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Executive summery
[bookmark: _GoBack]Marketing tries to correlate between two components: value-creating through various process and customer relation maintenance. The core objective of the report is to explore through the first part “value creation”. Value is created for both product and service. Through the reflection of a financial institute (BRAC BANK LTD) the author tries to bring up the basic essence of value creation and value chain planning in a banking service area. The journey of BRAC BANK LTD was like any other commercial bank. But they found a gap in the whole banking industry which is known as small and medium enterprises. Very few financing options are available for the targeted group but BRAC BANK LTD optimized their effort and created a healthy financing for the particulars. To create such value some careful planning must be made. The bank did their best on planning as each year some new contribution or value source is found by them. Moreover, they also come up with some blueprint to reinforce their upcoming projects. The value planning is a lengthy comprehensive process and comes with a lot of components. Each of the core components adds value to the service that reaches to the end customer.
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1.1 Background of the Report
)
An economy without financial resource is not imaginable. It is more like a soul of an economy. So we may see a lot of financial institution which serves various purposes in a verity of way. For ensuring proper distribution of the financial resources of a country, they need to be mobilized in such a way to put in productive channels. Thus the financial institutes are born to provide value and to create a fluent flow of the limited resource. Banks are one of the financial institutes that play a major role not only on developing a county but also creating a interdependent infrastructure.
Banking sector is one of the most important financial institutions that can play a great role in the development of a country’s economy. The banking sector is considered to be an important source of financing for most business. In the banking sector, BRAC Bank Ltd. is one of the leading banks in country. As strong financial institute it creates an understanding about the process of creating value in a diverse manner and the process of serving value to various customers.
 (
1.2
 
origin
 of the Report
)

This report has been prepared as a mandatory requirement for BBA Program completion of Department of Business Studies, United international university. From the internship program at BRAC Bank Limited some experience was gained and part of it was how the financial institute runs and how they create value and maintain a benefiting relationship with the customers.
 (
1.3 objective of the report
)


· Exploring what is customer value
· How it is created in service industry
· Mechanism to create customer value
· Customer value creation in BRAC BANK LTD.
· Value creation blueprints of BRAC BANK LTD.
· Distribution of profit from value addition
· A value model plan that may enhance the performance of the bank

 (
1.4 
Methodology & data analysis
)
The examination utilizes both primary information and secondary information. The report is isolated into two sections. One is the Organization part and the other is the analyzation part. The diverse parts reflect distinctive thoughts and give a one of a kind comprehension about them two. The data for the secondary part of the report was gathered from auxiliary sources like books, distributed reports and the official site of the BRAC Bank Limited (www.bracbank.com). For primary idea building up about the bank, idea exchanges and perceptions were the essential sources.

The data for the report 'client value creation in the BRAC Bank Limited' were gathered from primary and secondary sources. The item program Guideline has been altogether broke down for having a superior idea. Next to this perception, talk with the representative of the SME office and advance organization division of the bank was additionally conducted. Moreover numerous numerical information were gathered from the yearly report. To distinguish the execution, supervision, checking, and reimbursement hone, broad investigation of the current document was and pragmatic case perception was finished. A graph speaking to the information gathered is given beneath:
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Time Schedule
)

	Joining date
	Departure date
	Main activity
	Duration

	26 June 2018
	25 September 2018
	CTR project under account services department
	3 months






 (
1.6 scopes and limitation of the re
port
)


The report contains many doorways to new information and understanding but it also comes with some limitation. Many scopes were revealed to improve the content of the report but there were also some features which hindered the exploration. Such scopes and limitations which were faced during the creation of this report are reflected below:

Scopes:

· Internship program gives a real life experience so contents are more realistic and practical than theoretical
· Data and experience got in 3 months in BBL from the internship is raw in nature, as how the service was created was observed in an elaborating way.
· The staff and management were helpful enough to share data which are not confidential or where to look for the data to create the contents for the report
Limitation:

· Adequate and in-depth well-organized information is not available for access. There is some information which need special permission from top level is not always achievable
· According to banking policy was not disclose some confidential information which was another important barrier faced during the conduct of this study.
· The experience of 3 months is not enough to give a full view of the system. There was a time constraint to finish the report within the specified time frame without which it would have been better.
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2.1 History of BRAC Bank Ltd. 
)
BRAC Bank Limited was founded on 2001/7/2001. BRAC – Bangladesh Rural Advancement Committee is the source of BRAC Bank Limited. BRAC is known as the one of the most largest and successful NGO in the world.

In the year 2004 & 2005, BRAC Bank was considered a local bank with an increasing growth. Its vision helped it grow and contribute in the society in a large context. This organization wants to bend profit and social responsibility together in a level that it may serve the people of the nation and the nation itself. Since the independence of the country the mother organization that is Bangladesh Rural Advancement Committee (BRAC) is working with a full force for the improvement of the deprived people.

The background which BRAC Bank stands for is to helping those deprived people and at the same time making value by providing top class financial services. As small and medium enterprises are the main focus of BRAC bank 50% of the total loan portfolio of this bank is dedicated towards to them. There is a segment of people who don’t have capital so they need some funding. To finance them in their journey of small and medium businesses BRAC bank offers a greater value.

