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This paper has attempted to highlight on Human Resource Management Activities in the context of Prime Bank and NCC Bank, Prime Bank and NCC Bank are among the leading commercial bank of the country.  Sound Human Resource Management Training procedures practice therefore, is very important for profitability and success of a bank. General banking is the starting point of all the banking operations. It is the department, which provides day-to-day services to the customers. It opens new accounts, remit funds, issue bank drafts and pay orders etc. Provide customer through quick and sincere service is the goal of the general banking department.

For the effective application of General Banking procedures, expertise and willingness as well as motivation of the bankers are needed. By removing the road blocks General Banking procedures implication through the recommendations mentioned in this paper.

The organization should consider some aspects like; the selection procedure should be made less complex because time is important in this modern world. Time is important, but a valid selection process is also important. The HRD must ensure a valid selection process and should not compromise with time pressure as imposed by concern department to fill up vacancy. Internal recruiting is not always cost effective for higher level recruitment. Certain percentage of vacancies may be filled up by external recruiting to get more competent candidates. Even the company may go for global search. HR policy should be designed to attract more efficient workers for the organization for improvements. The compensation policy should be reorganizing to attract efficient people to the organization, because the basic salary is not high at Prime Bank. Skill and knowledge base pay system should be introduced at Prime Bank and NCC Bank. It motivates employees to give their best performance. The women should provide better performance to the organization, for this they should be more trained. Discrimination related to gender and race should be strictly avoided. It will improve the working environment. Disabled people should be hired and placed in such positions where they can work easily. The workers should be well trained so that they can work without accidents and accident avoiding measurements should be taken to the factories. 
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Chapter One
(Introduction of the Report)
1.1 INTRODUCTION:
Financial Institutions have historically distinguished by the types of services they provide. In recent years Financial Institutions have diversified their services by creating new subsidiaries that perform additional services or by merging with other types of financial institutions. The result has been the creation of financial conglomerates, composed of various units offering specialized services. Diversification also offers benefits to financial institutions. 
1.2 Origin of the study:

As a service organization a bank’s performance is to achieve it’s ultimate goal- customer value and satisfaction. This largely depends on their proper utilization of money, secured investment policy and right and just banking activities. NCC Bank Ltd is different from other commercial bank. 
1.3 Objective OF the study:

The objective of the PROJECT program is to familiarize myself with real market situation, to compare them with the business theories & at the last stage make a report on assigned task. The main objective of this report is to have an assessment on General Banking Activities of NCCBL and PRIMEBL. I tried my best to know how the Banks are providing facilities to its clients & suggest remedial measure for the development of overall banking activities if required. 

Broad/General Objective

The broad or general objective of the study is to learn and analyze the general banking activities.
Specific Objective

· To know about the NCC Bank Limited and PRIME Bank Limited.
· To gather information about general banking and its management process.

· Analyze the general banking assessment process.

1.4 Scope of the study:

In spite of limitation I also got some facility to complete my project report. The employees whose held a responsible post in the entire department helped me lot. They gave me all essential data and conversation with me.  My university project supervisor also helped me a lot. He gave me a guideline how to prepare my report more attractive and perfect. This bank has given me the opportunity to observe the banking environment for the first time indeed. 

1.5 Methodology of the study:

This report is prepared by two sources:

· Primary Sources.

· Secondary Sources.

· Primary Sources: This type of Sources included interviews with the bankers of NCC Bank Ltd and PRIME Bank Limited.
· Secondary Sources: Secondary data were collected in the following ways:
· Data gathered within the organization itself. 

· Data gathered from Texts 

· Internet sources.

· General reports

· Annual reports 

· Official documents

· Credit manual and foreign exchange manual of the banks.
1.6 Limitations of the study:

In this report I have tried to use, as much as information possible but in some cases the information was not enough. Lacking of some essential footnotes hampered our work in some steps. The area of banking operating is very large. Employees were always busy under tremendous workload. So, they could not able to extend their cooperation properly. I faced some problems when I collect information about the organization because the information was strictly private and confidential. 

1.6 Data Collection Method

The following methods were used to collect the required information for the report:

Documentation.
Interview.
1.7 Research Question

All these information will be used strictly for educational purpose only. This questionnaire has been prepared for the report on the “human resource practices in two commercial banks of Bangladesh.”  Human Resource Management is one of the main major courses of HR department in these banks.

Our objective is to focus on the “Human Resource Management ‘system and policy ‘of the organization and how this function of HRM is evaluated by these organization.”

Research Questions:
1.
How many employees you have in different level? 

