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[bookmark: _Toc166533455]Executive Summary
My three months of practical training at Union Bank Limited served as the foundation for my study. Thanks to the internship program, I have learned plenty about the actual circumstances of a financial institution. A nation's banking system is an important factor in its economic development. Working as an intern at one of Bangladesh's top Islamic Shahriah Commercial banks was a great opportunity.
Union Bank is a newly founded, fully operational commercial bank in Bangladesh's private sector that operates on Islamic Shariah. The Bank was created as a result of the Bangladeshi government's further liberalization of economic policies, which increased competition in the banking sector. With an authorized capital of 10,000 million BDT and paid-up capital of 4,280 million BDT, Union Bank was founded on April 1st, 2013.
With an established system of 114 branches and 58 sub branch’s locations across Bangladesh, Union Bank Limited has been a prominent 4th generation private commercial bank that offers honest and customized banking services to its clients in a pleasant innovative setting.  Many services and functional operations for people, companies, corporations, and other international organizations are among the Bank's functions.
In this report, I have provided Union Bank Limited's (UBL) complete GB business profile, including its aims, mission, and vision. The segments and department operations of UBL's departments are also presented. Next, a graphical representation of the organizational structure, all of UBL's organizational strategies, provided goods, and CSR initiatives are presented. 
Next, I've discussed my internship experience, detailing the roles and responsibilities of each department I worked in as well as my job tasks and obligations. Next, I described an organizational scenario in which UBL encountered a few difficulties and provided a detailed explanation of the solutions put in place during the internship program. Nonetheless, more observations and findings are mentioned, and a brief explanation of the suggestions follows.
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INTRODUCTION 
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1.1 INTRODUCTION
The banking industry in Bangladesh has a long history; the first modern bank opened its doors in the middle of the 1800s. On the other hand, as the industry grew, it complemented general banking operations, which are the foundation of client connection.
At first, enterprises and large-scale transactions were the main target audience for financial services. There were few general banking operations; instead, account opening, cash management, and basic trade finance were the main priorities. The demand for retail banking services was driven by the rise of a growing middle class and rising financial knowledge. An increase in general banking activity resulted from this.
Bangladesh has a large rural population. To meet their needs, banks expanded their branch networks and introduced agent banking models. This increased accessibility made general banking activities more widespread.
Understanding the consequences of globalization and technological advances is essential for success. The organization must handle a number of issues, such as varying skill needs, ongoing improvement initiatives, exceptional workplaces, and employee participation. 
The recent decades have witnessed a rise in technology adoption within the Bangladeshi banking sector. This includes online banking, mobile banking apps, and digital wallets. These advancements have transformed how general banking activities are conducted, offering greater convenience and efficiency.
In my REPORT, in a sincere effort, I tried to support all GB practices and actions that UNION BANK LIMITED conducted out and committed to, pinpoint the weaknesses that are preventing them from progressing, and offer some suggestions that would help them.






[bookmark: _Toc166533459]1.2 ORIGIN OF THE STUDY
This report was produced as a part of the internship requirement for the Bachelor of Business Administration (BBA) program at United International University. For all students, a 12-week internship program is mandatory. The main objectives of an internship are to give students practical work experience and the chance to apply academic ideas. Students are placed in real-world corporations, organizations, research facilities, and development initiatives. Thus, this study was finished following a 12-week organizational attachment at Union Bank Limited.

[bookmark: _Toc166533460]1.3: OBJECTIVES OF THE STUDY
The research aims to determine how an organization applies theoretical approaches in the field and to make the distinction between theoretical and practical knowledge. In order to draw some conclusions and offer suggestions for improving these areas and increase the effectiveness of general banking operations for the organization, this research will leverage interviews with employees to learn more about the significance and specifics of GB activities. 
My main objective is to finish United International University's BBA program.

[bookmark: _Toc166533461]1.4: SCOPE OF THE STUDY
The "General Banking Practice in Union Bank Ltd." and the effectiveness of the business's GB policies and processes will be thoroughly explained in this paper. It will provide us a thorough understanding of GB operations, including hiring and selection practices, development and training programs, performance reviews, and pay administration.

[bookmark: _Toc166533462]1.5: METHODOLOGY
· Types of data
I had to collect information and data from primary as well as secondary sources in order to create my internship report. I used a range of techniques to gather information from primary and secondary sources.

 

Primary data
i. Engaging in banking operations. 
ii. Meeting with Senior representatives of Union Bank Limited.
Secondary Data: 
I gathered information from several websites, especially those run by Union Bank Limited. I also gathered information from a few other places, such as:
I. Forums and webpages pertaining to GB. 
II. Publications from inside. 
III. Considered a few files that the authority had given.

· Data collection method
I gathered all of the information I needed for my research by consulting primary and secondary sources.

· Data collection process

For the most part, I watched employees at work and questioned them while I prepared my report. I must bring up our four-person focus group discussion in which we covered all of UNION BANK LIMITED's GB practices.

Finally, in order to prepare my internship report, I have examined all of the data.
[bookmark: _Toc166533463]1.6: LIMITATIONS OF THE STUDY
Several problems made the study difficult. Here are a few limitations:
Limited sources of data; 
I. Organizations with certain levels of confidentiality choose not to provide all of the information for security reasons. 
II. Their busy job schedules occasionally prevent them from being able to supply information.
III. The amount of work required throughout the internship program made it difficult to finish this report. 
IV. [bookmark: _Toc20301533]There was also a time limit on the report's preparation.

