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EXECUTIVE SUMMARY

This report titled “Marketing of Banking products and innovative prepositions: A case study on National Credit and Commerce Bank Ltd” to identify the marketing strategies, their products and services and provide some innovative ideas. This paper has five sections. The first part of the report starts with organization overview of National Credit and Commerce Bank Ltd. I have provided overview of the organization, history, products and services, and vision.

The second part titles the job I have done at my office, focusing on my responsibilities, specific tasks, critical observation and recommendation.

In the next part, generalities of the study, literature review, objectives of the study, methods I have used to get the findings are given.

[bookmark: _GoBack]The forth part is about limitations of this study, findings. The overall Banking sector of Bangladesh, getting answers of three objectives I have followed, the products and services NCCBL does provide, their marketing strategies and some innovative ideas. After this the conclusion part is been shown, before that, the analysis and decision have been made.
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[bookmark: _Toc3179566]CHAPTER 01: COMPANY PROFILE






[bookmark: _Toc3179567]1.1 Organization History

National credit and Commerce bank Ltd (NCC) is one of leading Commercial banks in Bangladesh. This NCC Bank started their journey in 1985 under the Bank Act 1991 with license from Bangladesh Bank and after 26 Years of dedication and hard working, they have touched their achievement. The aim of this company is to induce resources from within and invest them in such way so as to develop country’s industrial and trade sector. NCCBL listed in Dhaka Stock Exchange on May 28, 2000 as a public limited company and Chittagong stock exchange on May 18, 2000. Till 1992, they operated their business with 16 branches and now they have 116 branches including SME/Agri branches in all Bangladesh.

[bookmark: _Toc3179568]1.2 Product & Services

	Loan products
	Personal loan, education/car/house building loan, house improvements loan, consumer finance scheme

	Deposits Products
	Current A/C, savings bank account, special notice deposit accounts, special savings scheme, special deposit scheme, instant earning term deposit, money double program, youngster account

	SME Banking
	Small business loan, Lease finance, working capital loan, festival business loan and festival personal loan

	Cards and Remittance Products
	Credit cards and debit cards along with remittance products such as Wage Earners welfare deposit pension scheme, overseas employment loan scheme and special interest rate on deposit and loan



Source: https://www.nccbank.com.bd/index.php/nccbproducts



[bookmark: _Toc3179569]1.3 Operational Network Organogram
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[bookmark: _Toc3179570]1.4 Vision

To become the leading commercial Banks in serving the nation as a progressive and bringing credit & commerce together for increased shareholders’ value and sustainable growth. 










[bookmark: _Toc3179571]CHAPTER 2: THE JOB



[bookmark: _Toc3179572]2.1 Nature of the job

My job in NCCBL was to work in General department. I was assisting the Deputy Manager, Senior Officer, Officer and junior officer for their daily tasks in Shyamoli Branch. First days I was observing them to learn how to file clients’ information which basically is filing. Then, I involved myself in work where I used to managing client’s files, including collecting data and necessary papers for opening account, maintain communication with my colleagues.

[bookmark: _Toc3179573]2.2 Specific Responsibilities

· Fill up potential clients’ form for opening accounts

· Write down serial number, account names and their account number in the registry book.

[bookmark: _Toc3179574]2.3 Different aspects of the job performance

It was very difficult for me as a fresher to understand how to maintain communication with employees, talk to them, managing time and work properly, and new task given by the officers. However, my senior officer helped me a lot and I did really well within few days. 

[bookmark: _Toc3179575]2.4 Critical observation and recommendation

[bookmark: _Toc523857799][bookmark: _Toc523857911][bookmark: _Toc523858099][bookmark: _Toc523858277][bookmark: _Toc3178073][bookmark: _Toc3179576]The Working environment at NCCBL is good and I got help most of the time from the employees even when they are busy with their own work. There is a good chain of command everyone followed. Moreover, NCCBL used Temnos T24 accounting software to maintain their banking operation electrically as well as manual booking system.







[bookmark: _Toc3179577]CHAPTER 3: PROJECT STUDY

Marketing of Banking products & Innovative prepositions:
A case study on National Credit and Commerce Bank 


[bookmark: _Toc3179578]3.1 INTRODUCTION

[bookmark: _Toc3179579]3.1.1 Introduction of the study

For economic growth of Bangladesh, commercial banks play an important role by providing financial services. Besides banks, NBFI also provide services such as loans and credit facilities, investing in the money markets, underwriting and merger activities for satisfying needs of customers.
This study focuses on the NCCBL, an AA credit ranking for both long-term and short-term banking financial institution, giving various products and services like: current deposits, long term deposits, term finance, letter of credit, ATM and cards etc. to their customers. As we are focusing on mainly their products and services, we will discuss what are the marketing strategies and tools they use to reaching their customers and depending on the customers feedback, we will discuss some innovative propositions for the NCCBL for better banking services.

