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Executive Summary

My internship report is based on Credit management of private commercial bank in case of Dhaka Bank Limited – Karwan bazar branch as required by the Supervisor Mohammad Amzad Hossain, Assistant Professor of AIS, School of business and Economics at United International University (UIU). The objective of the study to analyze the credit system of private commercial bank in case of Dhaka Bank Limited, Karwan Bazar Branch. This research is based on both primary and secondary data.
This report is divided into five chapter. The first chapter of this study is explained to the introduction, History, Mission & Vision of the Dhaka Bank, values of this bank, some strategies objective, service and product, operational network organogram, and some department they are HR, Finance and account Division, Credit division, Audit and Risk Management division, Operation Division, Computer and information technology division, trade operation division, and personal banking division. The study of second chapter is explained about my job responsibilities and observation, And finally some of my recommendation. The study of third chapter is explained about report objective, types of data, sources of data, data collection methods, instruments and tools analysis, questionnaire design, limitation, principle of credit, different type of credit facilities, retail loan and personal loan, The study of the fourth chapter is explained about SWOT analysis, financial performance, credit related financial data analysis.  findings of the study, employee job satisfaction finding etc. And finally, the fifth chapter is about my recommendation and conclusion. 
The main finding of this study is as follow:  Dhaka Bank Limited credit deposit ratio is increasing from previous year to year. In this scenario we can say Dhaka Bank can invest properly and utilize more fund to earn maximum profit. Dhaka Bank limited has also good credit history. Their loan size is increasing year by year. Any bank success depends on credit department performance. They should take necessary rule for decrease bad loans amount. I have also found out another important issue. It is advertising. They are not attentive to do more advertising. Because today a significant number of people follow social media, newspaper, tv. 
Some Recommendation of the study are they should be more attention to give advertising process. This bank giving a lot of facility to the customer, but they are totally unknown from this. I have another important recommendation is they should maintain quick loan sanctioning process. And, they should maintain easy written lending guidelines.
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[bookmark: _Toc111541434]1.1 Introduction:

Any bank success depends on her credit department because it is one of the most interests earning source. So I am very happy to do work about credit management of private commercial bank – A case study on Dhaka Bank Limited, Karwan Bazar Branch.
There are a lot of private sector commercial bank in Bangladesh, among them Dhaka Bank is one of the leading private commercial bank in Bangladesh. Dhaka bank limited is offering personal service, foreign exchange service, international trade, lease finance service, capital market service, corporate service etc. Today Dhaka bank is very popular to people by new innovative product and service. Dhaka bank offers good banking and credit service for corporate customer and for personal by the update technology and a staff and a team of top motivated officer. Dhaka bank limited has online banking service, ATM service, credit card etc. 
In the competitive market, service-based companies play an important role in shaping the economic structure of the global economy. Specially deposit institution like as commercial banks are most service orient business that work with client to give service their needs at the highest level. Nowadays companies try to build a sustainable and profitable relationship with employees to achieve specific goals.

[bookmark: _Toc111541435]1.2 History:

The nation is then half past its age; A passion for history and tradition and an obsession for speed has exerted a powerful force for change in the business world. In the shadow of the banking reforms of the 1990s, many emerging hopes have grown as a new generation of choice. Dhaka Bank is a dream that permeates modern banking possibilities with a deep connection to its community and culture.
Inspired by a futuristic leader, many visionary entrepreneurial friends embarked on this great corporate journey that resonated with the pace of technology in the inner soul of Bangladesh. Dhaka Bank was incorporated as a public limited company on April 6, 1995, under the Companies Act, 1994. Dhaka Bank started their operations on July 5, 1995. It is a one of the leading private limited commercial banks in Bangladesh.
Its headquarters is in Dhaka. Now the bank has 100 branches and 3 SME Service Centers across the country. Dhaka Bank was founded by Bangladeshi politician Mirza Abbas. The founder chairman of the board of directors of this bank is Abdul Hai Sarkar.
Dhaka Bank has truly cherished and focused on the heritage and history of Dhaka and Bangladesh since its groundbreaking years from the Mughal outpost to the modern metropolis.
Now dhaka bank limited has total 105 brunch, fourteen subbranch, three SME, sixty-eight ATM, twenty Adm, one customer service center.
They expect 19 to rise from the heart of Bangladesh as a stronger force in the market they serve. They are committed to their goals to create superior shareholder value in their quest for excellence as they grow and mature into a banking veteran.
[bookmark: _Toc111541436] 1.3 Mission & Vision

[bookmark: _Toc111541437]Mission
To be the premier financial institution in the country providing high quality products and services backed by latest technology and a team of highly motivated personnel to deliver Excellence in Banking.
[bookmark: _Toc111541438]Vision
At Dhaka Bank, we draw our inspiration from the distant stars. Our vision is to assure a standard that makes every banking transaction a pleasurable experience. Our endeavor is to offer you supreme service through accuracy, reliability, timely delivery, cutting edge technology and tailored solution for business needs, global reach in trade and commerce and high yield on your investments.
Our people, products and processes are aligned to meet the demand of our discerning customers. Our goal is to achieve a distinct foresight. Our prime objective is to deliver a quality that demonstrates a true reflection of our vision- Excellence in Banking.
[bookmark: _Toc111541439] 1.4 Values of Dhaka Bank Limited

there are a lot of values in Dhaka bank limited, and this is why today this bank is highly populated to the people. Some values are:
· Good environment
· Integrity and Honesty
· Quality
· Accountability
· High morale
· Individual respect
· Teamwork
· Citizenship responsible
[bookmark: _Toc111541440]1.5 Strategic Objective

*  Their strategic objective is operating high quality business. 
*  They are always serious to give effective, efficient, and innovative product to the customer. 
* The bank is committed to their community as a corporate citizen and contributing towards the progress of the nation as our corporate social responsibility.
*  The bank think that the employees are key to the success. The bank give promoting their wellbeing by good salary,  training,  and by best career planning.
* The bank is serious about environment and climate change.




