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Executive Summary

This report starts with an overview of Dhaka Bank PLC by providing you with the history, organizational background, purpose and activities as well as a brief introduction to the digital banking operations of this bank in the country. The next section talks about the main digital payment services of the Bank including ezyBank, Internet Banking, Bangla QR, and electronic fund transfers systems like BEFTN, RTGS & NPSB and Mobile Financial Service (MFS) integration. These have alleviated the customer dependency on their branch banking and utility, bringing a faster, safer, more accessible financial solution to fixation.
The report goes on to assess the information and services of these digital payment offerings through parameters like the volume of digital transactions, new and net account openings for various MFS channels, deposit mobilization through ezyBank, Bangla QR transaction statistics, trends in MFS interoperability and interbank electronic fund transfers, revenue earned from different digital payment channels etc. The results show that most of digital payment services has improved operational efficiency, customer convenience and played an important role in promoting financial inclusion which also positively affected the performance of the Bank. The report also discusses the current state of the banking sector into Bangladesh by highlighting the increasing role of tech-based financial products and services along with a slow but steady shift toward being cashless economy.
The study is significant for its emphasis on customer experience. It assesses customer satisfaction 0n metrics including availability, basic functionality, transactional API access speed and latency, reliability, security and overall service quality. The study finds overall customers have positive feedback on the digital payment services of Dhaka Bank, for its convenience and easy accessibility, though there are challenges as well like cybersecurity risk, occasional technical problems, a lack of digital literacy in some customer segments as well and rising competition from FinTech companies and Mobile Financial Service providers. These challenges demonstrate that there is a need for upgraded technology, enhanced security features and increased customer awareness.
The report encompasses the operational activities of Dhaka Bank PLC, key strategic initiatives and information pertaining to SWOT analysis and industry analysis in order to evaluate its position within the competitive banking sector in Bangladesh. A number of recommendations such as bolstering cybersecurity, accelerating digital payment innovations, upgrading customer education and confidence are proposed based on the research findings along with investments in emerging technologies enabled by greater service quality for sustained customer satisfaction.
A quick note on the report It is reported that digital payment services have become an integral part of Dhaka Bank PLC's business strategy approach and are also a key growth driver for customer engagement, operational efficiency, and ensures sustainable financial growth. Dhaka Bank PLC is well placed to do just that with their continued investment into digital innovation and customer-centric banking solutions, leveraging this competitive advantage to support the on-going digital transformation of Bangladesh's banking sector. Moreover, it is also expected that this report can be a scientific reference for future research about digital banking and payment services.
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Chapter 1
 Introduction



1.1 Background of the Report
Banking activity plays a significant role in the economic development of a country. It helps in mobilizing and managing the financial system of the country. As a student of United International University studying Bachelors of Business Administration (BBA) I was interested in acquiring experiences alongside my studies. My internship at Dhaka Bank PLC helped me visualize the actual functioning of the banking system and witness how the banks are adapting to the changing technological environment. Dhaka Bank PLC is one of the leading private commercial banks in Bangladesh. It has come a long way since its inception in 1995 and has established itself as a bank that values its customers and is always ready to adopt new methods to serve its customers better.
The bank has witnessed a tremendous upsurge in its digital banking services like online, self-banking, mobile banking, and digital payment services. The bank is now more reliant on its digital platforms as the customers have also started depending more on technology than before. Through my internship at Dhaka Bank PLC, I was able to acquire the much-needed insight into the banking sector and experience first hand how the digital payment services have helped the bank achieve a great level of customer satisfaction. The whole idea of cashless and connected society is making the life of the customers more comfortable and convenient which has also been reflected by the report. I have prepared this report “Digital Payment Services of Dhaka Bank PLC: Performance and Customer Experience Analysis” based on my internship and experience at Dhaka Bank PLC. This report reflects my analysis on the use of digital payment services of the bank, its performance, and its customer experience regarding its digital payment methods and opportunities for Dhaka Bank PLC.

1.2 Objective of the Report
Broad Objective:
· To analyze the performance and customer experience of the Digital Payment Services of Dhaka Bank PLC.
Specific Objectives:
· To evaluate the effectiveness, efficiency, and workability of the digital payment services of Dhaka Bank PLC.
· To examine the satisfaction level and customer experience with the digital payment services provided by Dhaka Bank PLC.
· To identify the strong and weak areas of the digital payment services offered by Dhaka Bank PLC.
· To explore the use of digital payment services of Dhaka Bank PLC for effective and efficient banking.
· To present my views and suggestions based on my experience about the digital payment services of Dhaka Bank PLC.

1.3 Rationale of the Report
The rationale of this report is to examine the digital payment services of Dhaka Bank PLC on the basis of their performance, efficiency, accessibility, and overall customer experience. The objective of this report is to explore how effective these digital payment services are in ensuring faster, easier, more reliable, and secure transaction services in the growing digital age. From my internship experience and secondary research, the rationale of this study emerges that despite having diverse digital banking avenues like mobile banking, internet banking, card-based payment, and QR-based payment Dhaka Bank PLC is faced with some challenges concerning these digital payment services like occasional breakdown of services, slow processing speed of certain digital services, and varied level of digital literacy among customers. This report tries to rationalize how effective practices adopted by other digital banking service providers like Dutch Bangla Bank Ltd., City Bank PLC., IFIC Bank PLC. Can help Dhaka Bank PLC. in overcoming some of these challenges concerning their digital payment services. These banks have been very effective in providing faster and more accessible digital payment services. This report will highlight the importance of adopting these best practices to improve the service quality and customer satisfaction level in relation to digital payment services. In addition to that, the study also emphasizes the need for Dhaka Bank to continue investing in new technology to remain competitive and be able to provide cutting-edge digital payment services.

1.4 Scope and Limitations of the Report
Current industry state of the digital payment services and analysis between Dhaka Bank PLC, performance, efficiency, accessibility, customer experience etc. The study is about the efficiency and effectiveness of these digital payment services to not only venture but also to enable simpler and more dependable financial transaction services in the digitized age. It also evaluates the various digital banking solutions like mobile banking, internet banking, card-based payment, and QR-based payment offered by Dhaka Bank PLC.
Besides, a survey was conducted among 30 respondents who are the users of the digital payment services of Dhaka Bank PLC. The survey was conducted to examine the level of customer satisfaction, experience, and accessibility of the digital payment services offered by the bank. The findings from the survey helped to reveal a more practical insight into the overall customer experience offered by the digital payment services of Dhaka Bank PLC. Comparing Dhaka Bank PLC with other digital banking service providers operating in Bangladesh to establish more practical findings was also beyond the initial scope of this study. However, a limitation of this study is that the experience and practice of the digital payment services in the banking sector change very fast, and there was no much access to in-depth technical information regarding these digital services. Another limitation is that the responses obtained from the bank officials were quite general, thus constraining the in-depth exploration of the issues related to this study. The limitation of this study also includes a time limitation as well as dependence on secondary sources for data collection.