2.
How many payments scale you have for different level? (And also the amount of each scale).

3.
What is the budget that is used for overall Human Resources purpose of the organization per year? (As % of total budget) 

4.
How many vacancies (average) are created in different level per year? 

5.  
How do you decide remuneration for a particular position?

6.
Which job analysis method do you follow to identify the responsibilities for a particular position? (One or more (√))

7.
Why do you follow this particular job analysis method? (One or more (√))

8.
How job description is prepared? (One or more (√

10.
What is the main source of recruitment? (One or more (√))

11.
Do you have you any part time job facilities?

12.
Do you give advertisement in newspaper or use any other media? 

13.
In which media or newspaper you give advertisement? 

14.
Do you select employee by employee referral / recommendation? 

15.
Do you practice blind add for recruiting employee in your organization? 

16.
Do you have any recruiting goal(s)? 

17.
What are the policies you have taken for the Human Resource Planning?  

18.
How much money you spend for different HR purpose. 

19.
On what basis you prepare your written question? (One or more (√)) 

20.
Do you take any work sampling test?

Chapter Two
(Overview of Companies

[NCC BANK

&

PRIME BANK)
2.1 Historical Background of NCC Bank Limited 

National Credit and Commerce Bank Ltd. bears a unique history of its own. The organization started its journey in the financial sector of the country as an investment company back in 1985. The aim of the company was to mobilize resources from within and invest them in such way so as to develop country's Industrial and Trade Sector and playing a catalyst role in the formation of capital market as well. Its membership with the browse helped the company to a great extent in this regard. The company operated up to 1992 with 16 branches and thereafter with the permission of the Central Bank converted in to a fully fledge private commercial Bank in 1993 with paid up capital of Tk. 39.00 corer to serve the nation from a broader platform.

Since its inception NCC Bank Ltd. has acquired commendable reputation by providing sincere personalized service to its customers in a technology base environment.
The Bank has set up a new standard in financing in the Industrial, Trade and Foreign exchange business. Its various deposit & credit products have also attracted the clients-both corporate and individuals who feel comfort in doing business with the Bank. Within this short time the bank has been successful in positioning itself as progressive and dynamic financial institution in the country. This is now widely acclaimed by the business community, from small entrepreneur to big merchant and conglomerates, including top rated corporate and foreign investors, for modern and innovative ideas and financial solution.
2.2 Mission of NCC Bank Ltd 

To mobilize financial resources from within and abroad to contribute Agricultures, Industry & Socio-economic development of the country and to play a catalytic role in the formation of capital market.
2.3 Vision of NCC Bank Ltd 

To become the Bank of choice in serving the Nation as a progressive and Socially Responsible financial institution by bringing credit & commerce together for profit and sustainable growth.
2.4 Business Objectives of NCCBL:

1. Meet capital adequacy requirement at all the time. 

2. Ensure 95% recovery of all advances.

3. Make sound investments.

4. Ensure a satisfied work force.

5. Adopt an appropriate management technology.
2.5 Management of NCCBL 

The management of the bank is vested on a Board of Directors, subject to overall supervision and directions on policy matters by the Board which is constituted in terms of Bangladesh Bank Order 1993. There are a chairman Md. Yakub Ali Montu and twenty-three Board of Directors and a managing director and a company secretary has authority to organize, operate and manage its affairs on commercial consideration within the board policy of the Government. Md. Nurul Amin, Managing Director of NCC Bank Limited is an eminent banker of the country.
2.6: ACTIVITES OF NCC BANK:

Profit Maximization Activities:
NCC has begun FRPP, a mutually financed venture by DFID in association with Bangladesh Bank under the award office called Remittances and Payments Challenge Fund (RPCF) where Thangamara Mohila Sobuj Shangha (TMSS), a NGO working for enabling the womenfolk of the nation is an accomplice. Under this venture the Bank is utilizing at the very least 250 outlets of TMSS to convey settlement to the recipients where it has no Branch. NCC has arrangements to proceed with this venture even after expiry of the RPCF, if demonstrated plausible. The Bank has put due accentuation on preparing up its workforce in an innovation based working air for quite a while. Additionally to provide food the requirements of the clients, as of late we have Internship Report on Profit Maximization and CSR Activities Page 19 begun undeniable continuous On Line Banking System with usage of Flora Banking UBS Software. The bank is likewise going to present Debit Card soon and every vital step has as of now been taken in this association. Bank's Information Technology Division is constantly occupied with outlining need based virtual products and different developers to facilitate the circumstance for the representatives in order to empower them to work all the more dedicatedly to fulfill the clients. Reasonable treatment of Asset-Liability is of most extreme significance for keeping up productivity at an acceptable level of any money related foundation. Most recently in a couple of years, with the convenient measures taken by the Management under direction of the Board, it was conceivable to support relentless development through keeping up resource quality. The Bank has separate Credit Administration Department, Recovery Department furthermore a Task Force for consistent observing of troublesome advances and advances of the Bank and to propose methods for recuperation of Bank's levy. This procedure will proceed in one year from now moreover. Further, the Bank will pay consideration on oversee risk additionally to develop a solid store base to fulfill venture need of the business sector. In the course of the most recent couple of years settlement business contributed strikingly in expanding charge based wage of the Bank. Keeping in mind the end goal to persuade and rouse the Bangladeshis living abroad to send their well-deserved cash through legitimate Banking channel, the bank have made various strides like making settlement game plans with various cash trade organizations everywhere throughout the world, taking an interest in fairs and gatherings with remitters and trade organizations, and so forth which brought come about past desire. It is a matter of pride that the Bank has been recompensed different trophies from trade organizations like Money Gram for its drives in inspiring individuals in this part of the World to profit of the chance of sending cash through these ventures.

