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Executive Summary

The report is get ready based on down to earth encounters at Shahjalal Islami Bank Ltd. The temporary job projects help me a long way to go about the functional circumstance of money related. This program encourages me to execute my hypothetical learning into down to earth reasonable condition. In the time of present day human advancement Bank is handling its spending job to keep the financial action. Actually, there is not really any part of advancement movement whether state propelled or generally where Bank don't have a significant task to carry out.

As a part of my BBA program, I have spent 3 months in SJIBL Progati Sarani branch learning the activities of general banking, general advance and foreign exchange department. This report includes the history of banking all over the world along with detailed information about the rise of the Banking Industry in Bangladesh. However, the big part of this report is on Shahjalal Islami Bank ltd. This report includes in the customer satisfaction of SJIBL Ltd. I have tried to show whether present situation of satisfaction level of Shahjalal Islami Bank Ltd. Customer Satisfaction is most important issue to be a concern within the banking industry. During my internship period at SJIBL Progati Sarani Branch, I observe that one customer’s choice, his/her opinion, feelings about SJIBL products, behaviors are different from other customer and satisfaction level also varied from others.
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[bookmark: _Toc22649387]Chapter One: Introduction


[bookmark: _Toc22649388]1.0 Introduction
Partial requirement for conducting real life experiences conducted by Bachelors of Business Administration internship program. It is one of the most important part of Bachelor of Business Administrations program. It’s a three- month duration program. In the meantime, I have worked closely with Shahjalal Islami Bank Limited. Progati Sarani Branch. 

During my internship period at SJIBL Pragati Sarani Branch, I observe that one customer’s choice, his/her opinion, feelings about SJIBL products, behaviors are different from other customers, and the satisfaction level also varied from the others. In SJIBL I had to meet many customers during my whole internship period at Progati Sarani Branch. Some of them are happy with SJIBL banking activities but some of them are quite disappointed with this bank. To understand this situation clearer, I choose this customer’s satisfaction level as my internship report. To measure this satisfaction level, I asked some 12 fixed questions to 100 different customers at SJIBL Pragati Sarani Branch frequently. I partitioned my examiner in certain criteria, as SJIBL item, Employee conduct, Charges, Loan offices, Interest rate, and so forth. Two types of customers are visiting SJIBL most. One for the transaction and another for account service. I choose randomly my samples for my survey. In my target customers, some of them are businessman, some people are service holders, some of them are housewives or students, etc.












[bookmark: _Toc22649389]1.1 Objectives of the Study
The objective of this report can be divided into two parts. One is the general or broad objective and the other is specific or narrowed down objectives.

Expansive Objective 
The essential goal of this investigation is to decide the consumer loyalty level of Shahjalal Islami Bank Ltd. Progati sarani, Dhaka-1212

Specific objective
· To identify the customer attitudes of the bank.
· Measure to what extent the tangible appearances are satisfying customers.
· Assess the willingness of employees to help customers & to provide prompt service.
· Know to what level the customers are assured by competence, courtesy, credibility, and security by the bank and its employees.

[bookmark: _Toc22649390]1.2 Rational of the report:
[bookmark: _Hlk16017894]The main purpose of choosing this topic is to know about General Banking and another department of Shahjalal Islami Bank Limited. To satisfy the necessity of the entry-level position program it has picked Shahjalal Islami Bank Limited.  The banking sector is one of the major service sectors in the Bangladesh economy. There are a few kinds of banks, which vary in the number of administrations they give and the customers they serve. Albeit a portion of the contrasts between these kinds of banks have diminished as they grow the scope of items and administrations they offer, there are as yet key distinctive characteristics. Due to the free market economy, the competition among nationalized, foreign and private commercial banks is rapidly increasing while the expectations of customers are also rising. 

From this internship report, I believe that I will be able to point out my real-life corporate learning earned through practical experience and help me to implement theoretical knowledge in a real-life situation as well.