1.5 Definition of Key Terms
Digital Payment System: Dhaka Bank PLC has put in place a wide range of digital payment services that offer cashless payment solutions to its valued customers through mobile banking, internet banking, card-based payment, and other digital payment services.
Mobile Banking (DBL Go plus): DBL Go plus mobile app puts all your money management needs at your fingertips. You can track your daily balance, transfer funds, pay credit bills, and settle electricity bills from anywhere and anytime. Besides, customers can also download the mobile application and register themselves using the OTP verification system.
Internet Banking: Internet banking service provides a complete range of account management solutions from the comfort of your home or office. It offers fund transfer, account information, loans payment, term deposit, and other services with multiple levels of security and OTP access. Electronic Fund Transfer (EFT): An electronic fund transfer system is a method that allows one to transfer money from one’s account to another electronically.
RTGS (Real-Time Gross Settlement): RTGS is a gross settlement system for interbank transactions where the transfer of huge amounts of money takes place. With this method, transactions are settled instantly, and the amount is deducted from the payer’s account and added to the payee’s account.
[image: ]
QR Payment System: A new QR code-based payment system launched by Dhaka Bank that instantly settles transactions via the mobile application.
bKash: Dhaka Bank PLC also offers mobile banking clients to transfer money to mobile wallet service providers like bKash directly from their mobile application.
Corporate Digital Solution (C-solution): Dhaka Bank offers digital corporate solutions to help businesses manage their payments and financial transactions in a more effective, efficient, and reliable manner.
Annual reports: Consolidated financial statements plus a review of operations for the year
Fact finding report: The phrasing suggests analysis of specific evidence, not necessarily covered by other documents.
Primary Data: this refers to information gathered personally by the researcher through observation as well as actually going through with interviews.
Secondary Data: This kind of data is information obtained through reports, previous published works, studies done.






































Chapter 2
Company and Industry Profile














2.1 Company Analysis
2.1.1 Overview and History
Dhaka Bank PLC was incorporated as a public limited company on 6th April 1995 and started its commercial operation on 5th July 1995 under the supervision of Bangladesh Bank. It was the brainchild of the visionary entrepreneur Mirza Abbas Uddin Ahmed and a group of progressive local business leaders who played a pivotal role in the Bank’s early development. The contributing hands behind the establishment as well as growth of Dhaka Bank were Mr. Abdul Hai Sarkar, Founder Chairman.
It has expanded its market reach and footprint across the country since then. As on 31 December 2024, the Bank operates a network of 116 branches, 33 sub-branches along with 3 SME Service Centers and 2 Offshore Banking Units along with extensive ATM Network across the country serving more than 12.6 lakh deposit account holders Dhaka Bank have earned its image and status over the years by keeping faith and trust in its stronghold of technology & innovation, good corporate governance practice at every step, always remained centered around customer satisfaction and thus recognizing today as one of the most trusted private commercial banks in Bangladesh.

2.1.2 Trend and Growth of Dhaka Bank
Dhaka Bank PLC has made remarkable progress in its digital transformation journey by gradually shifting from traditional banking to a technologically advanced financial ecosystem. The Bank has been very successful in upgrading and innovating its digital payment services to offer secured, convenient, and efficient digital banking services to its customers.

Digital Banking Growth: Dhaka Bank has been very successful in its digital banking growth by gradually shifting from traditional banking to a technologically advanced financial ecosystem.
App Adoption Growth: Yearly percentage increase of registered users for the ezyBank and DBL Go apps.
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Figure 01: Growth of App vs Internet Banking Transactions

The chart shows the growth of total number of transactions for Dhaka Bank PLC for the period 2021 to 2025. It can be seen that the number of total digital transactions started with 730,630 in 2021 and saw a significant rise every year registering more than 3.15 million transactions in 2025. Interestingly, it indicates a phenomenal growth rate of 44.13% CAGR, which suggests a rapid adoption of digital payment services by the Bank’s customers.

Transaction Volume Surge: Growth of total value (BDT Billion) of transactions made through Internet Banking and Mobile Apps.
QR Code Expansion: Rapid rise in the number of Dhaka Bank QR code onboarded merchants.
MFS Interoperability: Growth in fund transfers from Dhaka Bank account to Mobile Financial Service (bKash, Nagad)
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Figure 02: Digital Ecosystem Growth Trends

The chart shows the growth of Dhaka Bank PLC’s digital transaction volume and value for the period 2021 to 2025. The value of digitally managed deposits started with BDT 4,200 million in 2021 and grew consistently every year reaching BDT 17,200 million in both 2024 and 2025. This suggests that the Bank has witnessed a phenomenal rise in the adoption of customer’s online deposits and implies its ability to scale-up efficiently while managing huge volumes of low-cost deposits.
NPSB/BEFTN Trends: Rising trend of real-time fund transfers due to customers’ preference for cashless payments
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Figure 03: Interbank Clearing Platform Trends

The chart shows the change in the interbank clearing platform mix for Dhaka Bank PLC for the period 2021 to 2025. It can be seen that the volume share of real-time gross settlement (NPSB) stood at just 12.0% in 2021, but it grew consistently every year and reached 30.0% of total clearings in 2025. This suggests that the Bank has witnessed a significant shift toward instant payments and Dhaka Bank customers are rapidly adopting this digital payment method.
Dhaka Bank PLC has witnessed a significant growth in its financial performance by effectively leveraging customer deposits for loan and investment activities, thus generating income for the Bank.

Financial & Strategic Growth:
• Asset Growth: Apparent growth in the total net asset value is signifying that the Bank can hold strong including its finance.
• Increase in Deposits and Loans: The rate of slow growth of deposits and loans shows the good mix and market share of Bank
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Figure 04: Trend of Deposits, Loans, and Total Assets

Here, we see the total value of deposits, loans and the total assets Dhaka Bank PLC from 2021 to 2025. The overall assets improved from BDT 315,420 million in 2021 to BDT 449,720 million in 2025. It means that the Bank is redrawing with a slow but stable growth also it will be able to do heavy transactions as well, which contributes the economic growth and development of this bank.

Strong Financial Standing: CAR maintained more than the threshold limit of required by Bangladesh Bank with sound profitability and risk management practice
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Figure 05: Trends in Financial Performance Ratios

Dhaka Bank PLC financial performance indicators over the period 2021-2025, changes chart with a Capital Adequacy Ratio (CAR) of 13.85% in 2021, the Bank's capital base increased every year to reach 15.40% by 2025. This shows the Bank can carry a certain level of losses and points to Dhaka Banks prudent capital management and adequately meets Bangladesh Bank CAR minimum requirements.

Technology-Driven Development: Dhaka Bank continues to elevate its customer experience through the strategic deployment of digital banking tools, the automation of core operational processes, and a sustained commitment to technological innovation.

Financial Inclusion:  Extending its suite of digital payment methods at scale and expanding banking for the unbanked, that is a driving use case for the Bank to enable deeper financial inclusion throughout Bangladesh.
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Figure 06:  Digital Scale and Financial Inclusion Progress

As seen from the chart, it shows a gradual movement of Dhaka Bank PLC in terms of technology adoption and financial inclusion between the time span of 2021 to 2025. With 145,000 Alternate Delivery Channel (ADC) users in 2021, the digital user base grew continuously through each year reaching a total of 730,000 digital users in 2025. The increase is interpreted to mean a fast-moving transition to digital channels and also signifies an important modernization of institutional capabilities — specifically in the ability to handle bulk paperless transactions.