[bookmark: _Toc111541441]1.6 Departments 

[bookmark: _Toc111541442]1. Human Resources Division 
This department supply talent employee to all branches.  We know motivated employees are very need for client, shareholder, customer, and probable market.
[bookmark: _Toc111541443]2. Finance and Accounts Division 
Finance and Account department is liable for keeping every transaction. FCD manager is supervised for this department. He is ensuring that all transaction is carried out with safely.
[bookmark: _Toc111541444]3. Credit Division 
Credit division is very important department for any bank. This department main job is monitoring the lending activities. Credit policy committee is creating by managing director (MD), general manager (GM), assistant general officer. they are liable for credit activity. They call meeting every week.
[bookmark: _Toc111541445]4. Audit and Risk Management Division 
This department are work for find out probable risk which Dhaka bank can face in future. They take necessary activities to handle this probable risk. This department is very important for any organization. 
[bookmark: _Toc111541446]5. Operation Division
It is another most important department. This department is work for ensuring that all operation and function are working smoothly in all branches.
[bookmark: _Toc111541447]6. Computer and Information Technology Division
Computer and information division work for giving technological equipment to other departments. It is needed for bank online service. They also provide IT support to other branches. So this department is very important for any bank.
[bookmark: _Toc111541448]7. Trade Operation Division 
This division is also known as central processing center. Dhaka banks trade service are done by CPC trade operation. And it is situated in dhaka and Chittagong.
[bookmark: _Toc111541449] 8. Personal Banking Division 
Personal banking division work for personal loan, education loan, car loans, tax loaned.

[bookmark: _Toc111541450] 1.7 Service and Product of DBL

	Product
	Service

	Liability Products
	Asset Products
	

	Deposit pension Scheme
	Home Loan
	Internet Banking

	Gift Cheque
	Car Loan
	SMS Banking

	Deposit Double Scheme
	Personal Loan
	ATM Card

	Special Deposit Scheme
	Vacation Loan
	VISA Credit Card

	Saving Bundle Product
	Any purchase loan
	Utility Bill

	
	
	Locker



[bookmark: _Toc111541451] 1.8 Operational Network Organogram:

There are organization Hierarchy of Dhaka Bank Limited
	Managing Director (MD)

	Deputy Managing Director (DMD)

	Senior Executive Vice President (SEVP)

	Executive Vice President (EVP)

	Senior Vice President (SVP)

	Vice President (VP)

	Senior Asst. Vice President (SAVP)

	First Assistant Vice President (FAVP)

	Assistant Vice President (AVP)

	Senior Principal Officer (SPO)

	Principle Officer (PO)

	Senior Officer (SO)

	Management Trainee Officer (MTO)

	Junior Officer 

	Asst. Officer / Cash officer

	Trainee Asst. Officer / Trainee Asst. Cash Officer 

	Telephone Operator

	Trainee Telephone Operator
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I have joined internship program from 15th march to 15th June at Karwan bazar branch of Dhaka bank. In this journey I got a lot of opportunity to work with general banking department, with credit department, and with cash department.
[bookmark: _Toc111541454]2.1 My Job Responsibilities at Another division
Maximum time in my internship period I have spent at credit division. So, I am highly interest to do work with credit management of DBL. First month I was joined in credit department. 2nd two month under supervision of md kaiser Rashid, senior principal officer of karwan bazar branch, and this time I have done some activities. They are:
· Typing, printing, photocopy of credit related documents.
· Finding any type of error of loans from.
· Typing different type of information and data entries in the computer.
· Helping to the clients to understand loan from.
· Helping supervisor about balance of debit & credit
I have spent some days with general banking (GB) department under MS Salma Joader, Principal officer. Those days I have some activities.
· Signature taking from S. K. Bilkis Akhter Monmon SAVP, and from other senior officer for DPS, FDR, pay order, Account opening etc.
· Cheque book authorized from S.K. Bilkis Akhter Monmon (SAVP)
· Photocopying by request from senior officer.
· Voucher error checking
· Account opening
· Finding out old forms of current account, saving account, FDR, DPS.
I have also work at clearing desk, under Ms. Farzana Halim (Principle Officer). This department I have some activities. For example, counting voucher, putting seal on cheque, communication with customer for cheque return issue. 
I have also work at cash department. Some activities are counting voucher, documents photocopy etc.

[bookmark: _Toc111541455]2.2 Observation & Recommendation

I have worked 03 month at Karwan bazar branch of Dhaka Bank. From this little time, I have learn many things from them. Now I am Describing From my little experience I have some recommendations. 
· Environment is very good, and employees are so positive.
· From banking rules, work hour is 10.00 am to 6.00 pm but they don’t leave office before 7.00 to 8.00 pm.
· They are very active and attentive to their work.
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Description of The Project
[bookmark: _Toc111541458]3.1 Report Objective
[bookmark: _Toc111541459]General Objective: 
· To know about credit management system of private commercial bank in case of Dhaka bank limited.
[bookmark: _Toc111541460]Specific Objective:
· Collect information about credit management system or lending process of Dhaka bank limited.
· To knowing about different types of loan interest rate.
· To gather knowledge the term and rules and regulation of credit department of Dhaka bank limited.
· To know working and observation system of credit department of Dhaka bank limited.
· And finally, to create a valuable comment for making successful credit operation of the Dhaka bank limited.
[bookmark: _Toc111541461]3.2 Types of Data
 Data may come from a population or from a sample. Most data are following this category: quantitative and qualitative data. Quantitative data means to any kind of information that can be counted, and it gives a numerical value. Qualitative data is a descriptive process, it can be explained by language rather than numerical values.  In this study mainly qualitative data has been used for collecting information and opinion of the employees. 

