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[bookmark: _Toc183348345]Executive Summary
Service quality is a critical factor in customer satisfaction, loyalty, and overall business success. It helps determine how well a service meets or exceeds customer expectations. The purpose of this study is to examine the service quality dimension to improve service quality to understand and meet customer needs, continuous improvement, and foster a customer-centric culture. 
This study is done with the combination of both academic theoretical knowledge and real-life practical knowledge gained from a three-months internship program at Agrani Bank PLC. During this three-month internship, I gained knowledge of several banking activities. 
To elaborate on the main purpose of this study, i.e. Agrani Bank PLC's service quality, the report has been divided into four major chapters which include different essential parts. The report starts with an analysis of the banking industry in Bangladesh then an analysis of the organization which is Agrani Bank PLC and finally analysis of the service quality of Agrani Bank Plc.
Firstly, Chapter 1 is about “Analysis of the banking industry in Bangladesh” where I have written the specification of the industry, size, trend, and maturity of the industry, technological factors, political, legal, and regulatory factors, industry rivalry, summary of challenges and opportunities. I try to cover the overall current banking sector scenario. Secondly, Chapter 2 is about “Analysis of the Agrani Bank PLC”. In this chapter, I cover the overview and history, customer mix, product/service mix, and service quality. I have write all the necessary information related the bank. Also, I did the SWOT analysis of Agani Bank PLC and mentioned the strategies to meet the challenges and opportunities for the bank. Finally, Chapter 3 is about” Analysis of the service quality of Agrani Bank PlC”. In this chapter, I have written about the importance of service quality in banking service, factors that impact service quality, and service quality dimensions. Then I present the analysis and results. The result I got from the survey that I did to measure the service quality of Agrani Bank PLC. I also discuss the result. And lastly, I have given recommendations for the future betterment of Agrani Bank PLC.

Keywords: Service quality, Banking industry, Agrani Bank PLC, Financial service, Bangladesh.
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[bookmark: _Toc183348347]Introduction and Industry Overview

[bookmark: _Toc183348348]Introduction
Bank is a financial institution who receive deposits and give loans. They are the intermediary between savers and borrowers. Bank collecting deposits from individual and businesses after that they lending those moneys to the other individuals and businesses. By this process bank do business and contribute in economic growth. 
In Bangladesh, banks are contributing significantly to its growth and development. 80 percent of financial activities driven through banks. Banks are not only providing capital to both the public and private sectors but also driving international trade, creating jobs, gaining foreign remittance, boost rural economy and support in housing sectors. Banking sectors in Bangladesh are increasing day by day and giving better facilities to its customers. Moreover, Agrani Bank PLC is a nationalized commercial bank in Bangladesh and has made significant contributions to Bangladesh's economic.
[bookmark: _Toc183348349]1.1 Objective: The main objectives of this report is divided into two parts. Which are: Broad Objectives and Specific Objectives.
Broad Objective: The main objective is to analyze the service quality of Agrani Bank PLC for internship purpose.
Specific Objective: Some of the specific objectives of this report are:
· Measure the performance of Agrani bank.
· Assess the Agrani bank’s position.
· Observe the banking activities 
· Give recommendation for improvement
[bookmark: _Toc183348350]1.2 Limitation: Some limitation of the report is below:
· Shorter period of time 
· Doesn’t get enough information 
·  Lack of support from the employee in bank
· Restrictions from the bank 
· Doesn’t have available resources in online

[bookmark: _Toc183348351]1.3 Specification of the industry:

Bangladesh’s banking sector began with a foundation of six nationalized commercial banks, three state-owned specialized banks, and nine foreign banks. The 1980s brought a dynamic shift as private banks entered the market, leading to a period of remarkable growth and transformation in the industry. This expansion not only diversified banking services but also played a key role in supporting the nation’s economic development. Bangladesh Bank, which serves as the central bank in Bangladesh. It's responsible for overseeing the country's money and financial system.
In Bangladesh, banks fall into two main categories:
scheduled Banks are divided into the following categories:
i) State-Owned Commercial Bank (SOCBs): These banks are wholly or majority-owned by the government. These banks are like the backbone of the country's economy, helping businesses and individuals manage their money. They offer a wide range of services, from loans for small businesses to savings accounts for families. Even though they're owned by the government, these banks still compete with other banks to provide the best possible services to their customers. They're always working to improve and offer new ways to help people for manage their finances. 
ii) Specialized Banks (SDBs): These banks are wholly or majority-owned by the government. They focus on specific areas and offer special financial help to these areas like agricultural or industrial development. They contribute to the growth and development of the economy. They provide loans with more favorable conditions like lower interest rates, and longer repayment periods. They also give helpful guidance to support businesses. Their given facilities encourage investment in industries which is essential for the country's development.
iii) Private Commercial Banks(PCBs): These banks are mostly owned by individuals or private companies. They provide a variety of financial services like loans, investments, and money transfers. They give personal loans, home loans, and education loans to customers. They've also adopted technology to offer convenient digital banking.
PCBs are divided into two groups:           
a) Conventional PCBs: These banks operate on interest-based principles. They offer a wide variety of services to both personal and business financial needs. These banks help the economy's growth by offering financial services to businesses and individuals. They provide their essential banking services rural to and urban people. They offer loans, credit facilities, and financial advice to help businesses grow which creates employment in society. Many of these banks are involved in corporate social responsibility (CSR) activities. They support things like education, healthcare, and protecting the environment.
b) Islami Shariah-based PCBs: These banks follow Islamic principles. They don’t allow interest (Riba). These banks prioritize ethical investment practices for this they use Mudarabah (profit-sharing) and Musharakah (joint venture) which means everyone shares the profits and losses based on how much they invested. They contribute positively to the economy and society by providing financial services with Islamic principles.
iv) Digital Commercial Banks: These banks operate without any branches. They offer online and mobile banking services to their customer. These banks are accessible 24/7 hours. Customers can do all of their banking activities like account opening, money transfers, bill payments, and loan applications without going physically to branches. As these banks provide all their services through websites and mobile apps, they ensure the cybersecurity of their customer. Digital banks are revolutionizing the banking sector of Bangladesh. In the future, it will be more popular with customers.
v) Foreign Commercial Banks (FCBs): These banks come from different countries across the globe. They connect Bangladesh with other countries through their banking service. They give services to both individual and corporate clients. They provide services like corporate loans, personal loans, home loans, savings, deposits credit cards, export-import financing, and foreign exchange service. They also offer investment advisory services to their customers. These banks connect Bangladesh to the global economy by making the banking system easier around the world.
2. Non-Scheduled Banks: These banks are set up for specific purposes and operate under their own regulations. They don’t have the full range of banking services and functions. These banks help people in rural areas. They offer loans for education or medical treatment, and for businesses to grow, buy supplies, or invest. They also provide loans to farmers for things like growing crops, raising animals, and buying farming equipment. Though these banks have fewer banking services and functions compared to scheduled banks they contribute to the economic growth of the country.
[bookmark: _Toc183348352]1.4 Size, Trend, and Maturity of the Industry
1.4.1 Size: The size of Bangladesh's banking sector has been growing consistently. Scheduled commercial banks in Bangladesh had a total of 11,088 branches as of June 30, 2023. Of these, almost half (46.5%) were located in rural areas, while the remaining 53.5% were in urban areas.
Here's a breakdown by bank type:
· SCBs: 2,061 rural branches, 1,769 urban branches
· Specialized banks: 1,153 rural branches, 370 urban branches
· Private commercial banks: 1,943 rural branches, 3,722 urban branches
· Foreign commercial banks: 62 urban branches
This data shows that while urban areas have a higher concentration of bank branches, SCBs and private commercial banks have a significant presence in rural areas, which is important for financial inclusion in Bangladesh.
1.4.2 Trend: Bangladesh's banks have changed a lot in the last few decades. Technology has made things much easier for banking services. A major trend in the banking industry is providing digital banking services. Adapting digital technologies in the banking sector makes banking services smoother. Nowadays almost everyone has a smartphone and they use it to make their life more convenient. Mobile banking, online platforms, and ATMs are now widely available in banks. People can pay bills, transfer money, cash in, and cash out their money at any time through mobile banking.
1.4.3 Maturity of the industry: Bangladesh’s banking industry is in the growth stage of its life cycle. The banking industry of Bangladesh adapting technologies to compete with the world’s banking industry. Almost every bank is now establishing digital banking services in their branches. Not only urban people, rural people are also getting used to with technological advancement. So, Bangladesh is experiencing a growth stage in the banking sector.

