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[bookmark: _Toc18870650]Executive Summary

I have prepared this report to explore customer satisfaction at the Jamuna Bank Limited. I have tried to present all services of Jamuna Bank Limited. I had intension to draw up strategic and effective practices of all services by discovering the strength and weaknesses of Jamuna Bank Limited.
In this report, I have presented 3 months’ work experience at Mirpur Branch of Jamuna Bank limited.  Jamuna Bank Limited offers many accounts such as Saving Bank Deposits, Current Deposits, Fixed Deposits, Short Term Deposits and Monthly Term Deposit. This bank is trying to achieve their objectives through these services. All kind of deposit will be approved /advised by Head Office. 
The major strengths of Jamuna Bank Limited are online banking, satisfied customers, transparent and quick decision making diversification of investments etc. 
Jamuna Bank Limited is providing all services with a high leadership and management position. After finished my intern in this bank, I have found that many customers of JBL have good positive feedback in terms of service quality. Accordingly, we can expect that Jamuna Bank Limited will more focus on their services so that they achieve more popularity in future. 
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[bookmark: _Toc18870651]Background of The Report
[bookmark: _Toc18870652]1.1 Introduction:
The most important part of any bank is customer satisfactions. For completing BBA program, I am very lucky to join this bank as Intern and choosing the most important topic “Customer Satisfaction at Jamuna Bank Limited”. I have worked at Mirpur branch of Jamuna Bank Limited and the time period for my intern was three months. This internship gives me opportunity to see all activities of Jamuna Bank Limited as well as to observe on banking area. 
[bookmark: _Toc460777079][bookmark: _Toc468514695]I had worked all most every departments at this bank. As a part of internship, I had to choose a specific area where I can do my research and present findings in this report. I have tried to make a document which clearly explains the current situation regarding the services of Jamuna Bank Limited. It is a big opportunity for intern student to get a taste of the real business world before starting their job career. Internship helps students to demonstrate their skills and competence and enables them to demonstrate interpersonal behavior and maturity.  It is not enough to get the practical knowledge through classroom lesson hence it is a big opportunity for all students to get involved with the real life experience through this internship. 

[bookmark: _Toc18870653]1.2 Topic of the report
For my internship a well-defined topic has been assigned “Customer Satisfaction of Jamuna Bank Limited” which will be discussed through the report. 
[bookmark: _Toc18870654]1.3 Objectives
[bookmark: _Toc18870655]1.3.1 Broad Objective
The main objective of this report will be following
· To evaluate the customer satisfactions of Jamuna Bank Limited. 

 
[bookmark: _Toc18870656]1.3.2Specific Objects	
· To gather knowledge about service level and customer satisfaction of Jamuna Bank Limited. 
· To find out is Jamuna Bank customers treated professionally, efficiently, and with courtesy always?
[bookmark: _Toc18870657]1.4 Data Collection
 I followed two types of data collection procedures for data collection. The following two types of data collection procedures is followed during data collection.
i. Primary Sources: In this procedure data have been collected through the customers of Jamuna Bank Limited. Customer’s given a questionnaire and it was prepared based on customer’s satisfaction on Jamuna Bank Limited. 
ii. Secondary Sources: In this procedure the information is collected from the website of Jamuna Bank Limited and from annual report of Jamuna Bank limited. 
[bookmark: _Toc18870658]1.5 Methodology
Customer of Jamuna Bank Limited is my population for collecting the sample. In this sample total number of customers was 95 which contains 60 Male and 35 Female. Since I worked at Mirpur 1 Branch of Jamuna Bank limited, I collected the sample from this branch.  
I collected the data through the questionnaire for this research. Customer’s given a questionnaire and requested to fill up the questionnaire based on their observation. The question was very easy to understand, and customer did not fill any hesitation to fill up the questionnaire. At the beginning of the questionnaire, customer’s asked to mention their gender, Education level and the range of salary. This questionnaire did not ask for customer’s name because for this research it was unnecessary.  After that some questions were based on customer’s satisfaction of the bank. Customers gave their opinions according the question. 
After collected the data, I used SPSS statistics software for data analysis. 

[bookmark: _Toc18870659]1.6 Scope
 Any organization cannot move without banking. In this report I tried to discover the different feature of customer services of Jamuna Bank Limited and also overall performances of this bank. It was very difficult for me to find out each pros and cons of the service quality because of limited time.  However, this study represents all customer quality services of Jamuna Bank Limited. 

