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Executive Summary

[bookmark: _GoBack]For the economic and social development, banks and other financial institutions of a country play an essential and important role. Now the financial system is organized by banks in Bangladesh. Prime Bank limited which is a renowned and reputed bank in Bangladesh and business was created by Prime Bank and it started on 17th April 1995. For growing the economy of this country prime bank plays a significant role and it impacts the growth of the economy. 
“Customer satisfaction is one very essential for succession toward progress and expansion for any service institution”. For building a good position in market excellence in customer service helps more an organization besides it also retain more customers for excellent customer service. PBL provides various types of service to its customers to satisfy their customer. Prime Bank Limited, Bijoy Nagar branch has three departments and these are General Banking Department, Foreign Exchange Department, and Credit Department. These three departments serve their customers with the help of customer service.

Evaluation of Customer service of Prime Bank Limited is noted as customer satisfaction and commitment, customer retention, employee engagement, customer experience, service management, service culture, service delivery, service quality, consistency and credibility, creativity and capability. Prime Bank Limited focus to their customer service aspects to satisfy their customer and to provide proper customer service.

So Prime Bank is the bank, which will go on in the banking sector of the world with their slogan ‘A Bank with a different’

Keywords: Service quality, customer service, customer satisfaction, employee engagement, Prime Bank Ltd. 
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[bookmark: _Toc534530805]3.1 Introduction

“A bank is a financial organization which provides different types of services to its customers benefit and it deals with aspects such as deposits, advances and other related services.” When a bank is to operative the fund of its customers it is the main objectivity of a bank and who want to save money in the form of deposits prime bank receives money from those people. Not only this but also bank give loan and lends money for those people who really need money in their emergency situation and also bank generates money in the process of taking of deposits and stipulation of loan. This different characteristic of a bank which differentiate from other financial institutions and the differences make higher profit for the bank .Banks take deposit at the lowest possible cost besides it make available loans and advances at higher cost to compare with other financial institutions. 

Over the years the banking industry in Bangladesh is instantaneously growing and increasing. For the every industry in addition to banking industry the time is very much competitive day by day. To keep the strong and potential position in this competitive industry as well as banks are continuously trying to provide better customer service to customers and trying to go through the changes according to customer needs.

Prime bank limited is not beyond this and for maintaining powerful position to its important customers Prime Bank limited also providing simultaneously different types of services with products to its customers in this competitive world. Not only this but also they are trying a lot to keep their customers satisfied and contented.

[bookmark: _Toc534530806]3.2 Motivation of the study:

It was an enjoyable experience to complete my internship at Prime Bank Ltd Bijoy Nagar Branch. All the members of each and every department of Prime Bank Ltd of Bijoy Nagar Branch were very much co-operative and helpful. Not only this but also the topic of the report “Evaluation of Customer Service: A Study on Prime Bank Limited” which was given by my honorable faculty Kawsar Ahmmed was quite interesting and enjoyable.

So, above all the aspects motivated me a lot to make my study good and better.

[bookmark: _Toc534530807]3.3 Objectives of the study:

The objective of this report is divided into two parts and this report has both primary and secondary objectives. These are specified below:

Primary objectives 
General objectives are to gather the practical knowledge about the activities, policies associated with banking sector. I have to observe physically by doing work in the Prime bank to know or gather information about my report based on evaluation of customer service.

Secondary objectives 
· To present a brief overview of Prime banks Ltd. 
· To have a close view of the performance of the specific branch and the bank as a whole. 
· To have knowledge about different customer services that was provided at different sections of the bank. 
· To study the relationship among the customer and the employees of the PBL.
· To learn about how the bank build customers relationship. 
· To perceive and understand about how to provide customers service in the bank. 
· To evaluate the employee and the customers of Prime Bank Limited.

[bookmark: _Toc534530808]3.4 Scope and limitation of the study:

Scope
The scope of this report is limited to the Prime Bank Ltd, Bijoy Nagar Branch. The information given by the bank was also limited. As the report is mainly based on practical observation, the scope was limited to the related department of this report and there was no scope of going outside the range and also the scope has narrowed to the branch operation and practices.


