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Executive Summary
This report is based on the Customer Satisfaction on Loan Products of Jamuna Bank Limited. The fundamental goal of the study is to get learning about customer satisfaction of Jamuna Bank and furthermore picking up black and white experience of corporate life and view the use of theoretical knowledge in the real world. In this report, there is a starting part which was created for the correct execution of the whole report. The organization profile incorporates mission, vision, administration, focal point of the Association, SWOT analysis. I have fundamentally examined retail banking, In addition, I took interview of a few clients to think about their fulfillment level on loan items. While preparing this report, I have used both qualitative and quantitative methods. Most of the information of the report has been collected from primary sources and also some information has been collected from secondary sources. By using data I have evaluated financial performance of the organization. While working, I have found some positive and negative perspectives. Based on those discoveries and from the investigation and perception, a few proposals have been figured keeping in mind the end goal to enhance the service quality and to smooth the task of saving money of Jamuna Bank Limited. That is, most recent improvement in the business ought to be presented appropriately. Once more, since the entire procedure is to a great extent subject to human ability, legitimately arranged preparing project ought to be orchestrated and executed for the change of specialized and reasonable aptitudes of the managing officers. Up until now, from this report one might say that it is the pioneer among all the nearby banks in Bangladesh. If Jamuna Bank guarantees the better services to the people of Bangladesh by satisfying them, they will also be able to contribute to the economic development of Bangladesh. 

Subject Keywords: Customer Satisfaction, Loan Products, SWOT analysis




Chapter 1
            Introduction
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1. Introduction of Topic: Jamuna Bank Limited offers various types of loans or credits for their different types of clients to make their life easy and comfortable. Loans provided by Jamuna Bank is the best way to make ones dream come true. Through analyzing loan products we can know which type of loan they are suggesting to its customer and how much they are being able to satisfy its customer and what are the deficiencies that they need to improve.
1.2 A Brief introduction of the organization: Jamuna Bank Limited which is Banking Company registered under the Companies Act, 1994 with its head office at Chini Shilpa Bhaban, 3, Dilkusha C/A; Dhaka-1000.The Bank started performing from 3rd June 2001. It is a highly capitalized new generation Bank commenced its operation with an authorized capital of Tk.1600.00 million and paid up capital of Tk.390.00 million, as of December 2006 Paid up capital of the Bank raised to Tk.1072.5 million and number of branches raised to 29 (Twenty nine). Jamuna Bank has spread 91 branches in Bangladesh. 
JBL plays out a wide range of banking transactions to add to the improvement of exchange and trade in the country. JBL’s services are appropriate for the business visionaries who are going to set up new pursuits. The Bank gives importance on export-Import, Exchange Fund, SME, Retail Credit and Back to woman ventures. The Bank offers both customary and Islamic banking through assigned branches. The Bank is being overseen and kept running by a gathering of exceptionally gifted, trained and proficient group with broadened involvement in finance and banking. The Administration of the bank dependably centers around comprehension and foreseeing clients' needs. Presently the Bank has ongoing online banking branches (of both Urban and Rustic zones) arrange all through the nation. Additionally, customary conveyance focuses, the bank has ATMs of its own, offering to other accomplice banks and consortium all through the nation.
1.3 Objective of the study: The study has been undertaken with the following objectives:
· Broad Objective: The fundamental goal of the study is to get learning about customer satisfaction of Jamuna Bank and furthermore picking up black and white experience of corporate life and view the use of theoretical knowledge in the reality.
· Specific Objective: 
· To analyze the customer satisfaction on loan product of Jamuna Bank.
· To have better introduction on product management exercises in different phases, credit order technique and practices of Jamuna Bank.

1.4 Rational of the study:
An appropriate training framework requires an ideal mix of conveying satisfactory authentic information alongside important uses of that obtained learning in the practical platform. United International University (UIU) assumes a crucial part to guarantee that students studying Bachelor of Business Administration (BBA) receives the most in return by being equipped for knowing and applying their instruction in the practical workforce. The motivation behind why an Internship Program is masterminded is to graduate understudies sooner with the goal that they can get an example of the genuine work settings and can have a chance to apply their insight all through the program.
Again, an internship program helps a student to assume control in one’s life alongside helping to learn aptitudes like time-management, interpersonal, organization and communication skills and so forth. I myself, being a BBA student from United International University also had this chance to take an interest in its Internship Program. I have finished my standout amongst the most prominent banks of Bangladesh-Jamuna Bank Limited (JBL). I was set at the Elephant Road Branch (ERB) of Jamuna Bank Limited to complete my internship. During my internship, I had the chance to take a shot at their Retail Banking (Loan) and General Banking division. Yet, generally I worked with retail banking of Jamuna Bank Limited. It helped me to build up a general essential thought of how a bank functions, what items a bank has there to offer, how the whole procedure of a saving money part runs and so forth.
[bookmark: page21]1.5 Scope of the report: The growing competition and lack of service differentiation in the banking industry makes it necessary for banks to increase customer satisfaction, service quality, and customer value and customer loyalty. Therefore this study is important for Jamuna bank to understand customer satisfaction in order to improve its performance.