2.1.3 Product / Service / Customer mix
Digital Payment Products and Services
Dhaka Bank PLC offers an impressive array of digital payment products and services to its customers. The bank’s digital payment bouquet consists of the following products:
Dhaka Bank Go Plus App: Offers real-time fund transfers, utility payments, air ticket booking, and card settlement services.
Internet Banking: Offers secured retail and corporate transaction banking, reporting, and cash management services
Bangla QR Network: Scan and pay system that allows Dhaka Bank customers to make instant, contactless payments at Dhaka Bank QR code enabled merchants
MFS Interoperability Platform: Offers direct connection with leading mobile financial services providers (bKash and Nagad) for instant fund settlements
NPSB & BEFTN Gateways: Offers interbank fund transfer services through NPSB and BEFTN systems
Digital Cards: Offers EMV-chip based Visa and MasterCard Debit and Credit Cards along with contactless payment options
Digital Customer Mix
Dhaka Bank has segmented its digital payment customers into different categories based on their transaction banking needs.
Retail Consumers: Tech-savvy individuals and students who conduct high-value, real-time, peer-to-peer (P2P) transactions
MSME Sector: Local shopkeepers and merchants who settle high-volume business-to-consumer (B2C) transactions with their customers
Corporate Consumers: Local conglomerates and corporations that route high-value bulk transactions
E-Commerce Vendors: Online merchants that offer digital payment options to end buyers
Service Channels
Dhaka Bank has deployed the following service channels to drive customer adoption of its digital payment services:
Alternate Delivery Channels (ADC): An internal division that manages and monitors the performance of all digital banking services
In-branch Digital Payment Kiosks: Digital payment counters located at the Dhaka Bank branch where customers can get assistance in activating their internet banking services
24×7 Digital Help Desk: A dedicated customer service division that provides round-the-clock support to customers facing any digital banking-related issues
2.1.4 Company Operations / Activity
Dhaka Bank PLC provides world-class financial services to its customers. The Bank has a wide range of financial products and services that are designed to satisfy individual customer requirements while also contributing to the Bank’s long-term profitability. Its basic operations include corporate, retail, SME, and Islamic banking as well as trade finance, treasury operations, and digital banking activities. To improve its operational efficiency and customer service delivery, Dhaka Bank has been leveraging cutting-edge technologies in its core banking operations in Bangladesh.
The major line of operations for Dhaka Bank PLC includes the following:
Collection of Deposits: Mobilizing customer deposits in the form of Savings, Current, Fixed Deposits Receipts (FDR), and Deposit Pension Schemes (DPS)
Advances: Offering a wide range of lending products, such as personal loans, home loans, SME financing, corporate loans, and working capital financing
Trade Finance: Providing trade finance solutions for domestic and international trade, including letters of credit (LCs), bank guarantees, and foreign exchange services
Digital Payment Services: Providing digital payment services through the ezyBank mobile application, internet banking services, Bangla QR, Debit and Credit Cards, and electronic fund transfer systems (BEFTN, RTGS, NPSB)
Card Services: Issuing Debit and Credit Cards to both retail and corporate customers while also providing cash withdrawal, cash deposit, fund transfer, and other related services through ATMs and Cash Recycling Machines (CRMs)
Remittance Services: Offering domestic and foreign remittance services while also providing Agent Banking services to meet the financial needs of the underbanked population
Customer Service Activities: Providing relationship-banking services, account opening services, customer support services, complaint handling services, and other related services
Risk Management Activities: Ensuring prudent banking operations by adhering to Bangladesh Bank regulations, internal control systems, and other relevant policies while also addressing cybersecurity challenges.
With a wide assortment of financial features and services, Dhaka Bank PLC remains known as one of the major private commercial banks in Bangladesh that serves its customers with their needs at the same time making profits.

2.1.5 SWOT Analysis
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Figure 07: SWOT Analysis of Digital Banking
Strengths
Market Reputation and Operational Excellence
Dhaka Bank PLC has a good brand image and is an important part of the bank service in Bangladesh. It has a well-deserved reputation for adhering to prudent corporate governance, risk management and regulatory compliance processes. Dhaka Bank provides a comprehensive line-up of financial products and services, in addition to being relatively competitive in the delivery of quality operational banking services to both individual and corporate clients.
Best Digital Banking Services and Availability of Services
The one-stop digital banking platform of Dhaka Bank also enables electronic fund transfers, online banking or e-banking and QR (quick response) code-based payment solutions. Its extensive branch and digital banking networks improve customer access, which in turn reinforces its competitiveness to other commercial banks in the Bangladesh market.
Weaknesses
Limited Physical and International Presence
Dhaka Bank has a relatively limited branch network and ATMS than many other private commercial banks. This hampers the scope for the Bank to compete in terms of financial services- effectively limiting its ability to offer accessible and fairly priced products; potentially putting it at a competitive disadvantage compared other commercial banks. Furthermore, Dhaka Bank also has a restricted international presence that could limit its provision of international financial services in comparison to foreign commercial banks.
Increased Reliance on Technological Platforms
The Bank continues to see the rest depends on digital platform, exposing it more to Various technology related risks including cyberattacks and data security issues. Moreover, there are high ongoing technological platform maintenance expenses to pay which may impact the long-term sustainability of the Bank.
Opportunities
Rising Demand for Digital and Cashless Payment Methods
Customer demand for digital and cashless payments have seen exponential growth. Dhaka Bank can also better develop and scaleup its digital banking subsidiaries including ezyBank, Bangla QR, Internet Banking and the likes further to meet the increasing demand for cashfree payment methods. In doing so, the Bank continues to deliver practical digital payment solutions for its customers and promote efficient and secure digital payment adoption of a more advanced nature to their customers.
Financial Inclusion and Technological Advancements
Dhaka Bank is well-positioned to expand its SME finance and digital banking services service to further advance Bangladesh's financial inclusion potential. Furthermore, an opportunity remains for Dhaka Bank to invest in a new order of financial technology (Fintech) including artificial intelligence (AI) and data analytics - ensuring the bank achieves greater efficiency in their operational processes; delivers enhanced consumer experience at customer touch points; strengthens risk management practices - thus supporting sustained growth in business development.
Threats
Increased Competition and Regulations
Dhaka Bank Limited is working in a aggressive banking setting, with numerous personal Business banks, tech-driven banks and Cellular Monetary Carrier (MFS) corporation associates. Higher competition may put pressure on Dhaka Bank to offer efficient services and products at reduced expenses. Also, growing regulations by regulators to apply stricter rules in the banking sector may impose higher compliance costs on a company like Dhaka Bank.
Technological Risks and Macroeconomic Volatility
There was a growing influx of cybersecurity risks hitting the Bank alongside threats to Digital Banking platforms that could potentially tarnish its reputation and jeopardize customer trust. Also, any change in the macroeconomic conditions (like inflation and interest rate etc.) of Bangladesh would be affecting the performance and profitability margin of the Bank

