patra), and MGBL offers customers easy opening of Channarayapatra and easy encashment.

Fixed deposit Account:

This is especially well known among people who have fixed deposit accounts. A fixed deposit is set up for a set period of time. Sonali Bank, College Gate branch in Dhaka, offers different time options for this deposit, and the interest rates change depending on how long you choose. The shortest term is three months, and the longest is three years. To open a fixed deposit, you must put in the full amount at once, and the money stays in the account until the end of the term. If there is an emergency, you can take out your money before the term ends. The interest rate for this account can change based on how long the term is. Sonali Bank, College Gate Branch, Dhaka, offers these interest rates for Fixed Deposit Accounts.


Savings Deposit Accounts:

These deposits are maintained for a predetermined duration, typically ranging from 7 to 89 days. With a short-term deposit account, you have the option to withdraw your funds provided you notify the bank in advance. The bank disburses interest on a monthly basis for this category of account. The interest rate applicable to a short-term deposit account is 3.50%

Current Deposits Account:

With a current deposit account, people can put in or take out money as often as they want. They do not need to give any notice before making these transactions. This kind of account is usually used by businesspeople and others who need to move money ofte
Call Deposits Account:

A call deposit account refers to a specific type of account designed for the purpose of holding funds. This kind of account does not earn any interest. The person who opens the account must put in a set amount of money as security. The group requesting bids receives the funds through this account and can withdraw the money at any time.

Sundry deposit Account: This account is also called a special-purpose deposit account. The following items are deposited in this account-

· Employees' dedicated savings fund.

· The general provident fund for employees.
· Pension fund of Sonali bank employees.   


Card Services
Debit Cards: Sonali Bank's debit cards provide worldwide access with dual currency capabilities, enabling ATM withdrawals and online transactions.


Credit Cards: Sonali Bank's credit cards cater to diverse customer requirements, offering various advantages, including options for non-account credit cards and discounts at numerous brand retailers.


Prepaid Cards: Perfect for managing budgets, Sonali Bank's prepaid cards are suitable for online shopping and can be utilized for any international payments.


Digital Banking Services

Internet Banking: Sonali Bank's online banking system offers easy-to-use services like checking your balance, transferring money, paying bills, and managing your account.
Mobile Banking: With the Sonali Bank mobile app, customers can do their banking on the go, like checking their balance, sending money, and paying bills.



ATM Services

ATM Network: Sonali Bank manages 47 ATMs nationwide, offering customers round-the-clock access to cash withdrawals, balance inquiries, and mini statements.
Deposit Lockers: Offered in multiple sizes at designated locations, these lockers ensure safe storage for valuable belongings and essential documents


Utility Bill Payments
Bill Payment Services: Customers can conveniently pay utility bills (electricity, water, gas, telephone) through Sonali Bank’s branches, ATMs, internet banking, and mobile banking platforms.

E-Commerce Payment Gateway
E-Commerce Solutions: Sonali Bank provides a secure and reliable payment gateway for e-commerce businesses, facilitating seamless online transactions for merchants and customers.

Agent Banking
Agent Banking: Sonali Bank’s agent banking services enable people in areas without easy access to banks to utilize essential banking services through approved agents. Usually, sales staff are mainly responsible for setting up the agent banking service. Many tasks are done in general banking. As soon as a customer comes into the bank, general banking work begins. General banking staff work and build good relationships with them. They are keep customers updated about their accounts, explain different plans, and give the best advice to help customers. General banking staff handle everything from opening to closing accounts. General banking is the main work of the bank and covers many different tasks.