[bookmark: _Toc17942085]
[bookmark: _Toc22649391]1.3 Scope of the Study 
The extent of the examination is to have a thought regarding Customer Satisfaction of SJIBL. The report begins with the diagram of the association in center, introducing the strategic vision of association. It joined by the worldwide point of view and investigate what's to come. The scientist gives data about the qualities, shortcoming, openings and dangers of the association. The individuals who searching for the data about Customer Satisfaction of SJIBL they may get help from this report. 

[bookmark: _Toc17942086][bookmark: _Toc22649392]1.4 Limitation of the report
Commitment
Because of some legitimate commitment and business mystery the bank was hesitant to give some touchy information. Along these lines, this examination constrains just on the accessible distributed information and certain level of formal and in formal meeting and restricted study.

Broad Nature 
The specific investigation is broad in nature, hard exertion was given to make the examination advantageous and significant and, after its all said and done there exists some impediment.

Absence of time 
The analyst was in the bank just for multi month so inside this limited ability to focus time it is hard to be comfortable with every one of the exercises of the bank.

Absence of supervision by the bank officials 
As the officials were occupied with their day by day working exercises, they had the option to give a lot of time separated from their day by day working exercises of the bank.

Limited Information 
They were different sorts of data that the bank officials couldn't reveal because of the security and other corporate commitments.
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[bookmark: _Toc17942087][bookmark: _Toc22649393]2.1 Study of Related Literatures
Consumer steadfastness is solidly related to organization quality and in perspective on this essentialness, both organization quality and customer unwaveringness are related with each other. This is the explanation both of these two issues draw a lot of thought from the two specialists and experts. Moreover, these two issues help the relationship to improve various leveled execution (Magi and Julander, 1996). Organization quality can in like manner bolster satisfaction through customer commitment; the more customers see organization to be unparalleled, the more is their partiality to participate in the association with the provider of that organization or various activities upheld or began by the provider achieving extended buyer steadfastness with the expert community. Consequently, customers' perspective on organization quality result from a connection of their before-organization wants with their genuine organization experience (Naik et. al., 2010).

Plooy et. al. (2012) referenced that drivers of administration quality do contrast somewhat crosswise over statistic gatherings. The makers furthermore found that estimations, for instance, 'empathy', 'substance', 'unfaltering quality' and 'affirmation' are seen as the principal drivers of saw levels of organization quality among clients at easygoing fundamental nourishment thing retail outlets.

An image, B., and Wireko, J. (2016) asserted in his exploration that in the present aggressive existence where innovation assumes a significant job and in the event that we talk about the financial segment or industry there is a positive connection among innovation and consumer loyalty. They likewise expressed that the fulfillment of clients isn't simply presenting imaginative items and administrations preferably it is considerably more over that. They moreover found that if the bank needs to transform into the market head in the engaged condition it must use the imaginative philosophy in all points like things and organizations. Also, there is a vital association between mechanical progression and cost. Additionally, there is a huge connection between mechanical advancement and cost. As the advancement increment, the expense additionally increments. 

Kundu, S., and Datta, S. K (2015) explore found concerning e-organization quality, customer reliability and trust they found that there is a significant relationship among e-organization quality, trust, and shopper unwaveringness. Web banking administration quality hugy affects trust. They additionally looked into that on account of web banking protection and satisfaction are the fundamental elements of administration quality which impact trust. Likewise, banks ought to be increasingly worried about the protection of individual exchanges of the clients. As indicated by Ernest and youthful 2012 review demonstrated that value factor was the principle worry for 50 percent of clients.

As demonstrated by Kotler and Armstrong (2006), customer reliability depends upon the organization's obvious presentation concerning the buyer's wants. If the organization's introduction comes up short concerning want, the customer is baffled. To guaranteeing consumer loyalty, hierarchical execution should coordinate the desire for clients. Subsequently, fulfilled clients make rehash buys and imparting others about their subjective encounters to the administration. 

