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[bookmark: _Toc33564068]                                           Executive Summary

The purpose of this internship report is to discuss about the General Banking division’s customer service of the City Bank Limited. This report tried to find out if the customers are satisfied or not. Customer satisfaction is an important matter for any bank’s improvement.  So this report analyzed the satisfaction and dissatisfaction level of the customers with some recommendations. 
This paper starts with the origin and background of the study, literature review, scope & limitations, methodology.  In the methodology part research type, data type, sample size, sample technique, data collection and analysis method are described followed by findings and analysis part. 
The purpose of this report is to give an idea about the satisfaction level of customers who come to the City bank Limited Principal Branch, Motijheel. A standard questionnaire was used to collect data.

Keywords: General banking, customer service, behavior, satisfaction, evaluation, role.
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[bookmark: _Toc33564070][bookmark: _Hlk33564671]Origin of the study 
One of the significant and important stage for a BBA student is internship program. it’s a mandatory requirement for the completion of my graduation. The goal behind this internship program is to providing newly graduated students an ‘one the job’ experience and introducing them with a proper office culture. A big opportunity to apply the theoretical concepts int real life situation.
I did my internship in the City Bank Limited, principal office branch as a service ambassador.
This internship report entitled ‘Customer satisfaction of city bank ltd on general banking’. On the basis of my observation and customer handling experience I have prepared this report under the supervision of my course instructor sir S.M.Asif-Ur-Rahman, assistant professor, department of BBA program, United International University.

[bookmark: _Toc33564071]Background of the study 
Behind any nation’s economic development, it’s banking system plays a crucial role. As in our country’s economy every bank has some vital contribution specifically the commercial banks. If we keep an eye on the last few years we can see that our banking sector has so much improvement such as in technological innovations, globalization, modern software usage etc.  our banking system is getting modern day by day. banking become so fast now more than before. Each day the banking sector is getting more and more challenging and competitive. This is the result of evolution driven changing economy and lifestyles. Banking become more diversified and attractive more than before. The commercial banks’ main focus is that they not only try to make profit but also try to make a strong brand name and also take necessary steps to maximize the social benefits. City bank is on of the leading private commercial banks in our country. Their focus is to gain customer’s trust.
In general banking, the major work is directly deal with the customers. like every other commercial bank CBL provide a wide range of product and services. The main focus of city bank ltd is to provide sufficient service that leads to highest level of customer satisfaction.

[bookmark: _Toc33564072]General banking activities of city bank ltd

The City bank limited is a commercial bank of Bangladesh. The City bank limited started their journey in 1983 and now it is one of the best commercial bank in Bangladesh. 13 local businessmen were the founders of this bank. They took huge risk and dealt with enormous challenges to establish this bank in a developing country. Now it is one of the most successful commercial bank in this country with the capital worth of more than Taka 330.77 crore.
The City Bank Limited has investment and corporate banking facilities, Online banking, SME banking, etc. The City bank limited currently has 90 branches all over the country. The bank is very active in the traditional distribution areas along with the substitute distribution centers. City bank has 138 ATM booths of their own and 550 shared ATM booths with other banks. ‘Citytouch’ is the name of the online banking service of city bank. They also provide SMS banking. They have call center operation to support the customers 24/7. 


The provided services of CBL for their customer are given below:
· Cash transaction 
· Account opening and closing
· Information update or change
· Pay order
· Card requisition (both debit and credit card)
· Check book requisition and delivery 
· FDR opening and closing
· Sanchaypatro opening and closing
· Cash dollar endorsement
· DPS opening and closing
· Remittance
· Loan Account opening
· Card delivery
· Solvency certificate
· Islamic banking – city manarah
· Women banking -city alo
· Any type of information needed 