[bookmark: _Toc18870660]1.6.1 Limitations
· Time limitation was the main constraint of this study. That’s why it was not possible to discuss all things in this present report.  
· Like Jamuna Bank Limited, each organization has their own secret policy that is not published to others. That’s why I was unable to disclose more information for confidentiality of this bank. 
· The insufficient information is another constraint of this report. However, employees also are not interested to share all information regarding customer services. 
· Since this bank has large number of customers, every employee was too busy for providing services to customers. For this reason, they did not have enough time to help to complete this report.
· For the first time, this type of report is made by me. So, inexperience is also one of the main constrains of the study.  
· This report had been conducted for only academic purpose. This report did not include all scenario of customer services of the bank.  






[bookmark: _Toc18870661]Organizational Overview of Jamuna Bank

Jamuna Bank Limited (JBL) is one of the popular banks in Bangladesh which is registered under the Companies Act, 1994 of Bangladesh. Head office of Jamuna Bank is situated at Chini Shilpa Bhaban, 3, Dilkusha C/A, Dhaka1000, Bangladesh.  JBL started all type of operation from third June 2001.
Jamuna Bank Limited operates a lot of banking tran sitions to assist the improvement of trade and commerce in Bangladesh. The entrepreneurs can avail all services of Jamuna Bank Limited to start up new business. JBL also gives special focus on Export and Import, SME finance, Trade Finance for woman entrepreneurs.   
At this moment, the bank provides real time online banking in Bangladesh. Many ATMs booth of this bank is also available for Urban and Rural area. The bank always tries to satisfy customers through their services and facilities. 
The Bank operates their operation from Sunday to Thursday and the operation hour is available from 10.00 A.M to 6.00 P.M. But the transition hour is available for customers from 10.00 A.M to 4.00 P.M. All employees of this bank are getting holidays on Friday, Saturday and government holidays.   
Jamuna Bank Limited also has relationship with local and foreign banks for banking purpose. For this relationship, this bank can cover major trade at home and abroad. 







[bookmark: _Toc18870662]2. 1 Organization Structure
The organization structure of Jamuna Bank Limited is shown below.  

[image: ]
Fig: The organization Structure of Jamuna Bank Limited




[bookmark: _Toc18870663]2.2 Vision
To become a superior bank and wants to contribute in the development of the country. 
[bookmark: _Toc18870664]2. 3 Mission
The Bank is always looking for customer’s needs and dedicated for servicing very quickly by using proper technology so that they can sustain the growth and contribution to the development of the country by professional work. 
[bookmark: _Toc18870665]2. 4 Objectives
· Obtain and keep maintaing CAMEL Rating 'Strong' 
· Focus on Strategic Marketing Plans so that the Bank can improve service Quality. 
· To remain as a best Bank in Bangladesh with profitability and assets quality. 
· Providing high quality services to customers by introducing technology which is fully automated.  
· Providing very good rate of return on customer’s investment. 
· Being positiveness to meet commitments.  
· Maintain high quality emergence of business with expected image. 
· Keep maintaining positive control systems and procedure should be transparent. 
· Human resource management ensures high quality work team. 
· Make sure all available resources will be utilized. 
· Achieve an efficient system of management by confirming compliance to moral, standard, transparency and accountability at every level. 





[bookmark: _Toc18870666]Service and Product of Jamuna Bank Limited
The bank has several financial services for customers. Such services are customer Credit Scheme, Lease Finance, Monthly Saving Schemes and also personal loan for woman. The bank is also providing some services for commercial business such service like Shop Finance Scheme etc. Jamuna Bank Limited inaugurated Q-cash ATM cards for special customers. Valued customers are getting 24 hours banking services through their Debit cards. Jamuna Bank Limited provides the following services for its valued customers-
[image: ]




[bookmark: _Toc18870667]3.1Corporate Banking
Jamuna Bank Limited provides a complete package of financing and operational services for corporate clients. The corporate bank specialists provide very high quality services to satisfy their customer needs. For corporate business purpose the following sectors are considering in the Bank
[image: ]



[bookmark: _Toc18870668]3.2 More high quality customized services of JBL
[bookmark: _Toc18870669]3.2.1 Q-Cash Round The Clock Banking
Customer can withdraw cash from the bank by Q-Cash ATM card. Customer can also many banking transactions by this card. This card provides 24 hours services to customer. This card also covers many major shopping centers and residential areas in Dhaka. These types of services also available in Chittagong. More ATMs will be introduced very soon in Sylhet, Khulna and many other cities. Customer can enjoy following services with Q-Cash Atm card. 
· Point of sale (POS) services like shopping Centre, restaurant, jewelries etc.
· If the Bank approved, customer can avail overdraft facilities on the card. 
· Customer can pay electricity bill, gas bill by the card.