Limitations
· Though there was restriction from the end of the bank to provide all the information about the bank, so it was quite difficult to collect all the necessary information.
· Since banks employees were very busy so that they were unable to give me sufficient time.
· The time limitation was too short so that many of the aspects could not be discussed in the present report.
· Because of the topic was somehow little difficult so that it was quite difficult to have the sufficient knowledge and understanding in that particular field in a short period of internship program. 
· Practical observation was also a challenge to me.
· Face to face conversation with branch manager, officers and executives of the Prime bank Limited, Bijoy Nagar Branch. 
·  Under one limitation face to face conversation with the existing and new customers of PBL Bijoy Nagar branch. 
· Personal diary that is noted from every day observation of PBL Bijoy nagar branch.
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Company overview 
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 Literature review



[bookmark: _Toc534530810]2.1 An Overview of Prime Bank Ltd

[bookmark: _Toc534530811]2.11 Introduction:
“A bank is a financial organization which provides different types of services to its customers benefit. It deals with aspects such as deposits, advances and other related services. The main objective of a bank is to active the fund of its customers. It receives money from those people who want to save in the form of deposits. Not only this but also it lends money to those people who really need it in their emergency situation. Bank generates money, in the process of taking of deposits and stipulation of loan. This different characteristic of a bank separate from other financial institutions. Banks take deposit at the lowest possible cost besides it make available loans and advances at higher cost. The difference between these is the profit for the Bank”.

Over the years the banking industry in Bangladesh is rapidly growing and increasing. Day by day the time period is very much competitive for every industry as well as in banking industry so that there have make competition. For retaining the strong position in this competitive industry for win competition banks are continuously trying to provide good customer service and trying to go through the changes of the customer needs.

Prime bank limited is not beyond this. Prime Bank limited also providing several types of services with along products for its customers to maintain its strong position in this competitive world. Not only this but also they are trying a lot to keep their customers satisfied.

[bookmark: _Toc534530812]2.12Vision:
Every Company has their own vision and by determining vision, they can regulate their future growth. Also Prime Bank Ltd. has its own vision to be leader in the banking industry to compare other bank. 
“To be the best Private Commercial Bank in Bangladesh in terms of efficiency, capital adequacy, asset quality, sound management & profitability having strong liquidity”. 
[bookmark: _Toc534530813]2.13Mission:
· “To build Prime Bank Ltd. in to an efficient, market driven, customer focused institution with good corporate governance structure.” 
· “Continuous improvement in business policies, procedure & efficiency through integration of technology at all levels.” 

[bookmark: _Toc534530814]2.14 Objectives:
Prime Bank Limited has some general, strategic and financial objectives and all these are following below: 

General Objectives 
· To hold a dynamic customer focus & to set up a relation based on integrity superior services & mutual benefit. 
· To assign as a team to enjoy the best interest of the group. 
· To active always for continuous business innovations & improvements and progress. 
· To honour & respect customer & generate decisions based on merits. 
· To give recognition & acknowledgement and rewards based on performance. 
· To receive sustained and continued growth, improved & wide spectrum of products & service. 
     Strategic objectives 
· To accomplish positive Economic value each year.  
· To be market leader in product innovation and improvement in market.  
· “To be one of the top three Financial Institutions in Bangladesh in terms of cost efficiency”.  
· “To be one of the top five Financial Institutions in Bangladesh in terms of market share in all significant market segments we serve.”  
     Financial objectives  
     “To achieve a return on shareholders’ equity of 20% or more, on average.”  

[bookmark: _Toc534530815]2.15 At a Glance Prime Bank Limited:
	Prime Bank Limited (PBL) 

	Type 
	Private 

	Industry 
	Banking 

	Date of Inauguration of Operation 
	17th April, 1995 

	Registered Office 
	Adamjee Court Annex Building-2, 119-120 Mothijheel C/A, Dhaka-1000, Bangladesh. 

	Products 
	Banking services, Consumer Banking 
Corporate Banking, Investment Banking 

	Chairman 
	Md. Shirajul Islam Mollah

	Managing Director 
	Md. EhsanKhasru

	Number of Branches 
	99 

	Logo 
	[image: ]

	E-mail 
	primebank@bangla.net 

	Website 
	www.prime-bank.com 


[bookmark: _Toc533838590][bookmark: _Toc534530816]Figure 01: Company Profile of Prime Bank Limited

[bookmark: _Toc534530817]2.16 Branch Networks: 
With the help of 99 existing branches and some other proposed branch of Prime Bank Ltd. all over the Bangladesh who provide excellent service to their valuable customers.   
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Figure 02: Branch Networks of Prime Bank Limited
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Dhaka Division  	
	Adamjee EPZ Branch 
	Elephant Road Branch
	Madhabdi Branch

