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                                  Executive Summary  

This internship report is aimed at providing a broad picture of area of general banking activities and customer service of Shahjalal Islami Bank Ltd. I have worked on general banking department of Shahjalal Islami bank Ltd. During my internship period, I get to know lots of thing related to general banking activates and also how they provide superior customer service. In this internship report, I presented all of my working experience during my three month internship period.
The report has been divided into seven chapters such introduction, profile of SJIBL, General Banking activities and customer service of, SWOT analysis of SJIBL, job responsibilities and duties, recommendation and conclusion. 
For preparing this report, I have used both primary and second data. Work experience and face to face conversation with the respective officer of the SJIBL branch was the main mode to collect primary data and for secondary data website of SJIBL and various publications are observed. 
Subject Keywords:  General banking, customer service, SWOT analysis.
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1.1 Origin of the report:

This report is required for academic purpose of BBA program of United International University. 
A student must submit this internship report to the department supervisor on assigned topic after complete the particular internship period.  This internship duration is three month.

1.2  Objective of the report:

The main objectives of this report are to know, how to Shahjalal Islami Bank Ltd do general banking activities and how to SJIBL provide their service to the all type of customer as well as to identify the customer service of Shahjalal Islami Bank Ltd.

1.3 Methodology of the report:

To preparing this report, I have used both primary data and secondary data

I used the following primary data information:
· My Working experience with SJIBL
· I asked question on SJIBL GB activities and customer service
· Direct communication with the respective office of branch
· Exposure on GB desk of the bank

I used the following secondary data information:
· SJIBL website
· SJIBL rate sheet
· Different publications regarding general banking activities 
· Statement of affairs
· SJIBL account opening form



1.4  Scope of this report:

The scope of this report is the Narayanganj branch of Shahjalal Islami Bank Ltd. The number of branches of SJIBL is 113 that operate throughout of the country.

1.5  Limitations of this report:

I have faced several obstacles to prepare this report.

· The main limitation of this study is the time constraint because of three month period is not suitable for this type of extensive report 
· Unavailability of sufficient data 
· Limited time is the main constraint to complete the research in a broader way.
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2.1 Historical Background Of Shahjalal Islami Bank Ltd:
Shahjalal Islami Bank Ltd was established as public limited company on 1st April 2001 under companies Act 1994 which is expand business based on Islamic Shariah. Shahjalal Islami Bank Ltd is named after the name of a saint Hajrat Shahjalal (R). He dedicated his life for the humanity and the peace in this world. The bank first started its banking operation on May 10, 2005. SJIBL corporate head quarter is situated at 2/B, Gulshan South Avenue, Gulshan-1. Within a very short period of time, the bank has created a significant position. Now, it has 113 branches that operate throughout the country.

2.2 Mission, vision commitments and objective :

[image: সম্পর্কিত ছবি]
 Mission:
To be the unique modern Islami Bank in Bangladesh and to make significant contribution to the national economy and enhance customers' trust & wealth, quality investment, employees' value and rapid growth in shareholders' equity.
Vision:
· To provide quality services to customers 
· To set high standards of integrity 
· To make quality investment 
· To ensure sustainable growth in business 
· To ensure maximization of shareholders wealth 
· To expand the customer’s innovative service acquiring state-of the-art technology blended with Islamic principles. 
· To ensure human resource development to meet the challenges of the time. 

 Commitment:
Shahjalal Islami Bank Ltd is committed to provide Cordial customer service.  

Objective of SJIBL:
Shahjalal Islami Bank Ltd operates its bank activities with the objectives that based on Islami sharia. SJIBL to promote, foster, develop and encourage the application of Islamic principles, law and values to transaction financial, bank, business related affairs as well as Investment Company, corporation, enterprise. Shahjalal Islami Bank concerns to operate its business which is acceptable and consistent with the islami sharia.  
The main objectives of Shahjalal Islami Bank Ltd are as follow:
· To conduct business based on Islami Sharia
· To provide superior banking service to the people
· To provide cordial customer service
· To offer financial service toward people that consistent with Islami Sharia
· To contribute toward social welfare and national economic development according to Islamic principles, law and tradition
· To provide financial assistance to poor and distressed people
· To contribute the development of culture of the country 
· To participate in environment activities

2.3 Department of the branch:
· Account opening and Customer Service Department. 
· Cash Department. 
· Accounts Department. 
· Investment Department. 
· Foreign Exchange Department. 
· Clearing Department. 