[bookmark: _Toc166533464]1.7: Definition of Key terms
General banking: The essential services provided by banks to manage deposits, cash, facilitate payments, and offer basic customer support.
General Banking Operation: A general banking operation is the core service provided by a bank that deals with a customer's everyday financial needs. It essentially refers to the functions a bank performs to manage your money and facilitate transactions.
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[bookmark: _Toc166533465]2.1: Company Analysis
[bookmark: _Toc166533466]2.1.1: COMPANY PROFILE
One of the biggest fourth-generation banks in the nation, Union Bank Ltd, was founded in 2013 with the intention of offering its clients with opportunities around the world. The Union Bank became a Shariah-based private bank on May 20, 2013. The company's allowed capital of 10,000 million has been approved; 4280 million Taka has been paid in full, and earnings are allocated into 428 million Taka 10 installments. Businesses can benefit greatly from Islamic Shariah and the Bank Companies Acts of 1991 and 2013. A board of directors is in charge of the bank. Islamic accounting, as a relevant component and economic delegation, is currently being used globally in both Muslim and non-Muslim countries. 
The bank combines state-of-the-art financial innovation and Shariah-compliant products with outstanding customer service. Currently, the bank operates 114 branches and 58 sub branch’s locations in several economically significant regions and geographical zones. They are working hard to provide a range of services to their clients, whether they are modern companies, small company owners, or individuals, as stated in their Vision and Mission statements. They have formally agreed to provide rapid, accurate, and feasible client services as well as web-based financial offices with the ABABIL Vendor. UBL guarantees hassle-free, quicker transactions across terminals as well as security and safety. The Bank is essentially implementing IT risk management regulations. UBL is run in an inviting, friendly environment by incredibly competent and professional employees. Many user-friendly deposit and investment products that UBL has created have already won praise from everyone. It has correspondent relationships with a few well-known foreign banks, and it is actively working to build beneficial relationships with other banks as well. Their bank wants to provide each of their customers with a real managing account office and enable the unbanked rural population to benefit from money management through more than just innovation. As we all know, every commercial bank in the twenty-first century has grown internationally by creating branches.
The SWIFT code for Union Bank was just recently obtained, but their knowledgeable and helpful staff is already helping with external money transfers. Representatives of UBL are committed to a set of values and the highest moral standards. Their employees are united in their sense of security and belief that the core values of business ethics—decency, honesty, and accountability—are respected.
[bookmark: _Toc166533467]2.1.2: ISLAMIC BANKING
An Islamic bank is based on the Islamic faith and is required to conduct all of its business in accordance with Shariah, or Islamic laws. Originally meaning "the route to the wellspring of life," the Arabic word Shariah is today used to refer to a legal system that upholds the moral standards established by HOLLY QUR'AN (the Koran).
Four rules govern investment behavior:
· The absence of interest-based (RIBA) transactions; 
· The avoidance of speculative economic activities (GHIRAR);
· The imposition of an Islamic tax (zakat);
· Discouragement of the production of goods and services that contradict Islamic value patterns (haram).
As a bank founded on Shariah, Union Bank Limited follows to these four guidelines.

[bookmark: _Toc166533468]2.1.3: VISION OF UNION BANK LTD.
To develop into a top financial firm with a strong social conscience. To provide continuous banking services using cutting-edge technologies and a solid financial foundation. To preserve corporate and commercial ethics and openness at all levels in order to deliver prompt, accurate, and satisfied client service.

[bookmark: _Toc166533469]2.1.4: MISSION OF UNION BANK LTD.
[bookmark: _Toc70023348]Give their poor neighbors access to easy financial services to free them from extreme poverty. Become Bangladesh's leading provider of financial services that are compatible with Islamic Shariah. Deliver swift, precise, and satisfying customer service while upholding corporate and commercial ethics and transparency at all times. Assure a professional, technology-driven banking environment with a strong capital foundation. Emphasis on investments that support banking products. 

SLOGAN: LOCAL BANK, GLOBAL OPPORTUNITY     
                                                                       4

[bookmark: _Toc166533470]2.1.5: Product lines and Services
 Four types of form they provide:
1. MUDARABA school banking account
1. Personal account
1. MTDR and Special savings scheme account
1. Institutional account

· Account:
1. Deposit:
· AL-WADEAH CURRENT DEPOSITS (101)
· MUDARABA CITY CORPORATION CLEANER WORKERS SV A/C (158)
· MUDARABA DISABLE SAVINGS ACCOUNTS (153)
· MUDARABA DISTRESS FREEDOM FIGHTER SAVINGS ACCOUNT (155)
· MUDARABA DISTRESS REHABILITATION PRIVILEGED SAVINGS ACCOUNT (157)
· MUDARABA FARMERS SAVINGS ACCOUNT (151)
· MUDARABA MONTHLY PAYABLE SHORT NOTICE DEPOSITS (FAYIDA) (122)
· MUDARABA NATIONAL SERVICES PRIVILEGED SAVINGS ACCOUNT (161)
· MUDARABA POOREST PRIVILEGED SAVINGS ACCOUNT (154)
· MUDARABA PRIVILEGED SAVINGS ACCOUNT (115)
· MUDARABA READYMADE GARMENTS WORKERS SV A/C (159)
· MUDARABA SAVINGS DEPOSIT (111)
· MUDARABA SAVINGS DEPOSIT (STAFF) (113)
· MUDARABA SCHOOL BANKING SAVINGS ACCOUNT (112)
· MUDARABA SHORT NOTICE DEPOSITS (121)
· MUDARABA SMALL FOOTWEAR & LEATHER INDUSTRIES WORKERS SAVINGS ACCOUNT UNDER LSBPC (160)
· MUDARABA SMALL LIFE INS. POLICY HOLDER SV A/C (162)
· MUDARABA SOCIAL SECURITY PRIVILEGED SAVINGS A/C (156)
· MUDARABA STREET URCHIN AND WORKING CHILDREN (152)
· MUDARABA TEA GARDEN WORKERS SAVINGS ACCOUNT (164)
· UBL SALARY ACCOUNT (114)

1. MTDR:
· MUDARABA MONTHLY PROFIT SCHEME (MMPS) 3 YEARS (220)
· MUDARABA 01 MONTH TERM DEPOSIT (201)
· MUDARABA 03 MONTH TERM DEPOSIT (203)
· MUDARABA 06 MONTH TERM DEPOSIT (204)
· MUDARABA 12 MONTH TERM DEPOSIT (206)
· MUDARABA 24 MONTH TERM DEPOSIT (207)
· MUDARABA 36 MONTH TERM DEPOSIT (208)
· MUDARABA 6 YEARS 6 MONTHS DOUBLE DEPOSIT SCHEME (367)
· MUDARABA 7 YEARS DOUBLE DEPOSIT SCHEME (368)
· MUDARABA MONTHLY PROFIT SCHEME (MMPS) 2 YEARS (210)
· MUDARABA MONTHLY PROFIT SCHEME (MMPS) 1 YEAR (209)
· MUDARABA 100 DAYS TERM DEPOSIT (250)
· MUDARABA WALEDA MONTHLY PROFIT SCHEME (MAA) (212)
· MUDARABA 08 YEARS 06 MONTHS DOUBLE DEPOSIT SCHEME (413)
· MUDARABA 07 YEARS 06 MONTHS DOUBLE DEPOSIT SCHEME (414)
· MUDARABA 06 YEARS DOUBLE DEPOSIT SCHEME (415)
· MUDARABA 05 YEARS 05 MONTHS DOUBLE DEPOSIT SCHEME (416)

