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[bookmark: _Toc122509358]Executive Summary
The aim of this report is to analyze the service quality and customer satisfaction of Dhaka Bank Limited. Service quality measures how well a company meets consumer expectations in terms of the services it provides. Customer satisfaction is measured in terms of how pleased customers are with an organization’s products, services, and abilities. The report has been carefully prepared using the knowledge from the internship experience at the Kalatia Branch of Dhaka Bank Limited on service quality and customer satisfaction. To measure the level of service quality, a structured questionnaire was used that contains five service quality dimensions including service reliability, responsiveness, assurance, empathy, and tangible.
At the beginning of the report, an overview of the company including its mission, vision, goals, and other important information are placed. Then service is defined in detail. Then the emphasis is given to factors influencing service quality. There are 5 dimensions of service- reliability, responsiveness, assurance, empathy, and tangible. If reliability cannot be maintained in the bank, clients will switch to another bank. To build confidence and trust in the mind of the client assurance is an important factor. Responsive entails resolving clients’ issues as quickly as possible. Empathy boosts clients’ loyalty while also earning the client's trust and confidence. For service delivery companies, tangibles are especially crucial since they play a key role in creating strong, motivating, and good consumer associations and experiences through their proprietary assets. All these influence the service quality and if these factors perfectly work then they increase the customers’ satisfaction. After that, this report highlights the importance of the service recovery strategy. The size, trend, maturity, growth of the Industry, and the role of the banking sector towards to our economy are given then. In addition, DBL’s SWOT analysis is given then. Subsequently, some strategies are identified to meet the challenges and opportunities. 
This study included data from both employees and clients to evaluate the performance of Dhaka Bank Limited in terms of service quality. Results show that among the service reliability, responsiveness, assurance, empathy, and tangible variables, empathy is mostly practices followed by tangibles. Based on the results, this report provides some discussion and recommendations for Dhaka Bank Limited.  

Key words: Service Quality Dimensions, Customer Satisfaction, Dhaka Bank Limited, Bangladesh. 
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[bookmark: _Toc119269566][bookmark: _Toc119269864][bookmark: _Toc122509361]Introduction
This report is about my internship program which I have completed from Dhaka Bank Limited (Kalatia branch). It is an essential report which has to write every student under a respective faculty. I have prepared my report under, Kawsar Ahmed, respective faculty of UIU. Sir has assigned topic for this internship which is “Service Quality and Customers Service of Dhaka Bank Limited”. 
In this report I have worked three months as an intern at Dhaka Bank Limited (Kalatia Branch). I try to gather primary information from Dhaka Bank Limited (DBL) and researched materials as needed, analyzed these, and then finalized the report. Despite the fact that I am still learning, this report helped me understand the fundamental concepts of a bank's service quality and customer satisfaction.
There are many banks in Bangladesh but I have chosen DBL as it is one of the leading private sector commercial banks in Bangladesh. It provides a wide range of services, which including leasing financing, foreign exchange, international trade, and client service.
[bookmark: _Toc91876001]
[bookmark: _Toc122509362]Objectives of the report
My report's main goals are to learn about the various services offered by the bank and to satisfy the criteria for the partial fulfillment of my BBA degree. 
The following are the primary goals of the practical orientation program in banks:
· To evaluate the level of customer satisfaction with the services of Dhaka Bank Limited 
· To evaluate the influence of service quality dimension on the service quality of Dhaka Bank Limited 
· To recommends some course of action for quality improvement of the financial services of Dhaka Bank Limited 
[bookmark: _Toc91876002]
[bookmark: _Toc122509363]Research Methodology
The information I have gathered from numerous sources and applied to generate the report. My report is primarily made up of my practical observation and research.
All of the data and information needed to finish this study were gathered from both primary and secondary sources.

· Primary Sources
· One to One interaction with both clients and employees.
· Monitoring throughout my internship program.
· Practical banking work.

· Secondary Sources
· Documents and files of the DBL’s office.
· Annual report of DBL.
· Daily notes kept by me.
· Official website of DBL.
· Online Articles.
· Various websites searched in Google.

[bookmark: _Toc122509364]Limitation of the Report
I have faced some limitation during my internship program.
· To a general overview of the bank, its operations, its competitive advantage, and its business situation.
· Limited time for the study and observation.
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[bookmark: _Toc122509367]Specification of the industry
Bank is a service organization. Their main task is to provide service to its clients in exchange for money. Bank lay on banking industry.
A financial organization is a firm that provides its customers financial services. An organization that provides financial services is functioning as a financial intermediary. Our finances are mostly under the control and supervision of regulatory authorities such as the Central Bank.
A bank means financial intermediary which issues loans and advances directly to customers or accepts deposits indirectly through the capital markets and distributes these deposits in lending operations. Banks associate clients with a capital deficit and clients with a capital surplus.
Banks in Bangladesh have a robust position over the economic system regardless of the country's political unrest or instability, considering the alternative index of the economic system, the boom and the viability of banking in Bangladesh is far better than that of different nations. The overall profitability boom of banks in Bangladesh is more than 30 percent in comparison with the GDP boom of 6 percent. It is to be cited that even the economic system of Bangladesh isn't accomplished continuously, however still the banking enterprise of Bangladesh is increasing and plays a fantastic role inside the growth method of industrialization.

[bookmark: _Toc122509368]Size, Trend and Maturity of the Industry
Bangladesh is a middle-class developing country in South Asia. Since independence in 1971, Bangladesh has worked hard to rebuild its economy as an independent country freed from Pakistani manufacturers. As a result of the aftermath of the liberation war, the country's economy was devastated.
In the process of reconstructing the country many changes were brought in, including the nationalization of many private banks and many abandoned business industries owned by the Biharis. At that time changes were made in the government strategies. For the first time in history, in the 1980s, three commercial banks started their banking activities. After that the banking sector has improved very much. Today, there prevail many political barriers. However, despite the drawbacks the commercial banks are maintaining to be a financially stable, profitable and resilient industry which is indicative of the strong implementation of regulations in Bangladesh.
In 1980, the banking sector expanded significantly with the emergence of private banks. Banks play quite a positive role in the economic growth of the country. In our development, even if we talk about public and private banks and specialized foreign banks, they all played their role in the development stage. As the new country in the world map in the 1970s, we even organized what the country had in the past, which was severely degraded by the liberation war. Since then, many factors can act as catalysts in today's economy, but the contribution of banks should not be forgotten.
At that time, there were many multipurpose societies and cooperatives operating at the same time, but our economy at certain times was not as big as it is today. Moreover, the industrialization movement had not progressed yet. These nationalized banks only dealt with established industries and private SMEs that were already operational. It is also inevitable to deny the minimal contribution to early industrialization as there were no private commercial banks in the beginning. Even after the appearance of private banks in the first half of the 1980s, the activities of private commercial banks did not significantly expand.

The Role of Banking Sector towards to our economy
The banking industry of Bangladesh has grown over the past 20 years and plays an important role in the booming economy of Bangladesh. As the economy has transitioned from a socialist economy to an open market economy, the fundamentals of Bangladesh financial institutions have also changed. In the early 2000s, when two of the country's nationalized banks were privatized and several new banks were allowed to operate in the private sector, the industry had more opportunities to integrate into the everyday life of society. The quality of service, the variety of products, the etiquette and the norms of this business have gradually improved, attracting more people to this business, including residents, and contributing more to the economy than before.
During 1980 and early 1990s, readymade garments of Bangladesh gained good stability in the market. Now, the banking industry in Bangladesh is also functioning as a chief channel of foreign remittance inflow from the country. Bangladeshi workers living overseas at the moment are sending greater foreign currency than the previous time. Banks these days take many tasks to inspire the younger people to go overseas and send foreign currency via the banking channel. A few banks at the moment are taking a program of giving the mortgage to the people who are inclined to visit overseas for earning. Many of the banks have specific deposit schemes for the wage earners abroad.
Bank donations to trade and industrialization are also important. In many booming industries, banks play an important role in the growth of those industries. During the last 20 years, trade and services in our country have increased significantly. Undoubtedly, such an increase would not have been possible without the help of banks.
Agriculture has always been the coronary heart of our economic system. Perhaps, the contribution of agriculture towards the overall portfolio of the economic system is cut back, however still its effect on our economic system is crucial when thinking about our geopolitical life. Banking enterprises in Bangladesh are correlated strongly with our agriculture. 
Growth: From annual report of Bangladesh bank
Although different metrics are used to measure profit and profitability, the most representative and common metrics include Return on Assets (ROA), Return on Equity (ROE).
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[bookmark: _Toc122509369]Technology Factors:
There are large changes occurring in the banking industry in terms of technology sectors. During 2007 or 2008 all activities will be performed manually but nowadays all the activities are now performed by employees with the help of technology. Earlier employees maintained the client's account through the leger book which was handmade. That is very complex and sophisticated but at present employees do their work through desktop and internet. Previously, there was no use of the internet but at present there is use of the internet. The Internet makes our work easier and quicker.
Numerous banks used different types of software to do their transaction related work. Every bank has a computer and information technology division. This division plays a major role in banking sectors. At Dhaka bank Ltd. they used different types of software such as-
· Flexcube, DBCube, El Dorado, Plastic Card, UNIX, Dhaka Bank Server, ORACALL, SWIFT Manager, Western Union, Excel, Word, Nikash, Dhaka Bank Foreign Trade
As well as with the help of technology support Banking Industry brings ATM Card service, mobile banking service, DBL GO App and EZYBANK App. Other banks have this type of app service such as City Bank has citytouch, NRB has NRB click, BRAC Bank has BRAC Bank Astha and Dutch Bangla Bank has NexusPay. These apps make clients life easier as well as employee life also. Technological advancement also ensures the security issue of the clients as well as the banking industry.

