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Executive Summary
Bank is a depository financial institution that accepts deposits and channels the money into lending activities. In the modern world, banking sector plays a vital role in the economic development of a country. Over the past ten years banking system becomes accustomed to accepting the rapid pace of changes in terms of products and services.
Southeast Bank Limited has a long and relishing heritage. It is a second generation Bank which was established in 1995 with a vision to stand out as a pioneer banking institution in Bangladesh and contribute significantly to the national economy. It was established under Companies Act, 1994 on March 12, 1995. The Bank and its first branch at the busiest commercial hub of the country at  Dilkusha C/A, Dhaka and now at Eunoos Trade Centre (Level 1-3, 16), 52-53, Dilkusha Commercial Area, Dhaka was opened on May 25, 1995. The 115 branches of SEBL are operating in Bangladesh. 
Bank performs basically two functions i.e. General Banking function and Loans & advances function including foreign exchange. The General banking services of SEBL includes taking of deposits in the form of Current Deposit Account, Savings Bank A/C, Special Savings Deposit Account, Short Term Deposit A/C, Fixed Deposit Receipt. In the inland remittance section it issues TT, P0, DD, etc. It provides any branch online banking facility. It also includes cash section, IT section, Clearing section, dispatch section. 
Lending is by far the most significant function of modern banks. The profitability of a bank always depends on the proficient manner and the avenues in which its resources are employed to yield the maximum income. Lending to the customers helps for development of trade, commerce, industry and agriculture. 
The financial statements for 2009 bear testimony of the Bank’s excellent performance and sound health. The dedication of  a  visionary management  team  along  with  its  highly  professional  and  experienced  workforce  operating  under  the guidance of a learned and prudent Board have made 2009 a successful year for the Bank.
[bookmark: _GoBack]In order to keep abreast with the prevailing market scenario Southeast Bank has already strengthen its position in the industry. The Bank has grown well in its 15th year of business, expanded its coverage of   financial products and customer segments and enhanced its service capabilities across multiple channels. But recent years the bank is challenged by some of the prominent private banks. Investigation finds that due to dissatisfaction of internal and external customers, lack of promotional activities and other tangibles it is lagging behind in spite of having previous healthy scenario. 
Subject Keywords: Customer Satisfaction, General Banking, non-funded businesses, tangibles.	




Title: Analyzing Customer Satisfaction: A Study of General Banking Activities in Southeast Bank Ltd.



Objectives: 
· To find out profit in each banking product of the branch bank.
· To know about general banking system of the branch bank.
· To carry out analysis of customer satisfaction on general banking.
· To find out prospect and weakness due to customers satisfaction.
· To recommend in respect of solution of present problems existing in the bank.
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Chapter 1


[bookmark: _Toc515840269]1.Introduction
1.1 [bookmark: _Toc515840270]Background of the Report
As an understudy of Bachelor of Business Administration (BBA) everybody needs to lead a viable introduction in any association for satisfying the prerequisites of the 12 weeks Internship Program. The primary motivation behind the program is to open the understudies to this present reality circumstance .This report is done as a fractional necessity of the temporary position program for the BBA understudies. This report is set up for the temporary position program comprising of a noteworthy inside and out investigation of the aggregate saving money business of Southeast Bank Ltd. Viable learning is essential for the utilization of hypothetical knowledge. Remembering this and entry level position program was being incorporated into the BBA educational modules. The objective of this investigation is to uncover the understudy in the hierarchical work circumstance and furthermore to give a chance to applying classroom learning by and by. There are some contrast amongst speculations and practice.
[bookmark: _Toc515840271]1.2 Origin of the Report	
This report is done as fractional prerequisite of the 3 months temporary position program for the BBA understudies of United International University, Bangladesh. Amid my entry level position period I joined Southeast Bank Ltd. at Motijheel Branch. The director of the Internship and Placement Committee encouraged to plan provides details regarding our appointed occupations after the fulfillment of the Internship in the separate associations. The title of the report is "Estimating Customer Satisfaction of General Banking" at Southeast Bank Limited"
1.2 [bookmark: _Toc515840272]Rational of the Study
Keeping in mind the end goal to satisfy the prerequisite of the Internship program it has picked Southeast Bank Ltd; Human Resource Division (HRD) of Southeast Bank Ltd set me to Islamic Banking Branch at Motijheel. The general point of the report has been chosen by talk amongst me and course educator .The theme of my report is "Estimating Customer Satisfaction of General Banking" at Southeast Bank Limited.
[bookmark: _Toc515840273]1.4 Objective of the Study
[bookmark: _Toc515840274]1.4.1 Primary Objective
The essential goal of this report is excessively comfortable with the workplace of present organizations and furthermore satisfies the prerequisite of BBA hypothetical information picked up from the coursework of the BBA program in a particular field.
[bookmark: _Toc515840275]1.4.2 Secondary Objective 
· To find out profit in each banking product of the branch bank.
· To understand and analyze the overall activities of Southeast Bank Limited 
· To evaluate the existing activities and techniques of Southeast Bank Limited 
· To study the operational efficiency of southeast Bank Limited 
· To know about general banking system of the branch bank.
· To carry out analysis of customer satisfaction on general banking.
· To find out prospect and weakness due to customers satisfaction.
· To recommend in respect of solution of present problems existing in the bank.
· To relate the theoretical learning with the real life situation.
[bookmark: _Toc515840276]1.5 Topic of the Report
To compose a report is important to choose a theme. A very much characterized theme think about what will be talked about idea on the report the point that has been appointed by supervision Customer Satisfaction of General Banking" at Southeast Bank Limited. The report has examined how the bank works their customary exercises to fulfill their standard clients.
[bookmark: _Toc515840277]1.6 Methodology of the Report
The investigation requires different kinds of data of present approaches, strategies and techniques for General Banking Operation. Both essential and auxiliary information accessible have been utilized as a part of setting up this report.
[bookmark: _Toc515840278]1.6.1 Primary Data Sources:
· Practical banking work.
· Personal discussion with the officers and executives of Southeast Bank Limited.
· Personal interview with the customers.
· Customer’s opinions are collected from 50 customers by a questionnaire. 
· Observation of the banking activities.                                       
[bookmark: _Toc515840279]1.6.2 Secondary Data Sources:
· Daily diary (containing my activities of practical orientation in Southeast Bank ltd
· Various publications on banking operation, 
· Website of Bangladesh Bank,
· Past research books and journals.
· Website of Southeast Bank Limited, 
· Annual Report of the Southeast Bank Ltd,  Personal investigation with bankers,
· Different circulars issued by Head Office and Bangladesh Bank.
[bookmark: _Toc515840280]1.7 Scope of the Report
This report covers Southeast bank's Products and Services, Organizational Overview, Management and Organizational Structural capacities performed by SEBL. It additionally covers diagram of the general keeping money division, forms and different capacities
[bookmark: _Toc515840281]1.8 Limitation of the Report
To make report various aspects and experience are needed. But I faced some barriers for making a complete and perfect report. These barriers or limitations, which hinder my words as follows:-
· Time limitation is the main barrier for this study.
· The one of the main limitations of the report was to conduct a small scale survey on clients.
· Lacking of proper assistance, due to working pressure of the officers. 
· Lack of available customer.
· Lack of my experience in data collection.
· Clients are also busy and not always helpful.
· Inadequacy and lack of availability of required current data.





