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[bookmark: _Toc26017624][bookmark: _GoBack]Executive Summary
The importance of banks in the development of the overall economy of a country cannot be described in short. General activity of a bank means day to day activities or day to day processes of every sector which deal with combined banking facility. Satisfactory banking service is a mixture of all general banking actions. In this report, I have tried to display several general deeds of The City Bank Limited and tried to discover the deficient among these activities. I have also exposed the effect of these activities on the bank’s profitability. General Banking at the City Bank Limited involves money deposit and withdrawal, clearinghouse, bills, account opening, security tool handling, client service, storeroom facilities and other services of the bank beside Advance and Foreign Trade Now brief history of The City Bank Limited, established on1983 by the all rules and regulation of company act 1912 amendment on 1994 along with Bangladesh Bank BRPD (Baking Regulation and Policy Department) procedures. In the initial stage, CBL was well-ordered by the Phoenix Group Bangladesh, Later on, Partex BD takes over the control in 2007. From that time CBL has altered his own process. From 2007 CBL development was started with the new Managing Director Mr. K. M. Sattar and his afresh created management team. And then with all others, CBL shared service division was upgraded to general admin division for backing all other divisions and sections, but in the few years, MAN-COM has decided to fully furnish the general admin with global standard security structure and upgrade administration rules. CBL has been growing first generations banks in the private sector. 
General Banking Section is measured as the straight customer service section. It is the preliminary point of all the banking process. It creates new accounts, remits funds, honor cheque, receives deposits, issues bank drafts and pays the order, etc. General Banking is also recognized as retail banking. The main deeds are account inaugural section, payment section, cash section remittance, mail accept and dispatch section. Here I have deliberated different kinds of accounts and the processes of account opening. I have also exposed the features of different accounts and different products of the City Bank Ltd. such as city touch, City Alo (Women Banking). I have also deliberated the clearing section of the bank and processes of the outward and inward clearing. Here I have specified the procedure of transmission of money from one place to another. The City Bank Ltd. has a great part in online banking these days. 
Keywords:  Automated clearing house, Bank account, Alternative delivery channel, Information technology, The City Bank Limited, Bangladesh
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[bookmark: _Toc26017627]Introduction
Bank is a financial institution. Bank is an organizations that deal with money.  Bank collect customer deposit money and provide a part of money as a purpose of loan with a view to earn profit. Generally bank primary work as an intermediary and creating credit’s by leading money to a debtor. Bank are profit earning care they collect deposit for the surplus units of society at the lowest cost and provides loan &advances at higher interest.

In present time it is not possible a country development without contribution of bank. Bank play an important role to developing a country financial growth. Customer deposit money in bank and bank invest this money in various sector. There are different type of bank in Bangladesh. The bank provide services based on customer demand. As a demand for increase better services bank innovated many ideas & products. All the bank try to provide better services to their customers. Bangladesh bank is a central bank in Bangladesh. Bangladesh bank provide some guide lines how to run banking operations in a systematic way & also doing audit committee monitoring.

General banking operation is a customer oriented services it means that the operation is dealing with the customer directly.  General banking operation is all kind of task that are doing in the bank with their customer. Deposit, account opening, customer services, locker facility, clearing house, cards, all are the operations of general banking.
  Rational of study: In this report I have try to showing the general banking operations of commercial bank. Internship program is essential for all student to get acquainted with real life situation& also enrich practical knowledge. In BBA program internship hols 3 credits. In internship program I was places in city bank limited to complete internship for the period of 3 months. In this report I have used my personal working experiences over general banking operations of CBL.

[bookmark: _Toc26017628]Origin of the report:
This internship report has been prepared under the instruction of our honorable intern supervisor & Assistant Professor “Kawsar Ahmmed, PhD Associate Professor of School of Business & Economics, UIU. I have got opportunity to work city bank limited. My work place was city bank mouchak branch. I practices general banking operations in CBL.
 Objective of the report:
It is a great experience to doing internship at CBL As a customer services ambassador. I am involve in the bank to do all the general banking activities that’s why a chose this topics to prepaid   the report that what I am seeing and also doing.
I have tried my best to achieve some specific objective across the department specially customer service department of the bank to know the general banking functioning procured.
The primary objective of the report are given below:
· To gain knowledge about the general banking operations.
· Know how to bank serve their customer.
· To gather knowledge about other department how they serve their customer.
· Developing of corporate behavior.
· Undersetting the customer behaviors.
· Coordinating practical function of bank. 
  