[bookmark: _Toc3179580]3.1.2 Objectives of the study

· To identify the products and services does NCCBL provide to the people

· To identify the marketing strategies and tools does NCCBL use for their products and services

· What could be the possible innovative prepositions for NCCBL to achieving 




[bookmark: _Toc3179581]3.2 Literature Review

The title of this report is very much important to know how banks carry their marketing strategies depending on their products and services, their new ideas to give superior banking services to the people. When we need money for personal reason, business expansion or even to start a new business, we ask financial help to the banks while in Bangladesh, we have 48 and 9 are private and public banks respectively and among of them 54 are commercial banks and 3 banks are specialized banks. All of them are offering all most same products and services except few for example: current and long term deposits, term financing, different types of loan (personal, educational, house building loan etc.), SME banking etc. During this study, I look forward to know about the banking industry in Bangladesh and their activities. However, my main focus was to identify the marketing strategies they carry out for their products and depending on current situation and customers’ feedback, discuss some possible innovative ideas. I have used a lot of research papers, books and journals, web writings for completing this report.

Most researchers believe that bank marketing is the integrated system of organization development and marketing of banking products and services, aiming for meeting the financial needs for individuals, maximizing profit and achieving goals for the organization.  

Deryk Weyer of Barclay’s Bank published a complete definition for bank marketing as said by Mohan (2009), bank marketing consists of selecting potential market, identify their needs, developing business strategy for goals, integrated service for promoting and achieving sales, all in the context of a dynamic banking environment.

Shamsher (2009), says that Bank marketing does not aim for only selling products but also the function of setting image for the bank on its customers mind. Moreover, bank marketing depend on the knowledge of available information of potential market, the real customer needs, finding most profitable markets for banks, adopting the dynamic changes in the market and ensure sustainable growth opportunity.


Frank G. (2012) says, financial institutions like investment companies, non-banking financial institutions are involving in direct competition with commercial banks. Thus, banks need to adopt strong marketing strategies to hold their position in their existing customers mind as well as attract new customers. He also mentions that the economic environment is more challenging, for which they should employ effective bank marketing strategies and will help them to grow and maintain profit. 

According to the blog writer Anubhuti (2011), mentions that marketing is very important for banking industry where they need to attract customers for banking product, referring that old days are gone when customers had to go to his/her bank and ask for service. However, because of huge competition, this scenario has been changed and the banks have to emerge themselves into great competitions by sharing their market with others and to provide awareness of their own products and services to the customers.

Marketing plays an informative role in the banking industry where it could be used as great tool for reaching out more customers and explain them about the benefits of depositing money where for the banks mining more deposits increases the profit. Good marketing strategies guide banks to grow and achieve sustainable magnification except competition. 




[bookmark: _Toc3179582]3.3 Methodology

Research Approach: This study is a descriptive type of research work, no numerical data, and regression analysis have been used.

Data Collection Instruments: The data that we used are mined from the official documents, interviewing employees, marketing team and get engaged in customers’ relationship programs. Depending on my objectives different methodologies I have used. I have spent 3 months in my internship program, and during this internship I observed my colleagues how they prepare daily marketing tasks, their previous marketing campaign files, photos, timeline of their products and services growth.

· To know the about the products and services of NCCBL, I study their Annual report of 2017, their official website: https://www.nccbank.com.bd/index.php/nccbfinancialreports/annualReports

· To know how NCCBL uses marketing strategies, I observe the officers and management team who are engaging in marketing programs, their previous marketing campaign. 

· To know and give some innovative prepositions, I have studied NCCBL banking profiles, their goals and mission, their operational jobs, their programs, taking interview of customers of NCCBL and finding the gap between their expectation and current services they are getting.

Moreover, secondary sources data have been collected for company history, their operations, other banks’ operational jobs, their marketing programs, their innovative ideas they are about to launch, sample of some papers, and possible innovative ideas.










[bookmark: _Toc3179583]CHAPTER 4: FINDINGS



[bookmark: _Toc3179584]4.1 Limitation of the study:

I have learned a lot about my duties and new experience during my internship program and I try to apply them in the report still there are some certain limitations in this study I cannot ignore-

[bookmark: _Toc3179585]4.2 Methodological limitations:


· Sample size: To get some certain ideas, I use questionnaire survey in my office. Only 8 people were able to answer and depending on their answers I prepare case study. As it is a qualitative research, it takes less sample size though it is good to have a big sample size for generalizing the decision.

· Lack of available data: As I am an intern in my office, there are some restrictions for me to get information thus I have to take permission before writing anything in this report ensuring that no information is delivered against their policy.
 
· Lack of prior research studies on the same topic: I try to get information regarding this report on internet but there are very few qualitative papers which actually achieve the target by providing meaningful information. So it is quite difficult to write or maintain a good quality of writing with correct information where I try my best to maintain degree of good quality.

· Self-reported data: As I am conducting the study alone, gathering data by myself, interviewing the organization’s own employees at face value, I have to include in the paper whatever they write in the survey. So, people may find it biased. To reduce this problem and make it apparent, I try to use information from different source with proper reference.




