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[bookmark: _Toc13092245]Executive Summary
In any academic learning, the opportunity of getting practical knowledge is significantly limited. However, an internship program can considerably assist in obtaining experience by practicing the acquisition which is earned during the academic days. I got the opportunity to complete my internship in Bank Asia Limited at Gulshan-02 Branch. This report is intended to provide an all-inclusive picture of the General Banking Activities of Bank Asia Limited. 
Bank Asia Limited had distinguished its administration scope along with most recent years by opening new branches in various with intent critical areas in the nation over by offering different administrations with a dedication of guaranteeing perfection in keeping money.  
As per instruction I have divided this report into six chapters. In the first chapter, it introduces the origin of this report, the objectives of this study, and the limitations of this study. In the second chapter, I had summarized the data collection process. In the third chapter, I have briefly discussed the organizational background and the industry perspective; here industry scenario, historical background, operational activities and lastly, the SWOT analysis has been discussed. In the fourth chapter, there is an analyzing part and findings from Bank Asia Limited. And last but not least; I gave the sources from which I took all the information and questionnaire which I used to prepare this report.   
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1.1 [bookmark: _Toc13092248]A Brief Introduction of Bank Asia Limited
Before briefing about ‘’Bank Asia Limited” we should know about what is the meaning of the word called “Bank”? Generally by the word “Bank” we can easily understand that the financial institution dealing with money which accepts the deposits from the public and creates credit. There are different types of banks like Central Bank, Commercial Banks, Investment Banks and Industrial Banks etc. whenever we use the term “Bank” it refers to the Commercial Banks. A commercial bank is a type of financial institution which accepts deposits from public and makes various loans, and offers basic financial products like current account and savings accounts to individuals and businesses. Commercial banks are the primary contributors to the economy of our country. Commercial banks make profit by providing loans to the public and earning interest income from those loans.  There are some kinds of loans a commercial bank can issue and may include mortgages, business loans, and personal loans. People of the society and the government are very much dependent on the commercial banks as the financial intermediary.
 
The Bank Asia Ltd began its succession on November 27, 1999 with an intend to be completely client oriented through execution of innovation which driven imaginative items and administrations by a gathering of fruitful business idealist of the nation with the essential target of getting superior administrations of managing an account area and effectively taking an interest in the development and extension of the national economy.  It is a scheduled commercial bank in the private sector established under the Banking Company Act 1991. After 15 years of operation, today Bank Asia proudly stands among the top rated banks of the country with an extensive network of business outlets comprising of conventional banking branches, Islamic windows, off –shore banking unit, brokerage branches, agricultural branches, agent banking and SME centers. As well, most of the city areas outside Dhaka and Dhaka are covered by ATMs with 24 hours banking facilities for the customers. Bank Asia assigned dedicated employees for serving its clients across the country offering a full suite of financial products and services. At the end of 2018, Bank Asia has 2256 employees including 382 executives and 1874 officers to provide superior services to their clients across the country. 

The bank is combining the expertise of other financial products to provide its customer under a single roof. Moreover, a large section of the city regions under Dhaka and outside Dhaka are secured by ATMs with 24 hours keeping money offices for the clients. 









1.2 [bookmark: _Toc13092249]Topic in Hand
General banking is starting operations of a bank. The consumer and the client interface takes place at this department first. Most of the banking operations are performing in this department. The activities under the general banking are account opening, account maintaining, and account closing, issuing pay order, remittance and so on. The important wing of this operation is the clearing of bank cheques. Both inward and outward and cheques are cleared here.   General banking also deals with providing services to customers.
1.3 [bookmark: _Toc13092250]Objectives of the study	
The main objectives of this report are in follows and as per instruction we had divided the objectives into two parts one is broad objective and another is specific objective. 
· Broad Objective:
The major objective of this report is the general banking activities and customer satisfaction of Bank Asia Limited. 
· Specific Objective:
The following objectives are pursued in this study:
a) To give general overview of the banking sector in Bangladesh
b) To define the functions performed by the commercial bank and to render the services to the customers. 
c) To clarify the general banking rules and procedures followed by Bank Asia Limited.
d) To put forward the recommendations that might help the organization to improve its performance. 
e) To have hands on experience in branch banking operations.
1.4 [bookmark: _Toc13092251]Rational of the study
In this competitive world, academic education serves to a graduate into profession by giving a degree yet internship program influences the theories and educated cases to concrete by putting the understudy in a genuine work circumstance performing real life working activities. The internship program is very much helpful to link the gap between theoretical knowledge and practical knowledge. For the completion of the internship program I had placed in Bank Asia Limited, Gulshan-2 Branch. I was assigned in the General Banking Activities by the MOB of the branch. 
1.5 [bookmark: _Toc13092252] Scope of the study
In this report the overall study of General Banking activities of Bank Asia Limited, Gulshan-2 branch is thoroughly described. From this report we can understand that how the General banking activities of Bank Asia Limited, Gulshan-2 branch is executed and how it performs over the year. 
1.6 [bookmark: _Toc13092253] Limitations of the study
· Confidential Information: 
Some desired information could not be collected due to confidentiality of the bank. 
· Password:
Due to privacy and safety purposes all the computers have passwords. At the time of working, I faced problems for it as the passwords had not given to me. It was very time consuming as I had to wait until any officer come and give the password. 
· Lack of time: 
Through the whole time period I have to work in different desks. Therefore, I did not get sufficient time for information collection.
· Lack of Experience.
· Inadequate Data. 
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[bookmark: _Toc13092254]Chapter-2
[bookmark: _Toc10886112][bookmark: _Toc13092255]Methodology of the study













2.1. [bookmark: _Toc13092256]Data Design
I was placed as an intern in Bank Asia Limited, Gulshan-2 Branch for a period of three (03) months. During this period of time, I observed the general banking rules and procedures. I was trained in the functions performance by the commercial bank in manner of job-rotation as moving from one functional area to another. I had formal and oral discussion with customers and respective officers of Bank Asia Limited, Gulshan-2 Branch. This portion of the report covers the sources of data which are used to collect all the materials about Bank Asia Limited, Gulshan-2 Branch and its activities. To collect necessary and meaningful information the following methods are applied. There are two types of data sources:
a) Primary Data: 
· Face to face conversation with the respective officers and staffs of the branch.
· Practical work experience in the different desks of the departments of the branch covered.
· Relevant file study as provided by the officers concerned. 
· Participation in the General Banking activities of the branch. 

b) Secondary Data:
· Annual report of Bank Asia Limited
· Online data from the web site of Bank Asia Limited
· Some of my course elements are related to this report. 
· Different reports and articles are related to study. 
· Various text books and journals. 
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3.1 [bookmark: _Toc13092259] Industry Perspective
[bookmark: _Toc13092260]History of Bank
A bank is authorized with the permeation of the government of a country, the government justifies the rules and regulations of the bank and also verifies the policies of the bank also ensures that even if it is bankrupted the customers are not harmed. For this the banks have to reserve a particular percentage of the total amount in the central bank. There are different kinds of banks according to the regulations. The bank system actually communicates with the saving customer investment customers and specialized banks deals with particular issues like there are banks for the poor and agriculture etc. there are banks with different regulations appliance policies. In China regulations are applied in various ways but it does not follow any particular system which should be implanted by the government.  
The origin of the word bank came from the Italian word “BANCO” that means bench; it was used on the time of Renaissance by Jewish Florentine bankers those who used to transact above desk or bench that was covered with the green tablecloth. However there are traces of banking activity even in ancient times. 
In fact the word traces its origins back to the Ancient Roman Empire where money lenders would set up their stalls in the middle of enclosed courtyards called macella on a long bench called bancu from the word banco and banks are derived. As a money changer the merchant at the bancu did not so much invest money convert the foreign currency into the only legal tender in Rome-that if the Imperial Mint. 
 The earliest evidence of money-changing activity is depicted on a silver drachim coin from ancient Hellenic colony Trapezus on the black sea, modern Trabzon and c. 350 to 325 BC, presented in the British Museum in London. The coin shows a bankers table (Trapeza) laden with coins, a pun on the name of the city.   
[bookmark: _Toc13092261]Banking History of Bangladesh
The banking system at independence consisted of two branch offices of the former State Bank of Pakistan and seventeen large commercial banks, two of which were controlled by Bangladeshi interests and three by foreigners other than West Pakistan. There were 14 (fourteen) small commercial banks. Virtually all banking services were concentrated in urban assets. The newly independent government immediately designated the Dhaka branch of State Bank of Pakistan as the central bank and renamed it as Bangladesh Bank. The bank was responsible for regulating currency, controlling credit monetary policy, and administrating exchange control and the official foreign exchange reserves. The Bangladesh government initially nationalized the entire domestic banking system and proceeded to recognize and rename the various banks. Foreign owned banks were permitted to continue doing business in Bangladesh. Cooperative credit systems and postal savings offices handled service to small individual and rural accounts. The new banking system succeeded in establishing reasonably efficient procedures for managing credit and foreign exchange. The primary function of the credit system throughout the 1970 was to finance trade and the public sector, which together absorbed 75% of total advances. The government’s encouragement during the late 1970 and early 1980 of agriculture development and private industry brought changes in lending strategies. The number of rural bank branches doubled between 1977 and 1985 to more than 3,330. Denationalized and private industrial growth led the Bangladesh Bank and the World Bank to focus their lending on the emerging private manufacturing sector. Scheduled banks advances to private agriculture, as percentage of sects oral GDP, rise from 2% in Fiscal year 1979 to 11% in Fiscal Year 1987 while advances to private manufacturing rise from 13% to 53%. The transformation of financial priorities has brought with it problems in administration. No sound project appraisals system was in place to identify viable borrowers and projects. Lending institutions did not have adequate autonomy to choose borrowers and projects and were often instructed by the political authorities. In addition the incentive systems for the banks stressed disbursements rather than recoveries and the accounting and debt collection systems were inadequate to deal with the problems of loan recovery.      
[bookmark: _Toc13092262]Banks in Bangladesh
In this era, our country’s financial sector is completely dominated by the commercial banks which are controlled by the central bank named ‘Bangladesh Bank”. With the evaluation of the central bank there are in total of 6 (six) state owned banks those are Sonali Bank, Agrani bank, Janata Bank, Rupali Bank, Basic Bank, and Bangladesh Development Bank Limited. Along with there are 3 (three) specialized banks which are fully owned by the Government of Bangladesh and 41 (forty one) private commercial banks and 9 (nine) foreign banks. 
[bookmark: _Toc13092263]    	Types of Banking Sector
· Central Bank
· Private Commercial Banks
· Specialized Development Banks
· Foreign Commercial Banks
· Non-Banking Financial Institutions
 
1.3.1 Central Bank

· Bangladesh Bank
Pursuant to Bangladesh Bank Order, 1972 the Government of Bangladesh recognized the Dhaka branch of the State Bank of Pakistan as the central bank of the country and named it Bangladesh Bank with showing effect from 16 December 1971. 