Chapter 2


[bookmark: _Toc515840282]2. An Overview of the Southeast Bank Limited

[bookmark: _Toc515840283]2.1 Origin of the Report
The keeping money world has been experiencing quick and central changes. The speed of these progressions has been kept up even after the worldwide budgetary unrest experienced amid the previous couple of years. It is all around perceived that there is an earnest requirement for better-qualified administration and better-prepared staff in the dynamic worldwide money related market. Bangladesh is no special case of this pattern. Bank training is a training focused instruction and Banking Sector in Bangladesh is confronting challenges from various edges however its prospect is brilliant later on. The goal of the 3 month Internship to build up the particular abilities and the expansiveness of judgment expected of viable money related administrators or investors. To growing up my insight, I was sent to SOUTHEAST BANK LIMITED Motijheel Branch (Islamic Banking) from twentieth February to twentieth May, 2018. This Report has been set up based on my viable encounters on the everyday keeping money exercises and under the nearby supervision of my Organizational Supervisor Saiful Islam Chowdhury and close direction of Head of Branch is A. M. Faisal.
[bookmark: _Toc515840284]2.2 History of the Bank
Southeast Bank Limited is a booked business bank in the private division set up under the ambit of Bank Company Act, 1991 and consolidated as a Public Limited Company under Companies Act, 1994 on March 12, 1995. Amid this limited ability to focus time the Bank is fruitful in situating itself as a dynamic and dynamic budgetary foundation in the nation. The bank accomplished the Certificate of beginning of business by the Registrar of Joint Stock Companies and Firms on the date of its fuse and began its tasks under private part. Bangladesh Bank issued Banking License to the rely upon March 25, 1995. Mr. M. Saifur Rahman, previous Finance Minister of Bangladesh, introduced the premier branch of the bank at 1, Dilkusha Commercial Area, Dhaka on 25th of that year. In perspective of the over, the Bank inside a time of 18 long periods of its task made an exceptional progress and got together capital sufficiency necessity of Bangladesh Bank. In display the Bank has 100 Branches which they are driving effectively all finished Bangladesh.

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

[bookmark: _Toc515840285]2.3 Mission & Vision of SEBL
[bookmark: _Toc515840286]2.3.1 Vision:
To be a premier banking institution in Bangladesh and contribute significantly to the national economy.
[bookmark: _Toc515840287]2.3.2 Mission:
· High quality financial services with state of the art technology.
· Fast customer service.
· Sustainable growth strategy.
· High ethical standards in business.
· Steady return on shareholders’ equity.
· Innovative banking at competitive price.
· Attraction and retention of quality human resources
· Commitment to Corporate Social Responsibility
[bookmark: _Toc515840288]2.4 Core Values of SEBL
· Integrity
· Fairness
· Harmony
· Courtesy
· Commitment
· Insight and Sprit
· Enthusiasm for Work
· Business Ethics
[bookmark: _Toc515840289]2.5 Core Strength of SEBL
There is some core strength of SEBL
· Transparent & swift decision making
· Professional team of performers
· Satisfied clients
[bookmark: _Toc515840290]2.6 Business Objectives
The Business objectives of SEBL are:
· Make sound investments.
· Meet Capital adequacy requirement at all the time.
· Ensure a satisfied work force.
· Ensure 100% recovery of all advances.
· Focus on fee-based income.
· Adopt an appropriate management technology.
[bookmark: _Toc515840291]2.7 Commitment to Clients
Southeast Bank Limited is a client agreeable keeping money foundation flourishing quickly in both winning and capacity to emerge as a main managing an account organization in Bangladesh. The Bank conveys unparalleled money related administrations with the bit of our heart to Retail, Small and Medium Scale Enterprises (SMEs), Corporate, Institutional, Governmental and singular customers through the outlets of branches the nation over. Bank's business activities fixate on the rising needs of the customers.
The commitments of SEBL are:
· Provide service with high degree of professionalism and use of most modern banking technology.
· Create life-long relationship based on mutual trust and respect.
· Respond to customer needs with speed and accuracy.
· Share their values and beliefs.
· Grow as the Bank’s customers grow.
· Offer first-rated solutions of clients’ banking problems and issues.
· Provide products and services at competitive pricing.
· Ensure safety and security of customer’s valuable trust.

[bookmark: _Toc515840292]2.8 Core Competence
· Knowledge 
· Experience & Expertise
· Customer Focus
· Zeal for Improvement
· Determination
· Transparency
· Pursuit of Disciplined Growth Strategy
· Reliability
[bookmark: _Toc515840293][image: ]2.9 Corporate Slogan & Logo of SEBL

...A Bank with vision


[bookmark: _Toc515840294]2.10 Organizational Development of SEBL:
General target of authoritative advancement is to change all parts of the association keeping in mind the end goal to make humanly responsive, more powerful, and fit for self-reestablishment. 
The hierarchical advancement process does not block the utilization of customary preparing technique, which is valuable for a few purposes, the administration of SEBL additionally worried about the preparation for its improvement, and they trust that if the workers will be sufficiently prepared they would contribute more for the improvement of the saving money business, that is the reason, they send a few representatives took preparing from various establishments, for example, Bangladesh Institute of Bank Management.


[bookmark: _Toc515840295]2.11 Organizational Chart

  Board of Director 

Sharia Board For Islamic
Executive Committee

Credit Department
Others
Remittance
Cash
Loan Administration
Loan Documentation
Loan Appraisal
Export
Import
Human Resource Division
Accounts Department
Customer service Department
Foreign Exchange & International Department
Research & Development Division 
Share division
Manager Operations
Head Of Branch
Trasury
International Trade
Islamic Banking Division
Information & Technology Division
Control & 
Compliance Division
Financial Control & 
Accounts Division
International Division
Credit Division
  Training Institute
Deputy Managing Director
Board Secretariate
The President & Managing Director















[bookmark: _Toc515840296]2.12 Hierarchy of SEBL

	President & Managing Director


		Deputy Managing Director

	




		Senior Executive Vice President




		Executive Vice President





		Senior Vice President

	




		Vice President

	




		First Vice President

	




		Asstt. Vice President

	




		Senior Principal Officer





		Principal Officer

	




		Executive Officer



		Management Trainee

	



	Entry Level

	Senior Officer
		Probationary officer

	



	Entry Level

	Officer 
		Trainee Officer

	



	Entry Level

	junior Officer
		Trainee Junior Officer

	



	Entry Level

	 Assistant Officer
		Trainee Assistant Officer




	Entry Level

	 Junior Officer (Computer)
		Trainee Computer Officer 

	



	Entry Level

	Junior Officer ( Cash)
		Trainee Cash Officer 

	



	Entry Level

		Trainee Assistant






[bookmark: _Toc515840297]2.13 Product & Services of SEBL
	Conventional Banking
	Islamic Banking

	Savings Account
Current Account 
Special Notice Account
Fixed Deposit Receipt
Double Benefit Scheme
Monthly Savings Scheme
Millionaire Deposit Scheme
	Mudaraba Savings Account
Al- Wahidah Current Account 
Mudaraba Special Notice Account
Mudaraba Fixed Deposit Recipt
Mudaraba Double Benefit Scheme
Mudaraba Monthly Savings Scheme
Mudaraba Millionaire Deposit Scheme
Mudaraba Hajj Shanchay Prakalpo


	Loans & Advance:

Working Capital Finance
Over Draft
Project Finance

	Cards:

Southeast Bank ATM / Debit Card
Dual Currency Visa Credit Card
Southeast Bank Virtual Card

	Syndicated Loan:

Packing Credit
Loan Against Export Bill
Loan Against Trust Receipt

	

	ATM Service

	E-Statement Service

	Locker Service

	Online Service

	Remittance Service

	Export Import



Services
	Services:

	Fixed Deposit :
	1  Month
2  Months
3  Months
6 Months
1  year
	Savings scheme:
	Double Benefit Scheme
Monthly Saving Scheme
Hajj Saving Scheme
Pension Savings Scheme
Monthly/Mudarabah Monthly Income Scheme

	Loan Scheme :
	Term Loan 

	Project Loan
House Building Loan
Small Business Loan
Consumer Financing Scheme 
Lease Finance
Personal Loan

	
	Demand Loan :
	Loan General
Demand Loan against Ship Breaking
Payment against Document (PAD)
Loan against Import Merchandise (LIM)
Loan against Trust Receipt (LTR)
Forced Loan
Packing Loan
Secured Over Draft against Cash Incentive
Foreign Documentary Bills Purchased (FDBP)
Local Documentary Bills Purchased (LDBP /IDBP)

	
	Continuous Loan:
	Secured Over Draft against Financial Obligation (SOD, FO) 
Secured Over Draft Against Work Order / Real Estate etc. (SOD, GEN.)
Cash Credit (Hypothecation)
Cash Credit (Pledge)

	CARD
	VISA Card
	Credit Card  & ATM card

	
	