Today BRAC Bank is perceived as third era bank giving full scope of managing account facilities by giving proficient, inviting, refreshed and completely mechanized on-line and disconnected administration on a beneficial premise. Since its starting, it has presented completely appreciated web based keeping money administration to give a wide range of saving money facilities from any of its strategically placed branches.
 (
2.2
 
V
is
ion and Mission of BRAC Bank
:
)


Corporate Vision:
“Building profitable and socially responsible financial institution focused on Market and Business with Growth potential, thereby assisting BRAC and stakeholders to build a just, enlightened, healthy democratic and poverty free Bangladesh”
Corporate Mission:
· Sustained growth in Small & Medium Enterprise sector.
· Continuous low-cost deposit Growth with controlled growth in retail assets.
· Corporate Assets to be funded through self-liability mobilization. Growth in Assets through syndications and investment in faster growing sectors.
· Continuous endeavor to increase non-funded income.
· Keeping debt charges at 2% to maintain a steady profitable growth.
· Achieve efficient synergies between the bank’s branches, SME unit offices and BRAC field offices for delivery of remittance and Bank’s other products and services.
· Manage various lines of business in a full controlled environment with no compromise on service quality.
· Keep a divers, far flung team fully controlled environment with no compromise on service quality.
·  (
2.3
 
Core Values
:
)Keep a diverse, far flung team fully motivated and driven towards materializing the bank’s vision into reality.



BRAC banks’ Strength emanates from its owner - BRAC. This means, it will hold the following values and will be guided by BRAC as it operates on its own. Some of its core values are shown below:
· Value the fact that one is a member of the BRAC family.
· Creating an honest, open and enabling environment.
· Have a strong customer focus and build relationships based on integrity, superior service and mutual benefit.
· Strive for profit & sound growth.
· Work as team to serve the best interest of owners.
· Relentless in pursuit of business innovation and improvement.
· Value and respect people and make decisions based on merit.
· Base recognition and reward on performance.
· Responsible, trustworthy and law-abiding in all that BRAC bank do.
 (
2.4
 
Logo of BRAC Bank
)
[image: ]
The brand logo of BRAC Bank has been readied remembering the objective of the association. The square structure of the logo implies strong and solid. The Golden Color in the lower segment of the logo implies that 'Brilliant Bangladesh and her rich land'. The Blue shading in the upper segment signifies 'the sky with tremendous and boundless chance'. The white shaded bend signifies 'Development and Progress'. White circles in the blue shading mean the blazing sun that offers light to all over the place.

 (
2.5
 
Overall Stand of BRAC Bank
)


	SME Disbursed
	
	14,500+ Crore
	
	

	General Customers
	
	12 Lac+
	
	

	SMEs Customer
	
	3.65Lac
	
	

	ATM network
	
	2nd largest. largest to have integration with rest of the industry
	
	

	Plastic Card
	
	Largest base (over 5 Lac customers carry Debit or Credit cards)
	
	

	Remittance
	
	3rd largest in-flow of remittance among commercial banks
	
	

	Network
	
	Largest real-time, online
	
	

	Branches/Krishi Branches
	
	157
	
	

	SME Unit Offices
	
	405
	
	

	ATMs (own)
	
	300+
	
	

	Remittance Delivery
	
	2,000+
	
	

	Points
	
	
	
	

	Employees
	
	7,000 + the largest employee base among main-stream
	
	

	
	
	commercial banks
	
	

	
	
	
	
	

	Member
	
	GABV (Global Alliance for Banking on Values).
	
	

	
	
	IFC GTFP Award 2011,
	
	

	
	
	Asian Bankers Award 2011,
	
	

	Achievements
	
	FT IFC Award 2010,
	
	

	
	
	DHL Daily Star Bangladesh Business Award 2009
	
	

	
	
	
	
	



