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Executive Summary

The aim of this report is to analyze the employee roles and customer satisfaction in the Southeast Bank limited, hid study uses the services quality dimensions in relation to the employee’s role played to the customer services. The variables considered for analysis included tangible, reliability, responsiveness, assurance and empathy. This three-month study at the Southeast bank how do employees show their tangibility aspect. In addition, this report acknowledges different banking function. And day to day banking operation on my way to complete internship.
This report discusses with different chapter such as, First chapter deals with introduction, motivation of the study, Objectives of the study, Scope of the study, Significant of the study. Second chapter deals with History of southeast bank, Nature of Southeast bank, Vision, Mission, Corporate culture, Products of southeast bank, Corporate social responsibility,7 PS of southeast bank, Literature review Study Variables Hierarchy of southeast bank. Third chapter deals with internship experiences. And last of all fourth chapter deals with findings and analysis. Recommendation and conclusion. 

Key words: Employee role, customer satisfaction, FDR, DPS, Current account, Saving account, Cheque clearing.    
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1.1 Introduction 
Currently the banking industry of Bangladesh plays a significant role in the economic development and business development, in this part analysis of the banking industry is energetic. Basically Bank is the financial institution which deals with the money. There are many factors that influence banking industry. This will include some information about the history of Bangladesh banking industry, its size, trends and maturity, different issues that have an influence on Bangladesh banking industry and then will try to analyze the porter’s five forces of the industry. Banking is a service industry. So service is the core component of that industry. As there are increasing demands of service, Banks are offering different products and ideas. In the completive environment of the Banking sector, all banking organization try to provide better service for their client.so knowledge of banking procedure is very for the people are related with bank.
The dimension of the world has been changing speedily due to globalization, deregulation, technological insurrection. Bangladeshi Banks also heave to keep motion with the change in global business. Now a day, Banks have contested with both local and foreign banking organization in the market place.
So, I have needed proper application of my gathered knowledge to get some benefit from my theoretical knowledge and make it more tactful. I have obtained this theoretical knowledge from a course at only half way of the subject matter. Report infers that full application of method and procedure is acquired through the report proper.
Essentially I tried hard to find out the proper picture of southeast bank service delivery through analyzing the survey. I also interview some personal of southeast bank to know the hidden information about service delivery.
1.2 Motivation of the study
This is internship report which is required to complete Bachelor of Business Administration (BBA) course. It needs a three months’ attachment with an organization followed by a report allocated by the supervisor in the organization and approve by the faculty advisor. I get the chance to do my internship in southeast Bank.

Under the proper guidance of onsite supervisor Md. Majharul Islam, Branch Manager of southeast Bank Limited, Sat masjid Road. I have conduct my study on “Employee role & customer satisfaction: A study on southeast Bank Ltd. My faculty supervisor Dr. Kawsar Ahmmed, Associate Professor, United International University also permitted the topic and approved me to prepare this report as the of the fulfillment of internship requirement and give me proper guidance and assistance over time.

1.3 Objective of the study
The objective of this report is divided into two parts and this report has both general and specific objectives. These are specified below:

General Objective: The general goal of this report is to discover with employee role and consumer loyalty on service quality of Southeast Bank Limited. The vital target is to know whether clients of this specific organization are happy with employee services are gotten from the organization. If clients have any displeasure covered up at the top of the importance list that can block the general execution of organization’s act, try to discover compelling extent to enable those factors absolutely to pick up the objective of the association.

Specific Objective:
Employee role:
· To know how to handle specific job 
· To examine the level of assurance 
· Know how to achieve bank operation
· To examine the level of responsiveness
· To examine the level of empathy
· To present my opinion along with the suggestion 
· To examine the level of ratability
· To examine the level of tangible 
· To increase real experiences in many function of the SEBl

Customer satisfaction:
· To learn about how the bank build customer’s relationship.
·  To estimate the employee and the customers of Southeast bank limited
· To have a close view of the act of the specific branch and the bank as a whole. 
· To study the relationship, the customer of the Southeast bank limited
· To observe and understand about how to provide customers service in the bank. 