A few analysts added to deciding the components of consumer loyalty and their impact on banking exercises. Hassan (2007), Khan (2007), Tahir and Abu Bakar (2007), Gritti and Foss (2007), Norizan and Nizar (2007), Al-Hawari and Ward (2006), Nelson (2006), Ting (2006), Zineldin (2005), Dick (2007), Rashid (2003), Mishkin (2001), Haron (2000), Longo (2000), Newman and Cowling (1996) and so on were supporter uniquely in this reasons. In 2009, Ahmed (2009) has contextualized the elements of consumer loyalty in five classes for example focus thing, HR, systemization organization transport, organization capacity, and social obligation. 

Hassan, M. (2007) referenced that the investigation has uncovered that consumer loyalty is essentially influenced by the operational presentation of Islamic Banks in Bangladesh. It merits referencing here that center item, HR, and systemization administration conveyance, administration ability and social duty are altogether correlative with consumer loyalty of the Islamic financial segment in Bangladesh. The outcomes of this examination furthermore found that the human resource and systemization organization transport is the most affected factor of assessing buyer devotion of Islamic Banks in Bangladesh sought after by focus things or organizations, organization limit, and social obligation. For reasonableness of the exhibition of Islamic Banking Sector in Bangladesh, the committed specialists should focus themselves to guarantee progressively social duty supporting the exceptional impact of other consider included guaranteeing client satisfaction. Zethaml (1993) recommended that consumer loyalty of client's evaluation of administration quality, item quality and cost. Oliver (1994) characterizes consumer loyalty as a rundown psychological and powerful response to an administration disaster that outcomes from the examination of client’s impression of administration quality with their desires for administration execution. Web banking administration quality huge effects trust. They likewise explored that on account of web banking security and satisfaction are the principle elements of administration quality which impact trust.
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[bookmark: _Toc17942088][bookmark: _Toc22649394]3.0 Methodology

[bookmark: _Toc17942089][bookmark: _Toc22649395]3.1 Data collection
In preparing the report, data and information have been collected from both primary and secondary sources.
Primary Source of Information:
· Face to face conversations with the customers and employees.   
· Deskwork in different sections/departments
· I have interviewed 100 clients of Shahjalal Islami Bank Ltd. ( Progati Ssarani ) having different Profession and different age group using the questionnaires.

Secondary Sources of information:
Internal Sources:
· Annual report on 2017 of Shahjalal Islami Bank Ltd.
· Website
· Official files, documents, etc.
External Sources
· Newspapers, journals, publications, Website surfing.

[bookmark: _Toc17942090][bookmark: _Toc22649396]3.2 Sample size:
The sample size consisted of 100 respondents. For this research, I chose those clients who have maximum possibilities of answering the survey question.
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[bookmark: _Toc17942091][bookmark: _Toc22649397]4.0 Organizational Background
[bookmark: _Toc17942092][bookmark: _Toc22649398]4.1 Background
History:
Shahjalal Islami Bank Limited started its business activity in a accordance with standard of Islamic Shariah on the tenth May 2001 under the bank Companies Act, 1991. During these years SJIBL has differentiated its administration inclusion by opening new branches at various deliberately significant areas the nation over offering different help items both venture and store. Islamic Banking, basically, isn't just without interest banking business, it conveys bargain insightful business item in this manner producing genuine pay and along these lines boosting GDP of the economy. Top managerial staff appreciates high certification in the business field of the nation, Management Team is solid and strong furnished with magnificent expert learning under initiative of a veteran Banker Mr. Muhammed Shahidul Islam. Shahjalal Islami Bank Ltd is a business bank and it assumes a significant job in our nation; actually, it is hard to envision how our monetary framework would work effectively without the assistance of business bank. They are heart of our monetary structure since they have the capacity, co-activity with the Bangladesh Bank to add to the cash supply of the country and accordingly make extra buying force.
[bookmark: _Toc17942093]
[bookmark: _Toc22649399]4.2 Corporate Vission mission& strategy
Vision: To be the one of a kind present-day Islami Bank in Bangladesh and to make a huge commitment to the national economy and improve clients' trust and riches, quality venture, representatives' worth and quick development in investors' value.

Mission: 
The Bank is submitted for fulfilling different needs of its clients through a variety of items at a focused cost by utilizing proper innovation and giving convenient help so a feasible development, sensible return and commitment to the advancement of the nation can be guaranteed with a roused and expert work – power.