1.6 Limitations of the report: In spite of the fact that the specific examination is broad in nature, hard exertion was given to make the investigation advantageous and significant. Collection of information from the bank was not free from impediments. I confronted a few issues amid the study, which I am specifying underneath: 
· Wide scale research was impractical because of time requirements as my internship program was of just three months. While gathering information all the time it was in my mind that I was coming up short on time. That hampered my investigation in an awful manner. 

· Information was collected only from the clients of Elephant Street Branch of Jamuna Bank LTD. 

· The officers were very much busy with their exercises. Some of the time it might make the clients holds up longer. 

· The officers wanted to help yet did not have much time to do that. This is the primary confinement of the report.











Chapter 2

Methodology:
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Methodology:
The study began with an exploratory research to find out the factors influencing loan. The Primary data is for collecting information directly in the bank and secondary data is to identify potential information. In line with the above, I have used both primary and secondary sources.
2.1 Data Design: To fulfill the objectives of the report it requires proper method to data collection. Information and data gathering is the most crucial part of preparing this report. The study is basically a combination of primary & secondary data.
· Primary Sources:
The primary data had been collected in various ways. The different sources were:
· [bookmark: page20]Face to face interviews with the peoples who are related to this                     organization
· Observed their daily transactions and vouchers.
· Practical work procedure within the internship period.

· Secondary Sources :
· Official website of Jamuna Bank.
· Annual report of Jamuna Bank.
· Relevant books and references
2.2 Sample Design: Before conducting the analysis, it is necessary to decide the target population that will be sample would cover under market survey for effective outcome.
Selection procedure: In this study probability sampling specifically Simple Random Sampling technique was used. In our research collected data from both male and female customers who are above 18
2.3 Analytical Tool: Here data is analyzed by using a common and most recommend rating model and that is the CAMEL rating model.
(Camels rating is a supervisory rating system originally developed in a country to classify a bank's overall condition) 
Chapter 3
3. Organizational Background and Industry Perspective
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3.1 Industry Scenario: In Jerusalem, The Jews originated a kind of banking in the form of money lending before the birth of Christ. The word 'bank' was presumably started from the word ‘bench’ as amid antiquated time the Jews acquainted with do cash – loaning business sitting on long seats. The first digital banking was presented in 1668 in Stockholm as ‘Savings Pis Bank’, opening up another period of money exchanging activities all through the European. In the South Asian, the Territory Afghan dealers prominently known as Kabuliwallas commenced early monetary system. Muslim traders from Kabul, Afghanistan arrived India and initiated interest against cash loaning business during 1312 A.D.
The total number of banks stands at 49 in Bangladesh. Among these banks, four are Nationalized Commercial Banks (NCBs), 28 local private commercial banks, 12 foreign banks and the rest five are Development Financial Institutions (DFIs). Next, Sonali Bank is the biggest of all NCBs while Pubali leads in the private field. Once more, Standard Contracted bank is the biggest out of the 12 outside banks in the nation.
 Other than the scheduled banks, Samabai (Cooperative) Bank, Ansar-VDP Bank, Karmasansthan (Employment) Bank and Grameen bank are working in the financial sector. The number of aggregate branches of all scheduled banks is 6,038 as of June 2000. 39.95 per cent (2,412) branches are arranged in the urban areas while 60.05 per cent (3,626) are in the rural areas. Additionally, NCBs hold 3,616, private commercial banks 1,214, foreign banks.
The activities of all banks are controlled and regulated by Bangladesh Bank (BB).A reformation program to ensure quality services by the banks is now being carried out by the BB. 
3.2 Historical background of the organization:
3.2.1 Vision: Jamuna Bank wants to become a leading banking institution, and to play a pivotal role in the development of the Country. 
3.2.2 Mission: The Bank is focused on fulfilling differing requirements of its clients through a collection of products at a competitive price by utilizing appropriate technology and providing timely service so that a sustainable growth, reasonable return and contribution to the development of the country can be ensured with a motivated and professional work-force.
3.2.3 Management: The management of the JBL is assigned with several designations such as managing Director, AMD, Senior Executive VP, SVP, and SAVP. They all are highly professional who manage Jamuna banks operations. The present managing director of the bank has many years of experience. He is upheld by an informed proficient group with broadened involvement in fund and managing an account division. The administration of the bank spotlights on the understanding and working towards clients' needs. It has just accomplished huge progress within a brief time of its activity.                   
[image: ]
Figure: 1 Organogram of Jamuna Bank Limited
3.2.4 Focus of the organization:
Jamuna Bank limited has following some values like- 
1. Customer Focus 
2. Fairness
3. Quality
4. Teamwork
5. Integrity
6. Courtesy
7. Commitment
8. Business Ethics      