1.4 scope and limitation of the study:
Scope:
During this three months’ internship program in southeast bank. The research is mainly focused on employee role and customer satisfaction.  The research limits its scope to Southeast Bank sat Masjid Road branch only. While making the report I had a great chance to have real life knowledge about the overall banking process. I had to go to each and every department to gather the essential data for my report. I also connected with the employee and clients to know the topic correctly. At the time of making the report, I had a great chance to have an in penetration knowledge of all the bank actions supposedly by the Southeast bank.

Limitation:
· Meanwhile banks employees were very busy so that they were incapable to give me enough time.
· Face to face discussion with branch manager, officers and managers of the Southeast Bank Limited,
· Time is the first limitation as the duration of the program was of three months only.
· Supply of more every day and modern data is another shortcoming.
· Practical comment was also a contest to me.
· The study was not done very positively due to innocence.
· By working in a branch it’s not possible to collect all information about the organizational actions.

1.5 Significant of the study: 
 The study highlight on “Employee role and customer satisfaction’’ to southeast bank Ltd. Finding of the study will be useful to service industries and serve as customer service that are interested in benefiting from positive employee role and customer satisfaction. It will also be favorable to decision making for customer satisfaction.
 From, practical knowledge, I will be able to know real life condition and a start a career with some practical skills. Southeast bank limited is one of private commercial bank in Bangladesh. It is mainly to deliver modern banking services to mass people.
This report employee roles &customer satisfaction in the southeast bank. While arranging this report, I had a great opportunity to have in depth information of all the activities of Southeast Bank Limited. 

1.6 Organization of the study
The study was organization into four (4). Chapter one contained the background of the study, Motivation of the study, objective of the stud, scope and limitation of the study, significant of the study. Chapter tow was devoted an overview of the organization (profile: core values, core strengths, core competencies, vision, mission, commitment to clients, products and service of the organization, Board of Directors, Management Team, Executive commitment, corporate social Responsibility). Literature review, study variable, theoretical framework. Chapter three was describe Introduction, Population and sample for the present study, Measurement, Data collection Procrdures, Data Analysis, Findings, Discussion. Chapter Four was Describe Research Implications/Recommendation conclusion & Appendix.    
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2.1 Historical Background of Southeast Bank
Southeast Bank Limited was established in 1995 with a dream and a vision to become a inventor banking institution of the country and subsidize knowingly to the growth of the national economy. The compulsory Chairman of the Bank is Mr. Alamgir Kabir, FCA, a professional Chartered Accountant. Mr. M. A. Kashem a member of the Board and Mr. Yusuf Abdullah Harun were past Presidents of the Federation of Bangladesh Chamber of Commerce and Industries (FBCCI). Amid this limited capacity to focus time the Bank is fruitful in situating itself as a dynamic and dynamic fiscal foundation in the nation. They create and generate an environment of trust and discipline that inspires and motivates everyone in the Bank to work together for attaining the objectives of the Bank. Southeast Bank takes pride for taking women into the banking profession in a important number for gender equality. At present, 32% of Southeast Bank employees are women that will increase to 45% over the next five years in standpoint of the over, the Bank inside a time of 18 long periods of its task made an excellent progress and got together capital capability necessity of Bangladesh Bank. In display the Bank has 100 Branches which they are driving successfully all finished Bangladesh.

2.2 Corporate information of Southeast bank:
Name of the Company: Southeast Bank Limited
Chairman	             :     Alamgir Kabir, FCA
Vice Chairman             :    Mrs. Duluma Ahmed
Managing Director	  :   Mr. M Kamal Hossain
Company Secretary	  :   Mr. A. K. M. Nazmul Haider, SAVP
Legal Status		  :   Public Limited Company
Date of Incorporation	  :   March 12, 1995
Registered Office          :   Eunoos Trade Centre 52-53, Dilkusha C/A (Level 2, 3 & 16),          Dhaka 1000
Line of Business            :  Banking
Authorized Capital	    :  Tk.10, 000.00 million
Paid Up Capital	    :  3,422.64 million
Year of Initial Public Offer: 1999
Stock Exchange Listing    :  April 10, 2000 (DSE) & April 24, 2000 (CSE)