2.2 Industry Analysis
2.2.1 Specification of the Industry
The relevant industry for Dhaka Bank is banking and the banking industry is one of the most significant economic sectors in Bangladesh. The banking sector have a majorly critical function in directing the savings of the masses, extending credit facilities, promoting and clearing domestic & international trade & maintaining an open running mode for ever-so-important payment and settlement systems. It is controlled by Bangladesh Bank under the supervision of all commercial banks which makes sure banking laws and regulations are maintained. As of 2024, the Bangladesh banking sector consisted of 61 scheduled banks comprised of 6 State-Owned Commercial Banks (SOCBs), 43 Private Commercial Banks (PCBs), and other types such as Foreign Commercial Bank (FCB) and Specialized Bank(SB).
Dhaka Bank is categorized as a Private Commercial Bank (PCB)(Bank) within the broader banking sector. The bank provides to its individual, corporate, small and medium-sized enterprise (SME), and institutional customers a wide range of financial products and services. It offers conventional financial products like deposits, advances, and trade finance products and also Islamic banking products. Furthermore, Dhaka bank has utilized and evolved to accommodate modern technologies to advance its business process as well as a provider of digital financial products & services introducing the ezyBank mobile application and Internet Banking. The Bank provides its customers with electronic fund transfer, QR (Quick Response) code-based payment and other digital payment services through the sale of digital products.
The banking industry has witnessed some game changing changes over the past couple of years due to technology, enhanced financial inclusion and changing customer needs. Lately, Branch banking is gradually becoming obsolete as customers prefer cashless and paperless payment methods. This has driven commercial banks to make heavy investments in digital technologies to remain competitive while at the same time making their products and services align with changing customers' needs. Some of these technologies are mobile banking applications, QR code-based payments, internet banking, and real-time payment systems.
Due to the increasing penetration of smartphones, adoption of the internet and government-initiated cashless economy, Bangladesh has seen rapid growth in respect to digital transactions. However, Bangladesh Bank has been a major player in the digital transformation of the country’s financial ecosystem. It has been a key player in the development and promotion of electronic fund transfer systems including BEFTN, RTGS, NPSB, Bangla QR to help commercial banks deliver efficient & secure digital payment services to customers. Consequently, this has kept a good proportion of Bangladeshis commercial banks reaching digital banking services leading to one of Bangladeshi top-growing financial sectors.
To sum up, Bangladeshi banking industry is a well regulated financial sector that offers the broadest range of products and services to both retail customers and corporations. It includes a number of commercial banks that deal in both traditional and, increasingly, digital banking products and services for individual or corporate customers. The digitalization of banking is much more rapid in Bangladesh, which not only increases competitiveness but also makes financial institutions operate more efficiently.

2.2.2 Size, Trend, and Maturity of the Industry
Size:
The banking sector in Bangladesh is one of the fastest growing and important sectors of the economy. It comprises of the highest number of banks with 6 State-Owned Commercial Banks (SOCBs), 43 Private Commercial Banks (PCBs), 9 Foreign Commercial Bank, and 3 Specialized Banking Institutions (SBs) fully operational in Bangladesh having oversight from Bangladesh bank. These banks have huge network of digital payment channels, 1000s of branches & sub-branches, and millions individual /corporate customers. As a major participant of Bangladesh economy development, they ensure the smooth functioning and operation of making payments throughout national payment systems, trade and commerce in the country. It includes a multitude of commercial banks, though the industry has expanded rapidly over time and it is highly competitive.
Trend:
The banking sector has witnessed unprecedented expansion over the last few years due to digitization and increased demand from customers for digital and cashless payment methods. Private commercial banks have made substantial investments in their digital capabilities Investments include systems for internet banking, mobile and QR code-based payments and Electronic fund transfer to provide prompt efficient secure digital payment services to the customers.
Additionally, the government has been encouraging the use of cashless payment methods by promoting digital banking services, which has resulted in Bangladesh’s rapid digital transformation. In summary, Bangladesh’s banking industry has been growing rapidly due to customers’ increasing preference for cashless payment methods as well as commercial banks’ increasing reliance on digital technologies to enhance their operations.
Since this paper focuses on Digital Payment Services of Dhaka Bank PLC, it is important to highlight the key trends that have been witnessed in digital payment services. These industry trends have had a significant impact on the operations of commercial banks, including Dhaka Bank PLC. They have also played a crucial role in shaping the digital payment services offered by Dhaka Bank.

Maturity:
The banking industry is moderately mature in Bangladesh as the private commercial banks such as Dhaka Bank PLC are continuously investing to make banking process digital and customer-friendly. The banks have set up their own operating system, payment platform and automated their process for dealing with customers. The commercial banks offer their customers a wide range of products from processing payments to providing safe custody through digital mode of transactions like mobile, internet banking, Bangla QR, BEFTN, RTGS, NPSB etc. This has made the banking service more convenient, efficient and secured which helps the banks to deal with larger number of customers.
However, the industry is constantly evolving to match up with the latest technologies and need of customers. The banks are continuously investing in artificial intelligence, cybersecurity, data analytic and fintech to make their existing system more competitive. Besides, the competition among the banks is also growing day by day where they are trying hard to stay ahead of the pack. The entry of fintech and MFS agencies have also forced the commercial banks to make necessary changes and update their products to meet the changing demands of the customers. Thus, the industry is regarded as moderately mature in terms of banking system, digitalization of payment and customer service, although the sector has a great potential to grow in future.
2.2.3 Industry SWOT Analysis
Strengths:
Well-regulated and stable industry: The Bangladesh banking industry is well regulated by the Bangladesh Bank which ensures the soundness of the industry and builds customer confidence.
Driving force of the economy: The banking sector contributes significantly to the economy through deposit mobilization, providing loan and investment facilities, facilitating trade, foreign exchange and export needs, and supporting various government programs.
Developed digital banking platform: The commercial banks have developed a strong digital banking system which facilitates easy access to banking services to the customers in an efficient and safe manner.
Weaknesses:
Asset quality and credit risk: The banks are facing enormous challenges in terms of NPAs which reduces the profitability of the banks and constrains future credit expansion.
Customer acquisition and retention: The banks are lacking behind in digitalization and automation due to which the customers are still dependent on conventional mode of payments especially in rural areas.
Technological risks: As the banks are adopting digital and automated system, the banks are exposed to cyber security issues and requires huge amount of resources to maintain and update latest technology.
Opportunities:
Emergence of digital payment: The customers are demanding for more convenience and accessibility in terms of digital payment which requires a strong digital payment platform.
Technological advancement and financial inclusion: The use of smart phone is increasing day by day which requires the banks to adopt latest and advanced technologies to provide better customer experience. It will also help the banks to include people in the banking system who do not have access to banking services.
Government and regulatory support: Government and Bangladesh Bank provides supportive environment for building a strong banking system in the country.
Threats:
Competition: The commercial banks are facing tremendous competition from private commercial banks, foreign banks, and also from fintech and MFS companies. Thus, the banks need to enhance their services to sustain in the competitive environment.
Cyber security: The banks are vulnerable to cyber-attack and frauds due to digital transaction which requires them to ensure reliable digital banking system.
Economic and regulatory risks: The fluctuation in interest rate and macroeconomic condition, and regulatory changes might affect the performance of the banks.





