[bookmark: _Toc111541462]3.3 Sources of data 
The information incorporated in this report is collected from both the primary sources and as well as from the secondary sources.
[bookmark: _Toc111541463] Primary Data Sources 
·  Face to face conversation with the employees 
· Direct observation 
·  Questionnaire 
· Collection of relevant information from various departments 
· I have taken information by informal discussion with clients and employees.
· I have taken information by following credit department.
· And by interview and group discussion
[bookmark: _Toc111541464] Secondary Data Sources 
·  Working Papers 
·  Official Files 
·  Website of DBL 
·  Relevant books, Journals and Newspapers 
· Relevant websites 
[bookmark: _Toc111541465]3.4: Methods of Data collection
 For data collection Interview method has been used. This interview was qualitative research type. Interviews have been taken with the officers of Karwan Bazar Branch of DBL through questionnaire. 
When conducting research about a group of people, it’s rarely possible to collect data from every person in that group. Instead, we select a sample. The sample is the group of individuals who will participate in the research. There are mainly two types of sampling method. They are probability sampling and non-probability sampling. Convenience sampling method has been performed for selecting sample in this study. All officers of Karwan Bazar Branch of Dhaka Bank Ltd were the target population of the study. 
Lastly, we know that sample size is a very important part for any research. Sample size identifies the act of choosing the number of respondents or observations that include in statistical sample. some employees of DBL have been taken as a sample size. 
[bookmark: _Toc111541466] 3.5: Instruments and Tools of Analysis 
The Questionnaire was used to collect data from the employees. Those data analysis is make by descriptive statistics method. There is various figure, table, chart is created by MS excel. 
Tables, chart are used by: 
· MS Word.
· MS Excel.
[bookmark: _Toc111541467]3.6 Questionnaire Design
There are 8 questions to customer for collecting information about Dhaka Bank credit department.
And also, there are 15 questions to employee to find out employee job satisfaction.
[bookmark: _Toc111541468]3.7 Limitation
There are some limitations to prepare this report although I have given utmost effort. They are:
· Limitation of data sources 
· Update information was not available.
· There was not enough of relevant books and journals. 
· Employee was so busy, although they provide a lot of information.
·  Sample size may not be enough.
· The survey may be subjected to bias and prejudices of the respondents. Hence 100% accuracy can’t be assured.
· I have given only 03-month time, so time limitation was there.
[bookmark: _Toc111541469]3.8 Credit Management of DBL
Credit department is a contractual agreement, where borrower receives money by contract to repay in the future. Credit department main objective is earning money by money lending.

The success of credit department has a big impact on the overall profit of a bank. The failure of this department leads the bank to huge losses. Like any other bank, the credit department of Dhaka Bank want to do its job correctly.
. Loan, advance, credit are the most important assets of a financial institutions and important source of earnings. There are different types of risk in a bank. Among them credit risk is the most important source of risk in bank management. A credit manager needs to follow some procedure before granting credit to a borrower.


[bookmark: _Toc111541470]3.9 Principle of Credit:

A good credit manager needs to follow some criteria before selecting a customer. There are general rules for lending credit.
 Most important criteria for selecting a customer is 6c
·  Character: It is one of the important criteria of a customer. It focus to the customer willingness to pay the bills and due to the lender.
·  ii. Capacity: capacity reflects the capability to manage the business and repay the loans in due time. A lender examines that a customer’s capacity to generate enough cash to meet the obligations.
·  iii. Capital: Any customer needs enough money to run his business. The client must have some personal amount to run the business. 
· iv. Conditions: A lender monitor the stability of the business that a client run. Only A stable business can always make revenue and he capable to pay the loan.
·  v. Collateral: it is another good feature in selecting of a good borrower. Collateral is any kind of asset that this used for the security of the loan. So, collateral plays an important role in granting loan. 
· vi. Cash flow: A businessperson or a client needs to generate enough cash flow to pay the loan installments. So, cash flow is another feature of a good borrower. 
Others features of lending loans are:
· Safety 
· Security 
· Purpose of the loans 
· Diversity
· Profitability
· Liquidity 
· Duration of the loan 
· Repayment system


[bookmark: _Toc111541471]3.10 Overall credit policy of Dhaka Bank Limited:

For every commercial bank lending is the most important function. Generally, credit policy main objective is making profit by loan assets to ensure interest earning.  some credit policy is,
· Earn profit by lending.
[bookmark: _Toc111541472]3.11 Different type of Credit Facilities
Dhaka bank limited offered different type of credit facilities. Those facility are explaining below. 
[bookmark: _Toc111541473]Overdraft:
These facilities indicate that when the customer can do overdrawing money from the bank account. In this case account holder can do withdraw more money from her account than deposit amount. They can withdraw money to the fixed limit.
[bookmark: _Toc111541474]Bill Discounting 

