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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 to improve service quality to understand and meet customer needs, foster continuous improvement, and foster a customer-centric culture at the procurement department of IPDC.  
The procurement department of IPDC Finance is a critical function that facilitates the efficient and cost-effective procurement of goods, services, and contracts in support of the company's operational and strategic goals. The department manages the procurement process from start to end, such as identification of needs, sourcing of suppliers, negotiating contracts, and on-time delivery of quality products and services. Key objectives of the procurement department are: Cost Efficiency: The department strives to achieve the most value for money without sacrificing quality or compliance with company policies. Supplier Relationship Management: Developing and cultivating close, collaborative relationships with suppliers to foster mutual growth and ensure long-term supply chain continuity. Risk Management: Foreseeing and minimizing risks in the procurement process, supply chain disruption, and inability to meet regulatory requirements. Compliance & Governance: Procurement operations should be in adherence to all internal policies, external legislation, and industry best practices. The procurement department operates through an open and structured approach that promotes accountability, efficiency, and sustainability. It collaborates with other departments within the organization to understand their requirements, align purchasing strategies, and manage vendor contracts to accomplish long-term business objectives. By its focus on strategic sourcing, tracking of supplier performance, and constant process enhancement, the procurement department makes a significant contribution to the overall operational effectiveness, cost control, and the company's overall mission to deliver sustainable financial services to clients of IPDC Finance.
Based on the study and internship experience, several recommendations relating to the assurance of quality in the procurement process are forwarded.

Keywords: Procurement, sourcing, Non-Bank Financial Institutions, service quality, IPDC Finance.
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The report describes my participation in the internship program at IPDC FINANCE. It is a mandatory report, which each student of a faculty has to submit. I arranged this document for Kawsar Ahmmed- the Professor at (UIU). Sir has assigned a topic for this internship: "Service Quality of IPDC FINANCE PLC., it highlights the importance of providing top-notch customer service".

This report shows the three months of my internship at IPDC FINANCE PLC Landmark Building Corporate Branch). I was gathering primary data available in IPDC FINANCE, and browsing through other relevant documents while analyzing them I found many interesting factors related to IPDC service quality and came to know some interesting strategies of IPDC FINANCE PLC while doing my internship in IPDC Finance Procurement Department.

[bookmark: _Toc166759739][bookmark: _Toc166776939][bookmark: _Toc166883297][bookmark: _Toc168062421][bookmark: _Toc192353520][bookmark: _Toc192373758]Objective of the report
The main purpose of this study is to evaluate the service quality of IPDC FINANCE PLC. More specifically this research aimed at the following targets to fulfill:
· To specify and elaborate the scope for the application of theoretical knowledge to the practical field.
· To acquire the practical knowledge of the NBFI sector in Bangladesh.
· To evaluate the practice of service quality dimensions in the financial services provided by IPDC FINANCE.
· To provide some recommendations for improvement and policy formulation.
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I have faced some limitations during my internship program. The major limitations I have encountered are given below:
· Lack of information regarding the service quality of IPDC FINANCE.
· Limited Time and Resources.
· Confidentiality.
· Limited Scope of operation

Organization of the remaining chapters
The remaining parts of this report are arranged as follows. Next chapter discusses the banking industry of Bangladesh with an emphasis on the specification of NBFI Industry, Size, Trend, and Maturity of NBFI Industry, Technological Factors, Political, Legal, and Regulatory Factors, Industry Rivalry, and Summary of Challenges and Opportunities. Chapter 3 highlights the issues relating to history of IPDC FINANCE PLC., customer mix, service/product mix, service quality and SWOT analysis. It follows the practice of service quality in terms of quality dimensions. The report ends with the details of internship experience and several recommendations for the IPDC FINANCE PLC. Which may help the author to undertake the quality policy for its Procurement services in Bangladesh.

















Industry Analysis:
[bookmark: _Hlk189400359]Introduction:
A financial institution (FI) is a company engaged in the business of dealing with financial and monetary transactions such as deposits, loans, Investments, and currency exchange. Financial institutions include a broad range of business operations within the financial services sector, including banks, insurance companies, brokerage firms, and investment dealers.
Virtually everyone living in a developed economy has an ongoing or at least periodic need for a financial institution's services.
Key Takeaways
· A financial institution (FI) is a company engaged in the business of dealing with financial and monetary transactions such as deposits, loans, investments, and currency exchange.
· Financial institutions are vital to a functioning capitalist economy in matching people seeking funds with those who can lend or invest it.
· Financial institutions encompass a broad range of business operations within the financial services sector including banks, insurance companies, brokerage firms, and investment dealers.
· Financial institutions vary by size, scope, and geography.
[bookmark: _Toc192373760]1.1 Specification of the Industry
Non-Bank Financial Institutions (NBFI) are important players in the financial ecosystem of Bangladesh, providing a wide range of services to individuals and businesses. They are regulated by the Bangladesh Bank and the Bangladesh Securities and Exchange Commission (BSEC), depending on the services they provide. NBFIs have become crucial in promoting financial inclusion, economic growth, and diversifying financial products beyond the scope of traditional banks.