The Bank has installed Q-Cash ATM at Dhanmondi for the first time. The Bank is also starting to issue VISA card. 

[bookmark: _Toc18870670]3.3 Online Banking 
Online banking is introduced in Jamuna Bank Limited from December 31, 2010. Through Online banking services, the Bank introduces many quick services for customers. Now customer can deposit money from anywhere in Bangladesh. Customer also can transfer money from inside and outside Dhaka. Customer get the online banking services from Dhaka, Gazipur, Chittagong, Dinajpur, Sirajganj , Bogra and Khustia. 
Customers of JBL will avail the followings services through online Banking:
[bookmark: _Toc18870671]3.4 Services: 
· Money Deposit and money Transfer
· Online Shopping.
· Online activities like ticket booking.
·  Real time any branch banking 

[bookmark: _Toc18870672]3.5 Retail Banking:
A commercial bank performs different operations with some departments like general banking division, credit division and foreign exchange.  General Banking section has done lot of things. This section receives money from customer and disburse to customer. General banking is maintaining good relationship with customer through their good services. This department opens all type of accounts for customer. All type of services promotes to the customer by this department.  General banking is the major department which services almost everything based on customer’s needs. This department helps customer to ger remittance. The Bank is committed to provide these services every day for customers. General banking is also known as Retail Banking.    

[bookmark: _Toc18870673]3.6 SWOT ANALYSIS
To find the strengths, weakness of Jamuna Bank Limited, SWOT analysis will be describing below
[bookmark: _Toc18870674]3.6.1 STRENGTHS
· Jamuna Bank Limited is a commercial bank which achieved very good reputation within very short time.
· As they have very strong network everywhere, they can provide quality services to every level of customer. 
· Some prominent entrepreneurs have established this Bank. 
· The working environment in Jamuna bank is very friendly. They have very good relationships between superior and employees. Employee can easily communicate with higher authority regarding any problem. 
· Jamuna Bank Limited has achieved strong reputation for providing high quality services to its potential customers, 

		
[bookmark: _Toc18870675]3.6.2 WEAKNESS  
· The Bank has lacking on their mission and strategic plan. To their activities still it is very confused whether they want to focus retail banking or become a corporate bank. As a bank they should have clear strategic plan. 
· Some cases the bank put higher service charge than other bank. For this reason, some customers do not maintain their transactions with this bank. 
· Management is not providing so much opportunities so that employee can motivate. They have little market share. 
· They have few branch and ATM booth over the country. 
. 
· Some job position of Jamuna Bank has no promotion very often. For this weakness some employees are not satisfied with their job. 


3.6.3 [bookmark: _Toc18870676]OPPORTUNITIES
· To expand the business, Jamuna Bank Limited can start diversification strategy. They also can start merchant banking.  
· The need of retail banking is increasing day by day. Jamuna Bank limited can grab this opportunity for becoming the leading bank in Bangladesh.  

3.6.4 [bookmark: _Toc18870677]THREATS
· In Bangladesh default culture is well known and it is very harmful for any bank. Jamuna Bank has not faced yet as the bank is newly started but it might become a huge problem in the future.
· The Bangladesh bank has observed all banking activities in all local banks. Sometimes strict restriction impose constraint in the banking operations of the bank. 
· Jamuna Bank Limited offers many products and services and the competitor bank can easily copy the products and services of the bank. That’s why the bank cannot take advantages of their services for long time because of the competitors.  
The top management has good experience and proficiency skill on Banking. The decoration of Jamuna Bank Limited is impressive. The number of good customers is attracted by the high quality services of Jamuna Bank Limited. The environment is excellent of the Bank and this environment increase the capability of employees. In addition, Jamuna Bank limited provides high interest rate for DPS and for Savings account for the customers. But the Bank provides low interest rate for FDR for the customers. 