It is a short-term finance for a trader. In this case they can sell unpaid invoice for a future date.
There are some stages of bill discounting:
1) This case buyer and seller make a contract for sell service.
2) Up to the buyer goods sold, the seller increases the invoice.
3) Next stage is buyer receive the invoice raised.
4) Then seller going to the partner bank for bill discounting.
[bookmark: _Toc111541475]Term loan: 
Generally, term loan is given to the borrower for receiving as a long-term asset.  When repayment is pre-determined then some banks give money. Generally, this credit approves for repayment within 01 year.
[bookmark: _Toc111541476]Short Term Loan:
Short Term Loans are typically up to one year as STL. Such loans may have a fixed re payment routine. But STL want with re payment schedule is preferred. Let's say, short-term agricultural loans and microcredits are listed by Bangladesh Bank's Agricultural Credit Department in it is a  yearly  Loan Program.
In this case, agricultural sector loan time is not more than one year. Short term loan range is not more than twenty-five thousand tk. And this amount will be payable between one year.
[bookmark: _Toc111541477]Lease Financing:

In this case owner gives her assets to another person and it is the most important source for medium- and long-term assets. Whose are owner is known by lessor and whose are user is known by lessee.
In this case the bank retains ownership of the property, and the borrower owns it and uses it to pay rent as per the agreement. In this case no down payment is required and generally no option to purchase is allowed.
[bookmark: _Toc111541478]Letter Of Credit:

It is a pre import finance which is a commitment by the client to make an agreed payment to the beneficiary of the L/C after fulfilling the terms of the loan. So at this stage the bank does not accept any liability directly, as it is called as contingent liability.
[bookmark: _Toc111541479]Retail:
Retail loans are given for purpose of persona use. It is not for business purpose.
Dhaka Bank Limited offers following retail banking products:
· Car loans
· Salary Account
· Home loan
· Personal Loan.
· Credit card
· Deposit pension scheme.
· Bundle saving products.
Dhaka bank Retail banking division is made by 04 units.
· Credit Approval and Risk Assessment unit.
· Recovery and legal unit.
· Disburse and loan operation unit.
· Business and marketing developing unit.
[bookmark: _Toc111541480]3.12 Personal Loan:
Generally personal loan is to provide to some fixed income group and for some legal borrower. Some personal loans are house loan, car loan, vacation loan, marriage loan etc. it is dependent on aim and size of the loan, installment number can differ from twelve month to forty eight month. 
Who Can Apply for Personal Loan: - Individual Salary Holder
· Those are professionals
Age Limitation – Applicant 21 Age to 57 Age.
Size Of loan – Minimum BDT 25,000 To Maximum BDT 5,00,000
Rate of interest- 15% To 19% per annum
Another Condition & Term: Family gross income minimum BDT 15,000

[bookmark: _Toc111541481]3.13 Car Loan:
 Dhaka Bank provides car loan by following some rules and regulation.
Who can Apply for car loan:
                                  * Individual salary holder
                                  * Those are professionals.
Age limitation: Applicant minimum age 21 to Maximum age 57 age
Size of loan: BDT 500000 to 2000000 TK
Rate of interest: 15% per annum
Another rules and regulation: Family minimum gross income TK 50000
· Car can be purchase only for personal use
· Loan for brand new car or not older than 6 years
[bookmark: _Toc111541482]3.14 Home Loan: 
Dhaka bank offer home loan for purchase flat or make home.
Who can apply for home loan: 
· Individual salaries holder
· Those are professionals
· Those are businessperson
Limitation of Age: 21 ages to 65 age.
Size of Loan: BDT 500000 to 7500000 tk. 
Interest rate: 12% to 13.50%
Another condition: Family gross income minimum BDT 40000
Corporate: 
When loan is getter than 1,00,00,000 BDT, then it will be considered as a corporate loan. This loan is issued for business purpose. 
Bank Guarantee:
It is a promise form issued by bank that ensure bank will step up if a debtor cannot cover a debt. It is a non-funded facility. 
Syndicated Loan
When a number of banks works together for purpose to give loan. This loan amount is very large. In this case the borrower can be large corporation, large project, or a government.
Small and Medium Enterprise (SME)
SME loan is provided for business purpose. This amount is not getter than 1,00,00,000 BDT 

[bookmark: _Toc111541483]3.15 Operational guideline for different credit facilities:
This credit facility can be classified in two types.
1) Retail Loan
2) Corporate Loan
This type of loan a banker or a credit management officer follow some activity to complete credit activity. Now I am describing every step.
[bookmark: _Toc111541484]1) Retail Loan:
1) Secured overdraft (DPS, FDR)
For a fresh loan:
1) Very first process is Customer application receive.
2) Receive DPS, FDR Form.
3) Verification of signature from GB- General banking.
4) Office note preparation
5) Receive charge document from clients
6) Next process is mail limitation request form to credit admin.
7) Charge deducts.
8) Charge documents stamping.
9) All data entry to the SISO register.

For Renewal:
1) First process is customer application receiving.
2) Office note preparation
3) Making sanction advice.
4) Receive charge documents from the clients.
5) Next process is mail limit from to credit admin.
6) Security documents entry to the SISO register.


For Enhancement:
1) Customer application accept.
2) Accept FDR, DPS 
3) Signature verification.
4) Office note preparation.
5) Sanction advice making, and receive by the client.
6) Receive charge document from the clients.
7) Next process is mail limitation form to admin of credit.
8) Charge deduct.
9) Charge documents stamping.
10) Documents entry to SISO register.
11)  Documents keeping in vault.
For Reduction:
1) Customer application Accept.
2) Make sure that outstanding brought down.
3) Office note preparation.
4) Making of sanction advice.
5) Next process is mail limitation request form to credit admin.
6) Instrument entry to the SISO register.
For closing the Account
1) Accept customer application and cheque book.
2) To ensure adjustment of outstanding liability
3) Next process is mail limitation cancel request form to credit admin.
4)  close the account.
5) Documents entry to the SISO register.