Management of deposits and bills
· Cash Management
· Clearinghouse
· opening an account
· Customer service
·  Locker 

Activities of general Banking - serve as the core function of a financial institution. Typically, complimentary general banking services are very important for the smooth operation of banks. It is important to note that general banking activities exclude the provision of loans or activities related to foreign trade. 
      Account Opening Form and Details

Holder Documents:
· NID
· PASSPORT SIZE PICTURE 2 COPIES
· JOB ID/TRADELICENCE/INCOME SOURCE
· UTILITY BILL
· E-TIN (IF ANY)
5.1.1 Nominee Documents:
· NID/PASSPORT
· PASSPORT SIZE PICTURE 1 COPY
· E-TIN (IF ANY)
5.2 Account opening procedure by Maker:
· NID VARIFICATION
· VELOCITY
· DEDUPE CHECK
· KYC PROFILE (To measure the risk)
· SBS
· DATA INPUT IN BANK SERVER (BANK ULTIMAS)
· UPLOAD DOCUMENT IN BANK DMS
· ISSUE ACCOUNT NUMBER
· ISSUE CHEQUE
· ISSUE DEBIT CARD
· ISSUE MEGHNA PAY

Each step is verified by the authorizer, who serves as the deputy branch manager. So to open a current account, additional documents are required, which include a trade license, a partnership deed, a tax return, and a business seal. Moreover, MGBLs are required to provide their passports. To establish a salary account, it is necessary to present a copy of your work ID or joining letter. Once all documents have been submitted, the customer is required to fill out some basic information and sign the form, the cheque issuing form, and the Debit card request form. Following this, employees will process the information on the server using the provided basic details and will issue the customer an account number along with a deposit book. Subsequently, a deposit of 1000 TK must be made into the account using the deposit book. Upon completion of this process, the customer's account is officially opened, allowing them to initiate transactions and take advantage of the bank's services.


Closing an Account: 

During my internship, I have gained the understanding required to close a bank account before its maturity date. To begin this procedure, the client is required to submit a request to the bank. After the application receives approval, the bank will subtract a service charge as a closing fee from the account balance, and the remaining funds will be distributed to the account holder.
Bank closes an Account-

Bank closes an account including this purpose-

1. When a customer submits a formal request to the bank for the closure of their account. 
2. When a customer fails to adhere to the specific guidelines. 
3. When the bank is adequately notified about the death of the account holder. 
4. When the bank receives notification concerning the mental incapacity of their customer.


Dormant Account:
A Dormant Account refers to accounts that have not had any transactions conducted by the customer for an extended period. The law does not specify a duration for an account to be classified as dormant. Each bank establishes its own policy in this regard. For savings accounts, if a customer does not perform any transactions within a span of 6 months, the account will be deemed dormant. In the case of current accounts, if there are no transactions made by the customer within 1 year, the account will also be classified as dormant.



Cash Section:

The Cash Department handle one of the most critical functions within a banking institution. This department manages a considerable volume of cash on a daily basis. A significant amount of cash is transferred from the cash vault to the cash officer, who is tasked with determining the opening cash balance. There are established procedures that regulate the cash section. The opening cash balance is defined as a figure that is established based on the receipts and payments processed. This balance acts as the closing balance for the cash department. Following this, a specified amount of money is deposited into the cash vault. The bank reconciles the closing balance with the opening balance, leading to the final cash amount for that particular day. In a commercial bank, the cash section is viewed as the most crucial area, as it is responsible for overseeing thousands of cash receipts and payments.







Cash Payment :

I have gained hands-on experience with cash crowned and cash payment. The guidelines and instructions related to verifying honor and cash payment are outlined here-

· When the account holder wishes to withdraw funds from his or her account, he or she must issue a check and subsequently present it to the authorized officer along with the signature.

· Subsequently, the recipient verifies all pertinent formalities and directives-


· Customer account number.
· Issuance date of the check. 
· Amount specified on the check.
· Customer's signature. 
· Subsequently, the officer will record the account number, amount of money, and token number in the register book.



Cash Receipt:

The cash receipt section serves as the ledger book for recording all deposits. When a customer requests a withdrawal of a specific amount, this section checks the deposit slip to confirm its proper placement. Following this verification, the cash receipt section dispenses the requested funds and keeps a record of all receipts in the ledger that corresponds to that account.