2.4 Organizational Structure:
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General banking activities and customer service of Shahjalal Islami Bank Ltd








3.1 General Banking:
General banking composes the management of deposit, cash, clearing house, bills, account opening, security instruments handling, customer services, locker facilities and other accessory services of the bank besides Advance and Foreign Trade. General banking department is the front side of the banking department which is consider as direct customer service center. GB department frequently provides the service that comes to the bank because this department is the starting point of all the banking activities. This department also knows as retail banking.  There are four section of this department that is working together to accomplish the general banking function. 
· Account opening section
· Clearing section
· Cash section
· Remittance section

3.2 Account opening section:
The main function of Shahjalal Islami Bank Ltd is together savings and provides financial support to the entrepreneurs. Account opening is the main function of GB because this is the source of bank. Opening a bank account is the contractual relationship between the customer and the bank. Deposit mobilization is the best way to build a customer relationship with bank as well as the major source of fund for the bank. A bank success and failure depend on their customer that’s why selection of their customer is the most important thing. On the other hands, Bangladesh Bank strictly declared for the entire bank to conscious when they selecting their customer. Bangladesh Bank provides rules and regulation to conduct the bank activity. Shahjalal Islami Bank Ltd has unique account opening form that must be filling up by every customer. For opening a account, the account holder is required to attested by introducer or a client of SJIBL who already maintain an account with the bank and knows the new customer as well. In order to open a account, introducer name and account number is require. This is the most important part of account opening that’s why without proper introducer Shahjalal Islami Bank Ltd does not open a account for their customer. Besides, the customer writes and specifies the account name, the nominee name, the initial deposit and the other legal information. After that, the customer is require to fill out all the information in the formfor instance, give all signatures where required, nominee signature is also require in the form , national id card number, birth of date, birth of place, occupation, relationship with the nominee, present address, permanent address, business address, contact number, etc. One of the important sections of general banking is account opening section that performs various tasks such as:
· Different type account opening 
· Chequebooks issue
· Account transfer and close
· Enquiry of account
· ATM card issue 
· Check the signature of the customer

3.2.1 Account service:
The following are account service of Shahjalal Islami Bank Ltd:
· Al Wadiah Current Deposits (ACD)
· Mudaraba Saving Deposits (MSD)
· Mudaraba Term Deposits (MTD)
· Mudaraba Short Notice Deposits(MSND)
These accounts based on the Nature of customer that given below:
· Individual Account
· Joint individual Account
· Sole trader/ proprietorship Account
· Partnership Account
· Company Account 

· Al Wadiah Current Deposits (ACD):
Al Wadiah Current Deposits (ACD) is a account that opened by business people such as Individuals, sole proprietorship firm, partnership firm, limited companies, private, exporter, importer mill and factory for their convenience. Current accounts are most suitable for all types of organizations because there is no restriction of any number of transactions during a working day from current deposits account. ACD open with the minimum balance of 5,000/, this minimum balance also required to maintain by the ACD account holder. SJIBL receive deposit in its Al Wadiah Current Deposits (ACD) and this deposit funds will be payable on their client demand. SJIBL also guarantee repayment of such deposit funds in full and less the bank charges. The account holder don’t take any kind of risk from the funds of ACD account, they also don’t take any profit from it. The account holder is provided with chequebook.
General documents requires for opening a current account:
 Current Accounts: for an Individual customer
· Two recent passport size photographs of the account holder   attested by Introducer
· One recent passport size photographs of nomine   attested by the account holder
· Copy National ID card for both the account holder and nomine
· Introducer’s A/C Name & A/C No.
· Transaction profile
· Copy of passport, if available
· TNT certificate, if applicable 
· Opening Deposit of Tk. 5000.00 (Min)
Current Accounts: for Proprietorship
· Two recent passport size photographs of the account holder   attested by Introducer
· Copy of National ID card
· Introducer’s A/C Name & A/C No.
· Transaction profile
· Copy of passport, if available
· TNT certificate
· Copy of trade licence  
· Opening Deposit of Tk. 5000.00 (Min)