2.3 Hierarchy structure of southeast bank Limited:
[image: hierarchy structure of southeast bank ltd এর ছবির ফলাফল]
2.4 Vision of southeast Bank
It is especially significant for managers and managers in any organization to agree upon the basic vision of that firm to attain its long term goal. A clear vision also provides a better foundation for developing a complete Mission statement. So formation a vision statement is very mush necessary for every firm that should fast and state forward. Southeast Bank also recognized their vision statement to achieve their long-term objectives and goal. Their vision is to stand out as a innovator banking institution in Bangladesh and contribute meaningfully to the national economy.
2.5 Mission of Southeast Bank:
A business mission will help us the vision into the reality and is the basis for significances, strategies, plans and work task. Southeast Bank is very much worry about their mission because it can only be bare by the manager and resolved through the mission statement. The mission of the hank is stated below:
· High moral standards in business.
· Attraction and retaining of quality human resources
· Maintain high standard business ethics and preserve a good environment in their working field. 
· Inventive banking system at a inexpensive price.
· Fast customer service
· Stable return on shareholders’ equity.
· Balanced their growth strategy.
· Deep commitment to the society and the growth of national economy.
· Commitment to Corporate Social Responsibility
2.6 Core values of Southeast Bank:
· Honesty
· Esteem
· Team Spirit
· Impartiality
· Courtesy
· Service Superiority 
· Commitment 
· Interest for work
· Business Ethics
· Vision and Spirit
· Harmony
2.7 Core Strengths:
· Real Internal Control
· Focus on Modification
· Skilled Risk Management
· Professional team of performers
· Clear & swift decision making
· Quality Customer Service
· Professionally Strong Board of Directors
· Organization Functions
· Exclusive Corporate Culture
2.8 Business Objectives:
The Business objectives of Southeast Bank below are:
· Confirm a content work energy.
· Variety sound investments.
· Effort on fee-based income
· Ensure 100% rescue of all advances
· Meet Capital suitability condition at all the time.
2.9 Core Competencies:
· Information
· Experience and Expertise 
·  Location
· Transparency
·  Passion for Improvement
· Pursuit of Controlled Growth Strategies
· Customer Focus
· Willpower
2.10 Commitment to Clients:
The Bank takes supreme money related governments with the bit of our heart to Retail, Small and Medium Scale Enterprises (SMEs), Corporate, Institutional, Governmental and particular customers complete the outlets of branches the nation over. Bank's business actions fixate on the rising needs of the customers. Southeast Bank Limited is a client friendly keeping money foundation successful quickly in both winning and ability to arise as a main managing an account organization in Bangladesh.
The commitments of Southeast Bank are:
· Generate life-long relationship based on mutual trust and respect.
· Raise as the Bank’s customers grow.
· Respond to customer needs with rapidity and truth.
· Offer first-rated results of clients’ banking problems and matters.
· Deliver service with high degree of competence and use of most modern banking technology.
· Confirm safety and security of customer’s valuable trust
.
 2.11.  Corporate cultural 
In every organization corporate culture is more important part. It helps to attach organization member all together. Because it builds relationship between Employee and organization. It also showed relationship between bank and the employee in turn between our employee and our customer. Southeast Bank ltd culture is more favorable for employee and customer.

2.12 Product and service of the southeast bank:
General Banking
· Accounts Opening
· Account closing
· Bank draft
· Issuing Pay order.
· Account maintaining.
· Opening of Fixed Deposit.
· Demand draft.
Foreign Exchange
· Parties to Letter of Credit
· Letter of credit
· Operations of Documentary Letters of Credit
· Scrutiny of Documents
· L/C Application

Investment Service
· Small Business Investment Scheme
· Housing Investment Scheme
· Car Loan Scheme
· Investment Scheme for Doctors
· Small Transport Scheme
· Car Loan Scheme
· Agriculture Implements Investment Scheme
· Transport Investment scheme.