[bookmark: _Toc183348353]1.5 Technological Factors

The banking sector of Bangladesh has become much more advanced in recent years. In this modern era, the whole world depends on technology. Bangladesh Bank has been a driving force behind modernizing the country's banking system. Their efforts have made banks much more efficient and improved the quality of service. Some technological initiatives in the banking sector are:

· Automated Credit Information Bureau (CIB): The CIB service provides essential credit information for both potential and current borrowers. It provides a more disciplined borrowing environment. Banks can now submit credit information 24/7 to the CIB database. Banks can also access credit reports from online instantly which greatly improves their ability to manage risk effectively.
· L/C Monitoring System: This system makes it easy for banks to manage and store information about Letters of Credit (L/C). Authorized bank employees can easily upload or download information through the Bangladesh Bank website.
· Cash recycling machines (CRMs): Bangladesh has seen a significant increase in the number of cash recycling machines (CRMs) installed by banks in recent years. These machines offer a range of banking services, such as cash deposits, withdrawals, and transfers. CRMs have helped banks reduce their reliance on manual labor and it offer 24/7 services to their customers. Additionally, CRMs can collect valuable customer data to improve personalized services. 
· e-Returns Service: The e-Returns service is an online platform that allows scheduled banks to submit their electronic returns through user-friendly templates.
· Bangladesh Electronic Funds Transfer Network (BEFTN): BEFTN is Bangladesh's first electronic system for transferring money between banks without using paper. It allows for both sending and receiving money. BEFTN handles things like paychecks, foreign and domestic money transfers, social security payments, company dividends, bill payments, tax payments, and personal payments. 
· Mobile Financial Services (MFS): Mobile banking services have been a major breakthrough in Bangladesh. Platforms like bKash and Nagad have made financial services more accessible to everyone, especially people in rural areas. This makes it much easier for people to access banking services.
· Online Export Monitoring System:  This system is created to oversee exports in Bangladesh. It allows the banks and their branches to report and manage export transactions. 
· Bangladesh Automated Clearing House (BACH): This system has revolutionized inter-bank transactions faster, more secure, and less error-prone. BACH has replaced the outdated manual clearing system which was much time consuming.

These technological changes are a big step forward in making the banking system more modern. As technology keeps getting better, we can expect even more improvements in the future, which will benefit both banks and their customers in Bangladesh.

[bookmark: _Toc183348354]1.6 Political, Legal, and Regulatory Factors

1.6.1 Political Factors: The banking industry in Bangladesh is influenced by political factors. Government rules and decisions can have a big impact on the banks' success and stability. Their decisions about monetary policy, taxes, and foreign trade can make a big difference in banks' operations. Political tough times like protests or elections can lead investors to withdraw their funds. Because of the political pressure, some people can get special benefits like easily getting a loan or a waiver in the loan from the bank. Those activities can slow down the economic growth. 
Also, corruption practices in government can make the whole banking sector’s downfall. The country's lack of democracy has allowed corruption and money laundering to become common practices in both politics and banking. The government has failed to take action against these problems, leading to unethical practices like giving loans to people who don't pay them back. So only a worthy government can make this industry more successful economically.
1.6.2 Legal Factors: The banking industry in Bangladesh is influenced by legal factors. Bangladesh has set some rules and laws for the banks. The Bank Company Act of 1991 and The Bangladesh Bank Order of 1972 are two main laws that were established to give banks a legal framework for monetary and financial systems, and guidelines for operating the bank. There are also several acts like Negotiable Instrument Act 1881 Foreign Exchange Regulations Act 1947, Money Loan Court Act 2003, Money Laundering Prevention Act, 2012. The establishment of financial laws makes the banking industry more secure, stable, and accountable.
1.6.3 Regulatory Factors: The Bangladesh Bank, which serves as the country's central bank has the power of the regulatory body and supervisory monitoring to facilitate of banking sector. They establish guidelines for banks, including loan limits, interest rates, and reserve requirements. They also ensure banks have enough money to cover losses. If a bank struggles, regulators can step in to help or take over. They make sure banks treat customers fairly and avoid unfair practices like high fees and misleading information. 
Some of the core regulations governing the banking industry are:
· Monetary Policy: Bangladesh Bank establishes monetary policy for maintaining stable prices within the country and also internationally. They want to achieve sustainable economic growth and development. They ensure high employment rates, use resources efficiently, and maintain a stable financial and payment system.
· Capital Adequacy: The Basel III regulations make banks stronger so they can better handle financial crises. Banks must have at least Tk. 4 billion in capital or a CRAR of 10%. They also need to keep an extra 2.5% in reserve. Financial institutions must also follow Basel II rules, which require them to have Tk. 1 billion in capital or a CRAR of 10%.
· Deposit Insurance Scheme (DIS): Bangladesh introduced deposit insurance in 1984 to protect bank customers' money. All banks must participate. It aims to prevent bank failures and protect small depositors. A special fund is used to provide limited protection to depositors in case a bank is unable to operate. The amount is limited to Tk. 100,000 per person. The central bank determines the insurance premium rates based on the bank's risk level.
In Bangladesh, banking regulations are essential for maintaining a stable financial system. So, Banks should follow all the regulations for the country’s economic growth.