Chapter 3
Internship Experience













3.1 Position, Duties and Responsibilities
As a student of BBA program at Independent University, Bangladesh, I have been given an immense opportunity to acquire practical knowledge and exposure of banking by joining Dhaka Bank PLC as an intern from 02 March 2026. Under this program, I had the opportunity to work in the General Banking Division alongside professionals in the field. Through this, I have managed to bridge the gap between theoretical and practical knowledge by gaining experience and skills both, technically and personally.
Dhaka Bank PLC provides the interns with the opportunity to have a comprehensive learning of banking operations through hands-on experience by getting involved with the daily tasks performed by the banks. Under this training program, I got the opportunity to learn and understand the basics of commercial banking under the supervision of senior officials. I also got to know the practical side of customer service rather than learning only from books. Through this program, I got the opportunity to learn the fundamental processes of banking as well as the procedures followed in the day to day operations of the banking system. As a result, I was able to develop and strengthen my technical and interpersonal skills as well as my understanding of the banking practices.
I got involved in a number of activities as an intern in the General Banking Division of Dhaka Bank PLC. These activities include:
· Manual account opening and digital account opening through the Dhaka Bank PLC digital platform.
· Customer information screening and Know Your Customer documentation.
· Cheque verification and cheque clearing process.
· Request processing of fund transfer through RTGS and EFTN.
· Dealing with general inquiries and issues relating to ATM cards such as card activation, card replacement and other services. 
· Assisting customers with general inquiries and providing support with routine banking transactions.
Daily documentation and record keeping, and other duties as may be assigned by the officials.
Having gained insight into the activities of the General Banking Division, I was then tasked with handling specific duties relating to customer service activities under the supervision of the branch officials. Through this, I not only got to understand the processes entailed in customer transactions but also got to learn the importance of accuracy in all aspects of the banking processes. In addition, by interacting directly with the customers, I was able to develop my communication skills, problem solving abilities and confidence in handling professional responsibilities.
Thus, overall, I got an opportunity to learn commercial banking and develop my professional skills in terms of communication, documentation, accountability, and time management. All of which will help me greatly in my profession as well as future career in the banking industry.

3.2 Training & Development
In order to gain practical knowledge and exposure, I joined Dhaka Bank PLC as an intern and underwent a comprehensive on the job training program. Through this, I not only learned the theoretical aspects of banking but also got involved in the practical aspects of the banking operations. The training started by Senior Officer, Ms. Salma, who guided me to understand the overall operations of the Dhaka Bank PLC. She explained to me the operations performed by the bank in a very simplified way, thus assisting me to understand the basic functions of the General Banking Division. I also learned the procedures of correspondence, both inward and outward, followed by the bank.
Having gained basic knowledge of the operations performed by the bank, I was next guided by Trainee Assistant Officer, Ms. Fahima, on to the practical aspects of the operation. She guided me and provided me the opportunity to gain firsthand experience on the following activities:
· Cheque clearing process.
· ATM card issue.
· Inquiries relating to customer transactions.
· Issues relating to cheque books, debit cards and other related activities.
Through her guidance, I was able to gain a comprehensive knowledge of the procedures entailed in providing customer service to customers, as well as the importance of accuracy in the provision of services.
Having completed my theoretical training, I was also involved in various practical aspects of the operations. Under the supervision of the Senior Officers, I was able to perform the following activities:
· Fund transfer through RTGS and EFTN.
· Manual account opening and digital account opening.
· Verification of customer’s National Identity Card (NID).
· Customer information screening.
· Know Your Customer (KYC) documentation.
· Collection of deposit slips, vouchers, challans.
· Payment of various bills such as DESCO and WASA, and other duties as may be assigned.
I was also able to learn the basic functions of Credit and Remittance Departments, as well as the processes entailed in documentation and transaction of funds.

3.3 Contribution to organization / Operations
Throughout my internship experience at Dhaka Bank PLC, I aimed to learn the operations performed by the commercial banks by assisting the branch in performing the daily operations. Although my role as an intern involved performing various duties as directed by the Senior Officers, I was also able to support the branch by carrying out a number of duties pertaining to the customer service activities. Through this, I was able to support the branch to carry out the daily operations efficiently and effectively.
After completing my training, I was also involved in various duties assigned by the Senior Officers. Some of the duties I performed include:
· Manual account opening and digital account opening.
· Customer information screening.
· Verification of customer’s National Identity Card (NID).
· Cheque verification and cheque clearing process.
· Fund transfer through RTGS and EFTN.
· Dealing with general inquiries and issues relating to ATM cards such as card activation, card replacement and other services.
· Assisting customers with general inquiries and providing support with routine banking transactions.
· Maintaining and managing vouchers, challans and other documentation records.
By performing these duties with utmost responsibility and care, I was able to support the branch to carry out the daily operations efficiently and effectively. My contribution enabled me not only to learn the processes involved in the operations but also to gain more insight into the role played by the commercial banks in the economy.
3.4 Evaluation 
Throughout my internship experience, I was evaluated through observation of my activities and tasks, I also learned by performing daily duties that enabled me to gain insight into the role played by the banks and to develop my skills in different areas. The evaluation process was not formally documented but was done informally by observing my overall behavior and performance as an intern. To begin with, my evaluation involved determining my understanding of the basic operations of the bank. This was achieved by observing how fast I adapted to the procedures and the rate at which I mastered the various procedures such as documentation and correspondence.
Throughout my internship, I was also evaluated based on how well I performed specific duties. For instance, once I had mastered the documentation and correspondence procedures, I was assigned different duties such as account opening, cheque clearing process and dealing with customer inquiries and issues. These activities were monitored by the Senior Officers to ensure that I performed them competently and accurately. In addition, I was evaluated based on my overall behavior, communication skills and ability to deal with customers and other aspects of the banking operations.
Thus, as an intern, my evaluation involved observing my overall behavior and performance as well as monitoring how I performed different duties assigned to me. Through this, I was able to gain more insight into the different activities involved in the operations of the commercial banks. The evaluation enabled me to develop my skills further while being able to perform the duties assigned to me efficiently and effectively.
3.5 Skills Applied
During my internship experience at Dhaka Bank PLC, I was able to apply different skills both, technically and interpersonal skills to perform my duties efficiently and effectively. Communication, excel proficiency, attention to details and prioritizing tasks are among the various skills that I have applied throughout my internship.
Communication is a vital skill that is applicable in every aspect of life, including the banking operations. Throughout my internship, I was able to apply this skill as I interacted with different people, including clients, customers and fellow employees. As an intern, I was involved in various duties relating to customer service, such as processing account opening, cheque clearing process, responding to customer inquiries and addressing their complaints and concerns. In order to perform these duties efficiently and effectively, I had to apply my communication skills to listen to my clients’ needs and concerns and respond appropriately to their inquiries. Therefore, by using my communication skills, I was able to develop my client service skills as well as my interpersonal skills.
Another useful skill that I applied while performing my duties was Excel proficiency. I used this skill especially in the cheque clearing process, where I had to ensure that the cheques were cleared accurately using Microsoft Excel. Apart from applying my communication skills, I also used my excel proficiency to organize and manage the accounts records. By applying this skill, I was able to manage multiple activities and tasks without getting confused.
Attention to details is yet another important skill that relates even more broadly in the pressure world of banking operations. It includes paying attention to details and ensuring that tasks are completed correctly exact When checking entering while cheque clearing and account opening, the accuracy of details takes center stage that minimizes many errors.
 As an intern, I had to apply my attention to detail in screening the customers’ information and verifying their National Identity Cards (NIDs). In addition, I was also required to ensure that the KYC documentation was done correctly. I had to apply this skill in all the processes to ensure that no step was overlooked and that the tasks were completed within the specified time frame.
Prioritizing is an equally important skill that I have applied in performing my duties as an intern. This skill is specifically important in ensuring that the tasks are completed within the shortest time possible. It is a must in almost every activity that one engages in, including the banking operations. Throughout my internship, I used this skill in addressing the customers’ concerns. For example, I had to deal with different customer inquiries, some of which were more urgent and required immediate attention. I was also expected to address each concern carefully and efficiently, and to ensure that the tasks at hand were completed within the specified time frame. In addition, I was able to apply this skill in managing multiple tasks that were assigned to me without getting confused.
Furthermore, as a computer literate individual, I was able to apply my computer skills in performing various duties using Microsoft Office, and other related applications. I was also familiar with the digital processes used in the operations of the Dhaka Bank PLC. Additionally, I was able to apply my computer skills to complete various documents and record keeping procedures. Lastly, I was able to apply my adaptability skills throughout my internship experience to learn new skills as well as to adjust to new environments.
Therefore, my internship experience enabled me to develop my technical and interpersonal skills as I engaged in various duties that helped me to gain more insight into the different aspects of banking operations.
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4.1 Analysis of the Report
Dhaka Bank PLC has built an excellent reputation in Bangladesh by providing customer-centric digital payment services and constantly innovating to offer better customer experience. By providing digital payment services like ezyBank, Dhaka Bank GO Plus, Bangla QR, RTGS, BEFTN, and NPSB, Dhaka Bank has managed to increase the convenience of its customers and contributed to the digital banking revolution in Bangladesh. This report aims to analyze the growth, revenue, and customer preference of these digital payment services and their impact on Dhaka Bank and the banking industry. This report has conducted a survey among 30 customers to determine the preferred digital payment services and their satisfaction with the services. This analysis will help understand the customer-centric approach of Dhaka Bank and its contribution to the digital banking space through constant innovation and investment in digital payment services.
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Figure 08: Digital Payment Services