[bookmark: _Toc111541485]2. Personal Loan
Application & Disbursement
1) Customer application received.
2) Received applicant CIB undertaking.
3) Application form forward.
4) File sent to the retail banking division.
5) Approval from head office.
6) Collect signature from the client.
7) Collect three unfilled cheques from client.
8) Loan transfer to client saving account.
9) Charge document on stamping.
10) Security document entry in the SISO register.
11) Documents keeping safely in the vault.
Follow up:
1) Regular payment ensures by the client of monthly installment.
2) Making overdue list in the first working day of each month.
3) Give call to the borrowers for recovery overdue installment.
4) Send remainder letter to client if installment due.
5) If above process is not work, then visit client home.
[bookmark: _Toc111541486]03 Car Loan:
Application and Disbursement:
1) Accept customer application with required documents and application fee.
2) Receive CIB for the client
3) Application form forwarding.
4) Following the activity or progress of the file in retail banking division.
5) Collect client signature on the charge documents.
6) Collect three unfilled cheques from the client.
7) Collect all necessary car documents.
8) Physically verify the car registration no, chassis no, engine no etc.
9) Next step is disbursing loan to the client.
10) Charge document stamping
11) Security documents entry in the SISO register.
12) And final step is keeping all document in safely.
Follow up: car loan and personal loan follow up is same.
[bookmark: _Toc111541487]04. Home Loan
Application And Disbursement:
1) Receiving customer application.
2) CIB Receiving.
3) Physically verify of the client’s property.
4) Application form forwarding.
5) Following the progress to the retail banking division.
6) Receiving all land related documents.
7) Receive the client’s signature on the charge documents.
8) Receiving three unfilled cheques from the client.
9) Approval all documents from H.O. 
10) Received all charge from the client.
11) Charge documents stamping.
12) Security documents entry to the SISO register.
13) All documents keeping with safely.
Documentation:
1) Receiving cheque, charge document, and land related all document.
2) Daily Following otherwise, it may be not complete.
3) After complete the registration process, receiving Rent receipt, DCC holding tax.
4) Receiving mortgage from a lawyer.
5) Receiving copy of mortgage deed.
6) Security documents entry in the SISO register.
7) And finally, all document keeping with safely.


Follow up: Same as personal lone, home loan, car loan.
[bookmark: _Toc111541488]Corporate Loan:
[bookmark: _Toc111541489]SME:
In case of new Proposal:
1) Customer Application receive RFCL (with necessary documents)
2) Accept CIB Undertaking for the client and owner.
3) Forwarding CIB to head office.
4) Physically visit customers business place.
5) Forward and prepare the proposal to head office.
6) Following the progress of the file in SME unit.
7) Sanction advice preparing.
8) Receiving land related all document from the customer.
9) Mortgage formalities do complete from sub registry office.
10) Receive charge documents signature from clients.
11) Receive undated cheques from the customer.
12) Receive insurance policy from the client as per sanction.
13) Receiving 150-taka stamp.
14) Receive certified copy of mortgage deed.
15) Charge documents stamping.
16) Security documents entry in the SISO register.
17) Add signboard on the client property.
18) All documents send to lawyer for getting satisfaction letter.
19) All documents keeping with safely.
Process for Renewal and enhancement
1) Received customer application with necessary documents.
2) Received CIB undertaking for the client with charge.
3) CIB undertaking forwarding to head office.
4) Physically visit the customer business place.
5) Forwarding the proposal to head office.
6) Following the progress of this file in SME units.
7) Preparing the sanction advice.
8) Receive a signature on the fresh set of charge documents from the customer.
9) Receive insurance policy from the client.
10) Document charge stamping.
11) Document entry to the SISO register.
12) Compliance certificates send to credit admin.
13) Limit request mail to credit admin.
Follow up:
1) Letters sent to the client for renewal, one month before from expiry date.
2) Letter sent to the client for interest payment within 01 week of each quarter end.
3) Receive yearly financial from the customer.
4) Regularly follow up.















[bookmark: _Toc111541490]Chapter 04:
[bookmark: _Toc111541491]Report Analysis & Findings











[bookmark: _Toc111541492]4.1 SWOT Analysis
From my direct observation and talking with Dhaka bank of Karwan bazar branch, I can find out some strength and weakness also some threats and opportunities from various issues of the Dhaka Bank. they are:
· Deposit and loan service
· Employee activeness
· Technology
· Operational effectivity and efficiency.
· Customer Service level.
· Organizational environment and identity.
[bookmark: _Toc111541493]Strengths:
· Dhaka bank has strong corporate identity.
· Employee has strong bonding.
· Employees are very extrovert. 
· DBL has strong financial position.
· Effective performance.
[bookmark: _Toc111541494]Weaknesses:
· Account maintaining cost is very high.
· Strong marketing activities are absence
· They are discouraging small entrepreneurs

[bookmark: _Toc111541495]Opportunities:
· Large population.
· Very talent and experience manager.
· Using effective software
· Increase country wide network.
[bookmark: _Toc111541496]Threats:
· New upcoming banks.
· Same service and products are offered by other banks.
· Organizational downward trend.
[bookmark: _Toc111541497]4.2 Credit related financial data Analysis

From last five-year annual report, I have analyze important data which is related to credit activities of Dhaka Bank Limited.
[bookmark: _Toc111541498]Year wise deposit:



In this chart we can see, deposit of Dhaka bank limited increasing year by year. In 2018 total deposit was 197,189 M, in 2019 was 204,530 M, in 2020 was 205,667 M , in 2021 was 230,417 Million. So, we can say deposit is increasing every year by year.