	



[bookmark: _Toc515840298]
2.14 Financial Highlights of SEBL
	Particulars
	Group
	Bank

	
	2016
	2015
	Change %
	2016
	2015
	Change %

	Performance during the Year

	Net Interest Income
	4,207.21
	3,138.46
	34.05%
	4,203.21
	3,265.57
	28.71%

	Non-Interest Income 
	8,645.24
	8,465.93
	2.12%
	8,492.73
	8,367.74
	1.49%

	Operating Income
	12,852.45
	11,604.39
	10.76%
	12,695.94
	11,633.32
	9.13%

	Operating Profit
	8,503.22
	8,034.27
	5.84%
	8,497.82
	8,043.94
	5.64%

	Profit after Tax
	2,435.07
	3,069.42
	-20.67%
	2,416.37
	3,082.48
	-21.61%

	Year Ending Financial Position

	Loan
	191,865.59
	168,878.46
	13.61%
	189,364.96
	169,378.86
	11.80%

	Investment
	61,731.63
	58,829.27
	4.93%
	59,455.01
	56,888.41
	4.51%

	Deposits
	229,973.43
	210,431.09
	9.29%
	230,533.70
	210,435.77
	9.55%

	Shareholders’ Equity
	26,523.56
	27,206.66
	-2.51%
	26,522.86
	27,224.92
	-2.58%

	Total Assets
	291,798.01
	260,718.03
	11.92%
	291,993.00
	260,253.04
	12.20%

	

	Earnings per share (BDT)
	2.66
	3.35
	-20.73%
	2.64
	3.36
	-21.61%

	Dividend
	20%
	15%
	33.33%
	20%
	15%
	33.33%

	Price Earnings Ratio(times)
	7.06
	5.27
	34.02%
	7.12
	5.25
	35.52%

	Net Asset Value per share(BDT)
	28.93
	29.67
	-2.51%
	28.93
	29.69
	-2.58%

	Market price per share (BDT)
	18.75
	17.65
	6.23%
	18.75
	17.65
	6.23%

	
	
	
	
	
	
	

	Ratio (%)
	
	
	
	
	
	

	Capital Adequacy Ratio (as per Basel III)
	12.15%
	11.52%
	5.44%
	12.18%
	11.60%
	4.99%

	Non-Performing Loans
	4.89%
	4.25%
	15.11%
	4.89%
	4.25%
	15.11%

	Cost to Income Ratio
	33.84%
	30.77%
	9.99%
	33.07%
	30.85%
	7.17%









Chapter 3


[bookmark: _Toc515840299]3. General Banking Practices of SEBL
[bookmark: _Toc515840300]3.1 General Banking
SEBL’s General Banking may be terms as retail banking. General Banking Activities includes opening of accounts, remittance funds, receiving and paying cash, collecting different instrument and payment against them, marinating accounts, preparing statement etc. SEBL carries out it functions through the following department:

Export-Import Dept.
Remittance Dept.
Clearing Dept.
Account Dept.
SEBL
Motijheel 
Branch
Customer Service Dept.


[bookmark: _Toc515840302]3.2 Some Essential Topic of the Bank
· Transfer of Account:
An account holder can exchange his or her record starting with one branch then onto the next. For that he/she should apply with appropriate motivation to the director of the branch where he is keeping up the Account.
· Who can be Introducer:
There are some conditions to be an introducer. Those are:-
· Existing Account holder.
· Well known/ a respectable person of the locality/ org.
· Officials of the Bank.

· Why Introducer is Necessary? :
Introducer is necessary for some causes. Those are:-
· For the identification of the client.
· To avoid fraud and Forgery.	
· To get protection under N.I Act 1881.

· Cheque:
A cheque is a document/instrument (usually a piece of paper) that orders a payment of money from a bank account.
· Crossed Cheque:
A crossed check is a check which is payable just through a gathering broker and not specifically at the counter of the bank. Intersection guarantees security to the holder of the check as just the gathering investor attributes the returns to the record of the payee of the check. At the point when two parallel transverse lines, with or with no words, are drawn by and large, on the left hand top corner of the check. A crossed check does not influence the dilatability of the instrument. It can be arranged an indistinguishable route from some other debatable instrument.
· Types of Crossing:
There are two types of negotiable instruments:-
· General Crossing
· Special Crossing
· Account Payee or Restrictive Crossing
· 'Not Negotiable' Crossing

· Cheque Crossed Generally:
Where a check bears over its face an expansion of the words 'and friends' or any shortening thereof, between two parallel transverse lines, or of two parallel transverse lines basically, either with or without the words 'Not Negotiable', that expansion should be considered an intersection, and the check might be esteemed to be crossed by and large.
· Cheque Crossed Specially:
Where a check bears over its face an expansion of the name of a financier, either with or without the words 'Not Negotiable' that expansion might be esteemed an intersection, and the check should be considered to be crossed uncommonly, and to be crossed to that broker. This is called unique crossed check.
· Account Payee or Restrictive Crossing:
This intersection can be made in both general and uncommon intersection by including the words Account Payee. In this kind of intersection the gathering financier should credit the measure of the check to the record of the payee as it were. The check stays transferable however the risk of the gathering financier is upgraded in the event that he credits the returns of the check so crossed to any individual other than the payee and the underwriting for the last payee is demonstrated manufactured. The gathering investor must act like a hunting dog and make legitimate enquiries with regards to the title of the last endorsee from the first payee named in the check before gathering a 'Record Payee' check in his record. The same should be possible by put inclined parallel line in the best most left corner of the check - in composing over their A/C payee's as it were.
· Not Negotiable Crossing:
The words 'Not Negotiable' can be added to general and also exceptional intersection and an intersection with these words is known as Not Negotiable intersection. The impact of such an intersection is, to the point that it expels the most vital normal for a debatable instrument i.e. the transferee of such a crossed check can't show signs of improvement title than that of the transferor (can't turn into a holder at the appropriate time) and can't pass on a superior title to his own particular transferee, however the instrument stays transferable.
3.3 [bookmark: _Toc515840303]Areas of Activities
The main job of the officers at the customer service department is to explain and answer different queries about the various products (Deposits and advances, as well as other banking facilities) simply and perfectly. Services rendered by Southeast Bank customer service department’s are as follows:
· Open current/savings/short term deposit/fixed deposit accounts for individual/ companies/partnership/sole proprietorship.
· Open foreign currency accounts (resident and non-resident).
· Deposit product introducing & marketing. 
· ATM card marketing.
· Checking account balances for fund replenishment of ATM card. This is done as per the instruction of the client and has to be done on a regular basis. 
· Close accounts for individuals/companies/partnership/sole proprietorship.
· Miscellaneous account services like changing address, signature, stop the sending of account statement, issuing the bank certificates and balance statements. 
· Cheque books request and Cheque book issuing. 
· Meeting customer queries.
· Receiving the request and other than the above mentioned activities the customer service department need to tend to the different instructions of the clients. 
Main criteria to perform customer service desk job are to provide quality service and keeping commitment towards the customer.
[bookmark: _Toc515840304]3.4 Account with SEBL
The deposits those are accepted by SEBL may be classified in to:
· Demand Deposit
· Time Deposit
[bookmark: _Toc515840305]3.4.1 Demand Deposit:
The amount in accounts are payable on demand so it’s called demand deposit account. SEBL accepts demand deposits through the opening of-
· Al-Wadiah Current Account (CD)
· Mudaraba Savings Account (SB)
3.4.1.1 Al-Wadiah Current Account (CD):
Both individuals and business open this type of account. Frequent transactions are (deposits as well as withdrawal) allowed in this type of account. A current a/c holder can draw cheques on his account, any amount, and any numbers of times in a day as the balance in his account permits.