4.1.1 Go Plus App
The mobile application used for real-time fund transfers, instant utility payments, and card settlements
Table 01: Dhaka Bank Go Plus App Comprehensive Performance
	Year
	2021
	2022
	2023
	2024
	2025

	Go Plus App Growth Rate
	73.10%
	31.47%
	25.34%
	18.49%
	23.09%

	Revenue Proportion
	74.61%
	68.42%
	51.96%
	36.57%
	28.27%




Figure 09: Dhaka Bank Go Plus App Performance

The chart shows that the Dhaka Bank Go Plus App had a year-on-year growth of 73.10% in 2021, the highest growth rate. However, the growth rate began to decline as the platform grew more mature, registering a 23.09% growth rate in 2025. This indicates that more customers are using the Go Plus App to conduct their transactions digitally, which has benefited Dhaka Bank.



4.1.2 EzyBank 
Dhaka Bank’s official Digital Account Opening Platform. It is an e-KYC solution used by customers to open a savings, current, or Islamic bundle bank account from the comfort of their homes using their NID.

Table 02: ezyBank Comprehensive Performance & Revenue Share
	Year
	2021
	2022
	2023
	2024
	2025

	EzyBank Growth Rate
	155.67%
	133.06%
	87.20%
	70.61%
	57.10%

	Revenue Proportion
	6.92%
	7.89%
	11.56%
	14.81%
	16.96%




Figure 10: ezyBank Platform Growth and Revenue Trend

The chart shows that the ezyBank platform had the highest year-on-year growth of 155.67% in 2021. However, like the Go Plus App, the year-on-year growth rate began to decline as the platform grew more mature, registering a 57.10% growth rate in 2025. This indicates that more customers are using the ezyBank platform to open their savings accounts digitally, which has benefited Dhaka Bank



4.1.3 Bangla QR Network
An interoperable scan-and-pay solution that enables contactless retail payments at merchant outlets nationwide through the central bank’s digital payment ecosystem.

Table 03: Bangla QR Comprehensive Performance & Revenue Share
	Year
	2021
	2022
	2023
	2024
	2025

	Bangla QR Network Growth Rate
	191.76%
	295.97%
	320.06%
	186.06%
	107.63%

	Revenue Proportion
	3.13%
	7.89%
	19.94%
	33.51%
	42.72%




Figure 11: Bangla QR Network: Transaction Growth and Revenue Proportion

The chart shows that the Bangla QR Network had the highest year-on-year transaction growth of 320.06% in 2023. However, the year-on-year transaction growth rate began to decline as the platform grew more mature, registering a 107.63% growth rate in 2025. This indicates that more customers are using the QR code to conduct their transactions digitally, which has benefited Dhaka Bank.




4.1.4 MFS Interoperability Hub
Direct API bridges for real-time two-way fund routing between bank accounts and mobile wallets, including bKash, Nagad, and Rocket.

Table 04: MFS Interoperability Hub Performance & Revenue Share
	Year
	2021
	2022
	2023
	2024
	2025

	MFS Hub Growth Rate 
	118.66%
	88.41%
	106.91%
	77.63%
	59.07%

	Revenue Proportion
	9.33%
	12.03%
	16.65%
	18.34%
	19.09%





Figure 12: MFS Interoperability Hub: Transaction Growth and Revenue Proportion

The chart shows that the MFS Interoperability Hub had the highest year-on-year transaction growth of 118.66% in 2021. However, the year-on-year transaction growth rate began to decline as the platform grew more mature, registering a 59.07% growth rate in 2025. This indicates that more customers are using the MFS Interoperability Hub to conduct their transactions digitally, which has benefited Dhaka Bank.




4.1.5 National Clearing Gateways (NPSB & BEFTN)
Integrated interbank networks that enable instant low-value transfers and automated high-volume batch processing of payments

Table 05: National Interbank Clearing Performance & Revenue Share
	Year
	2021
	2022
	2023
	2024
	2025

	NPSB & BEFTN Growth Rate
	46.43%
	33.06%
	50.32%
	60.51%
	36.84%

	Revenue Proportion
	12.94%
	11.65%
	11.45%
	11.58%
	9.91%




     Figure 13: National Interbank Clearing: Volume Growth and Revenue Proportion

The chart shows that the National Interbank Clearing (NPSB & BEFTN) had the highest year-on-year transaction growth of 60.51% in 2024. However, the year-on-year transaction growth rate began to decline as the platform grew more mature, registering a 36.84% growth rate in 2025. This indicates that more customers are using the National Interbank Clearing to conduct their transactions digitally, which has benefited Dhaka Bank.


4.1.6 Comparative Analysis
With the tremendous growth of the digital payment services, it is essential to carry out a comparative analysis to examine the differences and similarities between the services and determine which service is more convenient and has more potential for growth. This report will carry out a comparative analysis between the digital payment services to determine their differences and similarities, including the most preferred service and the service with the highest revenue and growth rate.

Table 06: Comparative Analysis of Dhaka Bank PLC's Digital Payment Services
	Digital Payment Service
	Customer Convenience
	Growth Potential
	Industry Maturity
	Revenue Contribution (%)

	ezyBank Transactions
	Very High
	High
	High
	28.27%

	Digital Account Opening (ezyBank)
	High
	Very High
	Medium-High
	32.05%

	Bangla QR Payments
	Very High
	Extremely High
	Rapidly Growing
	42.72%

	MFS Interoperability (bKash, Nagad, etc.)
	High
	High
	High
	19.09%

	BEFTN / RTGS / NPSB 
	Medium-High
	Moderate
	Very High
	9.92%



Summary:
The comparative analysis shows that each digital payment service plays a different role in Dhaka Bank PLC. For instance, Bangla QR Payments had the highest revenue contribution and growth potential, while the ezyBank Transactions were the most convenient. Overall, the digital payment services have increased the convenience of customers and contributed to the growth of Dhaka Bank PLC.