1. SSP:
· MUDARABA 03 YEARS HAJJ DEPOSIT (MHD) (313)
· MUDARABA 05 YEARS HAJJ DEPOSIT (MHD) (315)
· MUDARABA 03 YEARS MONTHLY DEPOSIT SCHEME (302)
· MUDARABA 05 YEARS MONTHLY DEPOSIT SCHEME (303)
· MUDARABA 08 YEARS MONTHLY DEPOSIT SCHEME (304)
· MUDARABA 10 YEARS MONTHLY DEPOSIT SCHEME (305)
· UNION MUDARABA 03 YEARS BIBAHO SAVINGS SCHEME (SHAHJATRI) (321)
· UNION MUDARABA 05 YEARS BIBAHO SAVINGS SCHEME (SHAHJATRI) (322)
· UNION MUDARABA 08 YEARS BIBAHO SAVINGS SCHEME (SHAHJATRI) (323)
· UNION MUDARABA 10 YEARS BIBAHO SAVINGS SCHEME (SHAHJATRI) (324)
· MUDARABA MUHOR SAVING SCHEME 3 YEARS (335)
· MUDARABA MUHOR SAVING SCHEME 5 YEARS (336)
· MUDARABA MUHOR SAVING SCHEME 8 YEARS (337)
· MUDARABA MUHOR SAVING SCHEME 10 YEARS (338)
· MUDARABA 10 YEARS HAJJ DEPOSIT (MHD) (316)
· MUDARABA 15 YEARS HAJJ DEPOSIT (MHD) (317)
· MUDARABA 20 YEARS HAJJ DEPOSIT (MHD) (318)
· MUDARABA 03 YEARS MILLIONAIRE DEPOSIT SCHEME (307)
· MUDARABA 04 YEARS MILLIONAIRE DEPOSIT SCHEME (308)
· MUDARABA 05 YEARS MILLIONAIRE DEPOSIT SCHEME (309)
· MUDARABA 06 YEARS MILLIONAIRE DEPOSIT SCHEME (310)
· MUDARABA 07 YEARS MILLIONAIRE DEPOSIT SCHEME (319)
· MUDARABA 08 YEARS MILLIONAIRE DEPOSIT SCHEME (320)
· MUDARABA 10 YEARS MILLIONAIRE DEPOSIT SCHEME (334)
· MUDARABA 05 YEARS CROREPOTY SANCHAYA PROKALPA (328)
· MUDARABA 08 YEARS CROREPOTY SANCHAYA PROKALPA (329)
· MUDARABA 10 YEARS CROREPOTY SANCHAYA PROKALPA (330)
· MUDARABA 12 YEARS CROREPOTY SANCHAYA PROKALPA (339)
· MUDARABA 15 YEARS CROREPOTY SANCHAYA PROKALPA (340)
· MUDARABA 20 YEARS CROREPOTY SANCHAYA PROKALPA (347)
· MUDARABA BARAKAH DEPOSIT SCHEME (350)
· MUDARABA PRIVILEGED DEPOSIT SCHEME (398)
· MUDARABA PROBASHI SANCHAYA PROKALPA (399)
· MUDARABA FEMINA DEPOSIT SCHEME (NISA) (348)
· MUDARABA SENIOR CITIZEN DEPOSIT SCHEME (EHSAN) (349)
· MUDARABA LIFESTYLE DEPOSIT SCHEME (SOHOJ) (379)

· Remittance:
1. FSIE – 11 digits (Italy)
1. MONEYGRAM – 8 digits (NCC Bank)
1. TRANSFAST – 13 digits (Master Card - USA)
1. MERCHANTRADE – 14 digits (Malaysia)
1. RIA – 11 digits
1. PRABHU – 12 digits (Malaysia)
1. PLACID EXPRESS – 12 digits (USA)
1. WESTERN UNION – 10 digits (France)
1. SHA GLOBAL – 12 digits
1. XPRESS MONEY – 16 digits (UK)
1. AFTAB CURRENCY – 13/16 digits
1. AL- ANSARI – 9 digits (UAE)
1. SMALL WORLD – 13 digits
1. NEC – 15 digits (UK)

· RTGS – REAL TIME GROSS SETTLEMENT SYSTEM. It uses for immediate money transfer issued by Bangladesh Bank. (10 lakhs – 58-taka total charge, >10 lakhs – 98-taka total charge)
·  MICR – MAGNETIC INC. CHARACTER RECOGNITION. It uses for only accounts pay.
· BEFTN – BANGLADESH ELECTRONIC FUND TRANSFER NETWORK.








[bookmark: _Toc166533471]2.1.6: Operation Details
· Corporate Strategy:
i) Spread out investments in the retail and wholesale sectors. 
ii) Assure diversification in terms of industry, scale, economic goal, and geographic area for retail, SME/women entrepreneurs' finance, as well as for expansion-based investments. 
iii) Put consumers first by offering cutting-edge goods and services.

· Management Strategy:
i) Promote a friendly workplace culture. 
ii) Ensure corporate governance by managing and running the bank in the most efficient way possible.

· Strategy for reaching Unbanked Areas:
i) Fulfilling the investment requirements of urban small traders, vendors, workshop owners, educated but jobless women, etc. 
ii) Encouraging low-income rural residents to save money while providing efficient investments to rural regions. 
iii) Giving residents of coastal and tribal communities access to banks. 
iv) Developing innovative investment packages and suitable savings tools for farmers, fishers, weavers, and others who generate milk and milk products.
v) Financial support for the establishment of clinics and diagnostic facilities in rural regions, as well as incentives for newcomers to the building, maintenance, and repair industries.

[bookmark: _Toc166533472]2.1.7: Business Plan

· For Compliance:
i) Constantly comply to Bangladesh Bank standards on capital adequacy and basis.
ii) Adopting and following the fundamental principles for risk management. 
· For General Banking:
i) Prioritize the mobilization of low-cost/free deposits of various kinds and funding in the form of fewer risky investments.
ii) Deliver optimal services by responding to clients' calls.
iii) Take the lead in introducing the idea of green banking to Bangladesh.
iv) Fulfill your business social responsibility by getting involved in or advocating for CSR initiatives.
· For Corporate Services:
i) Pay attention to the foreign exchange business, including service providers and expatriate export and remittance.
ii) Run a centralized internet banking network.
iii) Choose to establish a solid foundation and sound financial standing for the bank over increasing profits.
iv) Continue to be alert in order to control and reduce all of the risk associated with your banking investment.


[bookmark: _Toc166533473]2.1.8: Philanthropic activities / CSR

1) UBL is running a campaign to provide winter clothing to rural regions through donations and distribution. Since its launch in 2015, this campaign has been a vibrant social initiative for UBL.
2) Every year, UBL offers scholarships to deserving individuals based on their merit.


[bookmark: _Toc166533474]2.1.9: ORGANOGRAM OF UNION BANK LIMITED 


[image: ]







[bookmark: _Toc166533475]2.2: Industry Analysis
[bookmark: _Toc20301543][bookmark: _Toc166533476]2.2.1: Specification of the industry 
This paper focuses on the banking industry's general banking. General banking activities are the bread and butter of the banking industry, forming the foundation for most customer interactions. These activities can be broadly categorized into managing deposits, handling cash, providing customer service, and offering some ancillary services. General banking activities involve handling cash transactions like deposits, withdrawals, and check encashment. This may also involve services related to ATMs and debit cards.