Corporate Social Responsibilities:
The Bank is always aware of its social responsibility and consciously put its efforts to discharge this responsibility. NCC’s last few years' activities speak for its active presence in the CSR segment. For effective discharge of our CSR, NCC Bank Foundation was established a few years back. Under the banner of this foundation, NCC has continued the social works, details have been incorporated in the attached "Directors' Report". 

CSR Activities

√ Distributed covers to the desperate individuals of southern part of the nation.

√ Donation to Ail influenced individuals.

Training

√ Scholarship to 5 commendable understudy of personnel of Business studies (DU).

√ Sponsored a science reasonable at Vikarunnessa Noon School.

√ Distributed instructing materials to poor understudies of Dahagram and Angorpata

enclaves.

√ Donation to develop a semi-paka working at Darul Ulum Debahata Kaumi Madrasa and Orphanage.

√ Donation to develop first floor at Feni South East College.

√ Donation to develop classroom at Mahbubul Haque High School, Mohammadia

Hefzakhana, Orphanage, Nurani Islami Kindergarten.

√ Donation to develop scholarly working at Nurunewaz High school.

√ Donation to develop a semi-paka working at Nurpur Khaeria Ebtedai Madrasha.

Sports

√ Sponsored Bank Inter locale Volleyball Tournament 2007.

√ Sponsored NCC Bank Vatiary Golf Tournament and DU conference since 2007.

√ Published alluring keepsake with respect to ICC World Cup Cricket and World Cup

Football.

√ Sponsored Bangladesh Cycling Federation.

Internship Report on Profit Maximization and CSR Activities Page 25

Others

√ Through NCC Bank Foundation endowment has been reached out to a City Hospital.

√ Extended credit offices under adaptable terms for developing maize in the Country's

northern 
[part.http://dspace.bracu.ac.bd/xmlui/bitstream/handle/10361/6169/13104255_BBA.pdf?sequence=1&isAllowed=y]

2.7: Product & Service Information

A. Deposit Scheme

 Saving Bank Account (SB A/C)

 Current Deposit Account (CD A/C)

 NCC Bank Special Savings Scheme(SSS)

 Fixed Term Deposit (FDR)

 Short Term Deposit (STD)

 Money Double deposit programs

 Premium term Deposit

 Interest Earning Term Deposit

B. Foreign Exchange

 Non Resident Foreign Currency Deposit Account (NFCD)

 Non Resident BDT Deposit Account (NRTA)

 Resident Foreign Currency Deposit Account (RFCD)

 Foreign Currency Deposit Account

 UAE Exchange

 Placid Express

 Arab National Bank (ANB)

 Dhaka Janata

 Habib Qatar

 Al Fardan 

C. Loans/Finance

 Cash Credit

 Long Term and Short term financing

 House Building Loan

 Car Loan

 Small Business Loan

[(htt)=1]

FUTURE PLAN:

Corporate Planning may be defined as long term planning covering a period of five years of more than five years. Corporate planning has the potential to make a break through in the various development measures of the economy. Globalization is a continuous process. Information. Technological innovations and globalization processes have a direct impact on the financial sector, especially in the banking sector nationalized commercial banks, is not well equipped to respond to the needs of the coordination between proper manpower planning, etc. are creating bottleneck for local banks to attain international standard. The role of a commercial bank in the economy is to satisfy the diverse desire of both the ultimate borrowers and lenders.NCC Bank are trying to overcome all the barriers. They wants to open new branches in Bangladesh
3.1 Company Overview PRIME Bank

 Prime Bank Ltd is a Banking Company registered under the Companies Act, 1994 with its Head Office Adamjee Court Annex Building-2, 119-120, Motijheel C/A, Dhaka-1000. Bangladesh. Phone: 9567265, 9570747-8 PABX. The Bank started its operation from 3rd June 2001.The Bank undertakes all types of Banking transactions to support the development of trade and commerce of the country. Prime Bank Ltd., the only Bengali named new generation private commercial bank was established by a group of winning local entrepreneurs conceiving an idea of creating a model banking institution with different outlook to offer the valued customers, a comprehensive range of financial services and innovative products for sustainable mutual growth and prosperity. The sponsors are reputed personalities in the field of trade, commerce and industries.

The Bank is being managed and operated by a group of highly educated and professional team with diversified experience in finance and banking.  The Management of the bank constantly focuses on understanding and anticipating customers’ needs. The scenario of banking business is changing day by day, so the bank’s responsibility is to device strategy and new products to cope with the changing environment. Prime Bank Ltd. has already achieved tremendous progress within only twelve years. The bank has already ranked as one of top quality service providers & is known for its reputation.
3.2 Vision of Prime Bank Limited

The vision of Prime Bank is to become a leading banking institution and play a significant role in the development of the country. 
3.3 Mission of Prime Bank Limited

The bank is committed for satisfying diverse needs of its customers through an array of product at a competitive price by using appropriate technology and providing timely service so that a sustainable growth, reasonable return and contribution to the development of the country can be ensured with a motivated and professional work force.
3.4 Slogan of Prime Bank Limited

The slogan of Prime Bank Limited is “a bank with a difference”
GENERAL BANKING ACTIVITIES OF PRIME BANK LIMITED:
At first I have been placed in the General Banking Department. General Banking department performs the majority functions of a bank. It is the core department.
In fact, bank operates with the people’s money. And this process starts with the General Banking department. The activities of the General Banking Department of PBL are mainly divided into the following categories:
· Account Opening Section,
· Local Remittance Section,
· Online Branch Banking Section,
· One Stop Utility Services Section,
· Deposit Schemes Section,
· Clearing Section,
· Collection Section,
· Cash Section,
· Accounts Section
Account Opening Section:
To establish a Banker and customer relationship Account opening is the first step. Opening of an account binds the Banker and customer into contractual relationship. But selection of customer for opening an account is very crucial for a Bank. Indeed, fraud and forgery of all kinds start by opening account. So, the Bank takes extremely cautious measure in its selection of customers.