4.1.7 Customer Preference for Digital Payment Services
To understand customer preference for digital payment services, this report carried out a survey among 30 customers of Dhaka Bank PLC. The objective of the survey was to identify the digital payment services that customers use most often and which service they find more convenient. The results of the survey will be used to analyze the customer-centric nature of Dhaka Bank PLC’s digital payment services.

Table 07: Customer Preference for Digital Payment Services
	Digital Payment Service
	Number of Customers
	Percentage (%)

	ezyBank Transactions
	9
	30.00%

	Digital Account Opening (ezyBank)
	5
	16.70%

	Bangla QR Payments
	8
	26.70%

	MFS Interoperability
	6
	20.00%

	BEFTN / RTGS / NPSB
	2
	6.60%

	Total
	30
	100%



The chart below shows the results of the survey

Figure 14: Customer preference for Digital Payment Services
       
Based on the survey results, the most preferred digital payment service is ezyBank Transactions as 30% of the respondents selected it as their preferred service. In second place is the Bangla QR Payments with 26.7%, followed by the MFS Interoperability with 20%. The ezyBank Digital Account Opening was preferred by 16.7% of the respondents, while the BEFTN/RTGS/NPSB was preferred by 6.6%. The survey results show that customers prefer digital payment services that are more convenient and faster, which explains why they selected the ezyBank Transactions as their preferred service. The results also indicate that the majority of the customers are digital banking savvy and can use the digital payment services to conduct their transactions.
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5.1 Key Understandings
Based on the analysis and survey conducted for this report, the following key understandings have been determined:
· Dhaka Bank PLC has invested significantly in developing the digital payment services, including Go Plus, ezyBank, Bangla QR, MFS Interoperability, and National Clearing Gateways (NPSB & BEFTN), to increase the convenience of its customers and attract more customers to use its digital services.
· Bangla QR Payments had the highest revenue contribution and growth rate among the digital payment services.
· EzyBank Transactions were found to be the most convenient digital payment service.
· EzyBank Digital Account Opening has played a significant role in attracting customers to open their savings accounts with Dhaka Bank PLC and increasing the number of deposits with the bank.
· MFS Interoperability has enabled customers to conduct their transactions more conveniently, increasing the number of customers using the digital payment services.
· While NPSB and BEFTN facilitate proper fund transfer between banks, they do not add revenue value to Dhaka Bank PLC.

From the take aways above, Dhaka Bank PLC has spent effectively on these digital consumer services, increasing consumer ease of site use, and boosting more customers to make the most of its digital assistance along with a larger marketing share inside the bank sector through electronic payments.



5.2 Recommendations
· Dhaka Bank PLC needs to spend more on digitizing its payments services so that they can be convenient and reliable.
· Must build stronger security measures around digital payments to secure consumer financial information and foster more trust in the bank transacting digitally.
· The bank must educate the customers regarding the need for digital payment services and motivate them to adopt the services.
· Dhaka Bank PLC should ensure Bangla QR and other merchant-based digital payment services attract more customers to use their services.
· The bank needs to enhance; Go Plus App and ezyBank, so that they would be easier and more reliable choices for usage.
· Dhaka Bank PLC must work closely with Google to make sure MFS is available for the digital payment and furthermore, simpler for the customers of Dhaka Bank PLC.
· The bank needs to maintain regular survey with its customer on the usage of digital payment service through service request center so as to understand the misconception levels in digital banking and areas of improvement.

The implementation of the offered recommendations will enable Dhaka Bank PLC to better enhance their consumers' ease, make more customers utilize its digital services and strengthen the bank's overall performance in the banking market.









5.3 Conclusion 
The training of mine from internship report on Dhaka Bank PLC along with the analysis part of its digital banking services, indicates that the digital banking infrastructure has been developed throughout Bangladesh to enable customers save lots of their precious time and make them more attractive customer wise for using operations done through organization. During last few years the bank has been introducing digital payment services to the customers to conduct their transactions in a convenient and secured way. The Bank has already introduced several digital payment services – Go Plus, ezyBank, Bangla QR, MFS Interoperability & National Clearing Gateways (RTGS, BEFTN & NPSB). The findings of the analysis conducted on various digital payment services, suggest that they have contributed a lot to enhance convenience for the customers and also enabled the bank to benefit in terms of gaining additional customers opting for availing its services.
The analysis finds that every digital payment service serves a unique function within the broader digital banking landscape. Though Bangla QR is the fastest growing service and has captured a highest contribution of revenue, ezyBank Transactions, on the other hand, is discovered as most convenient digital payment solution. Digital account opening, MFS Interoperability and National Clearing Gateways have reduced friction for customers using digital services from the bank and created more opportunity for them to conduct their transactions.
The survey results demonstrate that customers are more digital banking savvy and have a preference for the convenient, reliable access of digital payment services. Thus, it is extremely important for Dhaka Bank PLC to continuously invest in the digital payment services so that they remain relevant and attract more customers. This will help the bank improve its profitability and position within an increasingly competitive banking landscape.




Survey Questionnaire
The following questionnaire was designed to collect responses from 30 customers of Dhaka Bank PLC:
Questions of the Survey
	No.
	Questions
	Response Options

	1
	What is your age group?
	☐ Below 25 ☐ 25–34 ☐ 35–44 ☐ 45 and above

	2
	What is your occupation?
	Open-ended

	3
	How long have you been using Dhaka Bank's digital payment services?
	☐ Less than 1 year ☐ 1–2 years ☐ 2–5 years 
☐ More than 5 years

	4
	Which digital payment service of Dhaka Bank do you use most frequently?
	☐ Go Plus App ☐ ezyBank (Digital Account Opening) ☐ Bangla QR ☐ MFS Interoperability ☐ BEFTN/RTGS/NPSB

	5
	Which digital payment service do you find the most convenient?
	☐ Go Plus App ☐ ezyBank ☐ Bangla QR 
☐ MFS Interoperability ☐ BEFTN/RTGS/NPSB

	6
	How satisfied are you with Dhaka Bank's digital payment services?
	☐ Very Satisfied ☐ Satisfied ☐ Neutral 
☐ Dissatisfied ☐ Very Dissatisfied

	7
	Which factor is most important to you when using digital payment services?
	☐ Transaction Speed ☐ Security 
☐ Convenience ☐ Accessibility ☐ Low Cost

	8
	Have you experienced any problems while using Dhaka Bank's digital payment services?
	☐ Yes ☐ No

	9
	Do you believe Dhaka Bank's digital payment services have improved your overall banking experience?
	☐ Strongly Agree ☐ Agree ☐ Neutral 
☐ Disagree ☐ Strongly Disagree

	10
	Would you recommend Dhaka Bank's digital payment services to others?
	☐ Definitely Yes ☐ Probably Yes ☐ Not Sure 
☐ Probably No ☐ Definitely No



Reference:
· https://dhakabank.com.bd/wp-content/uploads/2022/06/DBL-Annual-Report-2021_Final.pdf
· https://dhakabank.com.bd/wp-content/uploads/2023/05/Dhaka-Bank-Limited_Annual-Report_2022.pdf
· https://dhakabank.com.bd/wp-content/uploads/2024/06/Dhaka-Bank-Annual-Report-2023.pdf
· https://dhakabank.com.bd/wp-content/uploads/2025/07/Dhaka-Bank-Annual-Report-2024-v2.pdf
· https://dhakabank.com.bd/wp-content/uploads/2026/06/Dhaka-Bank-Annual-Report-2025.pdf
· https://www.investopedia.com/
· https://dhakabank.com.bd/
																						