[bookmark: _Toc26017629]Scope of the report:
This report has prepared by the dissociation with the bank officers, customer employee and also receiving information’s to the annual report of city bank limited. This report made based on city bank general banking operations. The general banking operations of all customer services activities like account opening, all type of customer services.  I have gate grate opportunity to learn about general banking of CBL.
[bookmark: _Toc26017630]Methodology:
This full internship report arranged depending understanding gathered throughout internship period. For collecting data of this report, I have collected data from various source and various division of the city bank and other banks. I have presented my data collection through various chart and graphs. For preparing a genuine & reliable report I personally have studies entirely the available corporation’s data from firm’s website, past records and another applicable thing. Most importantly I have collected data through conversation with the banks’ staff and governing bodies.

[bookmark: _Toc26017631]Sources of Data Collection:
I have connect data in two sources for preparing my report. In internship period I have collect data from my branch.it a primary source of data collection. Many information collected from secondary data.  
Sources of primary data:
· On the job training 
· Branch work observation
· Face to face communications to customer 
· Internal survey
· Working experience 
Sources of Secondary Data:
· Annual report of CBL.
· Bank websites
· Publications
· Research’s  paper  
· Books
· Articles
[bookmark: _Toc26017632]
Limitations of the report:
To preparing this report a number of problem and limitations were faced. The limitations are;
· The customer willingness is one of the limitations of this report. The most of the customer in the bank are very busy when they enter into the bank. They did not give enough time to fill up questionnaire & did not give right data information.
· Time constraints are one of limitation    issue. Short duration is not enough to exhaustive of all general banking activities.
· Some constraints have providing financial information’s.
· Authority restricted some issues because this is a only internship program. 
·   Information’s lack age is one of the limitations because the bank authority cannot provide   information’s because of their security & Business obligations.
·  In the office the officer are very much busy to do their work so they are not giving not me much more information.
· Lack of internal data collection.
· Very little secondary information.
[bookmark: _Toc26017633]
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[bookmark: _Toc26017635]Introduction:
The bank is one of the most important financial institutions. It is also called safeguard of money. It is a financial institution that flow its money or funds to serve other customer use. But it differs from other firm because the bank collects money from customer as a deposit and gives money to customer as a loan. So the bank acts as financial intermediaries between the depositors and borrowers. Bank plays an important role to save customer money.  Deposits are liabilities to the bank. Deposit must be maintained by the bank to maximize the profit”(Shelagh Heffernan 2005).

“The bank maintains financial report such as balance sheet and profit and loss account to measure their financial execution.  The Main source of bank is a client deposit. Deposits are reported on the balance sheet as a liability. These deposits are utilized by the bank for investment. This is assets for the bank. The bank capital comes from different between the total liability and total asset. On the other hand bank increasing their fund by issuing bonds and equity” (Barbara Casu 2006)

In present time bank a vital role to their own country development. Bank provide economic payment & portable resources. In today world monitory transaction because of having bank available. The economic development of one country most depend of their banking sector.  
[bookmark: _Toc26017636]Bangladesh financial system:
A financial system is a system that is set of organization institutional surplus unites fund transfer. Bangladesh consist of three financial system:
Formal sector: The formal financial sector in Bangladesh are non-bank financial institution, insurance company, capital market, brokerage house, merchant banks & Micro finance institution.
Semi-formal sector: The Semi-formal sector in Bangladesh includes specialized financial institution, house building finance, Green Bank, Jubilee Bank, Palli Sanchay Bank, Probashi Kollyan Bank, Karmashangoshtan Bank, Ansar VDP Unnayan Bank.
 Informal sector: The private intermediaries are completely unregulated.
[bookmark: _Toc26017637]History of financial banking system in Bangladesh:
Bangladesh is a developing country. As the country’s economic condition is developing& also encourage to develop its banking industry day by day. Last few years banking industry in Bangladesh spectacularly expansion. Bangladesh banking industry promote financial project for vary poor rural area that is microfinance& microcredit. Bangladesh banking industry taking international recognition banking practice like Basel III Accord. In Bangladesh the central bank name is Bangladesh bank. This bank provide principal to regulator this sector. Bangladesh bank doing this activities since country independent. The main work of this bank to control other banking or financial activities. There are 57 scheduled bank control and monitor under this bank company act 1991. It is also called government bank. Bangladesh bank issue currency, maintain foreign exchange, reserve   money or doing other activities.  Bangladesh bank Head office located in Dhaka but it has ten branch. 
A financial system provides payments of facility of services like insurance. Economy’s financial system of settlement of payment, markets, services, practices& transaction.