Types of Account:
Mirpur Branch has the following types of accounts:
· Current Account
· Savings Account
· Fixed Deposit Account
Procedure to open an Account:
· For opening an account, at first the prospective account holder will apply for opening an account by filling up account opening form. Account opening form consists of the name of the branch, type of account, name of the applicant(s), present address, permanent address, passport number (if any), date of birth, nationality, occupation, nominee(s), special instruction (if any), initial deposit, specimen signature(s) of the applicant(s), introducer’s information etc.
The prospective customer should be properly introduced by the followings:
1. An existing customer of the bank.
2. Officials of the bank not below the rank of Assistant Officer.
3. A respectable person of the locality who is well known to the Manager or authorized officer.
4. Two copies of passport size photograph duly attested by the introducer.
5. Signature of the prospective account holder in the account opening form and on the specimen signature card duly attested by the introducer.
6. Then the concerned authority will allocate a number for the new account.
7. The customer than deposit the “initial deposit” by filling up a deposit slip. Initial deposit to open a current account in PBL is Tk. 10000.00 and saving account is Tk. 5000.00.
After depositing the initial deposit, the account is considered to be opened. PBL maintains all of its accounts in computer. After depositing the initial deposit, PBL records it in the computer by giving new account number. Then it issues cheque book requisition slip by the customer. Then it distributes all relevant papers to respective department.

Activities & papers necessary for opening an account:
Joint Account:
If the account is a joint account, then the joint account holder should submit a declaration and operational instructions of the account along with their signature. The declaration is
“Any balance to the credit of the account is and shall be owned by us as joint depositors. Any liability whatsoever incurred in respect of this account shall be joint and several.”

Partnership firm:
The following documents have to be submitted for preparing an account of a partnership firm:
Partnership deed.
(a) If the partnership firm is a registered one, then one copy of registration forms.
(b) If not, then a copy of certificate from the notary public.
 
Limited Company:
For the opening of an account of a limited company, following documents have to be submitted:
· A copy of resolution of the company that the company decided to open an account in the Prime Bank.
· Certified true copy of the Memorandum & Articles of Association of the Company.
· Certificate of Incorporation of the company for inspection and return along with a duly certified Photocopy for Bank’s records.
· Certificate from the Registrar of Joint Stock Companies that the company is entitled to commence business (in case of Public Ltd. Co. For inspection and return) along with a duly certified Photocopy for Bank’s records.
· Latest copy of balance sheet.
· Extract of Resolution of the Board/General Meeting of the company for opening the account and authorization for its operation duly certified by the Chairman/Managing Director of the company.
· List of Directors with address (a latest certified copy of Form-XII).
Club/Society:
Following documents have to be obtained in case of the account of the club or society:
· Up to date list of office bearers.
· Certified copy of Resolution for opening and operation of account.
· Certified copy of Bye-Law and Regulations/Constitution.
· Copy of Government Approval (if registered).
Cooperative Society:
Following documents have to be obtained in case of the account of Cooperative Society:
· Copy of Bye-Law duly certified by the Co-operative Officer.
· Up to date list of office bearers.
· Resolution of the Executive Committee as regard of the account.
· Certified copy of Certificate of Registration issued by the registrar, Co-operative societies.
Non-Govt. College / School / Madrasha / Muktab:
Following documents have to be obtained in case of the account of non-govt. College / school / madrasha / muktab:
· Up to date list of Governing Body/Managing Committee.
· Copy of Resolution of the Governing Body/Managing Committee authorizing opening and operation of the account duly certified by Gazetted Officer.
Trustee Board:
Following documents have to be obtained in case of the account of trustee board:
· Prior approval of the Head Office of PBL.
· Certified copy of Deed of Trust, up to date list of members of the Trustee Board and certified copy of the Resolution of Trustee Board to open and operate the account.
Minor’s Account:
Following documents have to be obtained in case of the account of minor:
· Putting the word “MINOR” after the title of the account.
· Recording of the special instruction of operation of the account.
· The AOF is to be filled in and signed by either the parents or the legal guardian appointed by the court of law and not by the minor.
 