 Current Accounts: for Partnership

·  Two recent passport size photographs of the account holder   attested by Introducer
· Copy of National ID card for each partner
· Introducer’s A/C Name & A/C No.
· Copy of partnership deed
· Transaction profile
· Resolution 
· Copy of passport, if available
· TNT certificate
· Opening Deposit of Tk. 5000.00 (Min)
  Current Accounts: for public and private Limited Company
· Two recent passport size photographs of the account holder  attested by Introducer
· Copy of National ID card Introducer’s A/C Name & A/C No.
· Copy of Trade License
· Certificate copy of Memorandum of Association(MOA)
· Certificate copy of Articles of Association(AOA)
· Certificate copy of Incorporation
· Certificate of Commencement in case of the Public Limited Company
·  Resolution
· Transaction profile
· Opening Deposit Tk. 5000.00 (Min)


· Mudaraba Saving Deposits (MSD):
Mudaraba Saving Deposits (MSD) is open by the lower and upper class people who want to save their certain portion income and earn that help to meet their future needs. Mudaraba Saving Deposits (MSD) must open with the minimum balance of 1,000/, this minimum balance also required maintaining by the MSD account holder for sharing profit. Profit rate of Mudaraba Saving Deposits (MSD) is fixed at the rate by head office from time to time under mudaraba principle. One account should be opened by one person for the same purpose. There is restriction on frequently withdrawal. Before issuing the chequekbook the officer justify the account holder information and address by sending thanks letter and introducer.
General documents requires for opening a saving account:
· Two recent passport size photographs of the account holder  attested by Introducer
· one recent passport size photographs of nominee attested by the account holder
· Nationality Certificate for both the account holder and nomine
· Introducer’s A/C Name & A/C No.
· Transaction profile
· Copy of passport, if available
· Opening Deposit of Tk. 1000.00 (Min)

· Mudaraba Term Deposits (MTD):
Shahjalal Islami Bank Ltd is receive Mudaraba Term Deposits (MTD) from the client  which is a fixed deposit opened for a fixed period of time varying from 90 days, 180 days, and 360 days or above. MTD is payable at a fixed date of maturity. Profit rate of MTD is fixed at the rate by head office from time to time on period of maturity. Profit on Mudaraba Term Deposits (MTD) is payable at maturity period. If a customer withdrawal deposit funds before the maturity period of MTD than customer will not get any kind of profit of this MTD. On the other hand, if a customer does not withdrawal money after that maturity period than MTD will be auto renewal for the next day with the imposed profit rate.

· Mudaraba Short Notice Deposits(MSND):
Mudaraba Short Notice Deposits (MSND) is a deposit account of SJIBL which open by customer for short period. The customers can withdrawal that deposit money after giving short notice. This short must not be less than 7 days. The period of MSND and profit on MSND are advised by head office from time to time. The Mudaraba Short Notice Deposits account opening process is similar to current deposit account. MSND interst rate is less than saving account.