Regulatory Framework
The relevant regulations of Bangladesh Bank are applied to NBFIs having lending and leasing activities, while in the case of operations related to capital markets, it is subject to BSEC as merchant banks or investment companies. NBFIs have been governed under the Financial Institutions Act of 1993 with an aim of maintaining financial soundness Of NBFIs and prudential regulations related to capital adequacy, liquidity management, and risk management.
[bookmark: _Toc192373761]Types of NBFI in Bangladesh:
Some of the categories of financial institutions in the NBFI sector in Bangladesh are as follows:
· Leasing Companies: Leases finance the purchase of assets, such as machinery, vehicles, etc., by businesses, without making any upfront payment. The lessee makes periodic payments; the lease agreement normally contains an option to purchase the asset.
· Investment Companies: These are those NBFIs that undertake investment business, such as the management of mutual funds, portfolio management, and dealing in securities. They also advise individuals and businesses on how to invest in the capital markets.
· Insurance Companies: The NBFIs operating in the insurance sector provide life and non-life insurance policies to their clients for varied risks pertaining to health, property, and life. They also contribute a great deal to the mobilization of long-term capital.
· Microfinance Institutions: They are organizations that provide small loans and other financial services to low-income individuals and groups lacking access to mainstream banking. They usually work for poverty reduction and economic empowerment, especially for women and other disadvantaged groups.
· Merchant Banks: The investment banking services provided by the merchant banks in Bangladesh include underwriting, stockbroking, and corporate advisory services. They help the companies to raise capital through public offer, rights issue, or merger and acquisition.
· Venture Capital Firms: Nonbank financial institutions that engage in venture capital provide finance to fledgling firms or firms with high growth potential against equity stakes in those firms. Such firms facilitate innovation and entrepreneurship, especially in new industries.
[bookmark: _Toc192373762]Services and Products
Bangladesh NBFIs provides a wide range of financial services such as:
· Leasing: Both operational and financial leasing of equipment, vehicles, and machinery.
· Loans and Financing: Personal loans, corporate loans, and small business loans to meet the needs of both individuals and organizations.
· Investment Services: Portfolio management, stockbroking, and mutual fund management to meet the needs of both retail and institutional investors.
· Microfinance: Microloans and savings facilities for the underprivileged people with a view to uplift their living and economic activities.
· Insurance Products: Life and general insurance policies to minimize various risks.
[bookmark: _Toc192373763]1.2 Size, Trend, and Maturity of the Industry
Non-Bank Financial Institutions (NBFI) in Bangladesh have significantly contributed to the economy for the last two decades. NBFIs in Bangladesh are an extremely important fill-in service after traditional banks in their own right, particularly in financing segments that remained poorly touched by these banks, including small and medium-sized enterprises (SMEs), microfinance, and all those special kinds of services such as leasing, insurance, and venture capital. Below is an overview of the Bangladesh NBFI Industry size, trends, and its maturity status.
[bookmark: _Toc192373764]The Size of the Industry
Bangladeshi NBFIs industry was quite small; this sector is broadening as now there are huge numbers of Institutions, with considerable market participation. Current data reveals that industry comprises of close to 34 Private NBFIs, such as the leasing companies and insurance firms. Microfinance institute, Merchant Bank, Investment company venture capital firm in Bangladesh.
Total Assets: The growth of total assets of the NBFIs has been steadily on the rise, and assets of this sector have already become an important component of financial assets in Bangladesh. In 2023, the assets of NBFIs constituted around 8-10% of Bangladesh's total assets of the financial sector.
Investment & Loan Disbursements: NBFIs are playing a significant role in the country's industries and commercial fields through the most diversified package of financing to clients, for example, project financing, working capital, and capital market investment. NBFIs are really opening channels of credit for business as well as for individuals.
[bookmark: _Toc192373765]Trend of the Industry
Since its inception in Bangladesh, the NBFI sector has witnessed the following trends:
· Increasing Demand for Alternative Financing: With rapidly escalating demand for alternative financial services NBFIs deliver various financial instruments as leasing, microfinance, venture capital, insurance covering those sectors as well that large banks cannot effectively service.
For the growth in SMEs as well as that in the economy of the country NBFIs seem to be meeting demand because even such businesses suffer a lack in the availability of credit from traditional banks.
· Digitalization Gains Altitude: The NBFI sector has likewise been influenced by the digital revolution, with institutions undertaking full adaptation of digital platforms to be able to cater to a broader range of customers. This encompasses the adoption of mobile banking, electronic payment schemes, and online credit facilities. Financial inclusion initiatives through online mediums provide opportunities for NBFIs to reach rural areas easily and increase their accessibility at lower operating costs.
· Regulatory Reforms and Stronger Oversight: This is true that Bangladesh's regulatory framework on NBFIs has improved over the years. The Bangladesh Bank and the Securities and Exchange Commission (BSEC) have implemented new regulations that allow better transparency, risk management, and good governance across the sector. Such regulations facilitated better financial health as well as overall stability within the industry.
The Bangladesh government has also announced various policies for the development of green finance and sustainable investment. NBFIs are actively involved in the financing of renewable energy and eco-friendly projects.
· Microfinance Expansion: Microfinance has skyrocketed in the country due to poverty reduction and financial inclusion agendas. Most of the NBFIs in Bangladesh majorly concentrate on giving loan sizes ranging from small amounts to entrepreneurs of the rural people, especially women entrepreneurs under the agenda of **Social Development and Empowerment
· Convergence with the Capital Market: NBFIs in Bangladesh have become increasingly involved in capital markets for investment services such as asset  
management, mutual fund, and venture capital trading. The proliferation of capital market activity has also opened new vistas for NBFIs, especially in IPO underwriting, broking, and securities investment.
[bookmark: _Toc192373766]Maturity of the Industry
Operating experience, proper regulation, and depth in terms of money could be applied to test the maturity level of the NBFI industry in Bangladesh.
· Evolving but Not Fully Mature: The NBFI sector is constantly changing. It has considerable growth potential in the areas of microfinance, leasing, and insurance. Even though it is growing, it is not as mature as the banking industry. Challenges associated with this sector are such as reduced access to capital markets, high operational risks, and macroeconomic shocks.
· Regulatory Maturity: The regulatory regime for NBFIs in Bangladesh has improved appreciably in the last twenty years. Financial Institutions Act, 1993 and subsequent regulations ensured appropriate governance, transparency, and financial stability within the structure of the industry, though regulation of newer sectors like FinTech and digital finance is still a work in progress.
· Increased Competition: As the market matures, NBFIs are increasingly being challenged by traditional banks, microfinance institutions, and digital financial service providers. NBFIs have always had specialized products, but this increase in financial institutions has really upped the competition within the market. Diversification of services is what NBFIs are focusing on now, such as moving into new territories like green finance and digital lending.
· Innovation and Service Expansion: NBFIs are increasingly innovative in terms of financial products and services. Beyond lease and loan products, other niche markets such as Islamic finance, impact investing, and sustainable finance have gained traction. Venture capital and private equity markets are also rapidly expanding with an inflow of funds by new start-ups in technology and renewable energy.
[bookmark: _Toc192373767]1.3 Technological Factors
In the context of Bangladesh, NBFIs represent the essential part of the country's financial ecosystem that extends financial services outside traditional banking. The pace at which changes are occurring to technological factors of influence on the NBFIs of Bangladesh are influenced by evolving aspects of Digital Finance and Technology. Some fundamental technological factors prevailing over NBFIs include the following: 
1. Digitization of Financial Services
Digital channels are increasingly being adopted by NBFIs in Bangladesh for access to services related to micro-finance, insurance, leasing, and venture capital. This greatly increases access to financial products in the country and is especially applicable to rural underserved populations. Mobile banking applications and online web portals have indeed made access and management of customers' accounts relatively easier.
2. Integration of Fintech
Fast growth of FinTech in Bangladesh is forcing NBFI to innovate. NBFIs are embedding FinTech into their operations in the form of mobile wallets, payment gateways, and block-chain technologies, which improve their efficiency and customers' experience.