Local Remittance Section:
Local remittance is one of the main components of general banking.  The activities of local remittance are —
· Telegraphic Transfer,
· Demand Draft issue,
· Saving Certificate Issue (Sanchaypatra issue),
· Pay order.
 (htt1)
3.9 Hierarchical Position of Prime Bank Ltd :
Chairman
Board of Directors
Chief Adviser

Managing Director - HRD

Deputy Managing Director

GSD, CAD, A&I, GB, D&M

Deputy Managing Director

ID, IT, CREDIT, R&P

Executive Vice President/

Company Secretary

Senior Vice President

Vice President

Asst. Vice President

First Asst .Vice President

3.13 Different Types of Scheme & Services of Prime Bank Limited
 Prime Bank Limited has different types of scheme for a customer. These are given below:

· Monthly Savings Schemes
· Quarterly Benefit Deposit Scheme

· Double Benefit Scheme

· Special Savings Scheme

· Advance Benefit Deposit Scheme

· Consumers’ Credit Scheme

· Small Loan

· Lease Finance

· Home Loan

· SME Financing Scheme

· Personal Loan

· Car Loan Scheme

· Marriage Loan Scheme 
FUTURE PLAN:
Prime Bank is bringing major changes to its business model for wholesale, retail and SME banking in order to diversify its operations by 2021.Under the plan, the second generation bank will raise its investment in retail and small and medium enterprises (SMEs) to 40-45 percent in the next four years from 20 percent now .   
https://www.thedailystar.net/business/prime-bank-changing-business-model-1572199 

CHAPTER-Three

(Literature review)
2.1 Literature review:

Many of the existing studies are based on large scale postal surveys which are analyzed using sophisticated quantitative techniques and recent reviews (Purcell, 1999; Richardson and Thompson, 1999; Wright and Gardner, 2000) have highlighted the strengths and weaknesses of this approach. One benefit is that this research has identified what appear to be stable and robust associations between the adoption of various HR practices and improvements in business performance. However, various shortcomings have also been discussed. Here I have discussed about NCC Bank and PRIME Bank.

Literature review of NCC Bank:

Customer Satisfaction: 

Customer satisfaction is defined as an "evaluation of the perceived discrepancy between Prior expectations and the actual performance of the product" (Tse and Wilton, 1988, Oliver1999).Gardial & Woodruff (1996) mentioned that a customer’s positive or negative attitude toward the value of using a business service in a specific situation is customer satisfaction. Where as,Vukmir (2006) said that the amount of the timing and caring driving customer satisfaction in business service. Bennet (2004) stated that positive high level of loyalty is not always a result of high level of customer satisfaction. According to Muffatto (1995), customer satisfaction makes a business competitive and facilitates its future planning. Hansemark (2004) said that, good relationship with a customer can create satisfied feelings. And Leonard, Johnson and Walker said(2006), customer satisfaction drives profitability
Interpersonal Relationship

According to Amy Hawke & Troy Heffernan interpersonal relationship increase commitment from both Customers & suppliers sides which finally increases trust between each other r rendering business growth. According to Juan Pablo Maicas Lopez, Yolanda Polo Redondo andFco. Javier Sese Olivan Customers maintaining a Long-lasting relationship will be less pre disposed to switch as they are with the firm for a long time, using the service more in dep than d investing in complementary services.
4. Internet Banking:
Introduction and development of e-banking especially began in 1990s (Pikkarainen et al.2004,p.224). A research made in U.S in year 1999 stated that there have been huge increases in the use of e-banking in American .E-banking has affected customers’ expectations as bank’s
clients prefer to deal with banks that offer enhanced, well-organized, professional and innovative services. Banks have to bring improved quality services to their customers to survive in this vulnerable environment (Uppal, 2008,p.64). There are many forces that have an effect on banks to develop their on-line banking services. One of them is to reduce the cost of their services. With the online channels, banks can eliminate costly transactions by reducing the number of branches. New physical locations have high starting up costs and online services and ATM banking reduces the need of new branches. The freedom of no time limitation and the benefit of low-cost services can be considered therefore the key reasons behind the development of online banking services (Robinson T, 2000,p. 104). Many firms adapt rapidly to changes in internet and technology.

Literature review of prime bank:

Concept of customer satisfaction has a central position in marketing as it is a major outcome of marketing activity and it links the processes of purchase and consumption or use of the product or service to attitude change, repeat purchase and ultimately brand loyalty. Origin of the concept is related to the marketing concept that profit is generated through satisfaction of customer needs and

wants. Business Dictionary defines Customer Satisfaction as: The degree of satisfaction provided by the goods or services of a company as measured by the number of repeat customers. Concept of customer satisfaction is new to many companies, who have been focused on price and availability of products. So, it is important to be clear the exact meaning of on exactly the term. Customer satisfaction is a state of mind that customers have about a product or services after using that product and service offered by a company in return of customer expectations about the products. Customer satisfaction leads to product repurchase that ultimately leads to brand loyalty. In the early 1970’s customer satisfaction emerged as a legitimate field of study. US department of agriculture’s Index of Consumer satisfaction was the first study to report direct information on consumer satisfaction (Pfaff 1972).Customer Satisfaction Brand Loyalty and Profitability are linked to one another( Roger Halllowell 1996). 

