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Subject: Submission of the Internship Report.  
  
Dear Sir,  
With due respect, I would like to state that I have completed Internship Report on “customer satisfaction on united commercial bank ltd”. as a partial requirement of the BBA program of United international University.
To preparing this report, I have tried to devote my best effort that you have directed to accompany each and every guideline. For me working in a new environment which has been a very signifying experience and I have pleasured my internship period at UCB bank, mirpur 10 Branch. During the process of preparation, due to various constraints there may be some mistakes and I would be grateful if you consider those from excusable point.  
  
Finally, I would be wondering if you go through my internship report and give your assessment and appraisement to my work considering my limitation.
  
Sincerely yours,  
………………………………..  
Kamrunnahar Tuli
ID: 111 141 260 
School of Business & Economics  
United International University  

[bookmark: _Toc530000702][bookmark: _Toc1159521]ACKNOWLEDGEMENT

At first, for delivering me strength I would like to manifest my gratitude to the Almighty and also would like to manifest for giving opportunity to complete the internship report within the scheduled time successfully and effectively.
I would like to convey my thanks to Internship Supervisor Md. Abul Mohaimen, Assistant Professor, School of Business, United International University, for support and counselling to make this report.
Without the cooperation of personnel of United Commercial Bank branch it was impossible for me to finish this internship report. I am immensely grateful to Forhad Hossain (Senior Officer of Foreign, Naima Rahman (Junior Officer) Customer Service Department, United Commercial Bank Ltd. Mirpur 10 Branch, for leading, guidance and advice to finalize the report. I am also grateful to all individual of UCB Bank. Without their kind supervision, preparing this report would have been very difficult. I am also thankful to them for providing me all the relevant and available information to have a clear concept on the subject.  












EXECUTIVE SUMMARY
“United Commercial Bank Limited” is a well-known private business bank that is working efficiently in the Bangladesh banking industry. UCB is putting forth an exceptionally customized and amicable client benefit. They examine what contemporary needs of the client and offer the administrations that best suit to them. After completion of twelve semester of BBA program of department of Business Administration, United International University, I have completed my internship in the United Commercial Bank limited, one of the largest and renowned bank in Bangladesh. The objective was to analyze satisfaction of customer on UCB bank, how they deal with their customer, customer’s satisfaction level, the bank’s capability to recover load during stipulated time and the management efficiency. This Internship will deliver an immense experience in my BBA life and the report also generates “a concept of diverse products and offerings given by United Commercial Bank Limited”. The key purpose of the report has been understanding of customer satisfaction of UCB bank. This report has been divided into five different chapters which I have learned and observed during my whole internship period. Chapter one is based on the introduction which includes topics like importance of banking in Bangladesh, banking industry of Bangladesh, origin of the report, objectives of the report, methodology and limitation of the study. Chapter two states a brief background of the banking industry and about unite commercial Bank limited. It also includes the overall banking activities, and operational processes. The product and service description also portrait in this chapter. Chapter three is all about the theoretical analyses of City Bank Limited. This chapter includes theoretical overview of customer satisfaction. In this chapter I tried to focus on customers of united commercial bank limited who always want satisfaction, its HR departmental activities and employee’s behavior and outcomes regarding this. Chapter four portraits the analysis of the questionnaire and interpretation of each result which I have surveyed on the employees of UCBL. This chapter also includes the major findings. Finally, chapter five signifies the recommendation and summaries the study by giving conclusion. 
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1.0 Introduction

“Customer satisfaction is the fact where an organization can penetrate to where customer is looking for and searching where customers are satisfied and gratified therefore organizations can make feel them more delightful in those areas where they find satisfaction and amusement. In this internship report to discovery satisfaction level, choose some primary facts where we can find customer satisfaction level of United Commercial Bank Limited. We choose credibility of bank, behaviour of employee’s to know of outlook impact Bank in the sight of customer mind. On the other hand, for the day to day fact which customers face due to deal with banks, like network efficiency, technological excellence, waiting time to get service are the key criteria. On the basis of that, we go through to reach to find out customer satisfaction level of United Commercial Bank Limited. In here, it also necessary to know about brand image of United Commercial Bank Limited. It needs to whether customers are related credibility of the bank with other facts or not.” 

[bookmark: _Toc514264669][bookmark: _Toc518173537][bookmark: _Toc1159522]1.1 ORIGIN OF THE REPORT

In focused worldwide time, classroom preparing just suits to help a graduate into a work by exhibiting a degree, nonetheless, internship program impacts the theories and taught cases to concrete by putting the understudy in a credible all-consuming purpose circumstance performing real expert undertakings, which the activity includes. For this internship, the report has made required for all Business graduates of United International University, as a part of the BBA program, every one of the students need to encounter this internship program with a motivation behind increasing down to earth understanding about the advanced corporate era. The program covers a time of three months of authoritative connection. After the fulfillment of whole period, every student needs to present their report.
As the requirements of BBA program, I have prepared this report on “CUSTOMER SATISFACTIN ON UNITED COMMERCIAL BANK”. My supervisor Md. Abul Mohaimen, assistant professor of school of business and economics, United International University assigned this topic. 

[bookmark: _Toc518173539][bookmark: _Toc1159523]1.2 OBJECTIVES OF THE REPORT

The main objective of this report is to obtain the reasonable and practical of knowledge of banking structure and HR exercises. The broad objective and specific objectives of making this report are given below:  

Broad objectives:  
· The broad objective of this study is to be accepted with the working environment of present institutions, know the internal culture of the corporate world, and fulfill the requirements of BBA theoretical knowledge gained from the coursework of the BBA program in a specific field. 

Specific objectives:   
· To measure the level of customer satisfaction.
· To assess the existing activities and techniques and operations of United Commercial Bank Limited. 
· To find out the way to improve customer satisfaction
· To identify the problem and solution related with the service which is provided by the bank.
· To analyse the gap between expectation and perception of customers regarding the service provided by UCBL.
· To suggest the way and means for improvement on policy and techniques for UCBL.
· To gain knowledge about the human resource activities and functions of General Banking, Foreign Exchange and Investment section. 