Features and Benefits:
· Unlimited transactions are allowed.
· Personalized MICR Cheque Book is available.
· No withdrawal notification required.
· Nominal service charge.
· Any branch banking facility (Cash withdrawal and deposit from any branch)
· Bank accepts and supports Standing Instructions.
· Nomination facility is available to nominate beneficiary for account proceeds.
· Charge free statement of A/C, Balance Confirmation Certificate twice in a year which is semi-annually basis.
Criteria of Current Account Followed by SEBL:
· Generally opened by businessmen, government and semi-government organizations with proper introduction.
· No interest/munafah is provided for deposited amount
· Overdraft is allowed in this account.
· Minimum opening balance is Tk. 2000/-
· A minimum balance of Tk. 5000/- has to be maintained.
3.4.1.2 Mudaraba Saving Account:
Individuals for savings purposes open this type of account. Current interest/munafah rate of these accounts is 4.25% per annum. Interest/ munafah on SB account is calculated and accrued monthly and Credited to the account half yearly. This calculation is made for each month based on the lowest balance at credit of an account in that month. A depositor can withdraw from his SB account not more than twice a week up to an amount not exceeding 25% of the balance in the account. If anyone withdraws money more than twice he/she will not get the interest for that month.
Features and Benefits:
· Bank pays attractive profit.
· Personalized MICR Cheque Book is available.
· Nominal service charge.
· Any Branch banking facility (Cash withdrawal & deposit from any branch).
· Bank accepts and supports Standing Instructions
· Nomination facility is available to nominate beneficiary for account proceeds.
· Profit is payable on half yearly basis.
· Charge free statement of A/C, Balance Confirmation Certificate twice in a year which is semi-annually basis or annually basis.
· Option is available to collect e-statement on monthly basis.
Criteria of Current Account Followed by SEBL:
· An appropriate introduction is required for opening the A/C.
· Frequent withdrawal is not encouraged.
· A depositor may withdraw money from his/her account twice in a week.
· Minimum amount of Tk. 5000 is required as initial deposit.
· Depositor may withdraw his/her deposited money up to 25% of the balance in his/her account without notice. The bank may realize service charge in its description.
· Depositor will get interest/munafah on the account.
· Deposited in his/her account.
[bookmark: _Toc515840306]3.4.2 Time Deposits:
A deposit which is payable at a settled date or after a time of notice is a period store. In SEBL Motijheel Branch (Islamic Banking) acknowledges time stores through Mudaraba Term Deposit Receipt (MTDR), Mudaraba Short Noticed Deposit (MSND), and Mudaraba Schemes and so on. While tolerating these stores, an agreement is done between the bank and the client. At the point when the financier opens a record for the sake of a client, there emerges an agreement between the two. This agreement will be a substantial one just when both the gatherings are skillful to go into contracts. SEBL acknowledges time stores through the opening of –
· Mudaraba Term Deposit Receipt(MTDR) 
· Mudaraba Short Notice Deposit(MSND) 
· Mudaraba Monthly Saving Scheme(MMSS) 
· Mudaraba Double Benefit Scheme (MDBS) 
3.4.2.1 Mudaraba Team Deposit Receipt (MTDR):
MTDR are opened for a settled period shifting from one months to three years or above and are payable at a settled date of development. In the event of MTDR Account the banks don't need to keep up money save. So SEBL offers a high financing cost in MTDR accounts. It is typically paid on development of the settled store. SEBL computes enthusiasm at every development date and arrangement is made on that "Different lender use payable records" is charged for the accumulated intrigue.
Features and Benefits:
· Money can grow with attractive profit rate and flexible tenure.
· Automatic renewal facility at maturity.
· Loan facility against MTDR account to meet urgent financial needs.
· Premature closure facility at savings rate.
· The customer may avail loan facilities against Mudaraba MTDR account as security.
Rate of Interest/Munafah, Pre-mature Encashment of Team Deposit:
	No
	Term Deposit
	Rate of Interest/Munafah
	Pre-mature encashment
	Rate of Interest/Munafah

	1
	1 Month
	4.75%
	Before 30 days
	No interest

	2
	2 Month
	4.75%
	Before 2 months
	No Interest

	3
	3 Month
	7.00%
	Before expiry of 3 months
	No Interest

	4
	4 Month
	7.00%
	Before expiry of 6 months
	After 3 month give 1 Interest

	5
	5 Month
	7.00%
	Before expiry of 12 months
	After 3 month give 1 Interest



Procedure of Opening MTDR Account:
Before opening a MTDR Account a customer has to fill up an application form which contains the followings: 
· Amount in figures 
· Beneficiary’s name and address 
· Period 
· Rate of interest/munafah Date of issue 
· Date of maturity 
· How the account will be operated ( singly or jointly) 
· Signature (s)
· M.T.D.R no.
· Special Instructions (if any)
After fulfilling the above information and depositing the amount, MTDR account is opened and a MTDR receipt is issued and it is recorded in the MTDR Register which contains the following information:

· MTDR Account No 
· MTDR (Fixed Deposit Receipt) No
· Name of the MTDR holder with Address
· Maturity Period
· Maturity date
· Interest rate
3.4.2.2 Mudaraba Short Notice Deposit (MSND):
The deposits held in these accounts shall be payable on short time for 7 days or 30 days. The deposits may be accepted for period and rate of interest/munafah is fixed by H.O. from time to time.
Features and Benefits:
· Bank pays attractive profit.
· Personalized MICR Cheque Book is available.
· Nominal service charge.
· Any Branch banking facility (Cash withdrawal & deposit from any branch).
· Bank accepts and supports Standing Instructions
· Nomination facility is available to nominate beneficiary for account proceeds.
· Profit is payable on half yearly basis.
· Charge free statement of A/C, Balance Confirmation Certificate twice in a year which is semi-annually basis or annually basis.
· Option is available to collect e-statement on monthly basis.
Rate of Interest/Munafah, MTDS:
	No
	Rate
	Client

	1
	3.75%
	Below Tk. 1.00 Crore

	2
	4.25%
	Tk. 1.00 Crore & above but below Tk. 25.00 Crore

	3
	5.00%
	Tk. 25.00 Crore & above but below Tk. 50.00 Crore

	4
	5.50%
	Tk. 50.00 Crore & above but below Tk. 100.00 Crore

	5
	6.00%
	Tk. 100.00 Crore & above



3.4.2.3 Mudaraba Monthly Saving Scheme (MMSS):
It is one type of savings scheme where installment payment should be deposited to the bank within first 10 days of each month. 
Features and Benefits:
· Hassle free Deposit
· Loan of maximum 80% against the lien of the MSS amount deposited can be availed.
· Can close the account before maturity.


Rate of Interest/Munafah, MMSS:
	
Installment
(Tk. 500 or multiple up to 25,000/-)
	Matured Amount

	
	2 years
	3 years
	5 years

	
	Effective Rate:
9.25%
	Effective Rate:
9.25%
	Effective Rate:
9.25%

	500/-
	13,111
	20,615
	37872

	1000/-
	26,223
	41,230
	75,743

	5000/-
	131,114
	206,152
	378,717

	10000/-
	2,62,227
	412,304
	757,434

	25000/-
	6,55,569
	1,030,761
	1,893,586



3.4.2.4 Mudaraba Double Benefit Scheme (MDBS):
Mudaraba Double Benefit Scheme (MDBS) account is a time specified deposit scheme for clients where the deposited money will be doubled on maturity.
Features and Benefits:
· Amount to be deposited tk. 10,000 or it’s multiple.
· Deposited amount will be doubled in 7 years
· Account can be opened at any working day of the month.
· Allowed to open more than one Mudaraba DBS account at any branch of the Bank.
· Loan facilities against lien of Mudaraba DBS Account.
· The scheme is covered by Insurance Premium is born by the Bank.
· Pre-mature closure facility.
· 
3.5 [bookmark: _Toc515840307]Account Opening Formalities:
There are some continuous processes to open an account. Those are:
· Fulfill the Application on the prescribed form.
· An introducer is required.
· Transaction profile.
· Furnishing recent photographs (three copy)
· National ID card of account holder or Other national documents
· Signatures required in the application form.
· Providing information’s about Nominee.
· Furnished recent photographs (one copy)
· Signature from nominee in the form.
· National Documents of nominee
After completing above mentioned procedure a customer may open an account. After opening the account he may able to make transaction with the bank.
Documents necessary for opening an account:
Individual accounts:
· National ID of A/C holder and nominee.
· If National ID not available then: Birth certificate, Chairman Certificate and others.
· Two copy passport size photo of A/C holder.
· One copy passport size photo of nominee.
· Fulfillment of application form provided by the Bank.