[bookmark: _Toc122509370]Political Factors
The banking region seems all powerful however; Government legal guidelines affect the country of the banking sector. The government can intrude within the services of banking on every occasion, leaving the enterprise liable to political effect. This consists of corruption among political events, or precise legislative legal guidelines together with labor legal guidelines, change restrictions, tariffs, and political stability.
According to the Transparency International Bangladesh Report, due to political stress and illegal intervention, there are many defaulted loans. TIB also reported that as Bangladesh bank is influenced by particular groups, lack of governance and corruption is prevalent. 
Thus, Bangladesh bank is not only a loss of tracking by way of the valuable bank over the last decade mainly due to defaulted loans that is the issue right here, however also the reality that delinquent borrowers were given a unfastened skip as a result of political pressures. In some times, it has clearly been made less complicated for them to hold on their misdeeds, such as the comfortable rescheduling facility provided via Bangladesh Bank closing year which allowed antisocial borrowers to regularize non-performing loans and artificially carry down the quantity of defaulted loans.
Moreover, the finance ministry's manipulation over state-run banks and its impact over appointments, allegedly based totally on political considerations only, have weakened Bangladesh Bank's autonomy. This has been exacerbated with the aid of authorities having an effect on, and the influence of a few outstanding commercial enterprise businesses, on appointments within the principal financial institution. The end result has been a total loss of transparency and responsibility. As democracy is entitled to a self-sufficient country bank and financial regulatory authority, yet ours is completely below the grip of political affect. [5]
[bookmark: _Toc122509371]Legal and Regulatory:
 There are some rules and regulation set by Bangladesh bank to open a bank in Bangladesh which is given below:
1.New commercial banks must provide their status. 
    1.1. It should be a public limited company which is incorporated in Bangladesh. 
2. Required paid up Capital needs to be established by the bank.
    2.1 Under the Bank company Act 1991, commercial banks need to set their paid up capital not    less than 400.00 crore.
3. Payment Mode:
3.1 For corporate banks in Bangladesh, the capital contribution of proposed bank sponsors and subscribers must be liquid and unrestricted (such as cash or approved securities) and subject to the lien of Bangladesh Bank.

4. Sponsors and share capital:
Sponsors of the proposed bank must give an initial minimum capital 400.00 crore taka.
5. Sponsors/ Directors Test:
5.1 The competence, integrity and qualifications of the proposed bank sponsor to serve as an initial director will be evaluated. The evaluation process adds administrative or judicial decisions, background checks to determine whether previous employment, including occupation, integrity, casts doubt on their ability or sound judgment 
6. Proposed bank management:
6.1 A Director to any banking organization apart from the proposed bank will not be a Director.
     6.2 Up to 13 members of board of directors will be accepted.
6.3 The maximum number of directors in a family is limited to two if the total share in the family exceeds 5% and to one director if the total shares in the family exceeds 5%.
     6.4 proposed bank CEO must have 15 years of experience in the banking industry.
7. Proposed bank's Operation system:
7.1 The ratio between urban bank branch and rural bank branch shall be 1:1 or as per guidelines issued by Bangladesh Bank from time to time.
7.2 New Bank shall be financed from at least 5% of its total loans to the agriculture sector or as directed by Bangladesh Bank from time to time.
7.3 Banks should be involved in Corporate Social Responsibility (CSR) activities. New banks must spend at least 10% of the previous year's net income on CSR.
8. Necessary documents / information/ analysis must be submitted to Bangladesh Bank. [6]



[bookmark: _Toc122509372]Industry Rivalry:
In the Banking industry there are a lot of competitors. All banks try to offer new service to its clients to attract more clients. That’s why all banks set a variety of targets for short terms. After 1971 there are numbers of bank established which are mentioned below:

[bookmark: _Toc118742456][bookmark: _Toc118999998][bookmark: _Toc119000928][bookmark: _Toc119269877][bookmark: _Toc122509373]Specialized Banks in Bangladesh
Ansar-VDP Unnayan Bank, Bangladesh Krishi Bank, Palli Sanchay Bank, Rajshahi Krishi, Unnayan Bank (RAKUB), amd Shimanto bank

[bookmark: _Toc118742457][bookmark: _Toc118999999][bookmark: _Toc119000929][bookmark: _Toc119269878][bookmark: _Toc122509374]Bangladesh Government Bank 
Agrani Bank Bangladesh, BASIC Bank Bangladesh , Janata Bank Bangladesh, Pubali Bank Bangladesh, Rajshahi Krishi Unnayan Bank Bangladesh, Rupali Bank Bangladesh, Sonali Bank Bangladesh, The Krishi Bank Bangladesh, and Uttara Bank Bangladesh

[bookmark: _Toc118742458][bookmark: _Toc119000000][bookmark: _Toc119000930][bookmark: _Toc119269879][bookmark: _Toc122509375]Private Bangladeshi Banks
AB Bank Limited, Al-Arafah Islami Bank Ltd., Bangladesh Commerce Bank Ltd, Bangladesh Development Bank Limited, Bank Alfalah Limited, Bank Asia Limited, BRAC Bank Limited, Citibank N.A, Commercial Bank of Ceylon Ltd., Dhaka Bank Limited, Dutch Bangla Bank Limited, Eastern Bank Limited, Exim Bank Bangladesh, First Security Islami Bank Limited, ICB Islamic Bank Limited, IFIC Bank Limited, Islami Bank Bangladesh, Jamuna Bank Limited, Meghna Bank Limited, Mercantile Bank Bangladesh, Midland Bank Limited, Modhumoti Bank Limited, Mutual Trust Bank Limited, National Bank Limited, NCC Bank Limited, NRB Bank Limited, NRB Commercial Bank Limited, NRB Global Bank Limited, One Bank Bangladesh, Prime Bank Limited, SBAC Bank Ltd., Shahjalal Islami Bank Limited, Social Islami Bank Ltd., Southeast Bank Ltd., Standard Bank Ltd., The City Bank Limited, The Farmers Bank Limited, The Premier Bank Bangladesh, The Trust Bank Bangladesh, Union Bank Ltd.,and United Commercial Bank Limited

[bookmark: _Toc118742459][bookmark: _Toc119000001][bookmark: _Toc119000931][bookmark: _Toc119269880][bookmark: _Toc122509376]Foreign Banks in Bangladesh
Habib Bank Ltd., HSBC Bank in Bangladesh, National Bank of Pakistan, Standard Chartered Bank in Bangladesh, State Bank of India in Bangladesh SBI, and Woori Bank Bangladesh [7]

All of these banks compete with one another, that’s why the banking industry is a very competitive sector. A newcomer will face a huge challenge to enter into this market as well as it is quite difficult for current financial organizations to sustain in the long run.

[bookmark: _Toc122509377]Summary of Challenges and Opportunities
Currently the banking sector is facing huge challenges of unstable foreign exchange rate and inflation. That's why there is a shortage in trade. On this scenario to mitigate this huge challenge all private and government banks should work together. Central bank had to set an embargo on imports on unnecessary products for reserving the foreign reserve amount. To prevent the foreign reserve crisis, some margins have been set by the central bank to open LC. [8]
To do business there are different types of challenges one must have to face in a competitive market. As we already know that the banking industry has many rivalries, it is very much challenging for newcomers to enter into this market. In the following section those challenges are mentioned:
1. [bookmark: _heading=h.m2cbcquyymh4][bookmark: _Toc118742466][bookmark: _Toc119000933][bookmark: _Toc119143078][bookmark: _Toc119269584][bookmark: _Toc119269882]Increasing Competition:  Most common Challenge is Industry Rivalry. As the banking industry grows day by day and people are very much associated with baking activities, there is a high possibility of newcomers. In the market there are a lot of competitors available in the market continuously. They are trying to boost their business by offering new service at a lower price as a result it is very much challenging for the banker to prepare themself cost effectively. Whenever people find something new and interesting, other people will switch to another brand. That way it is very challenging, bankers always need to understand customer’s hidden needs and be up to date.
2. [bookmark: _heading=h.iwrns4ijvrg2][bookmark: _Toc118742467][bookmark: _Toc119000934][bookmark: _Toc119143079][bookmark: _Toc119269585][bookmark: _Toc119269883]Regulatory Compliance: Bangladesh bank’s requirement must be fulfilled to open a bank in our country. Sometimes any rules regulation changes become problematic for the bank to cope up with those changes.
3. [bookmark: _heading=h.jvznb2ql4alu][bookmark: _Toc118742468][bookmark: _Toc119000005][bookmark: _Toc119000935][bookmark: _Toc119143080][bookmark: _Toc119269586][bookmark: _Toc119269884]Changing Business Models: As customer’s needs and preferences are changing so it is necessary to change the business model also. No one can do business by following one business model. Sometimes it is very difficult for them to continuously change the business model.
4. [bookmark: _heading=h.oke8ixuobkcs][bookmark: _Toc118742469][bookmark: _Toc119000006][bookmark: _Toc119000936][bookmark: _Toc119143081][bookmark: _Toc119269587][bookmark: _Toc119269885]Rising Expectations: Customers always find better service with a competitive price. If one bank can offer lower service charges along with good service then it is very much challenging for others. As technology is growing fast, bankers need to be up to date.
5. [bookmark: _heading=h.ihkkutvy7wh][bookmark: _Toc118742470][bookmark: _Toc119000007][bookmark: _Toc119000937][bookmark: _Toc119143082][bookmark: _Toc119269588][bookmark: _Toc119269886][bookmark: _heading=h.qg9zfhzvyrz][bookmark: _Toc118742471][bookmark: _Toc119000008][bookmark: _Toc119000938][bookmark: _Toc119143083][bookmark: _Toc119269589][bookmark: _Toc119269887]Customer Retention: There is a tendency of switching customers to other companies so bankers need to always keep in mind how to make customers loyal. To make them loyal sometimes it is very difficult. Sometimes employees need training.
6. Outdated Mobile Experiences: There are a lot of clients available who do not have any smartphone device. So it is essential for bakers to motivate them towards buying new smartphones and make clients educated.
7. Security Breaches: Nowadays maximum banking activities are done through internet service and software. So there are high chances of hacking that data. So they need to have a lot of consensus about the security issue.
8. Low quality of assets: The main assets that banks use as investments are reserves, cash in collections, other bank deposits, securities and, most importantly, loans. However, there are some problems in our banking sector related to the low quality of assets used by banks on a daily basis. There are two major problems related to asset quality problems that were identified in the banking sector that is the reserve requirement for the bank, Statutory Liquidity Ratio (SLR) is 13% and Cash Reserve Ratio (CRR) is 4%. (Source : Bangladesh Bank)
 If a bank has more money than it needs, it is called excess reserves. Eligibility required bank reserves are very important to the economy of any country. This is because when a bank has excess reserves, the money held in the treasury or in another sector is shown as idle money that does not generate any return.
· Surplus: Commercial banks tend to deposit excess liquidity with the central bank, where the central bank charges 5.75% interest, but on the other hand, when banks borrow money from central banks, they charge 8.75% of the interest rate. In the current situation, commercial banks deposit their surplus or excess money with the central bank instead of borrowing, which increases the cost of the central bank or Bangladesh Bank.
· Lack of good governance, accountability and transparency: The banking sector of Bangladesh has continued to make significant progress, but despite this situation, foreign countries are finding our banking system and banking operations suspicious. This is caused by the latest news about bank directors and presidents' political parties. It was also possible to carry out large banking operations using the bank's goodwill, which would call into question the independence and reliability of our banking sector and its operations. What banks report in their annual report due to lack of good governance and government documents and the data they contain may or may not be accurate. The government is failing to meet its credit growth target, fueling a decline in investment. The Incremental Capital Output Ratio (ICOR), which measures public investment, has shown that Bangladesh's GDP could grow, which has deteriorated in recent years. Credit growth has declined in recent years due to monetary policies implemented by Bangladeshi banks, political unrest, unrest in Bangladesh and most importantly, lack of infrastructure and lawlessness.
Inadequacy of effective risk management system: A risk management framework is a combination of several terms, including asset quality, capital adequacy, bad debt, cost/return ratio, return on assets (ROA), and return on equity (ROE). Capital adequacy is a buffer against bank failure. Capital adequacy is measured as equity relative to risk-weighted assets. Central bank regulations stipulate that commercial banks must have 10% of risk-weighted assets (RWA) or tk. 200 which is more than the minimum capital required by the bank. A situation has arisen where the bank does not have or cannot hold the necessary capital. This is called "capital shortage". In such a situation, the government must restore. Capital status under the extended line of credit loans secured by the IMF. At the end of 2013, the bank's capital shortfall was tk. 8863 core. In order to meet the requirements of the IMF, the Minister of Finance has decided to amend the proposal on increasing the bank's capital, 4100 cores will be distributed to this banking sector in the first stage for lack of capital. The only indicator that shows whether the banking sector is doing well is the Expense Earnings Ratio (EIR). A high EI score is not good or sensible for banks. Reasons for high EI in Bangladesh include loan loss provisions, high administrative and overhead costs, deferred interest on classified loans and lack of regulatory.