Other Saving Service
· Marriage Savings Scheme (MSS)
· Pension Savings Scheme (PSS)
· Education Savings scheme (ESS)

2.13 Board of director:
Southeast Bank highest management types all the main decision, board of director is 2.1responsible for taking serious decision concerning company’s. They are not direct concerned with the day to day operation of the bank. Board of directors confer their authority to its management committee. The chairmen of Southeast Bank Mr. Alamgir Kabir, FCA.Different branch have different manager and deputy manager who play a key role in monitoring the branches actions and take necessary decision on regular basis.
                  [image: board of director of southeast bank এর ছবির ফলাফল]
2.14 Management team of southeast bank
MANAGING DIRECTOR    



                                                                                                                                                                                          
Assistant Managing Director    




Deputy Managing Directors
Executive Director
Chief of Share Market Division

Senior Vice Presidents


Executive Vice Presidents


Chief Financial Officer


Vice Presidents



2.15. Corporate social responsibility of southeast bank:
Corporate social responsibility (CSR), also called corporate responsibility, corporate nationality, responsible business and corporate social chance is a concept whereby organizations study the interests of society by taking duty for the influence of their activities on customers, suppliers, employees, shareholders, societies and other investors, as well as the atmosphere.
The preparation of CSR is subject to much argument and criticism. Critics argue that CSR confuses from the important economic role of businesses; others argue that it is unknown more than seeming window-dressing; still others claim that it is an effort to obstruct the role of governments as a regulator over powerful international corporations. Corporate responsibility is realized when businesses adapts all of its performs to ensure that it functions in ways that meet, or exceed, the right, legal, commercial and public opportunities that society has of business.

Scholarship Program for the poor and brilliant student:
Southeast Bank scholarship package for the brilliant poor student and helps the student throughout their student life. In 31 December 2008 joined 1000 students everywhere 150 supposed educational organization across the country. They are registered in this program to be taken care of their whole education life. But there some standards to get the allowance. Those are including suitable academic results financial liquidation.
Education promotion schemer:
Southeast Bank also deliver education raise scheme as a part of the corporate social responsibility. Bank devote without profit is providing for the brilliant poor student to help them bear the monthly educational expenditure like. Academic expenses, food accommodation etc.
Helping People in slum areas:
Also natural disasters fire breaks out sometimes in slum that guts the shanties and essences the affected people totally helpless. In that situation, we help the victims fight beside the hard days and return to normal life.
Donation to educational institutions to setup computer lad:
We have donated to Dhaka university and Chittagong university to set up two computer labs that help the students of those universities obtain ICT knowledge. This will positively help the students to be ready to take the contenders of this information society.

2.16 7Ps’ of southeast Bank
 Southeast bank is service oriented organization. For any organization that provides service- it is service oriented that all the (4ps’ of traditional marketing
 Mix and 3ps’ of extend service Mix) are implemented. I have discussed all the 7ps’ of southeast Bank.
1. Product
2. Price
3. Place
4. Promotion
5. People
6. Physical Existence
7. Process

Product: 
 Southeast bank provided new product MIS (marketing system scram). Product is the core of all marketing activities. There are two type   of organization according their product. Some organization core products are goods. And some organization core products are service. In below show some pure service and pure goods.
· What extra advantage are provided with the products?
· What are the product line?
· Hoe is the packaging?
· What is the brand name of the product?
· Do you offer the guarantee benefit?
· What is the quality level?
Southeast bank may not judge through all criteria because southeast bank is service oriented organization and provided transaction service. So the core objective of the southeast bank is to guarantee its clients their desired level of service. Firstly, that should take care about money of their customer according to their expectancy. Southeast bank authority must safeguard customer appropriate security of assets and money.
Price: 
 Price is more important issue for any marketing service industry. Now we define the price- Price is nothing but amount for money which a unit of goods or service is exchanged. Southeast bank provided high quality service against low price. So that clients are more satisfied in southeast bank. Beside southeast bank provided their customer many benefit such as –give Loan, interest.
Place:
 place is more important for the customer. If have no enough branch in different place than customer face many problems. Southeast bank has enough branch (120) in Bangladesh. So that clients use this branch easily. Southeast bank branch stays in any feasible place.


