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[bookmark: _Toc45660304]Executive Summary

[bookmark: _GoBack]I have made this report based on the overall general banking service and performance of the City Bank Limited. In the beginning I have talked about the reasons behind choosing this topic for my report. After that in the second part I have talked about the current industrial scenario of the bank industry. In case of city bank, they are very competitive they have advantages over competitors. In the company overview part, we get to know about their exclusive product and services. By doing SWOT analysis we now closely know all their phases. We get to know about their strengths and opportunities their threats and weakness. We have also seen how they placed all their product to full fill customer need. They work pro-actively to give customer optimum level of banking service. In the chapter two we have also discussed about how they adapt with the new changes and technology, their priority products and services, their competitors and sustaining capabilities. In the third chapter we get to know about my internship experience. I have done internship for one and a half months only so all that I have wrote in my report is totally based on little knowledge and help from several websites. In the last chapter I tried to give a proper suggestion regarding how the bank can improve their departmental activities. This is totally based on my experience. During my internship all the experience and knowledge that I have gathered helped me a lot while preparing my report. (“Report city bank,” n.d.)
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[bookmark: _Toc45660309]1.1 Background of The Report
Internship is a great opportunity to apply class room experience in the real-life world. After getting 4 years of theoretical study finally a student gets real life experience. Learning is a thing but apply those things in a workforce gives you the idea in which ways a student can build their career. One can also explore their capabilities and generate new ideas.
So that’s why I always wanted to do an internship over projects. I choose to do internship in City Bank Ltd. I was assigned in Shyamoli branch Customer service department. I get to know a lot of things regarding customer management in the office. I have also learned about their services like AMEX card, City Alo, City Touch app. These were my favorite that’s why I learned about those closely. I have got real life experience while working there. I am going to develop an internship report based on my internship experience and overall, all the general banking activities and services of city bank ltd.(“Home,” n.d.)

[bookmark: _Toc45660310]1.2 Objective of The Report 
Primary objective: My main objective of the report is to know about the general banking activities of city bank and their service.
Secondary objectives: 
· To know about banking service providing capabilities.
· To know about bank’s unique service ideas or projects.
· To know about how banking industry operates.
· To know how service delivery can increase banks customer base.

[bookmark: _Toc45660311]1.3 Motivation of The Report 
My motivation of the report is enthusiasm and willingness to know about the banking industry more closely and how they do their general activities, their way of handling customer and banking culture. I am going to make this report on the basis of my whole internship experience of city bank limited. 

[bookmark: _Toc45660312]1.4 Scope and Limitation of The Report

Scope of the report:
There is basically four chapters in this report Every chapter consist of different topics regarding CBL. The first chapter will give you the idea about background, scope, motivation, objective. These are the basic idea that why I wanted to choose this topic and do my report on this. Then comes the second chapter company analysis and industry preview. In the second chapter Company analysis will give you the idea of history of CBL, trend, growth, product and service mix. And the second part Industry analysis will give you the idea of six, maturity, external and internal forces, barriers, customer buying behaviors etc. After that third chapter will begin it will give you an idea of my internship experience in the bank, I haven’t done proper three months internship because of covid-19. So, I wrote this part with little knowledge. The last chapter which is fourth chapter based on conclusion and key factors. It covers the conclusion, recommendation parts.  

Limitations of the report: 
I have got most of the ideas from internet, CBL official website helped me a lot but there were some barriers. For example:
· Couldn’t get enough real-life data from the supervisor I wasn’t able to visit office.
· Had to make the report with little knowledge and little work experience. 
· To maintain bank’s security code, they didn’t let me involve in all their operations.

1.5 [bookmark: _Toc45660313]Definition of Key Terms
As per the report we need to know what is general banking means. Here we wanted to show what are the basic banking activity, how they operate and their service delivery process.  