[bookmark: _Toc20301544][bookmark: _Toc166533477]2.2.2: Size, trend, and maturity of the industry 
Bangladesh's banking sector is maturing and expanding significantly at this time. 
Size: Depending on the methodology and source, estimates of the precise size of the banking sector in Bangladesh might differ. Still, it's clear that the sector is substantial and expanding. 
Trends:
· Growth: The banking sector in Bangladesh is expanding steadily, as seen by rising loan volumes, deposits, and total assets. The following factors are driving this growth:
i) Growing economy: As Bangladesh's GDP rises, more people and companies are in need of financial services.
ii) Financial inclusion initiatives: More individuals are entering the formal banking sector as a result of government programs that support financial inclusion.
iii) Technological developments: The emergence of digital financial services and mobile banking has increased accessibility and convenience of banking. 
· Consolidation: Through mergers and acquisitions, Bangladesh may see a decrease in the number of banks. An industry that is more established and has fewer, larger, and stronger banks might result from this tendency.
· Digitalization: Digital technologies are being quickly used by the banking sector in Bangladesh. This includes digital financial services such as mobile and internet banking. This trend is probably going to continue, changing the way bank’s function and engage with their customers.
Maturity:
In contrast to more established economies, the banking sector in Bangladesh is still in its early stages. But it's moving in the right direction—becoming a more advanced and reliable financial system. Here are a few markers of this advancement: 
· Stronger regulatory framework: To guarantee financial stability and consumer safety, the Bangladesh Bank is putting stronger rules into place. 
· Better corporate governance: To increase accountability and transparency, banks are concentrating on enhancing corporate governance procedures.
· Enhanced risk management: In order to reduce financial risks, banks are putting more focus on risk management techniques. 

[bookmark: _Toc20301545][bookmark: _Toc166533478]2.2.3: External economic factors 

Situation of the Global Economy: 
· Global Economic Growth: Strong international demand for Bangladeshi products supports the country's economy and may lead to a rise in business loan demand. On the other hand, recession may result in lower exports, which would affect company expansion and debt paybacks. 
· Interest Rates: Changes in international interest rates may have an impact on Bangladeshi banks' cost of funding. Increased borrowing costs for banks due to rising global rates may result in higher lending rates for domestic customers. 
Regional Economic Conditions:
· South Asian Economic Performance: Bangladesh's trade and investment may be impacted by the economic performance of its surrounding nations in South Asia. Businesses in Bangladesh may find chances in a robust regional economy, which would increase demand for loans.


Foreign Direct Investment (FDI): 
· FDI inflows: An increase in FDI in Bangladesh is a symptom of a growth in foreign capital inflows and commercial activity. This may increase the need for loans that companies have for operating capital and expansion.
Remittances:
· Worker Remittances: Worker remittances are a substantial source of foreign exchange input for Bangladesh. In addition to increasing foreign exchange reserves and banking system liquidity, more remittances may also result in decreased borrowing costs for banks.
Exchange Rates:
· Exchange Rate Fluctuations: Import prices and export competitiveness may be impacted by fluctuations in the Bangladeshi Taka (BDT) exchange rate. Import costs may increase due to a lower BDT, which might cause inflation. Conversely, export competitiveness may be impacted by a higher BDT. Because banks facilitate foreign exchange transactions, their revenue from forex trading may be impacted by these swings.

[bookmark: _Toc20301546][bookmark: _Toc166533479]2.2.4: Technological factors 
Digitalization:
· Mobile Financial Services (MFS): For the unbanked population in particular, MFS platforms like bKash and Rocket have completely changed access to financial services. This has led to a rise in financial inclusion and encouraged established banks to innovate their mobile banking offerings. 
· Online and mobile banking: More and more banks are providing their clients with online and mobile banking platforms, which let them access financial products, manage accounts, and perform transactions from a distance. Customer adoption is accelerated by this ease, which also lessens the need for physical branches.

Automation and Efficiency:
· Automated Teller Machines (ATMs): ATMs reduce branch traffic and increase consumer convenience by offering 24/7 access to cash withdrawals and basic banking services. 
· Artificial Intelligence (AI) and Machine Learning (ML): These two fields are being utilized for chatbots that provide customer support, fraud detection, and credit risk assessment. This increases productivity, simplifies procedures, and could save running expenses.
· Big Data Analytics: Banks are using big data analytics to create focused marketing efforts, better understand their customers, and customize banking experiences. 

[bookmark: _Toc20301547][bookmark: _Toc166533480]2.2.5: Barriers to entry 

· High Capital Requirements: The minimum capital adequacy ratio (CAR) for banks is determined by Bangladesh Bank, the major regulatory authority. This implies that in order to fulfill license and operating criteria, new entrants must have a sizeable starting capital. 
· Strict Regulatory Compliance: To maintain financial stability, the banking industry is subject to strict regulations. A complicated web of rules encompassing anti-money laundering (AML) procedures and Know Your Customer (KYC) standards must be negotiated by new banks. For new players, compliance may represent a substantial financial burden.
· Competition from Well-Established Players: Bangladesh already has a number of sizable local and international banks in its well-established banking industry. These market leaders have a devoted client base, wide branch networks, and great brand recognition. It might be challenging to compete with them for market share. 
· Technological Infrastructure: For safe transactions, data management, and digital services, modern banking significantly depends on a strong technological infrastructure. For newcomers, setting up and maintaining such systems might require a sizable initial expenditure.
[bookmark: _Toc20301548] 
[bookmark: _Toc166533481]2.2.6: Supplier Power 
Bangladesh's banking sector is thought to have very little supplier power when viewed through the lens of Porter's Five Forces analysis. This is the reason why:
· Abundant funds: Bangladesh has a sizable amount of idle cash, or money that is looking for deposit options. Because banks have alternative possibilities, this reduces the negotiating power of any particular provider, or depositor. 
· Suppliers Who Are Risk adverse: Bangladeshi depositors are often risk adverse, placing a larger value on the safety of their money than a little increase in interest rates. This implies that they won't likely change banks only to make a tiny profit.
· Limited Labor Bargaining Power: The banking industry doesn't depend on a single labor source, and labor is probably easily accessible. When negotiating agreements, bank employee unions wouldn't have any influence. 
· Alternative Suppliers: Banks have access to a wide range of equipment and services from other suppliers. One might lessen reliance on a single source by procuring IT services or security solutions from many vendors. 


[bookmark: _Toc20301549][bookmark: _Toc166533482]2.2.7: Buyer Power 
The Bangladeshi banking sector is seen to have a comparatively strong buying power. This is the reason why: 
· Huge Customer Base: With millions of people having official bank accounts, Bangladesh has a sizable bank customer base. This means that when selecting a bank, both individuals and corporations have a large variety of possibilities. 
· Price Sensitivity: Bangladeshi consumers are highly price-sensitive, especially when it comes to the interest rates on savings and loans. This provides individuals the power to seek out institutions that are offering more competitive bargains or to negotiate better rates. 
· Availability of Alternatives: A major alternative to traditional banking services is the emergence of Mobile Financial Services (MFS), which are provided by non-bank entities such mobile phone providers. If clients are unhappy with traditional banks, this gives them another choice. 
· Minimal Switching Costs: In Bangladesh, changing banks is often getting simpler. To lessen the burden of switching providers, this could involve employing MFS for simple transactions or transferring accounts online. 