[bookmark: _Toc3179586]4.3 Findings

As a commercial private bank, NCCBL is trying to hold their position in the market for double the benefits for their stakeholders. To achieving this goal, NCCBL provides different loanable products and services through specialized marketing strategy and 7p’s marketing tools to complete our task and to achieve this, we need to know what marketing strategies they use and how they use them to gain customer satisfaction. After that, we will be able to figure out the gap between the current satisfaction and expected satisfaction which will guide us to provide innovative suggestion for the NCCBL.
Before going to the marketing strategies, we need to understand the 7p’s marketing tools, how it works, and importance of using 7p’s marketing tools in the banks. This marketing mix is one of the most famous and effective marketing tools that works as a tactical or operational part of integrated marketing strategies. Sometimes it is been called as 4Ps and the 7Ps. The 4Ps are price, place, product and promotion when the services marketing mix is called the 7Ps, includes the addition of process, people and physical evidence. As banks provide products and services at the same time, we will use 7ps to understand the marketing strategies of NCCBL closely.

[bookmark: _Toc3179587]The products and services does NCCBL provide to the people:

Product Category: Retail/ Consumer loan Products

· House Building Finance: Customers who have a dream to have a dwelling house of his own with requirements of Confirmed Service holders with at least 3-years’ service experience employed by a well reputed organization, loanable amount is from tk.5,00000/-to Tk.75,00000/.
· Consumer finance scheme: this offer is available to some group of people- salaried people, business person and professionals, with the purpose of enjoying the benefit of sophisticated living and enhance their work efficiency, loanable amount is from tk. 100,000 up to tk. 300,000.
· Personal loan: Permanent salaried employees for 3 years of confirmed service who needs emergency expenses, this allows loanable amount from tk. 25,000 up to tk.100,000.


· Educational loan: Bangladeshi borne student, after completing their HSC, to meet their high education cost, which the loanable amount is from tk. 100,000 up to tk.1, 000,000.

· House repairing and renovation loan: Residential house/flat (not older than 20 years) owners, with the purpose of repairing their house, loanable amount is from tk. 50,000 up to tk. 500,000.

· Car loan: Salaried employees at least three years of confirmed service, Self-Employed Professionals having at-least 3 years of independent practice experience, or Homeowners or property income holder, to buy their dream car, the loanable amount is from tk.200,000 up to tk. 2,000,000 for only Japanese, Korean, USA, South East Asian and European Origin Vehicles.

Product Category: Deposit Products
· Current account: Businessman, firm, limited companies etc. can open a Current A/c, by depositing tk. 500. It is a non-interest bearing deposit account.
· Savings account: Any person or organization can open a Savings Bank Deposit with amount of tk. 500, where they can withdraw their money for certain number of times.
· Bank special notice deposit: Any businessman, firm, limited companies, corporation etc. can open a Special Notice Deposit with the amount of 50,000 to 100 crore & above.
· Instant earning term deposit: Any individuals, retired personnel, housewives, widow and wage earners can open Instant Earning Term Deposit with the amount of tk.1.00 lac and above.

Product Category: Remittance Product
· Wage Earners’ Welfare Deposit Pension scheme:  Only nonresident Bangladeshi can open this account for his/her own or nominated person beneficiary. The account holder or nominated person will be able to make monthly deposits from their foreign currency remittances sent for 5 years. Where they would not be required to bear tax on their income under this scheme.


· Overseas Employment Loan Scheme: To help potential Bangladeshi candidate, 21 to 40 years having confirmed employment contract, Employment and Training (BMET) can apply for this loan up to 1.00 Lac for unskilled manpower and Maximum Tk. 2.00 Lac for Skilled Manpower.

Product Category: Cards
· Credit card: NCCBL offers Visa Credit Card Service, launched on August 22, 2005 with the offering of 3 types of cards- Visa Classic, Visa Gold (Local) and Visa Dual Currency Card (Globally and Locally) featuring- lowest interest arte in the country with 2% only, dual currency visa credit card, treasure point facilities including foreign part, roaming mobile phone bill payment service etc.

· Debit card: NCCBL mPower Visa Electron Debit Card holders can have service from 6,000 merchant outlets around the country including Hotels, Restaurants, Airline and Travel Agents, Hospitals, Shopping Malls, Mobile Phone and Internet Service Providers, Petrol Pumps etc.











[bookmark: _Toc3179588]Understanding NCCBL marketing strategies using 7ps marketing tools:

Today, one of the most important area to look for banks is to reach customers fast and satisfy them with superior services through marketing tools, because organizational benefits depend on the level of customers satisfaction. The higher the customer satisfaction level is the more profit an organization can earn. This customer satisfaction is totally depends on how an organization develops its marketing plans and uses them, there is a positive relationship between customer satisfaction and marketing strategies. If the marketing strategies hit the jackpot, or if the perceived value of products and services matches customers need, marketing strategies is said to be successful. Kotler and Armstrong (1984:p45) mention that, marketing mix is the set of controllable marketing variables that the firm blends to produce the responses of wants in the target market.  McCarthy and Perrealut (1987) defines marketing mix as controllable variables used by companies to satisfy target markets. Both definitions are agreed that marketing mix are consists of controllable variables to carrying out the products and services for satisfying customers. However, the main argument in the literature is what they mean by using tools, are pointed out by Rafiq and Ahmed (1995). The 4ps marketing mix, defined by Mccarthy (1964) has received so many criticism from service areas as 4ps talks about the organization or industry who are involved in only products. Thus, for banking industry, we need to consider the 7ps for our research objective as   we need to find the marketing strategies of NCCBL. The 7ps are given below describing the marketing tools used by NCCBL:
1. [bookmark: _Toc3179589]Product or service Mix: product or service is the core offerings of a business. In banking industry managers must achieve their goal by offering best product and services to the customer. In NCCBL, they are offering different loanable products and services to the people. Depending on the available products and services, which can be distinguished from other banks, people would love to have. Depending on the variety and design of products and service, the list is given below:

a. Deposit Schemes:
There are many types of deposit schemes offered by NCCBL such as:

MONEY MULTIPLIER DEPOSIT SCHEME: Scheme which multiples the deposited amount of money for example: the interest a customer gets is added to the principle amount at an effective interest rate which is higher than the written interest rate. 