	
[bookmark: _Toc45660314]Chapter-II Company and industry preview there

[bookmark: _Toc45660315]2.1 Company Analysis:
[bookmark: _Toc45660316]2.1.1: Overview and History
The City bank limited is the first private sector commercial bank in Bangladesh. They started their journey in 1983 with the capital of 1.79 billion. 12 most successful businessman joined together and gave soul to this company. Under the supervision of these entrepreneur’s city bank started their operations. 13 local businessmen put their effort and their hard work to up hold the company, they were the sponsor directors who started the journey with 3.4 crore which worth taka 2311.78 crore as capital and saved.
B.B avenue was the first branch of CBL which was founded in 27th march 1983, it was situated in the capital Dhaka city. They have 37 branches in the Dhaka city, the idea behind this bank is to bring qualitative alteration in the sector of financial and banking management. Today city bank serves to their customer in home and abroad with 132 branches all over the country and also covering around three hundred overseas correspondence in the major cities and business industry. CBL has 100 or even more online branches, 1 SME which is administrative activity focused and 20 SME branch focused on the broadness of the nation that involves well managed Islamic banking facilities. CBL has powerful sight in the elective convenience territory. It has 294 ATM of its own company, it also consists the capacity of 1150 ATMs setup all over the country is has SMS banking, interest banking etc. CBL has 24hr service call center too with is operate solo but maintain a sync with the general banking activities. CBL emerge their journey in digital banking or E- banking. This initiative was made to maintain a good customer relationship and too provide general banking activities more swiftly.
Despite of having the huge competition from the local banking and international banking CBL has successfully maintain their growth throughout the years. the theme of this bank is “for relationship banking “and they are well focused to maintain a good customer relationship. CBL call center, City Alo these are the projects that connects the bank more with their customers. 
(“The current state of the banking industry in Bangladesh,” n.d.)

CBL consist:
	· Total Employee 3858

	· Customer over                                                       17,00,000

	· Branches                                                               132

	· ATM + CDM                                                           369

	· Priority center & airport lounge                              7 & 2

	· Card issued over                                                   1,068,034 

	· POS machine                                                        24,000

	· Merchants on board                                               13,000



                               Table 1: City bank Ltd current data

Mission and vision of CBL:
Vision: The leading bank and a financial supermarket which consist of winning offerings with enjoyable experience.
Mission: 
· To maintain the highest level of customer satisfaction.
· To ensure maximum product offerings.
· To make a large group of customers through customer satisfaction.
· To promote innovation and automation for the wellbeing of mankind. 
· To ensure maximum profit by ensuring steady growth. 


Achievements of CBL:
· Finance Asia banking award for being best bank in Bangladesh in 2018.
· Finance Asia banking award for be the best investment banking in 2018.
·  It built its reputation for getting Asia money best banking award for premium banking in 2019.
· It also gets best consumer digital bank award in 2018.
[bookmark: _Toc45660317]2.1.2 Trend and Growth 
Different country has different patterns of their trend and growth in terms of banking sector CBL also has different patterns those are given bellow:
Trend: 
In the progressing manner the administrative work methods has been changed over the years. Earlier they use to keep all the records manually but now the us pc and other virtual clouds to record all the data. CBL trend is to keep only most important data’s that might need in the future to identify authenticity of the customer. Generally, they have many distinctive ventures also they collect information through KYC as it was the first encounter point for the customer.
Growth:
CBL is growing from the day after it born. As it has a large number of offerings the growth is also different from one product mix to another. Let’s listed down some of them.
· CBL has good growth in foreign remittance banking.
· It is also appreciated for its retail SME banking service.
· CBL also placed as the largest corporate bank for having business model which is unique and efficient.
· The growth of CBL can also identified through their advance adaptation of technology like “City Touch “.
· CBL also attaining growth through undertaking ‘Agent Banking “
City Alo is one of the blooming projects of city bank Ltd. CBL did the demographic segmentation to promote women rights. And it has maximum facilities than any other services of city bank, this segment helping this bank to grow more customer base.
[image: ]
                              Figure 1: Overall growth measurement of CBL 
Here we have taken some hypothetical amount to show the overall growth of CBL. 
[bookmark: _Toc45660318]2.1.3 Customer Mix
Customer mix tells us about the customer segment which the bank will serving by their operations. customer mix indicates us which kind of segment is profitable for us and which segments are non-profitable. City bank also serve their customer into various segments those are written bellow:

· Current or new industry owner:  CBL provides loan opportunities to new or existing individual business person to open or to operate their business to have more growth.
· Individuals banker: CBL provide loan to individuals to buy car, house, home, bike. People can apply for loan according to their needs. An individual can also avail the service of DPS accounts. A person can also apply for loan to start a new business weather it is small medium or big, they can also open business account, savings account and many more.
· New entrepreneurs: CBL provides loan to the new entrepreneurs to start their new start up business.
· Establish new school, collage, university: CBL provides loan to start up new educational institution like school, college and university.
· For women: City bank has women baking service for women that includes most favorable offers. City Alo is their one of the renowned projects nowadays.
· For students: City bank invites the student to open their own savings account.