Joint account:
· National ID of both A/C holders.
· If National ID not available then: Birth certificate, Chairman Certificate and others of both A/C holders.
· Three copy passport size photo of A/C both holder.
· Fulfillment of application form provided by the Bank.


Accounts for partnership: 
· Request letter.
· Registered partnership deed on non-judicial stamp of tk.150 & list of the partners with portfolio.
· Up to date trace license. E.R.C, I.R.C, TIN and VAT copies of the firm.
· Resolution regarding operation of bank account and signing of bank’s charge document with execution of mortgage deeds and other bank’s papers and documents etc.
· Seal as per resolution & visiting card of the signatory (must be attested by introducer).
· Three copies of photographs of every signatory (must be attested by introducer).
· Photocopy of National ID/passport or other documents.
· Signature and one copy of photograph of each signatory (must be attested by introducer).
· Membership certificate of Trade Association.
· Tenancy agreement copy in between the firm and landlord (if applicable).
Account for school, college or other educational institute: 
· Request letter.
· Three copies of photographs of every signatory (must be attested by introducer).
· List of member of the managing committee.
· Resolution of the managing committee regarding opening and operations of Bank Account.
Accounts for club, association, society, religious organization: 
· Request letter.
· Three copies of photographs of every signatory (must be attested by introducer).
· List of member of Executives.
· Resolution of executives/ managing committee regarding opening and operation of bank account.
· Certified copy of bye-law rules and regulations.
After fulfilling the above formalities, South East Bank provides the customer a pay-in- slip book and a checkbook. Documentation and formalities varies as per different entities for opening account.
3.6 [bookmark: _Toc515840308]Issuing Cheque-Book:
After consummation of above conventions, the bank furnishes the customer a check book with a demand slip. The check book can be of 10 or 25 pages. It is reliant on the sorts of record. The 10 pages check book is issued for the Mudaraba Savings Account holder. 25 pages check book is issued for Al-Wadiah current Account holder. The customer needs to top off the order shape for check book. At that point the officer will get another check book with topping off record number of the customer and the branch name in each page of the check book. The name and record number of the customer are then enlisted in the check book issue enlist. The serial number of the check book is likewise entered in the PC for appropriate upkeep of records.
[bookmark: _Toc515840309]3.7 Deposit Scheme of SEBL:
Bank is the biggest association of activating surplus household investment funds. For destitution lightening, we require independent work, for independent work we require speculation and for venture we require reserve funds. As such, reserve funds encourage capital developments and the capital arrangements help interests in the nation. The interest in its turn helps industrialization driving towards formation of abundance of the nation and the riches at long last takes the nation on street to advance and flourishing. Accordingly, reserve funds are viewed as the very premise of flourishing of the nation. The more the development of investment funds, the more will be the success of the country. The funds rate in Bangladesh is one of the most minimal on the planet rate of household investment funds being 20%. Keeping in mind the end goal to enhance the reserve funds rate, monetary organizations in charge of activation of sparing should offer appealing Savings. Plans with the goal that the minimal affinity to spare increments. The investment funds don't, obviously, depend just on the quantum of salary however to a great extent relies upon the propensity for reserve funds of the general population
3.8 [bookmark: _Toc515840310]SEBL Formulated the Following Saving Scheme:
· Mudaraba monthly savings scheme.
· Mudaraba monthly profit scheme.
· Mudaraba double benefit scheme.
· Mudaraba triple benefit scheme.
· Mudaraba four times benefit scheme.
· Mudaraba core benefit scheme.
· Mudaraba milliner benefit scheme.
· Fixed deposit scheme.
[bookmark: _Toc515840311]3.9 Online Banking Section:
The bank has set up a Wide Area Network (WAN) across the country to provide Online Branch Banking facility to its valued clients. Under the scheme, clients of any branch shall be able to do banking transaction at other branches of the bank.
Under this system a client will to be able to do following type of transactions:
· Cash withdrawal from his/her account at any branch of the Bank irrespective of location.
· Cash deposit in his/her account at any branch of the Bank irrespective of location.
· Cash deposit in other’s account at any branch of the Bank irrespective of location.
· Transfer of money from his/her account with any branch of the Bank.
· Any amount san be deposited or transferred under Southeast Line. In the system, however, at present there is limit for cash withdrawal through bearer or by account holder himself.
[bookmark: _Toc515840312]3.10 Remittance Section:
[image: global remittance]


Local remittance section:
Local remittance is one of the main components of general banking. The activities of local remittance are:
· Telegraphic transfer.
· Demand draft issue.
· Pay order.
[bookmark: _Toc515840313]3.10.1 Telegraphic transfer:
It is a request from the issuing branch to the drawee bank/office for installment of a specific total of cash to the recipient. The installment direction is sent by wire and finances are paid to the recipient through his record kept up with the drawee branch or through compensation arrange if no record is kept up with the drawee branch.
[bookmark: _Toc515840314]3.10.2 Demand Draft (DD) issue:
Once in a while clients utilize request draft for the exchange of cash starting with one place then onto the next. For getting a request draft, client needs to top off an application frame. The frame contains date, name and address of the candidate, mark of the candidate, check number (if check is given for issuing the DD), draft number, name of the payee, name of the branch on which the DD will be drawn and the measure of the DD. The shape will be appropriately marked by the candidate and by the approved officer. SEBL charged on the span of the measure of DD as administration charge.
[bookmark: _Toc515840315]3.10.3 Pay order: 
For issuing a pay order, the client is to submit an application to GB in the prescribed from. This from should be properly filled up and signed. The procedure of the issuing pay order is similar to that of the Local Draft. For issuing pay order SEBL charges commission on the following rate-
· For Tk.1 to 100000, the commission is Tk.25.
· For Tk.100000 to 500000, the commission is Tk.60.
· For Tk. 500000 to above, the commission is Tk.75.
[bookmark: _Toc515840316]3.11 Clearing Section:
As indicated by the article 37(2) of Bangladesh bank arrange, 1972, the banks which are the individual from clearing house are called as Scheduled banks. The booked banks clear the chouse drawn upon each other through the clearing house. This is a course of action by the national bank where consistently the delegate of the part banks accumulates to clear the chouse. Banks for credit of the returns to the clients' records acknowledge chouse and other comparable instruments. A large number of these instruments are drawn payable at different banks. If they somehow happened to be introduced at the drawee banks to gather the returns, it is important to utilize numerous flag-bearers of the reason. Essentially, there would be numerous chouse drawn on this, the couriers of other bank would show bank and them at the counter. The entire procedure of accumulation and installment would include extensive work, postponement, hazard and use. All the work hazard, postponement and consumption are considerably decreased, by the agents of the considerable number of banks meeting at a predetermined time, for trading the instruments and touching base at the net position with respect to receipt or installment. Where the banks meet and settle their levy is known as the clearing house.
· Collection Section:
Checks, drafts and so forth are drawn on bank situated outside clearing house are sent for gathering. Motijheel Branch gathers its customer's previously mentioned instruments from different branches of SEBL and branches other than SEBL. If there should arise an occurrence of out ward bills for accumulation clients account is credited in the wake of completing the gathering processor. Also, in the event of internal bills clients account is charged for this reason. So it place dual role as follows:
· Collecting Banker.
· Paying Banker.
There is one Officer working over desk in this department.

· Activities of the section:
· Preparing of Outward and Inward Collection Item.
· Inter-Branch Transfer.
· Batch posting and checking as and when required.
· Other works as and when require.

· Collection is done when:
· Paying Bank is located outside Dhaka City.
· Paying Bank is other branches of SEBL situated inside Dhaka City.


Paying bank is outside Dhaka City:
Collection department of Head Branch (Principal Branch), SEBL sends outward bills for collection (OBC) to the concerned paying bank to get inter Bank Credit Advice (IBCA) from paying bank. If the paying bank dishonors the instruments, the same is returned to principle Branch.
 Paying bank is inside Dhaka City:
Collection department sends transfer delivery item to other branches of same bank situated inside Dhaka city. Upon receiving IBCA customer’s A/C is credited.
· Procedure for outward bills for collection:
· Depositing the cheque along with deposit slip
· Crossing of the cheque are done indicating Principal Branch as collecting bank.
· Endorsement “Payee’s A/C will be credited on realization” is given
· Entries are given in the outward clearing register.