	Ashulia Branch 
	Foreign Exchange Branch
	Kawran Bazar Branch

	Asadgate Branch

	Ganakbari branch
	Motijheel Branch

	Bhairab Branch 
	Gareb- E- Newaz Avenue branch
	Mirzapur Branch

	Bangshal Branch

	Faridpur Branch 
	Mymensingh Branch

	Banani Branch

	Gulshan Branch 
	Jamalpur Branch 

	Bashundhara Branch

	IBB Dilkusha Branch 
	Jatrabari Branch 

	Bijoy Nagar Branch 
	Jaydevpur Chowrasta Branch 
	Joypara Branch 

	Bashabo Branch

	Kishoregonj Branch 
	Mohakhali Branch 

	Banasree Branch

	Mirpur-1 Branch 
	Satmasjid Road Branch 

	Dhanmondi Branch

	Mouchak Branch 
	SBC Tower Branch 

	Damudya Branch

	Pallabi Branch
	Serajdikhan Branch 

	Moulvi Bazar Branch 
	Panthapath Branch 
	Shimrail Branch 

	IBB Mirpur Branch

	PragatiSarani Branch 
	Tangail Branch 

	Narayanganj Branch 
	Ring Road Branch 
	Tongi Branch 

	New Eskaton Branch

	Savar Branch 
	Uttara Branch 

	Wari Branch 
	
	



Chittagong Division                  	
	Jubilee Road Branch 
	Khatungonj Branch 	
	Hajigonj Branch 

	Agrabad Branch 
	Fatickchari Branch 
	Halishahar Branch 

	Ashugonj Branch 
	Feni Branch 
	Hathazari Branch 

	Banshkhali Branch 
	Dagonbhuiyan Branch 
	IBB O. R. Nizam Road 
Branch 

	Chauddagram Branch 
	Cox's Bazar Branch 
	IBB Pahartali Branch 

	Chaumuhani Branch 
	Comilla Branch 
	Laldighi East Branch 

	Oxygen More Branch 
	Prabartak More Branch 
	Raojan Branch 


· Rajshahi Division 
	Rajshahi Branch 
	Bogra Branch  
	Naogaon Branch 

	Baneswar Branch 
	Ishwardi Branch 
	Pabna Branch 

	ChapaiNawabganj Branch 
	Joypurhat Branch 
	Natore Branch 


· Sylhet Division 
	Sylhet Branch 
	Court Road Branch 
	Barolekha Branch 

	Tajpur Branch, Sylhet
	Beanibazar Branch 
	IBB Amberkhana Branch 

	Upashahar Branch, Sylhet
	Biswanath Branch 
	Habigonj Branch 

	Kadamtali Branch 
	Nabigonj Branch 
	Subid Bazar Branch 

	Sreemangal Branch 
	Sunamganj Branch 
	



Khulna Division 
	Khulna Branch  
	Jessore Branch  

	Satkhira Branch  
	Kushtia Branch  

	
Barisal Division 	
	

	Barisal Brunch 
	

	
Rangpur Division  

	

	Dinajpur Branch  
	Rangpur Branch  









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[bookmark: _Toc534530818]2.17 Board of Director:

“Azam J Chowdhury is an elite industrialist and entrepreneur of Bangladesh. He is the Chairman and owner of East Coast Group. In addition, he is the Chairman of the Consolidated Tea & Lands Company Bangladesh Limited (formerly, James Finlay Limited). Mr. Chowdhury is also the Managing Director of MJL Bangladesh Limited, an affiliate of Exxon Mobil Corporation in Bangladesh. Mr.Azam J Chowdhury is the Director of Omera Petroleum Ltd. one of the largest LPG operators of the country. He is also the Director of Omera Cylinders Ltd. and Omera Fuels Ltd. Mr. Chowdhury is the President of Bangladesh Energy Companies Association (BECA) and Vice-President of LPG Operators Association of Bangladesh (LOAB). He is the President of Bangladesh Association of Publicly Listed Companies (BAPLC) and Director of Central Depository Bangladesh Limited (CDBL). Mr. Chowdhury is the President of Bangladesh Ocean Going Ship Owner’s Association (BOGSOA) since May 2012. He is the current Chairman of Audit & Finance Committee of Kurmitola Golf Club (KGC). In the past Mr. Chowdhury also served as the Chairman of Green Delta Insurance Company Limited.  In recognition to his performance, the Hungarian Government nominated him as the Honorary Consul of Hungary in Bangladesh. Mr. Chowdhury is a renowned Golfer and achieved laurels several times in this sporting arena.”