[bookmark: _Toc514264672][bookmark: _Toc518173540][bookmark: _Toc1159524]1.3 SCOPE OF THE STUDY:

The overall financial circumstance propagated to represent the antagonistic effect on most creating nations including Bangladesh testing the likelihood of enlisting a positive amplification. Managing an account framework holds a weighty position in a country's economy. It assumes a critical part in the monetary headway of a nation and shapes the focal piece of a money related market in an exceedingly created nation. City Bank Limited is completing an imposing activity. So far specialists have an exceptionally solid extension to diagram the entire framework. This report covers the general human asset practices of City Bank Limited and gives the essential thought of HR exercises of general banking sector. The planning of this report offers an incredible chance to have a top to bottom insight of saving money exercises rehearsed by the bank. This study has made predicated on the practical knowledge aggregated amid the time of 3 months' internship program.

[bookmark: _Toc1159525]1.4 SCOPE OF THE STUDY:

“My scope was limited and restricted for some purpose. I had maintained some official formality for the collection of data of my report”. This study will give a clear idea about the satisfaction level of customer to united commercial bank ltd. There are some other scopes that help me to learn more about the organization

[bookmark: _Toc514264673][bookmark: _Toc518173541][bookmark: _Toc1159526]1.5 LIMITATIONS OF THE STUDY:

To give latest data and to influence this answer to peruse commendable, bolster from different sources is fundamental. Notwithstanding having my wholehearted exertion, I couldn't gather some data required at the season of the examination. Therefore, this study also contains some limitations. Some limitations and problems are discussing below:
· Time frame of the research was very limited. The actual survey was done within a month.
· Large scale research was not possible due to constraints and restriction posed by the organization.
· Part of organizational culture was written from individual’s perception and may vary from person to person.
· Getting relevant papers and documents were strictly prohibited.
· Bank’s website does not contain latest year’s data and information

[bookmark: _Toc1159527]1.6 METHODOLOGY

1.6.1 Type of research

In this study, exploratory research will be conducted to find out and understanding of the overall banking of United Commercial Bank Ltd. and also to determine some of the attributes of service quality in this bank.

“Exploratory research is a type of research conducted for a problem that has not been clearly defined. Exploratory research helps determine the best research design, data collection method and selection of subjects. It should draw definitive conclusions only with extreme caution.   Exploratory   research   often relies on secondary research such as reviewing available literature and/or   data, or   qualitative   approaches   such   as informal   discussions   with consumers, employees, management or competitors, and more formal approaches through in-depth interviews.”


1.6.2 Target Group

Individual Customers of UCBL


1.6.3 Data Collection Techniques



1.   Primary Data

“I have collected primary data by variety of ways, first of all by interviewing employees of United Commercial Bank Ltd. and directly communicating with the customers and I have also conducted a questionnaire survey of the customers minimizing interruptions in their baking activities. Primary  data  were  mostly  derived  from  the  discussion  with  the  employees of UCBL &  through surveys on customers of United Commercial Bank”. In the following manner primary information is under consideration:

· Face to face conversation with the employees.
· By interviewing customers of United Commercial Bank.

2.   Secondary data

I have elaborated different types of secondary data in my research. Sources of secondary information can be defined as follows:

· Annual report, publications, training materials
· Periodical statements of the bank, brochures, booklets etc.
· Official Website of the United Commercial Bank Ltd.
· Documentary file of the United Commercial Bank Ltd.


1.6.4 Data Collection Instruments

In-depth Interview: During the exploratory research, I administered in- depth interviews with personnel and clients of United Commercial Bank Ltd.

Questionnaire Survey: I also planned a structure and unstructured questionnaires for the clients of United Commercial Bank besides this structured questionnaire was primary instrument of this internship report.

1.6.5 Method and Size

1.   Method
For the intention of achieving better result, “I adopted non probabilistic purposive sampling technique during the survey of these project where customers were given copies of the questionnaire and were asked to fill them. I gave continuous support to the customers for any problems that they faced while filling up questionnaire so that the validity of the questionnaire increases. As the simple random sampling is easily understood and results are assessable it is best suited for my study”

2.   Size
In this research phase I selected a group of 30 people
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[bookmark: _Toc514264683]Overview of the united commercial bank limited

2.0 [bookmark: _Toc514264684][bookmark: _Toc518173551]BACKGROUND OF THE COMPANY

[bookmark: _Toc509692260][bookmark: _Toc512853361][bookmark: _Toc514264685][bookmark: _Toc518173552][bookmark: _Toc1159528]2.1 OVERVIEW OF UNITED COMMERCIAL BANK LTD.

“United Commercial Bank Limited (UCBL) is a Bangladesh based private commercial bank which gives banking service and the services include diverse corporate and retail banking, loans, and credit cards, online Banking and money transfer services. Having it’s a headquarter United Commercial Bank Ltd. operates in Bangladesh in Gulshan, Dhaka. United commercial bank started its journey in the year 1983 with an initial paid-up capital of TK 35.50 million with the object of excellence in customer service with pleasure and happiness. Its vision is to be the bank of first choice in all terms, sustainable inclusive business growth by ensuring efficiency, regulatory compliance, good asset quality, combination of experience and professional talents, consistent profitability and of course good governance. The formally started its commercial operation on 27 June in the same year. During the year 2012 the bank set record indeed in terms of advance, deposit and expansion of business through its continuous diversification. The bank obtained license to open offshore unit on June 9, 2010. As on 2014 the bank feel proud of having 139 branches country”.
“There has a highly professional and dedicated team with long experience in ucbl. As a fully licensed commercial bank, UCBL is being managed by them. In banking besides the team constantly focus on understanding and anticipating customer needs. Now a days, market conditions are changing as the banking scenario undergoes changes so is the bank and it repositions itself in market”.
They offers “all kinds of Commercial Corporate and Personal Banking services covering all segments of society within the framework of Banking Company Act and rules and regulations laid down by our central bank. Diversification of products and services include Corporate Banking, General Banking Retail Banking and Consumer Banking right from industry to agriculture, and real state to software”. 
“With its firm commitment to the economic development of the country, United Commercial Bank has already made a distinct mark in the realm of Private Sector Banking through personalized service, innovative practices, dynamic approach and efficient Management. The Bank, aiming to play a leading role in the economic activities of the country, is firmly engaged in the development of trade, commerce and industry thorough a creative credit policy. United Commercial Bank, since its beginning has attached more importance in technology integration. In order to retain competitive edge, investment in technology is always a top agenda and under constant focus. Keeping the network within a reasonable limit, our strategy is to serve the customers through capacity building across multi-delivery channels. Our past performance gives an indication of our strength. We are better placed and poised to take our customers through fast changing times and enable them compete more effectively in the market they operate”

[bookmark: _Toc514264686][bookmark: _Toc518173553][bookmark: _Toc1159529]2.2 MISSION, VISION AND CORE VALUES OF UCBL

MISSION STATEMENT:
They shall be at the top of national economic development by:
· “Setting up a world class standard in conveying client esteem with the help of thorough item extend client administration and every one of UCBL exercises.”
· “Maintaining the most elevated moral benchmarks and a group duty deserving of a main corporate subject of UCBL”.
· “Anticipating business arrangements required by every one of our clients all over the place and nominative providing them past desire.”
· “United Commercial Bank continuously enhancing efficiency and gainfulness, and subsequently improving investor esteem.”
· “Building an energizing group based workplace that will pull in, create and hold representatives of excellent capacity”.
· “Wants to be one of the pioneer among banks in Bangladesh and make its permanent stamp dynamic accomplice in provincial managing an account working past the national limit.”