Opportunities 
A business opportunity, additionally known as bizopp, is the danger of taking advantage of an incident in the marketplace to start an enterprise. It involves some sort of beneficial condition which exists within the market. A commercial enterprise possibility is what makes a few companies prevail while others fail. Along with challenges there are so many advantages are also available in the market for the banking industry which are mentioned below:
· Advances in Technology: The banking industry has always been technology driven. This shows that currently the digital services offered by banks are completely based on technology. However, banks must continue to embrace the latest technological advances. To attract the next generations, we need to focus on offering newer products and services.
· Rural Growth Opportunities: One of the weaknesses of the banking industry is its limited presence in rural areas. But this vulnerability can actually turn into an opportunity. The bank will significantly increase its customer base by expanding into villages and serving rural areas.
· Social Evolution: Human society changes both economically and culturally. Customer needs and demands will inevitably change with increasing income levels in this complex environment. Banks must adapt to this changing society. The industry will strengthen its position with better services in the future.
· Growth of Private Banking Sector: The global banking industry is tightly regulated by public sector banks and their respective central banks. With the emergence of private sector banks, the sector is undergoing structural and functional changes, mainly due to the introduction of new technologies and increased competition to benefit end customers. [10]

[bookmark: _Toc122509378]Background of the Company: Dhaka Bank Ltd
History Overview
As the introducer of private banking systems in Bangladesh, Dhaka Bank Limited transfigures its spectacular past into a constructive present which gives the foundation for creating a glorious future. Hence it was established in 1995, Dhaka Bank Ltd given the strength and commitment in the financial zone which helped to gain the trust of people in terms of delightful service and added value to the shareholders. It helped to get a position in a high place in the financial sector in every sphere. To keep up with the time and harmony with both national and international activities of economics and for contributing to all modern services. It is a kind of financial institution that has an automatic system in all its branches with a well-generated computer network that helps to coordinate with the competitive era of economics. It is determined to pursue various ways to accommodate the needs of every client. This institute was incorporated in the Companies Acts 1994 which falls under the sector of the public limited company. They started their operation on 5th July, 1995 with the authorized capital of 1,000 million BDT and paid up capital of 100 million BDT. Their paid up capital stood at 9,496,257,530 BDT on 31st December  2021. The total equity (capital and reserve) of the bank stood at 8,958,724,090 BDT on 31st December 2020

Present Scenario of Dhaka Bank Ltd.
There are in total 106 branches Dhaka Bank Limited currently has opened in 31 districts. It also has plans to inaugurate more branches in the recent fiscal year to expand its operations. They offer variety of investment and banking services to corporate and individual clients, supported by technology and a team of talented, qualified as well as inspired employees. Now they have ATM service in every branch and as technology is growing faster, they have enabled an option that a person can open a bank account with the smartcard.

[bookmark: _Toc122509379]The Commitments
Customers are the main priority for every business. Dhaka Bank values its customers. Without creating any value, no one can run any business. DBL tries to offer superior products and services to its customers. Dhaka Bank has reached its 27 years in the banking sector. On this exciting achievement, they committed to some core values which are given below- 
 
· Patience: Dhaka Bank Limited is committed to being patient. They calmly listen to clients without becoming anxious.
· Focus: Their center of interest is to provide excellent service to the clients.
· Goal: To ensure excellent banking service through skillful employees to the clients.
· Experience: To provide quality service they have skillful and experienced staff members.
· Loyalty: They are committed to making clients loyal to the company.
· Care: They respect individual clients and carefully solve their problems.
· Sincerity: DBL ensures they will keep their promises.
· Foresight: DBL has experienced staff, so they can predict what opportunities or threats may come in the near future.
· Punctuality: They are committed to doing a task within the required time.
· Trust: Clients can trust DBL and DBL also trust their clients.
· Knowledge: Through proper communication with the clients, many essential information can be communicated between clients and staff.

[bookmark: _Toc122509380]The Mission
“To be the premier financial institution in the country providing high quality products and services backed by latest technology and a team of highly motivated personnel to deliver Excellence in Banking”

[bookmark: _Toc122509381]The vision
At Dhaka Bank, their vision is to assure a standard that makes every banking transaction a pleasant experience. They offer supreme service through accuracy, reliability, timely delivery, cutting edge technology and tailored solutions for business needs, global reach in trade and commerce and high yield investments.

[bookmark: _Toc122509382]Slogan of DBL
Every organization or company have their own slogan which upholds their companies’ brand value. Dhaka Bank has a unique slogan that is mentioned below.  
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      “Excellence in Banking” 

Actually they are committed to provide excellent service in the banking industry. Customers are always happy to have better service from the organization. In banking sectors clients seek for quality service as well as better offers.

[bookmark: _Toc122509383]Corporate Values
Corporate values are also known as business values or core values. Fundamentally, a company's values ​​are a combination of several guiding principles and beliefs that support a group of people who work together as a team and are focused on the company's goals. Corporate values are related with customer and business relationships as well as company’s growth. 
Corporate values of Dhaka Bank Limited are given below:
· Customer focus: Customers are the key success factor. If customers are dissatisfied with the company then no company can sustain in the market. They always prioritized customer’s needs and wants.
· Integrity: Dhaka Bank Limited ensures that they are trustworthy and responsive.
· [bookmark: _heading=h.gjdgxs]Team work: To provide better service coordination of work is an important part. All the employees of this organization worked as a group or team.  
· Respect for the individual: All employees and clients get equal respect and priority.
· Quality: This bank provides quality service to the client that’s why customers are satisfied with the service. As a bank is a service oriented sector, it is mandatory to provide better quality service to gain customers attention.
· Responsible citizenship: Dhaka bank limited strongly participated in the financial sectors as well as participated in corporate social activities.

[bookmark: _Toc122509384]Value Measurement
Without measurement, it is difficult to say whether the values are perceived by customers or not. To measure the value following things are needed –
· High morale: Whether employees give their best in the workplace or not.
· Environmental conscious: Environmental awareness refers to caring about natural habitats and using renewable assets. Whether it is maintained or not.
· Customer focus: Whether DBL’s activities are client oriented or not.
· Integrity: The exception of being sincere and having strong ethical standards.
· Quality: Whether promised service quality is served or not.
· Teamwork: Employees work as a team or not.
· Transparency and Accountability: Transparency serves to attain accountability, because of this, particular authorities can be held answerable for their actions.

[bookmark: _Toc122509385]Flowed Strategies
Without proper strategy it is difficult to attain a specific goal of an organization. Strategies are some techniques which are used by organizations to reach their target. Sometimes organizations take short term strategies as well as long term strategies. Dhaka Bank Limited also follows some strategies which help them to guide toward the vision and mission.
· To achieve synchronized and steady growth of the bank.
· Using all available resources to create and implement various plans, policies, and procedures. 
· Deploying a team of professional employees. 
· Establishing DBL as a successful example of a private commercial bank. 
· Forming a strong deposit base.
· To provide a quick response to changes in market demand, new products and facilities are introduced, and existing products and services are improved at a cheap cost.
· Holding up corporate personality and quality.

[bookmark: _Toc122509386]The Goals
Goals refer to an endpoint, accomplishment or goal a corporation wants to obtain within the brief term or long time. A purpose, in commercial enterprise, describes what an organization expects or hopes to perform over a specific duration. Dhaka Bank Limited has some specific goals that are mentioned below:
· To earn outstanding financial gain from the center of a free economy.
· To become the best bank by providing superior services at a reasonable cost.
· Ensure standardized financial service to the customers.
· To achieve systematic growth.
· Increase shareholder’s assets.
· Create a comfortable atmosphere for customers so that they are interested in doing business with Dhaka Bank Ltd. 
· To maintain business morality.