[bookmark: _Toc33564073]Literature Review 
Review and literature are necessary in the sense that it provides scope for reviewing the stock of knowledge and information relevant to the proposed research. The aim of this chapter is to review the available published works pertinent to the present study. There has been some available published information about general banking which gives a guideline in designing future research problems and validating new findings. Nevertheless the works carried out in different parts of the world in allied fields are presented below.
Chochoľáková, A., Gabčová, L., Belás, J., Sipko, J. (2015) said on their paper that accumulation of the value which the patrons were observing for can convey a lot of revenue for the company. Thus, patron fulfillment is essential for all the banking organizations. Study specified that in contrast with displeased patrons, pleased patrons were suggestively more like to endorse their bank to their supports and to reflect using their present bank in the imminent, and they are more resilient to the suggestions from other banks. 
Rahi, S. (2015) found that when the desires of patrons are encountered, they become devoted to the specific company which is also helpful to that company. Devoted customers are more interested in the services of their own banks when considering investments in all the features such as in the monetary marketplace, deposit their personal savings to their personal bank, take out a mortgage from their personal bank and practice other banking products and services from their current bank. Research findings show patrons are more reliable to those banks who are simplifying internet banking services
[bookmark: _Toc33564074]Purpose Statement 
In the general banking division, the main duties are transactions, customer’s deposits and money withdrawals. There are 90 branches of the City bank limited for general banking. 
For academic purpose and completion of under graduation students need to do internship to gather practical knowledge. As I worked in general banking section of the principal branch of The City Bank Limited, I wanted to show in this report how the general banking jobs done in this commercial bank.
[bookmark: _Toc33564075]Scope & Limitation 
This report is based on the principal branch of The City Bank, Motijheel it is one of the busiest branches of Dhaka city. A lot of customers come to this branch every day. All the employees always try to satisfy the customers but sometimes the lack behind. 
 It was tough to gather so much data in such short time period. This branch is located in the most commercially busiest place of Dhaka city. Most of the customers were very busy here; it was hard to get information from a busy person. Many customers had a very poor knowledge about bank’s activities. And also I had some responsibilities as an intern in the branch so there was lacking of time and it was tough to gather much data in the given time. Also, as I was an intern only so I have a little access to gathered the information.
[bookmark: _Toc33564076]Methodology 
The methodology included the selection of the research title and objectives, selection of research area, identify target group, data collection and selection of analytical method. Improper methodology very often led to faulty result.
[bookmark: _Toc33564077]1. Research Type:
The research is mainly descriptive and qualitative in nature. The findings of the interviews are summarized in the “Finding & Analysis” chapter. There were some qualitative data gathered through those interviews with the customers. Those data are presented by pie charts and tables in the “Finding & Analysis” chapter. No statistical tool was used to analyze the data collected from the customers. So, there is no statistical representation in this study.
[bookmark: _Toc33564078]2. Data Type:
I have tried to collect the needed information to run this report from both primary and secondary data. The sources from where I collected the data are given here 
Primary data:
To collect the primary data, I discussed with some employees of Principal Office branch of the City Bank ltd and also I discussed with various customers of the CBL.
Secondary data:
The secondary data I have collected basically through the internet. I have gathered the data from the official website of the CBL, some articles based on CBL and also the annual reports of this bank.
[bookmark: _Toc33564079]3. Sample size: 
For conducting the customer satisfaction survey for this report the number of total sample size was 50.
[bookmark: _Toc33564080]4. Sampling technique: 
This is the sampling scheme by which the sample for the particular study is selected. Purposive sampling which is a non-probability sampling. 
[bookmark: _Toc33564081]5. Data collection method:  
For collecting the data, I had prepared a questionnaire for the survey and distributed the questionnaire to the customers who I thought free enough and willing to talk with me. I have discussed with them and collect the information I needed.
[bookmark: _Toc33564082]6. Data analysis method:
I have gathered the information I needed to know by the questionnaire survey and I input the data in MS excel and then used the question wise analysis method here. Only MS excel statistical tool was used for this report.
[bookmark: _Toc33564083]7. Data presentation method:
Pie and bar charts were used to present the collected data. Also, the report is on MS word.
[bookmark: _Toc33564084]List of Abbreviations and technical terms 
PO = Principal office	
CBL= City bank limited 
[bookmark: _Toc33564085]                                  Finding & Analysis 

1. Are the branch staffs well dressed and nicely mannered while dealing with customers? 

Majority respondents said that the branch staff’s dress code and manners are excellent. 33 respondents said so. 6 respondents said good and 10 said average. Only one responded poor. 
2. Branch employee’s behavior and expertise: 
 
Among the 50 respondents, the 26 respondents said that branch employees have excellent behavior and expertise.17 respondents said good and 5 respondents said average. Only 2 respondents said poor. 
3. Branch employee’s skills an awareness to provide the right service and information: 
 
Major respondents said the branch employees have excellently skilled and well informed.43 respondents so. 04 respondents said good and only 3 respondents said average. No one responded poor.
4. Are you fully satisfied with the provided service in this branch? 
 