3.3 Operational activities of the organization
Product line or services:  Jamuna Bank Limited is a large commercial bank, so it is a must that they need to provide some exclusive services to their customers for their satisfaction; JBL introduces new products to its product line. The Bank has such a large number of customized financial products and services. These incorporate Monthly Savings Schemes, Consumer Credit Scheme, Lease Finance, and Personal Loan for Women, and Shop Finance Scheme etc. Recently, JBL introduced Q-cash ATM cards to its valued customers by giving 24 hours by giving 24 hours managing an account benefits through Debit Cards. Additionally JBL offers services to its valuable clients as follows: 
· Deposit Schemes
· Remittance and Collection
· Import and Export handling and Financing
· Loan Syndication
· Project Finance
· Investment Banking
· Lease Finance
· Hire Purchase
· Personal Loan for Woman
· 24-hours Banking: Q-Cash ATM facility
· Islamic Banking
· Corporate Banking
· Consumer Credit Scheme
· International Banking

3.4 SWOT Analysis of Jamuna Bank Limited[image: ]
Figure: 2 SWOT analysis of the organization
SWOT is an acronym for Strengths, Weaknesses, Opportunities, and Threats. It is an extremely useful tool for understanding and decision making for all sorts of situations in business and organizations. It gives the association a degree to enhance deliberately its situation in the market. Here, external opportunities and the threats along with the internal strengths and weaknesses of Jamuna Bank Limited are discussed 

[bookmark: _Toc501961624]Strength:
· Jamuna Bank Limited gives quality services to the to the customers contrasted with its other contemporary rivals. The bank has a decent association with its clients Jamuna Bank Restricted quality administrations. One of the significant objectives of this bank is to manufacture long term association with the clients and to make an incentive for them.
·  Jamuna Bank Limited has offered different sorts of deposit schemes by which individuals have chance to spare their cash. Relatively Jamuna Bank Limited offers more number of deposit schemes to customers.    

      There is some more Strength of Jamuna Bank Limited. Namely

· Good customer service.
· Customer Satisfaction.
· Efficient administration.
· Experienced and skilled manpower.
· Country wide strong online banking network.
· Have a good brand image in the mind of Bangladeshis.

Weaknesses: Weakness is also a company’s internal factor.  Directing a SWOT analysis can distinguish weakness of an organization.  It can be hard sometimes to admit weakness in any company. It can be hard some of the time to concede weakness in any organization. A major piece of much weakness is very regularly organizations disregard their shortcomings and focus on their qualities trusting that their qualities will vanquish their shortcoming.
 The Weaknesses of Jamuna Bank are given below
· Less innovation.
· Lack of specific training.
· Unsatisfactory promotion system.

Opportunities: Company opportunities usually arise from external factors to the business such as new consumer trends. By carrying out a SWOT analysis the bank will be able to see the internal factors company. It can take merit of new business chances coming to the way.
 Untapped rural market: Though there are still so many rural areas in Bangladesh where banking facilities didn’t reach there are many people who can invest their money in bank. The market of those areas is still untapped. If JAMUNA bank expands their branch in those rural areas then they can capture those markets
Some Opportunities are: 
· Booming economy.
· GDP growth rate is high.
· GDP growth trend is possible.
Banks are operated through central bank’s regulation

Threats:
Level of competition: Competition is a major threat for any organization. Now-a-days the number of private bank is increasing rapidly. As a result these banks dependably represent a risk for others by conducting new product offering, imaginative innovation, quality services and so forth. Therefore, the level of rivalry rises and makes dangers for Jamuna Bank Limited.