[bookmark: _Toc183348355]1.7 Industry Rivalry

Rivalry in the banking industry is a competition between banks to attract more customers and grow their business. Banks use different strategies to compete with other banks in the industry. The banks offer new products, ensure service quality, and deliver supporting customer service to compete with each other. 
Bangladesh’s banking sector is getting stronger and the amount of competition is increasing. In Bangladesh, there are state-owned banks, private commercial banks, specialized banks, foreign banks and Islamic banks. So competition is intense among these banks. They all are trying to attract more customers to become leaders in the industry. Some banks are performing exceptionally well and competing head-to-head with the industry leaders.
Bangladesh has become modern. Technology has made things so much easier. The Banking sector of Bangladesh also improve. People nowadays don’t like traditional banking services, they want modern banking services. Bangladesh Bank recently licensed two digital banks, named Kori and Nagad which shows that Bangladesh is really committed to going digital. Technology is making things more competitive. With digital banking, customers can easily compare different banks and switch if they find a better service. So, traditional banks need to provide innovative products and services to their customer. Otherwise, it will be quite difficult for some banks to compete in the banking industry. 
In the banking industry, competition is intense. Banks need to adapt to the changes to satisfy the customer. They have to be more digital, offer new innovative products, and provide great customer service to their customer for lead in the industry.

[bookmark: _Toc183348356]1.8 Summary of Challenges and Opportunities

In recent years, Bangladesh's banking industry has seen remarkable growth. But there are also lots of challenges that the industry is facing.  The banking sector needs to overcome these challenges and capture future opportunities for the betterment of the industry.
1.8.1 Challenges for Bangladesh Banking Industry  
· The banking sector in Bangladesh is facing significant challenges due to undercapitalization. Many banks in Bangladesh don't have enough money to operate properly. 14 banks facing a total capital shortfall of Tk 37,506 crore in the third quarter of 2023. This is a problem because it can slow down economic growth.
· Non-performing loans (NPLs) present a serious challenge for the banking sector. According to Bangladesh Bank data, the overall NPL ratio was 9.93% in the fiscal year 24. These loans are a threat because they can reduce the amount of money banks can lend out. Government-owned banks have a much higher percentage of NPLs compared to private banks. This is a problem because it could make it more difficult for businesses and people to get the money they need.
· The banking system in Bangladesh is facing problems because it's not well-managed or regulated. There's a lot of corruption and lack of transparency, which makes people not trust the banks. The rules and regulations for banks are not updated and don't work very well, and the central bank doesn't have enough power to control the banks. 
· Technology is changing quickly, which creates both opportunities and problems for banks. While technology can improve banking services, many banks are having a hard time investing in the necessary digital tools and security measures. As technology advances, banks are at greater risk of cyberattacks, which can steal customer information.
· While there has been progress in banking in Bangladesh, many people still do not have access to banking services or have limited access. Reaching people in rural areas and underserved communities is a significant challenge for Bangladesh.

1.8.2 Opportunities for Bangladesh Banking Industry  
· Bangladesh's banking sector is undergoing a significant digital transformation. Internet banking and mobile financial services have seen substantial growth, with millions of users adopting these technologies. In the fiscal year 22-23, the number of internet banking users grew by 44.6%, reaching a total of 78.1 million. Meanwhile, mobile financial services (MFS) have gained over 217 million subscribers in a population of 170 million as of October 2023. These new banking systems create opportunities for digital Bangladesh.
· AI-powered chatbots are transforming customer service in Bangladesh. Banks are offering a wide range of financial services through their mobile apps, making it easier for people to manage their money. BRAC Bank's Astha Lifestyle app was a significant step forward in this area.
· A recent survey by PwC and the Association of Bankers, Bangladesh (ABB) found that Bangladeshi banks are prioritizing digital transformation to boost their business, especially in retail banking. They're focusing on making their processes more efficient and adopting new technologies like digital banking. A large number of banks chose API-enabled platforms. These platforms allow banks to connect with other businesses and offer more services to their customers. This shows that banks are committed to open banking and working together to create a more digital future.
· To improve the financial health of Bangladeshi banks, they should explore partnerships with foreign lenders to obtain credit lines for specific purposes. By working with institutions like Multilateral Development Banks, banks can access additional funds and offer these loans to local businesses under certain conditions. This would not only diversify banks' funding sources but also encourage them to follow stricter financial and legal standards to meet the requirements of their foreign partners.
· Banks can help customers make smarter financial choices by providing education and support. Banks can expand their offerings to include more ethical and sustainable options like green banking, Islamic banking, and women's banking. Given Bangladesh's Muslim population, Islamic banking can be a particularly attractive option. This ethical and secure banking system can create opportunities for economic growth.
· Banks are looking beyond traditional banking to find new ways to do business. One interesting area is venture capital (VC) financing. Many big banks, like JPMorgan Chase and Capital One, have started investing in VC projects. By investing in venture capital (VC), banks can help entrepreneurs secure funding for their businesses.
· The banking industry in Bangladesh has an opportunity to use derivatives, like currency swaps, to reduce the impact of foreign exchange fluctuations. Banks can offer these financial products to their clients, helping them manage risks more effectively.
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[bookmark: _Toc183348359]2.1 Overview and History