When Check Dishonored by Bank:

The bank consistently aims to honor the check presented by the account holder. However, there are certain circumstances under which a bank may refuse to honor that check. These reasons are outlined below-

· If the bank detects an error in the amount specified on the check, it has the authority to dishonor the check.
· When the check payment remains incomplete and is damaged. When the customer's signature does not correspond with the signature recorded in the register book.
· Once the banking hours conclude, should the date of issuance of the check surpass six months, the bank reserves the right to refuse payment on the check.


Mails receive and dispatch section:


The mail and dispatch department of a bank keeps detailed records of letters, memorandums, documents, and other items. The bank utilizes two separate methods for mail registration. Internal correspondence is entered into the local mail register book, whereas external correspondence is recorded in the registered mail register. During my internship, I had the chance to work in this department. All business letters, statements, and cheque applications sent to branches, offices, post offices, head offices, and other business entities are documented in the outward register. In contrast, when business letters, cheques, and statements are received at the office, the officer records them in the inward register with a specific number. Assigning numbers to these documents is essential for efficiently retrieving the account when necessary.


SWOT Analysis

SWOT is an acronym that represents strengths, weaknesses, opportunities, and threats. A thorough evaluation of an organization's range and expected viewpoint concerning its strengths, weaknesses, opportunities, and risks is known as SWOT analysis. This analysis is vital for evaluating current performance and predicting future trends to improve their performance in comparison to competitors. Furthermore, it is important to make adjustments in the organization's strategic management. Every organization needs to comprehend its strengths, weaknesses, opportunities, and threats.
       
an organization in two overarching dimensions. They are:

· Internal Environment Analysis: It includes strengths and weaknesses.
· External Environment Analysis: It includes opportunities and threat

The acronym for SWOT stands for
5. STRENGTH
6. WEAKNESS
7. OPPURTUNITY
8. THREAT

The SWOT analysis encompasses the internal strengths and weaknesses of the organization, along with the external opportunities and threats. This analysis offers the organization valuable insights into possible future actions and strategies for competing against existing rivals in the same industry, and it is employed in the strategic evaluation of the organization.




STRENGTHS

· As a large bank, it has qualified and experienced manpower.
· The branch’s location is suitable for business. The bank’s asset position is quite satisfactory, and now there is no fund crisis.
· The bank possesses the necessary wealth to withstand the various challenges of the market economy.
· As a nationalized banking organization, it consistently receives government support in all its operations.


  Weaknesses



· 
As a prominent financial institution, it employs skilled and knowledgeable personnel. The branch is strategically situated for business activities. 
· The bank's asset status is quite favorable, and currently, there is no liquidity crisis. The bank has the requisite resources to navigate the diverse challenges presented by the market economy. 
· Being a nationalized banking entity, it regularly benefits from government assistance in all its endeavors.



OPPURTUNITIES


· Expansion into new investment sectors. 
· The potential for automation will create significant opportunities.
· In case of a funding crisis, Sonali Bank is provided with government assistance..



THREAT
· Recently established private and international banks. 
· Confronting significant competition from other commercial banks and financial entities.
· The systems for loan recovery are notably inadequate. Policies have not been thoroughly analyzed.






Chapter 5 -A Responsibilities Of An Intern : Sonali Bank PLC







Duties And Responsibilities


I commenced my employment with Sonali Bank PLC on January 1, 2025. I was assigned to the Mohakhali branch. Right from the start, the employees of Sonali Bank were exceptionally supportive and provided me with numerous opportunities for learning and development. I was entrusted with various responsibilities that enhanced my comprehension of the bank's operations. Within three months, I was involved in the general GB area and clearance.