  

· Banks 
After the independence, banking industry in Bangladesh started its journey with 6 nationalized banks are: Soanli Bank, Rupali Bank, Agrani Bank, Janata Bank, Pubali Bank and Uttara Bank also 2 (Two) state owned specialized banks and 3 (Three) foreign banks. In the 1980, the banking industry achieved significant expansion with the entrance of private banks. Currently, banks in Bangladesh are primarily of two types: 
· Scheduled Banks: A bank which get license to operate under Bank Company Act, 1991 are termed as Scheduled Banks. Now, there many scheduled banks operating in Bangladesh. 

	Types of Banks
	Number of Banks

	1. State Owned Commercial Banks
	6

	2. Private Commercial Banks
	41

	3. Islami Shariah Based Banks
	8

	4. Foreign Commercial Banks
	9

	5. Specialized Development Banks
	3


[bookmark: _Toc13092197]Table 1: Types of Banks in Bangladesh 
· Non-scheduled Banks: The banks which are established for special and definitive objective and operate under the acts that are enacted for meeting up those objectives are termed as Non-Scheduled Banks. These banks cannot perform all functions of scheduled banks. Currently there are 5 (five) non-scheduled banks in Bangladesh. 

[image: ]
[bookmark: _Toc12306323]Picture 1: Bangladesh Bank
3.3.2 Conditions in Banking Sector in Bangladesh
As we know that, banking is the backbone of our country’s national economy. All kinds of economic and financial activities move in a circle on a central axis of the bank. Bank creates and controls the money market and promotes in formation of the capital as the industry produces goods and commodities so does bank did this. Bankers believe that the Bangladesh Bank is fully responsible for such condition in the banking sector. 

3.2 [bookmark: _Toc13092264] Organizational Perspective
Bank Asia Limited started its operation on November 27, 1999 by a group of successful entrepreneurs of the country with the basic objective of bringing high quality service in the banking sector and actively participating in the growth and expansion of the national economy. It is a scheduled commercial bank in the private sector established under the Banking Company Act 1991. 
After 15 years of operation, today Bank Asia proudly stands among the top rated banks of the country with an extensive network of business outlets comprising of conventional banking branches, Islamic windows, off –shore banking unit, brokerage branches, agricultural branches, and SME centers. Besides, most of the city areas under Dhaka and Dhaka are covered by ATMs with 24 hours banking facilities for the customers. As of end 2014, Bank Asia had 1,773 dedicated employees for serving its clients across the country offering a full suite of financial products and services. With its assets of more than Tk. 105 billion, Bank Asia commands significant market share in both deposits and advances with Tk.140.87billion and Tk. 116.81 billion respectively. 
In the year 2014 the Bank also recorded an impressive foreign trade business as well as inward remittance.  Besides, the bank is combining the expertise of other financial products to cater its customer under a single roof. The Bank considers the Society as one of its contributor of business development and tries to compensate it by playing major role in CSR program. In the year of 2003, the bank went public by offering shares to the general investor and in 2004 the bank listed itself with the stock exchange. 
Bank Asia is the pioneer along with the nearby banks in presenting creative items like SMS managing an account, and under the ATM organize the Stelar Web observance money programming empowers directly connect with the customer's record, without the prerequisite for a different record.  It has effectively developed a simple procedure of enrollment looking for the best ability.   

3.3 [bookmark: _Toc13092265] Historical Background of Bank Asia Limited
[bookmark: _Toc13092266]Mission of Bank Asia Limited
· To assist in bringing high quality service to our customers and to participate in the growth and expansion of our national economy. 
· To set high standards of integrity and bring total satisfaction to our clients, shareholders and employees.
· To become the most sought after bank in the country, rendering technology driven innovative services by our dedicated team of professionals.
[bookmark: _Toc13092267]Vision of Bank Asia Limited
Bank Asia's vision is to have a poverty free Bangladesh in course of a generation in the new millennium, reflecting the national dream. Our vision is to build a society where human dignity and human rights receive the highest consideration along with reduction of poverty.
[bookmark: _Toc13092268]Core Values of Bank Asia Limited
· Place customer interest and satisfaction as first priority and provide customized banking products and services.
· Value addition to the stakeholders through attaining excellence in banking operations.
· Maintain high ethical standard and transparency in dealings.
· Be a compliant institution through adhering to all regulatory requirements.
· Contribute significantly for the betterment of the society.
· Ensure higher degree of motivation and dignified working environment for our human capital and respect optimal work-life balance.
· Committed to protect the environment and go green.
[bookmark: _Toc13092269]Slogan/Pay-Offline of Bank Asia Limited
FOR A BETTER TOMORROW
[bookmark: _Toc13092270]Business objective of Bank Asia Limited
The management of the Bank Asia Limited consists of a team lead by senior bankers with decades of experience in international and national markets. It set its milestone by acquiring the business operations of the Bank of Nova Scotia and Muslim Commercial Bank Limited in Dhaka, first in the banking history of Bangladesh.  Bank Asia Limited made a remarkable progress practically in every sphere of its functions. The activities of Bank Asia Limited are very implicit and vast comparing to that of other banks in the country today.




3.4 [bookmark: _Toc13092271] An overview of Bank Asia Limited
At a Glance of Bank Asia Limited
	[image: ]

	· Type
	Private

	· Category
	Commercial Bank 

	· Founded
	27th November, 1999

	· Headquarters
	Dhaka, Bangladesh

	· Key People
	Chairman- Mr. A Rouf Chowdhury 
President & Managing Director- Md. Arfan    Ali

	· Services
	1. Retail Banking
2. Corporate Banking
3. SME Banking
4. Islamic Banking
5. Capital Market
6. Agent Banking

	· Number of Employees
	 2291 (2256 of bank & 35 of subsidiaries) 

	· Number of Branch
	127 (119 branches, 4 SME/Agri Branches & 4 SME services centers)

	· Slogan
	“FOR A BETTER TOMORROW”



[bookmark: _Toc13092198]					Table 2: At a Glance of Bank Asia Limited


3.5 [bookmark: _Toc13092272] Operational activities of Bank Asia Limited 
1.5.1 [bookmark: _Toc13092273]Products & Services of Bank Asia Limited:
Product & Service Category

	Deposits Product
	Consumer Finance
	Services
	Investment

	1. Current Deposit Account
	Auto Loan
· Shapner Bahan
	Account Opening
	Bai Murabaha Muajjal (both local & post import)

	2. Savings Bank Account
	House Finance
· Shapner Abash
· Griha Shaj
· Shapner Kuthir
· Shapner Nirman
· Nijer Bari
	Debit/Credit Card Services
	Hire Purchase Shirjatul Melk

	3. Star Savings Account
	Consumer Durable Loan
	Pay order
	Musharaka

	4. Short Notice Deposit Account
	Unsecured Personal Loan
· Proyojon
· Chuti
· Sheba
	Remittance
	Murabaha Import Bills

	5. Foreign Currency Account
	Loan for Professionals
· Shabolombi
	Account Statement
	Quard against Accepted Bill

	6. Account Under-privileged Section
	Loan for Senior Citizens
· Purnata
	Internet/Mobile Banking
	Quard against MTDR

	7. Mudaraba Term Deposit Account for different tenure
	Green Energy Loan
	Salary Disbursement Solution
	Quard against Schemes

	8. Corporate Term Deposit Account for different tenure
	Talent Learning & Earning
	Locker Facility
	-

	9. Mudaraba monthly profit sharing deposit scheme
	Bicycle Loan
	Utility Bill Payment
	-

	10. Mudaraba deposit pension scheme
	Motorcycle Loan
	Passport Fee Collection
	-

	11. Mudaraba Hajj Savings Scheme
	        Secured loan
	Balance Inquiry
	-


[bookmark: _Toc13092199]Table 3: Product & Service Category
1.5.2 [bookmark: _Toc13092274]Services offered by Bank Asia Limited
· [bookmark: _Toc13092275]Savings Account
Only an individual can open this sort of account and it is an interest bearing account. Interest rate is charged to the record on quarterly basis. This account is aimed to help consumers to save their hard earned money in local currency for a secured future.
[bookmark: _Toc13092276]Product Description and Feature:
	1. [bookmark: _Toc13092277]Eligibility 
	· Any resident Bangladeshi individuals
· Age is 18+

	2. [bookmark: _Toc13092278]Identification Documents
	· Complete account opening form
· Complete KYC form
· Complete Customer Information Form
· Complete Transaction Profile Form
· Photocopy of NID/Passport/Driving License/Utility Bill copy

	3. [bookmark: _Toc13092279]Availability 
	All Bank Asia limited Branches

	4. [bookmark: _Toc13092280]Currency 
	BDT (Taka)

	5. [bookmark: _Toc13092281]Individual/Joint Applicant Option
	The account can be opened by jointly subject to the resident being the sole operator or jointly the resident or non-resident.