[bookmark: _Toc17942094][bookmark: _Toc22649400]4.3 Operational activities of the organization
Corporate Culture:
Shahjalal Islami Bank Ltd. Offers a total scope of warning, financing and operational administrations to its corporate customer gatherings consolidating exchange, treasury, investments and value-based financial exercises in a single bundle. The corporate financial pros will render high class administration for expedient endorsements and proficient handling to fulfill client needs. Corporate financial business wraps a wide scope of business and ventures. You can use on the skill in the accompanying segments basically-
· Industry (Import Substitute / Export oriented)
· Export Oriented Garments, Swatter
· Food & Allied
· Information technology
· Telecommunications
· Wholesale trade
· Project finance
· Transport

Product:
There are mainly three segment in SJIBL, they are followings:
a) General Banking Division.
b) Investment Division.
c) Foreign Exchange Division.
In Foreign exchange, SJIBL offer the accompanying items -
· Letter of credit
· Bank guarantee
· Bill pass







Schemes of SJIBL
1. Current Account
2. Mudaraba Saving Account
3. Mudaraba Terms Deposit Receipt Account
4. Short Term Deposit
5. Double Deposit Scheme
6. Haji Deposit Scheme
7. Small Investment Scheme
8. Installment Term Deposit:
· Mudaraba Kotipoti Scheme
· Mudaraba Millionaire Scheme
· Mudaraba Lckhpoti Scheme
	

	


[bookmark: _Toc17942095]
[bookmark: _Toc22649401]4.4 The Management Team
[bookmark: _Toc59533]The Management of Shahjalal Islami Bank Limited is formed with executive with vast knowledge and banking experience. The hierarchy of the executive team of Shahjalal Islami Bank Limited is as follows:
· Managing Director & CEO
· Deputy Managing -Director
· Senior Executive Vice -President
· Executive Vice-President







Company structure:

 (
Chairman
Board of Director
Sharia Council
Sponsor
Managing Director
Audit Committee
Executive Vice President
Deputy Managing Director
Senior Vice President
Senior Vice President 
Senior Vice President
Vice President 
Assistant Vice President
Executive Officer
Senior Executive Officer
Trainee Officer
Deputy Managing Director
Executive Committee
)Organogram of Shahjalal Islami Bank
















[bookmark: _Toc17942096]



[bookmark: _Toc22649402]4.5 The Human Resource Division of Shahjalal Islami Bank Limited:

The Human Resources Division is one of the most vital bits of any association. This is the workplace that deals with the whole work orchestrating of the affiliation and without genuine work masterminding an affiliation won't have prepared to work effectively. Thusly, any kind of affiliation needs to have a better than average solid Human Resources Division. The traditional Human Resources Department (HRD) of Shahjalal Islami Bank Limited presents sensible and dependable Human Resources Management (HRM) systems and practices all through the relationship to deal with its present and potential workforce. This division is one of the hugest and involved parts of SJIBL. This division expect a pivotal activity in the staffing some segment of the organization frameworks of the Bank similarly as consenting to all of the pieces of HRM.

HR are the key resource of the association. The human resource approach is stressed over the improvement and headway of people toward a progressively raised measure of competency, imaginativeness, and fulfillment. Therefore, HR improvement has been given its due hugeness in a space that characteristics execution, participation, sensibility, and genuineness, it has both abstract and quantitative estimations. Shahjalal Islami Bank perceives that scholarly capital is the most significant resource for a money related organization. 

Without proper and gainful HR, no affiliation can run its undertakings. The bank acknowledges that the master capacity bank staff and its obligation to accomplishing consigned commitments are the essential line of protection from neutralize irregularities.








The targets of Human Resource the executives of Shahjalal Islami Bank are as per the following: 

· To guarantee ideal usage of every single accessible asset. 

· To seek after a compelling arrangement of the executives by. 

· To create and hold a quality work power through a successful HR the board framework. 

· To guarantee a sufficient pace of rate of profitability. 

· To keep up sufficient control framework and straightforwardness in strategies. 