[bookmark: _Toc26017638]Theoretical Background: 
[bookmark: _Toc26017639]Banking: 
The word banking means all bank related activities. The all business related operations are done by the bank.it is an activity of safeguard of money of other individuals. The bank give services to their customer is call banking. Banking is systematic process.  
[bookmark: _Toc26017640]General banking:
In banking sector trust is the most important things to serve to their customer. Customer keep their savings or money to the bank based on only trust. In the general banking banker are directly communicate to their customer directly. The retail banking is also same as general banking. Customer account opening dormant account activation, statement, certificate, pay-order, many kinds of bill, cheque issue, take deposit that all activities are general banking. For having banking activities people are not carry cash money one place to another place. 
[bookmark: _Toc26017641] 


General banking services:

· Opening account: BY opening a bank account bankers can build a strong relationship with customer. It is a systematic way to record customer truncation. Individual people, organization, company can open an account. To open an account bank required different document. A customer can open individual account, joint account, partnership account, company account.
· Cash department: Cash department is one of the most major part of the general banking activities. Cash department is always monitor by the cc TV camera. It is most important department of the bank it is located in a branch so that branch manager can monitor everything for his chamber. Cash department officer has direct commination to their valuable customer. Officer are generally received and pay cash money to their customer. Some important register book are used in the cash department. 
· Deposit: In banking way deposit means to store customer money. Most of the people in Bangladesh have a bank account so that they can do their daily monetary activates.it may be personal account or corporate account. Customer use this account for the purpose of withdraw & deposit their money for regular basis.

· Locker facility: In the bank provide locker facility & bank ensure safety of customer cash, important document and jewellery. In the bank there have May size of locker facility small, medium & large. 
· Clearing house: The clearing procedure is performed by the clearing house. City bank is a clearing bank it is a member of national bank clearing system & ensue a payee revived full amount if cheque or standing order. The net value is payable or receivable in terms of order. Bangladesh bank control the clearing section of bank. There are two types of clearing: Inward clearing, outward clearing.

· Foreign trade: Remittance is the fund transfer from one country to another country. It is a systematic process to transfer money. The city bank is a legal authorized agent to deal foreign exchange business. City bank foreign remittance unite meet customer need and also secure customer money. The customer go to bank fulfil some requirement to received money .city bank payment procedure is easy and simple. They know the customer value of time. In the city bank foreign remittance is increasing day by day. To gate remittance customer need NID & signature. There are kind of remittance: Demand draft, Telegraphic transfer Pay-order, Email transfer.
[bookmark: _Toc26017642]Banking Sector in Bangladesh:
[bookmark: _Toc26017643]Bangladesh bank: In Bangladesh the central bank name is Bangladesh bank. This bank provide principal to regulator this sector. Bangladesh bank doing this activities since country independent. The main work of this bank to control other banking or financial activities. There are 57 scheduled bank control and monitor under this bank company act 1991. It is also called government bank. Bangladesh bank issue currency, maintain foreign exchange, reserve   money or doing other activities.  Bangladesh bank Head office located in Dhaka but it has ten branch. 
[bookmark: _Toc26017644]Types of bank in Bangladesh:
 There are two types of bank in Bangladesh-
[bookmark: _Toc26017645]Scheduled Bank: 
Scheduled bank are those type of bank that get license to operate under bank company act 1991. The scheduled bank are:

· Stat Owner Commercial Bank: There Are Six Stat Own Bank Are Operated By The Government Of Bangladesh. The Name of This Bank Are Sonali Bank, Rupali Bank, Janata Bank, Agrani Bank, Pubali Bank & Uttara Bank. 

· Private Commercial Bank:  There Are 40 Private Commercial Bank Operated Their Banking Activities In Bangladesh. The Majority Of Owned By Private Owner. Two Groups Are Segmented That Are Conventional Private Commercial Bank And Islamic Shariah Based Private Commercial Bank. Conventional Private Commercial Bank Perform Banking In Conventional Fashion & Islamic Shariah Based Private Bank Is Operating Based On Islamic Principal. Gives Loss & Profit Sharing. One of commercial bank is city bank limited.

  
· Foreign Commercial Bank: There Are Nine Foreign Bank Are Operated Their Banking In Bangladesh. HSBC Bank, Standard Chartered Bank, Citi Bank N A Or Others Are There. 

· Specialised Bank:  Two Specialised Bank Operated By The Government. The Objective Of This Bank Is To Develop Agricultural& Industrial Development. The Name Of This Bank Is Bangladesh Krishi Bank & Bangladesh Development Bank Limited.