Service quality is an achievement in customer service. The SERVQUAL Model is an empiric model by Zeithaml, Parasuraman and Berry to compare service quality performance with customer service quality needs. One of the important issues related to service quality is the dimensions of service quality and the measurement tool, SERVQUAL developed by Parasuraman et al. (1988) has been the starting point of the controversy in this area. Parasuraman et al. identify five quality dimensions which link specific service characteristics to consumer expectations of quality. These five basic dimensions are Tangible, Reliability, Responsiveness, Assurance and Empathy. Customer’s satisfaction basically depends on various factors. Customers will be satisfied with the bank when they will get excellent and quality services from employees of bank on  a continuous basis. There are different factors that influence customer’s satisfaction level. In this research, I have tried to find out customer’s satisfaction on five important dimensions of SERVQUAL model.

Human Resource Practices of NCC Bank Ltd:

HRM objectives of NCCBL Bank:
The objectives of HRM in NCCBL bank can be described as follows: 
   1. Hire the right person for the job.

   2.  Reduce the employee turnover.

   3. Motive employees to perform at high effort levels.

   4. Not to waste time with useless interviews.

   5. Remove unfair labor practices.

   6.  Maintain high moral and better human relations inside the organization.

  7.  Maintain organizational peace.

  8.  Attract competent employees and retain them in the bank.

  9.  Recognize and satisfy individual needs.

 10. HRM Planning of NCCBL.
Recruiting System:

In NCCBL bank normally recruitment is done internally. They hire people from internal sources. The upper level posts are fulfilled by the immediate subordinates. and the lower level employees are recruited from the relatives, friends or known persons of the present employees. Sometimes the bank also gives advertisements in newspapers or on internet. But this advertisement is given for the recruitment of lower & midlevel employees. In upper level the gaps are always fulfilled by the internal employees.

Training at NCCBL:

NCCBL training academy started operations from October 2008. The bank views the Training Academy as a strategic business link in business growth. The Academy will organize training and

Development programs all around the year for employees of the bank to familiarize and equip them in various areas like General Banking, Credit Management, Foreign Exchange and Foreign trade, Anti-Money Laundering etc.

A total numbers of 1411 officials from the Bank participated in different training programs, workshops and seminars locally and abroad during 2008. NCCBL Bank training academy organized

In-house local training programs for1125 Officials of the Bank related to different functional areas of Banking while 196 officials were imparted training in Bangladesh Bank Training Academy, Bangladesh Institute of Bank Management and other institutions.

Performance Appraisal system of NCCBL Bank:

Human resources are the people that work for an organization, and Human Resource Management is concerned with how these people are managed. However, the term Human Resource Management (HRM) has come to mean more than this because people are different from the other resources that work for an organization. People have thoughts and feelings, aspirations and needs. The term HRM has thus come to refer to an approach, which takes into both account :

  1. The needs of the organization,

  2. The needs of its people.

Different individuals have their own needs and aspirations. HRM therefore involves finding out about the needs and aspirations of individual employees, for example through the appraisal process and then creating the opportunities within the organization (e.g. through job enlargement) and outside the organization (e.g. through taking up educational opportunities at local colleges/universities) for employees to improve themselves. HRM therefore relates to every aspect of the way in which the organization interacts with its people, e.g. by providing training and development opportunities, appraisal to find out about individual needs, training and development needs analysis, etc.

Performance appraisal is the process by which organizations evaluate individual job performance. When it is done correctly, employees, their supervisors, the HR department, and ultimately the organization benefit by ensuring that individual efforts contribute to the strategic focus of the organization. However performance appraisals are influenced by other activities in the organization & in turn affect the organization’s success.

The performance measurement tools used by the HR department of NCCBL bank are given below:

Promotion: 

   A promotion is given every year normally 3year duration from last promotion,    based on performance. Manager suggests the employee who he thinks is suitable for promotion. The employee who can mobilize deposits and help in gaining profit in the prior position.

Transfer: 

   Normally transfers occur after 3years of an employee in one branch. It happens based on the employee’s performance. If an employee is very efficient and needed in a branch then he is transferred there. This is decided by HRD.

Compensation: 

The bank maintains fair and competitive remuneration packages based on   business needs and competitor practices. A compensation and benefit survey is conducted on a regular basis, which involves the bank obtaining salary information form other foreign banks in Bangladesh such as Standard Chartered, American Express. The compensation package includes a competitive salary, and progressive benefits, all designed to influence and reward personal achievement.

Salary: 

Salary is as stated in the appointed letter. However, any changes will be notified in writing. Upon satisfactory completion of the probation period a basic monthly salary increment of 10% will be awarded. Furthermore, employee’s salary will be reviewed on an annual basis in April according to his/her performance and may be adjusted at the discretion of Bank.

Salary Payments: 

   Monthly salary will be credited into staff account, which he/she opens upon joining the Bank. Salaries are paid on 25th of each month in arrears, plus other allowances less deductions such as Income Tax, contribution to Provident Fund etc. Each employee will receive a monthly pay statement detailing gross pay and deductions.

Allowances: 

   Various allowances are paid in the Bank such as Housing Rent, Conveyance, Leave, Tiffin, and Medical.

Bonus: 

   The Bank awards bonuses in addition to basic salaries for occasions such as Eid, as Festival bonuses. It gives two bonuses in a year. The bonuses are equal to the basic salary. Sometimes the bank gives bonuses to the employees according to their performance. This performance is calculated of a branch as a whole. If any branches do better then all of its employees are rewarded with a bonus.