[bookmark: _Toc515840317]3.12 Account Section:
Functions of Accounts department:
We can divide the functions of accounting department into two categories. One is day-to-day task and another is periodic task.
[bookmark: _Toc515840318]3.12.1 Day to day functions:
Here a day to day function refers to the everyday tasks. Accounting department of SEBL performs the following day to day functions:
· Recording of transactions in the cashbook, general and subsidiary ledger.
· Preparing the daily position of deposit and cash.
· Making the payment of the expense of the branch.
· Recordings of inter branch fund transfer.
· Checking whether all the vouchers are correctly passed.
· Recording the voucher inter voucher register.
· Packing and maintains the total debit and total credit voucher.
[bookmark: _Toc515840319]3.12.2 Periodical functions: 
Periodical elements of records division incorporate the readiness of various week after week, fortnightly, month to month, quarterly, and yearly explanation. The accounts department prepares the following statements:
· Monthly statements of deposits, loans and advances, profit and loss etc.
· Quarterly statement of deposits, loans and advances, profit and loss etc.
· Yearly statement of deposits, loans and advances, profit and loss etc.
· Yearly statement of classified loans and advances.
· Statements of affairs.
· Yearly budget of the branch, etc.
[bookmark: _Toc515840320]3.13 Cash Section:
Money segment is an exceptionally touchy organ of the branch and handle with additional care. Task of this area starts toward the beginning of the managing an account hour. Money officer starts his/her exchange with taking cash from the vault, known as the opening money adjust. Vault is kept in much secured room. Keys to the room are monitored of trade officer and branch out charge. The measure of opening money adjust is gone into an enlist. After entire days' exchange, the surplus cash stay in the money counter is returned in the vault and known as the end adjust. Cash is gotten and paid in this area.
[bookmark: _Toc515840321]3.13.1 Cash receipt:
The performances of Cash receipt are shown as follows:
· At first the depositor fills up the deposit in slip. For saving account and current account used same deposit slip in the branch.
· After filling the required deposit in slip, depositor deposits the money.
· Officers at the cash counter receives the money, count it, enter the amount of money in the register kept at the counter, seal the deposit in slip and sign on it with date and keep the banks’ part of the slip. Other part is given to the depositor.
· In this branch, i.e. Motijheel Branch, two different officers maintain two different books for entering such entries. All deposits of saving account are maintained by one officer and other accounts by another officer.
· At the end of the day entries of both of these registers are cross checked with the register kept at the cash counter  to see whether the transactions are correct or not.
[bookmark: _Toc515840322]3.13.2 Cash payment:
This is the survival unit of the bank because, until and unless the success of this department is attained, the survival question to every bank. If the section doesn’t properly work the bank may become bankrupt. It decides what type of lending product will be offered and analyzes and measure the credit risk on loans and manage all the activities regarding the loans. The aim of the credit management is to have a secured loan portfolio so that bank can earn profit by keeping the depositors savings secured. The entire job regarding that consist the credit management.
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[bookmark: _Toc515840323]4. Customer Satisfaction Level of General Banking
[bookmark: _Toc515840324]4.1 Definition of Customer
The word derivers from "custom" signifying "propensity" a client was somebody who frequented a specific shop, who made it a propensity to buy merchandise of the sort the shop sold there instead of somewhere else, and with whom the businessperson needed to keep up a relationship to keep his or her "custom" which means expected buys later on. 
A client, likewise called customer, purchaser, or buyer, is normally used to allude to a present or potential purchaser or client of the results of an individual or association, called the provider, vender, or seller. This is ordinarily through buying or leasing products or administrations.
[bookmark: _Toc515840325]4.2 Customer Service
Now I am going to describe my department in a short view. Customer service department is the main desk where customer comes to know about the bank and banking services provided by the bank. The professionalism and high quality of service of the bank is also reflected through this department of the bank, which in turn will attract the customers/client to do business and have a good banking relationship the respective bank branch. The customer service department of the bank should ensure the customer satisfaction through the quality of service and speed of delivery equipped with state of the art custom made technology. Failure of the customer service department in delivering the products and facilities of the bank properly to the clients will result in client’s reluctant banking transactions with the bank even bank may lose valuable customers as well as good reputation.
[bookmark: _Toc515840326]4.3 Definition of Customer Satisfaction
Consumer loyalty, a business term, is a measure of how items and administrations provided by an organization meet or outperform client desire. It is viewed as a key execution marker inside business and its piece of the four points of view of a Balanced Scorecard. In an aggressive commercial center where organizations vie for clients, consumer loyalty is viewed as a key differentiator and progressively has turned into a key component of a business system.
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[bookmark: _Toc515840327]4.4 Why to measure Customer Satisfaction
Fulfilled Customers are fundamental to ideal execution and money related returns. In numerous spots on the planet, business associations have been lifting the part of the client to that of key partners in the course of recent years. Clients are seen as a gathering whose fulfillment with the endeavor must be joined in vital arranging endeavors. Forward – looking organizations are discovering an incentive in specifically estimating and following consumer loyalty's (CS) as an imperative key achievement marker. Proof is mounting that setting a high need on CS is basic to enhanced hierarchical execution in a worldwide commercial center. 
With better comprehension of client's discernments, organizations can decided the activities required to meet the clients, needs. They can recognize their own qualities and shortcoming, where they remain in contrast with their rivals, outline way future advance and change. Consumer loyalty estimation advances an expanded concentrated on client results and invigorate enhancements in the work practices and procedures utilized inside the organization. 
At the point when purchasers are capable, the wellbeing and quality of the organization association with its clients its most basic monetary resource is its best indicator without bounds. Resources on the monetary record essentially resources of preparations – are great indicators just when purchasers are feeble. So it's no big surprise that the connection between those advantages and future pay is winding up increasingly shaky. As purchasers wind up engaged, dealers must choose the option to adjust. Concentrating on rivalry has its place, yet with purchaser control on the ascent, it is more vital to focus on the client.
[bookmark: _Toc515840328]4.5 Importance of Customer Satisfaction
In the current monetary condition, a bank can't stand to estrange its client. Bank need to return and keep their Clint base. Uncommon measures should be taken to ensure this is done appropriately and ensure their clients continue going through with them. 
Some of the time a bank can't contend with another bank which either advancement thoughts or change of administrations. Along these lines an exertion should be made to add additional qualities to the item or benefit and promise client that is workers there to encourage, administration and guidance.
There are two ways of doing this:
· Most bank use quality control on products services delivered to make sure that the product or services they sell will not end up disappointing consumers.
· Train the staff with regards to consumer service.
[bookmark: _Toc515840329]4.6 Basic Job of Customer Satisfaction Survey
The basic objectives of customer satisfaction surveys are as follows:
· To improve the effectiveness and responsiveness of product or service providers in target areas.
· To link customer feedback to service or quality improvement programs and solution.
· To explain and demonstrate to customers that their feedback is impartment.

Customer Satisfaction


[bookmark: _Toc515840330]4.7 Utilizing Customer Satisfaction as a Tool for Improvement
One of the main purposes of the bank is to return customers, but accumulating more customers is also important.
Some key customer services of SEBL are as follows:
· Know and understand target customer.
· Know what the competitors are doing.
· Make every effort to keep customer.
· Always make a lasting of first impression.
· Always treat complaints with a positive.