Agrani Bank started as a Nationalized Commercial Bank following the Bangladesh Banks (Nationalization) Order 1972, under President’s Order No. 26. It was created by merging two older banks, Habib Bank Limited and Commerce Bank Limited. The bank was incorporated as a public limited company on 17 May 2007 under the Companies Act 1994. As part of this transition, Agrani Bank PLC took over all business operations, assets, liabilities, rights, and obligations of Agrani Bank via an agreement signed on November 15, 2007. This agreement was made between the Ministry of Finance of Bangladesh and the Board of Directors of Agrani Bank. 
Agrani Bank PLC is managed by a Board of Directors, which includes a chairman, five directors, and the Managing Director & Chief Executive Officer. The Managing Director oversees the bank's operations, assisted by Deputy Managing Directors and General Managers. The bank has a vast network of branches spread across Bangladesh.  The bank has 978 branches in total which includes 36 corporate branches and 43 authorized dealer (AD) branches. This network is further supported by 11 Circle offices, 53 zonal offices, and 37 Divisions at the head office.
Agrani Bank has also established a strong technological foundation. All branches provide real-time online banking services. These online services give customers to access their accounts and conduct transactions conveniently. Additionally, the bank has diversified its operations through five subsidiaries, including a merchant bank, an SME financing company, and remittance houses in several countries like Singapore, Malaysia, and Canada.
 In Bangladesh, Agrani Bank PLC is the first state-owned commercial bank who launch Agent Banking. Through these agent banking people can access banking services in places here there are no bank branches. Agrani bank has 567 agent booths which facilitating banking services in rural areas across the country. The Bank also offers Islamic banking services. Since February 28, 2010, the bank has operated an ‘Islamic Banking Unit’ which currently serves customers through 60 dedicated windows.

2.1.1 Vision: To become the best leading state-owned commercial bank of Bangladesh operating at international level of efficiency, quality, sound management, excellent customer service and strong liquidity.

2.1.2 Mission: To operate ethically and fairly within the stringent framework set by our regulators and to assimilate ideas and lessons from the best practices to improve our business policies and procedures to the benefit of our customers and workforce.

2.1.3 Slogan: Agrani Bank PLC’s slogan is “Committed to serve the nation”[image: ]                           








2.1.4 Corporate Information  
	Name of the Company 
	Agrani Bank Limited 

	Legal Status 
	Public Limited Company (as per the bank Companies Act 1994

	Managing Director & CEO 
	Md. Murshedul Kabir

	Registered office 
	9/D Dilkusha Commercial Area, Dhaka 1000, Bangladesh 

	Phone
	+88-02-9566460-9, +88-02-9566153-4, +88-02-9566074-5

	Fax
	+88-02-9562346, +88-02-9563662, +88-02-9563658

	E-mail 
	agrani@agranibank.org,info@agranibank.org

	Website
	www.agragranibank.org

	Authorized Capital 
	Tk. 500.00 Crore

	Paid Up Capital 
	Tk. 20723 Crore

	Face Value per Share 
	Tk. 100 

	No. of Branches 
	978

	Offices 
	101

	Shareholding Pattern 
	100% share owned by Government of the Peoples’ Republic of  Bangladesh 



	Table 1: Corporate Information 




2.1.5 Management Structure of Agrani Bank PLC
[image: ]
Figure 1: Management hierarchy 


2.1.6 Departments of Agrani Bank
· Audit & Inspection Division
· Audit Compliance Division
· Audit Monitoring Division
· Branch & Subsidiaries / Unit Control Division
· Card Division
· Central Accounts Division
· Company Affairs & Board Division 
· Credit Administration Division
· Credit Policy & Credit Risk Management Division(CPCRMD)
· Establishment & Engineering Division
· Foreign Remittance Division
· Industrial Credit Division
· Information Technology & MIS Division
· International Trade & Foreign Currency Management Division
· Islamic Banking Unit
· Law Division
· Human Resource Division
· Planning, Co-Ordination & Marketing Division 
· Procurement & Common Services Division
· Public Relation Division
· Reconciliation Division
· Recovery and NPA Management Division
· Risk Management Division
· Rural Credit Division
· SME Credit Division
· Sustainable Finance Division
· Treasury Division
· Vigilance Division


[bookmark: _Toc183348360]2.2 Customer Mix

In the banking industry, customer mix is providing the banking service to different types of customers. Agrani Bank PLC provides its banking services to diverse customers around the country. They have a variety of products and services that they offer to their customer. Their targeted consumers are below:
· Job Holders: There are lots of people who are doing jobs at government offices, private offices, schools, colleges, universities, and organizations. These people are the customers of Agrani Bank. They want different kinds of savings accounts, deposits, and loans from the bank.
· Students: Agrani Bank PLC offers a student super saving scheme where student can save their daily pocket money for future uses.
· Housewives: A good portion of the bank’s customers are housewives. They looked for different types of schemes where they save their money. Agrani Bank has a nari amanot scheme which is specially for women.
· Women Entrepreneurs: Agrani Bank Limited launched a special credit program called Nari Agrani in 2010. This program is designed to provide loans to women entrepreneurs. This bank is committed to supporting women's economic empowerment.
· Non-Resident Foreign: Arani Bank offers NRB banking. So that nonresident investors can create accounts. This bank has a foreign currency account, deposit, and exchange house.
· Freedom Fighters: The spouses, children, or grandchildren of Freedom Fighters who are running their own businesses can get loans from the bank. This loan is designed to empower the families of Freedom Fighters to pursue their entrepreneurial dreams.
· Retired Government Officers: Agrani Bank provides loans against pension vata of retired government officers or staff. Any government retired officers from any institution can apply for this loan. 
· Small and Medium Enterprises (SMEs): Agrani Bank has formed a specialized SME Credit Division to focus on providing loans to small and medium-sized businesses. This program aims to simplify the loan application process for entrepreneurs. The bank creates a supportive environment for entrepreneurs to reduce unemployment in the country.
[bookmark: _Toc183348361]2.3 Product/Service Mix

Agrani Bank PLC offers two types of product to their customer which are Deposit product and Loan product. The products given below:
Deposit Products
· Savings Bank Account
· Current Deposit Account
· Special Noticed Deposit Account
· Fixed Deposit Account
· Monthly Profit Deposit Scheme
· Agrani Bank Pension Scheme (APS)
· ABS Account
· Agrani Bank Quarterly Income Scheme
· Agrani Bank Sanchay Pension Scheme
· Agrani Bank Double Benefit Scheme
· Agrani Bank Millionaire Deposit scheme
· Agrani Bank Lakhpoti Deposit scheme
· Agrani Bank Probash Deposit scheme
· Agrani Bank Nari Amanot scheme
· Agrani Bank Senior Citizen Savings Scheme
· Agrani bank Wages Earners Deposit Scheme
· Agrani Super Savings Scheme
· Agrani Education Scheme
· Student Super Savings Scheme (S4)
· Agrani NRB Deposit Scheme


Loan Products
· Personal Loan
· Any Purpose Loan
· Short Term SME Loan
· Freedom Fighter Loan
· Green Banking Finance
· Agrani Bank loan for Overseas Worker- ALOW
· Loan against pension vata of retired Govt. officer/staff