[bookmark: _Toc20301550][bookmark: _Toc166533483]2.2.8: Threat of Substitutes 
In Bangladesh's banking sector, the threat of replacements is seen as mild.
Below is a summary of the things to think about: 
· Existing Alternatives:
i) Non-Banking Financial Institutions (NBFIs): These organizations provide financial services that may be able to replace some typical banking products, such as microloans, leasing, and money transfers.
ii) Mobile Financial Services (MFS): By providing financial transfers and mobile-based payment solutions, MFS companies like bKash are undermining banks' hegemony in these domains. 
· Possibility of Additional Disruption: 
i) FinTech Startups: The emergence of FinTech enterprises that provide inventive financial services and products may be a hurdle for conventional banks, particularly in domains such as wealth management and digital payments. 
ii) Tech Giants: Big tech firms with well-established user bases may venture into the financial services sector, providing customers with additional financial management options. 

[bookmark: _Toc20301551][bookmark: _Toc166533484]2.2.9: Industry rivalry 
The banking business in Bangladesh is thought to have moderate to high levels of competitive competition. The following is a summary of the elements influencing this competitiveness:
· Strong Competition:
i) Huge Number of Banks: With more than 50 banks operating in Bangladesh, there is fierce competition for market share. This comprises private commercial banks (PCBs) and state-owned commercial banks (SCBs), with PCBs presently controlling a greater portion of the market. 
ii) Interest Rates: Bangladeshi customers are frequently highly rate-sensitive, which means they give priority to banks that provide the best interest rates on loans and savings. This may cause banks to compete on pricing in an effort to draw in clients. 
iii) Similar Service Offerings: It might be difficult to separate out from the competition because many banks provide a similar selection of goods and services. This makes client rivalry stronger, especially in more established markets like corporate banking. 
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[bookmark: _Toc166533485]3.1: Introduction
The processes, procedures, or approaches used to gather information or proof for analysis in order to learn new facts or get a deeper understanding of a subject are known as research methods. Moreover, a research design is a strategy for accomplishing research objectives. The plan's implementation technique is called the research method. While technique and research design are distinct, they are intimately connected because sound research design guarantees that the information we collect will improve our ability to convey our objectives. 

[bookmark: _Toc166533486]3.2: Research design
Since the primary goal of the research is to discuss general banking and make it clear that it is a useful tool for the banking industry, the research design follows to observational or conversation methodologies. The findings and analysis chapter presents a discussion of general banking operations, customer education regarding deposits and savings accounts, and how general banking currently supports businesses by offering appropriate services to understand the market.

[bookmark: _Toc166533487]3.3: Data collection
Primary and secondary sources of data are gathered. These are the descriptions of the data sources:

· Primary data 
i) Performing banking activities. 
ii) Holding a meeting with senior Union Bank Limited executives. 

· Secondary Information 
i) I collected data from several websites, particularly those owned by Union Bank Limited. 
ii) In addition, I obtained information from a few more sources, including: GB-related forums and websites. 
iii) Examined a few files that were provided by the authorities.

[bookmark: _Toc166533488]3.4: Data analysis plan
The exploratory study approach is used in the preparation of the report. Here, exploratory research is typically done in order to gain a deeper understanding of the current issue, but it typically yields no definitive findings. Here, we're using qualitative data. 
Data that is compiled, described, observable, and recordable is referred to as qualitative data. This kind of data is mostly discussion-based rather than numerical in nature. 
Focus groups, one-on-one interviews, observational techniques, and other comparable procedures are used to gather this kind of data. 

[bookmark: _Toc166533489]3.5: SWOT Analysis 

One of the finest ways to learn about a firm is to do a SWOT analysis.
[bookmark: _Toc166533490]3.5.1: Strengths
· Recruitment method: Union Bank makes a really smart decision by selecting exceptional candidates from the marketplace through a rigorous selection process, as far as I can see. 
· When it comes to performance evaluation, UBL is excellent at both efficiently assessing performance and disseminating employee performance data.
· In contrast, Union Bank prioritized staff training and development since it promotes individual employee growth and increases corporate productivity.
· The employee receives their entitlement pay.
· [bookmark: _Toc166533491]Union Bank Ltd. benefits greatly from my ability to take time off whenever I wished throughout my internship.
3.5.2: Weaknesses 
· I have learned that the UBL HR section is far smaller than the workforce; hence, they are unable to hire enough personnel to staff the company. However, this bank does not have a research and development section. 
· UBL employs professionals to teach staff members instead of having a regular trainer on staff. 
· [bookmark: _Toc166533492]They are paid fairly, as was previously mentioned, however I did see some employees who weren't happy with their wages when I visited. It's probable that UBL misinterpreted their expectations about pay. 
3.5.3: Opportunities 
· A select group of knowledgeable and experienced employees are assigned to offer immediate support.
· I got the opportunity to discuss UBL's services with clients.
·  Any employee with proper training is given the chance to manage important organizational challenges.
· During my time at UBL, I had the opportunity to work with a branch manager who was one of the most talented workers in the whole branch, based on his exceptional performance.
[bookmark: _Toc166533493]3.5.4: Threats 
· Union Bank hires fewer employees due to stringent policies, which provide the biggest risk to the firm. 
· I was aware that UBL is unable to schedule adequate training sessions, which eventually causes the employee's performance to gradually decline. 
· Because UBL fails to give projected promotions and bonuses, staff turnover is significantly higher. 


[bookmark: _Toc166533494]3.6: Findings
· Union Bank has a well-organized HR team that can handle any challenging work with ease. They resemble a challenging squad whose goal is to perform perfectly. 
· When I worked there, I observed how nice and well-connected the staff were to the management level. 
· In exchange for their services, UBL provides benefits to its clients; most staff are promoted in honor of their creative work. 
· Employees are given year-round festive bonuses and incentives. All such things are inspiring the employees. 
· All workers rely on the IT support team; if they fail to do their work on time, it will have a detrimental effect on the company as a whole. Thus, they ought to receive recognition for their services.