MONTHLY INTEREST DEPOSIT: It is in which the interest earnings are paid to the account on monthly basis without affecting the principal amount.

CURRENT ACCOUNT: Any individuals, businessman, companies, corporate bodies can have this type of account in NCCBL, with the minimum deposits of 500 tk. In this deposit scheme, they can deposit, withdraw their money at a given time without any limit. It is a non-interest bearing deposit account.

SAVINGS ACCOUNT: This deposit scheme is similar to the current account except, any savings account holder can withdraw or deposit their money twice a week with an interest of 6.00% to 7.00%.

MONEY TRIPLE PROGRAM: Any individuals can open this account with minimum 1 lac of tk. For 9 years and on completion of nine years, they will get the double amount of money they deposited.

b. Loan Schemes: 

NCCBL approaches toward with different loanable products and services:

AGRICUTURE: In the view of importance of agriculture in our country, NCCBL is dedicated to lending a sizeable share of banks total lending to this sector. The credit policy for this sector is reoriented at any given time to meet its needs. NCCBL offers direct and indirect advance finance to this sector-
Direct finance
For raising crops, they have short term, medium and long term loan to plantation, forestry etc. Purchasing of agricultural machineries and development of irrigation.
Indirect finance
For indirect finance, they give loans to farmers through different farmers’ society, or marketing societies.

SMALL SACLE INDUSTRIES: This sector also called Small Medium entrepreneur or SME. This loan schemes covers tiny enterprise, small scale service oriented business, artisans and khadi or village industries, women entrepreneur who are engaging in process business. For them, NCCBL grants term loans, working capital loans, composite loans etc.

HOUSING LOANS TO INDIVIDUALS: NCCBL offers housing loans to individuals for construction or acquiring new flat or house or for extension of existing flat or house or for purchasing new flat house.

c. Cards and remittance products: 

NCCBL does offer various credit and debit cards for the dynamic needs of people such as-
CREDIT CARDS: The NCCBL credit card gives the facility to the people so that they can withdraw money with benefits of mobile banking anywhere in Bangladesh. 
DEBIT CARDS: NCCBL offers debit cards to shop lovers, or who wants to travel anywhere in any given time. The customers can access to this service at any time, 24/7 up to 50,000 tk per day and 20,000 tk. per single transaction.



2. [bookmark: _Toc3179590]Price Mix: The price is the exchange value for any particular products or service which meet the needs of customers. In banking industry the price is the interest charged that is given on loans, deposits or services customers are getting from the banks. The interest of NCCBL is given below for each products and services-

	Deposit Product and service
	Rates

	Savings Bank Deposit A/C:
	6.00% - 7.00%

	Special Notice Deposit -- Below Taka 1 Crore:
	6.00%

	Special Notice Deposit -- Taka 1 Crore -25.00 Crore :
	6.50%

	Special Notice Deposit -- Taka 25.00 Crore -50.00 Crore :
	7.50%

	Special Notice Deposit -- Taka 50.00 Crore -100.00 Crore :
	8.00%

	Special Notice Deposit -- Taka 100.00 Crore and above :
	11.00%

	Special Savings Scheme :
	13.00%

	Fixed Deposit- 1 Month
	10.00% - 11.00%

	Fixed Deposit-  3 Months :
	12.50%

	Fixed Deposit-  6 Months :
	12.50%

	Fixed Deposit-  1 year :
	12.50%

	Fixed Deposit- 2 years :
	11.00%

	Fixed Deposit for Corporate Bodies :
	-



Note: the above rates may fluctuate depending on the market interest rates.

	Loan Product: Financing for-
	Rates

	Working Capital 
	14.00%

	Commercial and Trade 
	14.50%

	House Building 
	14.00%

	Retail and Consumer 
	16.00%

	SME 
	16.00%

	Agricultural 
	11.50%

	Import and Export 
	7.00%

	Long Term (Capital) 
	14.00%



Note: the above rates may fluctuate depending on the market interest rates.

Exchange for cash currency:
	Currency
	Buying Rate

	
	High
	Low

	USD
	78.0500
	78.0000

	GBP
	118.0000
	117.5000

	EUR
	102.0000
	101.5000



Note: The above buying and selling price is to be adjusted on international market at any given time.