[bookmark: _Toc122509387]The Objectives
The goal of a commercial enterprise is achieving an end result that a corporation pursuits to achieve. It additionally includes the techniques that will be used to get there. To achieve specific goals DBL set some business objectives.
· Creating a cost effective fund base.
· To create sound investment and loan.
· Compliance with capital adequacy requirements for all progress.
· Ensure a satisfied workforce.
· Increase loan quality and facilities and build up a source of income.

[bookmark: _Toc122509388]Highlight Corporate Profile
	Name of the Company
	Dhaka Bank Limited

	Legal form
	A public limited company incorporated in Bangladesh on 6th April 1995 under the Companies Act, 1994 and listed in            Dhaka  Stock Exchange Limited and Chittagong Stock Exchange Limited.

	Dated of Commencement
	5th July 1995

	Registered office
	Biman Bhaban (1st Floor),100 Motijheel C/A, Dhaka-1000,  Bangladesh

	Swift Code
	DHBLDBBH

	E-mail
	dhakabank@bdonline.info

	Web Page
	www.dhakabankltd.com

	Managing Director
	Emranul Huq

	Company Secretary
	 Mr. Md. Shahjahan Miah

	Head of Finance & Accounts
	 Sahabub Alam Khan

	Head of Internal Control & Compliance
	 S.M Abdullah Hil Kafi

	Co. Chartered Secretary
	 Mohammad Shahzahan Mia

	Web Credit Rating Agency
	www.dhakabankltd.com Emerging Credit Rating Limited



[bookmark: _Toc122509389]Operation of Dhaka Bank Limited
Dhaka Bank Ltd, considering the fact that its inception is a totally focused financial institution relying on technology, has now a network of 31 branches strategically positioned in unique cities. All the branches are functioning in an automated environment and included in Wide Area Network (WAN). Dhaka Bank is one of the first few Bangladeshi banks who became members of SWIFT (Society For WorldWide InterBank Financial Telecommunication) in 1999. By becoming a member of SWIFT the financial institution has unfolded opportunities for uninterrupted connectivity with over 5700 user institutions in 150 nations round the world.
Training played an important role in staff development. Efficient and effective people are the most important part of an organization's growth and sustainability. The Board of Directors of Dhaka Bank, which led the establishment of the Dhaka Bank Training Institute (DBTI) in 2000, duly recognized the need to continuously improve the professional excellence of Dhaka Bank's staff. DBTI is currently operating at an optimal level. These training programs are plotted by TIN (Training Need Assessment). In 2020 Dhaka bank limited managed training program for officers and Executives. For 2,790 Officers and Executives, Dhaka bank limited supervised  78 training programs which cover 50 diverse courses. In addition to traditional banking-related training programs, DBTI has organized, facilitated and managed different workshops, executive development programs and discussion meetings to meet the challenges of the 21st century banking industry.
    
[bookmark: _Toc122509390]Departments of Dhaka Bank Limited
I have done my internship at Dhaka Bank Limited Kalatia Branch from 1st July, 2022 to 30th September 2022. From the instances I spent there, I actually have got the chance to work in the General Banking department of Dhaka Bank Limited. The activities I had carried out in that department have given me the chance to learn to communicate and convey obligation inside me. Dhaka Bank Limited maintains the interrelationship among the employees in a proper and sorted out manner which is controlled by the framework effectively. Various division of DBL is the following:
Human Resources Division: Dhaka Bank’s HR arrangement underlines on giving career success, development openings, and due acknowledgment of everyday execution. To arrange, improve the financial data at the workers Dhaka Bank Training Institute (DBTI) sorts out both in-house and outside training.
Personal Banking Division: A monetary workplace where employees design the services for clients, for example, credit and debit cards, checking and savings accounts, loans, certificates of deposit (CDs), and more. Based on customers' demand, employees design services. In here all the activities are designed only for individual customers not for the business.
Treasury division: Financial management includes the company's collection, expenditure, concentration, investment and financing activities. Financial risk management may also be involved. Most banks have a dedicated department dedicated to managing their finances and supporting their customers' needs in this area. Their principle work is to make selections in regards to buying and promoting remote money.
Computer and Information Technology department: Internet banking is a critical component for the IT division to address. This department is a dynamic department of DBL where representatives continually preserve to attend to any problems. All the chiefs and administrators of the IT department, work continuously to build up the whole IT section. The IT department handles the FlexCube, software in which they store, retrieve and delete data. This Division performs key activity within the centralization of Trade Finance and Credit sports.
Credit division: Credit management is the department of a bank or lender that is tasked with managing the entire credit process. The credit manager is responsible for conducting a background check on prospective clients to determine their ability to repay principal and interest. The credit score financial institution determines the quantity of mortgage with the intention to be distributed to the customer. Credit Policy Committee (CPC) is constructed from the Manager, the Operation supervisor, the Assistant Vice Presidents (AVPs) liable for credit division. 
Operation division: This is an essential section of the bank. The operations department ("back office") of an investment bank or investment management firm is the "engine room" of a financial organization that ensures the right amount of information, money and products. DBL guarantees millions of transactions which are processed every day.
Finance department: This is taken into consideration to be one of the maximum dominant branches of Dhaka Bank Limited. It maintains tracks of each single transaction that took place through Dhaka Bank Limited all over Bangladesh.
Audit and Risk Management department: In banks, Audit and risk management, they execute a plan to prevent possible losses. Traditionally, risk management practices in the banking industry have focused on managing the institution's risk of loss or exposure and protecting the value of its assets. This department is liable for overseeing the whole risk management system, compliance process, financial reporting process, audit program and auditor performance.

[bookmark: _Toc122509391]Products & Services of DBL
A product can be defined as a commodity that may be offered to a market to fulfill the wishes or wants of the customer. There are four types of major products at Dhaka Bank limited as well as various services are available.
1. Corporate Banking
2. Retail Banking
3. Global Trade Service and
4. Small & Medium Enterprise
1. Corporate Banking: Corporate banking refers to the factor of banking that deals with corporate clients. Corporate banking is an extended-term relationship that entails conventional banking, chance management, and financing services to organizations.
Corporate banking is divided into the following:
· Asset Securitization
· Fund Syndication
· Working Capital Financing
· Financial Services & Corporate Advisors
· Trade Financing
· Project Financing
· Structured Syndication & Finance
2. Retail Banking: Retail banking is a way for consumers to manage their cash, have access to take loans, and deposit their money. Banking services which might be regarded as retail include provision of financial savings and transactional debts, debit cards, credit cards, mortgages, personal loans.
There are nine types of products that are offered by retail banking. Products are listed below:
Bundled Savings Products
· Salary Account
· Car Loans
· Credit Card
· Deposit Pension Scheme
· Housing Loans
· Personal Loans
·    Students’ Ledger
·    Gift Cheque
Dhaka Bank Saving Bundle Product is the first of its kind in Bangladesh. The package is a unique package that combines all the flexibility of checking accounts with the interest-bearing option of savings accounts. This financial savings account has three schemes, particularly-
· Dhaka Bank Silver Account, Dhaka Bank Gold Account and Dhaka Bank Platinum Account
Retail banking department is composed of 4 units available in all of DBL branches:
· Marketing and Business Development Unit (Loans & Cards)
· Risk Assessment and Credit Approval Unit (Loans & Cards)
· Loan Operations and Disbursement Unit 
· Legal and Recovery Unit
3. Global Trade Service (GTS): DBL’s International Division divided into 2 parts such as FI (Financial Institutions) and RU (Remittance Unit). They have 19 Authorized Dealer Branches and 1 Off-shore Banking Unit as well as 550 Correspondents around the world. The offerings furnished by using DBL underneath the GTS are:
· Export Credit Letters, Letter of Import Credit, Negotiations and documentary collection and Local guarantees of counter-guarantee.
4. Small & Medium Enterprise (SME): Small and Medium Enterprises in countries like Bangladesh anticipate a compelling task in making new openings and increasing financial development.  The business team of DBL’s SME  tried to boost their Credit Assessment Process, maintaining and handling  the regulatory compliance issues, confirm exact credit discipline to address as well as control Non-performing in agricultural sector and MSME. Dhaka Bank has nearly performed its required SME showing of 25.00% of Bank’s total loan portfolio. In 2018, SME portfolio elevated by 15.07% than that of 2017 and it has been able to reduce NPL by 0.96%.
Services of DBL: There are different types of service Dhaka bank limited provides its clients in exchange of money. Such as: Islamic Banking, Off-Shore Banking, Locker Services, Online Banking, ATM, Capital Markets, Corporate Banking ,Retail Banking, GTS, SME ,Credit Cards, Utility Bill/Tuition Fee Collection, Letter of Credit, Western Union and other money transfers such as Rupali, Placid, etc.