[bookmark: _Toc45660319]2.1.4 Product Service Mix

City bank LTD serves different product and services to their customers. As CBL operates as a private commercial bank it has some unique service mix. They offer 3 types of specific financial services to their customer.
· General banking 
· Foreign exchange 
· Loan and advance 

General Banking: 
City bank offers many types of account service under general banking. Bankers able to set their impression on the customer mind through this section. Because this is the first encounter point for the customers of their service lifecycle so this stage is really important for to start building good relationship with the customer and hold on to them. This particular stage should be specially taken care off so customer gets the good impression of the bank and bankers. This will positively effect on farther banking association. 
There are some international cord and conducts for serving customers according to that banker should –
· Behave fairly and reasonably while dealing with the customer in the bank.
· Give all the information clearly and help the customer to understand all the points of the possible solution of their query.
· Not disclosing any of the security and integrities of the bank while dealing with customer. (“How the Banking Sector Impacts Our Economy,” n.d.)







Now let’s see the type of account that CBL offer under general banking:

1. Savings account
2. Current account
3. STD
4. FDR
5. Deposit scheme accounts  
6. Pay order
7. Demand draft
8. City Alo
9. Card service

Foreign Exchange:
CBL foreign exchange department deals globally. It makes the bridge between export and import by facilitating international service.

· CBL foreign exchange department deals with international clients and meets their requirement of CBL service. This department transfer money quickly and smoothly in the different wide locations. 
· It has 83 branches nationwide.
· The bank has remittance in the other country banks this will facilitates city bank customers who are in home and abroad.
· CBL can transfer cash immediately no matter where ever the customer is positioned.


Loan & Advance:
There is no business without profit, even profit earning is the main objective for the business organization. For city bank this is same as well. They deal with financial activity like money and credit but they also invest in profitable project to earn profit. 
CBL provides loans and advances against trade security this works like assets for the loan borrowers. But this is an extremely risky situation for city bank but it says that what is business without risk”. If anyone is not be able to repay the loan or borrowed money bank can take over customers securities and this will be legal action. (Ahmed, 2018) (“Credit risk management of The City Bank Limited,” n.d.)
CBL issue loan in three forms short -term, mid-term and long-term loan.
1. Short term loan
City bank provides short term loan and the time duration of this loan is less   than or equal to one year. Let’s see some of the types:
· Card credit 
· Letter of credit
· Back to back credit


2. Mid-term loan 
Time duration of this loan is up to 5 years. This loan is issued for manufacturing purpose like buying and equipment, land and building.
· Customer credit scheme 
· Lease financing
· Transport loan 

	Customer credit scheme
	Lease financing
	Transport loan

	· Loan amount starts with 200,000.
· Interest rate 14.5 to 17%.
· Time duration approximately 24/36-month instalments.
	· For machineries it will be up to 5 years 
· Interest rate 14 to 16%
· Monthly recovery will recover all the money.
	· This includes bus, truck, car, bike.
· Interest rate is 15% to 16%.
· Duration depends on the amount of the loaned money.



                                      Table 2: Loan & advance policies 



3. Long term loan 
 This loan is provided for more than five years. usually customer take this lone 
To make fixed asset like for housing building etc.
· House loan: CBL provides house loan but to avail this loan customer must full fill some requirements. For example –
· Business plan and project documents. 
· Land visited by the bank and authenticity papers.
· Authorized document by the government etc.
· Industrial loan: CBL also provides loan to industry purposes the idea is to provide this type of loan is this will have effect on national economy.



Card service: 
CBL has three categories of cards.
A. credit cards 
· American express: It started in 2010 they launched 3 categories of AMEX card.
· Silver
· Gold
· Platinum
· Visa card: This is like international more card money can be transfer with this in BDT or in us dollar.
· Silver
· Gold
           
B. Debit card 
· Master card: This card known as a default card for the customer and it has no other category.
· Visa card: This is the only card with that customer can withdraw and deposit money from the bank.


C. Another card / Special card 
· There is a special card call AMEX card, customer will get huge offers while using this card. Many shopping discounts plus offers are given through this card.
 
City Alo service:
City Alo service has recently added to the city bank Ltd. City Alo is an amazing project initiated by the CBL. This deals with independent, Entrepreneur, business women.
· City Alo segment women who are entrepreneurs, salary getting females, housewife, teachers, job holders and so on.
· City Alo empower the women rights by joining hand in hand in their journey.

· Women will be getting discounts on shopping, medical related issues, hospital discount coupons, beauty salons discount card etc. 

· Women will also get house, SME, personal loans.

· In 32 branches throughout the country they can avail city Alo service.

· With the collaboration of North south university and IFC city Alo provides “City Alo certification programs”.


SME banking service:
There are three type of SME service are available in CBL.
1. Medium SME service. 
2. Agro SME service. 
3. Small SME service.


[bookmark: _Toc45660320]2.1.5 Operations
Operations means how the company or the bank is operating their business. Operations describes their action plans. City bank has 4 different set of operation in their organizations.