Promotion:  
Employees stay any organization with depend in promotion. Southeast bank doesn’t have adequate promotional activities. So that employee is switching from southeast bank to other any organization. So retain employees, the authority   should take decision start promotional activities. Beside another employee attracted. If southeast bank promoted their employee than they are also attracted by Southeast bank. There are never switch any organization from southeast bank. And other organization employee attracted with southeast Bank. 
People:
 people are most significant of any organization. Heather if is the employee or the client o r the customer. Every organization achievement this are the people who play are the most vital role, especially if it is an organization that deliver facilities and southeast Bank is an organization that offer banking service.
In every condition in services marketing there are two types of people are involved employees and customers and together are inclined by individually other act.
Every people are contributing in the transfer of a service which if customer about the environment of the service.
                                                                                                                                                                                                                                      Physical Evidence:
The environment in which the service is delivery and where the firm and customer interact and any tangible components that facilities performance or communication of the service is called physical evidence.
As southeast Bank in a service oriented company, they must ensure their customer a good and pleasant service. Sat masjid road branch have many equipment and provided good service the customer and   have enough space. The internal environment of the branch should be neat and clean. 
Process: process is nothing but a sequences of action changes or function carrying about a result. We can describe process from both customer and producer point of view. Southeast Bank follows an organization. Process in case of providing service to the customer., The following diagram is able to describe the process. 
2.17 Literature review:
 What does employee role and customer satisfaction mean:
What is employee role:
 In general, to observe a lawful, sensible order within the terms of the agreement of employment, serve loyally, cooperate with the employer, make duties with proper care and thoroughness, account for all money or property received, insure the employer in proper cases, and not to mismanagement the intimate information learnt while in service.

What is customer satisfaction:
 Customer satisfaction shows the contentment that customers arise from doing business with a firm. In other hand, it’s how happy the customers are with their business and overall experience with the company. Customers derive satisfaction from a product or a service created on whether their need is met obviously, in a suitable way that makes them loyal to the firm. Hence, customer fulfilment is an important step to gain customer loyalty. Customer satisfaction is very important for employee cause if customer satisfy then employee achieve their goal and customer more loyalty this organization.

2.18 Why employee role and customer satisfaction is important? 
Job description is a comprehensive description about a specific job and briefly description about what is probable from the employee and how their job will be estimated. Job description is both important for the employee and the employers. It is a believed course which control that how dangerous the job is and empathy of the features that need to be available for a new employee in a particular role.
A job description defines the necessary role, skill, education and training to be needed in a possible employee. It will spill out the responsibilities and the responsibility of the job. Good job description is a part of the good organization. 

Component of a job description:  
 A good job description should include the following criteria:
· Function of the location 
· Estimation criteria
· A summary statement
· Condition of the position 
· Benefits and compensation
· Reporting and the organization assembly

Customer satisfaction:
Customer satisfaction is very important for employee. here we are follow their below point such as,
It increases customer lifetime value:
Customer Satisfaction plays a significant role in how much revenue a customer generates for our business. Successful businesses understand the importance of customer lifetime value. If we increase customer satisfaction, we increase the returns on our marketing value. Customer lifetime value is a beneficiary of high customer satisfaction and good customer retention.