Lastly, continually sharpen customer service skill. Make every effort to invest in pooling talent that can help to gain more customers. Happy and very satisfied customers are the key to success and employee of SEBL always understand and utilize customer’s satisfaction as a tool for improvement.
[bookmark: _Toc515840331]4.8 Process Used in Assessing Customer Satisfaction Level of SEBL
There are different models that are utilized as a part of estimating the level of consumer loyalties. I have computed the consumer loyalty's by SERVQUAL. Since, it looks truly more astute as it demonstrates the fulfillment level as one number and this measure show considers different parameters and this is anything but difficult to ascertain.
The Questionnaire
I have taken after the procedure of up close and personal meeting in estimating the consumer loyalty's level. Since, it was advantageous for me as I have sat back at the bank amid my internee program. The data gathering was performed by utilizing RATER or SERVQUAL Instrument.
SERVQUAL
Estimating the nature of an administration can be an extremely troublesome exercise. Dissimilar to item where there are particular determinations, for example, length, profundity, width, weight, shading and so forth an administration can have various elusive or subjective details. Likewise there will be there desire for the clients with respects the administrations, which can change extensively in light of a scope of components, for example, related knowledge, individual needs and what other individuals may have let them know. 
As a method for endeavoring to quantify benefit quality, analysts have built up a technique known as SERVQUAL – an apparent administration quality poll study procedure. SERVQUAL looks at five measurements of administration quality:
· Reliability
· Responsiveness 
· Assurance
· Empathy, and 
· Tangible 
Using this RATER / SERVQUAL instrument I have collected customer’s degree of agreements with 22 different statements categorized under 5 major dimensions. These five dimensions indicate various influencing forces in satisfying customers.
The parameters covered by this RATER/ SERVQUAL instrument are as follows: 
· Reliability: 
· Act according to promises
· Sincere interest in problem solving 
· Performs the service right the first time
· Insists on error free records
· Assurance: 
· Employees behavior install confidence in customers
· Customers feel safe in transaction
· Consistent courtesy of employees 
· Employees have the knowledge to answer customers question



· Tangibles:
· Modern looking equipment’s
· Visually Appealing physical facilities
· Neat Appealing physical facilities 
· Appealing appearance of materials
· Responsiveness: 
· Informs exactly when services will be provided
· Gives prompt services 
· Employees are always 
· 
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[bookmark: _Toc515840332]5. SWOT Analysis
[bookmark: _Toc515840333]5.1.1 Strengths:
It is a good profit making bank. It made a good level of profit every year, such as, in the previous year it made Tk. 1870.19 million.
It is doing work with the experience of 12 years.
It has very good reputation.
It is facilitating most of the modern banking. 
Employees’ behavior towards Customer is very well.
Employees are getting sufficient salary. 
Client loyalty is exceptionally high to this branch.
Working method of this branch is more improved.
Employees have a good personal relationship with customers.
All the employees are well-trained. 
Southeast Bank is providing online banking facility to its customers. 
All the branches are computerized and Online. 
Good corporate image in the banking sector. 
All tasks are organized and divided to the employees individually.
It has a huge level deposit.
Most of employees are from good educational background.
It has some big organizations account and it keeps clients in safe.
It has good relation with other commercial banks including Bangladesh Bank.
[bookmark: _Toc515840334]5.1.2 Weakness:
Some employees are not efficient because of lacking in the education, 
Binding in rules and regulation.
Lack of communication in between management.
Service support product is not satisfactory.
Numbers of employees are less.
More up to date banking facilities are not available, such as, account checking by mobile.
Only own ATM booth. 
For some service customer has to go two or more desks.
Some employees are traditional banker minded.
Some employees are not expert in handing computer.
[bookmark: _Toc515840335]5.1.3 Opportunities:
Increase in commercial privates bank itself suggests a huge market of banks in the local and foreign area. 
As abroad going people are increasing, SEBL can collect home bound remittance by its quick service.
[bookmark: _Toc515840336]5.1.4 Threats:
· Numbers of private bank are increasing.
· Private bank are giving efficient modern service and they continuously innovating new product. 
· Current law and order situation is not positive for the investment part.
· Pessimistic representation to the government and Bangladesh Bank.
· Some Banks offering more attractable rate on deposits than Southeast Bank in some cases.
· Some foreign Banks are introducing many new, expensive and technological services for customers.
· Many foreign banks are occupying markets by various attractive advertising and promotional activities.
· Number of potential competitors both foreign and domestic private banks is increasing day by day. 


[bookmark: _Toc515840337]6. Summary of Findings of SEBL

Employee Dissatisfaction: Because of late promotion and longer probationary period there is dissatisfaction among the employees. Late increment in salary is another cause for employee dissatisfaction. Career Opportunity is less. Most of the bankers have no banking backgrounds. 
Double standard in banking: Adjacent to the general saving money framework, Islamic managing an account framework has been presented in Southeast Bank Limited. This kind of twofold standard in keeping money may make disarray in the brain of clients.
Advertising and promotion: Advertising and promotion is one of the weak point of Southeast Bank Limited, Southeast Bank Limited does not have any effective promotional activities through advertisement, but other banks have better promotional strategy.
Centralization: The Bank is excessively brought together. For every last move, branch office needs to go for authorization from the Head Office. The Head Office firmly controls every single branch office. This kind of reliance on Head Office backs off the exercises of branch office.
Lack of Rural Banking: Though there are huge opportunities of Rural Banking in potential rural areas of 07 different Division, the bank is opening only urban branches in the different division.
Lack of Employee: Southeast Bank is facing shortage of employee in their branches.
Few Merchant Locations: There is a very few merchant location of ATM card. 
Lack of Computer Knowledge: All the organizations including banks are now mostly depends on computer but employees do not have much knowledge on computer. 
Tangibles: Adornment of the SEBL has turned out to be old. Along these lines, youngsters are not pulled in to this branch and additionally representatives are not getting the suitable condition. Clients are additionally confronting the issue with beautification.
7. Recommendations

The importance of sustaining and improving bank performance is increasing day by day particularly in an environment which is characterized by rapidly flourishing technology and its growing application to banking, tremendous competition, product development, shift in marketing strategy, deregulation & globalization on the one hand, and escalation in the number of bank failures accompanied by mergers and mega mergers on the contrary. In order to keep abreast with the prevailing market scenario Southeast Bank has already strengthen its position in the industry. The Bank has grown well in its 15th year of business, expanded its coverage of   financial products and customer segments and enhanced its service capabilities across multiple channels. The result achieved by the Bank reflects that it claimed to even higher operational height despite stiff competition.
From the profitability as well as productivity analysis and based on the findings, we can conclude with the following recommendations:

SEBL Head Office as well as all Branches should increase management efficiency. 
Bank management should pay more attention to increase its non-funded businesses (off balance sheet activities) that will have a positive impact on its profitability. The modern world of banking on gradual assumption of the universal banking character has adopted the off-balance sheet activities as one of the important strategies to improve profitability considering the risk less / less risky character of the same.
To keep cost structure in control, the Bank may outsource several utility services and non-core banking activities. 
Successful business relies upon how it can advance its items or administrations to the clients. In this way, to enhance the business status, Southeast Bank ought to present more limited time programs.
For developing the asset utilization ratio, portfolio of asset structure should be rearranged by removing the non-earnings assets or transforming the non-earning assets into earning one
Bank should put its attention to collect low cost deposit to reduce average cost of fund.
Diversification of loan portfolio in deferent sectors is required to reduce large loan risk.
To comply with the government Policy to reduce Lending Rate, bank should actively take Negative Fund Gap Management approach immediately.
To maintain Negative fund gap Southeast Bank should introduce different types of deposit schemes.  
Management should pay more attention to reduce the Operating Expenses or to keep it at minimum level to increase profitability.
It should increase Consumer Banking activity as early as possible.
It should pursue advertisement campaign in order to build a strong image among the people. They should carry out aggressive marketing campaign to attract clients. They can give advertisements in newspaper and magazine, television.
It should maintain more cash and deposit balances with other banks. Because it is desirable that banks keep their cash and balance with other bank to such extent so that it can minimize the chance of liquidity crunch.
It should develop more strategic planning as to compete with its rival banks.
There is no reward system in the Southeast Bank Limited for its officers showing any outstanding performance. Therefore to motivate the employees of the bank, employees should be rewarded on the basis of their performance.
All the customers should get fair treatment or same priority regardless of their volume of amount they deal.
The rules and regulations regarding sanctioning the loan should be more favorable for the customers.
Default culture is especially well-known in our nation. Southeast Bank Limited ought to precisely apportion the bank's resources for the most astounding yielding advances while evading inordinate hazard. The bank should give more fixations to lessen the measure of Bad/Loss with respect to ordered credits.
The bank’s main obstacles are to regulatory burdens, new government regulations, increasing competition from non-traditional financial institution. So, the bank should take some pro-active steps to handle unexpected situation.
Southeast Bank Limited should seek after ad crusade with a specific end goal to fabricate a solid picture among the general population. They should do forceful advertising effort to draw in customers. They can give promotions in daily paper and magazine, TV and neon signs.
Bank should conduct regular market research to know the competitors’ offers toward customers. 
They should introduce innovative type of deposit to attract more customers.
Southeast Bank Limited should develop more strategic planning as to compete with its rival banks.
It may introduce one stop service for its client. 
It should recruit more employees.
Increase the merchant locations of ATM cards.
It needs to slightly modify their savings scheme to attain superior customer satisfaction. In this case, they should consider maximizing customer profitability alongside the banks. 
As there is significant scope of improvement for employee knowledge of products, the bank could device training session every few months. This would also allow them to improve the employee to client relationship, in which they seem to be vulnerable at the present state. 
It also needs to improve the service quality. In this case, they can start with service delivery which is a problem for them at the moment. To resolve this problem, they can divide the service delivery process into several parts and identify the bottlenecks. This will allow them to focus on the problem areas specifically and provide solution that will eventually improve service quality. 
It has significant problem regarding the environment of the bank. In this case, they need to identify exactly which portion of the environment is bothering them the most and then resolve the problems in the best possible manner. 
Most of the customers find the Monthly savings scheme as by far the most attractive comparing to the others. So, to make the other schemes as attractive as the Monthly savings scheme it can add some of the feature of that scheme to the other schemes. One very viable option that can be added would be the easy installment opportunity. 
Expertise should be involved in the process of forecasting future prospect of the banks.
Opportunities of financing in the new sectors like Agriculture, Real Estate, IT etc. should be explored out.
Necessary training should be provided to upgrade the efficiency of the officers in measuring risk and in selecting the profitable projects.
It should be more cautious on operating expenses and establishment expenses.
Bank executives should try to mobilize more deposit schemes through better marketing and incentive measures.
The decision making process should be more fast.
One of the business techniques is advancement. Fruitful business depends how they can advance their items or administrations to the client. To enhance the business status, the bank ought to present more special projects.



Internship Experience

I did my three month temporary job program in Southeast Bank Ltd, Motijheel branch. Amid my entry level position program, I picked up loads of understanding about professional workplace. My temporary position encounter are given below-
Internship Position, Duties & Responsibilities: 
The report has been set up based on encounter assembled amid the time of temporary job. Inside this season of period, I for the most part worked with divisions to be specific General Banking and Accounts office. Bank isn't taking after any rule or settled any duties regarding temporary job understudy. Primarily I have done numerous pending works of the record opening segment and record and clearing division. Other than that I have done distinctive sorts of errands in various work areas at whatever point they appointed me to do.


[bookmark: _Toc515840339]8. Conclusion

I have tried to present an overview of Southeast Bank Limited. The required data are collected from face to face conversation with the manager & employee of southeast Bank Limited. Some information such as organizational background is collected from given brochure, web sites, annual report of southeast Bank Limited. The data are not structurally distributed and due to this reason I had to depend on secondary data like the annual report, different product brochure, and internet. Due to secrecy point of view it was not possible to collect all the core information from the office. However the bank was quite liberal in disclosing the confidential to me for my report.
Since the managing an account benefit particularly the private Banks are completing a remarkable business, so plainly the cutting edge individuals are more worried about securing their profitable resources and get high caliber and opportune administrations. Consequently part of new ad bank has been set up in most recent couple of years and these banks have made this saving money division extremely focused. Along these lines, now banks need to arrange their task and do their activities as indicated by the need of the market. Managing an account parts no more relies upon a customary technique for saving money. In this focused world this area has trenched its wings sufficiently wide to cover any sort of budgetary administrations anyplace in this world. The significant assignment for banks, to make due in this focused condition is by dealing with its benefits and liabilities in an effective way.
The Southeast Bank’s philosophy - "A Bank with Vision" has been precisely an essence of the legend of success in the Asian countries. The bank has proved to be successful by offering quality and timely services to its customers. The employees of Southeast Bank are very efficient, everyone knows their work very well and can perform efficiently to produce the best output. The bank has plans to open more branches to expand their network. 

They are also playing a significant role in the import and export of Bangladesh. Especially Southeast Bank has more import business than its rivals. 
Southeast Bank is the most encouraging private business bank in Bangladesh. Consistently Southeast Bank tries to build their item and administrations in spite of the fact that they give an extensive variety of result of administrations to their clients. Southeast Bank is helping the economy of Bangladesh by dispatching of assets both nearby and remote.
With the current performance of the Bank and with little improvement here and there will certainly make Southeast Bank the best Private Bank in Bangladesh in the near future. 
It can be concluded from the analyses of the previous two years’ data that the financial performance of SEBL is well and good. Although some procedural disputes have been observed in general banking activities and credit facility, it will be overcome shortly because the management of SEBL has already taken steps for initiating developmental works. If general banking and loan disbursement activities can 
Be more automated and updated procedurally, customer service will be more prompt and fast. As a result, it will not be difficult to retain the prevalent customers who are being always provoked by other banks. The data of previous ten yeas shows us that non-performing loans of SEBL have decreased significantly which has increased the images and the share price in the share market. At the time of credit appraisal and loan disbursement, the loan executive committee can be aware of those sectors which have a good number of classified clients so that the management will face little difficulty in loan recovery otherwise number defaulters will increase and will be liable to the depositors whose money has been disbursed by SEBL. It has been observed that some clients have the tendency to maintain overdue account if they are not insisted to pay. Hence, monitoring 
Department should make consistent follow up through phone, letter and even giving visit to their home. However, the overall performance of SEBL is sound enough and has gained much reputation in banking business. I believe that Southeast Bank Limited has energetic Human Resources Team and will be able keep pace with the modern banking system by facing the forthcoming challenges. I wish every success of Southeast Bank Limited in times to come.  

[bookmark: _Toc515840340]9. References:
· Annual reports of SEBL.
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[bookmark: _Toc515840341]Appendix
The questionnaire for the customer of SEBL
Name: …………………………………………………………………………………….                              Age: ………………………………                                         
Gender:        a) Male                        B) Female       Occupation: ………………………...          
1. Why did you choose this branch of the bank?
	Near                                                     Quickly operation time      	   
	Islamic banking                                   Flexible Skim
	Without other bank
2. Are you engaged which types of banking?
	General Banking            Investment          Foreign exchange           Clearance
3. Which types of bank account did you open in this bank?
	Current account                                         Savings account
	MTDR	  Double Benefit
	FDR
4. What is your opinion regarding documentation?
                Very easy	Easy
	No Comment                                            Difficult
	Extremely Difficult
5. What do you think about service charge?
	Very comfortable	Comfortable
	No Comment	Uncomfortable
	Extremely uncomfortable


6. What is your opinion regarding profit rate?          
              Very satisfactory                          	Satisfactory  
	No Comment		Unsatisfactory
	Extremely unsatisfactory
7. What do you think that the service provided by the bank is faster in comparison to other bank?
	Yes	No
8. Are you satisfied behavior of the employee in this branch?
              Strongly satisfied                          	Strongly dissatisfied 
	Satisfied   		Dissatisfied
9. Are you satisfied by the computerized service provided by the bank?
              Strongly satisfied                          	Strongly dissatisfied 
	Satisfied   		Dissatisfied
	Neutral
 10. The environments of this branch are you satisfied?
	 Yes                                                      No
11. Do you feel safe in your transaction with SEBL?
                   Yes                                                  No
12. ‘The appearances of the employees are looking smart’. Is it true?
                  Yes                                                   No
13. Are you overall satisfied by the service provided by this bank?
                     Strongly agree     	Strongly disagree
         Agree	                     Disagree
          Neutral

Customer Grivance


Customer Property


Timely Supply


Special Req. of Customer


Customer Feedback


Customer Focus
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