[bookmark: _Toc111541499]Year wise Loans and Advances:



From this chart, we can say loan and advances is also increasing every year by year. In 2017 loan and advances was 154,000 M, in 2018 was 180,626 M, in 2019 was 195,634 M , in 2020 was 198,660 M , in 2021 was 215,459 Million. So, we can say loan and advances is also increasing every year by year.

[bookmark: _Toc111541500]Sector wise loan distribution: 2021







[bookmark: _Toc111028428][bookmark: _Toc111028713][bookmark: _Toc111028846][bookmark: _Toc111028982]

[bookmark: _Toc111541501]Interpretation: Dhaka Bank Limited provide 47.47% of overall credit in the large industry, 32% in the retail banking, 15% in the agriculture sector, and only 6% in the small industry. So, in this case we can say Dhaka bank give more attention to the large industry then small industry.
[bookmark: _Toc111541502]4.3 Financial Performance
               
Performance Highlights (2016-2020) 
Taka million (unless mentioned otherwise)
	Core Business Growth
	2016
	2017
	2018
	2019
	2020

	Operating Profit
	5404 M
	5205 M
	6564 M
	6098 M
	5207 M

	Assets
	202 Bn
	229 Bn
	273,976 M
	285,009 M
	295,337 M

	Loans & Advances
	135 Bn
	154 Bn
	180,626 M
	195,634 M
	198,660 M

	Deposit
	157 Bn
	170 Bn
	197,189 M
	204,530 M
	205,667 M

	Shareholders’ Equity
	14 Bn
	15 Bn
	16, 616 M
	17,210 M
	18,792 M

	Paid up capital
	6.9 Bn
	7.2 Bn
	8125 M
	8532 M
	8959 M

	Inward Remittance
	14 Bn
	11 Bn
	12146 M
	10,385 M
	15, 804 M

	Export
	88 Bn
	103 Bn
	125,167 M
	130,156 M
	95, 335 M

	Earnings per share at
	TK. 2.13
	TK. 2.07
	TK. 1.67
	TK.1.84
	TK.2.27

	Classified Loans
	5403 M
	9209 M
	9009 M
	9278 M
	6227 M



Financial Performance Results in Summary (2016-2020)
	Shareholders value Consolidated
	2016
	2017
	2018
	2019
	2020

	Earning Per Share (EPS)
	2.26
	2.23
	1.73
	1.84
	2.27

	Price earning Ratio
	7.92
	10.63
	8.19
	6.52
	5.25

	Dividend %
	10% cash
5% stock
	0% cash
12.50 % stock
	5% cash
5% Stock
	5% cash
5% stock
	6% cash
6% Stock

	Net Asset Value (NAV)
	14,446
	15,828
	17,249
	17,211
	18,792

	NAV Per share
	21.68
	21.91
	21.23
	20.17
	20.98





	Profitability & Performance Ratio
	2016
	2017
	2018
	2019
	2020

	Return On Assets (ROA)
	0.77
	0.69
	0.54
	0.56
	0.70

	Return On Equity (ROE)
	10.15
	9.21
	8.18
	9.29
	11.28

	Return On Investment (ROI)
	15.38
	12.97
	8.66
	7.99
	9.34

	Operating Profit Per Employee
	3.24
	2.94
	3.42
	3.11
	2.75

	Assets Per Employee
	121.22
	129.56
	142.92
	145.41
	156.26



	Balance Sheet Focus
	2016
	2017
	2018
	2019
	2020

	Balance Sheet Size
	202,192
	229,453
	273,976
	285,009
	295,337

	Shareholders’ equity
	14,446
	15,245
	16,616
	17,211
	18792

	Total deposit
	157,162
	170,035
	197,189
	204,530
	205,667

	Total Loan & Advances
	134,689
	154,017
	180,626
	195,635
	198,660

	Classified Loan
	5403
	9209
	9009
	9,278
	6227



	Capital Adequacy
	2016
	2017
	2018
	2019
	2020

	Capital Ratio
	8.62
	7.95
	7.33
	8.53
	8.86

	Capital to Risk Weighted Assets Ratio (CRAR)
	13.67
	11.96
	13.84
	16.12
	14.52

	Total Eligible Capital
	21,841
	21,884
	29,094
	31,172
	29,016




[bookmark: _Toc111541503]4.4 Findings of The Study
The study reflects the credit management procedure of Dhaka Bank limited. There are some significant findings of the study. DBL disburse loan all over the country to diversification risk. Risk diversification by geographical loan disbursements where Dhaka zone stands top among all other regions and loan and advance was in growth from 2014 to 2019 to all the regions. For credit disbursements in sector wise credit industrial loan, export and import finance, and rural credit are the sector where DBL granted most of their credit. There was mix scenario of loan and advances in these sectors we noticed positive and negative growth from year to year. In credit type loan disbursements credit in SME sector, loan against receipt cash credit are the major type of loan. DBL disbursed significant amount of loan in cash credit and LTR which are short term loan it shows the liquidity concern of the bank. They are more concerned in short term loans than long term credit. In maturity wise credit, demand loan and loan less than one year are the major portion of credit. One of the main concern of DBL is non-performing loan it is increasing every year which effects the total profit of the bank and loan portfolio. Cash recovery performance is not in satisfactory position. Cash recovery amount is very little compare to total loan portfolio. Written-off loan and rescheduling and restructuring loan is another concern for the DBL it impacts the total probability position and financial condition of the bank.
[bookmark: _Toc111541504]Survey For Find out Customer Satisfaction about Credit Service:

This questionnaire is applied to 20 individual customers. 
1) What is your occupation?
a) Businessperson
b) Service Holder
c) Others profession 


	Factors
	Number of respondents

	Businessperson
	07

	Service holder
	09

	Others profession
	04



02) What is your income level?
a) 10,000 – 20000 b) 20001 – 30000 c) 30001 – 40000