[bookmark: _Toc122509392]Board of Directors
Numbers of people elected by the shareholders of a company to control the company’s business are appointed as officers. Dhaka Bank Limited also has a chairman and a vice chairman. On the other hand DBL has two independent directors and one CEO and managing director.
In the following section board of directors names are given:
Chairman: Mr. Abdul Hai Sarker
Vice Chairman: Mr. Md. Aman Ullah Sarker	
	Directors

	Mr. Reshadur Rahman
	

	Mr.Amir Ullah

	Mrs. Rokshana Zaman
	

	Mr. Abdullah Al Ahsan

	Mr. Altaf Hossain Sarker
	

	Mr. Jashim Uddin

	Mr. Khondokeeer Monir Uddin
	

	Mr. Mirza Yasser Abbas

	Mr. Mohammed Hanif
	

	Mrs. Manoara Khandaker

	Mr. Tahidul Hossain Chowdhury
	
	Mrs. Rakhi Das Gupta



Independent Directors: Mr. Ahbab Ahmad and Mr. Feroz Ahmed 
Managing Director & CEO: Mr. Emranul Huq
[bookmark: _Toc122509393]Executive Committee
It is a tiny organization with close ties through leadership who can get collectively, often with little awareness, to cope with pressing issues that have an effect on the organization drastically, inclusive of an emerging disaster. The executive committee has the ability to act on behalf of the whole board. In the following section DBL’s executive committee’s names are given:

	Mrs. Rokshana Zaman
Chairperson

	Mr. Reshadur Rahman
Member

	Mr. Altaf Hossain Sarker
Member

	Mr. Mohammed Hanif
Member

	Mr. Khondoker Monir Uddin
Member

	Mr. Mirza Yasser Abbas
Member

	Mrs. Manoara Khandaker
Member



[bookmark: _Toc122509394]Audit Committee
Audit Committee is one of the principal continuing committees of a company's board of directors responsible for overseeing financial reporting and disclosures. It includes non-government directors of the business enterprise installation by means of the board of administrators to ensure company governance and responsibility. DBL also has audit committee which is given below:


	Mr. Ahbab Ahmad
Chairman

	Mr. Abdullah Al Ahsan
Member

	Mr. Tahidul Hossain Chowdhury
Member

	Mr. Md. Aman Ullah Sarker
Member



[bookmark: _Toc122509395]Risk Management Committee
The risk management committee will compare large hazard exposures of the Company and assess management's actions to diminish the exposures in a well-timed way. Risk management is the manner of figuring out, measuring and treating assets, legal responsibility, earnings, and personnel exposures to loss. 
	Mr. Khondoker Monir Uddin
Chairman

	Mr. Md. AMIR ULLAH
Member

	Mr. Jashim Uddin
Member

	Mr. Mirza Yasser Abbas
Member



[bookmark: _Toc122509396]Organizational Organogram of DBL
It is a diagram that suggests the shape of a business enterprise and the relationships and relative ranks of its components and positions/jobs. DBL has different types of organogram based on Owner’s level, Executive level and Office level.
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[bookmark: _Toc122509397]Corporate Social Responsibility (CSR) By DBL
Corporate social responsibility (CSR) means organizations should play a role in their communities and which business decisions may consider social impacts and environmental impacts. Dhaka Bank fulfills its corporate social responsibility. They spend 2% of their tax revenue every year on CSR practices. They have also implemented many social welfare and community development initiatives. They donate-
· When the whole nation suffered from the pandemic, Dhaka Bank stood beside the nation by donating ambulances, PPE, oxygen cylinders, etc.
· Bangladesh Football Federation (BFF) has signed a women's football sponsorship deal with Dhaka Bank.
·  In Chittagong Anti-Drug Campaign.
· Donation to Prime Minister's Relief Fund for Families of Military Victims of the at BDR Headquarters, Peelkhan, Dhaka, Taka 25 Lac on 10 March 2009
·   During 2009 donation to BIRDEM Hospital of Taka 24 Lac.
·  During 2009 they donated in the Center for Women &Child Health Hospital taka 24 Lac.
· Participated in Career Fair
· Providing 5Lac taka to Bangladesh Tennis Federation (BTF) as sponsorship of 23rd Bangladesh International Junior Tennis Championships.
·  Donating 5 Lac taka for Shahidbagh Jame Mosque.
· Donating 20 Lac taka Kapasatia Jame Mosque.
· Providing 10 Lac money for the Aila Cyclone Victims.
· Providing 2 Lac taka for the Players and Officials of the National Hockey Team for winning the 3rd AHP Cup Tournament which is held in Singapore .
· Providing 8Lac taka for Bangladesh Athletic Federation Sponsorship of 25th National Junior Athletic Championships.
· Giving 10Lac taka for Bangladesh Olympic Association for sponsorship of BOA Sports Development Lottery.
·   Donation to Bangladesh Eye Foundation
·   Donation to SEID Trust
·   Donation at Motijheel Govt. Boys High School
·   Donation at Ideal School and College
· Donation at BADC High School.
·  Donation at Bangladesh under-19 Cricket team.
·  Taking some steps for beautification in our city.
·  Arranging concert parties for various occasions.
·   They provide a Umbrellas to the Bangladesh Police.
·  To help flood Victims employees of DBL donate their one day’s salary.
From the above mentioned contribution, it is easy to say that they, along with doing business, care about people, environment, and social issues. Analyzing the whole situation, we understand that nowadays all companies need to engage in CSR activities to survive in the long run. Wherever they operate, all companies are responsible for their country's employment, infrastructure, culture, etc. 

[bookmark: _Toc122509398]Customer mix
Customer base is the revenue from a certain type of customer segment expressed as a percentage of the company's total revenue. Customer mix is ​​a framework that helps you think through what it takes to build customer loyalty, not just to sell products, but to get future purchases, with a focus on increasing customer value beyond current transactions.
[image: ]
We cannot deny the importance of marketing mix but if we focus on customer mix then it is more effective.
· [bookmark: _heading=h.akk8xkjcuw1k][bookmark: _Toc118742473][bookmark: _Toc119000030][bookmark: _Toc119000960][bookmark: _Toc119143105][bookmark: _Toc119269611][bookmark: _Toc119269909][bookmark: _Toc122509399]WHO
[bookmark: _heading=h.d5belo6rp9x3]Dhaka Bank Ltd. went for mass customization. Mass customization is a advertising and production approach that combines the flexibility and personalization of customized merchandise with low unit costs of mass manufacturing every "P" in the marketing mix that deals with customers.  We directly think about who are my various target audiences are. To understand who my key customers are as well as build key customer segments, marketers need to examine customer data.
· [bookmark: _Toc118742474][bookmark: _Toc119000031][bookmark: _Toc119000961][bookmark: _Toc119143106][bookmark: _Toc119269612][bookmark: _Toc119269910][bookmark: _Toc122509400]WHY
Dhaka bank chose mass customization the main reason is that all customers have this financial need. Without financial activities it is difficult to lead a life in the current situation. There is no differentiation between their clients, any healthy mind people or any professional people can be their client. Even students can also open a bank account. So Dhaka Bank selected mass customization. They provide the same service to different clients.
· WHAT
To go for mass customization they are able to serve a large quantity of customers. From there customers can get different types of service. Based on the customer's requirement, employees give the service. Customers can take loans, cash out, can issue clearing cheques, can issue RTGS, and can open DPS accounts, FDR and so on.
· WHERE
As day by day its banking work demands are increasing so they expand their business activities. This bank has 106 branches and it has branches in 31 districts of Bangladesh. It also has plans to inaugurate more branches in the recent fiscal year to expand its operations. Nowadays a client can easily find Dhaka Bank Ltd near him/her.

· WHEN
According to the Central Bank, Dhaka bank Ltd can provide their service from 9am-3pm. between these times; customers can take service from them. On the other hand Dhaka Bank Ltd. provides 24 hour service in ATM booths. That means any client can take out money from Dhaka Bank boot with his/her credit card or debit card. As well they have call service which is also effective at present scenario.
· What’s Next
As already known they have planned to expand their business in the upcoming years. As at present we are technologically advanced so it is impossible to think about doing anything without technology. Nowadays maximum banking activity is done through the internet, software which means technology based. In the present scenario, we are in the middle of online and offline. Dhaka Bank Ltd provides an online service which is totally online. Any customer can open a bank account if he or she has a national id card and smart phone. In the future there will be a situation that all baking activities and services will be provided online. Dhaka Bank Ltd. is trying to build customer relationships through a variety of public relations.

[bookmark: _Toc122509401]SWOT Analysis
SWOT stands for Strengths, Weaknesses, Opportunities and Threats. A SWOT analysis helps marketer identify how marketer stands out in the market, how marketer can grow their business, and where markets are vulnerable. This easy-to-use tool also helps marketers identify opportunities and threats facing their business. SWOT analysis helps identify areas of business that are performing well. These areas are important success factors and give the company a competitive advantage. By identifying these strengths, marketers can prevent them from losing their competitive edge.
[bookmark: _Toc118742461][bookmark: _Toc119000033][bookmark: _Toc119000963][bookmark: _Toc119143108][bookmark: _Toc119269614][bookmark: _Toc119269912]
[bookmark: _Toc122509402]Strengths
· Strong company identification
According to the customers, DBL is the main issuer of economic services identity globally. With its sturdy corporate image and identity, it has better placed itself inside the minds of the clients. This image has helped DBL grab the non-public banking area of Bangladesh very rapidly.
· Distinct working procedure
DBL is known worldwide for its distinct working procedures. The enterprise’s managing for Value strategy satisfies clients’ needs better and maintains the firm worthwhile.
· Distinct schedule
Everyone in DBL, from evaluators to senior management, has to work simultaneously at all levels for quite a long time, working on different aspects of the same goal on the same schedule. As a result, customers have instant access to services when they need them.
· Strong employee bonding and belongings
DBL employees are one of the company's greatest assets. DBL employees are closely connected to the organization and also feel proud and belong to DBL. DBL's strong organizational culture is the biggest reason of its strength

· Efficient Performance
Compared to other financial institutions in Bangladesh, according to customers, DBL provides hassle-free customer service to its customers. Personal approach to customer needs is their motto.
· Young enthusiastic workforce
DBL's selection and recruitment emphasizes the retention of qualified graduates and postgraduates with little or no previous work experience. New and fresh workforce stimulates the entire DBL work environment.
· Empowered workforce
The staff at DBL is very attentive and well managed. From the beginning, senior management believed in employee empowerment, but refused to put their hands on every piece of the pie. This privileged environment makes DBL a better place for employees. Employees are independent of authority and can grow as the organization matures.
· Companionable environment
All walls in the DBL office are shoulder-height partitions only, and there is no executive dining room. Each manager will go down to a table in the cafeteria and attend lunch to chat with someone there. The official said: It's excellent that you can see and communicate with senior management at any time. Employees will experience they are part of the organization.
[bookmark: _Toc118742462][bookmark: _Toc119000034][bookmark: _Toc119000964][bookmark: _Toc119143109][bookmark: _Toc119269615][bookmark: _Toc119269913]
[bookmark: _Toc122509403]Weakness:
· High charges of L/C
DBL currently charges the same rates for all types of letters. However, for import letters of credit in export-oriented industries, the letter of credit fee should be reduced. As a result, exporters will benefit and the country will earn more foreign exchange.