	6. [bookmark: _Toc13092282]Minimum/Initial Deposit
	BDT 1000 during opening the account

	7. [bookmark: _Toc13092283]Debit and Credit Policy
	As per Bangladesh Bank’s guidelines.

	8. [bookmark: _Toc13092284]Fees and charges
	In case of closing the account then the account holder needs to pay BDT 200.

	9. [bookmark: _Toc13092285]Cheque Book
	Available. Free for new account holder

	10. [bookmark: _Toc13092286]Debit Card
	· Provide the visa debit card
· Free for new account holder
· Micro-Chip based

	11. [bookmark: _Toc13092287]ATM Transaction Limit
	As per ATM policy

	12. [bookmark: _Toc13092288]Bank Statement Frequency
	· Half-Yearly
· No charges for them who is having their account on the same branch

	13. [bookmark: _Toc13092289]Dormancy 
	The account will be dormant if the account holder not doing transaction for 1 (One) year.

	14. [bookmark: _Toc13092290]Account for Minors
	Opened on behalf of the minor by his/her parents or natural guardian.


[bookmark: _Toc13092200]Table 4: Product Description of Savings Account 
[bookmark: _Toc13092291]Interest Rates on Savings Account
	No.
	Types
	Interest Rates

	1. 
	Balance below BDT 1 (One) Lac
	3.50%

	2. 
	Balance BDT 1 (One) lac and above but below BDT 1 (One) Crore
	3.50%

	3. 
	Balance BDT 1 (One) Crore and above
	4.00%


[bookmark: _Toc13092201]Table 5: Interest Rate of Savings Account
· [bookmark: _Toc13092292]Current Account
This sort of account is for organization, firm record in their own company name. This is an interest free bearing account. Current Account maintenance fee BDT 500 for half-yearly. Features of current account are in follows:  
· Frequently Transaction Account
· Number of withdrawal  is not limited
·  For the most part keep running by various business association
· Non-Interest bearing account 

· [bookmark: _Toc13092293]STD Account
This account is known as short term deposit account. This sort of account opened and worked for particular reasons. It is also an interest bearing account. It is regularly paid on day by day item basis.  An individual, organizations/firms may open this account. 
· [bookmark: _Toc13092294]FDR Account
These sorts of accounts are taken for some particular timeframe for example, 1 month, 2 month, 3 month, 6 months, 1 year and so on. Features of FDR account are in follows: 
· Provide high rate scheme
· Premature encashment 
· It’s renewable before the date of maturity 

[bookmark: _Toc13092295]Interest Rate of FDR
	No.
	Tenure
	Interest Rate

	1. 
	1 (One) Month
	6.00%

	2. 
	2 (Two) Month
	6.00%

	3. 
	3 Month (Below 1 Crore & Below 5 Crore)
	6.00%

	4. 
	3 Month (Below 10 Crore)
	7.00%

	5. 
	3 Month (above 10 Crore)
	10.00%

	6. 
	6 Month (Below 1 Crore)
	7.00%

	7. 
	6 Months (BDT 1 crore and above but below 5 crore)
	8.50%

	8. 
	6 Months (BDT 5 crore and above but below 10 crore)
	9.00%

	9. 
	6 Months (BDT 10 core and above)
	10.00%

	10. 
	1 Year (below 1 crore)
	7.50%

	11. 
	1 Year (BDT 1 crore and above but below 5 crore)
	9.00%

	12. 
	1 Year (BDT 5 crore and above but below 10 crore)
	9.00%

	13. 
	1 Year (BDT 10 core and above)
	10.00%


[bookmark: _Toc13092202]Table 6: Interest Rates of FDR Account (from 1 month to 1 year)
· [bookmark: _Toc13092296] Personal Finance Scheme
People with fixed income can avail of these facilities to buy their household goods, consumer items, to renovate existing house etc.
[bookmark: _Toc13092297]	Product Description 
	1. Investment Size
	· Minimum BDT 50,000/-
· Maximum BDT 5,00,000/-

	2. Profit
	As per the bank’s rule at 18%

	3. Fees
	At 1% of investment amount or BDT 1,000/-

	4. Tenor
	· Minimum 6 months
· Maximum 48 months

	5. Investment to price ratio
	Up to maximum 70% of cost

	6. Age of the client
	· Minimum 25 years
· Maximum 57 years

	7. Minimum monthly income of the client
	2.5x of the installment size


[bookmark: _Toc13092203] Table 7: Product Description of Personal Finance Scheme

· [bookmark: _Toc13092298]Rural Development Scheme
Rural Development Scheme has been evolved for the rural people of the country to make them self-employed through financing various income generating activities. This scheme is operated through the rural branches of the Bank.
· [bookmark: _Toc13092299]Mudaraba Hajj Savings Scheme
People who want to perform Hajj but cannot save money for it. Bank Asia provides them this sort of scheme. Because of this scheme an individual can save their money and perform Hajj on suitable time. Monthly installment amount are in follows: 
	Tenure Year
	Installment Size (In Taka)

	Year 1
	29,000/-

	Year 2
	15,800/-

	Year 3
	11,000/-

	Year 4
	8,600/-

	Year 5
	7,500/-

	Year 6
	6,600/-

	Year 7
	5,900/-

	Year 8
	5,500/-

	Year 9
	5,300/-

	Year 10
	5,200/-


[bookmark: _Toc13092204]Table 8: Installments of Mudaraba Hajj Savings Scheme
[bookmark: _Toc13092300]Features of MHSS
· Facility to open an account deposit the installments in any working day of the month 
·  No maintenance charges for the linked account
·  Highest Income Sharing Ratio (ISR) applicable for the customer
·  Profit calculating on daily basis
·  No late payment fee is applicable
[bookmark: _Toc13092301]Required Documents
· Account Opening form fill up. 
· Photocopy of NID/Passport/Birth Certificate of the account holder.  
·  1 (One) copy of recent passport sized photograph of the account holder which is must be attested by an introducer. 
·  Nominee’s photograph must be attested by the account holder.
· [bookmark: _Toc13092302]Triple Benefit plus (TB+)
Money deposited in this account will be triple in 13 years. At the end of the year customer receive the triple amount of their deposited amount. 
· [bookmark: _Toc13092303]Deposit Pension Scheme
Deposit monthly installment ranging from Tk. 500/- to Tk.10, 000/- and on maturity the holder receives an attractive amount. 
· [bookmark: _Toc13092304]Shanchay Plus
In this anyone can deposit BDT 1, 00,000/-or its multiple customer will receives and attractive amount of interest from their deposited amount.
· [bookmark: _Toc13092305] Monthly Benefit plus (MB+)
Monthly Benefit plus (MB+) is a 5 years scheme that lets the depositors earn monthly benefit of BDT 700/- by minimum initial deposit of BDT 2,00,000/- and after the maturity depositors will get the refund of their principal amount. 
[bookmark: _Toc13092306]	Product description and terms
	1. Deposit Tenure
	3 years and 5 years

	2. Deposit Amount
	· Starts with minimum BDT 2,00,000/- or above
· Maximum deposit amount under single name for BDT 4,000,000/-
· Maximum deposit amount under joint name for BDT 6,000,000/-

	3. Account
	· Only an individuals can open this sort of account
· Customer must maintain the link account with Bank Asia Limited

	4. Interest
	There is no interest rate required for one year


[bookmark: _Toc13092205]Table 9: Product Description of MB+
1.5.2 [bookmark: _Toc13092307]Departments of Bank Asia Limited

· [bookmark: _Toc13092308] People’s Management Division (PMD) 
 A clear system to select the best capacity is workably settled through their People’s Management Division. Their PMD office goes on different contract and change programs all through in efforts headed for determined progression of the PMD policy of the bank. Both internal and external coaches conduct in-house planning programs and these tasks are persistently updated to reflect their latest progression in the dealing with a record furthermore information advancement field.
· [bookmark: _Toc13092309] Marketing 
This division is in charge of the coordination of all promoting activities of the Bank. Guarantees promoting activities are in consistence with the state and government controls which means creates different types of advertising ideas, targets, commercials, public statements, and other than some infrequent occasions endorsed by the senior supervision and the Top of the managerial team. The division gives direction and guidelines for execution accomplishments concerning the establishment of new or existing products and services. 
· [bookmark: _Toc13092310] International Division
International Division of the bank creates and benefited for the far reaching individual financial connections inside in the comprehensive target market through an expert deals effort and makes a distinction between the qualified potential foreign customers. The officers start contacts survey need and introduce various types of products and services, and secure the transactions. The officers are in-charge of the administration and combined the services of the global customer relationship, and for the development of the main and beneficial connections in the entity.
· [bookmark: _Toc13092311] Credit
This division is mainly in-charge of the social event and exploring the credit data of current and potential borrowers and decides the appropriateness of giving the acknowledgment for extend sorts of advances. Obligations are additionally include helping go forward for the officers in arrange advance encouragement and advancing business for Bank Asia by keeping up great relations with the customers and pointing them to the right organization for their new administrations.
· [bookmark: _Toc13092312] Audit and Internal Control
This division is responsible for creating, implement and communicate to the treasury bank review's vision, mission, objectives and systems. To guarantee that the basic business and administrative procedures are set up and working properly. They create and keep up a powerful association with the business accessory supervision and helps in the business accessories adjust their business system with proper risk management controls and urges field unit administration to self-evaluate. Its business surroundings and create activity arranges around "gap" that could affect in the sound achievement for meeting marketable strategies. They additionally guarantee that employees are understand and are properly familiar to the organization's targets and values, and to stay side by side to the strategies utilized by review and the field units they survey. Different obligations add in guarantee that suitable assets and organize which are given to the employees and sufficient to undertaking full consistence with every single administrative requirement.
· [bookmark: _Toc13092313] Financial Control Department
This division is in charge of the Bank Asia’s most important part of the financial working results. For example; cost bookkeeping, expenses plans, and administrative office and government reports for undertaking the shield of the bank’s resources. [image: ][image: ]
· [bookmark: _Toc13092314] Information and Communication Department
This division is in charge of Bank Asia’s electronics and money administration based objects and responsibilities and including the advancement, arrangement and maintenance of the Bank Asia’s official website and also helps documentation and dealing upgrading officers in the recommended of related items and organization. The division similarly performs direct managerial responsibilities of office staffs and organizes employees for scope in every single related collection of the workplace. They guarantee different office activities which can run easily and effectively. 
[image: ][image: ]