Agrani bank PLC provide cash services, fond transfer, value added services to their customers.
Cash Services
· ATM Services
Fond Transfer
· Swift
Value Added Services
· ATM Services
· Locker Services
· Agency Services
· Custodian Services
· Utility Bill Collection
· VAT Online Payment
· A-CHALLAN
· Doller Premium Bond
· National Savings
· Jiban Bima
· Foreign Remittance Service 
· DU Admission Fee Collection
· Wage Earner's Development Bond
· Balance Transfer Between Agrani Bank and Bkash
[bookmark: _Toc183348362]2.4 Service Quality 

Service quality is how well a business satisfies its customers. It's a reflection of a customer's perspective, how they judge the overall excellence of a service, based on their interaction with the business. Customers of the banks will evaluate the service firstly based on the outcome means the financial support they are getting from the bank or not. Secondly, the process of delivery means they are getting the financial support smoothly or they had to wait a long period of time for technical difficulties. And lastly, the environment where the service is delivered means the place where a customer gets their banking service. To give better service quality, banks have to ensure outcomes, processes, and environment for the customers.

[bookmark: _Toc183348363]2.5 SWOT Analysis

SWOT analysis is used in every organization, banking sector is using it as well. SWOT analysis is a framework for identifying and analyzing a bank's strengths, weaknesses, opportunities and threats. 
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Figure 2: SWOT analysis
Strength
· State-Owned Bank: Being a government bank, Agrani Bank has the full support of the Bangladeshi government. This means the government plays a key role in its operations, influencing everything from its policies to daily business. With the government's support, Agrani Bank is in a really strong position.
 
· Qualified Employee: Agrani Bank's hiring is managed by Bangladesh Bank, which means the process is very fair and transparent. There's no room for favoritism or unqualified people getting hired.
· Loyal Customer: Customers have a lot of faith in Agrani Bank because it's a government bank. They feel like their money is in good hands and that they can always rely on the bank's services."
· Brand Value: As one of Bangladesh's oldest banks, Agrani Bank has a strong brand value. Customers trust the bank because its longevity and prosperity.

Weakness
· Dependency: The branches of Agrani Bank are very dependent on the head office. They can't do much without getting permission from the main office. They need the head office's approval for most decisions
· Inefficient ATM: Many customers of Argani Bank complain that the ATM booth of the bank has a lack of efficiency. 
· Technological Limitation: Agrani Bank is outdated when it comes to technology. They need to invest in modernizing their systems to improve their performance and compete with other banks.

Opportunities
· Expansion of Branches: Agrani Bank is committed to making its services more accessible to people throughout Bangladesh. By opening new branches and expanding its network, the bank aims to reach a wider customer base. This growth strategy not only increases the bank's potential for long-term success but also helps to boost the local economy.
· Medium-sized enterprises (SMEs) Financing: There are lots of entrepreneurs in Bangladesh, and many of them prefer to get loans from state-owned banks. Agrani Bank can help these entrepreneurs start and grow their businesses by offering special services and loans.
· Shariah-Based Banking: By expanding its Islamic banking services, Agrani Bank can attract a wider customer base and contribute to the country's economic development.
· Technological Advancement: Agrani Bank needs to upgrade its technology to the latest and best systems. This will help them do things faster and more efficiently, and it will make customers happier too.

Threats
· Political interference: Political interference can be the threat at Agrani Bank. It is a government own bank so many politicians who are part of government can take advantage from the bank. If the top management are part of any political party, they can make unfair decision.
· Rule and Regulation: The Bangladesh Bank, as the country's central bank, take responsibility to overseeing and regulating the banking sector. They monitor all the Agrani bank branches and control over their operations. Any disagreements or conflicts between Agani bank and the central bank can create negative impact in the bank's activities.
· Cyber Attack: Cybercriminals are constantly trying to break into banks' computer systems. This is a serious issue for Agrani bank and its customers. Agrani Bank are to keep not efficient in their IT systems so can be threat for them. The have to protect their customer information from cyberattacks.
· Rivalry: The banking industry in Bangladesh is very competitive. Private and foreign banks are competing the banking industry. Public bank like Agrani are still far away from the private and foreign banks so they have to be to more capable to lead the industry. 

[bookmark: _Toc183348364]2.6 Strategies to meet the Challenges and Opportunities (Based on SWOT Analysis)

Agrani bank PLC is a famous state owned bank in Bangladesh. They face lots of challenges and opportunities that can impact on bank’s operation. To overcome and capture the challenges and opportunities bank need to follow some strategies. These are below:
Challenges
· Political interference: Agrani Bank should prioritize independence and transparency. It should avoid political connections and maintain strong relationships with government officials. By diversifying its income sources, the bank can reduce its vulnerability to political influence. Governments should be open and honest in their decision-making, and citizens should be empowered to participate in democratic processes. International cooperation can also play a role in addressing political interference. 
· Rules and Regulation: Agrani Bank should prioritize compliance and regulation. It should stay informed about the latest regulations, invest in a strong compliance system, and maintain open communication with regulatory authorities. While regulations are important for a well-functioning society, they should be clear. Additionally, regulations should be adaptable to changing circumstances.
· Cyberattack: Agrani Bank needs to prioritize cybersecurity to protect its operations. It should invest in strong security measures such firewalls and intrusion detection systems, advanced encryption etc. It’s also necessary for the bank to have effective plans for any potential cyberattacks. Agrani Bank should promote a culture of security awareness among employees. Regular training sessions and incentives for reporting suspicious activities can help achieve this goal. By taking these steps, the bank can significantly strengthen its defenses against cyber threats.