Digital lending platforms, P2P lending, and crowdfunding platforms are picking up momentum. These provide an alternative means of financing for individuals and small businesses.
3. Regulatory Compliance and Technology Adoption
The Government of Bangladesh and Bangladesh Bank work to obtain regulatory frameworks so that the use of technology within the financial sector is both safe and transparent. It is encouraged that NBFIs maintain the standards such as protection of data and cybersecurity.
NBFIs use electronic Know Your Customer process among other technological tools in the verification of their customers, making it easy and quick.
4. Cybersecurity and Risk Management
With increased reliance on digital platforms, NBFIs are confronted with an increased threat of cyber-attacks and fraud. Thus, cybersecurity has emerged as one of the key concerns for NBFIs, and they have been investing in advanced security infrastructure to protect customer data and financial transactions.
Even blockchain technology has been explored for enhancing transparency and reducing the threat of fraud in financial transactions.
5. Mobile Financial Services
Mobile financial services have also grown very fast in Bangladesh, especially with systems like bKash, where NBFI customers can use their smartphones to transact, make payments, and avail loans. This mobile-first approach has grown financial inclusion in the country.
NBFIs are increasingly collaborating with MFS providers in offering new financial products to the needs of mobile-first populations.
6. Cloud Computing
NBFIs are increasingly resorting to cloud computing in order to reduce costs and scale their operations. Cloud-based platforms can easily handle bulk volume data, provide internal and external collaboration options, and offer flexibility of services for these institutions.
Cloud also supports SaaS software solutions deployment that can be utilized by NBFIs with state-of-the-art tools and technologies without making heavy IT infrastructure investments.
7. E-commerce and Digital Payments
Both e-commerce and financial services have been integrated by NBFIs in Bangladesh through smooth payment gateways toward online businesses. This has become particularly important as the e-commerce sector continues to grow in the country.
It is digital payment solutions, including mobile and QR code-based, that facilitate NBFIs in offering faster and more secure options for payment both ways.
8. Customer Education and Financial Literacy
Most of the times, NBFI adoption goes along with after-effects that help in increasing the financial literacy of all customers. With the use of digital tools such as online tutorials and interactive applications, NFIs are using digital means to create awareness among people about different financial products and services.
This has especially helped the unbanked and underbanked populations, who may not have had access to formal financial education previously.
9. Blockchain and Smart Contracts
The NBFIs of Bangladesh are considering blockchain for the purpose of providing financial transactions more securely, transparently, and efficiently. Adoption of smart contracts can reduce paper works and automate various aspects of financial agreements to build trust and reduce operational risks.
In short, technology is thus reshaping the NBFI outlook in Bangladesh on lines of outreach, efficiency, and security. The road to the future would remain tough concerning regulatory compliances, cybersecurity issues, and also building customers' trust in their use of such technologies for NBFIs.
[bookmark: _Toc192373768]1.4	Political, Legal, and Regulatory Factors
The environment of Bangladesh, which deals with the operations and growth of Non-Bank Financial Institutions, has been dominated by political, legal, and regulatory factors. These ensure stability, growth, and sustainability but simultaneously create problems for NBFIs. Following are the key political, legal, and regulatory factors that may affect the working of NBFIs in Bangladesh:
[bookmark: _Toc192373769]1. Political Factors
Government Support for Financial Inclusion: The government of Bangladesh has felt the need for financial inclusion, particularly for the rural population. Policies promoting the growth of NBFIs, including microfinance and leasing companies, will be highly needed to facilitate easy access to capital. The general political climate has been conducive to NBFIs, considering that they help to stimulate economic activities, especially in the underprivileged sectors.
Stability and Governance: Political stability will ensure that investment for the continued growth of NBFIs is attracted. On the other hand, political instability, corruption, or policy uncertainty can damage the confidence of investors and customers and might inhibit the full potentials of NBFIs.
Public Policy on Digital Finance: The overall governmental stance on policies related or pertaining to digital financial services, including mobile banking and Fintech, has been very encouraging. Political changes can alter the regulatory focus, thereby changing how NBFI operates in the digital space.
[bookmark: _Toc192373770]2. Legal Factors
Regulation by Bangladesh Bank: The Bangladesh Bank regulates NBFIs in order to control the financial institutions for the purpose of lawful operation, protection of customers' interests, and stability in the financial system. These NBFIs have to follow all instructions provided by the Bangladesh Bank regarding lending practice, capital adequacy, and liquidity requirements.
Microfinance Regulations: Microfinance institutions, a key part of NBFIs, are governed by the Microcredit Regulatory Authority (MRA). The MRA issues guidelines for the operation of microfinance institutions to ensure they serve marginalized communities responsibly. There are strict guidelines on interest rates, loan recovery practices, and borrower protections.
Legal Framework for Digital Financial Services: With the increased adoption of digital financial services, Bangladesh has been working on various laws and regulations regarding e-wallets, digital payments, and mobile banking. NBFI players providing these services must be aware of relevant e-commerce and digital transaction laws, which themselves may be evolving and thus demand continuous adaptation.
Consumer Protection Laws: The protection of consumers becomes an issue of relevance, especially in the face of NBFIs expanding their operations through digital channels. Laws about data privacy, fraud prevention, and dispute resolution mechanisms have increasingly become important to inspire consumer confidence.
[bookmark: _Toc192373771]3. Regulatory Factors
Regulation through the Bangladesh Securities and Exchange Commission (BSEC): Those NBFIs which participate directly in capital market activities, like investment companies, are duly regulated by BSEC. All these institutions shall strictly adhere to the securities laws relating to the issuance of bonds and stocks and other financial instruments.
Capital Requirements: NBFIs are also required to meet the minimum prescribed level of capital adequacy determined by Bangladesh Bank and other relevant regulatory authorities so that NBFIs remain solvent and able to meet their liabilities.
Interest Rate: The Government of Bangladesh has very often interfered with regulating interest rates, particularly those that relate to microfinance institutions, in order to save the borrowers from usury. This ensures that the NBFIs will not charge exorbitant interest rates to their low-income clientele.
Anti-Money Laundering (AML) and Know Your Customer (KYC): The NBFIs are under stringent anti-money laundering and KYC regulations. These institutions have to identify customers properly and monitor their financial transactions for any illegal activities. Over time, the regulations have been tightened in order to meet international standards and prevent crimes through financial means.
Licensing and Supervision: NBFIs have to avail themselves of the necessary licenses from their respective regulatory authorities with which they intend to operate legally in any given market. A regulatory authority provides oversight over their capital sufficiency, control of risks associated with the operations of their businesses, and good practices concerning finance disclosure.
Shariah Compliance: The NBFI concerned with Islamic finance, either purely or partly, like Islamic microfinance institutions or Islamic leasing companies, is under strict obligation to adhere to specific regulations and guidelines issued by Bangladesh Bank and other authorities in regard to the Shariah compliance of their financial products.
Recent Regulatory Developments: The regulatory framework for NBFIs should move along with the market developments, especially in light of digital finance and fintech. The government has been issuing rules for regulating digital financial products, which the NBFIs must take on board and adapt to the changes.
[bookmark: _Toc192373772]1.5 Industry Rivalry
In Bangladesh, the rivalry in the NBFIs industry involves some key players that operate across different financial segments like leasing, insurance, venture capital, microfinance, and mutual funds. These institutions fight for market share, customer confidence, and financial returns. Major NBFIs in Bangladesh that take part in the rivalry include well-established companies and newer entrants into the market.
Following are a few key players in different sectors of NBFIs:
1. Leasing Companies:
Leasing companies are one of the major groups in the NBFI scenario of Bangladesh. They provide lease financing facilities against the purchase of equipment, vehicles, and machinery. Some major leasing companies include:
IDLC Finance Limited: One of the largest and most prestigious NBFIs in Bangladesh, operating in a wide array of financial services, including lease financing and term loans.
Lanka-Bangla Finance Limited: One of the renowned leasing and financial services' providers, playing both in consumer and corporate financing.
Dutch-Bangla Bank Limited: Although DBBL is basically a bank, but its leasing wing provides considerable competitive force in NBFI sector