3. [bookmark: _Toc3179591]Place Mix: In marketing mix, place is the geographical arrangements of particular organization, distribution of products and goods from one place to another. In banking industry, place means the geographical presence of a bank, their branches and their service points. The NCCBL has 116 branches in Bangladesh including SME/Agri branches of 8-


	BRANCHES
	ADDRESS

	Agrabad 
	Rafiq Tower (1st & 2nd Floor), 92, Agra bad C/A, Chattooga

	Akhaura 
	Haji Nur Market (2 nd Floor),Sarak bazar, Akhaura, Brahmanbaria

	Aman Bazar 
	Chikondondi, Hathazari, Chattogram.

	Andekilla 
	Har Kishor Trust, 1209, K.B Ali Road, ,Chattogram

	Babazar 
	Riaz Medicine Market, 57, Mitford Road, Babazar

	Bagachra 
	Chand Super Market (1st floor), , Satkhira- Jessore Road,7 No., P.S- Sharsha, Jessore

	Baipail 
	Bismillah Plaza, (1st Floor), Ashulia, Dhaka

	Banani 
	Tower 52, 1st & 2nd floor, House No.52, Road No.11, Block C, Banani, Dhaka-1213

	Baneswar SME/Agri 
	Baneswar, Dist. -Rajshahi

	Bangshal 
	216, Bangshal Road, Dhaka

	Barairhat 
	Green Tower, 1st floor, Holding No.377/1, Ward No.2

	Barkha 
	Dhakhnbazar, Main Road, Moulvibazar-3250

	Baridhara 
	Empori Financial Tower, House No. 06, Road No. 93, Gulshan North/East Avenue, Gulshan, Dhaka.





	BRANCHES
	ADDRESS

	Barisal 
	Upandra Bhaban,102/103 ,Barisal

	Bashundhara 
	186, Avenue Road, Bashundhara R/A, Dhaka

	Bijoy Nagar 
	Saiham Sky View Tower (1st floor), Bijoy Nagar, Dhaka

	Bishaw Road 
	Green Corner (1st & 2nd Floor), Bishaw road, Brahmanbaria

	Boalkhali 
	Kabir Centre ( 1st floor ) East Gumdandi Chattogram

	Bogra 
	Bashiran Market (1st Floor), , Zhawtola, Bogra

	Brahmanbaria SME/Agri 
	Sumsung Plaza, T.A. Road, 

	CEPZ 
	Ali Plaza(1st Floor), CEPZ Gate, Airport Road, Chattogram.

	Chagalnaiya 
	Haji Ahasan Ullah Bhuiyan Tower (1st floor),1422,Dist-Feni

	Chakaria 
	Al-Aksha Shopping Tower, 57, Cox's Bazar

	Chaumuhani 
	Chaumuhani Plaza (2nd & 3rd Floor), 51, Noakhali

	Chowdhuryhat 
	Showkhin Market (1st floor), Chattogram

	Chowhatta 
	Sayed Complex, Airport Road, Sylhet

	Comilla 
	Samabaya Bank Bhaban (1st Floor), , Cumilla

	Cox's Bazar 
	Main Road, Bazar Ghata, Cox's Bazar

	Darus Salam Road 
	Sanghita Super Market (1st Floor), 5/H Darus Salam Road, Mirpur-1, Dhaka

	Dhakhinkhan 
	K.C. Plaza (1st Floor), Dhakhinkhan, Dhaka





	BRANCHES
	ADDRESS

	Dhanmondi 
	Quality Center, 744, Shat Masjid Road, Dhaka

	Dilkusha 
	Hossain Chamber, 43,Dilkusha C/A, Dhaka

	Dinajpur 
	Taj Bhaban (1st Floor), Munshipara, 

	Elephant Road 
	Spectra Maqsood Tower (1st Floor), Dhak

	Faridgonj SME/Agri 
	Bagan Bari, Holding No 796, Faridgonj,Chndpur

	Faridpur 
	FBL Sumon Nandan Tower (1st Floor), Mujib Sarak, Kotowli, 

	Feni 
	Hazi Ibrahim Hossain Market, Trank Road,

	Foreign Exchange 
	29/A, Toyenbee Circular Road, Motijheel C/A, Dhaka

	Gouripur 
	Gouripur Bazar, Cumilla

	Gulshan 
	51 Gulshan Avenue, Circle-1, Dhaka

	Hajigonj 
	Ahmed Plaza (1st Floor), Chandpur

	Halishahar 
	Plot No. 9 Halishahar, Chattogram

	Highway, Comilla
	R.Islam Plaza (1st & 2nd floor), Alakharchar, , District - Cumilla

	Hossainpur 
	Azim Super Market (1st floor),Hoding No.258, Kishoiregonj

	Islampur 
	Latif Tower, 2/3, Ahsanullah Road, Dhaka

	Jagannathpur 
	Abu Taher Complex(1st Floor) Ranigonj Road,Sunamgonj

	Jatrabari 
	123/1-A, South Jatrabari, Dhaka-1204





	BRANCHES
	ADDRESS

	Jessore 
	43, M.K. Road

	Joydebpur 
	Rahman Tower, Chandana,Gazipur

	Jubilee Road 
	Dominion Plaza (1st Floor), Chattogram

	Juri, Moulvibazar
	Juri New Market Bhaban, Moulvibazar

	Kachua SME/Agri 
	Kochua, Chandpur

	Kadamtali 
	Rafique Plaza, 1151, Chattogram

	Kamal Bazar 
	Laila Centre (2nd floor), Chattogram.