[bookmark: _Toc26017646]Non-Scheduled Bank: 
Non-Scheduled Bank Established For Do Some Defiant Work Under The Bangladesh Bank. This Bank Cannot Do Work As Scheduled Bank. Only Do Some Special Work. There Are 6 Non-Scheduled Bank In Bangladesh: Green Bank, Jubilee Bank, Palli Sanchay Bank, Probashi Kollyan Bank, Karmashangoshtan Bank, Ansar VDP Unnayan Bank.
[bookmark: _Toc26017647]Present Status of the Bangladesh Banking Industry in Bangladesh: 
Bangladesh is a developing country. As the country’s economic condition is developing& also encourage to develop its banking industry day by day. Last few years banking industry in Bangladesh spectacularly expansion. Bangladesh banking industry promote financial project for vary poor rural area that is microfinance& microcredit. Bangladesh banking industry taking international recognition banking practice like Basel III Accord. According to Bangladesh bank Every Year new private bank entry in this sector & also old private bank open new branch with in 2or 3 months. So the customer are interested to open account in different bank & gate banking services.
[bookmark: _Toc26017648]Operations of commercial bank:
All commercial bank doing their activities under Bangladesh bank principal. Commercial bank doing all customer related business. It just do all banking activities. The function of commercial bank in Bangladesh is to receiving deposit & advancing loan. This bank deposit money by many account like savings account, current account, time deposit. Also leads money from customer by providing loans, advances,   bills, credit card, and many discount. The secondary functions of this bank is to provide customer agent banking activities. The commercial bank also authorized to trade in bills, coupons, drift, provides certificates and other many things that are approved by the Bangladesh bank. So the commercial bank perform variety of functions to their counties development.  
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[bookmark: _Toc26017652]History of city bank limited:
The city bank is a public limited company in Bangladesh. It is a private commercial bank operating since 1984 in 28 march the authorized capital BDT 1.75 billion under entrepreneurship & leading business in the country. Its first opening branch at B.B Avenue branch in the city of Bangladesh. It is one of bank that has centralized infrastructure. The Headquarter of city bank located in Dhaka. The chairmen name is Aziz al Kaiser, vice chairmen name Hossain Khaled. Now a day’s city bank serve its customer within the country or outside the country. City bank has 108 online banking branch, 11 SME/Agro branch, 1 SME service center, 1   Islamic banking branch in the country.  The city bank also have 324 ATMS, 30 CDMS, internet banking, SMS banking, call center. City bank archive national ICT Award 2017.  The city is also very popular in worker of foreign remittance business. Middle East, Europe, USA & other many country thousands of individual remittances come from the country by the city bank online system network 97 online branch and SME service centers. City bank contribute to increase growth in retile banking. The city bank provide very personalize & friendly customer services. City bank employee attitude, behavior when they provide service is very qualityful. In 2008 on 25th anniversary city bank launched new logo, American Express credit cards, Brokerage business, and city wallet service. The new logo look like red& white checkered box kite. City bank also launched city touch apps for online banking. City bank also launched city alo.  It is women banking division. The mission of this project to empower women.
The city limited has four division that are given support to business and operation.
· Corporate and Investment Banking
· SME Banking
· Retail Banking 
· Treasury or risk units 
[bookmark: _Toc26017653] City Bank Vision, Mission& Values:

[bookmark: _Toc26017654]Vision:
· The Financial Supermarket with a Charming Culture Provide Pleasurable Experiences 

[bookmark: _Toc26017655]Mission:
· Offer wide range of products and services that differentiate and motivate all customer segments. 
· Be the “Employer of choice” by providing an environment where people excel and leaders are created. 
· Continuously challenge processes and platforms to improve effectiveness and efficiency. 
· Promote innovation and automation with a view to guaranteeing and enhancing excellence in service.
· Make sure respect for community, good governance and compliance in everything we do. 

[bookmark: _Toc26017656]Values:
· Result Driven 
· Accountable & Transparent 
· Courageous & Respectful 
· Involved & Inspired 
· Focused on Customer Delight 
[bookmark: _Toc26017657]City Bank Organogram:
                                  
[bookmark: _Toc26017658]Board of Directors




[bookmark: _Toc26017659]City Bank management Committee
[bookmark: _Toc26017660]City Bank Product & services:
The city bank is a commercial bank it provide customer all banking services. In general banking operation bank is a dealing with their customer directly. City bank provide many kinds of product& services for their customer|: 
[bookmark: _Toc26017661]Credit Cards of city Bank:
There are many kinds of Credit card offer the city bank to their customer:
[bookmark: _Toc26017662]American Express Credit card:
City Bank American Express Credit Card was launched 2008 on their 25th anniversary. Many customer get benefit by using this card. There are different kind of American Express Credit Card provide city bank.
· American Express platinum Credit Card
· American Express Gold Credit Card
· City Alo American Express Credit Card
· American Express Green Blue Credit Card
· Agora American Express Credit Card
· The Citymaxx American Express Credit Card
This all are the American Express Credit Card of city bank. This cards are very much popular of the customer. This card are provide Travel, lifestyle, membership benefit, & also provide issuance &many Exclusive discount benefit. 
[bookmark: _Toc26017663]Visa Card:  
City bank provide visa card facility to their customer. By using visa card customer can doing their everyday transaction hassle-free and safe.
· Visa platinum card: By using visa debit card customer can withdrawal cash all over the country. Doing shopping for thousands of merchant.  
· Visa debit card: By using visa debit card customer can withdrawal cash all over the country.
[bookmark: _Toc26017664]Master Card:
City bank also offer master card to their customer
· MasterCard Platinum International debit Card: The city bank is the first dual currency mater debit card in the country.
· MasterCard Regular BDT Debit Card-local: It is also available to use in Bangladesh. 
[bookmark: _Toc26017665]Special Card: 
City bank provide a special card to their customer. It is a debit card.The city Maxx American Express is an own product of city bank limited. By using this the bank account hold can spent money. Earn 5% cash back for leading shop. City bank provide many discount in this card. 
[bookmark: _Toc26017666]Retail Banking services of city bank:
The city bank limited are doing retail banking to their customer. It is a customer oriented service. Customer can receive financial service for this retail banking. In retail banking bank deals with retail customer. Bank account, various kind of deposit, savings, are city bank retail banking. Various types of loan are also related to retail banking like home loan, auto loan, personal loan, business loan etc.  