· Managing wages and compensations.
[bookmark: _Toc17942097]

[bookmark: _Toc22649403][bookmark: 4.2._SWOT_Analysis]4.6 SWOT Analysis of the Institute
SWOT Analysis
The abbreviation for SWOT examination represents -

· Strengths
· Weaknesses
· Opportunities
· Threats

[bookmark: 4.3.1._Strengths]SWOT Analysis of SJIBL
Each association is made out of some interior qualities and shortcomings and furthermore has some outer chances.

Strengths
· Good Management
· Friendly working Environment
· Strong financial position
· Good cooperation between employees
· Numerous training program
· Active, energetic and high skilled team members
· SJIBL gives its attempts to compel an incredible work environment
· Fully computer based accounting maintenance
· All around improved and cooled offices
· Financially sound company
· Goodwill, strong social position
· Excellent transport link

[bookmark: 4.3.2._Weaknesses]Weaknesses
· Lack of experienced employees in junior level management
· Mismanagement/ miscommunication between departments
· Political negative issues
· Violation of rules are not highly punishable
· Lack of one-stop services to the customer
· Employees are not motivated in several areas
· Rented premises
· The procedure of the credit office is excessively since quite a while ago contrasted with other bank

Opportunities
· The Rise of web based financial will open more extension for SJIBL.
· SJIBL can introduce more innovative and advanced customer service. 
· Numerous branches can be opened in the nearby remote region as its popularity.
· SJIBL can enlist experienced, proficient and educated officials and staff.




Threats
· Deficit of well qualified peoples
· Violation of policies by the top level management
· Competitors lucrative offers
· Many new banks are coming in the scenario with a new service
· Some customary banks are currently a day beginning Islamic financial administrations
· The increasing expense of wages
· Huge and expanding rivalry
[bookmark: 4.3.5._Summery_of_SWOT_Analysis]
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[bookmark: 5.1.1._Quantitative_findings][bookmark: _Toc17942101][bookmark: _Toc22649406]5.1 Analysis of Customer Satisfaction
The demographic information of samples is as follows: 
[bookmark: 3.4.1._Gender_frequency]
Gender frequency
	Gender
	Frequency
	Percentage
	Cumulative Percentage

	Male
	32
	64%
	64%

	Female
	18
	36%
	100%



Table 1: Sample’s frequency distribution gender
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Figure 
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: Gender
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Interpretation: Overall of this survey report we can say that there are a large number of male clients. 

Age Frequency
	Age Group
	Frequency
	Percentage
	Cumulative Percentage

	18-25iyears
	14
	28%
	28%

	26-33 years
	17
	34%
	62%

	34-50 years
	12
	24%
	86%

	51> years
	7
	14%
	100%

	Total
	50
	100%
	276%



Table 2: Sample’s frequency distribution based on the ages.


[bookmark: _Toc17937837]                                                             Figure 2: Age Group

Interpretation: From the above graph there is a large number of clients are the range of 26-33 years. In this group of people are business professions. There is a significant portion of51>years of age people. 






Profession Frequency
	Profession
	Frequency
	Percentage
	Cumulative Percentage

	Businessman
	21
	42%
	42%

	Service Holder
	15
	30%
	72%

	Student
	10
	20%
	92%

	Others
	4
	8%
	100%



Table3: Sample's Frequency Distribution based on the Profession


[bookmark: _Toc17937838]Figure 3: Profession

Interpretation: Above this graph, the result is 30% of the clients of SJIBL are service holder. They just withdraw their salary income from their accounts. And they also deposited a certain portion of their salary income to fixed deposit schemes. 