VISION STATEMENT:
“United Commercial Bank Limited wants to be the market leader in the local banks in Bangladesh. Their target is to be the highest profitable bank in local banking sector”

VALUES OF UCBL
· We put customers first.
· We emphasize on professional ethics.
· We maintain quality at all levels.
· We believe in being a responsible corporate citizen.
· We say what we believe in.
· We foster participative management

CORPORATE OBJECTIVE 
“United Commercial Bank Limited is practicing the corporate culture from last 10 (Ten) years. Now UCBL has its practical implementation in the each and every branch. They believe in shared meaning, shared understanding and shared sense making. Their people can see and understand events, activities, objects and situation in a distinctive ways. They mound their manners and etiquette character individually to suit the purpose of the bank and the needs of the customers whose are of paramount importance to the bank. The corporate culture they belong has not been imposed. It has rather been achieved through their corporate conduct.”

CORPORATE SLOGAN OF UCBL
The slogan of United Commercial Bank was “Happy Banking”. After completing thirty years of journey it has changed its slogan and now its slogan is “United We Achieve” because they believe that if “we work together we can achieve everything”.

[bookmark: _Toc1159530]2.3 SERVICE AND PRODUCTS OFFERED BY UCBL

“To customers and corporate clients United Commercial Bank provides a broad range of financial services such as sb, cd account. However, there are descripted some Products which are given below: UCBL has several types of deposits for its customers”. Such as: 
SAVINGS BANK (SB) ACCOUNT 
“This is an interest bearing account and only individuals can open this type of accounts. 121 is the code for SB account in ucbl. Customers can deposit or withdraw money from their SB account ten times in a month. SB account is essential if anyone wants to apply for a debit card in UCBL. A certain amount of interest is given in the Savings with interest account where no interest is given in the Non-interest savings account”. SB accounts are two types which is for customers:
· Savings with interest 
· Non- Interest account 

CURRENT DEPOSIT (CD) ACCOUNT 
“It is popularly known as Current Account. When any individual, company, firm, are eligible to open account in its own name then it is called current deposit account and this is non-interest bearing account. The account holder can deposit or withdraw money from his or her account any time he or she wants. 111 is the code for CD account”

SHORT TERM DEPOSIT (STD) ACCOUNT 
“This is opened and operated for short term and for specific purpose like salary payment etc. It is also an interest bearing account and where rate of interest is generally below the savings rate. The code for STD account is 132”.

FIXED DEPOSIT RECEIPT (FDR) ACCOUNT 
“Individuals, Firms, Companies, Associations may developed this account and 3 months, 6months or 1 years etc is fixed time period for the fixed deposit and there has a fixed time period”. There are also few schemes UCBL is offering to its customers which is considered below: 
· DPS Plus UCB ,
· Earning Plus UCB and 
· Multi-Millionaire UCB

1. UCB DPS PLUS
“In this dps scheme, customers of ucbl are asserted to deposit a certain amount of money which they can withdraw after 5 years including the profit”. 
· “Monthly instalment starts from Tk. 500 to Tk. 25,000”
· Which Customers want they can take 90% of the deposit as loan 
· “Applicant who apply should be at least 18 years old”

2. UCB EARNING PLUS
“This is more flexible for the customers than the UCB DPS Plus if they want to withdraw their money after a shorter period. The duration of this scheme would be 3 or 5 years. Customers can withdraw money from their account after each 1 or 3 months along with the profit”. 
· Minimum Tk. 50,000 and maximum Tk. 50, 00,000 is required to open 
· It Customers want then they can take 90% of the deposit as loan 
· Applicant who apply for these scheme they should be at least 18 years old 
· Older Citizens (55 years above) will get .25% interest more 



3. UCB Multi-Millionaire
In ucb multi-millionaire scheme, there has different size of monthly instalments of different durations which is 5 to 15 years would be the duration of this scheme and depend on category customers choose they get 10 lac to 1 core taka  when the account will be matured .
· Monthly instalments would be Tk. 5,150 to Tk. 60,000 
· “90% of the deposit as loan customers can take”
· 18 years old is must considerable for applicant

	Deposit Account 

	• “Saving deposit”
• “Short term deposit”
• “Fixed deposit”
• “Foreign currency deposit a/c”
• “NECD ( Non Resident Foreign Currency Deposit a/c)”
• “RFCD ( Resident Foreign Currency Deposit Account)”

	Deposit
schemes

	• “UCB Multi-Millionaire”
• “UCB Money Maximizer”
• “UCB Earning Plus”
• Time Deposit, Monthly savings, Deposit insurance scheme & Consumer credit scheme

	Investment
Schemes

	• Import finance and export finance
• Underwriting & bridge financing
• “Working capital finance and trade finance”
• Industrial finance

	Computer
services








Card services
.











	• “SMS banking services”
• Online service and One stop service
• Any branch banking
• Integrated system and signature verification
• UCBL debit card and credit card
• “VISA classic blue –local/ dual/ international”
• “VISA Gold-dual/ international”
• “VISA classic black- local/ dual”
• “VISA classic pink-local/ dual”
• Supple card-local gold/ dual /international classic and gold
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[bookmark: _Toc1159531]2.4 OPERATIONAL NETWORK OF UCBL

“UCBL always places utmost importance on the client service. Keeping the satisfaction of the customer in view the Bank continued its personalized approach in rendering improved and modernized services to treat the customer with utmost efficiency and fulfil the customer satisfaction which it has promised to the customer. Presently the number of branches stands at 158 covering almost all the important places of the country. All the branches are equipped with computers in addition to modern facilities, logistics and professional competent manpower. The numbers of authorized dealer branches are 21. Besides, international correspondent’s network of the bank has also continued to expand keeping pace with time and requirement covering the important countries in all the continents of the world. Moreover, the Bank has arrangement with a number of Exchange Houses at Singapore, U.A.E, Oman, Qatar and Kuwait to facilitate remittance from expatriate Bangladeshi’s.” 