[bookmark: _Toc26017667]Wholesale Banking services of city bank
In the city bank offer wholesale banking to their customer. Project management, long term finance, structured finance, corporate banking, and trade service that all are included in wholesale banking service of city bank limited.
[bookmark: _Toc26017668]SME Banking services of city bank:
The city bank provide SME banking service to their customer. City small SME LONE is very popular service of monitory facility who doing small size trading, Agro-based industry, manufacturing or Non-farm activities. The lone tenor is 12 to 60 months.BDT 3lac-25lac is unsecured loan&10lac- 1crore is secured loan. 










			

[bookmark: _Toc26017669]Job Responsibilities & Observations 
[bookmark: _Toc26017670]Job (service Ambassador):
 I am appointing as a full time customer services Ambassador in the city bank limited. My daily duties and responsibility of an intern period is to ensure customer services. My office is city bank mouchak branch, Dhaka. For last 3 month I have working here as a customer service ambassador. I provide customer services face to face. I provide customer basic information about the city bank product & services. I am doing daily banking activates. Every day many customer are want in bank customer service officer doing their work, I help them to do their too easy. Every day 10am to 6am I paly may job role.
[bookmark: _Toc26017671]Nature of job responsibilities:
 As a customer service ambassador, I am fully involved to giving customer service to the city bank customer.  When a customer come to bank to open a bank account, I help them to open this account. Customer balance check requirement, cheque book request, pay order or other I active this work.  Mainly my work is to ensure customer service when customer entry in the bank.
[bookmark: _Toc26017672]Core responsibilities:
 In my intern period my core responsibility are
· To ensue customer service when they enter in to the branch. 
·  I monitoring all of customer service officer working activities. 
· At the end of office time I daily report to manager of bank officer workers. 
· I also monitoring all employee if they provide service right way or not.
·  I answer phone question to the customer to provide many offer or packages information.
· My duties is to maintain files and organize document or doing photocopy.
· Doing update related work like entry to the in word and out word book.
· Counting new check book, cards etc.
· Doing customer survey about customer services. 
· To knowing customer to use city touch app.  
[bookmark: _Toc26017673] Observation:
I am very happy to working with city bank limited. I have learn grate experience of my life. The employee of the bank is very helpful, talented and co-operative. I have learn many things from there. I have earn some experience now I share here:
· Working at city bank is more fun & enjoyable. The working environment is very suitable to lead high productivity.
· The people of the bank are very interactive & co-operative.
· Al the employee of city bank is more responsible of their jib.
· All the people of city bank are very respectful of their customer.
· The branch manager directly monitor time to time of all the department and also give some direction to overcome any problem. 
· The working hour of bank is 10am but city bank employee everyday doing a little mitting at 9.45am is called SBM.
· Every employee has their personal desk.
· The city bank always monitor by CC TC camera.
· The branch has decoration under air conditioner
· Bank security system ii very well.
· They provide strong locker facility to their customer.
· The branch consist all general banking operations.
· City bank online service is very popular.
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[bookmark: _Toc26017676]
General Banking operation: 
General banking operation is a customer oriented services it means that the operation is dealing with the customer directly.  General banking operation is all kind of task that are doing in the bank with their customer. The task are:
[bookmark: _Toc26017677]Deposit: 
In banking way deposit means to store customer money. Most of the people in Bangladesh have a bank account so that they can do their daily monetary activates.it may be personal account or corporate account. Customer use this account for the purpose of withdraw & deposit their money for regular basis.
 The city provide many different types of account for the purpose to meet customer expectation. 