· Rivalry: Agrani Bank should focus on offering unique products, services, or customer experiences. Innovation and technology can help the bank stay competitive and improve efficiency. Building strong relationships with customers through personalized service can make a loyal customer base. To stay in this competitive banking industry, they need to be more customer-oriented and technologically advanced.
Opportunities
· Expansion of Branches: Agrani Bank wants to be accessible all around Bangladesh. They are actively expanding their branches in cities of Bangladesh.The expansion will create opportunities for employment for people. More job branches will be created for country’s people. Underprivileged people who live far away from cities will get the service because of expansion. Banks can build good customer relationships with underprivileged people so that they will get to know the needs of those people. The expansion of branches will also create economic growth. Local people will get financial help and they support in economic development of the country.
· Medium-sized enterprises (SMEs) Financing: Younger to old people, everyone wants to entrepreneur. They want to build their own business. Agrani Bank plc helps these entrepreneurs by giving them finance. The bank offers different types of schemes for medium sized enterprises. The bank gives special priority to the women. Agrani bank reserves TK. 837.65 crore for women entrepreneurs. Entrepreneurs are the country’s asset. By with the help of Agrani Bank, people can start their own business and also create employment for others. So the bank not only helps an entrepreneur but also creates opportunities for lots of people who are seeking jobs. It will also make the country economically strong.  
· Shariah-Based Banking: Bangladeshi people practice Islam as their religion, so they want to get banking services according to Islam says. By offering shahriah base banking services Agrani bank is enhancing their customers. There were many people who did not like banks because of interest which is restricted to take in Islam. Shariah base banking services follow the rules of Islam, people who are more religious will choose this banking service. People who were not interested in do job in bank, they will get the option to do the job.  
· Technological Advancement: In this modern era, technological advancement is essential for every bank. Agrani Bank can capture the opportunity of new advancements. The customer wants to get prompt banking service. Hi-tech equipment can make the banking service more smoothly. By digital banking, customers can get self-service from the bank’s website. From the ATM booth, customer can get their 24/7 hours. The bank can take the opportunity to stay in this competitive field. Also, they have to ensure the cyber security of their customer. Technologies are making things easier but also can make things worse. So the bank has to consider all factors related to new advancements.
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[bookmark: _Toc183348367]3.1 Importance of service quality in banking service

Nowadays people go to banks not just for their transactions but also having a better quality of service. Whenever a customer of a bank gets better service quality from any bank, they become loyal to that bank. It is essential for banks to give top-notch service quality to attract potential customers. Superior quality of services can also retain customers.
Banks have to understand the needs of customers. Different customer base needs are different. Banks could do tailored marketing so that they can fulfill different customer base’s needs. By tailored marketing they can emphasize the individual needs of the customers. It will help to satisfy individual customers. Customer satisfaction creates loyal customers. Loyal customers will stay with the bank and also provide positive word of mouth to their fellows. 
The banking industry is going through the rivalry phase. Though almost every bank delivers the same kind of products, providing the quality of service can differentiate the bank from the competitors. They have to compete with each other by giving more convenient services to their customers.  The world moving towards tech orientated. People want error-free online banking services from their own homes. To satisfy these kinds of customers, banks could develop websites and apps to provide digital services. 
To ensure service quality, banks have to maintain a good relationship with customers. So that customers can easily tell the staff about the problems that they're facing. The courtesy, behavior, and politeness of the bank's staff have to be eye-catching. If a customer experiences excellent customer service from the bank, they will never switch to another bank. 
So, providing top-notch service quality is essential for staying competitive in today’s banking industry. By prioritizing relationships with customers and keeping the focus on their needs, banks can retain customers and stand out from their competitors.




[bookmark: _Toc183348368]3.2 Factors impact on service quality

Providing quality service isn’t an easy thing to do.  Service quality is more than just providing a service. The main focus of delivering quality service is to gain the satisfaction of customers and it is influenced by some situational and personal factors. These situational and personal factors are described below:
Situational Factors
· Service Environment: A clean and organized store or office can leave a great first impression on customers. The physical environment such as the appearance of the store or office can impact customers' perceptions of service quality. The store or office’s setting area, equipment, décor, and ambiance can create a positive experience for customers. 
· External Elements: External factors like weather, and location can affect willingness to get the service. If the location of the store or office is far away from the city, customer’s willingness to have the service will decrease. They will look for a service institution whose location is easy to go to. When the location is far away from the city, it will also be difficult to get better accessories to serve the customers and ensure service quality.    
· Timing: The timing of the delivery influences the customer to get the service from a particular store or office. If a customer goes to a bank to get their money and she/he has to wait a long period of time, they will have dissatisfied and try to avoid transactions from that bank. Customer wants prompt quality services which can save their time and also satisfy them.

Personal Factors
· Emotions: A customer's current mood can change their view of a service. If they're feeling down, they might be more rigorous. But if they're in a good mood, they might be more forgiving of little mistakes. Whenever a customer looks upset, a friendly conversation with them can change their mood.  

· Expectations: Customers always expect a standard quality of service. Individual customers’ expectations aren’t the same. So providing the service according exactly customers' expectations is a bit tough. To highly satisfy the customer, the service provider has to exceed the expectations of customer.

· Needs and Preferences: Individual customers have their own unique needs and preferences. To keep customers happy, service providers are tailoring their offerings to meet these individual preferences. This personalized approach ensures that each customer gets exactly what they need.  
[bookmark: _Toc183348369]3.3 Service quality dimensions and Service quality

Service quality is how well a business satisfies its customers. It's a reflection of a customer's perspective, how they judge the overall excellence of a service, based on their interaction with the business. To judge a service, customers evaluate by outcome, interaction and physical environment of the service. So consumers see the outcome of the service, the process of delivering the service, and the environment where the service is delivered when they evaluate a service quality.
However, there are five dimensions of service quality that customers use to form opinions about services. These are below:
Reliability: Reliability is defined as the ability to perform the promised service dependably and accurately. Reliability is about keeping promises to customers. It's the ability to deliver services as promised, resolve issues promptly, and maintain consistent quality and pricing. The service provider has to handle customers’ problems. They need to perform right the first time when they deliver the service. To ensure reliability, service provider has to maintain error free records. 
Assurance: Assurance refers to the employees' knowledge, courteous, and the company's ability to build trust and confidence. Companies have to hire employees who have the knowledge to answer the customer questions. Employees have to be consistently courteous and make customers feel safe with their transactions. This dimension especially crucial for services that customers perceive as high-risk or difficult to evaluate, such as banking, insurance, medical, and legal services.
Responsiveness: Responsiveness is the willingness to help customers being attentive to customer requests, questions, and problems, and responding promptly. It is about putting the customer first and providing prompt and personalized service. Employees have to keep customers informed as to when services will be performed. So that customers feel valued and can trust the business to keep its commitments.
Empathy: Empathy refers to treating each customer with individualized care and attention. It's about recognizing their unique needs and preferences and making them feel valued. Service provider have to deal customers with caring manner. They should have convenient business hours, so they can build a good relationship with their customers and clearly understand the requirements of their customers.
Tangible: Tangibles refer to the appearance of physical facilities, digital platforms, and employees. These things create first impressions and influence customer perceptions of quality. Customers expect the providers to have modern equipment and visually appealing material associated with their service. So service providers can fulfill the expectations of customers with their visually appealing facilities. The significance of virtual tangibles like websites or apps is rising in travel, banking, and government services.