Findings & Analysis
The General Banking Systems of SBL include the vital banking activities that are essential for all categories of banks. General Banking functions as a primary banking service, embodying the basic level of all banking operations. A considerable number of customers depend directly on general banking, as it provides all the services required for their everyday transactions; it is also known as retail banking.
A bank usually plays the following functions of General Banking:






General
Banking
Account Opening
Remittance
Clearing
Cash









General responsibilities

Apart from day-to-day tasks I had some general responsibilities at Sonali Bank, and they are-

· Report to the GB in charge and provide my signature as a professor to confirm my attendance. 
· Inform the GB superior about the progress of my tasks. 
· Deliver weekly updates to the manager concerning my work, experiences, and knowledge.
·  Notify my superiors of the time I leave for home each day. 
· Gather feedback and suggestions from superiors regarding my work on a weekly basis. Engage in communication with customers..

General GB duties and responsibilities

· Report to GB officers and collect my tasks for the day.
· Help GB officers in their work.
· Change the dates of every Sill.
· Reminder of pending work of GB officers
· Fill out account opening forms.
· Check whether all the documents required for an account are there or not.
· Cross-check for signs in required sections.
· Provide live customer service.
· Receive Cheques, Debit Cards, or any other instruments that arrive at the branch and record them to register.
· Check whether all the forms for customer services are available or not.
· Check for TD modifications for AL-Mustaqeem Accounts.
· Authorize customer service documents.
· Take the signature of the operation manager on customer-requested forms.
· Maintain Daily DCFCL (Departmental Control Function Check List).
· Check previous vouchers of the Cash, Clearing, and Transfer departments.
· Provide forms to live customer requests and assist in filling them up.
· Update all the registers with the maintained row and column.
· Keep tracking Outward and Inward registers.
· File every document in its right location.
· Maintain Tracker sheets.
· Daily Balancing of Customers Instruments


Clearance duties and responsibilities

· Report to the Clearance section officers to gather the tasks for the day.
· Collect cheques from the cash counter and organize them systematically.
· Gather EFT, account inquiry, and lost instrument forms. Ensure that both GB and the operations in charge          sign and file these documents.
· Distinguish between high-value and low-value cheques.
· Collect inter-banking cheques, affix the received seals, and arrange them in an orderly manner to facilitate the supervisors' software-based tasks.
















Chapter 6 – Analysis








The survey questionnaire has been crafted to collect customer feedback regarding the quality of services provided by Sonali Bank Limited, as well as to evaluate whether the automated and online services are sufficiently robust to ensure customer satisfaction. Findings: After a comprehensive review of the entire internship program, I have pinpointed several key observations, which I have summarized here as findings: The accommodation allocated for branch offices is inadequate. Given the daily operations, workforce, and clientele of a bank, a more expansive and spacious environment is necessary. The gentle movement and coordination between branches are lacking. There is a clear absence of seamless interaction and collaboration among the branches. A bank generates substantial revenue from the remittance sector; however, this service is not available at my branch. At present, it is apparent that public banks such as Sonali Bank and Rupali Bank are not offering as attractive product schemes as those provided by multinational and private banks. The bank has not adopted any modern digital banking technologies and has not effectively customized online services.
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Among the 63 individuals surveyed, 36% reported being satisfied, while 21% expressed that they were very satisfied with SBL’s customer service. Thirteen percent indicated a neutral stance, and 30% conveyed dissatisfaction. The subsequent chart illustrates the perceptions of current customers regarding their interactions with bank personnel. More than 85% of the participants hold a favorable view of these interactions. In the last three months, I have encountered several significant situations with clients. A considerable number of our customers are senior citizens who come to collect their pensions or old age benefits. At times, it can be challenging to clarify fundamental banking rules to them. All staff members undergo training to manage these circumstances and strive to ensure that every customer interaction is a positive experience.
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A significant discovery is that a considerable number of individuals express dissatisfaction regarding the duration required to access banking services. The majority of customers indicate that even straightforward tasks typically exceed 15 minutes. This delay occurs due to the fact that a single employee in the debit-credit department is tasked with numerous responsibilities, including client verification, transaction processing, record maintenance, and account opening. While the implementation of computerized systems has lessened wait times in comparison to manual methods, each transaction continues to take more than 15 minutes. On a brighter note, 92% of those surveyed have confidence in the bank's technology.
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Nearly three-quarters of all users use some kind of online banking for their accounts. More specifically, 52% of people have turned on SMS alerts, 24% have a debit card connected to their account, and only 2% have a credit card set up with their bank account.0
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Customers using debit cards have voiced their concerns about the lack of sufficient funds at Sonali Bank's personal ATM booths. Among the 63 participants surveyed, 37 agreed that the service quality at these ATM booths is subpar compared to other banks. Despite this challenge, SBL is successfully upholding a high standard of customer satisfaction by nurturing strong client relationships and streamlining banking procedures. As a result of these initiatives, SBL is providing an admirable overall banking experience for its clients. All respondents, constituting 100% of the surveyed group, are confident that Sonali Bank Limited will fulfill their future requirements. The last question in the survey was open-ended, and the findings indicated that customers desire faster service and more polite interactions from the staff.