Account opening procedures are easy and simple

[bookmark: _Toc17937839]Figure 4: Account opening procedures are easy and simple
Interpretation: From this above graph a large number of clients of SJIBL strongly agreed that the account opening procedures are simple and they can open their account within 15 to 25 minutes. As I already mentioned that SJIBL has strongly maintained their banking procedures transparently.
[bookmark: _Hlk17292893]
[bookmark: 3.4.5._The_minimum_balance_requirement_f]The minimum balance requirement for an opening account is satisfactory

[bookmark: _Toc17937840]Figure 5: The minimum balance requirement for the opening account is satisfactory
Interpretation: From the above chart, it is noticed that the satisfaction level of the minimum balance requirement to open an account under SJIBLs lower rather than the other Islamic and private commercial banks. The clients agreed that SJIBL is very fair for an account pending. School and university are students who can also open their account with only depositing100 to 500tk.
The charges are truly sensible to move the parity starting with one record then onto the next record

[bookmark: _Toc17937841]                    Figure 6: The charges are truly sensible to move the parity starting with one record then onto the next record

Interpretation: Considering the charges to transfer the balance from a account to other account, then under strongly agreed to agreed are on a large-scale. That means the customers of the bank are satisfied under this statement. SJIBL deduct a minimum amount for transferring balances from one account to another. They also set a charge for the balance transferring to the home bank to another bank which is also fair rates. 

                        




                                The annual account maintenance fee is very reasonable

[bookmark: _Toc17937842]Figure 7: Annual account maintenance fee is very reasonable
[bookmark: _Hlk17293479]Interpretation: Under it has a statement, it is shown that the account maintenance fee is reasonable for SJIBl. Among this statement, 26% of clients seem that the charge is much higher and they suggested that it should be less than 500tk. But SJIBL Pragati Sarani branch argued that according to their dance here maximum clients are businessmen and it’s comparatively reasonable for all of them. 

                The online banking facility is satisfactory

[bookmark: _Toc17937843]Figure 8: The online banking facility is satisfactory
Interpretation: The online banking facility of SJIBL is worst because the clients claimed that the website is not up to date and it takes very much time to reply. Whereas another Islamic Bank like Islami Bank Bangladesh Ltd. provides as their best facilities. Above this graph, most of the people are dissatisfied with their services.

SME banking services are very goo
[bookmark: _Toc17937844]Figure 9: The SME banking is services are very good
[bookmark: _Hlk17294916]Interpretation: ISME service is not popular for both of it his branch and this chart is telling this. However, SJIBL demonstrated that Bank is presently focusing on speculation to the SME and Retail division in accordance with the strategies and rules of Bangladesh Bank During the year we have accomplished above100% of our set objective around there by giving venture to significant three classifications of endeavors Industry, Trade, and administrations.









Then- house support facility is (space/seating capacity/waiting time)

[bookmark: _Toc17937845]                      Figure 10: The in- house support facility is (space/ seating /capacity/ waiting /time)
Interpretation: The in-house banking facilities are very organized. Some of the customer's fees I irritated while they come to get their services and make them wait in the queue. The desks, seating capacities are available all the time. In the rush period, the customers wait a few minutes for their services. Above this graph, we can say that the in-house support facilities are very good.

                          The charge of the ATM card is reasonable

[bookmark: _Toc17937846]Figure 11: The charge of ATM card is reasonable

Interpretation: The charge of the ATM card of SCB is more reasonable. So I can say that SJIBL gives more opportunities to use an ATM card for their customers. The annual fees for ATM card maintain is 436tk which belongs to a satisfactory position. 

The Customer Care service is satisfactory

[bookmark: _Toc17937847]                                Figure 12: The Customer care service is satisfactory

Interpretation: From this statement, it can say that SJIBL is providing excellent customer care service. This strongly agrees rate under SCB is i44%, which means customers have gotten their services time.20% of customers said they are strongly disagreeing because they couldn't get any services, the hotline numbersare very busy.











Bank provides all online services all the time

[bookmark: _Toc17937848]Figure 13: Bank provides all online services all the times
[bookmark: _Hlk17295395]Interpretation: More 70% customer gets online responses through email. Customers want their annual statements and facilities online. Some of the customers claim that the online banking system is very poor. Above this graph, we can conclude that the online banking system is satisfactorily 
                     Credit loan sanctioning procedure is easy and simple

[bookmark: _Toc17937849]                          Figure 14: Credit loan sanctioning procedure is easy and simple
Interpretation: From the chart, it can say that SJIBL provides more satisfactory credit facilities to its customers. Both strongly agree and agree, there is a strong agreement of the customer under this statement. 