[bookmark: _Toc183348370]3.4 Methodology

Pre research plan:  The research utilized a descriptive research approach, collecting both primary and secondary data. The SERVQUAL model was used to measure customer satisfaction through a survey. The report plan is to know about the customers’ perception and satisfaction of service quality of Agrani Bank Ltd.
Data Collection Methods: The report was conducted based on both the primary and secondary sources of information.
Primary Data: Primary data was collected from customers and employees at Agrani Bank Ltd.'s Rampura branch through a questionnaire survey.
Secondary Data: 
· Agrani Bank Limited’s annual report
· Agrani Bank Limited’s official website
· Publications and journals of the bank 
· Internal documentation of the bank
Sample: To conduct the report, employees who are assign in different departments and customers from different occupations were selected at Agrani Bank PLC Rampura branch.
· Sample size: 40 participants.   

Questionnaire: For understanding the service quality of Agrani Bank PLC, I have considered some items in Likert scale questionnaire. Those items are given below:
Service Reliability 
1. Whenever customers request for service, Agrani Bank PLC provides it at the promised time
2. Whenever customers request for any type of banking service Agrani Bank PLC performs it right first time
3. Whenever customers request for different services their dedicated and knowledgeable staffs provide such as promised
4. They always maintains on error-free records of services
5. Whenever customers experience problems their customer-oriented staffs handle it in a constant manner
Responsiveness
1. Whenever customers need service their well-trained staffs give prompt service
2. Whenever customers ask for service their experienced staffs serve them readily in a good manner
3. Always their friendly and helpful staffs are willing to solve customers’ problem
4. Always they keep customers informed as to when service will be performed
Assurance
1. The behavior of all employees at the Agrani Bank PLC instills confidence in customers when they interact
2. Customers always feel safe in their transaction with Agrani Bank
3. Always employees of the bank have the knowledge to answer customers’ questions
4. Every time employees in the bank are consistently courteous with customers
Empathy
1. All employees at Agrani Bank PLC pass transactions in a caring manner
2. Always their staffs have customers’ best interests at heart when they are asking for service
3. Agrani bank has convenient operating hours to all its clients without spending much time on long queues
4. All employees of the bank understand customers’ specific needs with a specific attention
5. Whenever customers request for a service, their responsive staff gives individual attention
Tangible
1. Agrani Bank PLC has modern equipment necessary for excellent Financial services
2. Employees of the bank are professionally dressed
3. The interior and exterior of the bank is visually appealing and spacious
4. Materials and equipment associated with the services are visually appealing

Perceived Customer Satisfaction
1. Customers are fully satisfied with Agrani Bank PLC’s financial services
2. They always fulfills customers' expectations
3. They never disappointed customers so far
4. Customers experiences with the bank services are excellent
 
[bookmark: _Toc183348371]3.5 Data Analysis, Result & Discussion 

To analyze the findings descriptively, I used MS Excel software to ensure data accuracy. I have collected data from different department employees and different customer group at Agrani Bank plc rampura branch for my report. 
Below i show a pie chart which graphically represents the average scores base on SERVQUAL scale.


Figure 3: Respondents average scores
Source: Data collected by author

The pie chart shows the results of a Service Quality (SERVQUAL) scale assessment for Agrani Bank PLC. This scale measures customer perceptions of service quality. Below I discuss each component and give some suggestions for future improvements of Agrani Bank PLC:
Reliability: It measures the ability to perform the promised service dependably and accurately. Agrani Bank PLC scored 4.12 out of 5 in reliability which is the highest among all. While Agrani Bank performs well, there's still room for improvement in reliability. Bank can implement strong systems to ensure accurate transactions and error-free records. That will enhance customer’s faith in the bank.
Assurance: It measures the knowledge and courtesy of employees and their ability to inspire trust and confidence. Agrani Bank PLC has a high score which is 4.02 out of 5 in assurance. The bank can arrange training sessions for their employees. This training session can improve employees’ knowledge about the product that they are serving.    
Responsiveness: It measures the willingness to help customers and provide prompt service. In responsiveness, Agrani Bank PLC scored 3.9 which indicates moderate customer satisfaction. To improve responsiveness, bank can increase the number of employee during their busy hours, so that bank can provide prompt service every time. Through training sessions, banks can train their employees how readiness to respond to customers’ requests.
Empathy: It is related to the caring, individualized attention that the bank provides to the customers. Agrani Bank PLC score 3.85 out of 5 in empathy. To create a more empathetic and customer-centric environment, the bank can impel their employees to build good relationships with the customers. So that employees can give individual attention to the customer and also will understand the specific needs of customers. Additionally, the bank can use a customer relationship management system to track customer preferences, which will help them to give more personalized service to the customers. Agrani Bank should have convenient business hours. They should have employees who deal with customers in a caring fashion. When customers see bank employees politely solving their problems, they will be impressed and suggest others to get service from the bank.
Tangibles: It refers to the physical facilities, equipment, and personnel associated with the service. In tangible, Agrani Bank PLC has the lowest score which is 3.62 out of 5. To improve this score, Agrani Bank should prioritize modernizing its physical facilities. They should invest in their infrastructure so that customers find a good atmosphere to receive the service. Agrani Bank doesn’t have modern equipment in their branches, to provide prompt services modern equipment is necessary for the bank. The bank should train their employee to learn professionalism, that can create a good impression of Agrani Bank in customer’s minds.
Perceived Customer Satisfaction: It is about how customers evaluate their overall experience with a service. Customers judge from their personal experiences, expectations, and perceptions of the value they receive. Agrani Bank PLC scored 3.71 in perceived customer satisfaction. So they are not fully satisfying the customers. To improve customer satisfaction, bank should arrange training for employee in effective communication and customer service. Employees can build good relationships with customers and understand the needs that customers are expecting. By potential products and professional employees, Agrani bank can attract their customer. They should focus on digital banking services. A user-friendly app can change the customer view of the bank, so they should invest to improve their digital banking service. 
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[bookmark: _Toc183348374]4.1 Position, Duties, and Responsibilities

My internship program was completed at Agrani Bank PLC, Rampura TV branch. It was a three-month program, and I was placed in the general banking department as an intern. I worked in the front desk, remittance, accounts, and clearance division. 
Front Desk: This is the busier department in the bank. I have spent most of my time at this desk. This department’s work is giving information to the customer about different schemes of the bank, opening a bank account, checking the transition amount, and issuing ATM, debit, and credit cards. My responsibility was to help the customers fill out the account form. I had to attract potential customers with the bank’s schemes. I used to give information about all the schemes that the bank is providing to the customer.
Remittance: A remittance is money transferred by a foreign worker to their home country. In Bangladesh, many employees work abroad and send their money to their families through the bank. I used to work in this department collecting remittance documents from customers. I oversee the documents and inform the officer if there are any mistakes.  
Accounts: This department works to get the customer’s money to keep in their account and also give money to the customers from their account whenever they want. In ABL the vouchers are used for customers’ transactions so that they can enter them into their software properly. I used to help collect the voucher and transfer it to the right place in the bank. 
Clearance: This department works with customer cheques. I have learned the cheque clearing process by working in this department. When the officer gave me permission, I used to accept the cheque and seal it. I also had to use Excel to input the record of every day’s clearance.