Mercantile Bank Limited: Provides lease finance along with other NBFI operations.
2. Insurance Companies:
Insurance companies show their competitive trends for both life and non-life insurance products. The major participants in the insurance segment are:
Sadharan Bima Corporation: A state-owned insurance company selling both life and general insurance policies.
Delta Life Insurance: A leading life insurance company that is in the race with both private and public players.
American Life Insurance Company (ALICO): Another leading player in the life insurance market.
Green Delta Insurance Company: A leading private-sector insurance company offering a wide range of insurance products.
Pragati Insurance: Known for general insurance services and one of the foremost companies in their genre.
3. Microfinance Institutions (MFIs):
MFIs play a pivotal role in extending financial inclusion to the unbanked, primarily in the rural areas. Key players in the microfinance space include:
BRAC: The largest microfinance organization in Bangladesh offering a wide array of services to low-income people.
Grameen Bank: The brainchild of Nobel laureate Muhammad Yunus, Grameen Bank is arguably the most recognized MFI globally; provides microcredit to the poor. ASA - Another large microfinance organization that works for the empowerment of rural communities through small loans. 
4. Venture Capital and Private Equity:
Bangladesh's venture capital and private equity market, though at a nascent stage, has a number of firms competing to provide finance to start-ups and growing businesses. Key players include:
IDLC Venture Capital Fund: IDLC has spread their services to venture capital by competing equity investments against rising businesses.
Uttara Finance and Investments Limited: Nurturing ventures into capital investment and private equity which covers local-based start-ups.
5. Mutual Funds:
Mutual funds represent the other important part of NBFI in Bangladesh. They enable a pooling of resources from various individual investors into a portfolio comprising different securities like stocks, bonds, and other assets. Key players in the mutual fund industry include:
Prime Bank Investment Limited: It was established as one of the noted investment companies operating mutual funds in Bangladesh.
Grameen Mutual Fund: This is part of the Grameen family; this mutual fund offers investment opportunities to the general public.
IDLC Asset Management: A fully owned subsidiary of IDLC Finance, it offers mutual funds and asset management services to both institutional and individual investors.
Green Delta Mutual Fund: Major player providing a broad portfolio of investment instruments.
ABL Asset Management: Among the leading asset management companies providing mutual funds in Bangladesh.
Competition Among NBFIs:
The competition among these NBFIs is directed towards achieving a larger market share, maintaining better and more acceptable financial products, and granting competitive terms for attracting all types of clienteles, institutional and individual alike. These institutions compete with one another based on many factors, including Interest rates of loans and lease financing products; Insurer's insurance premiums and efficiency in claims settlements. Return on investments such as mutual fund investments among others; how microfinance and other financial inclusion activities leading to penetrate rural markets; standard customer service levels and brand image; Recently, digital technologies promoting rivalry towards greater use of fin-tech in reaching out to tech-savvy young consumers especially for insurance and investment businesses.
[bookmark: _Toc192373773]1.6 Summary of Challenges and Opportunities
NBFI in Bangladesh has been playing a very crucial role in the context of the financial sector through providing services related to leasing, insurance, venture capital, and asset management. They have to face several challenges while having significant opportunities for growth and expansion. Herein, a short summary of both aspects is presented.
Challenges:
Regulatory Issues:
The regulatory environment of NBFI in Bangladesh is complex and sometimes ambiguous. Though some operations of NBFIs are regulated by Bangladesh Bank, other sectors, such as insurance and leasing, have separate regulators. This could be a potential source of confusion and inefficiency.
Inadequate regulatory mechanism and lack of uniform enforcement can bring malpractices and inefficiency within the sector.
Liquidity Problems:
Lack of access to inexpensive sources of funds makes the majority of NBFIs suffer from liquidity. This factor is exacerbated by the high-interest rates they have to offer to their investors to attract investment, thereby giving a further blow to their profitability.
NBFIs are often dependent upon short-term borrowings, making them prone to liquidity crises.
Credit Risk:
Being in the businesses with generally high-risk clients who cannot access different services from more traditional banking entities, NBFIs have greater chances of defaulted loans. Control and mitigation of credit risk, therefore, constitute a big concern.
Lack of Technological Infrastructure:
The little development in some NBFI regarding technological infrastructure puts a limit on any chance of presenting modern, proficient services. Poor data analytics, if not state-of-the-art or without fintech, may also affect its competitiveness and overall operational efficiency.
Public Trust and Reputation:
Mostly, NBFIs have to bear the brunt of public distrust as a result of periodic defaults, scandals, or being perceived as high-risk when compared to conventional banks. In this way, the deficit of trust is quite hard to gain good clients or investments.
Opportunities:
Market Expansion:
In particular, the highly underserved population in rural Bangladesh presents a very good opportunity for NBFIs to offer their financial products. With a rising middle class and increasing financial inclusion drives, the emergence of new markets is becoming possible for NBFI players.
Technological Innovation:
Fintech growth also increases the NBFIs' ability to enhance service delivery, cut operation costs, and expand their customers through digital means. In particular, this helps reach out to the unbanked and underbanked.
Increased demand due to growing trends for alternative financial products:
With an increasing trend toward entrepreneurship, the demand for alternative modes of finance is also on the rise, including venture capital, private equity, and micro-financing. NBFIs are well-positioned to take advantage of this market.
Government Support and Financial Inclusion Initiatives:
The Bangladesh government has been giving ample importance to financial inclusions, and NBFI can draw benefits from various regulatory initiatives, subsidies, and funding programs supporting their growth.
Sustainable and Green Financing:
With the growing emphasis on sustainability in most parts of the world, NBFIs can seize the opportunity to enter the green finance market by offering sustainable financing solutions, such as green bonds or environmentally conscious loans, which are likely to gain popularity in Bangladesh with growing environmental concerns.
In other words, while facing significant regulatory, liquidity, and operational challenges, the NBFIs in Bangladesh simultaneously have a considerable number of opportunities to grow through market expansion, technological advancement, and growing demand for alternative financial products. Proper regulatory reforms and adoption of strategic new technologies will be the key to their success in the evolving financial landscape.
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Company analysis
Introduction:
IPDC Finance Limited, previously known as the Industrial Promotion and Development Company of Bangladesh Limited, is a leading private sector financial institution in Bangladesh, established in 1981, recognized as the first private financial institution in the country and playing a significant role in developing the nation's industrial landscape; offering a wide range of financial services including corporate finance, SME lending, retail banking, and wealth management products.
[bookmark: _Toc192353538][bookmark: _Toc192373776]2.1 Overview and History
IPDC Finance PLC. (previously known as "Industrial Promotion and Development Company of Bangladesh Limited") is the first private sector financial institution of the country established in 1981 by a distinguished group of shareholders namely International Finance Corporation (IFC), USA, German Investment and Development Company (DEG), Germany, The Aga Khan Fund for Economic Development (AKFED), Switzerland, Commonwealth Development Corporation (CDC), UK and the Government of Bangladesh.
IPDC Finance PLC. provides various financial products and services to small and medium enterprises, and corporate and private customers primarily in Bangladesh. The company’s loan products, which includes retail finance including home, auto, and personal loans; and small and medium enterprises, and corporate finance and advisory customers comprising term loans, short-term financing, work order and lease finance, factoring, and female entrepreneur loans, as well as project and syndication financing services. It also offers range of saving and deposit schemes, which includes deposit premium, millionaire, ultiflex, annual and cumulative, fixed, monthly profit, double money, and quarterly profit deposit schemes. In addition, the company provides Priti, a platform for female clients; and other services. The company was formerly known as IPDC Finance Limited and changed its name to IPDC Finance PLC. in October 2024. The company was incorporated in 1981 and is headquartered in Dhaka, Bangladesh.
Mission: To enable our customers and communities to rise unbound, to live up to their fullest potential by extending innovative financial solutions in a friendly, timely, transparent and cost-effective manner.
Vision: To become the most passionate financial brand in the country with special focus on youth, women and underserved areas.
[image: ]Values:




Displaying the highest level of Integrity in the way we conduct our business
Demonstrating a strong Will to Win in the market place
Promoting Diversity in the work place and community
Always encouraging Teamwork
Harnessing the power of Technology to deliver better customer experience
Setting the standard for the best Corporate Citizenship in the communities we work
History:
IPDC FINANCE LIMITED is the most trusted financial brand in the country that goes beyond the bounds of financial frameworks to serve its customer with passion. With an unprecedented journey of 37 years, IPDC has been the catalyst for creating meaningful stories in the lives of its treasured clientele. After a long and hard-fought war in 1971, Bangladesh liberated herself to stand out as an independent nation in the global family. At IPDC, we consider freedom to be a journey. When the post war crises struck the country, to realize the visions of the nation there were no alternatives to private initiatives. To realize the vision of a free nation, Industrial Promotion and Development Company of Bangladesh Limited (IPDC of Bangladesh Limited) was formed. IPDC Finance Limited, previously known as Industrial Promotion and Development Company of Bangladesh Limited, is the first private sector financial institution of the country. Established in 1981, it was the platform conceived by a distinguished group of shareholders: The Government of the Peoples’ Republic of Bangladesh (GOB), Aga Khan Fund for Economic Development (AKFED), International Finance Corporation (IFC), German Investment Corporation (DEG), Commonwealth Development Corporation (CDC). At present, The Government of the Peoples’ Republic of Bangladesh (GOB), BRAC, Aga Khan Fund for Economic Development (AKFED), Ayesha Abed Foundation, RSA Capital, Institutions, foreign and general shareholders with BRAC holding majority of the shares. Since its inception, IPDC Finance has played a pivotal role in developing the country’s industrial landscape. From the very first private five-star hotel, first international standard private hospital, first private sector TV channel, first leasing company to the first theme park, IPDC has been a partner in several milestone projects that were the first of its kind in Bangladesh. Relevant to the growing and changing customer demands and making impactful contribution in the progressing economy, IPDC re-aligned its focus on youth, women and underserved areas, besides setting its roadmap with five-year strategic initiatives. A Home for Every Family, Automated Supply Chain Finance, Empowering Women, Creating Entrepreneurs, Going Beyond Megacities, Bringing Convenience Home. Additionally, a comprehensive supply chain financing solution name Orjon will enable IPDC to serve corporations, micro and small enterprises (MSEs) and financial organizations in one single chain. Understanding the fact that to truly empower women, financial freedom is the key, hence IPDC introduced the exclusive SME Women Entrepreneur loan called Joyee at 8% interest rate only. Similarly, for a greater interest for the families in tier 2 and 3 across megacities who aspire for a cosy nest, IPDC offers affordable home loan in addition to that, IPDC has a vision to create 2000 new entrepreneurs, enable 25000 medium and small enterprises and let 10,000 families enjoy home convenience goods by the end of 2020.
[bookmark: _Toc192353539][bookmark: _Toc192373777]2.2 Customer Mix
The customer mix in IPDC Finance is quite diverse, representing almost all segments of the population and different sectors of the economy. It is an NBFI serving the needs of individuals, SMEs, and large corporate clients. The customer mix will be a reflection of its wide portfolio of services, which ranges from corporate financing and leasing to retail financing and investment management. The major customer segments that constitute the customer base of IPDC Finance include the following:
1. Corporate Clients
• Large Corporations: Large enterprises belonging to manufacturing, construction, real estate, and infrastructure development are a big chunk of the business generated by IPDC Finance. IPDC grants long-term loans, working capital financing, and other customized financial solutions to these clients to meet their expansion and operational needs.
• Infrastructure Projects: IPDC engages in the financing of large infrastructure projects, like transportation, energy, and industrial development. For such capital-intensive projects, corporate clients in these sectors remain very significant.
• Public-Private Partnerships (PPP): In the same manner, IPDC extends facilities toward public-private partnerships for national development projects. The clients would typically include government institutions and private companies that intend to invest jointly in major projects in infrastructure or services.
2. Small and Medium Enterprises (SMEs)
• SME Financing: One of the most important customer segments for IPDC Finance is small and medium enterprises. SMEs are crucial for Bangladesh's economy, where a large number of people depend on this sector for employment. IPDC extends tailored financing facilities, including working capital loans, machinery financing, and trade financing to help the SMEs expand and sustain their operations.
• Entrepreneur Support: IPDC also targets entrepreneurs looking to start or scale up their businesses. These customers require funding for product development, market entry, or expansion. IPDC's SME financing products help bridge the financing gap faced by smaller businesses that may not be able to access traditional bank loans.
3. Retail Customers (Individual Consumers)
• Consumer Loans: IPDC provides a whole gamut of personal loans to individual consumers for purposes such as home purchases, education, and personal expenses. This would typically encompass categories of customers such as salaried professionals, students, and middle- to high-income individuals looking for finance to attain objectives of a personal or family nature.
• Home Loans: Home financing is one of the major retail customer bases for IPDC. The company provides home loans for purchasing residential properties, renovation, and other housing-related needs. With growing urbanization and increasing demand for housing in Bangladesh, this segment offers substantial growth opportunities.
• Investment Solutions: IPDC also provides services to retail customers for investing their savings in various financial products such as mutual funds, bonds, and other investment avenues. Retail investors seeking long-term wealth accumulation form an important part of the customer mix for IPDC.
4. Women Entrepreneurs and Underbanked Segments
• Women Entrepreneurs: IPDC has focused on serving women entrepreneurs and helping them with financial needs. This is an upcoming segment in Bangladesh's economy, where women are increasingly involved in small and medium-sized businesses. It offers tailored financing solutions to this group, ranging from small business loans to support for women-led startups.
• Underbanked Populations: IPDC is also under process for underbanked population outreach, majorly in areas of rural underdeveloped places or low-earning populations. In this respect, microfinance products and e-financial solution offerings by the IPDC are able to benefit these very customers and therefore shall foster financial inclusiveness.
5. Institutional and Corporate Investors
• Investment Funds: These involve institutional investors, such as mutual funds, pension funds, and insurance companies. These clients represent an important business line for IPDC Finance in offering investment management services to help the clients in diversifying their portfolios and securing attractive returns.
• Corporate Investment Solutions: The corporate client seeks investment solutions to manage their cash flows and optimum return on investment. IPDC offers a wide range of alternatives, starting from bonds, debenture investments, to fixed-income securities.
6. Digital and Tech-Savvy Consumers
• Tech-savvy Millennials and Gen Z: IPDC Finance has been embracing digitalization, offering online and mobile-based financial services to reach the tech-savvy young generation. This is a pretty receptive segment to digital lending platforms, online loan applications, and mobile banking services. These customers often seek fast, convenient, and transparent financial services through digital channels.
Key Aspects of Customer Mix in IPDC Finance:
1. Diverse Customer Segments: The customers of IPDC Finance range from large corporates to SMEs, individual consumers, institutional investors, and under-served populations.
2. Focus on SMEs: One of the biggest customer segments for IPDC is the SME sector, which is very crucial for the economic development of Bangladesh. Its specialized products for SMEs include working capital loans, machinery financing, and trade finance solutions.
3. Growing Retail Segment: Retail, especially personal loans and home loans, is a big chunk of the business comprising the customer base of IPDC. This is likely to go up with increasing urbanization and consumer spending.
4. Socially Responsible Financing: The focus of IPDC on women entrepreneurs, financial inclusions, and sustainable finance signals a strategic shift toward serving socially responsible and underserved market segments.
5. Focus on Digitalization: IPDC is reaching more and more younger, digitally engaged people who need convenience and speed in access to financial products. The company's digital offerings are of growing importance to attract a new generation of customers.
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The Procurement Department at IPDC Finance is responsible for acquisition and managing goods and services to complement the operations of the company. These services mixes by the procurement department are quite critical in a way that helps IPDC Finance efficiently run its operation and sustain quality and regulatory compliance requirements. The procurement function chiefly attends to internal operational needs of technology, infrastructure, office supplies, third-party services, and others.