	Kanchpur 
	Tias Super Market (1st floor), Sonapur, Kanchpur Bazar, Narayangonj.

	Karanirhat 
	Haque Tower Shopping Complex, Satkania, Chattogram

	Kawran Bazar 
	Jahangir Tower, Kawran Bazar C/A, Dhaka

	Khatungonj 
	601, Ramjoy Mahajan Lane, Chattogram

	Khulna 
	3, K.D. Gosh Road, 

	Kumarpara 
	Mostafa Tower A/36, Sylhet

	Kushtia 
	Momtaz Tower (1st Floor), Kushtia

	Laldighirpar 
	Idrish Bhaban, Mohajan Pattay, Sylhet

	Laxmipur 
	Chowdhury Super Market, Laxmipur

	Madambibirhat 
	Bhatiary, Chattogram.

	Madaripur 
	MadaripurNew, Puran Bazar, Madaripur

	Madhabdi 
	School Supar Market Complex, Narshingdi

	Madunaghat 
	Madunaghat Bazar, , Hathazari, Chattogram

	Maijdee SME/AGRI.
	Janata Shoping Center & Nizam Plaza,Noakhali





	BRANCHES
	ADDRESS

	Majhirghat 
	15, Strand Road, Chattogram

	Malibagh 
	B-63, Malibagh Chowdhury Para, Dhaka

	Mirpur 
	Fahad Complex,Plot-1/1,Main Road-1, Mirpur, Dhaka

	Mirpur Road 
	Bay Park Heights (1st floor), Mirpur Road, Dhanmondi, Dhaka

	Mitford 
	Paradise Bhaban, 34 Mitford Road, Dhaka

	Modhupur 
	Tangail Mymensingh Road, Tangail

	Moghbazar 
	382, Moghbazar,Tongi Divrsion Road, Dhaka

	Mohipal 
	N.R. Tower (1st & 2nd Floor), Mohipal, Feni

	Motijheel 
	6. Motijheel C/A, Dhaka

	Moulvibazar 
	Yakub Mansion, Sylhet Road, Moulvibazar

	Mymensing 
	Friends Towe, Durgabari road

	Nababgonj 
	Nababgonj, Dhaka

	Nabigonj 
	Natunbazar, Nabigonj Habigonj

	Nandail
	Shopnil Plaza Bus Stand Road, Mymensingh

	Nangalkot 
	Haji Ali Miah Tower, Nangalkot, Cumilla

	Naogaon 
	Zahir Plaza(1st floor)

	Narayangonj 
	Tara Miah Mansion, Narayangonj

	Naria SME/Agri 
	Naria Bazar, Naria, Sariatpur

	Narsingdi 
	2, C & B Road Narsingdi

	Nawabpur Road 
	140-141, Nawabpur RoadDhaka





	BRANCHES
	ADDRESS

	Nazirhat 
	Hossain Plaza, Jhonker Moor Chattogram

	NCC Bank Bhaban 
	NCC Bank Bhaban, 13/1 & 13/2, Motijheel C/A, Dhaka

	O.R. Nizam Road 
	Equity Centrium, 1532, Chattogram

	Oxygen Mor
	Jilani Tower (1st Floor), 1138, Chattogram

	Pabna 
	Holding No.954, Abdul Hamid Road, Pabna.

	Pahartali Chowmuhani 
	Green Centre (1st Floor), Pahartali, Chattogram

	Panthapath 
	Monem Business District (Level-3), Panthapath, Dhaka

	Zinzira 
	Kadamtali Chowrasta, Dhaka

	Parshuram 
	Anowara Shopping Complex (1st floor, Parshuram, Feni

	Parulia 
	Parulia, Satkhira

	Patgram 
	Asr Plaza (1st floor),High School Road, , Lalmonirhat

	Pragoti Sarani 
	Badda Tower, Cha 72/1, North Badda, Pragoti Sarani, Dhaka

	Raipur 
	Haji Wahab Market(1st Floor), Laxmipur

	Rajshahi 
	Alu Patti , Ghoramara, Rajshahi

	Ramgoj SME/Agri 
	Sapali Super Market,,Ramgonj By Pass, Ramgonj, Laxmipur.

	Rampur SME/AGRI
	Bhasani Market,Rampur Bazar, ,Tangail

	Rangpur 
	Monjur Plaza (1st floor), 8/9, Rangpur

	Rayer Bazar 
	Rayer Bazar, Dist: Mymensingh

	Savar 
	Savar New Market(1st Floor, Savar, Dhaka





	BRANCHES
	ADDRESS

	Shyamoly 
	BBTOA Building, Kallyanpur, Dhaka

	Songaji 
	Haji Rahimllah Complex (1st floor), Main road, Feni

	Sonargan Janapath 
	Zephyr Tower, House:21, Sector:13, Ward: 7, Uttara, Dhaka

	Sremangal 
	Khan Mansion (1st floor) 173, Mouibazar.