It reduces negative word of mouth:
Customer satisfaction is strongly linked to revenue and repeat purchases. It’s one thing to lose a customer because they were unhappy. It’s another thing totally to lose 20 customers because of some bad word of mouth.
To remove bad word of mouth we need to measure customer satisfaction on an ongoing basis. Following changes in satisfaction will help you identify if customers are actually happy with your product or service.
Long-term Relationships:
If customer become more satisfy with an organization than there are stay long term relationship with organization than they are become profitable in organization day to day. 
Emotional Bonds:
Customer satisfaction is vital for attractive to our customer’s emotions and obtaining that we are the choice they are always going to make. It increases the number of our loyal customers.
If our customers feel enjoyable or even happy thinking about your brand, we’ve succeeded in creating a strong, positive connotation with your brand.
Profitable Actions:
If customer satisfy with organization than organization gain profitable actions 
 Therefore, customer satisfaction influences our:
· Profit
· Reputation
· Sales
· Overall success

2.19 what factor impact on employee role and customer satisfaction?
         
               “Motivation will almost always beat mere talent”

Motivation is more necessary for driving all of our action. If employee will expression their work and reward for their work, it will more positive incentives that drive the employee become more serious about their job.

There are some factors that drive the employee mostly in the way to growing their performance. There are 9 factors that contribute to employee motivation.
   
 1.Salary: Money is more important for motivated employee. Timely, salary is very important to motivated the employee beside irregular salary raise the employee’s frustration which is risky for the organization.

 2.Relationship with colleagues: If an employee has to bad relationship with other employee than they are not motivate their work. Which in turn will decrease motivation.

3.Relationship with leadership: Line manager has responsibility to understand the hierarchy of the employee need. Manager should openly talk with the employees about their need, thoughts and feelings which motivate their term members.

4.Companys culture: Organization defines what the ultimate goal of the company is and what is the role that should be performed by the employee. Employees who are conscious about the company culture, they may have better understanding about the organization goals.

5.Processes within the company: If employee have no proper knowledge about organization than they cannot proper service so it is bad impact for organization.

6.Personal life: If employee face many problem in personal life than organization  more  affected cause employee cannot proper  concentrate their work.

7.Performing Meaningful work: Employer should be assigned job to their employee what are related with their job position. company should create a culture of ethics, norms, morals, CSR strategy which guide and encourage their employees.

Customer Satisfaction:
Customer loyalty: If customer satisfy an employee service than customer more loyalty with organization. Customer loyalty is very important for any organization.

Switch: If customer more satisfy with organization than customer cannot switch any organization. They are stay long-term an organization. Cause they are get proper service.

Long term relationship: If customer satisfy with an organization than employee and customer between stay long term relationship. They have to good relationship.

Increasing goodwill: If customer more loyalty with organization than increase organization goodwill and organization achieve their goal and also get more value.
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                                 Internship experiences







Firstly, I share my internship experiences about southeast bank. I am a student of united International University in BBA program and major is marketing. I start my internship in spring 2019.I had joined at 10 February in Southeast bank. My internship period in during 3 months and I have complete my internship. An internship is a period of work experience offered an employer give opportunity of student in any organization. My Internship experiences was so good. It was my new experiences in my life. This environment was so peaceful. I was worked in Sat masjid road branch. My collogue was so helpful and friendly. When I face some problem then they are suggesting solution about this problem. This 3 month I have gain some knowledge about banking services. Banking Service is very different in other working sector. Bank job is so risky. It handles have to be very carefully.   