[bookmark: _Toc1159532]2.5 DEPARTMENTS OF UCBL

2.5.1 GENERAL BANKING DEPARTMENT
“Everyday transaction of banking system is the main operation which is handled by general banking sector. It has to meet the customers demand for cash and to receive investment from them. It opens new accounts, forwards customer’s money from one place to another through issuing bank draft, pay order, endorsement, collects all bills like local cheque collection, inward and outward bills collection for customers. General banking is also known as Retail Banking. General Banking is the starting point of all the banking operating. General Banking department aids in taking deposits and simultaneously provides some ancillaries services. It provides those customers who come frequently and those customers who come one time in banking for enjoying ancillary services. It is the department, which provides day-to-day services to the customers. Every day it receives deposits from the customers and meets their demand for cash by honouring cheques. It opens new accounts, demit funds, issue bank drafts and pay orders etc.”

	Division
	No. of Branches

	Dhaka Division
	64

	Chittagong Division
	45

	Khulna Division
	10

	Sylhet Division
	14

	Barisal Division
	08

	Rajshahi Division
	12

	Rangpur Division
	05

	total
	158


2.5.2 CASH MANAGEMENT DEPARTMENT
“Cash section demonstrates liquidity strength of a Bank. It is also sensitive as it deals with liquid money. It is the most important department in ucbl that is contributing to the earning of the bank in terms of goodwill and customer satisfaction with their quality and prompt services. Cash department of UCB is well equipped and decorated. There is also electronic counted machine and computers with online system in this department. So cash payment can be made very promptly. Transaction involving cash is called cash transactions”. There has two types of services: Cash Receipt and Cash payment

2.6 [bookmark: _Toc1159533]RISK MANAGEMENT AND DECISION MAKING OF UCBL

It’s natural that there will be risk in all the main business areas of the bank. Proper risk management is one of the core foundations of banking. As a commercial bank, UCBL adds full significance to direct business risk to ensure prolonging performance and expansion. Appropriate and effective risk management is its main point of importance. A broad range of risk issue is covered up by the bank. Foreign exchange risk, internal control and compliance risk and credit risk, asset liability management, laundering risk these are the five main banking areas to be covered but the risk management section of the bank. Protecting the bank’s assets, financial supplies, market status and productivity are the standard goal of risk management section. The bank took following steps to make this effective: 



1. Foreign Exchange Risk 
The possible alteration in earning occurrence due to alteration in market prices is explained as foreign exchange risk. All possessions that are available to foreign investors are openly influenced by the market (e.g. Justice, country union, personal assets, manufacturing etc). A major role is also played by foreign exchange rates in deciding which finance government arrears, which purchases equities in companies and exactly change and manipulates the financial scenario. The jobs of treasury functions are critical because of high risk market. UCBL has separated the front and back office per Bangladesh bank guidelines to operate treasury functions properly. Front office autonomously carries out the transactions and the back office is in charge of confirming of the contracts and passing of their entries in books of accounts. All foreign exchange transactions are valued again at Market-to-Market rate as directed by Bangladesh Bank and all accounts are signed again on month to month basis.

2. Credit Risk Management 
The chance that the borrower or country party is will not be successful to meet their responsibilities according to the agreement terms is considered as credit risk. This failure happens when the country party is unwilling to accept their responsibilities or their financial situation is weak. If the bank deals with or lends to corporate, individuals, other banks or financial institutions, this risk arises then. To carry out marketing responsibilities and credit product assessment, to maintain strong relationship with customers and finding out new business possibilities, the bank formed a detached credit division since its inspection. Safety of the planned credit capacity, manufacturing investigation, customer’s chronological performance, includes borrower risk analysis, financial statement analysis, market status of the borrower and safety of the planned credit capacity are the functions of credit risk management. Lending decisions which are made by UCBL are based on appraisal statement prepared by assessment squad.

3. Internal Control and Compliance Risk Management 
“A serious part of bank administration and base of the safe and sound function of banking institution is internal control and compliance (ICC). A strong internal control and compliance system is needed to make sure that the bank will meet its aims and objectives, will achieve long term productivity targets and uphold dependable fiscal and supervisory reporting. Because of insufficient well-built internal control and compliance culture, error may arise and operational loss may happen. Useful internal control and compliance is needed to make sure that the bank complies with laws and regulations as well as rules, preparations, internal rules and actions, and reduces the threat of unpredicted losses and harms to the banks status. To make this effective, the bank has formed an ICC division which is leaded by senior executives. Audit & Inspection Department, Compliance Department and Monitoring Department are the three separated departments of ICC. An internal control and compliance policy was also developed by the bank which was approved by the board of directors. Cyclic and unique audits are commenced by the audit and inspection team. the fiscal reporting prices, the method of internal control, the procedure of auditing and the bank's compliance method with rules, guidelines and code of conduct etc are reviewed by the audit committee”. 

4. Prevention of Money Laundering
“A main risk to the fiscal services community is money laundering. It is important for the administration of banks and other monetary instructions to view the impediment of money laundering as a part of their risk management plans. UCBL’s administration is completely alert that the fiscal structure cannot be used as way of illegal actions. To make sure it stays like this, co-operation and co-ordination among related parties are required. Chief Anti Money Laundering Compliance Officer (CAMLCO) at head office and compliance officers at branches has been appointed by the bank to evaluate the transactions of the accounts to recognize mistrustful transaction.”


5. Asset Management 
An almost common and acknowledged approach to risk management is asset or liability management. From the time when assets and productivity are closely associated, the asset or liabilities of UCBL are being supervised by the bank so that nonstop productivity can be guaranteed and the bank can uphold and enlarge its assets resources. Unbiased decisions are made by the assets/liability management committee for the financial movement of the bank. It is ALCO’s aim to direct and utilize the resources, recognize balance sheet matters which are similar to balance sheet gaps, interest rate gaps. Liquidity eventuality preparation and implementation of liability pricing policy for the bank are also reviewed by ALCO.
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[bookmark: _Toc514264700][bookmark: _Toc518173563][bookmark: _Toc1159535]3.1 CUSTOMER SERVICE

Customer Service is the set of behaviour that a business undertakes during its interaction with its customers. It can also refer to a specific person or desk which is set up to provide general assistance to customers. 