1. Corporate banking. 
2. Retail banking.
3. SME banking.
4. [bookmark: _Hlk42817259]Treasury and market risk.


	
Corporate banking 
	Retail banking
	SME banking 
	Treasury & market risk

	Investment banking 

Trade finance 

Working capital finance 

Short and midterm finance etc.

	Deposit 


Loan 


Card section 

NRB 
(American express, I banking, City wallet) 
	City Sheba


City Muldoon

City Alo
	Foreign exchange

Overnight deposit

Local currency 

Derivatives 





                               Table 3: Operations Category of CBL




Corporate Banking:
City bank is in one of the leading banks in terms of corporate investment banking policies. They understand Bangladesh’s national financial situations, and economic changes, national debt and loan market.
· CBL” s product capacity and worldwide reach provides bankers to attract more inverters worldwide.
· To meet customer portfolio target rate and to handle risk exposure they provide investment instruments.
· Convertible bons and equity derivatives makes it more easer to attract investors of the market.


There are also some services under this those are:
· Project financing 
· Structured financing
· Trade financing
· Islamic financing
Retail banking:
Retail banking service is the most remarkable success story in 50 years of banking history. Even it has different names too retail banking or consumer banking or personal banking. This has become most high revenue line for most of the banks.
“City Retail, add a little city in your life” this is the brand-new mantra of city bank Ltd.
They want city bank will be the most preferable banks for the individual, at list in those places where city bank does their operating activities. They want to provide best class service, innovative product line with smarter representations. 
Major products of retail banking are –
· Deposit service: CBL provide wide variety of product to meet customer financial needs. Each product designed to provide best value of customers money.
	Deposit services

	· Current account

	· Savings account

	· City Onayash

	· City shomriddhi

	· City projonmo

	· City ichchapurun

	· Fixed deposit


                    
                                  Table 4: List of deposit services.
· Loan service: CBL offer three types of loan to their customer.
	City Drive (cars)
	City solution (personal loan)
	City express (FDR against)

	· Amount 300,000 to 20,00,000.
· Reconditioning 90% 
· Interest rate up to 100%
· Tenure 12-16 months
· Salary minimum 30,000.
	· Amount 50,000 to 1000,000
· Up to 3lac loan required to apply for guarantor.
· Tenure 12- 16 months 
· Salary more than 30,000
	· Minimum amount 50,000 and more.
· 90 % of present value 
· Tenure 12-16 months 
· Age 18+ 


                                               Table 5: Loan Service category 
SME Banking:
CBL has a good growth in SME banking.
· CBL provides loan for agriculture unit 
· SME loan can be issues in other forms like car loan, home loan, manufacturing loan, mortgage loan etc.
· Provides short- and long-term loan to their target customers.
· SME loan has the direct relation with the banking business.
· It has 30 SME branches and 10 SME centers 
· Middle east, far east, Europe and USA have the strongest connection with SME.
· There are 84 online branches those will work for SME and work smoothly worldwide.

Treasury and market risk:
Having good amount of deposit account will tell you how financially capable you are as a bank. To increase deposit amount CBL increased their interest rate so that they can attract more customer. Maybe one may find this as loose project but this is a policy of survival of the business. Bank must have enough liquid assets to run the operation smoothly. For the fact banks always do this trick they keep average liquidity to pay the debts this a risk but banks keep adopting it to run the business. Here the idea is to reduce the risk and increase liquidity.
Services under treasury and market risk are –
· Foreign deposit 
· Term deposit 
· Local currency 
· Overnight Deposit or transfer



ATM service: 
ATM is a blessing of modern technology. This makes banking activity quicker and easier. Money transactions are now just a matter of taping some button. CBL has 272 ATM booths all over Bangladesh and in 39 different places. For making the transaction easier CBL is now trying to reduce the number of booths by generating activities from the city touch app.

Customer care service:
CBL has a great team who works together to provide 24hr service through phones. If customer finds any problem they can call up and get initial or primary solution from the call center. Their customer care number is 16234. CBL maintains very safe and private conversation protocol to make the conversation more secure.
City touch app:
City touch app is a great innovation of CBL. It has some great features that makes transaction or banking activities smoother. 
This is a mobile phone app and that is available in android, Microsoft, IOS It includes many services like:
· Can recharge phone.
· Can pay on behalf of customer credit or debit card.
· Can do visa card payment too.
· Can pay for shopping bills.
· Can transfer money from one account to another account.
· Can transfer money in Bikash account.
· Can do bill payment and fees through this app.