[bookmark: _Toc534530819]2.18 Management Team:
The Management Committee compose of the Managing Directors and Head Office Executives. They discuss about the progress on portfolio functions of Prime Bank Ltd. Different ideas and decisions, guidelines regarding deposits, lending and management of Human and Material resources of PBL are the principle concern of this committee.

All these committees meet on a regular basis for discussing various issues and proposals submitted for decisions.
[bookmark: _Toc534530820]2.19 Executive Committee:
The Executive Committee of prime bank ltd. consists of the members of the Board of Directors. “This committee exercises the power as delegated by the Board from time to time and approves all matters beyond the delegation of Management”.
“Mr. Md. Shirajul Islam Mollah, M.P, a Sponsor Director, is also a past Chairman of the Board of Directors. Currently Chairman of the Executive Committee, Mr.Mollah also held same positions on more than one occasions in the past”. A very successful business personality, Mr.Shirajul Islam Mollah is the Managing Director of PBL of the following concerns:
· China-Bangla Ceramic Industries Limited,
· Bengal Tiger Cement Industries Limited,
· Bajnabo Textile Mills Limited and
· United Shipping Lines Limited
Widely travelled, “Mr.Shirajul Islam Mollah is involved with various social and educational activities and earned recognitions from a number of organizations. He is the founder of BajnaboAbulFaizMollah High School, Shibpur, Narsingdi. A philanthropist, Mr. Md. Shirajul Islam Mollah is also the Chairman of Shirajul Islam MollahSamajSeba Foundation. He is also a member of the Dhaka Stock Exchange (DSE) and elected Member of Parliament.”

[bookmark: _Toc534530821]2.20 Corporate Social Responsibility:

Corporate Social Responsibility (CSR)means a lot for Prime Bank Ltd and for this reason they hs established “ Prime Bank Foundation” to fulfil its “corporate social responsibility” activities in a large and greater scale. Prime Bank Limited and Prime Bank Foundation are proud to continue CSR activities for the greater interest of country’s socio economic development. “Prime Bank Limited has a good number of CSR activities for the welfare of their customers, employees, shareholders, communities and environment”. They are-

· Investment in Education: To invest in the education is the first priority in the CSR of Prime Bank Limited. In case of education they have two types of program and they are given below-
a) Education support program: “It is a long term, renewable scholarship program for underprivileged but meritorious students from across the country. In 2009 reporting year, 198 underprivileged but meritorious students got financial support from this program. Till now the total number of these poor but meritorious students who are the recipients of Prime Bank Foundation stipends stood at 490”.
b) Prime Campus: “It is an English medium school in Uttara which was established in 2008 at an affordable charge for all range of people”.
· Work with handicap population: Investment in eradicating and preventing different disabilities such as drug addicts, blindness etc; setting up vocational training centers; undertake mass awareness raising campaigns etc in prime foundation.
· DristyDaan Project: “Setting a target of sight restoration of 1200 poor citizens of the country, the Prime Bank Foundation started off the DristyDaan project in 2007 and total of 1357 poor cataract patients were operated till date”.
· Health Care: “In the sector of health care Prima Bank has taken a number of initiatives to support people. They are- Vellore CMC Health Care, Universal Health Care Centers; Eye Hospitals; Health Support to garment workers; more preventive activities; infant, child feeding and breastfeeding; support to facilities providing treatment and care of non-communicable diseases such as heart, and diabetes; activities related to prevention of maternal mortality and morbidities; setting up trauma centers etc”.
· Health Management: “Prime Bank Limited has extended finance for establishing countrywide health centres and a teachers’ training college under the supervision and implementation of Diabetes Association of Bangladesh”.
· Environment: “Activities related to the prevention of environment degradation and promotion of environment; support people living in the coastal and ‘char’ areas; carbon trading etc. For example-In 2010 Prime Bank gave a donation of Tk. 25, 00,000/- to the Prime Minister Relief Fund for the Nimtoli and Begunbari tragedy Victims”
· Support to martyrs family: “The loss of lives in the BDR carnage shocked the entire nation and Prime Bank came forward to support the Martyr families and donated Tk. 2.5 million to Prime Minister’s Relief Fund. PBL also took responsibility to support two such families @ Tk. 0.48 million per year for ten years starting from 2009.”
· Games and Sports: “The Prime Bank Limited plays a great role in the sports sector also. It participated in the form of sponsorship programs in the area of sports viz. Golf, Tennis to popularize the same among the public. For example- In 2010 it sponsored Tk. 50,00,000 in the “SA Games 2010” and donated Tk. 1,00,000/- to organize football tournament in Moulvibazar District Sports Association”