[bookmark: _Toc1159536]3.2 SATISFATION

“Satisfaction means the contentment one feels when one has fulfilled a desire, need or expectations”.
“Customer level of approval when comparing a product perceived performance with his or her expectation. Also could refer to discharge, extinguishment, or retirement of an obligation to the acceptance of the obligator, or fulfilment of a claim. While satisfaction is sometimes equated with performance, it implies compensation substitute whereas performance denotes doing what was actually promised”

[bookmark: _Toc1159537]3.3 CUSTOMER SATISFATION

“Gaining  high  levels  of  customer  satisfaction  is  very  important  to  a  business  because satisfaction customers are most likely to be loyal and to make repeat orders and to use a wide range of services offered by a business. Customer satisfaction is really hard to define as many factors have a great influence on it. The generally accepted the definition of customer satisfaction is the extent to which a product perceived performance matches a buyer’s expectation. If the product’s performance falls short of expectations, the buyer is dissatisfied. If performance matches or exceeds expectation, the buyer is satisfied or delighted”. Rather than a single definition, I think it is appropriate to provide several definitions because a single definition gives the impression that there can be only one, which is certainly not true.”
“Customer satisfaction is equivalent to making sure that product and service performance meets customer expectations”.
“Customer satisfaction is the perception of the customer that the outcome of a business transaction is equal to or greater than his/her expectation.”
 “Customer satisfaction occurs when acquisition of products and/or services provides a minimum negative departure from expectations when compared with other acquisitions.”

So, Customer satisfaction = Perceived Performance – Actual Performance 
When Customers are Satisfied? 
Dissatisfaction: It occurs when the actual performances fail to meet its expectation. 
Satisfaction: It occurs when the performance meets the expectation. 
Delight: It occurs when the performance level exceed it expectation.

[bookmark: _Toc1159538]3.4 THE NEED TO MEASURE CUSTOMER SATISFATION

· The word "satisfied" itself had a number of different meanings for respondents, which can be split into the broad themes of contentment/happiness, relief, achieving aims, and achieving aims and happy with outcome and the fact that they did not encounter any hassle.

· “In the era of the globalization, management of the companies is more concerned about Customer Satisfaction, which leads to profitability. Satisfied customers are central to optimal performance and financial returns. In many places in the world, business organizations have been elevating the role  of  the  customer  to  that  of  a  key  stakeholder  over  the  past  twenty  years. Customers are viewed as a group whose satisfaction with the enterprise must be incorporated in strategic planning efforts.  Forward-looking companies are finding value in directly measuring and tracking customer satisfaction (CS) as an important strategic success indicator. Evidence is mounting that placing a high priority on CS is critical to improved organizational performance in a global marketplace”


· “With better understanding of customers' perceptions, companies can determine the actions required to meet the customers' needs. They can identify their own strengths and weaknesses, where they stand in comparison to their competitors, chart out path future progress and improvement. Customer satisfaction   measurement   helps   to promote   an   increased   focus   on   customer outcomes and stimulate improvements in the work practices and processes used within the company.”
 
[bookmark: _Toc1159539]3.5 BENEFITS OF CUSTOMER SATISFATION

“The  importance  of  customer  satisfaction  and  support  is  increasingly  becoming  a  vital business issue as organization realize the benefits of Customer Relationship Management (CRM)  for  providing  effective  customer  service.  Professionals working within customer focused business or those running call centres or help desks, need to keep informed about the latest   customer   satisfaction   techniques   for running a valuable   customer   service function. From small customer service departments to large call centres, the importance of developing a valued relationship with customers using CRM is essential to support customer and long-term business growth.”

[bookmark: _Toc1159540]3.6 WHAT DO CUSTOMERS WANT

“It is very important to develop a clear understanding about the customers of what they actually wants. Before  we  begin  to  create  tools to  measure  the level  of  satisfaction of customers we need to know what our customers expect from the products and services we provide”.
There has two types’ customer expectations: “Expressed and Implied”
Expressed:  “Customer Expectations are those requirements that are written down the contract and agreed upon by both parties for example, product specifications and delivery requirements.  Supplier’s performance against these requirements is most of the items directly measurable.”
Implied: “Customer Expectations are not written or spoken but are the ones the customer would ‘expect’ the supplier to meet nevertheless. There are many reasons why customer expectations are likely to change overtime. Process improvements, advent of new technology, changes in customer’s priorities, improved quality of service provided by competitors are just a few examples”
For example, a customer would expect the service representative who calls on him to be knowledgeable and competent to solve a problem on the spot.
.

[bookmark: _Toc1159541]3.7 CUSTOMER SATISFACTION DIMENSION

Customer Satisfaction is measured across various parameters and there are parameters and sub parameters and some are enumerated below:
:


3.8 [bookmark: _Toc1159542]DEFINING SERVICE QUALITY AND SATISFACTION

“The two separate terms satisfaction and quality are difficult to define in general and press writers tend to use those terms interchangeably. However, the more precise meanings and  measurement  of  the  two  concepts  were  developed  after  a  considerable  debate. Although these two consensuses share something in common the fundamental causes and outcomes differ from one another. While satisfaction is a wide and broad concept in general, service quality has specific attributes of the service itself. As shown below in Figure that Service quality is a reflection of the customer’s perception of reliability, assurance, responsiveness, empathy and tangibles. Whereas customer satisfaction is more inclusive and perceived according to service quality, product quality, price, situational factors and personal factors.” (Zeithaml, Bitner & Gremler, 2009, 103.)

[image: satisfation]


3.9 [bookmark: _Toc1159543]SERVICE QUALITY DIMENSION ( SERVQUAL )

“The  SERVQUAL  model  is  a  widely  accepted  model  of  determining  and  expressing  the customer satisfaction. It was first published in 1988 and has undergone improvements and revisions since then. As it is easy to understand  and to identify the customer satisfaction level  this  model  is  selected  to  use  in  the  report.  There are five major those entirely represent the service quality”. These are described below:



Tangibility: “Representing the Service Physically”
“Tangibility is defined as the appearance of physical facilities, equipment, personnel and communications materials. Customers, particularly new customers, use these physical representations or images to assess quality.  Service  companies  can  make  good  use  of tangible  factors   to  improve   their  image,   provide   continuity,   and  indicate  quality   to customers, or even combine them with another element to create a service quality strategy.” (Zeithaml, Bitner & Gremler 2009, 115)
 
 Reliability: Delinering on Promises
“Reliability  is  defined  as  the  ability  to  perform  the  promised  service  dependably  and accurately. More specifically, it means that the company deliverers service provision, problem resolution, and pricing according to their promises. In this way, firms can keep their customers loyal to them”. (Zeithaml, Bitner & Gremler 2009, 113.)