[bookmark: _Toc166533495]3.7: Personal Analysis 
	
To the finest of my understanding, UBL provides every employee with the resources they require. Depending on the objective, they can be utilized as training materials or as resources for self-directed tasks. Although UBL provides a wide range of perks and amenities to its workers, such as housing reimbursements and health insurance, its customers also utilize extra services like Online and ATM banking.
Employees at UBL now provide superior work because they are passionate about the work they do and they give it everything they have. Employee compensation is based on their performance and merit. My study leads me to believe that UBL is growing rapidly and has great potential for longevity on every level. 
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[bookmark: _Toc166533496]4.1 Job Responsibilities
[bookmark: _Toc166533497]4.1.1: Accounts Opening

· Complete the client form: I had to physically interact with clients and respond to any inquiries about creating an account while I worked in accounts opening. Nonetheless, some customers have trouble filling out the account opening form due to issues with spelling, translating from Bengali to English, figuring out where to type, etc. However, very few clients fail to provide all requested information on the form. They only provide their names, NID reference number, and other details; the accounts opening officers do the rest. The remaining information about the account opening is filled in by myself or the officers in order to complete the database of the bank.
· Give the clients the guidelines and documentation needed to create an account: Customers occasionally come into the bank to get information about opening an account. They are curious about the advantages of each kind of account and the goods the bank offers. advantages including interest rates, profit sharing plans, MUDARABA packages, and account opening requirements. The bank gives its customers guides with comprehensive pictures of every product. A few questions, nevertheless, that the booklet is unable to address require our response.
· Provide new clients with forms: Giving new clients the forms, they needed to create accounts was another duty. Every kind of account has a unique form with a little varying requirement for input. It is thus your responsibility to give them the appropriate form for the appropriate kind of account when they request one.
· Examine the forms and post navigations to see where you need to sign and fill out the necessary details: There are a few key areas on each form that clients must fill out. For example, the nominee's signature, account holder signature, and basic information about the nominee should all be indicated with a check so that clients can easily see which fields need to be completed by them. Prior to being given to clients, newly issued forms from the bank must be highlighted. I had to review and highlight the locations on the form as a result.



[bookmark: _Toc166533498]4.1.2: Clearings

· Sending out Payment Order: A payment order (PO) is a phrase used in international banking to describe a request from the owner of a bank account to a bank or other financial institution, telling the bank to make a single payment or a series of payments to a third party. "Instructions to transfer funds sent via paper and/or electronic means" is one definition for it. Remittances and payment orders are handled by the clearings department. For payment orders, there is a format that prints the instrument check. The instrument check has to be printed out before a pay order can be issued. The assignment involved revising the format's data, creating a new pay order, and printing the instrument check. The pay order is then signed by the branch manager, the issuing officer, and the verifying officer. It was therefore the responsibility to issue the pay order and submit it for additional permission and verification.
· Arrange files and a desk in either descending or ascending order: Although it was completed on a weekly basis, this is not precisely included in the job description. For better organization, all of the files and paperwork are housed in separate drawers. Officers don't have enough time to properly arrange and serialize all of the paperwork and files, though, because their daily activities become extremely hectic. The assignment was to arrange every file in either ascending or descending order in the appropriate drawers or boxes. Usually on Thursdays, this duty was completed at the conclusion of each week.


[bookmark: _Toc166533499]4.1.3: Foreign Exchange

· Forwarding letters for international payment orders are issued: To inform the anticipated client of the transaction date, pay order issuance date, bill value, charges, net value, etc., forwarding letters are sent. All of the following factors are stated in the letter. It was my responsibility to type the forwarding letters for foreign pay orders, including the net value calculation and the appropriate instrument numbers. The exchange rate has to be displayed as well if the requested amount is in BDT rather than USD.
· Sending out Foreign Demand Draft (FDD) Forwarding Letters: An alternative to foreign currency is foreign draft. A bank draft drawn on a financial institution in the currency's home nation is referred to as a foreign draft. Commercial banks sell these, and depending on the bank and the kind of account you have, there is often a cost. 
· Update the "DESPAS" register, which the bank uses to track all incoming and outgoing document records, on a regular basis: Many documents are sent outside the bank and arrive at the bank on a daily basis. As soon as a document is moved, these transactions have to be documented. DESPAS is the name of the book that contains the document's internal and external records. As soon as there is a movement of papers, it is the responsibility to immediately record an entry of each document with its serial number and L/C or Bill Reference number. Before being utilized for any transactions or banking operations, the received papers will be sealed and require the approved signature of the EVP. According to DESPAS, the serial number of the outgoing papers must be included in the reference.
· Updating the local and international transactions in the L/C opening register: Updating the most recent currency rates, commission value, margin amount, VAT, and other fees. The record of every local and international L/Transaction may be found in the L/C Opening Register. The register shows the most recent currency rates, commission, any applicable VAT, margin on each transaction, and other fees such as cable costs. To maintain the database's recording, each local and international L/C must have its own entry in the register. Using the dated exchange rate, the goal was to compute the margin, commission, and VAT. The final number was then to be written on the appropriate boxes.









[bookmark: _Toc166533500]4.2: Functions of the Department

Key Function of UBL: UBL, like other business banks, conducts all routine savings and credit business, which includes offering a wide range of savings and credit products, retail banking, and backup benefits with the assistance of cutting-edge innovation and knowledgeable management. However, UBL emphasizes its ability to conduct export and import exchange and finance of export-arranged enterprises, which will improve wealth, recover more work, open doors, aid in the development of capital, and reduce adjustment in a crucial position of installment in the country.

[bookmark: _Toc166533501]4.2.1: Account Opening Section 
Deposit Section: When a customer opens an account, the banker and the customer's relationship start. A contractual agreement is made between the banker and the consumer when an account is opened. However, choosing a consumer to create an account is a fairly drawn-out procedure. Actually, creating an account is the first step in any form of fraud or forgery. Thus, the bank needs to exercise great prudence in this area. The department offers a variety of account opening options for customers, including
· Current Deposit Accounts
i) Minimum opening balance of BDT 1000/-may be opened with BDT 500/-under unusual circumstances.
ii) The remaining credit balance is paid upon demand. 
iii) In the same branch, no more than one account may be opened under the same name. 
iv) Incidental charges are to be deducted from SB/CD accounts in accordance with the rates and guidelines that the head occasionally advises. 
v) Tax and vat in accordance with government regulations. 
vi) This kind of account can be opened by a proprietorship firm, partnership company, or private limited corporation. 
vii) The bank is now offering free account statements, online banking, check books, and more. 
· Deposit Accounts for Savings
i) A minimum initial amount of 1000 BDT is required, and if the balance is less than 200 BDT, the account might not be kept.
ii) Interest computations in two.
iii) A depositor is only permitted to take money out of their account twice each week.
· Deposits with Special Notice
i) Opening balance minimum of BDT 1,00,000/-- 
ii) The deposit kept in these accounts must be repaid with a minimum of seven days' notice. 
iii) If an account is kept open for more than a year, interest is permitted throughout the yearly rest. 
iv) Interest is permitted based on the daily product.
· Accounts with Fixed Deposit 
i) A fixed deposit account (FDR) must be opened for a fixed period of time, ranging from three months to three years or more, and must be paid off on a fixed date. 
ii) Interest on the account is paid at interest rates that are periodically set by head office. 
iii) If an E-Tin certificate is missing, the bank will be charged a 15% fee. SME and retail rates 


[bookmark: _Toc166533502]4.3: Local Remittance
The bank that deals with commerce The purpose of remittance services for customers is to reduce the risk associated with profit or loss while moving funds, paying bills in different locations, or both. In exchange for a little benefit known as a commission, banks assume this risk by remitting the money on the customer's behalf, protecting them from any difficult situations that may arise within the network of its branches. They also guarantee payment to the beneficiary. There is a significant method for sending money between locations.