1.5.3 [bookmark: _Toc13092315]Financial Performance of Bank Asia Limited
[bookmark: _Toc13092316]Five Years (2014-2018) Financial Performances 
	
	
	
	
	Million Taka unless otherwise specified

	Particulars
	 
	 
	 
	 
	 

	
	2018
	2017
	2016
	2015
	2014

	
	BALANCE SHEET MATRIX
	
	
	

	Authorized Capital
	15,000.00
	15,000.00
	15,000.00
	15,000.00
	15,000.00

	Paid up Capital
	11,103.87
	9,870.11
	8,812.60
	8,392.95
	7,629.96

	Reserve Fund & Surplus
	12,236.26
	11,184.38
	10,225.88
	10,586.38
	9,234.47

	Total Shareholders’ Equity
	23,340.13
	21,054.49
	19,038.48
	18,979.33
	16,864.42

	Deposits
	222,471.72
	207,041.47
	191,272.58
	169,827.34
	140,869.29

	Loans and Advances
	214,618.15
	197,504.14
	163,609.78
	136,396.34
	116,808.85

	Investments
	35,999.20
	27,545.82
	39,365.21
	46,942.77
	38,683.41

	Fixed Assets
	5,431.55
	5,329.74
	5,249.72
	5,075.51
	5,213.61

	Total Assets
	307,291.40
	288,996.64
	253,195.70
	224,347.31
	182,730.94

	Total Off Balance Sheet Items
	137,459.26
	136,156.44
	110,762.05
	96,817.06
	71,527.15

	Interest Earning Assets
	278,695.30
	256,765.52
	223,223.17
	196,955.81
	156,535.38

	Non-Interest Earning Assets
	28,596.10
	32,231.12
	29,972.53
	27,391.50
	26,195.56

	
	INCOME STATEMENT MATRIX
	
	
	

	Interest income
	20,910.68
	16,411.57
	14,569.39
	13,941.18
	13,914.31

	Interest Expenses
	13,007.99
	10,841.56
	10,600.94
	11,170.32
	10,699.77

	Investment income
	2,311.46
	2,535.39
	3,548.30
	4,827.41
	4,029.12

	Non-Interest income
	3,908.42
	3,861.98
	3,123.14
	2,728.65
	2,442.54

	Non-Interest Expenses
	6,062.19
	5,279.83
	4,719.26
	4,321.26
	3,907.37

	Total income
	27,130.56
	22,808.95
	21,240.83
	21,497.24
	20,385.97

	Total Expenditure
	19,070.18
	16,121.39
	15,320.20
	15,491.58
	14,607.14

	Operating Profit
	8,060.38
	6,687.56
	5,920.63
	6,005.66
	5,778.83

	Profit Before Tax
	4,616.28
	4,057.53
	3,286.91
	4,123.92
	4,216.96

	Net Profit After Tax
	2,266.28
	2,047.53
	1,545.91
	2,573.92
	2,218.69

	
	CAPITAL MEASURES
	
	
	

	Risk Weighted Assets
	233,085.63
	221,114.65
	199,490.69
	183,247.39
	157,574.62

	Core Capital (Tier-I)
	21,165.37
	18,852.66
	16,735.56
	16,400.10
	14,173.67

	Supplementary Capital (Tier-II)
	13,917.53
	14,061.29
	8,039.04
	6,436.73
	3,669.56

	Total Capital
	35,082.90
	32,913.96
	24,774.60
	22,836.83
	17,843.22

	Capital Surplus/(Deficit) over Minimum Capital
	11,774.34
	10,802.49
	4,825.54
	4,512.10
	2,085.76

	Capital Surplus/(Deficit) over Conservation Buffer
	9,915.23
	9,602.21
	4,541.68
	
	

	Tier I Capital Ratio
	9.08%
	8.53%
	8.39%
	8.95%
	8.99%

	Tier II Capital Ratio
	5.97%
	6.36%
	4.03%
	3.51%
	2.33%

	Total Capital Adequacy Ratio Basel-II
	
	
	-
	-
	11.32%

	Capital to Risk Weighted Asset Ratio Basel-lII
	15.05%
	14.89%
	12.42%
	12.46%
	-

	
	CREDIT QUALITY
	
	
	
	

	Classified Loans
	8,809.83
	8,642.30
	8,847.34
	5,808.87
	6,200.55

	Provision for Unclassified Loans
	5,091.24
	4,101.19
	2,929.43
	3,085.01
	1,155.79

	Provision for Classified Loans
	3,892.76
	3,740.00
	4,494.29
	2,911.65
	3,981.26

	Provision for Contingent Liabilities
	1,158.03
	1,331
	1,107.62
	968.17
	715.27

	Percentage of NPLs to total Loans and Advances
	4.10%
	4.38%
	5.41%
	4.26%
	5.31%

	
	FOREIGN EXCHANGE BUSINESS
	
	
	

	Import
	165,203.00
	181,468.00
	148,724.27
	129,930.43
	110,192.54

	Export
	136,733.00
	118,172.00
	103,139.15
	89,275.32
	77,646.91

	Remittance (Inward)
	60,113.00
	51,778.00
	41,665.14
	42,996.80
	41,732.50

	
	
	OPERATING PROFIT RATIOS
	
	
	

	Credit Deposit Ratio
	81.75%
	81.88%
	76.15%
	71.50%
	77.87%

	Cost of Deposit
	5.65%
	5.08%
	5.66%
	6.87%
	7.53%

	Cost of Deposit & Borrowing
	5.65%
	5.23%
	5.71%
	7.19%
	7.64%

	Administrative Cost
	2.60%
	2.50%
	2.51%
	2.85%
	2.93%

	Yield on Loans and Advances
	9.99%
	9.03%
	9.86%
	10.97%
	12.77%

	Spread
	4.34%
	3.95%
	4.20%
	4.10%
	5.24%

	Return on Assets
	0.76%
	0.76%
	0.65%
	1.26%
	1.28%

	Return on Equity
	10.21%
	10.21%
	8.13%
	14.36%
	14.09%

	Current Ratio
	1.07
	1.05
	1.04
	1.07
	1.06

	Debt Equity Ratio
	12.17
	12.73
	12.3
	10.82
	9.84

	
	
	PERFORMANCE RATIOS
	
	
	

	Profit per Employee
	3.57
	3.2
	3.01
	3.27
	3.26

	Operating profit as % of Working Fund
	2.70%
	2.47%
	2.48%
	2.95%
	3.34%

	Net Interest income as % of Working Fund
	3.39%
	2.89%
	2.88%
	3.16%
	3.85%

	Burden Coverage
	64.47%
	73.15%
	66.18%
	63.13%
	62.51%

	Burden Ratio
	0.70%
	0.43%
	0.40%
	0.21%
	0.52%

	Expense Coverage
	66.24%
	78.04%
	79.59%
	89.96%
	77.15%

	Ratio of Fees income
	21.18%
	26.07%
	23.26%
	20.88%
	19.39%

	Salary Exp. to total Overhead Exp.
	47.77%
	47.99%
	49.84%
	50.28%
	46.98%

	Salary Exp. to Fees income
	96.84%
	81.21%
	95.05%
	100.76%
	97.75%

	Cost to income/ Efficiency ratio
	42.93%
	44.12%
	44.35%
	41.84%
	40.34%

	Cash
	
	DIVIDEND & RIGHTS ISSUE
	 
	 
	 

	
	
	5%
	
	
	15%
	5%

	Stock
	5%
	12.50%
	12%
	5%
	10%

	Total Dividend
	
	10% (proposed)
	12.50%
	12%
	20%
	15%

	
	
	SHARES INFORMATION MATRIX
	
	
	

	No. of Shares Outstanding(Million)
	1,110.39
	987.01
	881.26
	839.3
	763

	Earnings Per Share (Taka)
	2.04
	1.84
	1.57
	2.92
	2.64

	Number of Shareholders
	10,344.00
	10,681
	10,774
	12,892
	16,211

	Market Value Per Share (Taka)
	17.7
	23.1
	17.9
	16.5
	16.7

	Price Earnings Ratio
	8.68
	11.14
	11.4
	5.65
	5.74

	Net Asset Value Per Share (Taka)
	21.02
	18.96
	19.29
	21.54
	22.1

	Dividend Coverage ratio
	2.04
	1.66
	1.46
	1.53
	1.94

	
	
	OTHER INFORMATION
	
	
	

	Number of Branches
	123
	116
	105
	98
	91

	Number of SME Service Centers
	4
	4
	6
	6
	6

	Number of Islamic Windows
	5
	5
	5
	5
	5

	Number of Employees
	2,256
	2,087
	1,970
	1,839
	1,773

	Number of Foreign Correspondents
	698
	727
	751
	663
	612







1.5.4 [bookmark: _Toc13092317]General Banking Activities of Bank Asia Gulshan-2 Branch
General Banking is the starting point of all the banking operations. General Banking is the front-side banking service department. It provides those customers who come frequently and those who come only one time in bank for enjoying additional services. These portions of the bank are directly interacting with the customers. Here customers are come for opening account, remittance, issues pay orders etc. every day it receives deposits from the customers and meet their demand for cash by honoring cheques. The General Banking department of Bank Asia consists of the following activities:
· Account Opening 
· Cash Management
· Remittance funds
· Clearing Section
· Financial Control & Accounts Department