Southeast bank is a commercial bank. This type of bank deposits from the public and creates credit.   Every branch has different type department such as -  account department, foreign exchange department, clearing, cash, frond desk, credit department. Different department set different employee under their experience. Then I learn how to receive customer cheque book, express card, and prepaid card. Then they learn me how to talk with customers and handle customers in difficult situation. i also doing front desk work answer customers inquiry and give solution their problem and send customers to the officers according to their inquiry. 
 Southeast bank after some period launch new product for the customer. Suppose new product of southeast bank (MIS). MIS means management information system. 
I have gather many ideas from internship. I know the some about different account such as current account, saving account, DPS, FDR, Saving Fast. And also I gather knowledge different account different format. They also learn me remittance works. I help customers to file up their remittance forms and gives them information how can they take their remittance and what papers they should take with them. 
From the very first to the end and I have learned in different works and trying my level best to contribute the bank. I made the account opening process as easy as I can through filling up the forms faster by the clients. I also process cheque books and kept the record. I helped in client service by giving them their required information’s. Some clients who can’t write voucher and form I have to write it. I also provided ATM card, taking the card serially according to number and recorded it on the book.
I helped in the whole processing clearing cheque as per requirements. I have also helped to fill up cheque voucher. I have also give SEBL seal and clearing seal on the voucher and cheque. I give answers to the customer’s inquiry about cheque clearing.
While working sometimes I made some mistakes and then they give me instructions how I can solve my mistakes. I gave my full attention on my work. They always give me motivation to doing work properly. They praised my work as I worked there like a regular employee and helped them. I have always try to doing my work properly that help officers doing their work faster. Specially the Deputy Manager encourage me a lot, he had always noticed my work.
I observed officers works try to learn from them how to deal with customers. I also learn how to impress customers to open account in SEBL bank. 
Southeast bank always maintains role and regulations. Beside employer always wear formal dress. And I have experiences employee maintain ethics give service. Employer all time try to good behavior with customer. Inside of organization one employee help another employee. And all employee always enters the branch perfect time before (10.00am). All employee good behavior with manager.
The highlight of my working sector (GB) general banking. I do work frond desk clearing, remittance etc. Every day I go to office in 10.00 am and 6. oo pm end the office. I Understand any branch face some problem then they comment the corporate office. And Head office try to solve the customer problem.
Here, I want to say about different department of office given below such as,
Frond Desk: At the beginning internship period I work at “Accounts” under general banking. Accounts department is responsible for analyzing all the transection and keep all transection record.  Accounts department work to another cheques, voucher. Accounts department received cheque and give the voucher. Accounts department provide to the bank statement. When customer face any problem at first they went to frond desk. If any customer open any account then they connect frond desk. there are many types of accounts. 
Saving account: If any customer open saving account than at first they have to carry some documents suppose 2 copy passport size photo of accountholder and NID copy, NID copy must important for open the account. And also nominee one copy passport size photo and nominee NID copy. But at first one thinks very important that If any customer open the saving accounts at first there need to introducer of southeast bank if there no known person of southeast bank that way there cannot open saving account.
Salary Account: All organization employee must open the salary accounts cause all employee salary transfer to the salary accounts.so organization employee must have to be open the salary accounts. Salary accounts similar to the saving accounts.

Saving first: Saving first   accounts similar to the saving accounts but little change to the amount cause saving first accounts minimum amount 50000 taka for open the saving first accounts.

FDR: FDR means fixed deposit ratio.FDR period such as ,3 months ,6 months and 1 year. If any customer opens to the FDR for 3 months she/he get 6% interest under FDR. And for   6 months she/he get 6.5% interest under FDR.And also 1 year she/he get 7 % interest under FDR.
MIS: MIS means Management information scheme. It has to be must around figure of amount suppose 100000,200000 etc. For open the MIS. Every month interest has to be add 625 takas.
If any customer need to statement than frond desk employee gives the statement during my period. Sometimes I fill up the customer form and check to the customer slip.

Foreign Exchange: Foreign exchange means. When Customer transaction outside of country then need to foreign exchange. Customer received to money from foreign exchange.
Cash: Cash department always work to the transection from customer to customer. Customer can always money deposit and transfer from cash department and after the received the money from customer cash department entry to the deposits number. Customer sent to the cheque and cash department received to the cheque and give the money to the customer. At the end of the day cash department employee sum up the all documents.