[bookmark: _Toc26017678]Current account:
 In the city bank current account is planned to meet customer regular banking needs. It is a systematic record of financial transaction and this transaction doing between bank and their client.  There is no restriction in withdraw money for this account. To open a current account customer should be at least 18 years and also Bangladesh citizen. City bank provide two types of current account 
1) Easy current account: There is 1% interest rate imposed on easy current account  
2) Easy plus current account: There is 1.5% interest rate imposed on easy plus current account.
[bookmark: _Toc26017679]Features of Current Account:
· Cheque-book facility: The city bank provide a cheque-book to the customer who open a current account
· Safe locker facility: Customer take opportunity to apply for safe locker facility 
· Debit card facility: city bank provide debit card facility for their customer so that they can easily withdrawal money to the ATM.
· Cash back facility: city bank Maxx card customer gate cash back on spending amount of this card. 

[bookmark: _Toc26017680]Savings account:
 Savings account is an account customer can get interest in this account. It is an interest bearing account. Individual customer can open a savings account with in a bank to fulfil their financial needs. There is a restriction in withdraw money. Customer is not withdraw money more than twice a week & also not possible to withdrawal 25% of the balance. City bank provide maximum 4% interest on half yearly on the savings account. There are many types of savings account:

[bookmark: _Toc26017681]General savings account: General savings account provide suitable fractures to help manage customer finance. This savings account is suitable for retail customer. City bank provide 3.50% interest rate on this account. The benefit of this account are many like cheque-book facility, safe locker facility, debit care facility, cash back facility etc. customer can paying utility bill through this account by using city touch.. Opening this account customer need minimum BDT 1000.   

[bookmark: _Toc26017682]Alo general savings account: Alo general savings account is designed only for women customer .it is a women banking division of city bank limited. This account provide convenient benefit to manage customer money. City bank provide 3.50% interest on this account with a minimum balance of BDT 5000. This savings account interest calculated on monthly balance basis. Women customer open this account by deposit BDT 1000. Special benefit of this account is bank provide free cheque-book when open an account and also gate cash bank on spending with city alo debit card.


[bookmark: _Toc26017683]Savings delight account: Savings delight account assist customer maximize customer savings with delightful interest rate. City bank provide interest minima 3.30% & maximum 4.50% interest on the basis of savings amount. The interest amount goes account automatically in every quarter. Decrease banking charges and also provide higher ATM money withdrawal limit. Earn cash 2% cash back by purchase with city bank card and also earn interest.

[bookmark: _Toc26017684]City manarah savings account: City manarah savings account operated bases in the principal of mudaraba. Individual customer are interested to operate their money is Islamic shariah this type of customer open this account. The opening balance of this account is BDT 5000 only. There have debit card facility. In half yearly profit is payable and also provide free statement half yearly. 

 
[bookmark: _Toc26017685]High value saving account: High value savings account is open for the purpose of customer optimize earning. It is a unique type of savings account. The interest rate of this account is 3.75% and interest is provider on daily balance. This account provide cheque-book facility, this account automatically credited interest every month. Thus account provide online banking services through city touch.
 
[bookmark: _Toc26017686]Student savings account: City bank designed student account especially for student who are going to school and college. This account purpose to help to develop student habit of savings at student life. Student account is two types like school plan and college plan. The interest rate of the school plan savings account is 4.50% and college plan savings account interest rate is 3.50%. There is no maintenance fee for this account and interest are provide daily basis.  To open this account student need birth certificate or valid student ID. This account provide free passport endorsement and online banking services.

 
[bookmark: _Toc26017687]RMG workers account: City bank provide an opportunity to open an account to the garments worker. The primary objective of this account is to bring banking service to the garments worker. The interest rate of this account is 4.50%. To open this account customer are any Bangladeshi garments worker & the age is 18 years old. The garments worker open this account with only BDT 100. There is no maintainer fee and also it is a non-checking account.

[bookmark: _Toc26017688]New born savings account: New born saving account is open by the baby’s parents for the purpose of child future savings. At the day of child birth to child 6 years parents can open this account. The interest rate of this account is 2.50% and the interest id provide monthly average balances basis. This account have an especial benefit is parents can choose instalment date. This account also offer insurance coverage.    