[bookmark: _Toc166533503]4.4: Pay Order Issue
 Customer is issued a perform— 
1) Officer records beneficiary's name and address in the PO block's main body. The customer's name and address are written in the other two parts.
2) The officer maintains the same number of PO blocks and makes a note in the register book.
3) The PO block was signed by two officers who were authorized. 
4) After signing the register book and the back of the bank portion, the customer receives the two PO blocks. 

[bookmark: _Toc166533504]4.5: Bills and Clearing Section
Schedule banks are defined as banks having a clearinghouse per the Bangladesh Bank Agreement, 1972, article 37(2). Through the clearinghouse, the schedule banks settle checks written on one another. According to a central bank agreement, representatives from the participating institutions meet daily to clear checks. Cheques and other like documents are accepted by banks for the purpose of crediting the funds to the client's account. Account holders provide the bank with several such tools throughout the day. A large number of these products are due at different banks. 
When a check, payment order, or bill comes from a bank that is part of the local clearinghouse, it is sent to the clearinghouse for collection. The clearinghouse deposits the check from another bank that is part of the clearinghouse, and the bank credits his account. The bank then collects the checks and credits the amount to the customer's account, but they do not receive the money until the checks are honored. To cleanse the instrument, three things are necessary:
1) Using a crossing seal
2) Seal of endorsement
3) Seal clearing.

[bookmark: _Toc166533505]4.6: Cash Section
The money region in a branch requires special attention since it is a very sensitive organ. This area's operations are where the money-saving hour begins. The money officer initiated the opening money adjustment by pulling cash out of the vault. The vault is located in a room with sufficient of security. The trade officer and branch out charge are in charge of the room keys. Entering the money is the measure of opening money adjustment. 
The consumer carefully fills out the form and then pays with cash or a check. The bank's authorized representative then issues POs on that particular block. Three parts make up this block: two for the client and one for the bank. All bank-issued purchase orders have a sealed A/C payee crossing.

[bookmark: _Toc166533506]4.7: Deposit section
The deposit portion serves a crucial purpose. Everything about it is computerized. Every customer's account number is kept up to date by the deposit department officer of the bank. They employ distinct code numbers for various accounts. A depositor can learn the current status of their account using this area. The officer conducts three different kinds of transactions: transfers, clearing, and cash. The following function is carried out by these sections:
· Post every type of transaction. 
· Offer a report that is requested. 
· Maintaining checks. 
· Getting the day transaction position ready. 
· Getting ready to close the transaction each month.

[bookmark: _Toc166533507]4.8: Foreign exchange Operation of UBL
The Union Bank Gulshan branch's foreign exchange department handles a variety of clients' import and export needs. Through this section, the clients open L/C for the import and export of goods to and from overseas. When it comes to imports, the bank typically acts as the issuing bank; when it comes to exports, it typically acts as the advising bank, the negotiating bank, or both. When importing products from overseas, customers must pay a portion of the entire cost of the items up front. After the goods are received at the ports, the customers must pay the banks the remaining amount to get the items cleared out of the ports. 
Documents and paperwork of all types are the major focus of foreign exchange. These records and records serve as credit claims. The foreign exchange section handles transactions involving foreign currencies. This department's primary responsibilities are as follows: 
· Letter of Credit (for Export & Import) 
· Endorsement of Dollar and Travelers Cheque. 
· Remittances from abroad, etc. 
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[bookmark: _Toc166533508]5.1: Recommendation

Even though UNION BANK has made a name for itself as a reputable domestic commercial bank in Bangladesh, we think the bank has to make improvements to certain of its policy procedures, particularly those that deal with general banking, hiring, and training and development initiatives.
· More ATM booths should be opened by Union Bank. 
· All of these companies should use their own external recruitment efforts, like the job fair, to gather external information. 
· Its products and services should be more varied. via setting up career development programs that assist with educational initiatives that speak to a talent pool that is more diversified. 
· It is imperative that they prioritize appropriate strategic planning as it facilitates the forecasting of labor demand and attempts to prevent labor shortages. 
· Union Bank uses banking software from ABABIL which is not comprehensive. They must thus need sophisticated and all-inclusive banking software.
· It has been discovered that UBL hires people based on their prior banking experience as well as a select few specialized talents. English proficiency and effective customer communication are not included in this list of abilities. All commercial banks in Bangladesh have a department dedicated to foreign trade, but they don't place much emphasis on the communication abilities of their employees. This resulted in a few challenges while speaking over the phone or in person with overseas clients.
· Workers at UBL are chosen and hired according to a set of predetermined standards and abilities. Because of this, the employees' only computer skills are those they learned during their orientation training. Because they have to work on their given jobs and manage the UBL intranet site ABABIL, the employees don't have the necessary understanding of other computer-related technical abilities, such fixing hardware problems and software mistakes. Such issues are handled by their IT department. For this reason, if a computer issue occurs, police are forced to wait for the IT staff to arrive and resolve the issue. Consequently, staff performance and department effectiveness are negatively impacted by the time. 


[bookmark: _Toc166533509]5.2: Issue Analysis

· In Bangladesh's banking industry, Union Bank Limited (UBL) is a full-fledged commercial bank founded on Islamic Shahriah Banking. The Bank was created as a result of the Bangladeshi government's expansion of economic policies, which increased competition in the banking sector. Any commercial bank aims to have a perfect customer service satisfaction rate. But under such conditions, achieving such numbers is difficult. 
· Due to the huge number of rivals, commercial banks in Bangladesh compete fiercely with one another. UBL's mission since April 1, 2013, has been to build its competitive position and fight for survival in the banking market. 
· Obtaining market positioning and reputation in the commercial banking industry does not satisfy business objectives. UBL recently observed that it is difficult to determine if they are reaching 100% bank service. They require a more strict and formal approach to oversee their financial services provided to clients. 
· UBL works with a number of clients every day, and the majority of them receive "Very Good" or "Excellent" reviews. But one negative evaluation could place doubt on the entire banking service commitment process. Every day, about fifty people are served. One or two unfavorable or mediocre ratings from these customers might keep the bank from reaching its 100% customer satisfaction target. 
· Recent fund mismatch was a big issue for the bank. lately the UBL branch in Gulshan used cheques to make up for the lack of money in its vault. The branch's vault was intended to hold Tk 31 crore, but BB authorities discovered Tk 12 crore inside instead. However, Union Bank established a probe to look into the situation as well.
· UBL examined if customers who left ratings that were below average were from overseas. That puts doubt on UBL's Foreign Trade section. Communication gaps between immigrants and natives may be the main cause. Due to its high level of effectiveness and efficiency in handling documents and payment-related operations, UBL earns an excellent grade in both numbers and papers. 
· UBL currently feels bound to take action to address the challenges or issues that run opposite to UBL's aims and objectives. 