Among the 50 respondents, 41 respondents said they were satisfied with the provided service in this branch. 9 respondents said they are not satisfied.
5. Is the office premises are neat and the service counters are in order? 
 
39 respondents out of 50 said the branch office premises are neat and orderly. 11 responded negatively.
6. [bookmark: _Hlk33565273]Does this branch have enough and comforting waiting space for customers? 
 
Majority respondents said the branch has enough waiting space.46 respondents said so. Only 2 respondents said no.
7. Do branch staffs take so long to provide the service?  
 
Only 8 respondents said that branch staff took so long to provide service and 42 respondents said staffs don’t take so long.Are you satisfied with the City Bank limited’s online services? 
 
28 respondents among 50 respondents said they were satisfied with the bank’s online services. Majority of the respondents said they weren’t satisfied. Among them some said it wasn’t user friendly and some weren’t satisfied due to the amount of server problem. 
8. Do the branch employees give enough effort to solve your complain? 
 
23 respondents among 50 respondents said employees give effort to solve their problem. Majority of the respondents said their complain didn’t catch attention of employees.



9.  How do you rate the overall service experience of the branch? 
 
34 respondents among 50 respondents said their overall service experience was excellent. 12 respondents said their experience was good and 4 respondents said their overall service experience was average.









[bookmark: _Toc33564086]Recommendations
As my internship was for three months period, so I worked these months for the PO branch as a service ambassador. I was sent in this branch from the service quality department of the CBL. My main responsibilities were to handle the customers and observe the branch staffs do their work also I have taken customer feedback to know if they were satisfied with the received service from this branch or not.
So after observing the PO branch for three months I do have some recommendation for the city bank ltd. These are given below:
· 1st of all, some of the employees of this branch was very rude with customers, sometimes customers were afraid to asked them anything twice. The attitude should be changed all branch staff should be well mannered and welcoming.
· The principal office branch is a well-known and one of the oldest branch of CBL. The interior of this branch is so boring and dull, not lucrative at all comparing to the other branches of CBL. This should be changed. The interior should have more lights and also should be more attractive.
· The whole branch is divided into 2 office space. The customers often got irritated for this as their time get wasted. So, the design of the branch should be changed.
· An one week training program should be given to the newly joined employees it will better if they get to learn about the software using and working procedure before serving the customers
· The number of employees should be increased in the PO branch as I mentioned earlier this branch is very busy .so customers have to wait for a long time to get the service.
· Lastly some employees don’t give needed attention to resolve customers complain. This behavior should be changed immediately.





[bookmark: _Toc33564087] Conclusion
The city bank limited is one of the most well thought of and also leading private banks in our country’s banking industry. Behind the CBL’s tremendous success their main focus was their customers. Customers are their main priority. Employees are well taught to please the customers also make them happy. In this report I tried to explain my gathered information about the customer satisfaction of this particular branch. My report based on only one branch so the level of customer satisfaction can be different for other branches of the city bank limited.  But still as a whole the city bank limited is one of the most reputed banks in Bangladesh’s banking sector. 
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 Survey Questionnaire

1.branch staff’s dress code and manners while dealing with customers:
Excellent 
Good
Average
Poor
2.branch employee’s behavior and expertise:
Excellent 
Good
Average
Poor
3.branch employee’s skills and awareness to provide the right service and information:
Excellent 
Good
Average
Poor
4. I am fully satisfied with the provided service in this branch:
Yes 
No
5. The office premises are neat and service counters are in order:
Yes 
No
6.this branch have enough and comforting waiting space for customers:
Yes 
No 
7. Do branch staffs takes so long to provide the service:
Yes
No
8. I am satisfied with the CBL’s online services:
Yes
No
9. branch employees give enough effort to solve your complaint:
Yes 
No
10. how to you rate the overall service experience of the branch: 
Good
Average
Poor
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