HR department of NCCBL bank uses the information gathered through performance appraisals to evaluate the success of recruitment, selection, orientation, placement, training, and other activities.

Compensation:

   Pay is an important feature of human resource management – after all, it is the main reason why people work. It is a sensitive and controversial area that has been extensively debated at both practical and theoretical levels. In the US the term ‘compensation’ is used to encompass everything received by an employed individual in return for work. For example, Milcovich et al (2001: 6) state that:

“Employees may see compensation as a return in exchange between their employer and themselves, as an entitlement for being an employee of the company, or as a reward for a job well done” (original emphases).The reward or compensation people receive for their contribution to an organization includes monetary and non-monetary components. Remuneration does not simply compensate employees for their efforts – it also has an impact on the recruitment and retention of talented people. The term ‘reward management’ covers both the strategy and the practice of pay systems.

Provident Fund & Gratuity: 

  The Staff Provident Fund Scheme is a voluntary contribution scheme. The employee will be entitled to join the scheme upon completion of the probation period. The employee will be entitled to benefit from the scheme after completion of five years service & payment will be made upon resignation, termination, and retirement. The employee will also be entitled to a gratuity payment equal to one month’s basic salary for each year of service after five years upon his/ her resignation, retirement. 

Medical: 

   Married employees will be entitled to a medical allowance for their respective grade for their spouse & children up to the age of 19. Single employees are entitled to half of the medical allowance for their respective rank. In both cases medical expenses incurred will only be reimbursed when supported by approved medical vouchers.

Human Resource practices of Prime Bank:

HRM Functions of prime bank:

HR department of Prime bank Limited has various functions. Prime Bank Limited provides the highest priority to its people. The HR department presents Prime Bank HR functions for the people guided by the Management. The main activities of bank’s HR department fall under following general head. These are appended below:

•Recruitment & Selection

•Training & Development

•Compensation & Benefits

•Employee Relations

•H.R. Development

•H.R. Services
Recruitment & Selection:

Recruitment method refers to the process of discovering potential job candidates. Prime Bank recruitment process will follow the guidelines given below:

After receiving the approval from the Managing Director the Human Resource Department starts recruitment as per the preferred method recommended in the Staff Engagement Proposal Form.Human Resource Department can select one or multiple suitable methods of recruitment in consultation with the respective Department Head.

HR Department always maintains a CV Bank in a suitable filing system so that they can be sorted out as and when required before going for costly recruitment process. HR Department should introduce an online application system in the website of Prime Bank Limited, so that any prospective candidate can apply for a suitable position any time. The HR Department checks the online applications daily and let the applicants know their application status on a regular basis. Without written approval from the Managing Director no such employment can be offered.

4.4 Training & Development:
Training is a process of education to learn new information and to emphasize existing knowledge and skills. Training increase organizational productivity as well as develop the personnel of any organization. The goal of training is to master the knowledge, skills or ability emphasized in training program and to apply it to their day-to-day activities.

Training and development can be initiated to address

· “Performance gap” (learning needed to meet performance Prim Bank for a current task or job) 
· “Growth gap” (learning needed to achieve career goals) or 
· “Opportunity gap” (learning needed to qualify for an identified new job or role). 
Education is the process of increasing the level of knowledge and understanding. Training talks about ‘know-how’ and most of the organizations are concern about it. Human Resources

Department of HR is highly concern with continuous training and development of their employees.
4.5 Compensation & Benefits:

 Prime Bank Limited is committed about maintaining salaries and benefits that are fair to all employees and competitive in the local market place. The management monitors changes in the economy and salary market to ensure that the overall compensation package is sufficient to attract, recruit and retain high quality staff within the financial capabilities of Prime Bank Limited.
4.6 Employee Relations:

After completing the study, it’s clear that the employee relations in banks are almost same. The employee relations in Prime Bank are handled by the strict rules or regulations. Employer and employees of Prime Bank discuss about the complaint and the goal of discussion is to resolve it. A neutral person from inside or outside from Prime Bank analyses the conflict and recommends his findings to resolve the problem and settle the issue. Assigned group of employees and managers of Prime Bank work together to resolve the problem that have aroused in the company.

Chapter four
(Analysis of data & Interpretation)
Findings Of NCCBL:

First of all, I did the analysis on the overall general banking of NCC Bank of Norshingdhi Branch. From this analysis, I can say that the performance of Norshingdhi branch is better than the performance of other branches. Some findings are given below:

· On-line banking is not available for account payee Cheque deposit in all the branches of NCCBL.

· Letter of Credit is maintained by a wide variety of laws and regulations. As a result, the banker’s are compelled to follow these rules and regulations and they don't have any right to change any provisions.

· NCC Bank Ltd. Estimates only the annual amount of L/C opening. Quarterly performance is not considered.
· Different marketing and research cell is not available for import section.
· Marketing for foreign exchange business demands special importance and extensive research as the product is different but there is a lacking of this in NCC Bank Ltd.

· Lack of promotional initiatives to expand the Foreign Exchange business specially the import L/C services.
· Junior level of management of the bank is not well trained. 