3.2.2Deposit Scheme:
The Shahjalal Islami Bank Ltd comprises some different type of Deposit Scheme. These deposit scheme has significant profitable for both customer and bank. Deposit scheme maintain by Islami Sharia. The followings are SJIBL deposit scheme:
· Mudaraba Double Money
· Mudaraba Montgly Deposit
· Mudaraba Milionaire
· Mudaraba Haji Deposit
· Mudaraba Cash Waqf Deposit
· SJIBL School Banking
· Mudaraba Money Spinning

3.2.3 Investment  Scheme:
Shahjalal Islami Bank has different type of investment scheme. these are the Islamic mode of investment.  Such as:
· Small enterprise investment scheme
· Medium enterprise invest scheme
· Small business investment scheme
· Housing investment scheme
· Household investment scheme 
· CNG conversion investment scheme
· Investment scheme for car
· Investment scheme for doctors
· Investment scheme for executives
· Investment scheme for overseas employment
· Investment scheme for marriage
· Investment scheme for education



3.2.4 Customer services of SJIBL:
Since the commencement of the banking operation, Shahjalal Islami Bank Limited provides the full range of banking services for personal and corporate customers involving all segments of society within the rules and regulations of central bank and other regulatory authority. Shahjalal Islami Bank Ltd offer customer service to satisfy their customer based on latest technology of modern banking.

The followings are the service of  SJIBL:
· Online banking service
· Automated  accounting
· Signature verification
· ATM service
· Credit service
· POS  service
· SJIBL visa card
· SMS push pull service
· SWFT
· Reuters
· Transaction profile update 
· Change customer phone number
· Restart the customer dormant account 
· Nominee change
· Personal management information system
· Give customer bank statement
· Provide customer information




On line banking service:
Shahjalal Islami Bank Ltd offers better services to the superior customers based on the latest technology and electronic media competing with other commercial banks to set and establish full automated, on-line service, centralize banking systems.
ATM service
Shahjalal Islami Bank Ltd provides ATM service to their valuable customer. The customer of SJIBL can access to the ATM of SJIBL situated at different locations of Dhaka city. SJIBL customer gets 24 hours Automate Teller Machine service and cash withdrawal facility. 
 Credit card
SJIBL offers best possible customer services to its clients; the bank recently lunch Master Credit Card shortly.
SJIBL visa card:
SJIBL visa card take into account as a new dimension of product resulting from technological development in the banking arena. 
SMS / push pull service:
SMS/ push pull service provided by the SJIBL through mobile phone. SJIBL SMS/ push pull service enable their customer to check account balance, bank service charge and cash transaction amount.   
SWIFT:
SJIBL is the member of Society for Worldwide Inter-Bank Financial Telecommunication (SWIFT). SWIFT is a bank owned co-operative serving the financial community worldwide which provides a fast and accurate communication network for financial transactions such as letters of credit, fund transfer etc.

3. 3 Cash section:
Cash is the life of all financial activities. Cash department is an important department for SJIBL and its called blood of a bank. This cash department is the main source of all SJIBL banking activities and accountable for cash collection and cash disbursement from and to the customer respectively that why bank handle this section with extra care. On the other hand SJIBL cash department, everyday maintain a certain amount of cash according to the rules and regulations of Bangladesh Bank.
There are two type functions that perform by the bank cash department. These are
· Cash receive 
· Cash payment

3.3.1 Cash receive:
Cash is received against the following ways:
· Current savings account pay in slip
· Credit voucher
· Different type of scheme
· Collection of share

Procedures of cash receive:
· Credit voucher in by the customer. 
· The bank officer at cash section receives the credit voucher along with cash from customer.
· After receiving credit voucher, the officer check the credit voucher to assure the credit voucher filled correctly or not.
· The officer will check the account number and account name on the system account number and name.
· Then the officer will check the amount on voucher and count the cash to assure the amount of cash provided by the customer match or not.
· After receiving the cash, the officer of cash department makes the entry of transaction on system. 
· At the end of the day bank closing hour, the officer will entry the total amount in the cash receiving book 


3.3.2 Cash payment:
 Cash is paid against the following ways:
· Cheques
· Cash debit voucher
· Pay-in-slip
· Pay Order
· Demand order
· Bank’s expense also paid by the officer  to outsider through cash debit voucher

Procedures for Cash payment: 
· The officer receive the instrument provide by customer.
· Instrument check by the office to assure that account number, name and figure   are filled up correctly or not.
· The officer will match the account number, name and signature on the system.
· The payment will be made, when the sufficient amount is available in account to be disbursement.
· The bank officer makes the entry on the system and disburses the cash to the cheque caring by customer.
· The officer will keep the paid instrument.
· This cash section also made payment against various debit vouchers for various miscellaneous expenses.