[bookmark: _Toc13092171]Figure 1: General Banking Activities of Gulshan-2 Branch

a) [bookmark: _Toc13092318]Account Opening
One of the most important sectors for a bank is the account opening section. If the bank failed to provide proper attention to the customers then there is customer disappointment will arise and that can affect on the banks reputation.  If the customers get enough attention then the number of customers will increase in a pace. People with higher skills can convince customers who are interested to opening an account. Bank Asia offers different types of accounts or deposits to their customers and any other deposits are must approved by Head Office. The followings are: 
· Current Deposits
· Savings Deposits
· Fixed Deposits
·  Short-term Deposits
· Monthly Deposits
[bookmark: _Toc13092319]	General Instructions for Account Opening
1.  At first, the customer has to collect the account opening form from their near or convenient branch which is prescribed by Bank Asia Limited. 
2. Account Opening Officer will be prepared with the transaction profile form, signature card, and requisition for cheque book issuance, money laundering form and checklist or guideline for account opening.
3.  The officer will take personal information from the customer to fill up the Know Your Customer which is known as KYC form and Transaction Profile known as TP. 
4. The applicant needs an introducer to open an account in Bank Asia. An individual who have an account in Bank Asia and known to the applicant. 
5. The customer is required to provide 2 (Two) copies of recent passport size photograph of the applicants attested by the introducer and 1 (One) copy of recent passport size photograph of the nominee attested by the applicant. 
6. The applicants need to provide the photocopy of their national ID card (NID)/birth certificate/passport, utility bill copy, and union parishad certificate.
7. In case of joint account the operational instruction should be confirmed with the signature of the applicants jointly. 
8. Applicants need to deposit BDT 1000/- for opening the account. 









 
[bookmark: _Toc13092172]Figure 2: Procedures of Account Opening Flow Chart

[bookmark: _Toc13092320]Issuance of Cheque Book
1.  In the beginning of opening account the first cheque book should be issued to an account holder on the basis of the requisition slip signed by the applicant and getting the approval from the Head Of the Branch (HOB)/ Manager Operations of the Branch (MOB) as applicable. The cheque books are to be obtained from the central clearing department of the corporate office as per the system of MICR cheque book issuance. 
2. All the subsequent cheque books should be issued against cheque book requisition slips from the cheque book previously issued. 
3. Before issuing the new cheque book, the branch should consider the following:
· Thanks Letter received by the customer
· Returned the acknowledgement copy to the Branch in case of new account opened 
· Satisfactory average balance is maintained
· Payments of cheques are not frequently stopped 
· The account is not inoperative
4.  New cheque book should be issued to the account holder once the authorized officer is satisfied about the conduct of the account and need to verify the signature of the account holder. 
5. The cheque book will be issued in the following approach:
· The Branch Name, account number, name of the applicant should be printed on each cheque leaves and requisition slip.
· The leaves of the cheque book under issue should be counted to ensure that all the leaves are in one piece and give an initial sign by the account opening officer. 
· Account holder name and account number should be entered in the cheque book issue register against the relative cheque book series.
· Cheque book delivered to the account holder at the couster should be acknowledged by the overleaf on the requisition slip. 
·  After issuance of the cheque book the details of the cheque numbers issued need to be recorded in the computer program also.
· All the requisition slips against which cheque books have been issued should be counter checked with the cheque book register. 
· For issue and delivery the cheque book, the issuing officer should be tally the cheque book register, previous issuance date, serial number of the cheque book leaves with the help of their software called Stelar.

 
[bookmark: _Toc13092173]Figure 3: Procedure of Issuing Cheque Book


6. MICR printed cheque books:
· In this system the cheques are designed to the account holder name, account number, name of the branch which is printed on each leaf of the cheque.  
7.  Cancellation of cheque books:
· There is a various reason for cancellation of cheque books like unused cheque book cancelled right after consultation with the HOB.
· In case of the error and return of unused cheque books where cheques are entered into the systems, should be stopped as per the stop payment procedure. 
· If the account holder is not collect the cheque book after certain period of time the cheque book destroyed. Before destroying it the officer gives a reminder to collect it and if the applicant is not collecting it only then they destroy the cheque book. 
· If an account closing request is received without provide the active cheque leaves and the account holder informed that the remaining cheque leaves has been lost then the active cheque leaves will be cancelled before closing of the account after deducting the required charges. 

· [bookmark: _Toc13092321]Account Closing
To close an account, a customer has to provide a written application. After submitting the application the account holder has to submit the final cheque to withdraw full amount from his account. Bank charge will be deducted and after submitting unused cheque books, the account holder’s “account opening” form will be rubber stamped and identified as closed then.

b) [bookmark: _Toc13092322]Cash Management & Teller Service
A teller is one of the most important representatives of the bank, who is needed to build good relationship with their customers. A major portion of a teller’s working day is spent in receiving deposits, enchasing cheques, pay orders, provide the remittance funds etc. Cash division is very important part of any branch. Shortage of cash leads to a branch in risky position. This section of the General Banking Activities of Bank Asia is mainly engaged with receiving cash and payment cash. 
Receiving Cash against Customer’s Account:
· The deposit slip should be properly filled in and signed by the customer for depositing cash to the cash counter. Then the officers count those cash by the cash counting machine and later on manually.
· After counting the cash, officers compare the total with the amount shown in the deposit slip both in words and figures.
· If the amount differs return the cash to the depositors for him to recount and correct the amount in the deposit slip.
· The cash receiving must be confirmed about the account number which is deposited the amount and the name of the account holder. The officer must sign and attach a ‘Cash Received’ seal on the deposit slip and in the carbon copy after confirming the name of the account holder and the account number.  
· The officer need to entry these into their system ‘’iStelar’’ module and attach “Posted’’ seal along with the transaction number. 
· The customer gets the deposit slip signed by the Cash-in Charge Officer.
· If teller limit is beyond the transaction amount then the slip need to be sent to authorized officer and sign on the deposit slip as well as the transaction. 
· If cash received in credit vouchers then the same need to signed by two authorized officers before depositing the same with the same cash counter.
· At the end of the day teller must generate a journal report and cross check with all the cash receiving vouchers.
Payment of Cash Process:
· Every payment must be paid in due course
· Analysis of the instrument consider payment
· Obtain bearer signature on the other side of the instrument
· Verify signature with the same obtained at the time to taken
· Entry the figure of the instrument in paying cashier book number
· Release of paid instrument from the paying cashier book
· Send the voucher to the respective department
Cash Balancing:
· All the employees are related to cash must ensure that the balancing of cash has done correctly on daily basis. 
· All the cash register must be totaled and duly written in words and signed. 
· All register must be duly counter signed by the authorized officer.
· Balancing the register with the physical cash.
· Ensure that the book-keeping of balance is correct. 
c) [bookmark: _Toc13092323]Remittance Funds
This is another part of general banking activities in Bank Asia, Gulshan-2 branch. In this section customers can withdraw their money of foreign remittance from the bank. So the bank is involve with some specific organizations for operating of foreign remittance like Western Union, Xpress Money Transfer, Continental Exchange Solutions Inc. (RIA) etc. banks are involved with such different method of this section are in follows: 
· The officer needs to complete all kind of formalities for the remittance.
· Preparing a voucher for cash payment duly signed by the authorized operation of the branch 
· Handover the voucher in the cash counter
d) [bookmark: _Toc13092324]Clearing Section
In this section officer collect the cheques and sent it to the Bangladesh Bank house that is clearing. Clearing is a system by which a bank can collect customers fund from one bank to another through the clearing house. Types of cheques for clearing are in follows: 
· Inward Clearing 
· Outward Clearing
e) [bookmark: _Toc13092325]Pay Order
A pay order is a written object which is issued by the branch of a bank and to pay some certain sum of money to an individual. When someone wants to give money to other through bank then he/she need to issue a pay order. Bank Asia Limited earns some commissions by issuing pay order.
[bookmark: _Toc13092326]	Issuance of Pay Order:
·  Block series number of pay order need to be reserved for the system by the officer before issuing the pay order. 
·  Pre-printed pay order serial number need to be posted on the system. 
·  The instrument must be marked by two approved participants. 
· Amount, beneficiary’s name, currency and name of the issuing branch is need to be entered in the particular field in their system (iStelar) and also on the instrument.
[bookmark: _Toc13092327]Payment of Pay Order: 
·  Pay order’s payment would be made to the beneficiary’s account
· Payment might be made to the buyer’s account when the beneficiary discharges the pay order
·  In case of clearing payment, beneficiary collects bank’s underwriting
·  By issuing the pay order, branch observing all the necessary formalities then approved for the cash payment 

f) [bookmark: _Toc13092328]Demand Draft[image: ][image: ]
It’s an important tool for remittance of funds payable on demand drawn by one branch to another branch of the same bank. In online banking environment of Bank Asia Limited, for remitting fund issuance of Demand Draft is not at all required. Clients of the DD:
· Purchaser  
·  Drawer 
· Drawee 
·  Payee 
[bookmark: _Toc13092329]Issuance of Demand Draft
· Application in prescribed form 
·  Cash deposit or cheque
·  Writing demand draft without any modification
·  Entry of the demand draft in system (iStelar)
·  Write printed and the serial number of the demand draft on the application
·  Write the amount of demand draft
·  Give it to the customer after duly signed with the acknowledgement 
·  Apply the accurate test key
· Checked and signed by the two authorized officers
[bookmark: _Toc13092330]Payment of Demand Draft
· Confirm the test key and advice 
·  Communicate with the drawer branch if necessary 
·  Make payment when the IBAC is received
·  Preservation of the advice draft
· Check out the demand draft and the signature
· Check the signature number

g) [bookmark: _Toc13092331]Safe Deposit Locker Service
Safe deposit locker facility is one of the subsidiary services which are provided by the bank for keeping the customer’s valuable objects or items in the safe deposit locker. It provides safety to the belongings of the customers against robbery. Bank provides specially designed lockers reserved by specially built strong place for keeping the valuable objects of the hirer purchased from the reputed manufacturers.
[bookmark: _Toc13092332]	         Procedure of Locker Service
· Applicants have the ownership of the lockers. They can use it per conditions of the agreement and the applicant cannot handover the locker to anyone.
·  Bank has the right to close the locker section for a certain period or perpetually if considered any kind of uncertainty without serving any notice to the locker holder. 
· If the locker holders do not serve notice for termination of the agreement then this will be treated as renewed for the next year. 
· If there any changes in the address of the hirer need to be immediately inform to the bank. 
· In case of loss key by the hirer then the lock of the locker would be replaced by the bank’s selected technicians.  
· The bank is not responsible for any kind of damage or loss of the things kept in the lockers. 
· The locker can be surrender by the hirers at any time during the contact period. 
[bookmark: _Toc13092333]Locker Charges
	Locker Size
	Yearly Charge
	Security Money (Refundable)