 (
2.6
 
Organizational hierarchy
)[image: ]Figure: organizational hierarchy

 (
2.7 product and service of BRAC bank
)
BRAC Bank Ltd. is currently focusing on below different areas of business activities. These are:
1. SME Banking
2. Retail Banking
3. Corporate Banking Division
4. Cash Management & Custodial Services
5. Treasury & Financial Institutions
6. Human Resources Division
7. Finance Division
8. Credit Risk Management
9. Operations
10. Technology
11. Company Secretariat, L & RA
12. Risk Management
13. Special Asset Management
14. Research & Development
15. Service Quality
16. Communication
The businesses directly related to customer service are briefly described in the following sections:
SME Banking:
BRAC Bank understands that the number of inhabitants in Bangladesh the most significant asset of the nation. BRAC Bank contributes in a larger scale for the attainment of economic uplift after liberation war. In small and medium business sector there were no fund raisers. The commercial banks only had eye for the larger corporations. There was a gap and BRAC BANK puts its effort to bring value to this small and medium class. This missing middle and small group were large in number striving entrepreneurs. Entrepreneurs who lacked of fund and financial solvency cannot pursue their dreams, as they have no property to provide as equity to the commercial banks.A gap in a marketplace contains huge risk and also full of hidden potentials. BRAC bank went for the risk, created value for the striving class and focused on finding hidden doorways to serve these peoples. BRAC Bank collects capital from the city areas and tries to support these founders of small and medium business. By fulfilling the missing gap it is not only creating value for the segment but also creating large employment opportunity. The whole sector and process is strengthening economical infrastructure which will lead to a greater possibility and empowerment in future. Showing SME Network coverage in the figure below:
SME Products:
Currently BRAC Bank is offering 13 SME packages. These are listed and briefly explained below:
Anonno Rin- "Anonno Rin" is a business advance intended to back little scale exchanging, assembling and administration adventures, particularly to encourage little and medium business people to meet their transient income deficiencies and scaffold the reserve stream holes.
Apurbo Rin- Apurbo is an advance facility for Small and Medium business. Apurbo advance has been planned and focused for moderately greater specialty units requiring advance above tk. 8 lacs to 30 lacs.
Pathshala Rin "Pathshala Rin" is an advance intended to address the issues of little and medium measured private instructive foundations, for example, kindergartens, schools and universities and so forth.
Aroggo Rin – Aroggo" is an advance permitted to different Health specialist organization like private facilities, diagnostics focuses and specialists' chambers. The item offers settled resources buy financing under compared Monthly Installments.
Digoon Rin – This is a double credit on clients‟ deposite. With this, customers don't have to encash their reserve funds rather they can take twofold measure of credit on their store for their business development.
Supplier Finance – Supplier finance is a credit  facility for the enrolled Suppliers of different huge retailers, promoting organizations, merchants, exporters and so forth. This product‟s fundamental target is to assist different Suppliers with meeting their transient income deficiencies or scaffold the reserve stream holes. Sum is least BDT 3 lac up to most extreme BDT 30 lac.
Prothoma Rin – "PROTHOMA RIN" is an advance facility for little and medium estimated business, which is worked by ladies business person. The item offers ending advance facilities to work capital back or potentially settled resources buy. Advance point of confinement is from least BDT 3 lac up to greatest of BDT 9.5 lac.
BIZNESS Account – "Bizness Account" is an enthusiasm bearing current record for sole proprietorship business Entrepreneur. Opening parity required is just BDT-10, 000.00
Cash Secured Loan – "cash Secured Loan" is a credit facility for little and medium measured business. There are two kinds of credit office in the item i.e. secured Loan and Secured Overdraft. These offices are completely anchored by settled store of BRAC Bank. Sum is least BDT 3 lac up to most extreme BDT 30 lac.
BIZNESS Loan-Bizness advance is a likened month to month credit office for a wide range of business which have sound bank exchanges to work capital fund and additionally settled resources buy. Credit restrain is least BDT 10 lac to greatest of BDT 50 lac.
Proshar – "Proshar" is an advance office for little and medium estimated manufacturing business. The item offers credit offices for working capital back as well as settled resources buy.
Trade Plus – trade plus to is a composite office for little and medium measured import oriented organizations to meet their exchange fund prerequisites.
Super Supply Loan – Super Supply Loan is an advance facility for Suppliers of different substantial retailers, promoting organizations, producing organizations and different corporate houses. This product‟s principle objective is to assist different Suppliers with meeting their money related prerequisites.
Retail Banking:
There are retail banking products of three categories. One is Loan Products, second is Deposit Products and the other is Cards. In Loan Products category there are eleven services/products facilitating clients‟ demands.
These are:
Salary Loan, NoW Loan, Car Loan, Teacher‟s Loan, Study Loan, Travel Loan, Credit Card Loan, Top Up Loan, HighFlyer Loan, Secured Loan/ OD and Doctor‟s Loan. Under Deposit Products category currently there are ten services/products in total. These are:
Fixed Deposit, Interest First, Abiram Account, DPS, EZee Account, Savings Account, Short Term Deposit, Current Account, Salary Account and Step Up Fixed Deposit.
Under Cards class there are two kinds of cards items dynamic. One is ATM Debit Cards and the other is Co-Branded Cards. ATM Debit Cards encourages cash withdrawal of upto BDT 20,000.00 every day. Additionally checking equalization articulations of ATM and POS (Point Of Sale) exchanges. The Cards Department gives 24 hour client bolster hotline to determine inquiries and issues.
The Co-Branded Cards are from Aarong, ALICO and DIA Gold. The BRAC Bank Aarong ATM Card gives clients 5% money back benefit from shopping in any Aarong outlets. The holder of BRAC Bank ALICO ATM Card can appreciate an exceptional extra insurance facility with protection inclusion of upto BDT 200,000.00. Also, BRAC Bank DIA Gold ATM card holder will appreciate an uncommon money back and money rebate include. This component is 10% markdown from any jewel item purchased and 8% rebate on making charge of any gold items purchased from DIA Gold.
 