Chapter 7 – Findings, Recommendations, and  Conclusion










Problems found in Sonali Bank
 
The software employed by SBL, including RMS+, functions on Windows XP, an operating system that Microsoft has classified as obsolete. This situation poses a considerable online security risk, particularly given that hackers have grown more advanced and managed to steal almost $100 million from Bangladesh Bank in the previous year. There is an insufficient availability of appropriate technological resources.

· Job satisfaction is adversely affected by a pay scale that is lower than that of private banks.
· A local Internet Service Provider (ISP) is utilized for online banking operations.
· Implementing changes in such a large organization proves to be challenging.
· The procedures for record-keeping are inadequate. Older registers and files are not maintained with the necessary care and security.
· Services are not evenly allocated among employees. Senior staff often exert more pressure on junior staff, leading to an imbalance in the workplace and an increase in the average customer service response time.
· The central server experiences slowdowns during peak hours, resulting in decreased work efficiency.
· A lack of employee satisfaction and motivation has been noted due to the absence of breaks, insufficient space for prayer, lunch, and relaxation.
.
Recommendations and Conclusion:
Constructive suggestions
Rather than depending on the local Internet Service Provider (ISP) for internet connectivity, SBL ought to explore a more secure and dependable source for their internet access. If possible, they should consider establishing their own ISP to serve branches across the nation. Outdated banking software must be replaced with contemporary, more secure options, accompanied by extensive training programs for staff. A wide network of personal ATM machines should be implemented, ensuring that these machines consistently maintain adequate funds. It is crucial to adopt rigorous record-keeping practices. Responsibilities should be equitably distributed throughout the workplace, and employee motivation should be a top priority. Central servers necessitate updates to operate effectively. The required technological equipment must be supplied through appropriate requisition processes. Incremental measures towards beneficial change should be implemented rather than a complete revision of current regulations. The launch of a mobile application will improve the accessibility of e-banking for clients. To fulfill customer expectations and enhance satisfaction, vital training programs should be established to boost employee productivity. Based on my observations, I have compiled several suggestions, which are detailed below--Sonali Bank management should introduce more customer-focused services similar to those offered by private banks, such as ATM services, online banking options, etc.

· My branch requires a more spacious area to facilitate its efficient operations. 
· Sonali Bank ought to establish a standardized and adaptable career accrual policy for its employees and staff. All branches should foster a collaborative environment that allows for the exchange of work files and documents, among other things. 
· A computer section should be incorporated into my branch.
· The bank must enhance its IT facilities, and further digitalization is necessary for overall improvement. 
· The promotion policy of Sonali Bank Ltd. needs to be refined to ensure that employees remain motivated and energized.