	1. Extra Large
	BDT 8,000 + 15% Vat
	BDT 8,000

	2. Large
	BDT 6,000 + 15% Vat
	BDT 6,000

	3. Medium
	BDT 4,000 + 15% Vat
	BDT 4,000

	4. Small
	BDT 3,000 + 15% Vat
	BDT 3,000


[bookmark: _Toc13092206] 					 Table 10: Charges of the Locker Service
3.6 [bookmark: _Toc13092334]Corporate Social Responsibility (CSR) of Bank Asia Limited 
Corporate social responsibility is the continuing commitment by the bank to behave ethically and contribute to economic development of the society and provide support to the less privileged ones to improve the quality of their lives through sustainable development programs. 
 Bangladesh Bank ‘corporate social responsibility (CSR)’ guideline is the guiding principle in designing BAL’s CSR agenda. They prioritizes on long term programs rather than the short term programs that have sustainable and long lasting impact on the people and the society of our country. In Bangladesh Bank Asia runs with the prior ideology which are enclosed by the BOD (Board of Directors). Employees are motivated to contribute to the bank’s social initiatives. For example, Scholarship to the meritorious students, Warm clothes distribution for winter peoples all over Bangladesh. 
Donation for societal improvement by CSR in matrix:
	Initiatives
	Donation (in million taka)
	Percentage with total amount

	Education
	39.23
	30.91%

	Health
	1.28
	0.65%

	Disaster Management
	27.13
	21.38%

	Sports
	1.17
	0.92%

	Art & Culture
	7.23
	5.70%

	Others
	52.33
	40.44%

	Total
	126.91
	100.00%


[bookmark: _Toc13092207]
Table 11: Donations for Societal Improvements by CSR matrix

[bookmark: _Toc12184841][bookmark: _Toc13092174]Figure 4: Percentage with Total Amount


· Education
One of the major CSR activities of BAL is higher study scholarship program for poor and rural students. In 2005 the bank initiated a program for those students who have merit and dream to serve the society but not the means to pursue higher studies. This scholarship has been given through the bank’s rural branches on the basis of SSC and HSC results. Bank Asia Limited provides 1750 students to this scholarship and each student gets 51,000/- taka annually as scholarship. Bank Asia provided to the infrastructural development of Begum Badrunnessa Govt. Women College, Holy Family Red Crescent Medical College 7 Hospital, Jagoroni Chakra Foundation, and providing The Daily Star among meritorious students all over Bangladesh. These initiatives are shown below: 
	Initiatives
	Taka 

	Bank Asia Higher Studies Scholarship
	32,423,700 

	Infrastructural Development of Begum Badrunnessa Govt. Women College 
	428,375

	Holy Family Red Crescent Medical College& Hospital
	3,304,370

	Jagoroni Chakra Foundation
	100,008

	Providing The Daily Star among meritorious students all over Bangladesh 
	2,975,400

	Total
	39,231,853


[bookmark: _Toc13092208]Table 12: Initiatives on Education
· Health 
Since 2005 Bank Asia is providing treatment support to the underprivileged born blind children in our country. Bangladesh Eye Hospital is the only partner in this great initiative through a sophisticated treatment for them. Approximately 1,164 born blind children from all over the country acquired their eyesight through the support of the bank.
[image: ]
[bookmark: _Toc12306324]Picture 2: Born-Blind Treatment by Bank Asia
Bank Asia also extended their support to the individual patient and institutions as a part of their CSR activities. Bank Asia has been donated BDT 8 LAC for 11 individual patient’s treatment.  

· Disaster Management
Due to cold wave each year across the country deprived people around the rural areas suffer miserably, as they are not equipped with the warm cloths. During the winter of 2018, Bank Asia provided warm cloths to them and carries out the humanity.   
 [image: ]
[bookmark: _Toc12306325]Picture 3: Providing warm cloth to the Cold-Hit people


	Initiatives
	Taka

	Support to flood-hit and cold-hit people
	26,349,160

	IP Camera for Dinajpur and Cox’s Bazar
	114,708

	Sponsorship for setting up a water foundation at Nairpool in Sylhet
	669,484

	Total
	27,133,452


[bookmark: _Toc13092209]Table 13: Initiatives on Disaster Management
· Sports 
In 2018, Bank Asia Tk. 1.15 million to the Bangabandhu International Volleyball Championship-2018 and Dhaka City Club as a sponsorship and also organized different in house tournament like cricket for encouraging the employees of the bank. 

[image: ]
[bookmark: _Toc12306326]Picture 4: Bank Asia Cricket Festival 2018


· Arts & Cultures
In 2018, Bank Asia distributed Tk. 7.23 million on arts and culture. Bank Asia always supports promotion of arts and culture. 

3.7 [bookmark: _Toc13092335] SWOT Analysis of Bank Asia Limited
SWOT analysis is an important tool for evaluating the company’s strength, weaknesses, opportunities and threats. It helps the organization to identify how to evaluate its performance and scan the micro environment which in turn would help the organization to navigate in the turbulent ocean of companies. During my internship time I had found that some aspects are relating to Bank Asia’s strength, weakness, opportunities and threats which are actually affecting the bank’s overall performance. The followings are briefly introducing the customers to the bank’s internal threats & weakness and external opportunities & threats as I had determined:
 
 
[bookmark: _Toc12184842][bookmark: _Toc13092175]Figure 5: SWOT Analysis of Bank Asia Limited

· Strength

· Quality: Bank Asia provides their customers superior quality of services. They give their first priority to the customer satisfaction. 
·  Competent Management:  All the levels of the management of the bank are completely conducted to sustain a culture of the quality improvement of the products and services of a corporate brand image in the market and open communication system with their customers to interact with them. 
· Good customer service: Bank Asia give their customer first priority. In a highly competitive market the quality of the service delivered by the bank to their valued customer is completely essential to ensure the growth of both deposits loans and advances.
· Modern facilities and Online Banking: Right from the start of Bank Asia tried to equip their work environment with modern equipment and facilities. To provide the quick service to the customers Bank Asia has been installed money counting machine in cash counter. Bank Asia has already started online banking operations. Through this, customers see their account statement, recharge mobile by using the top-up service etc.
· Training Program: Bank Asia provides formal and informal training program for both their new and existing employees. 


· Weakness 
· Advertising and Promotion: Advertising and promotion is the one of the weakest point of Bank Asia. They did not have any effective track for aggressive marketing activities.
· Limited workforce: Bank Asia has very limited human resources compared to its financial activities. As a result many of the employees are burden with extra work loads and works late hours without any overtime facilities. This might cause high employee turnover that will prove to be too costly to avoid.  

· Opportunities
· Diversification: Bank Asia can pursue a diversification strategy in expanding its current line of business. The management can consider an option of starting merchant banking or diversify into leasing and insurance. By expanding business portfolio, Bank Asia can shrink business risk. 
· Credit Cards & Tele Banking: these are the new retail banking services which is provided by the foreign banks. Bank Asia can evaluate the option of launching credit cards and tele banking system. 

· Threats
·  Contemporary Bank: The contemporary banks of Bank Asia like BRAC Bank, NRB Bank, Islamic Bank are its major rivals. They are carrying out hard line campaign to attract beneficial corporate clients as well as big time depositors. The bank should remain alert about the steps taken by these banks as this will in turn affect Bank Asia’s strategies. 
·  Multinational Bank: The rapid expansion of multinational bank poses a potential threat to the private commercial banks. Due to the booming energy sector more foreign bans are expected to operate in Bangladesh. The already existing foreign banks are Standard Chartered Bank, HSBC, Woori Bank, Citibank N.A, Bank Al-Falah Limited. Since the foreign banks have tremendous financial strength so it will pose a threat to the local banks to a certain level in terms of capture the beneficial clients.
· Emergence of competitors: Because of high customer demand there are more financial institutions are being introduced in the country. There are already 59 banks in various types are operating in our country. Many banks are entering in the market with new and beneficial products and services to attract potential customers. If Bank Asia come up with some attractive financial products for their customers only then they can beat these types of competitors. 
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4.1 [bookmark: _Toc13092338] Analysis of the Study
[bookmark: _Toc13092339]The Environment of Bank Asia Limited
	Environment of Bank Asia Limited is Dynamic & Professional

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Strongly Agree
	42
	42
	42
	42

	Agree
	34
	34
	34
	76

	Neutral
	15
	15
	15
	91

	Disagree
	8
	8
	8
	99

	Strongly Disagree
	1
	1
	1
	100

	Total
	100
	100
	100
	 









[bookmark: _Toc13092210]TTable 14: Frequencies of Environment in Bank Asia Limited
Here are the respondents were asked to ranking the environment of the branches of Bank Asia Ltd. Among the 100 respondents, majority of them which is 76% said that environment of the bank is very dynamic and professional. 15% respondents were neutral about the environment of Bank Asia Ltd, while only 9% of the customers think that environment of the bank is not satisfactory. 