Corporate Banking:
Corporate Banking section has three types of coverage currently. These are:
1. Corporate Loan Products
2. Trade Financing
3. Corporate Cash Management
Corporate Loan Products is offering six services at the moment. The services are listed and described in the following section:
Corporate Loan Products
Overdraft – This is an on-request credit office intended to meet everyday operational exercises of the business, including buy of crude materials and costs.
Term Loan – Short Term Loan/Revolving Loan: This plan is to meet distinctive shortterm subsidize necessities of the customer. Installment of obligation, Tax, VAT and different costs identified with the arrival of products from traditions through pay arranges for the sake of traditions expert or Bangladesh Bank check is payable through this plan.
Lease Finance – One of the more helpful long haul wellsprings of obtaining capital apparatus and gear. The customer is given a chance to have selective rights to utilize an advantage, for a concurred timeframe, against installment of lease.
Loan Against Trust Receipt (LATR) – This is headway against a Trust Receipt gave to the customer when the records covering an import shipment are given without installment. Under this framework, the customer will hold the products of their deal continues in trust for the bank, until the point when the advance permitted against the Trust Receipt is completely paid.
Work Order Finance – BRAC Bank gives Work Order fund facility to its esteemed customers. Through this game plan, customers can profit credit offices against legitimate Work Orders up to a specific extent.
Medium Enterprise – The items offered under this kind of financing are flexible in nature and every item is custom fitted as per the need of the borrower, under specific parameters. The scope of associations this kind of financing takes into account incorporate proprietorship concerns, private constrained organizations, instructive foundations and also nonprofit organization.
The motivation behind this unit is to serve medium undertakings having facility necessities like an extensive corporate in nature, however littler in volumes. The facility may extend from a singlefunded or non-supported cutoff to a composite credit facility that incorporates different corporate items. The Bank trusts that the rising medium undertaking of today is tomorrow‟s extensive corporate that will encourage the genuine development of the country.
Trade Finance:
Letter of Credit (LC):
This facility is related to import or local purchase of different items. It is also provided for the import and export of goods (such as raw materials, machinery, equipment, any trading item).
Letter of Guarantee (LG):
To meet different contractual requirement such as participating in Bid, Performance Guarantee and Advance Payment guarantee for different contractual requirements.
Corporate Cash Management
NCS – BRAC Bank will gather clients‟ charges through their Bills Pay Machines in the vital areas of the city and furthermore at the correspondent branches, where the BRAC Bank offices are not accessible and at the corners.
PTS – PTS will permit customers to distributes various of payments anywhere in the country through BRAC Bank‟s own branch network in Dhaka, Chittagong, Sylhet, Savar, Feni and the partner bank branches all over the country.
Advantages to Employers – BRAC Bank provides services such as Salary Upload, Multi Location Salary, payroll management, MIS on payroll etc. Salary Upload facility requires a consolidated cheaque of the total salary amount and a break-up of the disbursements to the employees in soft and hard copy format, BRAC Bank will do the rest. Multi-Location Salary features salary disbursal in multiple locations within BRAC Bank network. Payroll MIS creates standard reports for corporate clients with neatness and conciseness.
Advantages to Employees – Along with all other Retail Banking services, employees can avail 24 Hour Banking through ATMs, Online Banking, Extended Banking Hours till 8:00 PM except for Thursdays and Fridays and Payday Overdraft on request for emergency situations (this is adjusted with the employee‟s following month‟s salary).
Cash Management Services – BRAC Bank’s national Collection Services (NCS) is designed to assist corporate with nationwide collection requirements by providing faster funds availability in a cost- effective manner.
Cash Collection Services: Through BRAC Bank Cash Collection Services they collect cash directly from clients offices/business premises. The whole process is arranged with executive logistic services.
Drop Box Facility: On request, BRAC Bank can install Drop Box at customer‟s office which can be used for depositing cheques or any instruction. Their representative will visit client‟s office and clear the box every day.
Probashi Banking: Our nation‟s workforce who are far from their families, relatives, companion or more all, from breathing the demeanor of our nation, working abroad for the flourishing of their lives and the country over the long haul while giving up a ton. BRAC Bank, through Probashi Banking administrations, is encouraging the saving money needs of remitters. Right now BRAC Bank is giving six administrations to remitters under Probashi Banking. These items/administrations are portrayed underneath:
Probashi Current Account – It is usual for Probashi Bangladeshis who don't wish to gain interest because of religious reasons. This record likewise accompanies check book and ATM card and is perfect for standard exchange.
Probashi Savings Account: This account gives interest which is paid in June and December of every year. This record accompanies a check book and ATM Card and is perfect for Probashi Bangladeshis who need to spare. Records are kept up in Taka.
Probashi DPS: this is a reserve funds conspire extraordinarily intended for the Probashi customers. This administration requires regularly scheduled payment of least Tk. 500.00 and any products. Gives an investment account a customized check book, profit dispatched to bank account will be exchanged on the due dates and advances are given against 90% of saved sum.
Probashi Fixed Deposit –  A settled store account enables remitters to store their cash for a set-timeframe, subsequently procuring them a higher rate of enthusiasm for return. Settled Deposits can be produced using 3 months to 3 years. Intrigue is paid on the development at an extremely alluring rate
Probashi Abiram – Probashi Abiram is a Fixed Deposit which is perfect for Probashies who need to get an arrival consistently. In the event that one has adequate assets, this can be made into a settled store from 1 year to 3 years and interest will be paid each month on their Savings Account consequently. This is perfect for clients who need to pay their DPS portions. 
Probashi Shubidha (NRB Beneficiary) Account – This is a specific record for Non Resident Bangladeshis where the remitter can open a record for the Beneficiary. The recipient would then be able to benefit every one of the administrations offered by BRAC Bank, for example, SMS Banking, Phone Banking, Internet Banking and so forth. At the point when the recipient's record is setup, the Remitter just requires the record number, and measure of cash to be sent to make a sheltered, quick and effective exchange. Exchange is finished inside 6 hours of getting directions.
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3.1 customer value and its creation
)
The objective of any business is to enchant clients by understanding its clients' needs and to give items and administrations to address those issues. Therefore, it is of enormous significance, what client's esteem and how firms can offer items and administrations by making diverse kinds of significant worth for their clients. In straightforward definition client value is "The contrast between the expenses of a client to get an item and the advantages or the fulfillment he or she gets from the service or the item.’’ 
[image: ]

Three scenarios can be observed after serving value and those are shown below:
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Dissatisfaction
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Satisfaction
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Delight
)
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Cost
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Cost
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Cost
)
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Benefit
) (
Benefit
) (
Benefit
)


Through value companies can create satisfied customer, delighted customer increases profit and their “word of mouth” is a strong promotional tool. Every company tries their best to avoid customer dissatisfaction. So value creation and management plays a vital role here.

 (
3.2 Mechanism customer value creation
)

Customers are the core item of a business. They are like the blood of a business which yield the current profits and the foundation of future growth. To run a business a company needs to understand or find a gap in which they can add some value in this competitive era of business. A business may go for the following ways to create more value:

· Value yielding gaps for customers
Interviewing the targeted group, surveying the mass, observing actions and reactions may give the company an idea about where they can create value. In short, capture data to understand what is important to a customers and what opportunities one have to help them.

· value propositions’ effectiveness
The value customers receive is equal to the benefits of a product or service minus its costs.  The value that the marketer tries to communicate must be as such, where benefit is always greater than the cost. Even the media through which the proposition is being communicated must be aligning with the proposition. The proposition must reflect exactly what the marketer is trying to communicate 

· Identifying the customers and segments where the company can create more value relative to competitors
Different customers will have varying perceptions of product or service value relative to the service providers’ competitors. A company must find an area where his competitors are weak or non-existent to make a proper package which serves a greater value.

· Setting the price at a point which benefits the both party
A proper price must be analyzed and set which ensures that customers are receiving value at the same time boost the gain of a company. Satisfied and delighted customers usually expect a lot of value in from the product or the service and usually willing to pay more, while unsatisfied customers will leave, even at a low price. Many analysis or survey must be done for doing business in a win-win situation.