[bookmark: _Toc45660321]2.1.6 SWOT Analysis of City Bank Ltd
We will point out strength, weakness, opportunities and threats of CBL. This will give us more clear idea about the bank.
[image: ]

Strength:
· In the card category CBL has AMEX card which gives customer ultra-service from other cards.
· By using AMEX customer can enjoy different vouchers, bonuses, discounts, value offers.
· Having a lots of ATM booths gives customer ease of withdraw, deposit, transfer money from where ever they want.
· CBL has most error free ATM booths.
· CBL provides services which is more computerized so service faces zero delay level.
· CBL follow all the smart technology to provide service.
· CBL adapt every new technology before competitors do.
· CBL highly support women empowerment by promoting ‘city alo’ service for females.
· ‘City touch app’ is also a strength for CBL because customer can do any kind of transaction through that.
· It also has a very strong legal division which helps city bank to take legal actions and advice bank whenever they need.
· It has a good brand value.
· CBL has improve their card service growth 20% in last 5 years.
· They have a good customer relationship so customer complaints are very less. As they response to the customer nicely and quickly.

Weakness:
· The number of branches is not enough comparatively to the demand.
· Number of staff in the branches are not enough they should increase it because the load in working days is heavy.
· Sometimes customer care employees take much time to solve problems which can cost customer higher call rates.
· Customer need to wait for long to get service when they visit in the bank this happens because of less employees.
· There is less security in ATM booths customer may suffer any unfortune thing while doing transaction. Some Atm machines are located in the road side those are highly dangerous.
· As CBL focuses on updated technology the cost of customer side increases.
· City touch app can help in transactions but that is not super smooth.
Opportunities:
· Innovating new service for the new generation or young people to get more customer base, as they have a good team.
· There are many remote areas where other banks cannot go and give service but CBL can go there and provide service by agent banking or in other ways.
· CBL can include other service options in ‘City Touch’ app. 
· CBL can do research on latest and upcoming technology for being proactive. By this they can adapt all the new changes before competitors.
· CBL has the opportunity to provide customize service if they focus on this advantage, they can demographically target customers need.
· While doing customer research they can identify customer needs regarding banking service. And they can make a good plan and service line for customer.

Threat:
· Bangladesh’s unstable political situation can affect business environment.
· There is an ongoing change is law, rules, policy of government.
· Bangladesh bank do close and continues review on ban king activities, so if bank fail to do any obligatory work that will not be good for banks reputation.
· Increase and decrease on Bangladesh economy highly effects on CBL financial structure.
· Rapid growth in technology.
· When other banks adapt new process or services before CBL that’s a huge threat for them.
· Customers become very particular about their choose and needs so handling them it’s a threat.
· If customers are not satisfied properly or didn’t get smooth service, they can terminate CBL account.

[bookmark: _Toc45660322]2.2 Industry Analysis:
[bookmark: _Toc45660323]2.2.1 Specification of Banking Industry in Bangladesh 
To promote economic growth Bangladesh has encouraged banking industry. Bangladesh tremendously speculated banking industry over last 3 decades. Micro finance and micro credit policy have used to solve Bangladesh’s financial problems of rural areas. By doing this it has become more market oriented and money can faithfully transfer from rural to urban areas. These are the pre initiative for Bangladesh to make a change in countries economic growth. 
By this time Bangladesh faces many fraud banks who misleads customers. To solve this problem legal authorities did many legal policies. Besides banking system of Bangladesh becomes more slower because private and government banks are operating at the same time together. Also, banks employees were not doing their duties properly they were allowing loans to those who are not even eligible to apply for loan, some also misleads bank by providing fake identity and asset valuations. Banks on the other hand didn’t cross check that information and that’s how money were employed by the customers lately. Basically, employees did this because they need to complete their target but they did that by applying mischief.
In this current situation we can also observe that many employees are hired not based on their merit but because of reference from the other party who carry political power or even sometimes candidates get reference from existing banking employees as those people are sitting in the high position of the bank.
Now to solve this problem what should a bank do let’s see:
· Do not hire more than one director from the same family.
· Two directors can be hire from the same family only if they hold more than 5% of banks share.
· There should be only 13 directors in the bank.
There is a great advantage for CBL that they only serve in 3 departments so nobody really adapt mischief as they are assigned which their direct work specification. They have this:
      1.General banking department 
      2.Loan and advance department
      3.Foregin exchange department


[bookmark: _Toc45660324]2.2.2 Size, Trend and Maturity of the Industry 
These three things can be different from county to county. Bangladesh is also different from others lets discuss in the below:
1. Size: Current market size of banking industry is wide now. It is really depending on the county economy and business profile. Bangladesh is also increasing this industry size one by one step by step. Many aspects can be considered of doing this for example total revenue, volume, customer crowd etc.