Responsiveness: “Being Willing to Help”
 “Responsiveness is the willingness to help customers and to provide prompt service.  The focus is weighted on how quickly and attentively companies are able to deal with customer requests, questions, complaints, and problems. Companies must have customer’s point of view to deliver service and handle requests in order to excel on this dimension”. (Zeithaml, Bitner & Gremler 2009, 114.)

Assurance: “Inspiring Trust and Confidence”
 “Assurance  is  the  knowledge  and  courtesy  of  employees  and  their  ability  to  convey  trust  and confidence. For high-risk service such as banking, insurance, medical, brokerage, and legal services, this aspect tends to be particularly significant. Companies need to gain trust and confidence in ord er to create trusting relationships with their customers”. (Zeithaml, Bitner & Gremler 2009, 114.)

Empathy: “Treating Customers as individuals”
 “Empathy is the provision of caring individualized attention to customers. The core idea is to prove customers that they are cared and understood through personalized or customized service, as they are special and important for firms. Small firms are often able to reflect their personal knowledge of customer requirements and preferences and build relationships with their customers so that small firms tend to be more advantageous when competing with larger firms in this dimension.” (Zeithaml, Bitner & Gremler 2009, 114-115.)

Individual attention, understanding customer’s need and interests were categorized in this section and attribute demands customization service process aspects 

“All of those elements are equally important in order to obtain one hundred percent of quality and have different influence on the final service quality. Customers use those five dimensions to organize information about service quality in their minds. Depending on a situation, sometimes all the dimensions are used, and at other times not. Although this model is found relevant for a variety of service business and therefore widely used, some researchers suggest that cross-cultural aspect is missing on those dimensions. Individuals from different backgrounds seek different experiences from the same set of service and also perceive actual experiences differently. This has to be taken into account when applying these dimensions”. (Zeithaml, Bitner & Gremler 2009, 112.)
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[bookmark: _Toc512853383][bookmark: _Toc514264718][bookmark: _Toc518173581][bookmark: _Toc1159544]4.1 METHOD TO FIND OUT CUSTOMER SATISFACTION LEVEL

· Making Questionnaire 
· Survey 
· Analysis of survey data 
· Finding from the analysis 
· Result  
“To find out the customer satisfaction level of United Commercial bank limited firstly I have made a questionnaire of 12 questions which will be rated by the existing customer of Mirpur 10 Branch of united commercial Bank Limited by 1-5 which will represent strongly disagree to strongly agree. The survey will be conducted by response of 30 customers of this bank”. The standards of the rating is given below-
	1
	Strongly Agree

	2
	Agree

	3
	Neutral

	4
	Disagree

	5
	Strongly Disagree



After the survey I will analyse survey data and make a summary of the analysed data which is finding from the analysis. Finally I will give the survey result based on the findings from analysis of survey data.

[bookmark: _Toc1159545]4.2 ANALYSIS OF SURVEY DATA

“Questionnaire is made based on some variables that have directly or indirectly influence on the customer satisfaction level. For example office outlook, employee behaviour with customer, quality of service, charge taken to provide services, modern and update technology, error free records, and prompt problem solving skills of employees and average time taken by the employee to give service to its customer.” Analysis of survey data is given bellow-
1. Employees of your bank are always willing to help you
	Remark
	Number of respondent
	percentage

	Strongly Agree
	6
	20%

	Agree
	1
	3%

	Neutral
	18
	60%

	Disagree
	3
	10%

	Strongly Disagree
	2
	7%

	Total
	30
	100%





Interpretation: In United Commercial Bank, major people shows a neutral answer about the employees of the bank who are always willing to help of customers. Here 60 % of the customers give the neutral answer.  Less than 20% thinks that the employees of ucbl doesn’t always willing to help the customers and more than 20% thinks their behavior is up to the mark. For the limitation of resources they employees can give higher percentage of satisfaction but employees are always willing to help but they cannot give higher percentage of satisfaction to their customers.

2. Is there Reasonable Service Charge?
	Remark
	Number of respondent
	percentage

	Strongly Agree
	2
	7%

	Agree
	18
	60%

	Neutral
	5
	16%

	Disagree
	3
	10%

	Strongly Disagree
	2
	7%

	Total
	30
	100%





Interpretation: “Service charge taken by the bank is always a significant factor to the customer to be satisfied with. Customers were asked that United Commercial Bank Charges reasonably for the service they are providing to the customer”. Among 30 customers of ucbl, 18 agree with the question and 5 neutral that means 18 people out of 30 which are 60% of the sample are satisfied with the service charge taken by the bank. Moreover, 5 customers out of 30 which are 16% of the samples are somewhat satisfied with charge of service of the bank. This indicates that “service charge taken by the United Commercial Bank is quite reasonable than other banks operating in the country.”
3. United Commercial Bank provide services within the time promised
	Remark
	Number of respondent
	percentage

	Strongly Agree
	3
	10%

	Agree
	17
	57%

	Neutral
	6
	20%

	Disagree
	4
	13%

	Strongly Disagree
	0
	0%

	Total
	30
	100%






Interpretation: “The respondents placed a high importance in this characteristic of the service. The majority of the respondents are agree. 10% customers are strongly agreed, 57% customers are agreed, 20% customers are indifferent as well as 13% customers are negative with this statement”.



4. Online services provided by United Commercial Bank Limited are up to the mark

	Remark
	Number of respondent
	percentage

	Strongly Agree
	1
	3%

	Agree
	3
	10%

	Neutral
	5
	17%

	Disagree
	15
	50%

	Strongly Disagree
	6
	20%

	Total
	30
	100%





Interpretation: From the above table and chart we can say that only 1 respondent strongly agreed to this fact and 3 customers agreed. Meanwhile the number of respondent who strongly disagreed to this fact is 6. Here 15 respondent said they disagree to this point and 5 respondent kept themselves in neutral side.




5. Easy procedure of getting loan from united commercial bank ltd
	Remark
	Number of respondent
	percentage

	Strongly Agree
	9
	30%

	Agree
	12
	40%

	Neutral
	5
	17%

	Disagree
	3
	10%

	Strongly Disagree
	1
	3%

	Total
	30
	100%





Interpretation: Different banks have distinctive method or procedure to give credit to their client. Multifaceted nature or effectiveness of the procedure is likewise an extensive component which has sway on consumer loyalty. On the off chance that the way toward getting credit is simple, exact and appropriate then clients will be upbeat and charmed by getting advance on simple condition. From the overview, we can see that 12 clients agreed that means "Great" which imply that they are fulfilled about the procedure, term and state of getting credit from united commercial bank Limited. It is additionally show the way toward giving advance to the client of bank constrained is simple and implementable.