The typical services mix the procurement department usually offers-
1. Procurement of Technologies and IT Services
Software and Licenses: Purchases of necessary software tools licenses used by Digital Banking Platforms of the company; financial management platforms, CRM applications; and their various data analytic software’s.
Hardware Procurement: This will entail the purchase of computers, servers, networking equipment, and other IT infrastructure that might be required to support banking operations, customer service, and internal communication.
IT Support Services: IT support services shall be outsourced. The cybersecurity services, software maintenance contracts, and tech support contracts guarantee that the digital systems of the company are safe, up and running, and updated.
Cloud Services: The tendering process may also involve buying cloud infrastructure and services required by the IPDC for digital transformation and operations that are scalable, such as cloud hosting or data storage solutions.
2. Office Supplies and Equipment
Office Furniture: It is up to the procurement team to acquire office furniture-including desks and chairs, among others-that the offices and meeting rooms need to operate comfortably.
Stationery and Supplies: The department has to ensure that office stationery, such as paper, pens, binders, and printer cartridges, is available to run the daily operation smoothly.
Printing and Documentation Services: The procurement team may procure printing and copying services for various reports, brochures, documents, and marketing material highly essential for internal and external communications.
3. Facility Management Services
Cleaning and Maintenance: The purchasing department is in charge of service contracts for cleaning and maintenance services. This comprises office cleaning, pest control, and general maintenance of the building to provide an appropriate and healthy environment for working.
Security Services: This involves the purchasing of security services, including physical security personnel and surveillance systems that are vital to the protection of company assets, sensitive information, and safety of employees.
Utilities: This includes, but is not limited to, procuring services like electricity, water, and internet access to make office facilities in the business run without pauses.
4. Outsourced Services
Consultancy Services: The tendering department will seek specific consultancy services, including financial advisory, compliance, risk management, and technology transformation that would support the company's growth and regulatory requirements.
Audit and Legal Services: Audit for financial reviews, legal advisory to maintain contracts, and litigation for maintaining regulatory compliances are procured from this department in case IPDC Finance requires such services.
Marketing and Advertising Services: The procurement team can engage vendors to market and advertise the company by designing brochures, digital marketing campaigns, and brand promotion.
5. Third-Party Vendor Management
Financial Service Providers: The procurement team also contributes in selecting third-party service providers for various financial services to complement the product offerings of IPDC, such as payment gateways, loan collection services, and insurance.
Payment Processing: This could include selecting payment processors for the online platforms of IPDC Finance to facilitate smooth customer transactions while customers are making their loan payments, account deposits, or any other kind of financial transaction through digital channels.
Outsourcing Partnerships: This will involve the management of such contracts and relationships sought with third-party vendors for outsourced operations, including customer support, call centre services, and back-office functions.
6. Compliance and Regulatory Services
Regulatory Filings and Documentation: The procurement department may be responsible for the procurement of services used in maintaining regulatory compliance, including legal document management services, regulatory filing services, and compliance audits.
Risk and Insurance Services: IPDC Finance needs various insurance covers, such as property insurance, professional liability, and cyber insurance. The procurement department deals with the respective contracts in order to cover the company in all aspects.
7. Employee-related Services
Staff Training and Development: The procurement department sources training programs, courses, and certifications for employees to keep themselves updated with the latest financial, regulatory, and technological trends.
Employee Welfare: The department will source products and services regarding employee welfare, including health insurance, transportation services, and employee engagement activities.
8. Travel and Hospitality Services
Corporate Travel: The buying team is responsible for managing the contracts with travel agencies and hotels to facilitate business travel of IPDC's executives and employees. This shall include arranging for flights, hotel reservations, and ground transportation for business trips.
Event Management: This includes the sourcing of services for hosting corporate events, conferences, or team-building activities, including event planning services, catering, and venue management.
9. Marketing and Promotional Materials
Branding and Advertising Materials: Procurement is responsible for procuring materials related to the branding of IPDC Finance, such as corporate gifts, brochures, flyers, and business cards for customer engagement and promotion.
Digital Content and Production: This department may purchase third-party agency services for the production of videos, content writing, and other media to increase the visibility of IPDC services and improve its public image.
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Service Quality of the Procurement Department refers to the efficiency, reliability, responsiveness, and overall effectiveness with which the department sources and manages goods and services required for the company's operations. Procurement at IPDC Finance, therefore, provides support for different internal operations that include office management, IT infrastructure, financial service providers, and outsourced services. A high level of service quality in procurement is therefore necessary for seamless organizational functioning. The quality of the procurement services, in fact affects the overall efficiency and productivity of IPDC Finance.
[bookmark: _Toc192353545][bookmark: _Toc192373783]3.2 Service quality dimensions
[bookmark: _Hlk191048132]Now, let me explain the service quality of the Procurement Department of IPDC Finance along with the key service quality dimensions. And these are:
1. Reliability
• Definition: The procurement department's ability to deliver goods and services on time, as per the required specifications, and error-free.
• Importance: Reliability in procurement makes sure the organization has all the necessary supplies, equipment, or services at all times to function effectively, which is critical to maintaining operational continuity at IPDC Finance.
Examples:
· Timely and accurate delivery of IT equipment, office supplies, and other required materials should take place with no operational disruptions.
· Procurement of financial products and services according to pre-identified contracts with vendors without any disruption or delay in services.
2. Responsiveness
· Definition: It refers to the efficiency of the procurement department in responding promptly and effectively to the internal requirements and emergencies raised, so that the issues or needs can be resolved as soon as possible.
· Importance: The procurement department must be responsive to changing demands, new projects, or urgent needs from various departments within IPDC Finance.
Examples:
· Rapid reaction if there are some sudden or urgent procurement requirements. For example, procurement of extra office furniture and IT equipment when new workers/ departments come.
· Resolution of all the problems concerning delay in delivery, quality of delivered goods, as well as on accounts.
· Alternative suppliers would be quickly offered when the prime one fails 
3. Assurance
· Definition: Knowledge, competence, and professionalism displayed by the procurement team, assuring internal stakeholders that the goods and services sourced will meet IPDC Finance's needs.
· Importance: Assurance provides confidence to internal stakeholders that the procurement process is efficient and professional. These are usually from the Finance, HR, and IT departments.
Examples:
· Buying team has a very good understanding of the companies' needs and selects the finest vendors for projects that are complex in nature, such as upgrading the IT systems or long-term consultancy agreements.
· The purchasing team ensures that goods and services come under the regulatory standard in order to meet financial industry requirements.
· Understanding the terms of the contract clearly to the vendors and ensuring that the negotiated prices and service levels are maintained.
4. Empathy
· Definition: The ability of the Procurement Department to understand the needs and preferences of internal departments it caters to with personalized, context-sensitive solutions.
· Importance: Empathy will help the Procurement team provide tailored solutions to support the diverse needs of different departments within IPDC Finance to make sure that the right product or service is delivered for the right purpose.
Examples:
· Ensuring that new hardware or software purchases meet the demands of the work and specifications
· Pursuing complaints that may come forward from the human resources department when services or supplies from a certain vendor do not meet staff members' needs.