[bookmark: _Hlk17295542]           The yearly profit given on deposit is better than other Islamic banking services

[bookmark: _Toc17937850]                 Figure 15: The yearly profit given on deposit is better than another Islamic banking service

Interpretation: As per the financial statement of SJIBL2015 says that the bank provides a better return compared to the other Islamic Bank. The profit on investment means whenever a customer invests money to the bank how much amount the bank will return against his or her investment. So, considering this site both of the bank customer is satisfied with this statement.











5.2 Findings
· Customers are satisfied to get the credit facilities and sanctioning charges.
· SJIBL provide five days full banking hours and one-day half banking hour that SJIBL tries their best services to the customers and customer say it is very good for them.
· The online banking system are quite good customer claims that the ATM service is not good.
· Online banking system are not properly updated.
· Less or no product or service for student.
· Having a acceptable knowledge of employees in answering customer queries is quite satisfactory.
· Return on Equity is fluctuated year to year basis.
· Return on asset from 2013 to 2017 is alarming situation as it continuously decreasing.
· The terms and conditions of credit division were sometimes difficult to understand and maintain to the ordinary clients.
· Lack of manpower slows down to provide better services to its borrower-clients.
· Customer profit facilities were almost zero. For this reason, this bank lags behind other modern commercial banks.
· The bank has no specific credit recovery unit to realize the credit from borrowers in time.
· SJIBL performance is little bit low, many employees have no skill about IT section.







Chapter Six
Conclusion and Recommendation

	

[bookmark: _Toc17942102][bookmark: _Toc22649407]Conclusion
In modern time business is changing rapidly by the passing of time. The competition is getting wider and wider. So, to match up with this competitive changing world every organization must have to apply its own unique theories, ideas & process. I have done my internship into a well-known bank of ‘Shahjalal Islami Bank Limited’. As my major is in accounting so I joined in the bank as an intern for 3 months’ time period. The main focus of my intern report is ‘Customer Satisfaction of Shahjalal Islami Bank Ltd’ So with the knowledge I have acquire through the whole BBA degree and with the practical corporate working experience I have prepared this report. Shahjalal Islami Bank Ltd should cope with this comparative condition based on Sharia’s. SJIBL is committed to provide high quality financial service to contribute to growth of G.D.P of the country through stimulating trade and commerce.




















[bookmark: _Toc17942103][bookmark: _Toc22649408]Recommendations
· The bank should give more attention to female customer.
· To manage the proper queue.
· There needs to more starts separate service for students.
· Using other recruitment channels to get more client.
· To manage time tools each customer.
· Using other technical tools in HR forecasting.
· Hire more skilled employees.
· System and operations should be more defined and organized. Sometimes employees can’t work properly with the web software and for that reason customer could not get proper service.
· The employees should be signed jobs for a specific period.
· SJIBL should ensure the level of customer satisfaction.
· Through SJIBL has large customer base, it is recommended for them to increase the quality of service focusing as the service quality dimension.
· Online recruitment system should have to more updated.
· Provide some motivational or recreational activities.
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	Name:
	
	Age:

	Gender  
	Male     Female
	Profession:




 (
5= Strongly Agree 4= Agree, 3=Neutral, 2=Disagree, 1=Strongly Disagree.
)



	SL
	Questions
	Answer

	1.
	Account opening procedures are easy and simple.
	5
	4
	3
	2
	1

	2.
	The minimum balance requirement for an opening account is
Satisfactory.
	5
	4
	3
	2
	1

	
3.
	The charges are very reasonable to transfer the balance from a
Account to other account.
	5
	4
	3
	2
	1

	4.
	The annual account maintenance fee is very reasonable.
	5
	4
	3
	2
	1

	5.
	The online banking facility is satisfactory.
	5
	4
	3
	2
	1

	6.
	SME banking service is very good.
	5
	4
	3
	2
	1

	7.
	The in-house support facility is (space/seating capacity/ waiting
time)
	5
	4
	3
	2
	1

	8.
	The charge of the ATM card is reasonable.
	5
	4
	3
	2
	1

	9.
	The customer care service is satisfactory.
	5
	4
	3
	2
	1

	10.
	Bank provides all online services all the time. 
	5
	4
	3
	2
	1

	11.
	The credit loan sanctioning procedure is easy and simple.
	5
	4
	3
	2
	1

	12.
	The yearly profit given on deposit is better than any other Islamic banking service.
	5
	4
	3
	2
	1






Customer satisfaction data of Shahjalal Islamic Bank Ltd. (Progati sarani Branch).
	Total i100iCustomersiofiSJIBL