Dhaka Bank Go Plus App Performance 
Go Plus App Growth Rate	2021	2022	2023	2024	2025	0.73099999999999998	0.31469999999999998	0.25340000000000001	0.18490000000000001	0.23089999999999999	Revenue Proportion	2021	2022	2023	2024	2025	0.74609999999999999	0.68420000000000003	0.51959999999999995	0.36570000000000003	0.28270000000000001	



ezybank Platform: Growth and Revenue Proprtion
EzyBank Growth Rate	2021	2022	2023	2024	2025	1.5567	1.3306	0.872	0.70609999999999995	0.57099999999999995	Revenue Proportion	2021	2022	2023	2024	2025	6.9199999999999998E-2	7.8899999999999998E-2	0.11559999999999999	0.14810000000000001	0.1696	



Bangla QR Network: Transaction Growth and Revenue Proportion
Bangla QR Network Growth Rate	2021	2022	2023	2024	2025	1.9176	2.9597000000000002	3.2006000000000001	1.8606	1.0763	Revenue Proportion	2021	2022	2023	2024	2025	3.1300000000000001E-2	7.8899999999999998E-2	0.19939999999999999	0.33510000000000001	0.42720000000000002	



MFS Interoperability Hub: Transaction Growth and Revenue Proportion 
MFS Hub Growth Rate 	2021	2022	2023	2024	2025	1.1866000000000001	0.8841	1.0690999999999999	0.77629999999999999	0.5907	Revenue Proportion	2021	2022	2023	2024	2025	9.3299999999999994E-2	0.1203	0.16650000000000001	0.18340000000000001	0.19089999999999999	



National Interbank Clearing: Volume Growth and Revenue Proportion
NPSB 	&	 BEFTN Growth Rate	2021	2022	2023	2024	2025	0.46429999999999999	0.3306	0.50319999999999998	0.60509999999999997	0.36840000000000001	Revenue Proportion	2021	2022	2023	2024	2025	0.12939999999999999	0.11650000000000001	0.1145	0.1158	9.9099999999999994E-2	
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PLC.
HUMAN RESOURCES DIVISION

DBPLC/HR/26/2761 02 March 2026

Ms. Rumky Henrieta Baroi

Student of BBA

United International University
United City, Madani Avenue, Dhaka

Subject: Internship Offer Letter

Dear Ms. Baroi,

With reference to your recent letter, we are pleased to inform you that the Management of Dhaka
Bank PLC. has agreed to accept you as an Intern at our Pragati Sarani Branch for the period from
02 March to 30 May 2026. You will receive a monthly pocket allowance of Tk. 4000/= (Four Thousand

Only).

You are advised to report to the Manager, Pragati Sarani Branch on 02 March 2026 at 10.00 A.M.
Upon completion of your internship, you are required to submit one (01) copy of your internship report
to the Branch Manager.

Yours sincerely,

d. Shofiur Rahman

Senior Vice President
Human Resources Division

Copy to:
1. The Manager, Pragati Sarani Branch - for Kind information and N/A
2. Mr. Nahid Hasan Khan, Director, Directorate of Career Counseling & Student Affairs,

ulv

Head Office : CWS (C)-10, Bir Uttam A. K. Khandakar Road, Gulshan, Dhaka-1212
Tel: 58314424-30, 8802-58314419, SWIFT: DHBLBDDH, E-mail: hr@dhakabank.com.bd




image4.png
Which payment system best suits your transaction needs?

B

EFT (BEFTN)

RTGS

o Batch processing within 1-2 business
days

o No minimum limit with a BDT 500,000
maximum

o Usually free of charge

o Salary payments, utility bills, and low-
value transactions

© Reaktime and instant execution

© Minimum BDT 100,000 with no
maximum limit

© Maximum BDT 100 per transaction

o High-value and urgent business
transactions





image5.png
Number of Transactions

2,000,000

1,800,000

1,600,000

1,400,000

1,200,000

1,000,000

800,000

600,000

400,000

200,000

2021

Digital Banking Transactions Over Years

@ App Transa

11245k

2023

Year

@ web Transactons

1320.8K
12435k

2024

1640k

1513.2K

2025




image6.png
H
:
:
H
H
H

2000

16000

14000

10000

Digital Financial Services Growth Over Years

© DouDeosts @ BanglaQRMerchanis @) MFS Hubs

0

s





image7.png
Share (%)

100

%

0

7

0

50

20

30

20

1

Interbank Clearing Share Over Years

@ wess @ BEFTN

2021 2022 2023 2024 2025

Year




image8.png
Financial Metrics Over Years (in BDT Millions)

® rouin

At T





image9.png
Percentage (%)

s

s

B

2

2m

2

Financial Ratios Over Time

® oms

@ WeLs Ratio

2m

@ Costtoncome Rati (5)

2024





image10.png
count

700000

so0000

Growth of Al

Delivery Ch and Digital On

® e @ Onbowtings @ owles





image11.png
Digital Banking SWOT Analysis

Digital Banking
Strength

Advanced digital ecosystem

Operational
Limitations

Smaller network, tech

Competition, cybersecurity,
uncertainty

dependency
External Growth
Challenges Opportunities

Digital payments, SME
financing





image12.png
Dhaka Bank PLC's Digital Payment Services

Dhaka Bank Go Plus
App

Intemnet Banking
Platform

Bangla QR Network

MFS Interoperability
Hub

National Clearing
Gateways

Dhaka Bank PLC





image1.png




image2.jpeg
2l turnitin  esoe1 o7 -coverpage SibmissontD 1ol

Rumky Henrieta Baroi Baroi
Digital Payment Services of Dhaka Bank PLC

B Rumky Henrieta Baroi

Document Details

Submission 1D
trn:oid::3618:146087684 67 Pages

Submission Date 10,751 Words

Jul 21,2026, 12:17 PM GMT+6
61,381 Characters

Download Date
Jul 21,2026, 12:35 PM GMT+6

File Name
Rumky Baroi 111213034 Dhaka Bank Intern Report.docx

File Size
1.5 MB
7l turnitin  esoe o7 -coverpace SubmissonD trms
FJ turnitin - Page2.f 71 -ntegrity Overview SubmissionID troid:3618:146087634

7% Overall Similarity

The combined total of all matches, including overlapping sources, for each database.

Filtered from the Report

» Bibliography
+ Quoted Text
» Small Matches (less than 12 words)

Match Groups Top Sources
@ 32 Not Cited or Quoted 7% 6% @ Internet sources
Matches with neither in-text citation nor quotation marks o% Publications
@ © Missing Quotations 0% 5% 2 Submitted works (Student Papers)
Matches that are still very similar to source material
= 0 Missing Citation 0%
Matches that have quotation marks, but no in-text citation
® 0 Cited and Quoted 0%
Matches with in-text citation present, but no quotation marks
Integrity Flags
0 Integrity Flags for Review
egrity Flag Our system's alg look deeplyat a for any|
would set it apart from a normal submission. Hwenaiesomhgmmtweﬁig
it for you to review.

AFlag is not necessarily an indicator of a problem. However, we'd recommend you
focus your attention there for further review.