· No Unique help Desk for Customers service.
Findings Of PRIMEBL:

HRM is an elaborate section of overall management process. Behind every success or failure HR activities are considered the ultimate deciding factor. That is why Prime Bank always gives high priority to the overall HRM practices. In the process of studying the issue, following aspects have been identified and deserve explanation:

The company uses both internal and external sources of recruitment. The recruitment philosophy of Prime Bank requires having a workforce that reflects the diversity of people. It believes that all people should have an equal chance to apply for and be considered for jobs. Prime Bank believes in equal employment opportunities. It discourages any type of discrimination.

Mainly the executive level employees are recruited from internal source and employees and technical level employees are recruited from external sources. It makes sure that its hiring process is legal.

Among the external sources, advertisement is extensively used. Prime Bank strongly advocates the use of ″open″ advertisement. It feels that this type of advertisement is most helpful in building company’s reputation. Eventually, this causes a large pool of candidates, which makes the sifting time consuming and the entire process a difficult one.

Managing director is the sole authority to approve manpower for any business or function. To recruit new employees the concerned department head fills up the staff engagement proposal forms and forward the same to the human resource department. The human resource department evaluates the proposal and forwards it to the managing director with comments if any. After receiving the approval from the managing director the human resource department starts recruitment as per the preferred method.

On the job training is given to the employees and technicians. Sometimes managerial people are given scope to participate in training program organized by different professional institutions.

Chapter FIVE
(Recommendations & Conclusion)
Recommendation For NCCBL:

It has a large portfolio with huge asset to meet up its liabilities and the management of this bank is accomplished with the expert bankers and managers in all level of management and with a little knowledge about banking, it is not an easy job to find out the difficulties of this branch. Rather than recommending I would like to give my opinion to improve the banking service and make the customer more satisfied.
· Renovation of Customer Service and Customer services must be made dynamic and prompt.

· Bank should be Innovative and Diversified in its Services.

·  Financial Engineering of NCCBL should be innovative in developing new banking services, which will attract customer loan scheme, provide bridge loan, or can engage in lease financing.

· It can also underwrite shares of newly incorporated public companies.

· Bank should immediately enter into the Credit Card Market.
·  the bank must decide right now how it can equip its branches with modern technology.

·  It can introduce online Banking and ATM service in all branches. 

· Information System should be developed.
· Bank should take urgent decision to create own a good WEB Page in INTERNET so that it can communicate with others very quickly.
 Recommendation for Prime Bank Ltd:

I would like to recommend the followings to improve of the HR practices in Prime Bank to help the organization to achieve competitive advantage. They are as follows:

•The selection procedure should be made less complex because time is important in this modern world.

•Time is important, but a valid selection process is also important. The HRD must ensure a valid selection process and should not compromise with time pressure as imposed by concern department to fill up vacancy.

•Internal recruiting is not always cost effective for higher level recruitment. Certain percentage of vacancies may be filled up by external recruiting to get more competent candidates. Even the company may go for global search.

•HR policy should be designed to attract more efficient workers for the organization for improvements.

•The compensation policy should be reorganizing to attract efficient people to the organization, because the basic salary is not high at Prime Bank.

•Skill and knowledge based pay system should be introduced at Prime Bank. It motivates employees to give their best performance.

•The women should provide better performance to the organization, for this they should be more trained.

•Discrimination related to gender and race should be strictly avoided. It will improve the working environment.

•Disabled people should be hired and placed in such positions where they can work easily.

•The workers should be well trained so that they can work without accidents and accident avoiding measurements should be taken to the factories.

•After every few days later there should be a drill for avoiding accidents like fire, earthquake etc.

•E-learning should be introduced to the organization. It will increase productivity and efficiency.

•The contribution of employees to the organization should be recognized properly and provide feedback to them.

•Pay should be designed in such a way that employees understand it properly and recognize it as a fair, equitable and consistent.

•Employees should be given proper scope to involve in the trade union as it is their right to bargain.

•Complaint handling procedure should be made easier and understandable to the employees.

•Executive level people should be more cordial and cooperative to their employees as they should recognize them as their colleagues.

•Team culture should be introduced in the organization as it makes an organization more competitive.

•Prime Bank may adopt computerized recruitment and selection process as it reduces time and money.

•For top level positions Prime Bank may recruit from outside the industry. Even international recruitment may be carried out to bring diversity to the workforce and culture.

•Uniform is important in an organization. So it should be introduced but at the same time religious dress should not be banned.

 Conclusion:

There are a number of Private Commercial Banks, Nationalized Commercial banks and foreign banks operating their activities in Bangladesh. The NCC Bank ltd and Prime bank ltd are two private commercial Bank. For the future planning and the successful operation for achieving their prime goal in this current competitive environment this Assignment can be a helpful guideline. Bank always contribute towards the economic development of a country. Compared with other Banks NCC Bank is contributing more by investing most of its funds in fruitful projects leading to increase in production of the country. On the other hand, Prime Bank always gives high priority to the overall HRM practices. It is obvious that right channel of Banking establish a successful network over the country and increases resources; will be able to play a considerable role in the portfolio of development in developing country like ours. To prosper, they should develop their human resource or capital properly. 
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