· The Marketing Department requires specially printed material that may have tight deadlines or give-away promotional material.
5. Tangibles
· Definition: Physical evidence and resources related to the procurement process, including the professionalism of the procurement team, quality of documents and contracts, and the technology that supports procurement operations.
· Importance: Tangible elements reinforce trust in procurement. Professionalism in documentation, contracts, and communication materials presents the process as transparent and effective.
Examples:
· Clear, well-structured procurement contracts and purchase orders which are understandable, ensuring that every term is outspoken.
· The procurement department operates with advanced technological systems that assist in tracking orders, maintaining records of vendors, and following up on inventory or service deliveries.
· Professional Communication through well-drafted emails, reports, and meetings with the vendors reflects how organized and concerned the department is with minute details.
Factors that Influence Service Quality in the Procurement Department at IPDC Finance
1. Efficiency in the Procurement Process
The procurement department at IPDC Finance should process the requisitions, approve the purchase orders, and ensure timely delivery of goods and services. Efficiency in the processes eliminates delay factors in enhancing the overall service quality.
2. Vendors' Relationship Management
A very strong and proper relationship between the suppliers and vendors will guarantee that the quality products and services are available in time. Effective management of the vendors makes sure that there are reliable suppliers whom IPDC Finance can always count on, to meet the needs and efficiently respond to them.
3. Integration of Technology
Procurement software and other digital tools allow the buying department to smooth the process, track orders, and manage performances by suppliers. This ensures that the timelines, budgets, and quality of services are better controlled.
Digital procurement enhances communication and transparency as internal stakeholders will be able to track in real time the status of their requests.
4. Continuous Improvement and Feedback
There is a need for a continuous improvement approach, such as gathering feedback from internal departments and suppliers on service quality. Regular evaluation of vendor performance, procurement process audits, and surveys help in finding areas for improvement.
Encouragement toward feedback on the quality of procured goods and services assists the procurement department in making necessary adjustments and improving overall performance.
5. Compliance and Ethical Sourcing
The responsibility of the Procurement Department is also extended toward ensuring that all procurements fall within the ambit of relevant regulations, such as financial industry guidelines, ethical sourcing practices, and environmental sustainability standards.
Terms for ethical sourcing and compliance to local and international regulations improve IPDC Finance's reputation and mitigate risks of possible legal or operational problems.
6. Cost Control and Budget Management
The procurement department is hugely involved in cost management while ensuring the quality of the services. Through price negotiations, competitive bidding, and ensuring that budgets are observed, it helps IPDC Finance maintain cost-effectiveness with no compromise on quality.
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SWOT Analysis of IPDC Finance Procurement Department
Strengths:
1. Effective and Efficient Procurement Processes:
The department follows proper procurement procedures to ensure that the delivery of good and services is on time so that operational requirements of IPDC Finance are met. This helps in smooth operations of other departments like IT, HR, and marketing.
2. Strong Vendor Relationship:
IPDC Finance's procurement team has established solid relationships with reliable suppliers and service providers, ensuring consistent quality and on-time delivery. Long-term partnerships with vendors help in negotiating favorable terms and reducing procurement costs.
3. Professionalism and Expertise:
The procurement team is knowledgeable and skilled in sourcing the right products and services. They understand the company's requirements and have expertise in dealing with contracts, negotiations, and vendor management, contributing to cost-effective and quality service delivery.
4. Use of Technology:
The department deploys advanced procurement software and digital tools to smoothen processes, track orders, and enhance transparency. This reduces errors, speeds up the procurement cycle, and ensures better coordination between departments.
5. Compliance and Ethical Sourcing:
The procurement department follows regulatory standards to ensure that all sourced products and services are in compliance with local and international laws, industry regulations, and ethical standards, reinforcing IPDC Finance's reputation for integrity and trustworthiness.
Weaknesses:
1. Dependence on a Few Suppliers:
The buying department may rely on a limited number of suppliers for crucial products and services. This may create certain risks if the supplier fails to deliver timely or any other operational issues.
2. Low Diversification of Suppliers:
In some areas, the procurement department may have low diversity in its supplier base, which would decrease the bargaining power of IPDC Finance and increase dependency on specific vendors for critical products and services.
3. Manual Intervention in Some Areas:
While procurement processes have been automated in most areas, some may still have remnants of manual processes, hence causing inefficiency or delays in certain stages of operation, such as invoice processing and tracking of orders.
4. Communication Breakdown:
Despite the facilitation of technology tools in fostering communication, there are instances of breakdowns between departments and the procurement team. These breakdowns may result in delayed orders or missed requirements when requests change at the last minute.
5. Reactive Procurement Strategy:
There may be a reactive procurement process, which is very reactive. Anticipating the company's future needs and its plans may reduce emergency cases in procurement and result in better cost management.
Opportunities:
1. Digital Transformation
Further investment in digital procurement tools and automation can be done to gain more efficiency related to the procurement process. Implementation of e-procurement platforms and data analytics will help track spending, find saving opportunities, and will facilitate improved vendor management.
2. Expand Supplier Network:
By diversifying the supplier base, the procurement department can reduce dependency on suppliers. Relationship building with new suppliers and global vendors may provide more competition and better pricing while ensuring wider options for various products and services.
3.Sustainable Procurement:
Increasing the focus on sustainability in procurement practices, such as sourcing eco-friendly products and waste reduction, aligns with global trends toward corporate social responsibility and environmental sustainability. This can help improve IPDC Finance's reputation and attract environmentally conscious customers.
4.Vendor Performance Management:
The procurement department can establish a more comprehensive vendor performance evaluation system. More systematic tracking of vendor reliability, quality, and service levels will enable the identification of areas for improvement, increasing overall service quality and building stronger partnerships with top-performing suppliers.
5.Strategic Partnerships for Cost Efficiency:
​Long-term strategic alliances with suppliers will bring cost savings. Bulk discounts, preferred supplier agreements, and long-term contracts negotiated will reduce procurement costs and secure favorable terms for IPDC Finance.
Threats:
1.​Economic Instability:
Changes in the economy, such as inflation, changes in the exchange rate, or geopolitical events, may affect the availability of goods and services and their prices. The procurement department at IPDC Finance may have a hard time sourcing products at predictable prices, especially for imported goods or services.
2. Supply Chain Disruption:
Global or local supply chain disruption-for example, by natural disasters, pandemic situations, labour strikes, and transport problems-may result in delays, shortage, or increase in cost. Such disruptions could affect essential services and operation relying on timely procurements.
3. Change in Regulation:
New legislation and changes in existing laws, such as tax laws, environmental regulations, or import/export restrictions, can affect how procurement is carried out and add to the compliance burden. Non-compliance with any such changes can lead to fines or even legal disputes.
4. Greater Competition for Suppliers:
With the increase in procurement activities by companies globally, IPDC Finance might be at a competitive edge in quality vendors, thus affecting its competency in securing the best suppliers at a competitive price. Vendors may prefer to service larger clients, reducing IPDC's bargaining power.
5. Cybersecurity Risks:
The digitalization of procurement systems enhances cybersecurity risks, as more procurement data is being stored and transferred. A breach or system vulnerability can leak sensitive information of either the company or vendors, causing loss in the form of financial losses or brand image.
[bookmark: _Toc192353547][bookmark: _Toc192373785]3.4 Strategies to meet the Challenges and Opportunities & Recommendations
In the light of the threats and opportunities arising from the SWOT analysis, the Procurement Department of IPDC Finance should take up strategies that would reinforce its strengths, reduce weaknesses, and meet the external threats to take advantage of new opportunities for growth.
Strategy to Overcome Challenges and Leverage Opportunities