·  Inefficiency in monitoring courier service
According to customers, DBL is unable to closely monitor the courier services involved in the delivery of mail and documents. Mass delivery failures accumulate in the branch. For this reason, L/C foreign documents cannot be posted in time. Banks therefore need to have some control over couriers and ensure proper delivery of mail and documents.
· Discouraging small entrepreneurs
DBL offers clean import loans to most solvent customers. But in general, they don't want small businesses that don't have a clean slate.
· Lack of strong marketing efforts
DBL currently does not have strong marketing efforts through mass media.  TV ads play a big role in creating awareness. DBL does not have such a TV advertising campaign. Although there are more CSR activities compared to other banks.
· Not enough innovative products
DBL needs to develop newer and more attractive and innovative products to compete in the banking industry.
· Diversification
DBL can apply a diversification strategy to expand their current business scope. Management may consider starting with merchant banking or diversifying into leasing and insurance. They are able to offer this service in Bangladesh as we know DBL is one of the leading providers of all financial services.
· Lack of adequate motivation
DBL's salary is very decent, but other motivation is lacking. Earning certain characters gives employee incentives like bonuses, but overall that's the only motivating factor.
· Account Maintaining Cost are High
DBL's account management efforts are consistently high. Other banks emphasize this very often. In the long run, it can be a negative issue for DBL
· Problem at Branch
At Kalatia branch there are some technical issues with the electronic devices used. Moreover there is no separate washroom for male, female, there is no dining space. Overall, they need a large space to operate their banking activities.
[bookmark: _Toc118742463][bookmark: _Toc119000035][bookmark: _Toc119000965][bookmark: _Toc119143110][bookmark: _Toc119269616][bookmark: _Toc119269914]
[bookmark: _Toc122509404]Opportunities
·  Distinct operating procedures
Each customer's ability to repay, as assessed by DBL, helps determine the loan amount. DBL's repayment rate is close to 100%, as the entire loan process is based on the customer's ability to repay. This ensures DBL's financial stability and prepares DBL to maintain its business in the long term.
· Country wide network
The main objective of DBL is to expand its operations all over Bangladesh. Maintaining this kind of vision and mission and acting as needed will not only increase DBL's profitability but also ensure its long-term survival
· Experienced Managers
One of DBL's most important assets is its effective manager. To facilitate its operations, DBL has hired experienced managers. These managers have already started trading DBL as something new in the market.
· Huge Population
As Bangladesh is a developing country, large investments are required to meet the needs of its huge population. Meanwhile, the EPZ region and some Govt. The foreign investment promotion policy in our country has made it attractive for foreigners to invest in our country. So DBL is a big opportunity here.
· El Dorado Program
It is Software that allows customers to deposit and withdraw funds from any bank using checks or deposits from other banks. Although few have implemented this program, it is an opportunity for DBL as the number of transactions will increase rapidly.

· BASEL II
The implementation of BASEL II will certainly bring benefits. But it requires a lot of supervision. For this purpose, DBL has established a BASEL II Implementation Unit (BIU). BASEL II is basically a framework established by Bangladesh banks to reduce credit risk, operational risk and market risk. It will definitely help DBL if strictly followed.
·  Bigger Market
DBL can capture the potential customers as Bangladesh has a huge population as well as nowadays foreign trades are highly increased. In that scene we can assume that DBL has a large scope to capture the big market.
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[bookmark: _Toc122509405]Threats
· Upcoming Banks/Branches
Emerging private, regional and international banks pose a serious threat to DBL's existing banking network. More commercial banks are expected to appear in the future. In such a case, the intensity of competition will inevitably increase, and banks must develop strategies to win the competition with banks.
· Similar products are Provided by other banks
Today, various foreign and private banks also offer similar products with almost similar profit margins. So when all competitors are fighting with the same weapon, the natural result is diminishing returns.

·  Default Loans
The problem of bad credit or late credit is very small or insignificant. However, this issue may present itself in the future as follows: DBLs need to be alert to this issue, so proactive strategies are developed to mitigate this issue.
· Industrial Downturn
Bangladesh is an economically and politically unstable country. Floods, droughts, cyclones and new terrorism have become the identity of our country. Along with inflation, unemployment also causes recession in all industries. This has resulted in downward pressure on capital demand for investment.
· Financial Crisis
People have somewhat recovered from the shock, but they still pose a threat. People are still reluctant to take out loans or make deposits.
· Government Regulations
There is a threat available like government regulation over the banking industry. Sometimes the government applies such rules and regulations which are negative for the banking industry.

[bookmark: _Toc122509406]Strategies to meet the Challenges and Opportunities
In the SWOT analysis part it is mentioned what are the strengths, weaknesses, opportunities, and threats. To meet up those challenges and opportunities DBL can make some strategy.
· “Service delay” is one of the problems that DBL customers face. Efforts should be made to improve banking procedures.
· Employees need more motivation from the upper position to ensure quality service.
· Monitoring the courier service or build personal courier service.
· Making more innovative products to attract clients
· More emphasis on digital marketing.
· In order to attract more customers, DBL needs to develop new marketing strategies that will increase its overall import and export business.
· An efficient and effective plan is needed to collect overdue loans.
· The branch management has to convince the customer to provide the LC or document request within the specified time for everything to run smoothly.
· An attractive package of incentives for exporters will help to increase exports and thereby close the DBL balance of payments gap.
· Long-term training needed for employees.
· Banks can provide export market reports to help exporters assess demand for export products.
· DBL can expand its export business in frozen fish, fish and jute.
· The new investment industry is growing rapidly. DBL should identify these untapped business areas and invest in sectors like gas plants, condensate projects, ship dismantling etc.
· Appropriate communication with customers should be established.
· More ATM booths are needed.
· Every effort can be made to keep overhead costs as low as possible.
· Focus on CSR activities to build an image in the customer's mind.
By using these strategies DBL’s performance will increase. To overcome those challenges and opportunities these strategies might help Dhaka Bank Ltd.



[bookmark: _Toc122509407]Chapter 3
[bookmark: _Toc122509408]Literature Review




[bookmark: _Toc122509409]Service Quality
Service refers to what customers expect from a particular organization at the time of purchasing the service or after purchasing a product in exchange of money. Service quality measures how well a company meets consumer expectations in terms of the services it provides. Service is an essential factor to do well in the business sectors. Whenever customers think of going somewhere they at first think about what level of service they will get. If they get positive feedback from the other customers then they decide to go to that certain organization. That means service factors matter in the business industry. 
Banking industry is a service industry. Dhaka Bank Limited always tries to provide excellent quality service to the customers. From my observance, Dhaka Bank ensures fast and quality service.
It is important to understand what the service quality is, what the benefits are and why it is needed to measure service quality. In service, customers hold two types of expectations which are known as dual customer expectation levels.
[image: ]                         [image: ]
From the picture we can say two types of expectation are – desired service and adequate service. Desire service refers to the situation in which customers wished from after buying a particular service or product. On the other hand adequate service refers to a particular product or service that must have the ability to provide minimum level service that will be accepted by consumers. Between these desired services and adequate service there is another concept which is the zone of tolerance. Zone of tolerance means to what extent a customer will recognize a service as desire level service or adequate service. If the zone of tolerance exceeds the level of desired service that means customers will be highly satisfied and there is a chance of getting loyal customers. On the other hand, if the zone of tolerance is situated below the adequate service level then customers will be highly dissatisfied and spread negative word about the company’s service standards. [1]
Most of the literature is available on either banking, airlines, hotels and restaurant sectors. Service quality and loyalty and customer satisfaction, are the most important factors. Service is an activity or gain that is given by one party to another party. Service hasn't ownership and is intangible. 

[bookmark: _Toc122509410]Features of Services: 
Services have four specific characteristics that may have an effect on advertising plans. These features include:
1. Intangible: Services are immaterial and intangible. These functions can be lessened by consumers.
2. Inseparable: Inseparability refers to the idea that it’s not possible for manufacturers to split the manufacturing of a service from the consumption of that service.
3. Heterogeneous: Services usually are unique and never duplicated.
4. Non-save: Services are destroyed in other phrases, they are non- saved.

[bookmark: _Toc122509411]Quality of Service
Service is great if it can attain the customer’s needs and demands, as well as the supplied carrier is steady with client expectations or may be past it. The elements of carrier best are as follows:
1. Process Quality: Means to methods and production techniques must be best in the time of offerings to customers.
2. Product Quality: It is evaluated after the offer service. In fact, a product is what the customer gets from an enterprise.
3. Interactive Quality: Interactions between clients and service organizations.
4. Organization Quality: Is related to internal image and belief of an organization. Generally, A company is great in an intangible dimension. [2]
 
The methods of making sure high carrier exceptional typically differ barely depending on the character of the commercial enterprise, client requirements and different factors. However, there are some commonplace elements. These steps can help provide strong carrier high-quality for company’s clients: 
· Understand what customers want: Customers don't continually have the same need. Customers' needs are changing with the time being.
· Treat  customers respectfully: Even while customers seem unreasonable, corporations must treat them with the maximum recognition and make the customer sense like the employer is empathetic to their difficulty.
· Quickly and efficiently respond to customer inquiries: Giving applicable solutions to client questions can improve the organization's image and recognition of being a company that offers good service.
· Use purchaser remarks to make improvements: Encouraging consumer feedback can assist an organization apprehend the areas in which they can enhance their service quality. Implementing those changes can display to customers that the company is taking note of their needs and is inclined to alter its offerings as a result. [3] 