[bookmark: _Toc183348375]4.2 Skills developed

The internship program is an opportunity to learn some skills in the corporate world. There are many new skills I have learned throughout the internship period at ABL. First of all, I have learned how to deal with different customers, how to talk with them, and how to manage and convince them to get the service. Also handling different customer bases is tough work to be done. So my interpersonal communication skills have developed. Secondly, like the employees of the bank, I also had to do the office 10 to 5 o’clock and finish the work within the deadline. For this, my time management skills have been improved. Thirdly, I had to use Excel to keep the record of customers but there were some tools that I didn’t know, my supervisors at the bank always helped me to learn new tricks in Excel. Because of this, my computer skills also have improved. Lastly, I learned how the bank’s different areas are working and the banking activities of ABL which will help in my future career.

[bookmark: _Toc183348376]4.3 Difficulties faced during the internship period

Agrani Bank PLC is a public bank. The bank has a rush most of the time. Employees of the bank are always busy with their work. So that they can’t give much time to the interns. Sometimes, I also could not get the proper guidelines and knowledge for my work. I had to wait a longer period for the supervisor to get free and guide me. In ABL, using bank software is prohibited for interns due to privacy issues. So that I had to do the paper works and computer work were done by employees. I could see the employees work but couldn’t use their computers. So sometimes, I get bored by seeing the works and doing nothing much.

[bookmark: _Toc183348377]4.4 Recommendation for Service Quality 

From my research and analysis, I got to know the current situation of Agrani Bank PLC. So I would like to provide some suggestion for their future betterment. 
Hire HR: The bank doesn’t have any HR department. The HR department is necessary for the requirement, selection, hiring, and training of the employee. Every branch of the bank should have HR so that dependency on the head office will decrease.
Enhance marketing: Agrani Bank doesn’t give much focus on marketing. The bank should do proper marketing activities to compete with others. They should advertise their product and service on digital platforms more frequently. They can hire digital marketers to reach in social media marketplace.
Improve management: The bank has to improve its management system. While doing my internship I saw that they have lots of lackings in their management. Whenever an employee takes leave, the bank doesn’t have an alternative to anyone to do his/her work, so the customer gets angry and dissatisfied and leaves from bank. They should have assigned previously who will be the alternative one for any uncertain situation
Arrange training sessions: Agrani Bank should arrange training sessions more frequently. Training the employee will be beneficial for the bank. By training sessions, employees can get knowledge about the bank’s products and services. Bank should arrange monthly compulsory training for their employee so that they can properly utilize their job skills.
Invest in infrastructure: Agrani Bank PLC’s office infrastructure is quite old-fashion. They don’t have visually appealing materials in their branches. Customers like modern eye catchy equipment when they perceive service. So the bank has to invest in their interior design.
Proper communication: Agrani Bank PLC need to maintain a chain of command in its office. When they main chain of command, there will be no gap in their communication. As it is a state's own bank, proper communication is must need to understand the goal of the government. Top management has to ensure that every employee is aware of any decision they are made.
Digital Banking Service: Nowadays all the banks are providing digital banking services. Agrani Bank also providing digital banking services but they are not efficient in it. Many customers complain that the bank’s ATMs are not properly working. So authorities should look into the matter. The bank has a mobile app named “Agrani Smart Banking App” which is not much user user-friendly. So they should develop their app to give customers better service experience.
Learn Professionalism: Agrani Bank plc should train their employee to learn professionalism. Practicing professionalism can attract customers. Good attire, politeness, and communication skills of employees will definitely catch customers’ attention. Employees of Agrani Bank should be empathetic and professionally handle the customers.
Build customer relationships: Customers are key to success. Agrani Bank plc has to more customer-centric. Maintaining a good relationship with customers can be beneficial for banks. When employees build relationships with customer, they can easily know the lacking that they are doing and also understand the needs and preferences of customer. So customer relationship in Agrani bank plc is necessary for giving a better service.  

[bookmark: _Toc183348378]4.5 Recommendations relating to future internships

As I complete my internship at Agrani Bank PLC. I would like to give some recommendations for their internship program. These are below:
· Agrani Bank PLC should arrange an orientation program for interns. Through the orientation program, interns will get to know about the bank’s culture and they will also be introduced to employees.
· Agrani Bank PLC should give training to their intern so that interns will get proper knowledge about the bank activities that they will perform in their internship period.
· Agrani Bank PLC should offer a paid internship program. So that more people will come to take the opportunity of their internship program.
· The bank’s employees should behave friendly with interns. They should solve the intern's mistakes in a friendly manner without shouting at them. Motivation can inspire the interns to work harder. 
· The bank should take feedback from the interns so that they will know about their weaknesses and improve them for the future.
· Agrani Bank PLC should do job rotation for the interns. By job rotation, interns will move to different departments and gain new skills and knowledge.
· The bank should give the interns a comfortable sitting area where they have desktops to work at the office.
· The bank should give awards to the interns based on their performance. This will inspire them to work more effectively for the bank.


[bookmark: _Toc183348379]4.6 Conclusion  

The report aim was to get a clear understanding regarding service quality in Agrani Bank PLC. Base on my research, I have end up with a result that clearly show the customers perception about service of Agrani Bank. Unfortunately, customers of Agrani Bank PLC aren’t much satisfying with bank’s service. The bank must work on their service quality if they want to exist in this competitive industry. Agrani Bank PLC is one of renowned bank in Bangladesh. The bank has a reputation and they are doing well compare to other state own banks. They are fulfilling the promises that they give to the customer. So customers have their trust on the bank. But only give financial service can’t satisfy the customer fully. Customer expect more prompt and modern service from the bank. The bank has to be efficient in technical things. They should give attention on their digital banking services and also develop their software to done the bank work. Agani Bank PLC have to be more customer centric to gain the satisfaction of customer.  
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