Other CSR activities of Prime Bank: Besides the CSR activities noted above Prime Bank Limited has also some other sources of CSR activities. They are given below: 

· Donations of Passenger cum bed lift to Sylhet Diabetic Association Hospital in prime bank foundation.
· Sponsoring 20 KVA Diesel Generator for Department of Development Studies, Dhaka University through prime bank foundation
· Construction of Shahbag Foot Over Bridge through prime bank foundation
· Awareness Campaign in prime bank foundation at the three international airports of the country against swine flu.
· Improvement of Porter and Luggage Handling Services through prime bank at the Kamalapur Railway Station, Dhaka.
· Blankets and winter-clothes distribution among the winter distressed people of the society through prime bank foundation.




[bookmark: _Toc534530822]2.21 Literature Review:

Customer service is in essential part of all industries. Customer service means to provide customers with good services by earning a profit along with customer satisfaction. Major side of the commercial banks is to provide their customers the best service. An organization can easily achieve their goals only through the best customer service. There is a word in marketing that ‘Customer is always right’. If an organization can carry this word then they can easily provide a better customer service.
“From the beginning of the operation of Prime Bank Limited they are very much concern about customers satisfaction. From the past of their business they are dealing with customer’s satisfaction. Not only this but also time to time they are improving themselves and upgrading their service quality to satisfy their customers. As customer satisfaction is a very much important issue to PBL for this reason I have chosen this topic for my report.”
Customer service is important for many reasons. But it is mainly noted for five reasons. They are-
1. Builds trust.
2. Matters more than price.
3. Build brand awareness.
4. Reduces problems.
5. Build customer loyalty.
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                Figure: Evaluation of Customer Service of Prime Bank Ltd



10  points are describing below of the Evaluation of Customer Service:

1. Customer Satisfaction and Commitment 
2. Customer Retention
3. Employee Engagement
4. Customer Experience
5. Service Management
6. Service Culture
7. Service Delivery
8. Service Quality
9. Consistency and Credibility
10. Creativity and Capability

1. Customer Satisfaction and Commitment :

Customer satisfaction: Satisfaction means feelings of pleasure. On the other hand the degree of satisfaction provided by the goods or services of a company as measured by the number of repeat customers.

Commitment: An act of committing to a charge or trust: such as

· a consignment to a penal or mental institution filed a petition for commitment
· an act of referring a matter to a legislative committee

2. Customer Retention: 
“An assessment of the product or service quality provide by a business that measures how loyal its customers are. Customer retention statistics are typically expressed as a percentage of long term clients, and they are important to a business since satisfied retained customers tend to spend more, cost less and make valuable references to new potential customers.”

3. Employee Engagement:
Employee engagement is the extent to which employees feel passionate about their job. Employee engagement important for several reasons. Employee engagement is very important because of if they are too much engaging in their job the profit will be higher and organization can easily achieve their goals. If employee engagement increase more than employee will be more aware about the company and they will be able to satisfy the customer.




4. Customer Experience:
“Customer experience is the product of an interaction between an organization and a customer over the duration of their relationship. A good customer experience means that the individual's experience during all points of contact matches the individual's expectations.” 


5. Service Management:
Service management is integrated into supply chain management as the intersection between the actual sales and the customer point of view. There must be balance between the actual sales and customer point of view. 

6. Service Culture:

When an organization motivate their employee to involve customer-centric approach to their regular duties and work activities then it is called service culture. It is very much important to any organization. 

7. Service Delivery:

“Service delivery is a component of business. It defines the interaction between providers and clients where the provider offers a service, whether that is information or a task, and the client either finds value or loses value as a result. Good service delivery provides clients with an increase in value.”

8. Service Quality:
Service Quality means a provided activity promotes customer satisfaction. If the quality of a service is not good or if the quality of the service did not satisfy the customer then it will be a negative impact for an organization. An organization should focus on their service quality to increase a positive impact. 

9. Consistency and Credibility:

Consistency is the quality or condition of being consistent. On another hand it is a substance is how thick or smooth it is. An organization should have consistency in their customer service. It is an important factor for an organization.