	Factors
	Number of responds

	10,000-20,000
	04

	20,001-30,000
	06

	30,001-40,000
	07

	40,001-200000
	03





03.How Dhaka Bank is different from another bank?
a) Good Service b) Low Interest Rate c) Easy Loan and Disbursement
	Factors
	Number of responds

	Good service
	05

	Low interest rate
	03

	Easy loan & Disbursement
	12





04. What do you think about service charge?
a) Low b) Medium c) High
	Factors
	Number of responds

	Low
	04

	Medium
	10

	high
	06





05. Loan processing time is Lengthy, are you Agree or Disagree?
a) Agree b) Fully Agree c) Disagree d) Fully disagree
	Factors
	Number of responds

	Agree
	12

	Fully agree
	03

	Disagree
	04

	Fully disagree
	01





06. What is your opinion regarding interest rate?
a) Satisfactory b) Unsatisfactory c) No comment
	Factors
	Number of responds

	Satisfactory
	06

	Unsatisfactory
	09

	No comment
	05






07. What do you think in which area they should to do improve?
a) Interest rate
b) Installment period
c) Service charge
d) [bookmark: _GoBack]Process time
	factors
	Number of comments

	Interest rate
	01

	Installment period
	02

	Service charge
	14

	Process time
	03




08. Are you satisfied about Dhaka Bank overall credit activity?
a) Satisfied 
b) Not satisfied
c) No comment



	factors
	Number of responds

	Satisfied
	10

	Not satisfied
	04

	No comment
	06





[bookmark: _Toc111541505]4.5 Employee Job Satisfaction Finding:
[bookmark: _bookmark24]The questionnaire was prepared mentioning various factors. The factors are age, gender, experience, salary, work and working environment and chances of promotion, recognition and many other factors. Various findings and correlations are observed in this study. Several kinds of findings and correlations are shown through graphs in this study.
Description of the respondents
Data has been receiving from 15 employee of the Karwan Bazar branch for collect their job satisfaction information. Total survey operation by 13 questions. 




Table: Distribution of respondents according to gender:

	Gender
	No of Respondents
	Percentage (%)

	Male
	8
	53%

	Female
	7
	47%

	Total
	15
	



There are 15 respondents where 8 employees are male, and 7 employees are female, and the percentages are 53% and 47%.


Table: Distribution of respondents according to age:

	Age
	No of Respondents
	Percentage (%)

	25-30
	3
	20%

	31-40
	7
	33%

	41-50
	5
	47%

	Total
	15
	




Most of the employees of the branch fall into the age group of 41 to 50, the percentage of which is 47, 33% employees are from 31 to 40 age group and about 20% employees are into the age group of 25 to 30.
 Distribution of respondents according to designation
	Designation
	No of Respondents
	Percentage (%)

	Senior Assistant Vice President
	2
	13%

	Assistant Vice President
	1
	7%

	Senior Principal Officer
	5
	34%

	Principal Officer
	3
	20%

	Senior Officer
	2
	13%

	Trainee Assistant Officer
	2
	13%

	Total
	15
	










[bookmark: _Toc111541506]4.6 Level of Satisfaction

Table 5.4: Areas showing the level of job satisfaction

	Areas of Job Satisfaction
	Highly Satisfied
(5)
	Satisfied (4)
	Neither satisfied   nor
Dissatisfied (3)
	Dissatisfied (2)
	Highly Dissatisfied
(1)

	Salary
	0
(0%)
	10
(67%)
	3
(20%)
	2
(13%)
	0
(0%)

	Work Environment
	4
(27%)
	10
(67%)
	1
(6%)
	0
(0%)
	0
(0%)

	Nature of Job
	0
(0%)
	12
(80%)
	2
(13%)
	1
(7%)
	0
(0%)

	Supervision
	1
(7%)
	10
(67%)
	2
(13%)
	2
(13%)
	0
(0%)

	Performance
Evaluation Process
	0
(0%)
	11
(73%)
	1
(7%)
	3
(20%)
	0
(0%)

	Co-worker
Relationship
	5
(33%)
	10
(67%)
	0
(0%)
	0
(0%)
	0
(0%)

	Opportunity	of
Self-development
	0
(0%)
	9
(60%)
	4
(27%)
	2
(13%)
	0
(0%)

	Promotional
Opportunity
	0
(0%)
	8
(53%)
	3
(20%)
	3
(20%)
	1
(7%)

	Training Program
	1
(6%)
	10
(67%)
	1
(7%)
	3
(20%)
	0
(0%)



The table shows the areas and the level of job satisfaction of employees of the bank using the information collected from the respondents though interview. The areas are salary structure, nature of job, supervision, performance evaluation process, co-worker relationship, opportunity of self-development, promotional opportunity, training program etc.

[bookmark: _Toc111541507] 4.7 Sources of Dissatisfaction

Table: Table showing the sources of job dissatisfaction
	Sources of Dissatisfaction
	Highly Satisfied
(5)
	Satisfied (4)
	Neither satisfied	nor
Dissatisfied (3)
	Dissatisfied (2)
	Highly Dissatisfied
(1)

	Lack of opportunities for advancement &
self-expression
	0
(0%)
	2
(13%)
	5
(33%)
	8
(54%)
	0
(0%)

	Repetitive Jobs
	0
(0%)
	1
(7%)
	4
(26%)
	9
(60%)
	1
(7%)

	Lack of Interesting
work
	0
(0%)
	0
(0%)
	3
(20%)
	10
(67%)
	2
(13%)

	High
working pressure
	0
(0%)
	0
(0%)
	2
(13%)
	10
(67%)
	3
(20%)

	Job security
	0
(0%)
	0
(0%)
	1
(7%)
	13
(86%)
	1
(7%)




The sources of dissatisfaction, why the employees are dissatisfied in some areas has been shown in the above table. The employees are dissatisfied in some areas like repetitive jobs, lack of interesting work, high working pressure and job security etc.