1. Increase Supplier Diversification (Reduce Weakness: Dependence on a Few Suppliers)
Strategy: Expand the Base of Suppliers and Develop Strong Vendor Relationships
· Actions to be taken
· Utilize tools of supplier performance management in routine appraisals of the active list of suppliers to maintain a diverse pool of top performers.
· Promote competitive bidding and periodic review of contracts with suppliers to ensure better pricing and service terms.
Opportunity: An expanded supplier base is expected to bring more competition and develop superior bargaining positions which will lead to enhanced cost efficiency and quality.
2. Advanced Procurement Technologies-Implement
Strategy: Automate and digitalize the Procurement Processes
· Action to be Taken:
· Invest in Procurement Software and e-procurement platforms in order to be able to perform automated tasks on purchase order generations, invoice process, and Vendor communications.
· Implement a vendor portal where the suppliers can present their bids, track orders, and update the delivery status in real time to bring more transparency without errors.
· Use data analytics tools to track procurement performance, identify trends, and make optimum procurement decisions.
· Train the procurement team in using new tools effectively to leverage technology for better workflow.
Opportunity: Automation will cut down the incidences of inefficiency, reduce manual errors, speed up procurement cycles, and enhance the accuracy and transparency of the processes.
3. Improve Communication and Collaboration.
Strategy: Develop Explicit Communications and Interdepartmental Collaborations
· Steps to be taken:
· Hold interdepartmental meetings to understand the exact requirement of each department concerning procurement, say IT, HR, or marketing, and incorporate the same in the process at initial stages.
Opportunity: Improved communication enhances the smoothness of processes, reduces the possibilities of miscommunication, and times when departments receive the right products/services at the right time.
4. Proactively Manage Procurement Strategy (Addressing Weakness: Reactive Procurement Strategy)
Strategy: Implement a Strategic Procurement Planning Approach
• Steps to be taken:
· Develop, in collaboration with key stakeholders, a detailed procurement plan which can anticipate and be prepared to meet both foreseen and unforeseen demands.
· Establish a procurement calendar that ensures that all major procurements are planned well in advance and addressed accordingly, thereby avoiding last-minute or emergency requests.
· Continuously carry out risk assessments that could affect procurement challenges and try to mitigate them before they reach urgent levels.
Opportunity: Proactive planning prevents rushed procurement, reduces costs, and increases control over timelines, especially in the purchase of crucial goods or services.
5. Implement Sustainable and Ethical Procurement Practices.
Strategy: Pay attention to sustainable and ethical procurement practices
• Actions to be taken:
· Give preference to eco-friendly products and services by partnering with vendors who pursue sustainability practices and provide green-certified products.
· Establish procurement criteria that emphasize ethical sourcing, including vendors that follow labor laws, practice fair trade, and environmental standards.
· Team up with sustainability consultants to ensure that the procurement practices are compatible with the company's CSR goals.
Opportunity: Emphasis on sustainability would improve the reputation of the company, align with global trends, and also satisfy the expectations of regulatory agencies. It can also help in bringing in clients and investors who are environmentally sensitive.
6. Improve Vendor Performance and Risk Management-Mitigating.
Strategy: Establishment of Vendor Risk Management and Performance Evaluation System
· Actions to be taken:
· Design appropriate Vendor Evaluation System to rate the vendors in accordance with KPIs like Quality, On-Time Delivery, and Adherence to Contractual Requirements.
· Monitor the performance of vendors regularly through reports, audits, and customer feedback.
· Make contingency plans for critical suppliers that would minimize risks of delays or disruptions, such as having secondary suppliers on standby.
· Leverage predictive analytics to identify and mitigate supply chain risks early, including geopolitical events or financial instability that may affect suppliers.
Opportunity: Strengthening relationships with vendors, closely monitoring their performance, and finding alternative sources of supplies ensure continuity, should disruption occur, and limit the risk that supply chain problems pose.
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IPDC Finance can improve its procurement function with the following changes:
Automation & Digital Tools: Implement e procurement platforms for automating procurements, paperless office for removing paper works, and real-time purchases to monitor expenses in real-time. This achieves transparency and prevents manual errors.
Standardize Procedures: Develop strict standard procedures to standardize buying activities and achieve quicker processes for efficiency. The changes can involve complete guidelines about how to pick suppliers, approvals of workflow procedures, and proper contracts management.
Supplier Relationship Management: Build stronger relationships with good, dependable suppliers for competitive rates, faster delivery, and better service. Check vendor performance on a regular basis to ensure quality.
Data-Driven Decisions: Leverage data analytics to monitor procurement trends, identify areas of overspending, and make the best buying decisions.
Training & Development: Invest in ongoing training for procurement staff for improved negotiation skills, compliance expertise, and leveraging technology.
Internal Coordination: Ensure smooth communication between departments to align procurement with organizational needs, reducing waste and inefficiency.
Through these reforms, IPDC Finance can optimize procurement efficiency, reduce costs, and maximize overall operational effectiveness.
[bookmark: _Toc192353551][bookmark: _Toc192373789]4.2 Internship Experience in IPDC Finance Procurement Department:
I had the opportunity to work within the Procurement Department of IPDC Finance as an intern, where I gained an overview of the organizational supply chain management and procurement processes. I came to know about practical applications of procurement methods by being involved in significant projects and tasks.
Key Responsibilities:
Vendor Management: I assisted in keeping the vendor database current and updated, with accurate and up-to-date information for procurement. I supported the evaluation of new vendors, assisted in creating vendor selection criteria, and ensured compliance with company standards and requirements.
Purchase Order Processing: I helped prepare and process purchase orders under the supervision of senior staff, facilitating timely and appropriate procurement of goods and services. I liaised with vendors for the delivery of items and services per agreed timetables.
Market Research & Analysis: A critical aspect of my role was to conduct market research in order to identify potential suppliers and determine their competitiveness on the basis of price, quality, and reliability. I analyzed industry trends and prices to help make fully informed procurement decisions.
Contract Management: I worked hand in hand with the procurement team in reviewing and managing contracts. This included ensuring that all contractual agreements were in accordance with legal stipulations, managing contract performance, and supporting the negotiation process.
Reporting & Documentation: I maintained records of all procurement activities, including purchase orders, invoices, and contracts. I assisted in the preparation of reports to communicate procurement performance to the management team and provided recommendations for improvement.
Key Learnings:
Understanding Procurement Processes: I developed a clear understanding of the procurement process through hands-on experience, from need identification to vendor relationship management and timely delivery.
Vendor Relations & Negotiation Skills: I realized the importance of having a good relationship with vendors and how effective communication and negotiation are essential in obtaining cost-efficient solutions and quality deliveries.
Team Working: IPDC Finance's team-oriented environment allowed me to work closely with other departments, where I further enhanced my teamwork and communication skills while helping in a variety of procurement-related tasks.
[bookmark: _Toc192353552][bookmark: _Toc192373790]Conclusion:
Quality in services and processes are vital for the business performance in today’s volatile business environment. In this report, it is highlighted how the procurement process at IPDC Finance maintains service quality. My internship at the Procurement Department of IPDC Finance was a highly learning experience. Not only did I enhance my technical understanding of procurement procedures, but I also gained from corporate exposure. It was a wonderful stepping stone in continuing my career in procurement and supply chain management, and I feel lucky to have been able to work with such a dynamic team.
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February 6, 2025

To Whom It May Concern

This is to certify that Sayed Saglain Mahmud was engaged in an internship
Pprogram at IPDC Finance PLC. starting from October 24, 2024 to January 24, 2025.

During this time, he was assigned to work in the Procurement Department. Mr.
Mahmud diligently performed his assigned duties and successfully completed his
internship period.

‘The Management wishes him success in his future endeavors.

Sincerely,

Najam Hossain

In-Charge: Compensation & HR Operations
Human Resources Department

IPDC Finance PLC.

Sremall@ipdebd com