6. Customers Feel Safe By Making Transaction From United Commercial Bank
	Remark
	Number of respondent
	percentage

	Strongly Agree
	12
	40%

	Agree
	15
	50%

	Neutral
	2
	7%

	Disagree
	1
	3%

	Strongly Disagree
	0
	0%

	Total
	30
	100%





Interpretation: “When the customer feels safe about their money transacted through the bank, we can say that customers are satisfied the service bank provided. It is important factor for customer satisfaction level of a company.” “The chart shows that 12 customers out of 30 give strongly agree that means their opinion as Excellent which is 40% of the sample. So that we can say that they are fully satisfied with ucbl and feel safe about their money deposited or transacted through the united commercial bank.”



7. Using Modern And Updated Technology For Giving Service To The Customers
	Remark
	Number of respondent
	percentage

	Strongly Agree
	9
	30%

	Agree
	12
	40%

	Neutral
	3
	10%

	Disagree
	4
	13%

	Strongly Disagree
	2
	7%

	Total
	30
	100%






Interpretation: Innovation is vital in the present world in any business. In the keeping money industry it is self- evident. To record exchange the product they utilize and gadgets they utilize are likewise significant to discover the consumer loyalty level. In the event that united commercial bank utilizes most recent and solid programming and gadgets then it will have an influence additionally on consumer loyalty. It will make simple for the bank to do day today broad saving money movement and others action and this will affect the client. Here we can see that 12 clients agreed which implies that they are to some degree fulfilled and 9 clients or 30% of clients strongly agreed which implying that they fulfilled about the utilizing of current and redesigned innovation by United Commercial Bank Limited.
8. employees of united commercial bank give individual attention
	Remark
	Number of respondent
	percentage

	Strongly Agree
	3
	10%

	Agree
	10
	33%

	Neutral
	6
	20%

	Disagree
	9
	30%

	Strongly Disagree
	2
	7%

	Total
	30
	100%





Interpretation: “Most of the respondents were in indifferent while expressing their satisfaction towards this aspect. In this attribute satisfaction percentage is not much higher in ucbl. 10% customers agreed with statement, 20% customers are neutral, 30% customers are disagreeing with this statement and 7% customers are highly disagreeing with this statement”.




9. Ensuring Error Free Record
	Remark
	Number of respondent
	percentage

	Strongly Agree
	10
	33%

	Agree
	12
	40%

	Neutral
	4
	13%

	Disagree
	2
	7%

	Strongly Disagree
	2
	7%

	Total
	30
	100%





Interpretation: “Ensuring error free record of every transaction made by the customers and bank is basic element and fundamental requirement for the bank”. Among 30 customers, 12 of them which are 40% of the sample agree with the statement and 10 of them strongly agreed and 4 are neutral. This state states that “almost everyone believes that United Commercial Bank Limited ensure the error free record every transaction occur in this bank.”



10. The Employee Always Search For Solution
	Remark
	Number of respondent
	percentage

	Strongly Agree
	0
	0%

	Agree
	10
	33%

	Neutral
	8
	27%

	Disagree
	7
	23%

	Strongly Disagree
	5
	17%

	Total
	30
	100%





Interpretation: “Most of the respondents were in indifferent while expressing their satisfaction towards this aspect. The satisfaction percentages of this attribute were dissatisfactory.  33% customers are agreed, 27% customers are neutral, 23% customers are disagreeing with this statement and 17% customers are highly disagreeing with this statement”.



11. Well Organized Office Environment
	Remark
	Number of respondent
	percentage

	Strongly Agree
	7
	23%

	Agree
	12
	40%

	Neutral
	5
	17%

	Disagree
	4
	13%

	Strongly Disagree
	2
	7%

	Total
	30
	100%





“Office environment influences the customer as well as the employee working in the bank. If the office is well organized and decorated with quality furniture the employee will feel fresh to work here and will have impact on their performance. Moreover the customers also feel peaceful and comfortable by being in bank office to get service from the bank. It is also an important section of customer satisfaction. According to the survey data we can see that 12 customer agreed to well organized office environment in united commercial bank which means that they are somewhat satisfied with office environment of the united commercial bank.”

12.Overall Satisfaction On Transaction
	Remark
	Number of respondent
	percentage

	Strongly Agree
	4
	13%

	Agree
	15
	50%

	Neutral
	6
	20%

	Disagree
	3
	10%

	Strongly Disagree
	2
	7%

	Total
	30
	100%





Interpretation: Customer satisfaction on transaction is the most important factor of banking sector. From the survey we can see that 15 customers out of 30 which are 50% are agreeing with the statement. That means most of the Customers are satisfied to overall transaction system of United Commercial Bank and this indicates that they have no plan to switch another bank.




[bookmark: _Toc1159546]4.3 MAJOR FINDINGS

Besides the formal questionnaire survey I have found out some important facts. Those facts were revealed from the observation during the three months of period. Such facts reflex the customer’s expectation regarding the service provided by united commercial bank. Such facts are as follows:
· United Commercial bank doesn’t provide online service as customers requirement
· United Commercial Bank does not present individual attention to the customer
· “Though the ATM machines are latest innovation in technology but every customers of UCBL are coming up with complaints regarding the ATM booths are not available in different area in mirpur branch”.
· Most of the customers feel safe in transactions with United Commercial Bank. So that it is one of the most vital or strong part for United Commercial Bank.
· Most of customers satisfied with service charge which is reasonable
· There has many customers who are satisfied with well-organized office equipment
· Half from survey of customers are satisfied with the procedure of loan
· Fifty percent customers get overall satisfaction from transaction


[bookmark: _Toc1159547]4.4 RESULT FROM SURVEY

From the review plainly recommend that positive discoveries are significantly more than the negative discoveries. So we can say that a large portion of the clients are fulfilled however not completely fulfilled about the administration and office gave by United Commercial Bank Limited, Mirpur 10 Branch. However United Commercial Bank has numerous ranges where they can enhance the nature of the administration and climate. In addition, they have to consider the customer necessity and desire and ought to work as per this.  They have to set objective to make the customers completely fulfilled by enhancing all the lacking they have. 
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[bookmark: _Toc512853384][bookmark: _Toc514264720][bookmark: _Toc518173584][bookmark: _Toc1159548]RECOMMENDATIONS

· “The Top management of United Commercial Bank Limited should be more effective to the employee then present situation because they should take care the branch level employee’s benefits, opportunities etc”.   
· “The bank has highly skilled employee in the branch level but UCBL should be able to utilize these employees at appropriate way to take out the bank’s output.” 
· According to data the website design is need to improve and therefore, the website should be more fast and can put more information about UCBL
· “United Commercial Bank Ltd. should emphasis more on empathy to customers which means that UCBL should take more attention to individual care of customers and solves their specific needs which they want.” 
· United Commercial Bank should thing about the rate of deposits as compare with the competitors offering a higher rate on deposits and lower charges in loans. So they maintain the interest rate to its competitors.
· “Token system service can be introduced so that customer can easily get service without any hassle. It will reduce the waiting time to get service from the bank”.