· Create value focusing most valuable customers
An organization must be unequal on the conveys of its business constrain, advertising asset, and R&D speculations toward the clients and fragments that they can best serve and will give the best an incentive consequently. Additionally, they should likewise distribute development capital toward new items and arrangements that serve the best clients or can draw in more clients that are like its best clients. There is theory called 80:20 ratio and it reflects that 80% of a company’s profit comes from 20% of its major customers. So they must be more focus on.

 (
3.3 customer value creation in the financial institution of Bangladesh
)


At 1976, with privatization of the banks to support private speculation money related segment change in Bangladesh was begun and proceed in the mid-19's as a component of "auxiliary modification arrangements. A few sorts of foundations can be found on the managing an account part in Bangladesh.The administrative specialist in the keeping money division goes to Bangladesh Bank which is additionally viewed as national bank of Bangladesh. Its' real point was to enhance the activities of nationalized business Banks and NCBs through the advancement of new managing an account advances, computerization of keeping money tasks, overhauling of abilities, changing obsolete inward saving money rehearses and corporate and credit cultures.There are 49 banks and with 6318 parts' of which there are 30 private business banks, 10 outside business banks and 9 nationalized business and specific banks in Bangladesh. Around 110000 individuals are utilized by the saving money part. About 9.2 percent of the total assets of commercial banks are held by foreign joint venture banks now. A financial institution provides services, such as accepting deposits, giving business loans and auto loans, mortgage lending, and basic investment products like savings accounts and certificates of deposit, purchasing accounts receivable, extending credit to retailers and manufacturers, discounting installment contracts, and granting loans with goods as security etc.Financial institutes supports the financial activities of the people, organization and the country.
 (
Customer value
Creation in BRAC bank
) (
Chapter: 04
)

 (
4.1 Impact of BRAC bank
)
BRAC Bank tries to be the best bank in Bangladesh. To accomplish the treasured number one spot it must make striking strides and gain solid ground which will line up with its vision. All through the previous years it had accomplished numerous universal honors and crossed numerous good developments and still is going for additional. The distinctions included South Asia's most perceived SAFA Award, ASIAMONEY's "Best Bank for SMEs" grant, ICAB grant, ICMAB grant and ADB's 'Most Progressive Bank' grant. Some of BRAC BANKS' accomplishments are Crossing the earth shattering US$ 1 billion in market capitalization, getting the most elevated FICO assessment of 'AA1' and being granted with the conspicuous ISO 2001:2013 affirmation for Information Security and it continues going for additional. 

Under the different activities understood over the unmistakable business divisions, the bank changed gear in Corporate Banking acknowledging portfolio affiliation and experience augmentation by focusing on unexplored areas outside the metropolitan regions of Dhaka and Chittagong by concentrating on Local and Emerging Corporates to upgrade exchange and money association limits. Focusing into its on the best portfolio, the Retail division has been masterminded remarkable take-off by model nature of creating distinctive activities. The uniqueness of BRAC Bank is that it flourishes in edges where others set out to tread. In continuation to the major mover advantage accomplished in SME business, the division has spread its wings and investigated fresher skylines of chances in the new semi-urban and commonplace markets and is before long inspecting Agent Banking which will be moved in 2018. Additionally, BRAC Bank is moreover fortifying its capacities in Digital Banking, in this way concentrating on advancing further and secures firm ground later on of the keeping cash industry.

 (
4.2
 
value creation in BRAC BANK
)
In 2001, BRAC Bank began its voyage yet it was unprecedented and endeavored to make a motivating force extraordinarily. The visionary originator of the bank comprehended that the officially disregarded Small and Medium Enterprises (SME) division may give a tremendous market in making business and making advancement in the country. In the past events, standard banks were not too connected with to place assets into this region. When it was moderately unfathomable for SME business visionaries to get financing from the setting aside extra cash zone in Bangladesh, BRAC Bank wandered forward to help these unbanked SME business visionaries and continues giving budgetary help to them. BRAC Bank is an execution driven affiliation, where its characteristics are at the focal point of each activity. It is the sole individual from Global Alliance for Banking on Values (GABV) from Bangladesh. The Global Alliance incorporates 46 money related establishments working in nations crosswise over Asia, Africa, Australia, Latin America, North America and Europe, serving 41 million clients, holding up to USD 127 billion of consolidated resources under association and invigorated by a plan of 48,000 accomplices. BRAC Bank shares the 3P Philosophy – 'people,Individuals, Planet and Profit' with different partners of GABV. BRAC bank accept that they are watchful towards the comprehensive network they work with and the spots they work in. As a mission-driven bank, they work for the welfare of our family and the more prominent society.[image: ]
The center of a business is esteem creation. It is the motivation behind the association is to make and convey an incentive in a sufficiently proficient way that it will produce benefit after expense. This report reflects BRAC banks' operational, money related, financial, social and natural execution and its making of significant worth as far as utilizing its center business drivers, administration culture, sectoral openings and fundamental dangers amid the period explored and prospects of the unfurling future. BRAC Bank is building up a reasonable esteem creation show established on their vision, mission and qualities. They generally attempt to maintain the most astounding respect to their partners by being straightforward amid their correspondence, sensible to clients, open to their representatives and being consistent with their investors by adding to value creation.
Sustainability objectives
· Enhance transparency and create more space for governance
· Be open and fair during communication
· Be fair in all dealings
· Be simple with  customers by ensuring simplicity of terms and covenants in  contracts
· Putting  priority to comply with local laws and regulations.
Sustainability outcome
· Economic value
· Social value
· Environmental value
 (
4.3
 
value creation in SME division
)


BRAC Bank's SME Banking division was propelled with the bank's vision in 2001. The division's larger goal was of country working regarding including SME organizations into the composed budgetary framework, empowering them to scale-up their organizations and produce more prominent business openings. Without a doubt, the division imagined releasing business enterprise inside the SME space, or, in other words biggest supporters of Bangladesh's gross domestic product (GDP).