	Srenagar 
	M Rahan Complex (1st Floor), Munshionj

	Sydpur 
	Kohinoor Mansion (1st Floor), Syedur, Nilphmari

	Tangail 
	Masjid Road, Pachani Bazar, P.S- Tangail, Dist.- Tangail

	Tongi 
	Shere Bangla Ceramic Market, Holding No.44,Tongi, Gazipur

	Uttara 
	House-1,Roa -12, Uttara Model Town, Uttara, Dhaka
















Note: All information of this branches are collected directly from the site to avoid any mistakes.

4. [bookmark: _Toc3179592]Promotion Mix: Sales promotion which delivers the purpose of increasing sales and take place in customers’ mind. Now a days every institutions focuses more on promotion activities to increase their sales volume, to reach target markets. There are different types of sales promotion activates are available-
a) Contest, sweep stakes,
b) Offers and gifts
c) Trade fares 
d) Sampling
e) Pilot launch
f) Exhibition 
g) Coupons
h) Corporate social responsibilities
Promotion of NCCBL, is mainly done through digital media advertising as well as print media. Also NCCBL has been forward of many banks as they done so many charity works. They try to prove themselves as people’s banks and they target all class of people, even they concerned about geographical marketing where rural people are covered through their operations. About 70% of their branches are located in rural and outside of Dhaka so that every people cab have their services at low cost with true benefits. The bank have 116 branches with mass promotion activities including exclusive services to a number of institutions, involving in different social activities such as Education, research, Medical, Tourism etc. there are several information I have collected which show their promotion activities-
a) They offer scholarship to deprived student who are meritorious student as their social responsibility
b) The card holders of this bank are having discount service at Singapore Hospitals. 
c) They offer two days training course for fresher joined as management trainee officers (MTO).
d) They have given 1000 blankets to Bangladesh Red Crescent society for distributing the goods during the winter to our deprived people at very poor level.
e) They have handed over a 50 lac tk. cheque to Prime Minister Sheikh Hasina, as donation for Ramu tragedy.

f) They also Launched NCCB Youngsters banking facility for the student of Viqarunnisa NOON School and College.

g) They are offering the Western Money union Transfer service.

h) They are collaborating with Magnajaya Money Remittance.

i) They have a collaboration with Quantam Foundation which is a blood donation voluntary program at NCC Bank Bhaban. 

j) They have signed a service for its customers with SSL Wirless to providing e-Banking service.

k) NCCBL has laid down the foundation of its first venture as fully subsidiary of NCCBL outside of our country, NCCB Exchange (UK) Limited.

NCCBL advertise its products on television on large scale about their new products and services. They are committed to provide superior customer service through their mass and guerilla promotion activities.

5. [bookmark: _Toc3179593]Physical Evidence: The distribution of different counters should be in way so that customers don’t get confused for getting their services. It includes different counters, application forms, slips, accounting books, receipts etc. 
Normally all kinds of papers and document providing for customers are written in both Bangla and English which is very convenient to people for both English and Bangla understanding people. The counters are well placed in the branches so that customers can have their services in smooth phase. The counters are separated for different purpose like, for depositing money or withdrawing, they have separate queue for eliminating customer’s inconvenience. They have “Enquiry counter” for the customers seeking for information about their services. They have well placed name plate for their branches, so that people could get their destination for the money safety. They have big wall inside of their every branches providing information about their services like, deposit schemes from time to time, working hours of the bank, bank holidays etc. 
They have also complaint box/suggestion box, including online help desk, where people can provide their thoughts about their services and products.


6. [bookmark: _Toc3179594]The People Mix: In this banking industry, service providers reflect the organizational realities through interaction with staff and customers. A service could be labor intensive or equipment based where both labor and machineries are used to provide products and services to the people. In NCCBL, the employees are known as frontline staff as they communicate directly to the customers in the process of services delivery. In NCCBL, the degree of the people mix are defined as-
a) High contact personnel: They are committed to the services, when customers need their physical presence and the interaction for longer period. For example, when someone seeks detailed information about their services.
b) Low contact personnel: Customers need this services for shorter period. For example, when customers go to banks for depositing/withdrawing money.
c) Skilled and professional personnel: When customers need professional help for particular work such as- letter of credit, investment etc.
d) Non-Contact employees: this services are done when customers need help through digital platform being called support personnel. 

7. [bookmark: _Toc3179595]Process Mix: is how the services are provided or delivered to the customer to achieve economies of scale and perform consistent operation for superior services. From the very beginning of marketing mix, all the process should be done smoothly so that the customers can have idea clearly about how they are treated as special. There are some factors which makes the process innovative and successful- maximizing customer participation, degree of customer contact, segmentation of customer service and their locations, complexity of customer service etc. 
As NCCBL offers different products and services, available them for the customers at any given time, for opening account (savings or current) process, agent banking service for helping customers at the ATMs, all the process should be customer friendly. If we look at the process for a car loan, it consists of 3 steps:
a) Producing of all necessary documents
b) Completing NCCBL application form
c) Paying initial down payment and continue for the rest installment till the loan payment is done.
So all the process should be understood by the customers at first place.