These are all about the recommendation provided based on survey and my personal experiences of internship in United Commercial Bank. By following these recommendations united commercial Bank would be able to build up a strong platform of satisfied customers.

[bookmark: _Toc512853385][bookmark: _Toc514264721][bookmark: _Toc518173585][bookmark: _Toc1159549]CONCLUSION

“United Commercial Bank Limited has well reputation being satisfying their customer through providing different service. None the less, they have launched new technology to give fastest service to their customers known as CBS (Core Banking System). On the hand, upcoming years banking sector will become more competitive”. The challenge is to maintain a business like committed corporate culture that matches UCBL’s mission. In this regard they have been more competitive. Organization success depends on the skill manpower and skill man power provided by the human resources department. It is important for HR professionals to convey with HR best practices to build organizational capabilities in delivering sustainable and continuous results. The United Commercial Bank Limited is a bank that ensures the best service to the customers as well as to the employees by Human Resource Division. The United Commercial Bank Limited is the fastest growing Bank in Bangladesh where organizations throughout the world are quickly changing and improving the quality. For sustainable growth, by implementing new technology and innovation they have to walk with the time. In this purpose, they have to identify their strength and need to recover their weak sides. Customers are the vital for every business. It is not possible to make a profitable business without concerning the customer’s benefit. To achieve the desired position in the market, timely improvement in service is essential and ucbl have to look after their customers.
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[bookmark: _Toc512853387][bookmark: _Toc514264723][bookmark: _Toc518173587]QUESTIONNAIRE
	1. Occupation:                                                    
· Student 
· Service 
· Business 
· Others 

	2. Age: 
· Below 20 
· 20-25 
· 25-30 
· 30-35 
· 35-45


	3. Gender: 
· Male 
· Female 
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1) Are employees of your bank always willing to help you?
a) Strongly Agree
b) Agree
c) Neutral 
d) Disagree 
e) Strongly Disagree
2) UCBL take service charge in every year. Is it reasonable service charge? 
a) Strongly Agree
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
3) Does United Commercial Bank provide services within the time promised?
a) Strongly Agree
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
4) Online services provided by United Commercial Bank Limited are up to the mark?
a) Strongly Agree
b) Agree
c) Neutral 
d) Disagree 
e) Strongly Disagree
5) Is there easy procedure of getting loan from united commercial bank ltd.?
a) Strongly Agree
b) Agree
c) Neutral
d) Disagree  
e) Strongly Disagree
6) Is customers feel safe by making transaction from united commercial bank?
a) Strongly Agree 
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
7) Are they using modern and updated technology for giving service to the customers?
a) Strongly Agree 
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
8) Does employees of united commercial bank give individual attention to customers?
a) Strongly Agree
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
9) Are they ensuring error free record to the customers?
a) Strongly Agree
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
10)  Does the employee always search for solution of every customers?
a) Strongly Agree
b) Agree
c) Neutral 
d) Disagree 
e) Strongly Disagree
11) Has there well organized office environment in UCBL? 
a) Strongly Agree
b) Agree
c) Neutral
d) Disagree 
e) Strongly Disagree
12) Are customer get overall Satisfaction on transaction? 
a) Strongly Agree
b) Agree
c) Neutral 
d) Disagree 
e) Strongly Disagree


Product Servicing


"Quality of product servicing Cost of product servicing"


Mannerism and conduct of servicing staff


Relationship experience


Frequency and quality of contact


"Knowledge of company products and customer opportunities"


"Conduct and Communication of relationship person".


Communication quality and information for collection


"Conduct and communication of collection staff"


Channel and Ease of giving payments.










Product Delivery Experience


"Timeliness of product delivery"


Product Experience


Level of product quality versus expectation.


Sales Experience


"Level of product Knowledge with Sales staff "


"Timeliness and quality of response to customer queries on product". 


"Level of understanding of customer’s needs & unique perspective".


"Availability and quality of brochures, sales material".


"Presentation, communication and mannerism of sales person".


"Project of honesty and trustworthiness".





Sharing of status while work-in-progress


"Quality and sophistication of delivery/product pack"


"Behavior and mannerism of delivery staff".


"Level of congruence between what was sold and what was delivered "


Complaint resolution / Grievance Handling


"Timeliness of complaint resolution"


Quality of complaint resolution


"Level of iterations till the complaint was resolved". 


Empathy of the customer servicing staff 


"Knowledge of customer servicing staff"


Level of need fulfillment versus expected











Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	6	1	18	3	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.2	0.03	0.6	0.1	7.0000000000000007E-2	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	2	18	5	3	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	7.0000000000000007E-2	0.6	0.16	0.1	7.0000000000000007E-2	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	3	17	6	4	0	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.1	0.56999999999999995	0.2	0.13	0	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	1	6	5	15	3	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.03	0.2	0.17	0.5	0.1	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	9	12	5	3	1	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.3	0.4	0.17	0.1	0.03	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	12	15	2	1	0	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.4	0.5	7.0000000000000007E-2	0.03	0	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	9	12	3	4	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.3	0.4	0.1	0.13	7.0000000000000007E-2	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	3	10	6	9	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.1	0.33	0.2	0.3	7.0000000000000007E-2	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	10	12	4	2	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.33	0.4	0.13	7.0000000000000007E-2	7.0000000000000007E-2	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0	10	8	7	5	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0	0.33	0.27	0.23	0.17	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	7	12	5	4	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.23	0.4	0.17	0.13	7.0000000000000007E-2	


Number of respondent	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	4	15	6	3	2	percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.13	0.5	0.2	0.1	7.0000000000000007E-2	
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