Small Business financing:
BRAC BANKS' Small Business division is occupied with helping miniaturized scale business, house and independent companies everywhere throughout the nation to offer wings to their business through getting to their extensive variety of saving money items. Private ventures are the most vital drivers of financial action in rustic and semi-urban networks. Financing this trying innovative network to build up their business and enhance the nation's economy has been the main vision of the Small Business division. Through upwards of 457 SME unit workplaces found the whole way across the nation to quickly take into account the business needs of little assembling, exchanging and benefit arranged organizations, the Small Business division has possessed the capacity to support the force as far as portfolio development, distributions, workforce profitability and geological inclusion. For its far reaching appropriation system and expansive and devoted deals compel, the division has recorded a declining pattern in its NPL and PAR developments. Starting at 31 December 2017, the aggregate arrangement of the Small Business division remained at BDT 49,237 mn and PAR and NPL at 3.6% and 2.6%, individually, with the quantity of credit clients at 118,888.
Agricultural Finance:
In accordance with Bangladesh Bank's Agricultural and Rural Credit Policy and Program for the financial year 2017-2018, each business bank needs to dispense 2% of their merged advances and advances to the horticulture segment, underscoring on the need concurred to this segment. The bank's Agricultural Finance group guarantees that horticultural credits are made open to end borrowers through its vast independent company organize and in addition tie-ups with smaller scale back establishments (MFI). The Agriculture Finance group keeps up associations with MFIs to meet the farming advance focuses of Bangladesh Bank. Pushing ahead, the bank expects to boost Opportunities by meeting the neglected needs of agrarian borrowers through underscoring on reinforcing associations with best level MFIs and NGOs.

Emerging Corporate:
The Emerging Corporate division has risen as the most favored development accomplice of hopeful entrepreneurs who have substantiated themselves and are on track to change their organizations into a medium-sized one or even a corporate. The division obliges the saving money needs of medium-sized assembling, exchanging and benefit arranged organizations that have shown a high development affinity and look for different, custom-made and composite credit facilities. In long stretches of working with this section, BRAC bank have discovered that these development arranged organizations make a positive financial effect by producing business and reinforcing in reverse and forward linkages. Beginning activities in 2013, the Emerging Corporate division has increased wonderful development footing as far as number of clients and portfolio and worker profitability in the course of the most recent two years with the driving force given by the new administration group. In 2016, the division's portfolio developed by 36% and all the more strongly by 60% of every 2017. The Emerging Corporate division at present obliges 3,119 clients through it’s across the nation nearness and is enabled by a decentralized endorsement process. 

Value creation blueprint for SME division:
To be the best-in-class and an all encompassing SME lender in the business through an accentuation on a client driven culture, custom fitted items to suit singular organizations and the drive on enhancing portfolio quality 
· To distinguish and achieve unexplored market and client center points and make mindfulness on the extensive variety of items and administrations of SME Banking division. 
· To advance all around characterized items and offices to existing and in addition potential customers and improve the feeling of significant worth creation at a more extensive level. 
· To create borrower choice and appraisal instruments in accordance with the national bank rules to prepare the business constrain for boosting efficiency. 
· Maintain portfolio development force through accomplishing a legitimate mix of supported and non-subsidized organizations. 
· To advance the way of life of strategically pitching among the business compel, along these lines profiting the bank at large.
· To embrace more up to date advancements and instruments to smoothen endorsement and dispensing procedures and increment the observing of misconduct.

 (
4.4
 
value creation in retail division
)
BRAC Bank's Retail Banking division, set up in the year 2001, gives a wide suite of items and administrations to take into account a large number of retail advance necessities. The division gives home advances and auto advances notwithstanding an extensive variety of other individual advances, charge cards and money anchored advances. Utilizing BRAC Bank's vigorous skillet Bangladesh organize, the bank's Retail Banking division appreciates solid infiltration the nation over, encouraging both showcasing of retail credit items and accumulations. The division additionally has powerful credit evaluation principles and systems with industry driving TAT (loan turnaround time), which remained at a normal of 2 days in 2017.

Value creation blueprint for RETAIL division:
· Focus on enlarging piece of the pie to 5% 
· Emphasis on offering settlement clients 
· BRAC Bank's store items, along these lines expanding a lot of the client's wallet 
· Crediting settlement to bKash wallet through reconciliation with BRAC Saajan, which will help those in remote areas get settlement credited in their versatile wallet 
· Growing associations with real trade organizations and coordination with bKash, guaranteeing consistent credit of the transmitted assets to the recipient's bKash wallet 
· Conduct boost preparing for branch authorities 
· Engage in special exercises with various accomplices 
· Explore relationship with new exchange associations to help create additional business and assurance augment in settlement earnings. BRAC bank foresee fabricate new relationship in the Middle-East, South,East Asia, Europe, Australia, Maldives and Mauritius 

 (
4.5
 
value creation in 
CORPORATE
 banking division
)