Credibility refers to the subjective and objective components of the believability of a source or message. An organization should always work for to increase their credibility. If an organization carries a higher credibility then it is positive for an organization and less credibility organization face a negative impact.
10. Creativity and Capability

Creativity means whereby something new and somehow valuable is formed. The created item may be-
· intangible such as an idea, a scientific theory, a musical composition, or a joke  or 
· a physical object such as an invention, a literary work, or a painting
An organization must have creativity to capture their customer. New idea, invention etc help an organization to capture new and existing customer.

Capability refers that the organizations have its own capacity to manage their employee or its customer. If an organization did not have sufficient capacity then they may not achieve their goals or may not satisfy their customer.

Prime Bank can emphasize on their evaluation of Customer service through below aspects:

1. Customer Satisfaction and Commitment :

Prime Bank should focus on their customer. Their goal should be to satisfy their customer. Prime bank should create new service to satisfy their customer. Their service should be update based on the customer needs and wants.

Prime bank should be committed to their customer. What they promised their customer they should fulfilled their commitment .Prime bank should capture the customer trust by committing them the proper and sufficient customer service.

2. Customer Retention:

Prime bank should focus on their customer retention. Customer retention measures the loyalty of a customer. So customer retention is just like an asset for a company. As a whole, Prime bank should try to build customer retention in their customer service.

3. Employee Engagement:

Employee engagement is another essential part of customer service. Prime bank should increase their employee engagement. Because of employee engagement is the employee overall performance. If employee engagement is higher than it is good for a company. So, Prime bank must try to focus and increase the employee engagement.

4. Customer Experience:

Customer experience in one of the most essential part of customer service. If a customer is bad then it is not good for bank. Not only this but also a company can be achieve their goals if their customer experience is good. So, Prime bank should focus on their customer experience and if any of the customers is dissatisfy about the product or service of Prime bank instantly Prime bank should overcome the problem as soon as possible.


5. Service Management:
Service management is a part of customer service. It is the interaction between the actual sales and customer point of view. There should be balance among the actual sales and customer point of view. Prime bank must maintain the relationship of actual sales and customer point of view. Prime bank keep the service management perfect.


6. Service Culture: 
There is a speech that ‘customer is always right’. So, whatever the activities, whatever the duties all the employees and company should focus on their clients or customer. So, Prime bank service culture should be arranged based on their customer.

7. Service Delivery:
Service delivery is another aspect of customer service. Through which Prime bank can deliver a value to their customer or can provide a loses for a customer. So, Prime bank must try to provide their customer good value through their service.

8. Service Quality :
Service quality is one of the important points of customer service. Prime bank must focus on their service quality. A company’s reputation depends on service quality. If the quality of the service is not good then a company may lose their customer and can face loses in their business. So, Prime bank should increase their quality of the service.

9. Consistency and Credibility:
Prime bank customer service should be consistency and credibility. Prime bank should focus on the customer expertise and trustworthiness. Prime bank should focus on their credibility. If credibility is high then it is good for prime bank.

10. Creativity and Capability:
Prime bank should have their own creativity so that they can satisfy or capture their customer. Besides, Prime bank should have their capability to serve their customer properly and in a good manner.




[bookmark: _Toc534530826]

CONCLUSION
Now a day’s Prime Bank limited is a modern commercial bank in the banking sector of Bangladesh. It is committed to provide high quality financial services / products to contribute to the growth of G.D.P. of the country. Through stimulating trade & commerce, accelerating the pace of industrialization, boosting up export, creating employment opportunity for the educated youth, raising standard of living of limited income group and overall sustainable socio-economic development of the country Prime Bank Limited is trying to holding their position. They always try to innovation new ideas to capture customer mind. Not only this but also they offer new service to satisfy their customer.
From my point of view, if Prime Bank Limited emphasize on its evaluation of customer service such as customer satisfaction and commitment ,customer retention, employee engagement, customer experience, service management, service culture, service delivery, service quality, consistency and credibility, creativity and capability then is will be more easier to satisfy their customer. 

Prime Bank Limited is providing a better service comparing to the other bank in the industries. If Prime Bank emphasize on their customer service more and develop with their customer service with the change of customer mind then they may able to achieve their goal soon.
So, Prime Bank is the bank, which will survive in the banking sector of the world on the slogan "A Bank with a difference".
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