Clearing: clearing means client sent to different bank of cheque then bank employee every cheque check. If customer sent to other bank cheque than employee clearing to the cheque. But If customer sent to the southeast bank cheque then it’s received to the southeast bank. If any customer sent to the flat cheque this cheque never cannot posting by bank. If customer sent to the perfect cheque so it’s received to the cheque. If   Cheque amount is high value, then bank employee call to the client for assure about the cheque. And also check to the customer TP. 
Throughout my whole internship period I have learn many new skills which are so useful and desired for me for entering job market. Before entering into the bank I have only few knowledge about bank and now I have much knowledge about bank which can help me in my future life. My senior officers and Deputy Manager were so much helpful and all they always motivated me and that’s encourage me learn new things and enjoying my work and make myself more better.
I had learned that how to talk with customers and officers and how to handle difficult situation. I had the fear of dealing with new people, behaving in a corporate way. But now after complete my internship program I’m feel confident to talk with new people and handle them. First time I was so confused about some things like which one is deposit book, deposit slip and cheque book as I never used them so I had zero idea and now I know them very well. 
There I get the opportunity to work on my weak point practically which will definitely help me in my future job. The officers of that branch helped me in this case.
In SEBL I had lean how to GIVE CUSTOMERS their bank statement. I also learn how to make solvency certificate of customers. During my internship period they also learn how to open customer id and how to open customer account. they have learn me how scan important documents. And how to make scan documents file. After make file I share those file in other pc. In my 3 months’ internship several time I verify national id card and then printout that and attach that with individuals account opening form. Every day I check account opening forms if I find any mistake I correct that. i also learn how to add  account holder picture and signature into the system. This thing help me a lot to know about how to doing banking activities.
In my internship program I learn how they make files of their forms and how they use code number and serial number in making file those forms. I also make lots of file in my whole internship program. In SEBL their file is set serially into cabinet and in every cabinet there attach tag so that they can find their file easily. That’s why save time the employee for give fast customer service.
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4.1 Findings:
SEBL is one of the fastest growing bank in Bangladesh. Their banking system is very well. they doing their work systematically.  But I find out some problem. which they have to solve properly.

1. Small market share.
2. High attention of fixed deposits.
3. Lack of effective marketing / promotional activities.
4. High awareness of large loans.
5. Shortage of ATM booth
6. Lack of money in ATM booth
7. Lack of employee
8. Low promotion system

4.2 Recommendation:
They have to solve their problem as soon as possible. So, I have some recommendations for bank to recover their problems. And they are:
· For small market share, they have to increase their bank branch number. They have to make plans and introduce interesting offers to attract customer to open account in their bank and work hard to increase customers.
· For high attention fixed deposits, they have to increase their attention on other products like as saving account opening, different kinds of loan, foreign remittance etc. 
· For lack of effective marketing, they have to hire more qualified marketing employees. SEBL bank should telecast their advertisement. They should make interesting offers to the customers to attract them. they should arrange marketing campaign.
· High awareness of large loan ,they should  also increase attenation on small loan also personal loan ,educational loan  , cae loan,business loan etc.
· Shortage ATM booth ,they should increase their ATM booth  rural and urban both area. that’s   way increase customer attention of SEBL.
· Lack of money in ATM booth, sometime customer faces some problem in SEBL ATM booth because have no money. So they should have in available money in ATM booth.
· Lack of employee, southeast bank faces the problem cause lack of employee. They should hire qualityful employee.
· Low promotion system, south east bank promotion system is very low, that’s result many employees shift their job another organization .so that they should increase their employee promotion.

4.3 Conclusion:
As an organization the Southeast Bank Bangladesh Limited is much more structure compared to any other listed bank operation in Bangladesh. Southeast bank Bangladesh Limited is a customer oriented financial institution. It remains dedicated to meet up with the ever growing expectations of the customer.
Today in every business, customer services should be the core issue. Satisfied customer are come again to take your service company, and tell everyone about the company. service industry depends on the quality of services it provides. Customer want to get superior services from services providers that should cross their expectation level. Services Providers need to maintain standards and also promise to serve their customer the best they can. Southeast Bank Bangladesh Limited.
At the end of the report, I have identified several findings and recommendation of the Southeast Bank Sat masjid road branch. Employees of this branch are always ready to give proper services to all kinds of customer. The employees are well trained and they know their job specification very well. 
If the manager follow effective corporate, uses its strengths, overcome its weakness, develops some promotion works and changes its services little bit user friendly, then it is sure that Southeast bank limited.        
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