BRAC Bank's Corporate Banking division offers an impressive source of administrations, along these lines giving the accommodation of a one-quit saving money look for every single corporate client. The Corporate Banking division began its activities on an undeniable premise in 2009 and from that point forward, the portfolio has accomplished a substantive yearly intensified development of 9% YoY, or, in other words quickest development rates in the nation's saving money segment. Essentially, in spite of the fact that the market when all is said in done experienced sharp development in NPLs, the portfolio nature of Corporate Banking division was kept up at acceptable levels.
The recently propelled Corporate Branches and repositioning of the Local Corporate group together added to critical development in the financed business. Plus, the rebuilt Large Corporate group added to considerable development in the non-subsidized business. In addition, a devoted Trade Development group was likewise settled to give a more prominent catalyst to the exchange business. In a critical activity of 2017, an aggregate of 26 branches were changed into a bound together Corporate Branch with the point of giving the full estimation of Corporate Banking administrations inside these exceedingly unmistakable premises. The essential goal of making a complete stage was to advance expenses while at the same time fabricate higher limit. Strikingly, what began off as an activity of including an incentive in the way branch tasks and corporate and business exchanges were customarily done has now empowered us to open up more current roads to take the idea of branch managing an account to the following level. Vitally, BRAC banks' Corporate Branch has been imagined to profit clients from helpful access to items while keeping the endorsement procedure unified, along these lines delivering more serious hazard control and order. The change from a minor retail-driven unit into a far reaching specialty unit was testing, yet remunerating with a ton of picking up bringing about the amassing of rich encounters.
Value creation blueprint for corporate banking division:
BRAC Bank will center around reasonable liquidity administration, development entrance in the fare business and participate in careful portfolio administration. Through utilizing the wide circulation organize, gifted labor, process re-building and consolidating IT-based arrangements, the bank means to reach to sky of glory  in 2018.
 (
4.6 An overview of value addition & distribution at BRAC BANK
)
Value added statement is an informative report which shows a detailed account of total value addition and the disbursement of the value created by the organization. BRAC Bank includes an incentive by making wealth through SME, Retail and Wholesale saving money. The bank likewise contributes emphatically to financial advancement through the installment of compensation towards its staff, through the installment of steady profit (stock and money) to its investors, through obeying administrative principles and controls by making good on regulatory expense and VAT while guaranteeing manageability and development.

The following value added statement shows the total worth created by BRAC Bank for the year ended 31 December 2017 and how they distributed value for the socio-economic development.

	Value Added
	2017
	2016

	Net Interest Income
	12,148
	10,807

	Commission, Exchange & Brokerage
	2,876
	2,538

	Investment Income 
	3,581
	2,497

	Other Income 
	105
	123

	Management Expenses Excluding Salaries &
 Allowances, Depreciation
	(4,694)
	(4,017)

	Provision for Doubtful Losses 
	(1,152)
	(865)

	Total Value Added by the Company 
	12,863
	11,083

	Distribution of value addition
	2017
	2016

	To Employees as salary and Allowance
	4,347
	3,313

	To Provider of Capital
 as dividend to shareholders (cash & stock)
	2,145
	2,138

	To Government as corporate tax
	2,647
	2,688

	To Expansion and Growth
	 
	 

	as retained income 
	3,105
	2,322

	as depreciation 
	619
	622

	Total Distribution by the Company
	12,863
	11,083





 (
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Plan for value optimization model
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5.1 Hypothesis of components that emits value
)

The idea of value creation lined up with the hypothesis that a firm is best seen as a system of connections both interior and outside. These systems are in some cases called a value system or value chain. Every component in the system could be a partner gathering, an asset, an association, end-buyers, intrigue gatherings, controllers, or the earth itself. In a value design, value creation is seen as a cooperative, imaginative, synergistic process.

If the firm is viewed as a network of value creating entities, then the question becomes how does each component in the network contribute to overall firm performance and how does it behave and respond to its own interests. At the point when the components are autonomous associations or specialists it is accepted that the firm is looking for an agreeable, win-win relationship where all gatherings get satisfaction. Having an understanding that the components in the system are not completely autonomous, there will be human resources, it is accepted that motivators are vital and that those force go past direct remuneration. 

While it would be extremely attractive to interpret all types of business incentive in a single value chain numerous specialists and scholars trust this is either not possible or hypothetically unthinkable. In this manner, supporters of value chain trust that the best methodology is to find out with numerous types of significant component which directly connected to the organization and boost up the whole process

BRAC bank has some departments which contribute to run all its operations at ease. It reflects the core items or nods that the organization depends on significantly. So the primary components from which we want to build up a value chain will be:

· Market development and product planning:
Market progression is a Know advancement framework that recognizes and develops new market segments for current things. A market headway method targets non-obtaining customers in directly centered around bits. It moreover targets new customers in new parts. 

A market headway framework includes broadening the potential market through new customers or new occupations. New customers can be described as: new geographic segments, new measurement areas, new institutional parts or new psychographic pieces. Another course is to develop bargains through new uses for the thing. A service manager needs to consider the going with request beforehand executing a market progression methodology: Is it profitable? Will it require the introduction of new or balanced things? Is the customer and channel all around alright investigated?

· Marketing and sells:
a correctly made mix of offers and promoting is irreplaceable for productive business improvement. "Offering" or making bargains contains social collaboration the one-on-one get-togethers, telephone calls and frameworks organization that the organization partake in with prospects and customers. The articulation "advancing" wraps programs associations use to reach and persuade prospects, including publicizing, promoting, post office based mail to say the very least. one regularly watch the terms used erroneously, for instance, when a business advertises for a displaying capable anyway is greatly hunting down someone to make telephone calls, meet with prospects and close arrangements. 
· Deposit management:
At BRAC Bank's Operations division, amid the year under evaluation, two new offices were set up to guarantee satisfactory administration oversight, clear isolation of employment jobs and duties and an attention on process rearrangements, which will in the long run prompt snappier and more powerful administration conveyance to our clients inside a controlled and consistent condition. Today, furnished with the certainty of the activities attempted over the past, we are emphatically moving towards digitalization that will strengthen our client benefit norms.
· Asset management:
The strength of BRAC BANKs' credit chance administration work is reflected in its benefit quality that is unrivaled in examination with the nation's general saving money part. The advantage quality or portfolio wellbeing is estimated by a metric that considers the non-performing credits (NPLs) as a level of the aggregate advances of a bank. Clearly, the lower this metric, the better is the benefit quality.Industry NPLs remained at 6.12% in the year 2011. Post 2011 be that as it may, impelled by bad loaning and negligence for directions, industry non-performing advances took off and rose to as high as 9.31% before the finish of year 2017
· Contribution to Stakeholders:
Distinguishing set of stakeholders is the way to understanding their desires out of the Company and, all things considered, helps prepare towards satisfying those desires and conveying reliable esteem. The stakeholders’ correlated system of BRAC Bank can be comprehensively isolated into two classes: the center partner bunch containing investors, clients, providers and representatives and alternate partners including controllers, the nearby network and the ecologically intrigued gatherings. Commitment with Stakeholders BRAC Bank's all encompassing partner commitment process involves a three-pronged supportability measurement that incorporates monetary, social and natural. In this specific situation, key partners are classified under these three measurements and the supportable business targets are recognized by mapping co-related partner desires. By evaluating these destinations on a complete premise, BRAC Bank has possessed the capacity to plan methodologies through adjusting the plan of action with the esteem creation process that in the end targets and satisfies partner desires.