	Questionnaire
	TotaliStronglyiAgree
	TotaliAgree
	TotaliNeutral
	TotaliDisagree

	1.Accountiopeningiproceduresiareieasyiandisimple.

	68%

	26%
	6%
	0%

	2.Theiminimumiblanceirequirementiforiopeningiaccountiisisatisfactory.
	42%
	54%
	2%
	2%

	3.Theichangesiareiveryireasonableitoitransferiblanceifromioneiaccountitoianotheriacoount.
	24%
	54%iiiiiii
	5%
	15%

	4.Annualiaccountimaintanceifeeiisiveryireasonable.
	38%
	10%
	26%
	16%

	5.Theionlineibankingifacilityiisisatuisfactory.
	2%
	30%
	24%
	16%

	6.TheiSMEibankingiserviceiisiveryigood.
	6%
	4%
	10%
	34%

	7. Their-house support facility is (space/is eating/waiting time) 
	16%
	60%
	10%
	10%

	8.TheichargeiofiATMicardiisireasonable.
	4%
	64%
	4%
	18%

	9.Theicustomaricareiserviceiisisatisfactory.
	44%
	20%
	2%
	14%

	10.BankiProvidesiallionlineiservicesiallitheitimes.
	20%
	70%
	2%
	4%

	11.Creditiloanisanctioningiprocedureiisieasyiandisimple.
	22%
	38%
	10%
	6%

	12.Theiyearlyiprofitigiven ionidepositiisibetterithaniotheriIslamicibankingiservice.
	38%
	18%
	14%
	10%

	Total
	326.00%
	464.00%
	179.00%
	105.00%



 (
ii
)

Gender	
Male	Female	0.3600000000000001	0.64000000000000024	

Age Group
Gender	
18-25 years	26-33 years	34-50 years	51	>	 years	0.14000000000000001	0.24000000000000021	0.28000000000000008	0.34	


Profession	
Businessman	Service Holder	Student	Others	8.0000000000000057E-2	0.2	0.30000000000000032	0.42000000000000032	

Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.68	0.26	6.0000000000000032E-2	0	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.42000000000000032	0.54	2.0000000000000014E-2	2.0000000000000014E-2	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.24000000000000021	0.54	0.05	0.15000000000000022	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.3800000000000005	0.1	0.26	0.16	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.0000000000000014E-2	0.30000000000000032	0.24000000000000021	0.16	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	



Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	6.0000000000000032E-2	4.0000000000000029E-2	0.1	0.34	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total agree	Total Neutral	Total Disagree	0.16	0.60000000000000064	0.1	0.1	Series 2	
Total Strongly Agree	Total agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	4.0000000000000015E-2	0.64000000000000024	4.0000000000000015E-2	0.18000000000000005	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.44	0.2	2.0000000000000014E-2	0.14000000000000001	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.2	0.70000000000000062	2.0000000000000014E-2	4.0000000000000029E-2	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	0.22	0.3800000000000005	0.1	6.0000000000000032E-2	Series 2	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total Agree	Total Neutral	Total Disagree	2	2	3	5	


Series 1	
Total Strongly Agree	Total agree	Total neutral	Total Disagree	0.3800000000000005	0.18000000000000022	0.14000000000000001	0.1	Series 2	
Total Strongly Agree	Total agree	Total neutral	Total Disagree	2.4	4.4000000000000004	1.8	2.8	Series 3	
Total Strongly Agree	Total agree	Total neutral	Total Disagree	2	2	3	5	
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