[bookmark: _Toc18870678]Report part

Literature Survey: Customer satisfaction is important for a performance of a banking company because it creates loyalty and positively impacts its profitability. Customer satisfaction, loyalty and profitability these are related to one another. Some researchers such as Reicheld and Sasser (1990); Storbacka et al. (1994); Anderson and Fornell (1994); Heskett et al. (1994); analyses the relationship between satisfaction, loyalty and profitability. Customers satisfaction help the retail bank to hold customers examined by Rust and Zahorik (1991).  From marketing literature, we found that loyalty can be determined in two different ways (Jacoby and Kyner, 1973). First, loyalty can consider as an attitude and the second one is loyalty is behavioral.
Siddiqi, K. O. (2011) proposes that perceived quality has influence on customer satisfaction, which in turn, impacts customer loyalty. High quality service is an important factor for any banks because a bank can separate itself from their competitors by providing high quality services. For retail banking sector service quality is one of key factor for retaining customers. 	Bahia and Nantel (2000) organized a research regarding service quality in the Retail Banking sector in Canada. They want to develop a valid measurement of perceived service quality.
Jones, M. A., Mothersbaugh, D. L., & Beatty, S. E. (2003) proposes that convenience in banking may affect customer services in a standardized form of banking services. Location of bank is also one of the key factors for any bank. Some researchers found that customer’s satisfaction also depend on location of a bank [5]. Chavan, J., & Ahmad, F. (2013) found that promptness in banking services has important bearing on customer satisfaction. Service quality is proved as one of the fundamental factors of customer satisfaction (Parasuraman et al., (1994). If bank can provide high quality service to customers and if customers are impressed after using those services, then it is expected that customer will engage with bank several times.
The main objective of this research was to evaluate the customers satisfaction level of Jamuna Bank Limited. For this reason, I collected the data from customers through the questionnaire and then I used SPSS statistics software for analyzing data. SPSS is a software which is used for statistical analysis. This software is developed by IBM corporation. I have shown the statistical output in the following. 

[bookmark: _Toc18870679]4.1 Result Analysis:

	Gender

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Male
	60
	63.2
	63.2
	63.2

	
	Female
	35
	36.8
	36.8
	100.0

	
	Total
	95
	100.0
	100.0
	


Table 4.1: Gender Analysis
Table 4.1 shows that in this research total number of customers was 95 which contains 60 Male and 35 Female. Percent means what percentage of people are in the level of the category. In terms of percentage above 63% of the sample belongs to Male and above 36% of the sample belongs to Female. 

	Age

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	valid
	15-25
	16
	16.8
	16.8
	16.8

	
	26-35
	28
	29.5
	29.5
	46.3

	
	36-45
	24
	25.3
	25.3
	71.6

	
	46-55
	17
	17.9
	17.9
	89.5

	
	56-65
	8
	8.4
	8.4
	97.9

	
	65+
	2
	2.1
	2.1
	100.0

	
	Total
	95
	100.0
	100.0
	


Table 4.2: Age Analysis
The table 4.2 shows that the ages of Customers of Jamuna Bank Limited are not similar. we can see that almost 17% was at the age range of 15 to 25 Maximum number of customers participated, and their ages range from 26 to 35. After that significant number of customers participated whose age range was 36 to 45. According to the number almost 30% of customers whose ages range from 26 to 35 were participated more than others. Very few numbers of customers participated whose age was above 55.

	
Monthly_income

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	0-25,000
	30
	31.6
	31.6
	31.6

	
	26,000-50,000
	27
	28.4
	28.4
	60.0

	
	51,000-75,000
	12
	12.6
	12.6
	72.6

	
	76,000-100,000
	13
	13.7
	13.7
	86.3

	
	101,000-150,000
	7
	7.4
	7.4
	93.7

	
	150,000+
	6
	6.3
	6.3
	100.0

	
	Total
	95
	100.0
	100.0
	


Table 4.3: Monthly Income Analysis
We can see that from table 4.3, the highest percentage of customer almost 32% whose salary range from Tk 0 to 25,000 and then big number of percentages which was 28 % and their salary range from Tk 26,000 to 50,000. Only seven customers listed their income range from Tk 101,000 to 150,000. However almost 7% had monthly income over Tk 150000. It is found that big number of customers of Jamuna Bank Limited are getting good amount of salary. 






	Education

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	SSC or less
	24
	25.3
	25.3
	25.3

	
	HSC
	19
	20.0
	20.0
	45.3

	
	Graduate
	27
	28.4
	28.4
	73.7

	
	Master/PhD
	24
	25.3
	25.3
	98.9

	
	5.00
	1
	1.1
	1.1
	100.0

	
	Total
	95
	100.0
	100.0
	


Table 4.4: Education Analysis
 Table 4.4 shows that large number of customers of Jamuna Bank Limited they have passed Secondary School Certificate level or less. More important thing is that highest percentages almost 30% of the responded completed their graduation.  However, 25% of the respondents completed their MSC or PHD degree. It is found that most of the customers of the Bank are educated. 

[bookmark: _Toc18870680]4.2 Regression Analysis: Regression analysis is a statistical method which is used to investigate the relationship between a dependent and independent variable. I used this analysis because Regression analysis helps us to get detailed insight that can be applied to further improve products and service. These data were collected on 95 customers of Jamuna Bank Limited. From the data I took three Independent variables which are Convenience, Quick_service and Per_quality and one Dependent variable which is Cus_satis. I will be discussed regression analysis output below step by step. 