[bookmark: _Toc166533510]5.3: Solution

· UBL's highlighted issues must be given careful consideration if it hopes to achieve 100% banking service. During my month-long internship at UBL, I was requested to provide a solution or suggestion to address these issues. The majority of foreign banks follow a certain procedure; however, it is uncommon in the banking sector of Bangladesh. "Customer Arrival Profile" is the name of the concept (CAP). We instructed the tellers to keep track of the number of customers by hour of the day for a period of two months in order to acquire the client arrival profile. Unlike call centers, the bank's system generally lacked information on the number of customers. 
· Next, we calculated the average number of customers by day and hour of the week. The tellers also listed the number of additional backroom procedures that were regularly carried out every day. Additionally, monitors were told to send images of what customers were doing in one of twenty-one. UBL will be able to maintain a profile of the number of clients and identify the faces of those who failed to get the expected quantity of banking service in this way. 
· Even so, I proposed the idea of placing a Complaint Box next to the payment area so that customers can file complaints about situations in which they were not provided with the services they were expecting. However, it has been specified that complaints against individual officers are not allowed; instead, consumers must identify the department from which they had poor service. Maintaining personal confidentially is essential. Complaints will be addressed at the conclusion of a week of work, and issues will be resolved as soon as practical, preferably before the start of the next week. 
· A new concept was created for improving communication with clients abroad who are not familiar in our own native language. The objective is to offer a new training program that will be completed by all Foreign Trade department employees and will focus on increasing verbal interactions with clients from abroad. Working experience, commitment to the company, effectiveness, timeliness, and a minimum educational qualification are prioritized in the UBL hiring process. However, having more qualifications does not always translate into having effective verbal communication abilities. For this reason, all officers will soon get this training session. Verbal Training Skills is the name of this training course. The officers will receive accurate and fluent instruction in speaking, listening, reading, and writing correct English. UBL will be able to provide its international clients better personal services in this way. While participation in this program is voluntary, it is required of officers working in the Foreign Trade Department as well as any other officers who so choose. A professional with many years of teaching experience and highly certified English language abilities will be taking the course. UBL said that finding such a trainer won't be a problem. 
· For the deployment of Customer Arrival Profile (CAP), additional people will be needed. such as teams of surveillance and monitors to maintain daily or weekly records. In addition, the team will handle the Complaint Box and facilitate the reporting of concerns to HR and branch managers. Although hiring more employees would raise organizational expenses, doing so will ultimately be advantageous. It will be expected that the banking service would become more effective. The main objective of commercial banks in Bangladesh is to increase profits, clientele, and customer satisfaction; these outcomes will enable the bank to achieve its goals. 



[bookmark: _Toc166533511]5.4: Outcome

· UBL has the ability to recognize between completely satisfied and dissatisfied clients.
· UBL currently keeps an eye on the number of customers that visit the bank on a regular basis.
· The UBL staff shows higher levels of confidence and employee morale when interacting with foreign customers.
· Workers are keen to participate in the training in order to have a greater understanding of how languages vary among nations. This instruction covers topics such as which nations have limited proficiency in the global language. 
· Junior officers and higher-ranking officers each claim to speak English more fluently than the other.
· Managers are quite happy with the new training process and think it costs relatively little in relation to the benefits the company receives from it. 

[bookmark: _Toc166533512]5.5: Conclusion
In summary, general banking is vital for every bank. Union Bank's GB policy, banking system, and efforts are producing good results. Union Bank Limited PLC Bangladesh focuses on providing a wide range of general banking activities to meet the needs of both individual and business customers. Deposit accounts, money transfers, finance for foreign commerce, and other services are among what they provide. Additionally, they make use of technology to provide easy access to internet banking, and ATMs for financial services. All things considered, Union Bank Limited PLC Bangladesh appears dedicated to providing financial services to the unbanked populace and promoting Bangladesh's economic growth. However, without fulfilling its obligations, no organization can be adequate or reach its objectives. Establishing the bar for fairness, work satisfaction, and company advancement is essential for Union Bank. Furthermore, the bank is happy with its employees. Although banks offer excellent salaries, it's not always essential to have connections to various corporate banks. However, the advantages of having UBL representatives as well as the unequaled social connections at work are also attractive.
I think that if the above recommendations were followed, they would be even more fruitful. I had some knowledge of banking before to my internship, but it was purely academic. I've now gained a practical understanding of banking after finishing my internship and writing a term paper on it. It will undoubtedly be beneficial for me to view things from an economic perspective as well. It gave me a realistic look at the task ahead of me and gave me the opportunity to practice under supervision. 








[bookmark: _Toc166533513]
5.6: References
· [bookmark: UBL][bookmark: ABABIL]Details about The Union Bank LTD, Retrieved from https://www.unionbank.com.bd/
· ABABIL, BEFTN, RTGS Explanation, Retrieved from https://www.unionbank.com.bd/pdf/Union-bank-directors-report.pdf;
· [bookmark: Remittance]Remittance, Retrieved from https://www.unionbank.com.bd/deposit/foreign-remittance
· [bookmark: Deposit][bookmark: FE2]Deposit scheme, Retrieved from https://www.unionbank.com.bd/product/deposit-scheme
· [bookmark: Law]Foreign Exchange & Remittance description, Retrieved from Taslim, M. A. and Haque M. S. 2011. Export Performance of Bangladesh Global Recession and After. Bangladesh Foreign Trade Institute.
· [bookmark: FE]Several banking laws and regulation, Retrieved from Gordon, E. and Natarajan, k. 2014. Banking: Theory, Law and Practice, 
· Foreign Exchange & Remittance description, Retrieved from https://unionbank.com.bd/pdf/foreign-exchange-bb.pdf
· [bookmark: SWOT]SWOT Analysis, Retrieved from https://www.scribd.com/home
· [bookmark: Swift]Swift Code, Retrieved form https://wise.com/gb/swift-codes/UBLDBDDHXXX
· [bookmark: CB]Complaint Box/Cell, Retrieved from https://www.unionbank.com.bd/complaint-cell
· [bookmark: ISR]Islamic Shariah Law (Ghirar, Mudaraba, etc), Retrieved from https://corporatefinanceinstitute.com/resources/wealth-management/sharia-law/
· [bookmark: NBFIs]NBFIs, MFS etc., Retrieved from  https://www.unionbank.com.bd/assets/home/interest/Revised_Provisional_Profit-_Deposit_Products_(1).pdf
· [bookmark: CSR]CSR, Retrieved from https://www.unionbank.com.bd/csr
· [bookmark: Missmatch]Fund mismatch, Retrieved from https://www.thedailystar.net/business/news/no-action-yet-taken-against-union-bank-fund-mismatch-2203731
· [bookmark: GBPractice]GB practices, Retrieved from https://www.unionbank.com.bd/business-plan


	

OBSERVATION


INTERVIEW


RESULT



Resource


Every employee at UBL has access to the tools and resources they need.
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Employee performance is evaluated fairly by UBL.


UBL offers every benefits to employees in a novel way.
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