2. Trend: In the era of high tech now administration process is also changed. previously all the customer data were store truly but now banks use computer to store them. CBL has sign in structure to store delegate data they also use cloud to store them. Now a days CBL use more easy and secure ways to do banking activities and keeping all the data securely. 


3. Maturity: By studying in business life cycle we found that this industry is being composed regardless of the way that shake out stage doesn’t seem by all account. while doing work in CBL I got to know that Banking organizations has founded lately in Bangladesh.

[bookmark: _Toc45660325]2.2.3 External Economic Factors
Economic factor can affect greatly in banking industry. And there is a lot of factors that can affect banks in Bangladesh. Let’s see how they can affect:
· Inflow and outflow of the country can determine how much money can bank holds to the account.
· Customer spending nature and busying power can affect economy of a country and particular area of banking industry.
· Spending funds and borrower sending funds can also makes an affect in the industry.
· Inflation, deflation, economy instability, buying power etc can affect banking industry.
· When the value of currency falls country money out flow increases because customer never stops doing transaction that’s how saving fund get reduce of the bank.
· Globally inflation rate can affect banking industry.



[bookmark: _Toc45660326]2.2.4 Technological Factor 
We will discuss this in two perspectives one is banks side another one is customer side.
1. Factors impacting on customers:

· Banks are now operating through smart phones for that all the transactions are happening through online.
· Banks are now adapting digital banking besides normal banking activities.
· Customers tend to see getting higher expectations from the bank as they are more digitalized.
· ATM booths are also innovation which helps customer tremendously.
· Credit cards are also very helpful to pay up bill, payments online.
· Banks even use card service to provide salary of the employees.

2. Factors impacting on banks:

· It is easier to keep data now.
· All the calculations can be done smartly.
· Because of high tech banks can ensure zero error.
· ATM machine also helped banks to reduce customer pressure in the outlets.
· There is another positive impact which is banks don’t need to maintain high number of employees to provide service.
· There is a negative impact to there is chance of hacking accounts but if banks maintain top security the problem can be reduce. 
· Banks can also do some initiative to aware the customer to use technology regarding banking activities carefully this message can be sent via online.


[bookmark: _Toc45660327]2.2.5 Barrier to Entry
Barrier to entry is high in banking industry. Because in this industry people can’t be just wake up in the morning and decide they are going to open a bank. It takes a lot of funding and process. Especially Dutch Bangla bank, CBL and IFIC bank they basically carry barrier because of their regulatory process. They follow up all the updates, adapt with new technology, search for customer need and predict future needs. They consider all the aspect of customer need and make ready service before even asking about it so for these reasons any new company van not take their places easily. 
[bookmark: _Toc45660328]2.2.6 Supplier Power
Firstly, we need to know what we actually mean by supplier power, if we look give a look in porter’s 5 factor, we will get know that supplier power indicates suppliers changing nature on the price, availability, quality of raw material. Suppliers can increase the price of raw materials, quality and availability too they also can-do vise versa by decreasing all the factors. Supplier can do any changes if they want. But in banking industry there is no such cost in raw materials because everything almost here is automated. So, supplier cannot really improvise their power in this industry. There is some material cost like say paper, banks need paper to prepare checks, slips etc but this can be manageable. And for the interior and furniture banks can manage is from the local suppliers.

[bookmark: _Toc45660329]2.2.7 Buyer’s Power 
We know from porter’s five factors buyer’s power means customers brand choices, price sensitivity, purchasing power, preference, volume of buy, information needed regarding the product or service.
· In banking industry customer can bargain on the interest rate against any loan.
· Customer can choose among existing banks from which they want to take service of loans, opening account, FDR etc.
· Customers often seems very sensitive while taking service from the bank.
· Information regarding banking service can change customers mind so banks must need to focus on the information that customers are getting.
· Because of the buyer’s power banks keep updating their service quality otherwise customers will move on to another bank.
· ATM availability and branches availability also influence buyers.

[bookmark: _Toc45660330]2.2.8 Threat of Substitute
· There is a lot of bank existing currently in banking industry so competition is always high.
· Competition between interest rate is a matter of fact. This is a huge threat for banks. Customers are likely to take loans from those who are providing lea interest rate on loan.
· In case of providing insurance there is also a risk because customer will go for those banks that provides higher benefits.
· Number of AYM booths and branches also influence customers. Because if there is less availability customer may find this problematic so they can switch to another bank who have higher availability. 
· Innovation of services and product also mater a lot.
· Customer always look for error free and speedy service.
· Making good relationship can reduce some risk. By maintaining a good relationship with customer, they will feel that they are part of bank and bank value their needs. This will help the bank to hold on to customers and generate new customer base.
· Not all the bank has “customer care” service for the customers, this maintains after sale service relationship. CBL has a good customer service team working on 24hrs.