	Variables Entered/Removeda

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Convenience, Quick_service, Per_qualityb
	.
	Enter

	a. Dependent Variable: Cust_satis

	b. All requested variables entered.


Table 4.5: Variables in the Model
Interpretation for Table 4.5: In SPSS it allows to define multiple models in a single regression command. Here only one model is generated.  Here In this model I entered three variables Convenience, Quick_service and Per_quality which are called Independent variables and one Dependent variable which Cus_satis for current regression. I did not remove any variable from the current regression. Here I used SPSS to run the regression and It shown “Enter” it means that I entered each independent variable in normal way. 
	Model Summaryb

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Durbin-Watson

	1
	.664a
	.440
	.422
	.38724
	1.847

	a. Predictors: (Constant), Convenience, Quick_service, Per_quality

	b. Dependent Variable: Cust_satis


Table 4.6: Overall Model
Interpretation for Table 4.6: This model summary table tells that how strength of the relationship between model and dependent variable. The value of R is the correlation between the actual value and predicted value of the dependent variable. In this model the value of R indicates a strong relationship. R Square is the squared value of the multiple correlation coefficient. The model explained that the value of R Square represents that 44% of the variation in time.   The Adjusted R Square statistic is also moderate. This model is useful with this standard error that is estimated by this model. The result shows that the value of Durbin-Watson is 1.847. If Durbin-Watson value from 0 to less than 4 which indicates positive autocorrelation. Since the model shows Durbin-Watson value is 1.87 which is less than 4 it indicates there is a positive autocorrelation between variables. 
	ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	10.738
	3
	3.579
	23.869
	.000b

	
	Residual
	13.646
	91
	.150
	
	

	
	Total
	24.384
	94
	
	
	

	a. Dependent Variable: Cust_satis

	b. Predictors: (Constant), Convenience, Quick_service, Per_quality


Table 4.7: ANOVA Table 
Interpretation for Table 4.7: Analysis of variance (ANOVA) is a statistical technique that is used to test the acceptability of the model from a statistical perspective. The Regression rows tells the information regarding the variation considered for by the model and the information regarding variation not considered is represented by Residual row. Here regression sum of squares is less than the residual sum of square and the value of F is the greater than the value of F Distribution. From the ANOVA table under SIG. column we see that the significance value less than .05(Maximum significance value is .05) so we can conclude that there is a statistically significant between variables.
	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	-.014
	.458
	
	-.031
	.976

	
	Per_quality
	.851
	.146
	.582
	5.840
	.000

	
	Quick_service
	.139
	.101
	.133
	1.368
	.175

	
	Convenience
	-.010
	.038
	-.022
	-.267
	.790

	a. Dependent Variable: Cust_satis


Table 4.8: Coefficients Table
Interpretation for Table 4.8:   For this analysis three independent variables were chosen. From the table 4.8 we see that the first independent variable is Per_quality and its significance value is less than .05. It means that this variable has highest impact on customer satisfaction. So, we can say that the overall quality of Jamuna Bank is very impressive. The significance value of Quick_service is not less than 05.It means this is not statistically significant and  we can say that the service of Jamuna Bank is not so fast as customer expected. Another variable Convenience which significance value is bigger than .05. It means this is also not statistically significant and we can say the facilities provided by Jamuna Bank Limited are not satisfactory for their customers.

[bookmark: _Toc18870681]Findings: To evaluate customer’s satisfaction of Jamuna Bank Limited I used three Independent variables and one Dependent variable. From the regression analysis we see that the overall quality of Jamuna Bank is excellent. Customer’s satisfaction on quality of Jamuna Bank Limited is highly appreciated.  But the Bank need to focus on how customers can get the services as quick as possible because in this case customer’s satisfaction is moderate. They also need to more focus on some good facilities for all customers so that customer can attract towards this bank. Finally, I found from this research the overall customer satisfaction of Jamuna Bank Limited is acceptable.












[bookmark: _Toc18870682]Conclusion
 
Bank industry in Bangladesh is increasing day by day. Bankers have big contribution to develop the country. Jamuna Bank Limited has already achieved immense popularity because of its good quality and services. This study helped me to find out the overall quality and the services of Jamuna Bank Limited through the questionnaire. The bank should focus on customer’s need and exception.  For achieving their mission and vision, the Bank should consider first which area need to improve for customers satisfaction. 
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