[bookmark: _Toc13092176]Figure 6: Frequencies of Environment in the Bank

[bookmark: _Toc13092340]Helpfulness of the Officers
	The Officers are very much helpful

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Strongly Agree
	62
	62
	62
	62

	Agree
	19
	19
	19
	81

	Neutral
	7
	7
	7
	88

	Disagree
	9
	9
	9
	97

	Strongly Disagree
	3
	3
	3
	100

	Total
	100
	100
	100
	 







	
[bookmark: _Toc13092211]Table 15: Frequencies of the helpfulness of the Officers

In this question, when they were asked about the helpfulness of the officers of Bank Asia Limited. Among the 100 respondents the majority of them which is 81% said that the officers of the bank are very much helpful. 7% respondents were neutral about the helpfulness of the bank’s officers, while only 12% of the customers think that the staffs are not enough helpful.

[bookmark: _Toc13092177]Figure 7: Frequencies of the helpfulness of Bank Asia Limited




[bookmark: _Toc13092341]The employees are prompt and capable enough to solve customer’s problems 
	The Employees are prompt and capable in customer service

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Strongly Agree
	32
	32
	32
	62

	Agree
	26
	26
	26
	58

	Neutral
	15
	15
	15
	73

	Disagree
	13
	13
	13
	86

	Strongly Disagree
	14
	14
	14
	100

	Total
	100
	100
	100
	 


[bookmark: _Toc13092212]Table 16: Frequencies of the Employees are promptness & capabilities
Here, among the 100 respondent when they are asked about the promptness and capabilities of Bank Asia’s employees in solving customer’s problems, 58% said that Bank Asia Ltd employees are very much capable to give service and solving of different problems on time. 28% respondents were neutral, while only 14% of the Customers think that Bank Asia Ltd  employees are not enough prompt and capable in giving the service and solving of the problems faced by the customers. 

[bookmark: _Toc13092178]Figure 8: Frequencies of the promptness & capabilities of the employees



[bookmark: _Toc13092342]The Products and Services offered by Bank Asia are highly attractive and potential 
	The Products & Services are highly attractive and potential

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Strongly Agree
	32
	32
	32
	62

	Agree
	14
	14
	14
	46

	Neutral
	27
	27
	27
	73

	Disagree
	15
	15
	15
	88

	Strongly Disagree
	12
	12
	12
	100

	Total
	100
	100
	100
	 








[bookmark: _Toc13092213]Table 17: Frequencies of the attractiveness of the products & services
Here are among the 100 respondents when they are asked about the attractiveness of different services and products of Bank Asia Limited. 46% said that those are attractive 
to them. 27% respondents were neutral, while only 27% of the customers think that the products and services are not that attractive to them.

[bookmark: _Toc13092179]Figure 9: Frequencies of the attractiveness of the products & services





[bookmark: _Toc13092343]Overall Satisfaction toward Bank Asia Limited
	Overall Satisfaction Level towards Bank Asia is Very High

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Strongly Agree
	30
	30
	30
	62

	Agree
	30
	30
	30
	60

	Neutral
	13
	13
	13
	73

	Disagree
	18
	18
	18
	91

	Strongly Disagree
	9
	9
	9
	100

	Total
	100
	100
	100
	 



[bookmark: _Toc13092214]Table 18: Frequencies of the overall satisfaction toward the bank
When respondents are asked that whether their satisfaction level towards the bank is very high, majority of the respondents, which is 60% agreed with that. 13% respondents were neutral; while only 27% of the customers marked that they are not satisfied with Bank Asia Limited.
  
 
[bookmark: _Toc13092215]Table 19: Frequencies of Overall Satisfaction of Customers





[bookmark: _Toc13092344]Service Charges
	The Service Charges of Bank Asia Limited are

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Very Reasonable
	23
	23
	23
	23

	Reasonable
	37
	37
	37
	60

	Somewhat Reasonable
	13
	13
	13
	73

	Neutral
	5
	5
	5
	78

	Not Very Reasonable
	6
	6
	6
	84

	Not Reasonable
	4
	4
	4
	88

	Not at all Reasonable
	12
	12
	12
	100

	Total
	100
	100
	100
	 


[bookmark: _Toc13092216]Table 20: Frequencies of the Service Charges charged by Bank Asia Limited
Among the 100 respondents, when they are asked about the service charges of Bank Asia Limited; 60% said that the service charge that is charged by Bank Asia Ltd is satisfactory to them, 5% respondents were neutral, while only 22% of the customers think that the bank sometimes charges unnecessary charges from the customers. 

[bookmark: _Toc13092180]Figure 10: Frequencies of Service Charges charged by the bank




[bookmark: _Toc13092345]Interest Rates of Savings Schemes 
	The Interest Rate of Savings Schemes offered by Bank Asia Limited are

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Very Attractive
	16
	16
	16
	16

	Attractive
	15
	15
	15
	31

	Somewhat Attractive
	10
	10
	10
	41

	Neutral
	21
	21
	21
	62

	Not so Attractive
	16
	16
	16
	78

	Unattractive
	12
	12
	12
	90

	Highly Unattractive
	10
	10
	10
	100

	Total
	100
	100
	100
	 









[bookmark: _Toc13092217]Table 21: Frequencies of Interest rates of Savings Schemes
When Customers were asked about the interest rate of the saving schemes of Bank Asia Limited; 31% rated it as attractive. 21% were neutral, while 38% think that the interest rates of Bank Asia Ltd saving schemes are not attractive.

[bookmark: _Toc13092181]Figure 11: Frequencies of Interest Rates on Savings Schemes





[bookmark: _Toc13092346]Interest Rates against Loan
	The Interest Rate against Loans charged by Bank Asia Limited are 

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Very Low
	4
	4
	4
	4

	Low
	11
	11
	11
	15

	Somewhat Low
	20
	20
	20
	35

	Neutral
	18
	18
	18
	53

	Somewhat High
	15
	15
	15
	68

	High 
	14
	14
	14
	82

	Very High
	18
	18
	18
	100

	Total
	100
	100
	100
	 


[bookmark: _Toc13092218]Table 22: Frequencies of Interest Rates against Loans
Among the 100 respondents, when they were asked about whether they are satisfied with the interest rates which are charged against loans by Bank Asia Limited; 35% said that the rate is low and satisfactory for them. 18% respondents were neutral, while 37% of the customers think that the interest rates against loans from Bank Asia Limited are high and unattractive.

[bookmark: _Toc13092182]Figure 12: Frequencies of Interest Rates against Loans




[bookmark: _Toc13092347] Security System of Bank Asia Limited
	Security System of Bank Asia Limited is Satisfactory

	

	Particulars
	Frequency
	Percentage (%)
	Valid (%)
	Cumulative (%)

	Yes
	53
	53
	53
	53

	No
	32
	32
	32
	85

	Neutral
	15
	15
	15
	100

	Total
	100
	100
	100
	 



 


[bookmark: _Toc13092219]Table 23: Frequencies of Security Systems
Among the 100 respondent when they are asked about the security system of Bank Asia Limited. Majority of the respondents which means 53% of the customers said that Bank Asia Ltd offers secure banking system. 15% of the respondents were neutral, while only 32% of the customers think that they Bank Asia Ltd still lack of proper security management.
			 