[bookmark: _Toc45660331]2.2.9 Industry Rivalry
Industry rivalry means One industry put pressure on an existing industry to limit on their profit potentials. In banking industry there is always high competition exist.
· Banks do competition against each other on lower financing, higher rate on investment, low interest rate. 
· Because of focusing on the competitors banks may face lower return rate on asset.
· Banks also compete with each other on the basis of good service and performance.
· Banks try to be better from each other day after day by adapting new technology faster.
· Banks try to provide good service to all the customers this will increase their popularity. positive word of mouth is very important to generate new customers.
· Customer can make one company more competitive for example DBBL is one of the popular banks in our country they have lots of ATM booths around the country.
· CBL has a very smart tech which is City touch app, by using that customer can do all the possible banking transaction this make CBL more competitive.
· CBL is more digitalized and ensure faster banking service. Other banks may not come up to this level.
· CBL accepts government checks, deposits all the banks don’t do this.
· This is known as bankers’ banks because CBL do government transactions and take other school and university fees.
















[bookmark: _Toc45660332]Chapter III: Internship Experience



















[bookmark: _Toc45660333]3.1. Position, Duties, and Responsibilities 

Position:
· I was an intern of the city bank limited Shyamoli branch.
· I was basically under customer service of city bank.
 
Duties:
· Every day I need to be at the office sharp at 9:45am
· I had to report my immediate supervisor Mr. Papia Haque, senior customer service manager of Shyamoli branch. 
· I stated my Internship in 06th February 2020 and it supposed to finish by 06th may 2020. But because of worldwide emergency due to covid-19 I had to stop my office visits in 19th march.
· I had told to be obey all the general rules by the CBL.
· I was not allowed to associate with any other organization during my office hours. 
· As an intern I had to look all the CBL matters with concern. This is my observation.
· All the conversation, transaction information, customer query etc. I had to maintain high secrecy. I was not allowed to open them to third party.

Responsibility:
I was assigned in customer service. I had to manage all the front-line customer those who comes in the retail area and also inside the office area. My main task was to aligned customers and help them to do all the banking activities inside the bank. I had to ensure all the customers are getting service for that they came to the branch. Besides I was also assigned to get customer complaints regarding the banking general activities this will help CBL to improve those flows. I had to do survey during the whole week and report to my HR Tasnia apu. I use to had a survey question through that I took customers comment regarding our banking service. I will be attached it in the appendix section. Besides this works I also worked under banking operations too. I use to fill up account opening forms and loan files, Check and cards reordering, helped customers to write declarations, also helped my seniors to manage files. To be honest that’s all I did in this one and half month after that I had to laid back because of covid-19. Maintaining a good and clean appearance is also my responsibility. (“10 Reasons Why An Internship is Important to All Students | Big Ideas Blog,” n.d.)

[bookmark: _Toc45660334]3.2 Training
As earlier I have mentioned that I did very short time internship so I was not able to part of any training. But I have learned a lot from my supervisor that how to manage your customers and make a good impression on them I think this is not less than a training. We also sat on a meeting after every month where we discussed our journey and guided by Abir bhaia how to manage problems if we face any.

[bookmark: _Toc45660335]3.3 Contributions and Departmental Functions  
· As I was a marketing student, I knew how to convince your customers, so I always look up to customers who seems to very tough to convince.
· I use to help my seniors for that they were able to attend more customers.
· In the retail section I aligned customer in the raw accordingly that’s why there were no chance of chaos.
· I helped customer to fill up the receipts and forms that’s why there was less rush in counters.
· When there is rush time in the service counter and customers keep waiting, I use to go them and tall to them to ease them, that’s how complaining tendency of customer reduces.
[bookmark: _Toc45660336]3.4 Evaluation
· In every month end there were a general meeting to evaluate and discuss queries of interns.
· In this meeting they evaluate interns speed of task, working knowledge etc.
· Interns also were being evaluate based on whether there are providing report to the HR or not regarding the survey.
· There is another evaluation form which supposed to fill up by the immediate supervisor, which tell you about intern work abilities, punctuality, enthusiasm and personality regarding being under pressure at work.

[bookmark: _Toc45660337]3.5 Skills Applied 
· Used MS and Excl to enter all the data regarding survey.
· Communication skills with non-Bengali customers.
· Customer managing skills.
· Printing, photocopy and scanning skill applied too.