[bookmark: _Toc26017689]Term deposit account:
[bookmark: _Toc26017690]General DPS account: General DPS account is wonderful way to save customer financial future. The interest rate of this account is 6.5%-8.00% and the monthly instalment is BDT 500- BDT 50000.The flexible drift ranging is 6 to 120 months. There is no initial deposit of this account and customers are withdraw their deposit money after the maturity period.   
[bookmark: _Toc26017691]Insurance backed DPS account: Insurance backed DPS account is open for the purpose of financial security for the future generations and it is backed by total protection. The interest rate of this account is 7.0% and the monthly instalment is BDT 500- BDT 10,000. The tenure of this deposit is 5/10/15/20 years. This account mainly open to gate insurance coverage. Customer can gate lone facility on deposit amount.
[bookmark: _Toc26017692] Fixed deposit account: Fixed deposit account is open for the purpose of long-time investment and earn higher interest on savings. The interest rate of this account is 2.50%-10% and the deposit is minimum BDT 50000 and above. The tenure of this fixed deposit is 1 months to 3 years. Customer can gate early encashment and loan facility on this fixed deposited amount.
[bookmark: _Toc26017693]Monthly interest paying fixed deposit account: Monthly interest paying fixed deposit account is provide huge possibility to earn savings every month! The interest rate of this account is 4.75% to 9.00% and the total amount of instalment is BDT 50000-BDT above. The tenure of this account is 1/2/3/5 years. Customer can gate loan facility and early encashment of this deposit amount.


[bookmark: _Toc26017694]                       City bank account procedure: The basic things are need to open a bank account:


There are some policy for opening a new bank account. City bank required some legal document such as NID (national identification cade), passport size photo, source of income document, and customer deposit some amount to open an account. The account holder need an introducer to open this account & a nominee is also need. If the customer are student than they need student ID card or if the customer is doing business they need trade licences or if the customer is service holder than they need office if ID card. To open the account the customer need physical present. The customer sign account opening form. This all are the activities of customer to open a bank account. The customer services officer who help to open an account they received all the document and verified all the document by the branch operation manager. After verified the overall information. Customer services officer entry the customer information to city bank software. After completing this procedure the branch manager approval the account opening form. After completing all this activities customer can operate their account.     
[bookmark: _Toc26017695]Cash Department of city bank:
Cash department is one of the most major part of the general banking activities. Cash department is always monitor by the cc TV camera. It is most important department of the bank it is located in a branch so that branch manager can monitor everything for his chamber. Cash department officer has direct commination to their valuable customer. Officer are generally received and pay cash money to their customer. Some important register book are used in the cash department that’s are 
· Receiving cashier book
· Payment cashier book
· Key register 
· Remittance register 
· Cash balance book
· Value register 
The city bank transaction is fully computerized. The cash money is blood of a bank. Money is received by different way like in cash money, voucher and different kind of cheque. The tailor machine is used to count cash money. The cash received by different way:
 
· Cash receiving by bills 
· Cash receiving by pay order 
· Cash receiving by pay slip 
· Cash receiving by DD, MTDR
Cash payment is also very important part of the cash department. The city bank paid cash against cheque, DD, Debit voucher & pay order. The cash officer first verify the document (signature verify). If all thing are all wright they pay to the customer.             
[bookmark: _Toc26017696]Clearing section of city bank:
 The clearing procedure is performed by the clearing house. City bank is a clearing bank it is a member of national bank clearing system & ensue a payee revived full amount if cheque or standing order. The net value is payable or receivable in terms of order. Bangladesh bank control the clearing section of bank. There are two types of clearing:
· Inward clearing
· Outward clearing
      
[bookmark: _Toc26017697]Foreign Remittance of city bank: 
 Remittance is the fund transfer from one country to another country. It is a systematic process to transfer money. The city bank is a legal authorized agent to deal foreign exchange business. City bank foreign remittance unite meet customer need and also secure customer money. The customer go to bank fulfil some requirement to received money .city bank payment procedure is easy and simple. They know the customer value of time. In the city bank foreign remittance is increasing day by day. To gate remittance customer need NID & signature. There are kind of remittance:
· Demand draft
· Telegraphic transfer
· Pay order 
· Mail transfer 
[bookmark: _Toc26017698]Demand draft: Now a day’s demand draft is very popular for remitting money from one country to another country.
[bookmark: _Toc26017699] Telegraphic transfer: The sender bank send a message to the receiver massage by the SWIFT. After receiving massage credit the beneficiary account. Pay some amount to the payee. 
[bookmark: _Toc26017700]Pay order: Pay order is one kind of money transfer to the payer to payee with a time of area .there are different kind of pay order like cash pay order pay.
[bookmark: _Toc26017701]Mail transfer: Mail transfer is the direction of payment to one bank to another bank. The remitting bank is a paying bank. 

[bookmark: _Toc26017702]City bank cards: City bank provide many types of card to access banking services all the time .city bank have around 500 ATM over all Bangladesh. By using card customer can do many things 
· Cash withdrew
· Balance check
· Balance transfer 
· Many kind of bill payment 
· Pin change 
 There are many kind of card   are issue in the city bank customer. The cards are:
· American Express Credit card
· Visa card
· Master card
· City Maxx card
[bookmark: _Toc26017703]Account shifting: 
A city bank customer can shifting their account one bank to another bank.  For shifting the account customer submit some contain like showing the shifting reason. Provide the branch location, need signature of the customer, need permeation of manager all other many things are need for account shifting. Customer are shifting their account for the purpose of cost savings, high profit or other things.
[bookmark: _Toc26017704]Cheque-book Issue:
Cheque book is very comfortable way to transit money. By using the cheque book a customer can withdraw money. When a customer open a new an account they received a cheque book from the bank. Account holder can use this cheque book to withdraw money or transfer money to other people. The chaser of the bank verified the account holder signature and pay Mooney to customer. Customer can requisition for the new cheque book.        
  