[bookmark: _Toc122509412]Importance of Service Quality
Basically good service quality ensures boost sales. It is confirmed that when customers get high quality service from a particular organization then potential customers are more interested to do business with that organization. In the consequences there is a positive image created through positive word of mouth. As a result, companies need not to think about the publicity factors. As we all know that publicity cannot be bought, it must be achieved through public relations and that public relations can be ensured through providing good service. For that reason organizations need not to spend more money on marketing activities.  If organizations emphasize on quality service then they can gather skillful employees as most of the time employees prefer to work with such organizations that care for their service quality.  
If frontline personnel are rude or unhelpful, 68% of clients say it's a deal breaker. If customer service and quality are first-class, marketers are more likely to win their return. 
Getting customer service rights offers gains for business as well:
· It increases income: Good providers can prompt customers to spend greater than they had deliberately. Moreover, satisfied customers are more likely to buy from the same brand.
· Good customer service saves money: Retaining current clients is cheaper and more powerful than attracting new ones.
· It reduces barriers to shopping: If one company is known to stand by their return policy, customers can feel secure purchasing something they're not positive will work for them.
· Customer provider generates positive word-of-mouth.
· It improves the way customers see one organization, which enhances popularity and status.
· Most employees decide on running for an agency that treats clients nicely to one which defrauds them.
· It enables marketers to stay in enterprise through keeping customers coming within the door.
· If customers have a criticism, solving their trouble can motivate them and turn them into return clients. [4]
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[bookmark: _Toc122509413]Importance of Paying Attention to of Services Quality
The motives for the excessive excellent services a company provides are listed below:
1. Customer Expectations: Increasing client expectations is an important driving force which can also relate to numerous factors consisting of clients' recognition and understanding, employer marketing, and competitors' performance.
2. Competitor’s Activity: Competitors by using continuous changing of their own services and the way to provide to clients are constantly changing markets and they are trying to find their market proportion. This act will compel others to take steps so that one can improve their service quality.
3. Environmental Factors: Forced to provide high exceptional services elements of criminal and political, monetary, social and cultural to companies. Additionally, by expanding to the internet, customers can easily acquire information from around the world.
4. Nature of Services: Based on people’s behavior and personality, service holders must provide service. That’s why services in nature differ from one another. 
5. Company’s Internal Factors: Organizations through their own selling interest, increase customers' expectancies and needs. Customers always expect promised service offer by company. Thus, agency performance needs to be responsive to the expectancies of the customers.  
6. Benefits Comes from Service Quality: Benefits arising from provider pleasantness are every other factor that encourages agencies to provide high exceptional services. One of the direct outcomes is growing the company's potential to offer fresh services for customers. Because organizations provide what their clients need and desires. So they decrease non-vital services. Organization's profit will boom via growing the efficiency and effectiveness in providing services. [2]
[image: 9 Service Profit Chain (Heskett & Schlesinger, 1994)]

If both Internal and external service quality is well then it will ultimately impact the revenue growth and profitability. From this flow chart we can say if a company's internal service quality is good then it will increase employee satisfaction or motivate positively. On the other hand, if employees are satisfied then they will give their full effort in the company which ensures an increase in productivity and lower the chance of employees leaving the organization. Now if a company ensures better service value then customers will be satisfied and if customers are satisfied then customers will be loyal. Furthermore, if a company has more loyal customers then it means revenue growth will increase and profit will also increase. [1]

[bookmark: _Toc122509414]Factors Influencing the Service Quality
We have to keep in mind that service quality is always determined by the customers, not the company. There are many factors which influence the service quality. In the following section I will describe those things briefly.
Research shows that clients no longer perceive quality in a unidimensional way but instead judge based on more than one element applicable to the context. The dimensions of provider fine were diagnosed via the pioneering research of Parsu Parasuraman, Valarie Zeithaml, and Leonard Berry. Their research has identified a few dimensions that observe across a variety of service contexts.

Reliability 
Capacity to perform the promised service dependably and correctly. Reliability ensures that a service provider can deliver a perceived level of service consistently. Reliability refers to a business's ability to keep its agreements, including those regarding delivery, resolving problems, service provision, and price. Trust and the overall image a customer has after using a service are both impacted by reliability. The people component of service quality has a critical role in how the reliability factor is perceived. Clients want to conduct transactions with organizations that maintain their agreements, especially those that relate to the outcomes and key elements of the services they provide. The reliability expectations of customers must be understood by all businesses. If Company cannot maintain those promises that they are going to provide then customers will be dissatisfied as a result customers will not loyal. If reliability cannot maintain in the organization customers will switch to another company.


Assurance
Expertise and courtesy and their capacity to encourage belief and self-belief. Customers can feel confident that the service delivery representative will carry out his or her duties in a professional and ethical manner. To build confidence and trust in the mind of customer’s assurance is important factors. The technical expertise, practical communication abilities, courtesies, credibility, competence, and professionalism of the employee all play a factor in assurance. As a result, these abilities will aid the company in gaining the respect and trustworthiness of its clients.

Responsiveness 
Willingness to help customers and offer services. The ability of the service provider to be polite, prompt in delivering services, and responsive to requests, issues, or complaints from clients. The urge to treat clients with respect and to offer prompt service in order to satisfy is known to as responsiveness. This dimension emphasizes the two crucial components, promptness and willingness. Therefore, one must make sure that the customer receives their service promptly and without delay and convey to them ones special concern in being of aid. Customer wait times for an answer or solution will be used to measure responsiveness. Clearly define, being responsive entails resolving customer issues as quickly as possible through the delivery of anticipated information or product replacements.

Empathy
Personnel and verbal exchange substances. It indicates that the business gives each of its consumers the level of attentive care they deserve. In some nations, it is vital to provide each customer their personal special attention in order to prove that the business is doing everything possible to meet their needs. Empathy is an advantage that boosts client loyalty while also earning the consumers' trust and confidence. Customers' expectations are constantly growing in this competitive marketplace, and businesses must do everything in their capacity to satisfy them. Otherwise, dissatisfied customers will look elsewhere.

Tangibles
The physical facilities, personnel uniforms, machinery, equipment, and information system are all portrayed by tangibles. It focuses on providing resources and physical infrastructure. Tangible components of service provider facilities or surrounds, such as the external appearance of the physical service facilities, the machinery, the people who perform the servicing, the communication materials, and so on. A tangible item is one that can be felt with the hand or can be seen. The tangible aspect of service quality is formed by ICT, tools, firm staff, and any readily apparent facilities. However, the service providers apply these tangibles in different situations, and the end users perceive and experience them on distinct levels. For service delivery companies, tangibles are especially crucial since they play a key role in creating strong, motivating, and good consumer associations and experiences through their proprietary assets.
All these influenced the service quality and if these factors perfectly worked then it increased the customer’s satisfaction. If customers are satisfied then it can make customers loyal to the company.
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Company’s employees’ behavior highly matters in service quality. If an employee behaves rudely then no client will come to that organization. There are some specific themes which employees should maintain in the process of service performance. Based on these themes some guidelines are mentioned below:
	Theme
	Do
	Don’t

	Recovery
	Admit problem
	Disregard Client

	
	Described causes
	Blame client

	
	Express regret
	Leave client to fend

	
	Upgrade
	downgrade



	Theme
	Do
	Don’t

	Adaptability
	Acknowledge the seriousness of the need
	Disregard

	
	Recognize
	Promise break

	
	Show unwillingness to try
	Show unwillingness to try

	
	Provide accommodate
	Humiliate the client

	
	Hold responsibility
	Pass the buck

	
	Friendly Behave 
	Rudely behave 


 
	Theme
	Do
	Don’t

	Spontaneity
	Take time
	Show impatience

	
	Always attentive
	Ignore the customers

	
	Listen to the customers
	Ignore the customers

	
	Provide information
	Steal information from the customers 

	
	Convey empathy
	Discriminate

	Theme
	Do
	Don’t

	Coping
	Pay attention
	unlisten

	
	Friendly behave
	Rudely behave

	
	Satisfied customers
	Dissatisfied customers



Service Recovery: 
The following figure will help marketers to quickly recover the service. For quick service recovery, marketers use a strategy which is an important factor in service quality. 
	[image: ][1]
For example, if one customer complains about service issues or a service provider fails to provide service then the marketer will use this strategy to recover the service.  Normally, service recovery strategies are two types. Fix the customers and fix the problems. Fixing the customers means restoring the relationship with the client and on the other hand fixing the problems means correctly solving the problems and ensuring it will not happen again. Whenever customers complain about something to the company then they expect not only a response but also a quick solution. Moreover, they want appropriate communication and to be treated fairly. In the ‘fix customer’ sectors marketers must cultivate relationships with the customers. On the other hand, in ‘fix the problem’ sectors, marketers should encourage the customers and track the complaints, marketers must learn from recovery experience. Also collect information from the lost customers about why they leave the company along with making the service fail safe. All of these things ensure an excellent service recovery process. After doing these things perfectly it will ensure that marketers guarantee the service offering.
There is another factor which is also important in service quality as well as company- Service guarantees. It is an assurance that the product will work as promised by the company. If there is a service guarantee then the customer feels that this product or service will genuinely work as it is promised. There are some benefits of providing service guarantees.
·  A well guaranteed factor ensures customer orientation.
· An effective guarantee ensures clear standards for the company.
· Good feedback can get from the customers if there is an effective guarantee.
· Quickly can recover that problem if there is good guarantee practiced.
· Marketers can generate information through guarantee and  integrated in further improvement process
· Guarantee ensures customers feel secured and increases the reputation of the company’s image.




