[bookmark: _Toc3179596]Innovative Prepositions for NCCBL, to perusing their vision:

The global banking sector is becoming now more strategic and technologically more advanced for meeting high expectations of customers and defend market share against involvement of other banks. A great effort has been placed on digitalizing the core banking process to achieve high sustainable growth. To stay in the safe zone one has to be better prepared for the future of banking. Thus, this desire transform a bank to become a king of ‘Digital bank’. The importance of innovation and developing new solutions for banks so that one bank could take the advantage of data, advanced analytics, digital technologies for their own purpose has to be understood and thus NCCBL needs to utilize the Dream of Digital Bangladesh in Banking sector.
As NCCBL is successful competitor in the banking industry of Bangladesh, they should introduce some new technologies as a first mover for the use of some innovative ideas in their banking process-
a) SMART ATM Booth: In our country, all the ATM booths are typical, same type of booths where people go, use their card and pin to withdraw their money. In this era of digitalization, NCCBL should introduce SMART ATM Booth, where people will use their smartphones instead of debit card. In this process, people will use their smartphone with a barcode scanner, a unique code to activate that barcode, to secure the transaction process, they will use the Fingerprint scanner and IRIS scanner. In this process, it will reduce the problem for the new customers who don’t understand the uses of credit card. In SMART ATM Booth, there will be AI powered computer which will guide them to withdraw their money, operated both in Bangla and English interface, so that everyone could get the best service out of typical ATM system. This SMART ATM Booth will also help the customers to understand how to use their APPs so that their experience of using the NCCBL service could reach to the high mark.

b) Mobile App turns Phone into Digital Wallet: As people are using debit card or credit for shopping, it is time to move into a new digital era. People experience losing their wallet or bank card, NCCBL can go for an App which allows customer to use Grab and Go feature, turning their smartphones into wallet. This feature will allow the customers in selected super shop, where they can scan items using the app and then pay for them through mobile checkout without waiting in queue. This service helps customer to spend their time doing the things they love. This also helps NCCBL to marketing their services in some selected shops.
c) Nconomy-An app helps customers set goals: This app will help customers to set goals, save money and track their progress. In this process, customers will use app where they can check if  any certain amount is deposited for a certain time with market interest rate, what would be the final amount, without asking or understanding the full banking terms, on top of that this app also provides suggestions on how to save money, daily economic news, new changes of banking industry, daily interest and exchange rates, paying electricity, water, gas and accommodation’s bills, new products and services, getting CIB report for taking loans, all necessary information for getting loans etc. will be available in this app.

d) Use of AI powered Chatbot: In every branches, they could introduce AI Powered chatbot where people can go and get service easily. This service will allow customers to get help instantly without wasting time. People who do not have idea about opening account, they can easily go to the Chatbot, ask Chatbot for help where Chatbot shows how to open account, fill up the form digitally, taking complain from customers and solving problem, giving suggestions etc.












[bookmark: _Toc3179597]4.3 Analysis

After finding all these information, we can get a visual of how NCCBL uses their marketing tools to achieve their missions. To achieving sales target, they are going for mass marketing mix, using 7ps, where NCCBL offers deposits and loans, term/SME finance, credit and debit cards and customer services. They are offering attractive interest rate to their different products and services for their customers. They are also involving in mass promotion activities where CSR activities are also done by them. To get this promotion done, they have established 116 branches in all places of Bangladesh to secure customer service. To secure this customer service, they maintain the business process flawlessly by utilizing their resources like digital platforms, their people etc. During the finding their marketing strategies, we come up with some innovative ideas- SMART ATM Booth, AI Powered Chatbot, Nconomy App helps customers set goals and Mobile App turns phone into wallet which will help them to sustain in this dynamic, competitive banking industry.

[bookmark: _Toc3179598]4.4 Results Decision

NCCBL is AA bank, which stablishes themselves as one of the successful banks in Bangladesh by implementing the 7ps marketing mix which includes products and services, price mix, place mix, promotion mix, people mix, process mix, and physical evidence mix. Through this marketing mix, they are operating their business to achieve sales target and place themselves into customers mind. To sustain their place, there are some innovative prepositions that has been given earlier. By implementing these ideas, they could get the benefits as first mover.








[bookmark: _Toc3179599]CHAPTER 5: CONCLUSION



It is a great for me to working at NCCBL, one of the top banks in our country. Employees’ attitude, office environment, service towards their customers, fulfilling their vision, all they got to achieve their goal. Being a commercial bank, their main job is to provide financial help. By taking financial help, people start new business, people buy their dream home, dream car, and to make this dream true, NCCBL is always ready. However, to reach customers, NCCBL has to follow some strategies which will help them to sell their products and services in best prices, at potential target market maintaining the flawless business process, making sure the best customer interaction with employees to achieve the objectives of promotional activities.

Moreover, they should take those given innovative ideas, to achieve highly sustainable growth in the market. These ideas are not too big budget prepositions which could be done over the period. In some cases, they could introduce these services to the high potential areas. 
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[bookmark: _Toc3179601]APPENDIX

Name ____________________________________________

Designation _______________________________________

Gender
· Male
· Female
· Others

Age Range 
· 20 to 25
· 26 to 30
· 31 to 35 
· 36 to 40
· Above 40


Job Experience at NCCBL ______________________________________

1. Mention any marketing strategy used by NCCBL you have faced?





2. Any complains or suggestions given by the customers, any lacking you faced during job experience?
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