[bookmark: _Toc45660338]3.6 New Skills Developed 
· Learned how to open an account in the bank.
· How to fill up forms for account opening and loan application.
· Printing, photocopy and scanning skills where get improved.
· To be presentable.
· To be punctual.
· To be more patience while doing any work.
· To write official corporate emails.
· Managing so many people together.
· Good skills in time allocations.
· Learn to do work under pressure.
· Learn how to be compatible in the work environment.
· Learn how to co-operate with your colleagues. 

[bookmark: _Toc45660339]3.7 Application of academic knowledge
· Applied my MS word skills.
· Applied MS excel skills.
· Applied all the knowledge which I have learn in four years regarding customer management.
· Applied my Communication skills.
· Applied interpersonal skills to deal with customers and colleagues.
· Stayed with my ethical values while maintain relationship with the colleagues.
· Being accountable of all my works and while reporting to my supervisor.
· Always tried to be responsible like a corporate and do all the duties and responsibility.
· Used KPI to make any important decision which I have learned from Training and development course.
· Also maintain my legal and ethical employee law which I have learned from Business law. 








[bookmark: _Toc45660340]Chapter IV: Conclusion and key Factors 


[bookmark: _Toc45660341]4.1 Recommendation for Improving Departmental Operations 
I will be recommending issues regarding my personal experience. I couldn’t continue my journey for long time because of covid-19 but issues that caught my eyes I will set my sentences based on that. The city bank Ltd is already a renowned and a good brand so no 0ffence to anyone. Issues that need to improve are:
· There is shortage of employee in Customer service department in Shyamoli branch. That’s why some times customers need to wait for a long time.
· As cs’s have to attend customers one after another their quality of service decreases. HR should give emphasis on this issue. 
· There is not proper amount of scanner and printer machines in the outlet. That’s why sometimes it takes a lot of time to complete tasks.
· Cleanliness is one of the issues sometimes it gets embarrassing when customers complain about that. It also hinders for CBL reputation.
· Punctuality of service providers should be strictly maintained. Sometimes CS make delay so when customer came in early hours they had to wait; it can create a bad impression.
· CBL’s should be smarter when they provide service online. There is problem with ‘City Touch’ app it shows that withdrawal happed but transaction updates takes a long time.
· CBL also takes a long time to recover error in transaction.
· As a customer I feel CBL customer service also need to improve while solving any problem online. They keep customer waiting for long time specially when customer have to set their pin for card. During that time call drops and customer had to do all the process all over again. This increase customer money and time cost. This problem should be solved.
· All the service providers should not discuss any of their personal matters in front of the customers this creates a bad impression.

· As an intern I have faced a problem while doing my office works, there is a no separate chair or desk for interns most of the time I had to 
stand while doing my works or used seniors’ desk when they were not present. There should be at list a chair for interns to sit.
· One more thing I have noticed that when one CS in absent and customer ask for that person others CS or RM do not respond to that problem. They should see customer as a City bank’s customer not as a particular CS’s customer.



[bookmark: _Toc45660342] 4.2 Key Understanding 
By doing research on banking industry I got to know that banking industry is currently doing really well as they increased their service opportunities. In case of The City Bank Ltd I can say that they are in a very good position now. Growth of the bank is increasing day by day. And they are well prepared to compete with the competitors. As I have done research on customer service, I can say through my observation that customers are quite happy. Yes, there is an always room for improvement and CBL has some too if they overcome all the issues they will rise more in this industry.  










[bookmark: _Toc45660343]4.3 Conclusions 
Every bank has their mission and vision. And to accomplish that they take precautions and necessary steps. To sustain in service industry is very difficult, especially when you have so many competitions. Making a competitive advantage over competitors is very tough in case of service industry. Besides that, a bank also needs to follow banks legal rules and fulfill benchmarks to sustain in this industry. 
City bank is one of the top ranked banks in Bangladesh. They have strong brand identity and preferred by many customers. They have a good acceptance in customer that’s why whenever they launch any new service customer highly appreciate that and try that. As such ‘CITY ALO’, ‘CITY TOUCH’ app.  CBL should make the best use of their customer reliability and acceptance and innovate more service to gain more customers and gain more popularity. There AMEX card is also very popular service and this helps them to gain good amount of early profit.

They are now focusing on how to provide customer error free service in a short and fastest way. And as they have an urgency to adapt new technological changes all the time, I am sure they are going to provide proper service through online very soon.
They have a great knowledge in applying marketing for their industry they have proper HR team to control the manpower. City bank takes all the precautions to full fill customer needs. This will help them to expand globally and become the number one bank in the banking industry. (“Report city bank,” n.d.)
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This is a picture of survey paper that I was assigned to take customer feedback in every week.
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