[bookmark: _Toc122509415]Chapter 4 
[bookmark: _Toc119000047][bookmark: _Toc119000977][bookmark: _Toc122509416]Data Collection, Analysis, & Discussion 

[bookmark: _Toc122509417]Research Plan
Population: The entire group about which I want to make conclusions is referred to as a population. In here I have chosen two type of population, one is bankers and other one is their clients.
Sample: The particular group from which I will gather data is known as a sample. The sample size is always smaller than the total population size. A sample is a collection of people, objects, or things used in study that is taken for analysis from a larger population. My sample size is ten.
Questionnaire: I have completed my survey based on given questionnaire. In that questionnaire, there are demographic information are being asked to people. In demographic information there are three types of questions such as age, gender and education. In total twenty six questions are there. All questions are divided into six. Survey questionnaire are prepared based on service quality five independent dimensions and one dependent variable. To evaluate each question there are 5 likert scales is used from 1 to 5. In the below section survey questionnaire are given part by part:
Demographic information:

Age 	18-25         26-35 	36-45 	46-55 	56-65  	66-75        Older than 75
Gender           Male              Female
Education   	  SSC 	      HSC  	  Diploma        Bachelor       Masters   
a. Service Reliability
	Whenever customers request for service Dhaka Bank Limited (Kalatia Branch) provides it at the promised time
Whenever customers request for Financial service Dhaka Bank Limited (Kalatia Branch) performs it right first time
Whenever customers request for different Dhaka Bank Limited (Kalatia Branch) staffs provide such as promised
Always Dhaka Bank Limited (Kalatia Branch) maintains on error-free records of services
Whenever customers experience problems Dhaka Bank Limited (Kalatia Branch)  staffs handle it in a constant manner





b. Responsiveness
	Whenever customers need service Dhaka Bank Limited (Kalatia Branch) staffs give prompt service

	Whenever customers ask for service Dhaka Bank Limited (Kalatia Branch) staffs serve them readily in a good manner

	Always Dhaka Bank Limited (Kalatia Branch) staffs are willing to solve customers problem

	Always Dhaka Bank Limited (Kalatia Branch) keeps customers informed as to when service will be performed


c. Assurance
	The behavior of all employees at the Dhaka Bank Limited (Kalatia Branch)  instills confidence in customers when they interact

	Customers always feel safe in their transaction with Dhaka Bank Limited (Kalatia Branch)

	Always employees of Dhaka Bank Limited (Kalatia Branch) have the knowledge to answer customers questions

	Every time employees in Dhaka Bank Limited (Kalatia Branch) are consistently courteous with customers


d. Empathy
	All employees at Dhaka Bank Limited (Kalatia Branch)  pass transactions in a caring manner

	Always Dhaka Bank Limited (Kalatia Branch) staffs have customers best interests at heart when they are asking for service

	Dhaka Bank Limited (Kalatia Branch) has convenient operating hours to all its clients without spending much time on long queues

	All employees of Dhaka Bank Limited (Kalatia Branch)  understand customers specific needs with a specific attention

	Whenever customers request for a service, Dhaka Bank Limited (Kalatia Branch) staff gives individual attention


e. Tangible
	Dhaka Bank Limited (Kalatia Branch)  has modern equipment necessary for excellent Financial services

	Employees of Dhaka Bank Limited (Kalatia Branch)  are professionally dressed

	The interior and exterior of Dhaka Bank Limited (Kalatia Branch)  is visually appealing and spacious

	Materials and equipment associated with the services are visually appealing


· Perceived Customer Satisfaction
	Customers are fully satisfied with Dhaka Bank Limited (Kalatia Branch)  Financial services

	Dhaka Bank Limited (Kalatia Branch)  always fulfills customers' expectations

	Dhaka Bank Limited (Kalatia Branch) has never disappointed customers so far

	Customers experiences with Dhaka Bank Limited (Kalatia Branch) services are excellent






[bookmark: _Toc122509418]Data Collection Method:
 Data collection method means how I have collect these data.
Contact method:
 I have used personal contact method. I went every desk to collect survey questionnaire and if any question is tough to understand I clarify them. On the other hand. I have also collected data from clients. So overall I can say there was two ways communication occurred.  
[bookmark: _Toc122509419]Descriptive Analysis
In descriptive analysis I have to assign finding the mean value. From the suervey data I have calculated mean value. To find out mean value I have used Microsoft Excel.
	SUM
	1163

	Mean Value
	4.4731



As total number of responses 260 that’s why I sum up all responses and then divided by 260, then I got overall one mean value 4.4731.

Service Reliability
 Service Reliability (Responds from Employee)
	Presentation of Table

	 
	5
	4
	3
	2
	1
	Average

	R1
	4
	2
	0
	0
	0
	4.666667

	R2
	3
	2
	1
	0
	0
	2.666667

	R3
	2
	2
	2
	0
	0
	2

	R4
	4
	2
	0
	0
	0
	2

	R5
	5
	1
	0
	0
	0
	3.666667

	Overall Average
	3





Service Reliability (Responds from Clients)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	R1
	1
	3
	0
	0
	0
	4.25

	R2
	1
	3
	0
	0
	0
	4.25

	R3
	0
	4
	0
	0
	0
	4

	R4
	3
	1
	0
	0
	0
	4.75

	R5
	2
	2
	0
	0
	0
	4.5

	Overall Average
	4.35




From the tables, it is clearly seen that in service reliability section DBL get on average 3 (Employee) which means their service reliability section is not much strong enough. On the other hand from the clients perspective service reliability section score on average 4.35 that’s means clients are satisfied in this section. To improve in service reliability section DBL should train their employee about how to improve satisfactory level of customers, then it is quiet easy to get score 5. 


Responsiveness
Responsiveness (Responds from Employee)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	RES1
	5
	1
	0
	0
	0
	4.833333

	RES2
	5
	0
	1
	0
	0
	4.166667

	RES3
	3
	2
	1
	0
	0
	2.666667

	RES4
	4
	2
	0
	0
	0
	2.666667

	
	
	
	
	
	
	

	Overall Average
	3.583333






Responsiveness (Responds from Clients)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	RES1
	2
	2
	0
	0
	0
	4.5

	RES2
	2
	2
	0
	0
	0
	4.5

	RES3
	1
	3
	0
	0
	0
	4.25

	RES4
	3
	1
	0
	0
	0
	4.75

	
	
	
	
	
	
	

	Overall Average
	4.5





From the tables, it is clearly seen that in responsiveness section DBL get on average 3.58 (Employee) which means their responsiveness section is not much strong enough. On the other hand from the clients perspective responsiveness section score on average 4.5 that’s means clients are satisfied in this section. To improve in responsiveness section DBL’s employee should more careful to deal with client, showing the wiliness to solve clients programs and also keep in mind never disappoint clients then it is easy to get score 5. 

Assurance

Assurance (Responds from Employee)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	A1
	2
	4
	0
	0
	0
	4.33333

	A2
	5
	1
	0
	0
	0
	2.33333

	A3
	1
	2
	3
	0
	0
	1.16667

	A4
	3
	2
	1
	0
	0
	1.66667

	
	
	
	
	
	
	

	Overall Average
	2.375





Assurance (Responds from Clients)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	A1
	3
	1
	0
	0
	0
	4.75

	A2
	3
	1
	0
	0
	0
	4.75

	A3
	2
	2
	0
	0
	0
	4.5

	A4
	2
	2
	0
	0
	0
	4.5

	Overall Average
	4.625






From the upper tables, it is clearly stated that in assurance section DBL get on average 2.37 (Employee) which means their empathy section is very poor. On the other hand from the clients perspective assurance section score on average 4.625 that’s means clients are satisfied in this section. So it is portrayed that client are satisfied with DBL’s assurance but employees think that they have low knowledge. To eliminate problems DBL’s members should internally properly communicate how to add value for clients, then it is quiet easy to get score 5 in employees part. 

Empathy
Empathy (Responds from Employee)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	EM1
	4
	2
	0
	0
	0
	4.666667

	EM2
	3
	3
	0
	0
	0
	4.5

	EM3
	6
	0
	0
	0
	0
	5

	EM4
	3
	3
	0
	0
	0
	4.5

	EM5
	3
	3
	0
	0
	0
	4.5

	Overall Average
	4.633333






	


Empathy (Responds from Clients)
	Presentation of Table

	 
	5
	4
	3
	2
	1
	Average

	EM1
	3
	1
	0
	0
	0
	4.75

	EM2
	1
	2
	1
	0
	0
	4

	EM3
	1
	2
	1
	0
	0
	4

	EM4
	0
	3
	1
	0
	0
	3.75

	EM5
	1
	3
	0
	0
	0
	5

	 
	 
	 
	 
	 
	Overall Average
	4.3






From the upper tables, it is clearly stated that in empathy section DBL get on average 4.63 (Employee) which means their empathy section is very strong. On the other hand from the clients perspective empathy section score on average 4.3 that’s means clients are satisfied in this section. So it is clearly seen that client are satisfied with DBL’s assurance as well as employees also. To increase this score 5 DBL’s members need to ensure excellent service to their clients.



Tangible

Tangible (Responds from Employee)
	Presentation of Table

	
	5
	4
	3
	2
	1
	Average

	TAN1
	5
	1
	0
	0
	0
	4.83333

	TAN2
	5
	1
	0
	0
	0
	4.83333

	TAN3
	5
	1
	0
	0
	0
	4.16667

	TAN4
	4
	2
	0
	0
	0
	4.66667

	Overall Average
	4.625





Tangible (Responds from Clients)
	Presentation of Table

	 
	5
	4
	3
	2
	1
	Average

	TAN1
	0
	4
	0
	0
	0
	4

	TAN2
	3
	1
	0
	0
	0
	4.75

	TAN3
	0
	1
	3
	0
	0
	3.25

	TAN4
	0
	4
	0
	0
	0
	4

	Overall Average
	4






From the tables, it is seen that in tangible section DBL get on average 4.62 (Employee) which means their service reliability section is in good position. On the other hand from the clients perspective tangible section score on average 4 that’s means clients are satisfied in this section. To improve in tangible section DBL should internally and externally improve some issues, then it will be easy to get score 5. 

[bookmark: _Toc122509420]Recommendation
After doing the survey I have arranged so many data. From those data I have done data analysis. After doing the data analysis I have some recommendations for DBL. By improving those sections DBL can ensure score 5 in all sectors.
· More focus on empathy section of service dimension. As empathy boosts client’s loyalty while also earning the clients' trust and confidence.
· Establishing better relationships with clients.
· They should focus on customer service more.
· Their services and products must be more customer-focused in a financially competitive market.
· There is less media attention of DBL. They should pursue mass media attention to draw in new customers.
· Corporate social responsibility is a key component in maintaining a client's point of view of a sustainable competitive advantage.
· People today are very well-informed about their needs and wants. They always seek for better offerings from the other end. DBL needs to offer better financial services because it is a service-based business.
· Even though DBL has a very successful online business, they could build more ATM booths to better serve customers and to compete with other businesses.

[bookmark: _Toc122509421]Conclusion
Dhaka Bank Limited has a significant competitive advantage over other local commercial banks because it offers online banking, which other banks cannot currently achieve. However, this is something that all commercial banks are currently attempting to do. Everyone who works here is really friendly and helpful to client and coworkers.
In this report I have tried to figure out in which service dimension they need to more focus. From the survey analysis I have tried to figure out their service quality as well as customer satisfaction level.
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