Cash section maintains the following register:
· Cash receive register
· Cash payment register
· Cash balance register 
· Rough cash balance register
· Vault register 
· Key register 
· Cash position memo
· Cash remittance register

3.4 Clearing section:
There is department in every bank for clearing section. SJIBL Clearing department refer to mutual settlement of claims made in customer banks at agreed time and place in respect of instruments draw on each other.
There are two types off clearing. Such as:
· Inward clearing
· Outward clearing
There are two type returns. These are:
· Inward return
· Outward return

3.4.1 Inward clearing:
Inward clearing mention the instruments drawn on Shahajalal Islami Bank Ltd branch within the clearing house area showing by other banks.


3.4.2 Outward clearing:
Outward clearing mention the instruments drawn on other bank branch within clearing section area received by Shahjalal Islami Bank Ltd Branch.

3.5 Remittance section:
Remittance section is the best way to transfer of cash from one place to another place. This department of SJIBL reduces the individual difficulties and problem to transfer of physical cash one place to another place outside and within side of the country. According to the transfer of funds remittance are divide into two categories. These are:
· Local remittance
· Foreign remittance
3.5.1 Local remittance:
Local remittance refers to transfer of funds one place to another place for the customer among the country. SJIBL provides the following services 
· Pay Order
· Demand Draft
· Telegraphic Transfer
Pay order:
Pay order mention a document of money. Pay order gives the payee the fundamental right to demand payment from issuing bank. Recruitment for issuing P.O. is that pay order issuer must have an account in SJIBL branch. SJIBL charges commission and vat for issuing a pay order.
Demand Draft:
Demand draft is an unconditional order issued by one branch of a bank to it’s another branch or to another bank to pay a specific sum of money to the payee on demand.

Telegraphic transfer:
Telegraphic transfer is the faster service compare to the demand draft and pay order. T.T. is the transfer of fund to another place by telegraphic message. Requirement for issuing T.T. is that the payees must have an account with paying bank. SJIBL use the telephone for local remittance when transfer fund is urgent for valuable customer. Shahjalal Islami bank Ltd provides this type of service for reliable and valuable customer who has long term relationship with the bank.
3.5.2 Foreign remittance: 
Foreign remittance refers to transfer of funds one place to another place for the customer outside of the country.
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4. SWOT Analysis of SJIBL:
Every organization consist of some internal strengths, weaknesses and also some external opportunities and threats. SWOT analysis plays a important role to identify the organization internal strengths, weaknesses and external opportunities and threats. The followings are strengths, weaknesses, opportunities and threats of Shahjalal Islami Bank Limited.

[image: SWOT এর ছবির ফলাফল]

Strengths:
· SJIBL reputed as an islami bank
· On line banking service
· SJIBL capable to provide excellent and consistent customer service
· SJIBL maintain strong corporate culture
· SJIBL financially stable company
· SJIBL has skilled management team 
· Well IT service
Weaknesses:
· Less profit rate of fixed deposit
· Lack of skilled and well trained human resource in some branch
· Lack of aggressive advertising.
· Employees are not motivated to customer service in some branch
· Limited number of ATM booth
· Obstacle from Bangladesh bank
· SJIBL credit facility procedure is to long compare to other banks.