To support the core exercises that the association performs some supportive practices should be there. For example technology can be utilized underway to lessen cost, to grow new items, increment client benefit office, develop savvy process, and so forth. It underpins the value chain exercises, for example, creative work, process mechanization, process plan, and so forth. More supportive component like human resource management is likely to play a vital role. A key partner HR structures the work positions by contracting, acknowledgment, compensate, examination frameworks, bearer arranging, and worker advancement. They go about as a promoter of the representatives to rouse them and make a glad workplace. For the authoritative evolving circumstance, HR executes the vital needs of the association with least worker disappointment and protection from change. Moreover Great governance rehearses have turned out to be generously vital for the advancement and supportability of the capital markets and the insurance of financial specialist premiums. These practices have additionally turned into a key factor for financial specialists and banks when settling on their speculation and subsidizing choices. Studies have uncovered that organizations focused on corporate governance rehearses have a higher market cost to book value ratio (PBV), which is proof of the significance of good governance to speculators. BRAC Bank is satisfied to express that they stand tall in such manner with our PBV of 3.6 times (as on 31 December 2017), among one of the most noteworthy in the private managing an account segment in Bangladesh. BRAC Bank's PBV (as on 31 December 2017) reflects solid investor trust in our hearty administration hones. 
 In light of the developing enthusiasm among partners, including investors and potential financial specialists, they have given due consideration in this answer to cover administration issues that are important to all constituents of our environment. This guarantees the report's unwavering quality as a source of perspective for the appraisal of corporate administration rehearses in the bank and furthermore mirrors the productivity and adequacy of our authoritative procedures and operational straightforwardness of methodology at all levels over the bank

These are required to play out the esteem added exercises proficiently to drive the association forward to meet the vital arrangement and the destinations. Supporting components that optimize value are reflected as following:

· Technological support
· Human resource management
· Corporate governance
· Finance and risk management
To produce a fruitful service for an association it is essential to include an incentive in every action that the service experiences amid the existence cycle. The most ideal value can be accomplished in the service improvement process by including an incentive in each stage. For that it needs mix of, significant worth chain exercises and a legitimate synchronization among all the related exercises. Only a proper mix of value components can serve the purpose of greater value creation which BRAC bank aims for.


 (
5.2 value chain planning design for BRAC bank
)
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	Fig: value chain planning for BRAC Bank LTD.
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5.3 Benefit yielded from value chain planning
)
Financial institute are the limbs of the economy from where financial resources are distributed. To distribute this vital resource in optimized manner an organization must point out the core nods which helps it to carry out the whole process. What differs BRAC bank from any other bank is its boundless opportunities. A well designed value chain shows the strength, weakness, opportunity and threats of an organization. The benefit which comes with a well designed value chain plan in pictured below:


· Value chain identifies if any area is missing to serve a greater value.
· BRAC bank can easily put more emphasize on a component which maximizes its opportunity.
· A component nod may get weaken or remain under developed. If a routine audit is done for all its core nods BRAC bank can easily shake off its lacking on that particular matter.
· Comparison may be done with other competitors to identify what BRAC bank is doing better or less.
· Lack of fluency may occur, if BRAC bank can easily point out what is causing delay in their service.  As speed and fluency is  mandatory in this type of industry
· Value creation planning gives a whole picture of the contribution of the organization and from it organization can understand if it is still aligning with the vision.
· It makes staff more transparent and responsible while communication.
· Legitimate arranging causes key needs to get lined up with accomplishing propels in innovation to guarantee the conveyance of protected and secure keeping money administrations to clients. It additionally breaks down from information bits of knowledge to reveal new business openings and in fortifying our focused edge.
· value chain arranging likewise organizes endeavors of various groups like activities, innovation, business sections, hazard administration, and so on. it gives an extensive arrangement and makes a sound stream in center branches of the association


 (
5.4 Conclusion
)
BRAC Bank limited is a solid and viable player in the financial framework in Bangladesh. It is new generation bank. It is resolved to give high caliber financial administrations to add to the development of GDP of the industrialization, boosting up foreign trade, making business open door for the informed youth, rising way of life. The bank has the vision to be the best private Commercial Bank in Bangladesh as far as effectiveness, capital ampleness, resource quality, sound administration and so forth. 

In current occasions the Small and Medium Enterprise (SME) Financing has turned into a critical region for Commercial Banks in Bangladesh. To adjust its corporate arrangement to the direction of Central Bank, banks have turned out to be more worried about SME and opened windows to lead business in this specific zone. BRAC Bank Ltd has been set up on the visionary to back "missing center" with the end goal to bring monetary advancement of the nation. BRAC Bank has confidence in making consistent, reliable encounters at each touch point their clients approach. 
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