[bookmark: _Toc13092183]Figure 13: Frequencies of Security Systems 







4.2 [bookmark: _Toc13092348] Findings of the study
During my internship period, I had experienced so many things which is helpful for me to prepare my report. I found many things on General Banking activities of Gulshan-2 branch which plays a vital role on the activities. Basically, I was involved in the customer service section where opening accounts, providing ATM card or credit card, etc. moreover deals with the customers. I have completed the accounts opening form by listening from the customer information. In spite of being a part of the customer service section I had worked whenever the customer wants any kind of information. So all the activities of my internship which are given below: 
4.3 [bookmark: _Toc13092349] Procedure of Account Opening
In this section of Bank Asia Limited’s officer opens various types of accounts on the request of customer. The process of accounting opening is given below: 
a) The applicant must find out an introducer who is having an account in the specific branch of the bank.  The introducer must have satisfactory transaction as well as healthy account balance.    
b) Receiving filled up application and signed by the account holder in bank’s prescribed form mentioning that what type of account is desired to be opened. 
c) The form is filled up by the applicant himself/herself.
d) Two copies of recent passport sized photographs from individual are taken in case of forms photographs of the account holder must be attested by the introducer. 
e) Applicants must submit their citizenship certificates like NID copy/valid Passport etc. 
f) Applicants must sign in the account opening form and the KYC form. 
g) Introducer signature and the account number need to be verified by the legal officer.
h) Nominee name, NID card copy, signature and one copy of recent passport size photograph which is attested by the account holder. 
i) Authorized officer accept the application.
j) Minimum BDT 1,000/- balance need to be deposited. 
k) Account is opened and a pay slip is given. 
4.4 [bookmark: _Toc13092350] Bank Activity
After filling up the account opening form and the KYC by the customer then the officer done the following activities: 
a) The all information from the form will be verified by the officer then entry the customer’s information into iStelar. 
b) After completion of entry it sends to the Manager for authorization. 
c) The bank will match the applicant signature in the application form with that on the signature card. 
d) It will match the introducer signature as well.
e) The banker will fill up the KYC form in front of the customer.
f) The bank will attach one copy of recent PP sized photo with the application form whereas the other copy will be with signature card.
g) It will issue an account number by registering the applicant’s name against the number.
h) Manager’s permission is mandatory in this regard.
i) The bank will be send thanks letter to both the account holder and the introducer for satisfaction reason. 
j) ATM card & Cheque book will be given after opening the account within 15 days.   
4.5 [bookmark: _Toc13092351] Major Findings
During my internship time I had identified some sort of issues in case of General Banking of Bank Asia Limited on the basis of customer’s perception and secondary information which are given below: 
a) Bank Asia has not provides easy terms and condition for account opening and any transaction to the customer. It means there are some difficulties in their terms & conditions. 
b) Bank Asia Limited provides wide ranges of facilities to their employees to develop their skills and knowledge about the entire banking system. Though with the existing workforce shortage an employee is sent to the training without any replacement. This will increase the work pressures for other employees and lads to the customer disappointment due to the delay of work. 
c) The lack of promotional strategies undertaken by the Bank Asia Limited. These causers substantial unfamiliarity of the bank among the rural people. It may hinder its long term strategies in terms of reaching large number of customers. 
d) The locker service of Bank Asia is much secured and they take extra care for this service.
e) Provides better services within the limited time frame the customers gain loyalty towards the Bank Asia Limited.
f) Bank Asia maintenance the charges on savings account is lower in compare to the other banks.
4.6 [bookmark: _Toc13092352] Learning Process during my Internship at Gulshan-2 Branch
I had gathered lots of knowledge from this organization. I have learned different techniques which will help me to build up my future career. The banking environment gives me lots of pleasure that’s why I have the ability to work under pressure. As well as I have improve my communication skills more than before. While providing information to the customers and talking with them automatically this skill increasing day by day. I have also learned how to take responsibilities at workplaces and how to take challenges to improve more. There are some works of the General Banking which was highly challenging so I think I fulfilled all the responsibilities of the banking activities.
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5.1 [bookmark: _Toc13092355] Recommendation 
· Motivational activities should be taken by the authority to increase the satisfactory level of the employees. If employees are satisfied then the management can expect to have good output from them. 
· Proper monitoring is the pre-consideration for good collection. So monitoring unit is required to be efficient enough to collect more deposit. 
· The brochures of the product and services of the branch can be mailed through the welcome letters along with the status of the customers via courier. 
· Incorporate more products for the customers. 
· More marketing and potential efforts should be taken to attract more customers.
· Increase personal care for the customers.
· Interpersonal relationship needs to be build among the employees and the superiors. 
· Apart from advertising in media, the branch can take some steps for personal selling some internal officers can be hired for this.     
5.2 [bookmark: _Toc13092356] Conclusion 
[bookmark: _GoBack] The roles of financial institutions have become extremely crucial with the increase in the economic development in the Bangladesh Bank. Bank Asia is the 3rd generation bank that is also contributes to the socio-economic development of the country. Although it has some issues that are needed to be determined yet it is moving ahead and has a greater vision to develop further ones the problems are determined. 
Internship program is mandatory for all business students, as we only have acquired theoretical knowledge from the books. This program gives us the viewpoint to have the practical knowledge with the intention that we can relate theories to the reality. 
 The banks of Bangladesh are a major source of revenue for the Government and are a very large employer of people. The banks were seen as the cash cow for the economy and funds for the Government growth targets for sectors of the economy could be channeled through the banking system.
For future planning and successful operations in its prime goal in this current competitive environment, I hope this report can provide good guidelines. I wish continuous success and a healthy business portfolio of Bank Asia Limited. 
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[bookmark: _Toc13092361]Questionnaire
	
	
	

	
	Maximum %
	Minimum %

	
	
	

	
	No
	Yes

	EMPLOYEES GIVE YOU PROMPT SERVICE.
	20
	80

	GIVES YOU INDIVIDUAL ATTENTION. 
	10
	90

	PERFORMS THE SERVICE RIGHT THE FIRST TIME.
	20
	80

	FEEL SAFE IN YOUR TRANSACTION WITH THIS BANK. 
	10
	90

	PHYSICAL FACILITIES ARE VISUALLY APPEALING.
	30
	70

	HAS CONVENIENT BUSINESS HOURS?
	30
	70

	ALWAYS WILLING TO HELP YOU.
	20
	80

	WE PROVIDE CHEQUE BOOK IN TIME.
	10
	90

	WE PROVIDE QUALITY SERVICE.
	20
	80

	THE QUALITY OF THE CHEQUE BOOK IS STANDARD.
	15
	85

	MAINTAIN GOOD ISSUEING PROCEDURE.
	30
	70

	GIVE STATEMENT WHEN NECESSARY.
	10
	90

	PROVIDE INFORMATION IN TELEPHONE.
	10
	90

	SATISFIED WITH INTEREST RATE.
	40
	60

	PROVIDE LIBERAL ACCOUNT OPENING PROCEDURE. 
	20
	80

	EASY WAY OF DEPOSIT MONEY.
	20
	80

	NEAT AND CLEAN ENVIRONMENT.
	10
	90

	PAY ORDER PROCEDURE IS FINE.
	10
	90

	SERVICE CHARGE IS VERY LOW
	10
	90

	FACILITIES ARE TANGIBLE
	10
	90

	GIVE PROPER ASSURANCE
	20
	80


      

General Banking


Account Opening


Cash Management


Clearing Section


Finanacial Control






Applicant need to fill up the relevant application form in prescribed maner


Applicant is required to sign on the signature card


For individual information is needed by the account holder


The authorized officers are analyze the introduction and examine the documents whoch are submitted by the applicant


After depositing the cash then one cheque book and pay-in-slip book issue


Deposit slip issuance and deposit cash BDT 1000/-


Account is opened



Requisition slip filled properply along with the cheque book number


Verify the slip by the authorized officer


Officer issues new cheque book only if everything in the right 


Entering the new cheque book number in the register book against the account holder name



SWOT Analysis


Strength


Weakness


Opportunities


Threats 


Percentage with total amount
Donation (in million taka)	30.91%
0.65%
21.38%
0.92%
5.70%
40.44%
100% 
Education	Health	Disaster Management	Sports	Art 	&	 Culture	Others	Total	39.230000000000011	1.28	27.130000000000031	1.1700000000000021	7.23	52.33	126.91000000000012	Percentage with total amount	Education	Health	Disaster Management	Sports	Art 	&	 Culture	Others	Total	0.30910000000000032	6.5000000000000526E-3	0.21380000000000021	9.2000000000000068E-3	5.7000000000000134E-2	0.40440000000000031	1	
Column2	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	42	34	15	8	1	Column3	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	42	34	15	8	1	Column4	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	42	34	15	8	1	Column5	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	42	76	91	100	100	
Series 1	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	19	7	9	3	100	Series 2	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	19	7	9	3	100	Series 3	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	19	7	9	3	100	Series 4	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	81	88	200	100	
Series 1	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	32	26	15	13	14	100	Series 2	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	32	26	15	13	14	100	Series 3	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	32	26	15	13	14	100	Series 4	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	58	73	200	100	Series 1	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	32	14	27	15	12	100	Series 2	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	32	14	27	15	12	100	Series 3	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	32	14	27	15	12	100	Series 4	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	46	73	200	100	Series 1	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	30	30	13	18	9	100	Series 2	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	30	30	13	18	9	100	Series 3	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	30	30	13	18	9	100	Series 4	Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	Total	62	60	73	200	100	Series 1	Very Reasonable	Reasonable	Somewhat Reasoable	Neutral	Not Very Reasonable	Not Reasonable	Not at all Reasonable	Total	23	37	13	5	6	4	12	100	Series 2	Very Reasonable	Reasonable	Somewhat Reasoable	Neutral	Not Very Reasonable	Not Reasonable	Not at all Reasonable	Total	23	37	13	5	6	4	12	100	Series 3	Very Reasonable	Reasonable	Somewhat Reasoable	Neutral	Not Very Reasonable	Not Reasonable	Not at all Reasonable	Total	23	37	13	5	6	4	12	100	Series 4	Very Reasonable	Reasonable	Somewhat Reasoable	Neutral	Not Very Reasonable	Not Reasonable	Not at all Reasonable	Total	23	60	73	78	84	88	100	Series 1	Very Attractive	Attractive	Somewhat Attractive	Neutral	Not so Attractive	Unattractive	Highly Unattractive	Total	16	15	10	21	16	12	10	100	Series 2	Very Attractive	Attractive	Somewhat Attractive	Neutral	Not so Attractive	Unattractive	Highly Unattractive	Total	16	15	10	21	16	12	10	100	Series 3	Very Attractive	Attractive	Somewhat Attractive	Neutral	Not so Attractive	Unattractive	Highly Unattractive	Total	16	15	10	21	16	12	10	100	Series 4	Very Attractive	Attractive	Somewhat Attractive	Neutral	Not so Attractive	Unattractive	Highly Unattractive	Total	16	31	41	62	78	90	100	Series 1	Very Low	Low	Somewhat Low	Neutral	Somewhat High	High 	Very High	Total	4	11	20	18	15	14	18	100	Series 2	Very Low	Low	Somewhat Low	Neutral	Somewhat High	High 	Very High	Total	4	11	20	18	15	14	18	100	Series 3	Very Low	Low	Somewhat Low	Neutral	Somewhat High	High 	Very High	Total	4	11	20	18	15	14	18	100	Series 4	Very Low	Low	Somewhat Low	Neutral	Somewhat High	High 	Very High	Total	4	15	35	53	68	82	100	Series 1	Yes	No	Neutral	Total	53	32	15	100	Series 2	Yes	No	Neutral	Total	53	32	15	100	Series 3	Yes	No	Neutral	Total	53	32	15	100	Series 4	Yes	No	Neutral	Total	53	85	200	Page 5 of 71
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