Opportunities:
· SJBIL capable to capture people who want to lead their life in terms of Islamic rule
· SJIBL has potential market for small medium enterprise
· SJIBL can promote more innovative product and modern customer service
· online banking open more scope for SJIBL

Threats: 
· SJIBL competitors are increasing day by day
· Local competitor can copy the new offering product.
· Frequently foreign exchange rate fluctuation and tk devaluation is causing threats for SIBL
·  The worldwide trend of mergers and acquisition in financial institutions is causing problems for SJIBL
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5. Job duties and responsibilities: 
In the period of my three months internship program, I worked as an intern in Shahjalal Islami Bank Limited, Narayanganj branch. My duties and responsibilities were in General banking department from where I have gathered my practical knowledge about Islamic banking procedure and try to learn general banking activities. My internship duration is from June 1, 2018 to August 31, 2018. Throughout the entire internship, I worked with three officer of general banking department, Mahmudur Rahman Chowdhury, Golam Bariul Mojib Nobel and Md Russel Mia who manages the front desk of GB. All of my work experience is the result of working under the supervision of General Banking division officers. They were very kind, friendly and supportive. There were several responsibilities carried out by me general banking division of Shahjalal Islami Bank Limited, Narayanganj branch. In the period of my internship, every day I used to start my job at 10:00am and it ended at 05:00pm. Within this time, I was performing different types of task.
My job duties and responsibilities are given below. 
· Account opening activities
· Different types of scheme opening activities
· Fill up customer forms 
· I asked customer their information to fill up the account opening forms
· Verifying the National ID card
· Photocopier Seal posted on NID card, passport, TNT and others document photocopy
· Branch seal poted on forms
· Provides account opening related information to customers
· Fill up voucher 
· Preparing thanks letter and posting in outward register
· Print the daily account statement then I put it in daily account list file
· Chequebook posting in MSD and ACD register
· Giving chequebook
· Debit card posting in debit card register

· Giving debit card
· Entry debit card pin in register
· After posting pin in register, I write down  customer phone number in pin register from the system 
· I made phone call all customers and informing them, their ATM card is ready to collect
· Scanning sing card
·  Preparing outward documents
· Receive seal up inward documents based on receiving date
· Inward documents posting in inward register
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6. Recommendation:

I have observed some operational activities of Shahjalal Islami Bank Limited On the basis of my observation; I would like to suggest the following recommendation for the bank
· The branch where I worked, lack of customer service officer so a handsome number of qualified officer should be appointed very soon to provide superior customer service.
· Customer service of GB department should be more developed.
· The officers are given deposit target which creates extra burden to the officers so that they con not provide freely service to the superior customers. 
· Most of the customer of SJIBL faces technological problems likes system down of the bank. So SJIBL IT department should take this problem seriously.
· Some Customer dissatisfied about SMS service. Their compliant, they do not get message for transaction in their account. So they should improve SMS service and facility to the customer.
· Major portion of customer dissatisfied about SJIBL ATM service. SJIBL need to improve ATM service and facility to satisfy their customer.
·  Very few customers dissatisfied for the branch employee’s behavior so few employees’ behavior should modified to maintain positive attitude toward the bank.
· The branch should have more cleanly.
· The branch needs more sitting arrangement for their customers.
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7. Conclusion

[bookmark: _GoBack]Shahjalal Islami Bank limited is a leading Private Islami bank in Bangladesh which starts its business from 2001 under company act 1994.The Bank is committed to run its activities as per Islamic Shariah. SJIBL is a unique combination of Shariah & Islamic banking with better customer bases that are trustworthy, faithful, and creditable towards the bank. Day by day Shahjalal Islami Bank Limited becomes more popular to the people who want to lead their life in terms of Islamic rule and bank doing excellent job in terms of Islamic banking system. As Islamic banking becoming more popular to the people of Bangladesh, many multinational bank like HSBC, and Standard chartered bank now open Islamic banking section in their bank. On the other hands, many conventional banks in Bangladesh have already open Islamic banking section, because Islamic banking system becomes new marketing strategy for banks to attract new customer and people who want to lead their life in term of Islamic view. Among non-government commercial banks, Shahjalal Islami Bank Ltd is playing a leading role in economic development and eradicate unemployment problem of the country along with maintaining standard level of services. SJIBL contributes to the economy of Bangladesh along with high level of corporate social responsibility. It is a way to move forward in faster than other banks in the country.
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