Conclusion:
The economic advancement of a country significantly depends on its overall General Banking Process Sonali Bank Ltd. is acknowledged as a prominent institution in our country's banking industry, offering standard banking services along with a range of financial options for the public. The bank has allocated additional funds for the export and import sectors. Effectively managing this bank necessitates the creation of a thriving community throughout the nation and the enhancement of resources, which can significantly improve the overall development agenda. Achievements in the banking sector typically encourage efficient lending practices and ensure timely recovery. A considerable number of contributions from remittances and various activities will foster economic growth both locally and globally, while also benefiting the bank as it serves its clients. Every service provider has its constraints, including Sonali Bank, which carries substantial responsibilities towards its customers. The bank possesses the ability to introduce new products or service schemes to better meet the needs of the community it has served over the past year. Furthermore, the bank’s management should oversee and guide officials to achieve the desired outcomes.

Appendix A - JOINING LETTER:
[image: ]

The internship provides students with the chance to acquire hands-on experience and practical skills. I had the opportunity to complete my internship at Sonali Bank PLC (Mohakhali Branch), which, despite being one of the newer banks, has extensive experience in the banking sector. Sonali Bank strives to offer every possible chance for students to gain practical skills and knowledge that will benefit them in their careers. During my three-month internship at Sonali Bank, I learned a great deal. While I was there, the audit team visited, giving me the valuable chance to understand the role of audits, their evaluation process, and how they contribute to the bank's overall performance.

Through gaining extensive knowledge and experience, I am now equipped to assist customers seeking GB-related services at the bank. This progress is largely due to the staff who patiently taught me and entrusted me with customer interactions, allowing me to put my skills into practice. While Sonali Bank consistently strives to enhance customer service, the core management should prioritize employee satisfaction less, along with the expansion of branches in rural areas, remittance services, and overall credit ratings. Despite the improvements made, they should ensure stable server operations to facilitate smooth processes and prevent clients from leaving unhappy.
Customers not only visit the bank but also cultivate a relationship with it. This enables the bank to build customer loyalty, which is crucial for any financial institution. I was privileged to be part of the team at the Mohakhali branch. The Mohakhali branch stands out as one of the more profitable locations because the team collaborates effectively and meets targets promptly. Nonetheless, if the bank can address some of its weaknesses and embrace certain opportunities along with manageable risks, it can confidently be stated that Sonali Bank has the potential to emerge as one of the top Conventional and Islamic banks in Bangladesh.


























Appendix B – SURVEY QUESTIONNAIRE:


1. Are you happy with the bank's overall service? 
2. Does the bank personnel treat you with respect and courtesy? 
3. When you have a question or problem, does the bank react right away? 
4. Are you happy with the bank's online banking services? 
5. Do you feel protected and safe when using the bank's digital platforms (mobile/internet)? 
6. Does the bank offer comprehensive and correct details about its rates and services? 
7. Can you count on this bank's ATMs being open and operating when you need them? 
8. Can you carry out the majority of your banking activities without needless delays? 
9. Does the bank's personnel, in your opinion, grasp your unique financial needs? 
10. Does the branch offer a pleasant and clean atmosphere for clients? 
11. Are you informed promptly (through SMS or email) of changes to your account or transactions? 
12. Does the bank's interest rate (on deposits or loans) compare favorably to that of other banks? 
13. Are you happy with the service and the speed of the loan application process? 
14. Is the bank's bill payment service or other additional features useful? 
15. Are you able to quickly contact customer service when you need it (for example, via phone or in person)? 
16. Does the bank protect the confidentiality and privacy of your financial and personal data? 
17. Is the bank's website or mobile app simple to use and easy to navigate? 
18. Do you think there are enough ATMs and branches in your neighborhood? 
19. Have you ever received exclusive perks or loyalty incentives from the bank because you are a frequent client? 
20. Would you suggest this bank to your loved ones and friends?
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