[bookmark: _Toc26017705]City touch: City touch is a digital banking service for the city bank account holder. Now a days it is very popular to the city bank account holder. It is also called the simplest method to handle banking. City touch is very easy to use and also fee. By using this app customer can enjoy this type of services.
· Shopping: By using city touch a customer can shop from  retailer across  over all Bangladesh ( agora ,minabazer) and also  doing online shopping portals(akhoni.com) 
· Buy tickets: By using city touch a customer can buy domestic air tickets like novo air, Regent airway, US Bangla, movie ticker and so on. 
· Recharge on mobile phone: By using city touch a customer can recharge their own mobile phone and other mobile phone  number is call mobile top up
·  Fund transfer: By using city touch customer can transfer their finance easily. Customer can transfer money city bank account to other customer city bank account and local bank account. Customer can transfer up to 5 lacs whenever they want. The services is absolutely free of charge.
· Paying credit card bill: A customer can pay their credit card bill.
· Control bank account: A customer can keep their account information easily, and always know the update balance history, account statement, gate loan information Customer can active or blocked debit or credit cards by using city touch.
·   Others: By using city touch customer can do pay order, open DPS & FD account, Positive pay instruction, sand & received Email.
Now a day’s customer can enjoy city touch digital banking from 350 city ATMs

[bookmark: _Toc26017706] Finacle core: The city bank has wide area network to all over the country to serve online banking activities. Finacle is provide an online banking facility to the customer. This is the support & complete information system. By using this system employ doing the bank activities. The benefit of having finicale of the city bank is ease of operate, cost-effective, more secure, reduce of fraud. By using this software city bank are fulfil their objective and also archive their goals to reach customer expectation   
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[bookmark: _Toc26017710]Findings:
In present time city bank is a most stable bank in Bangladesh banking sector. The city bank has a huge portfolio with vast asset to meet its liabilities. CBL is most strong in national foreign business and this business are growing day to day. The management of the bank is prepared with the skilled bankers. But there are have some barrier in the bank. According to my side of view I finding some things t Customer waiting area in the bank is not satisfactory, so customer have to want by standing.
· Customer waiting area in the bank is not satisfactory, so customer have to wait by standing.
· In the bank there have not sufficient equipment for the customer service officer like the branch phone, printer is limited.
· In the bank the decoration is very well.
· Sometime the online service is very slow so the customer are not wait for long time. 
· New joiner officer or middle level  officer  are not gating efficient  training  
·   Now a days “CITY TOUCH apps are very much popular & very much useful for the customer.
· The fire potation in the branch is not sufficient.
· Women are very much interested to open city alo savings account.
· Sometime customer do not receive appropriated attrition

[bookmark: _Toc26017711]Recommendation:
City bank is a large organization and their banking activities is also huge. So to maintain all this activities is difficult to them. The city bank doing multitask & comprehensive task. So it is very tough for me, by my tiny knowledge to recommend something:
· A bank is a service oriented financial institution so its profit mainly come from its customer so the authority of the bank mainly put concern of their customer and the quality of the services.
· Sales team should be to increase their efficiency.
· Setting up some more customer services desk or information booth in the branch so that customer can collect their quickly.
· City bank should first their online banking services so that customer are not wait long time.
· In the city bank make sure the cash counting machine is developed. 
· City bank provide personalize services so make sure the proper maintenance of   file.
· Give training to me new joiner officer so that they can increase business knowledge.  
· The management team should give attention to their commination& security system
·    Make sure correct commination system& maintain their equipment.
· Maintenance of office property & make sure sitting arrangement and paying notice to their customer.

[bookmark: _Toc26017712]Conclusion:
Now a days the city bank limited is doing well and keeping a good percentage of market share banking sector in Bangladesh. The city bank established in 1983 & it is first generation bank in Bangladesh. The city bank assume international best practices in their banking activities. This bank maintain a quality in their services. The general banking operation is very popular to customer and this operation kept the city bank more profit and also generating corporate brand vale in the banking industry. The city bank services like Credit cards, ATM, SWIFT payment system are very mush popular to customer. The city gained recognition at the national & international level.so it is told that city bank provide personalize & friendly customer service at their beginning period. City bank gaining finance Asia country award I 2018.  
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