[bookmark: _Hlk109642739]
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[bookmark: _Toc111541509]Recommendation And Conclusion












[bookmark: _Toc111541510]5.1 Recommendation
We know that Dhaka Bank Limited is one of the leading private commercial banks in Bangladesh.  From my study I can say this bank has also some shortcomings.  Now I am describing some recommendations: 
· They can do more advertising to attract new clients. It can be TV, radio, newspaper advertising. Dhaka bank media coverage is not strong.
· This organizations loan processing time and service charge is quite high then other some competitor’s bank. So, they should take necessary step to solve this problem.
· This bank non-performing loan is increasing day by day. Today’s market is very competitive. So if they want to be a more strong position, they should to do minimize the non-performing loan.
· They are less interesting to small customer than big account holder. But this policy cannot achieve more success.
· Maximum loan amount is disbursed to the long-term industrial sectors.
· They should give more priority to agriculture sector.
· Maximum revenue comes from Karwan bazar branch. So, human resource division should give more employee to this branch.
· They can provide student loan for creating more popularity.
· They should increase new branch, for purpose customer satisfaction.
· There ATM booth number is very low than another competitor, so DBL has need more ATM booth.





[bookmark: _Toc111541511]5.2 Conclusion

Credit department is very important for any bank. Any bank can be success or fail to depend on this department outcomes. From my three-month internship period, I have gained a lot of experience about credit management system of private commercial bank (Dhaka Bank). I worked with fully professional environment. In recent years credit facilities are very attractive. Although this service should be improved. 
From my research I found that, Dhaka bank only try to give more focus to the big corporate sector, it cannot bring good result for the bank. They should give same priority to the individual loan customer. 
Dhaka bank credit department is very positive and qualified group of officers. They are trying to give better service to the customer. The management team always monitoring the credit department and their current position. When they decide to give loan, they analyze whether this loan amount will be profitable or loss. They are checking whether the customer will be capable to repay the loan amount or will be fail within the given period of time.
From the annual report, I have found that Dhaka bank credit department is not interest feel to provide loan in the agricultural sector. They think that this sector is very risky and also think that this sector success depends on natural climate. Dhaka bank limited still they don’t interest to expand their service in the rural side area. But today urban area people’s economic condition are growing very rapidly. They are not feeling interest to give loan to the small industry for reason they believe this sector are very uncertain. 
Despite stiff competition from other banks operating both inside and outside Dhaka bank limited made outstanding development in all areas of its operation and has earned a remarkable running compensation in recent year.
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Appendix

[bookmark: _Toc111541513]Questionnaire:
For Clients
Dear Respondent
Assalamualaikum. I am Abdullah Al Fahad a student of United International University. I have some question to you for purpose to complete my internship report about credit management of private commercial bank, in case of Dhaka Bank Limited. Your cooperation will be highly appreciated. Thank you so much for your kindly response.

01. [bookmark: _Hlk109727869]What is your occupation?
a) Businessperson
b) Service Holder
c) Others profession 

02. [bookmark: _Hlk109728426]What is your income level?
a) 10,000 – 20000
b)  20001 – 30000 
c) 30001 – 40000

03. [bookmark: _Hlk109729084]How Dhaka Bank is different from another bank?
a) Good Service 
b)  Low Interest Rate 
c) Easy Loan and Disbursement

04. [bookmark: _Hlk109729488]What do you think about service charge?
a) Low  
b) Medium  
c) High
05. [bookmark: _Hlk109731480]Loan processing time is Lengthy, Are you Agree or Disagree?
a) Agree 
b)  Fully Agree 
c) Disagree 
d) Fully disagree
06. [bookmark: _Hlk109731808]What is your opinion regarding interest rate?
a) Satisfactory 
b) Unsatisfactory 
c) No comment
07. [bookmark: _Hlk109733823]What do you think in which area they should to do improve?
e) Interest rate
f) Installment period
g) Service charge
h) Process time
08. [bookmark: _Hlk109734238]Are you satisfied about Dhaka Bank overall credit activity?
d) Satisfied 
e) Not satisfied
f) No comment


Thank You for Your Kind Cooperation

Yearly Deposit In Million
Series 1	
2018	2019	2020	2021	197189	204530	205667	230417	Column2	
2018	2019	2020	2021	Column1	
2018	2019	2020	2021	


Year wise Loans & Advances
Series 1	
2017	2018	2019	2020	2021	154000	180626	195634	198660	215459	Series 2	
2017	2018	2019	2020	2021	Series 3	
2017	2018	2019	2020	2021	



Column2	
learge industry	retail banking	agriculture	small industry	47	32	15	6	

Occupation
Column1	
Business Person	Service Holder	Other Profession	7	9	4	


Column1	
10,000-20,000	20,001-30,000	30,001-40,000	40,001-200000	4	6	7	1.2	


Column1	
Good service	Low interest Rate	Easy loan 	&	 Disbursement	4th Qtr	5	3	12	


Column1	
Low	Medium	High	4	10	6	


Column1	
Agree	Fully Agree	Disagree	Fully Disagree	12	3	4	1	


Column1	
Satisfactory	Unsatisfactory	No comment	6	9	5	


Column1	
interest rate	installment period	service charge	process time	1	2	14	3	


Column1	
Satisfied	Not satisfied	No comment	10	4	6	1.2	
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