Technology advancement: With the passage of time, technology is getting advanced and most of the private banks are upgrading their operating system to survive in the industry. Jamuna Bank Limited is lagging behind in this department. With the progression of time, innovation is getting progressed and a large portion of the private banks are overhauling their working framework to get by in the business. Jamuna Bank is lingering behind in this division. Advancement of technology is endangering Jamuna bank Limited.















Chapter 4
              Finding and analysis of the study
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This chapter highlights the information I found while trying to understand the loan process in JBL.
[bookmark: _Toc501961655] Types of Loan products at JAMUNA Bank:
JBL has 4 types of loan products
· Auto Loan
· Personal Loan 
· Business Loan
· Education Loan 
	            Type of loan
	            Customer segment 

	Auto Loan 
	All type of GOVT, Semi GOVT, public, private, multinational, insurance companies, NGO, Autonomous companies’ employees, universities teacher and all type of professional person can take the loan from the bank.

	Personal Loan
	All type of professional person, all type of private and public companies employee can take the loan from bank. 

	Business Loan
	All type of business holder who has their valid trade license, up to date TIN, IRC, ERC of business/ company. And salaried person who has salary certificate can take loan from the bank. 

	Education Loan
	Students of reputed public/private universities, medical/engineering/nursing collages & institutes.  Minimum Educational qualification is HSC/A- level pass. 


Table: 1 Types of Loan






[bookmark: _Toc501961656]Documents that customer needs to submit to the bank while taking loan from Jamuna Bank Ltd.:
The following documents need to be submitted:
	Common documents for auto, personal, education loan.
	Common documents for business loan.

	1. Loan Application along with Board Resolution.
2. CIB Undertaking form of applicant(s).
3. Passport Size Photograph 3 Copies.
4. Photocopy of Passport (1 to 5 pages)/ Voter ID
5. Income Tax Receipt or TIN Certificate.
6. Personal Guarantee from Spouse and a Passport Size Photograph.
7. Personal Net worth Statement 
8. Salary Certificate from the Employer.
9. Copy of utility bill in connection with present or permanent address. 
10. Bank statement for last 06 months (Savings/Current).  

	1. Copy of maiden and latest Trade License.
2. Copy of Memorandum & Articles of Association (For Limited Company Directors).
3. Copy of Certificate of Incorporation (For Pvt: Limited Company Directors).
4. Copy of Certificate of Commencement (For Public Limited Company Directors).
5.  List of Directors (For Limited Company Directors).
6. Partnership Deed (For Partnership Concern).
7. Rental Deed/Possession Deed.
8. Upto date VAT, TIN, IRC, ERC of the business/company.
9. Business Profile.
10. Business/Company Income Statement & Balance Sheet (Last Three years & Projected).
11. List of machineries.
12. Other Bank Liability Position with sanction advice, bank statement (last one year).
13. Details of Sister/allied Concern (if any).
14. Group Liability Position with other bank (if applicable).
15. Cash flow statement.
16. Loan account statement. 


Table: 2 Documents that needs to be submit
[bookmark: _Toc501961657] Loan performance at JBL:
According to annual report of JAMUNA Bank 2016 total amount of loan & advance given by JBL to customer is 117,099,608,428 taka. In 2015 the amount of total loan was 87,252,280,635 taka. Performance of total loan amount of 2016 is better than 2015, but the percentage of classified loan against total given loan is 4.05% in 2016 & 6.69% in 2015 and the percentage loan performance  in 2015 was better than that of 2016.
[bookmark: _Toc501961658]Survey Findings:
The main goal of the study was to know about the customers satisfaction on loan of jamuna bank ltd. Throughout the internship I observed the banking activity, dealt with the customer or retail banking division, Conducted their interview and asked some questionnaire. By analyzing customers answer I got some idea about their satisfaction level.
Interest rate: Some customer said interest rate is high. They face difficulties while repaying the interest. Out of 10 customers 6 said that they are not comfortable with the interest rate. They said if bank reduce interest rate then they can repay it without facing difficulties. But other 4 customer said that we are satisfied with the interest rate offered by the bank.
Duration of repaying the loan: Out of 10 customer 4 said that, they are not satisfied with the duration of time , suppose you have to repay all amount of money within 3 to 4 years with interest. Sometimes we face problem to repay all money on time because have to face financial crisis. If the bank increase the duration then it will be easy to repay. But all customers said same thing about the whole loan taking process.
Loan taking process: All 10 customers said that the whole loan taking process and implementation of documents are easily understandable.
Hidden charge: Half of the customers said that there was no hidden charge but some customer said they are not sure about that. Maybe there is some hidden charge.
Attitude of employee: The majority of customer said that the attitude of employee is good. But 3 of them said that sometimes some employee were rude towards customer. But they can understand the reason behind rudeness of employees. The reason is too much work load.
Physical environment of the bank: Some customer said that the environment of bank is good but half of them said the space of bank is not sufficient. But all of them said that the bank is conveniently located. Some customer said that parking facilities are not good; you cannot park many cars at the same time
Customer education: I asked customers that did you know about what type of loan is provided by the bank? Many of them replied we know about the loan from the word of mouth of employees. Some said that we came to know from website of their bank. Promotional activities is very low, the bank don’t make new advertisement featuring their products so only one customer said that they knew about product from advertisement.
Chapter 05
Interns Roles and Responsibilities
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[bookmark: _Toc501961635]Internship Roles and Responsibilities:

[bookmark: page16][bookmark: _Toc501961636]During my Internship period at Jamuna Bank Limited, my responsibilities were versatile as because, the job at the bank was very much continuous. Everyday clients come and they are needed to be served properly. All of these together make the work at a bank a very hectic and unique experience. Being an Intern, I might not have to go through the works like a regular employee did at my bank. However, I still had to do a lot of things where I got to know new things, learnt new concepts and got familiarized with the banking activities. I was assigned as an Intern at Elephant Road Branch. There I worked in General Banking and Retail Banking division. Though, my main concentration was on Retail Banking activities of the Retail Banking division, I had to work more or less in all the divisions or departments in that branch. Here I will chronologically discuss my assignments and contributions at JBL during my internship period.
At General Banking (GB) Division:
Opening of New Accounts: The very first thing I did at GB was to be familiar with the process of new account opening. So, I was informed about the types of accounts and thus, I came to know what information customers need to provide.
Post A/C Opening Jobs: My next assignment was to know what to do after a client fills up the new account opening form. So the next phase was to fill up the Know Your Customer (KYC) form. In KYC form, the overall risk is assessed for the new account holder.
Working on Dispatch: My work on dispatch was to deliver the incoming files and documents to the right person. These documents involved papers related to LC, Bills or other important files. During my entire time at GB, I received these documents, made entry of each of the documents in the register.
Cheque Book Requisition: Another task of mine was to take the requisition for new cheque books of the clients.
Cheque Book Entry Posting and Informing the Cheque Book Holder: When the new cheque books arrived at my bank, I used to make entry postings of the new cheque books in the register. Later I used to call each of the clients to let them know that their cheque books have arrived and they can collect it at their desirable time.
Cheque Book Handover: When the customer came to receive his cheque book from the bank, I searched for the exact book for each customer from other cheque books. Then I took a signature of the customer in the previously made register to have a proof that the cheque book was delivered to the exact customer.
[bookmark: _Toc501961637]At Retail Banking (Loan) Division

Retail banking activities:
[bookmark: page17]I had to work on retail banking division of Elephant Road Branch. I had to collect necessary documents from the customers those who came to open account of Elephant Road Branch. Documents like TIN certificates, Trade license, National ID Card, Photo etc.
Update customer’s information: My job was to update customer’s information. Customers who opened their bank account they need to update their information and also photo, address, transaction profile etc. and I had to collect all information from the customers.
Address change & Name correction of the customers:
My key job was to correct customers name and address if changes necessary. I had to contact with customers via phone and had to inform them that their name and address have to be correct.









Chapter 06
Conclusions and Recommendations
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Conclusions:
[bookmark: _GoBack]Jamuna Bank Ltd is a well-known reputed commercial Bank. The Bank is already ranked as one of the quality service providers. They are running and serving their banking activities efficiently for the last couple of decades. A strong organizational goal is the key of its success. By analyzing Jamuna Bank profile it can be said that their goal is receptacle, they are one of the leading banks and they are competing with other banks in the industry. I am pleased that I got an opportunity to work with this Bank. I have learned a lot and gathered experience about banking sector and also got the chance to experience corporate life. Despite the fact that the quantities of branches are great, still Jamuna Bank has few operations in our country, yet it ought to likewise be noticed that inside the following couple of years from its foundation, no bank could make as great returns as JBL has done presently. The bank is following a specific customary showcasing methodology and it is doing admirably. In any case, with this advanced age, the bank ought to enhance its advertising procedure and additionally limited time exercises. On the off chance that it enhances its advertising technique and limited time exercises, at that point it can pull in more clients towards this Bank and it will have more positive effect towards its benefit slant. Up until this point, Jamuna Bank has possessed the capacity to give the best client services to the clients and they are likewise endeavoring to build up their retail banking items in light of the client's wants and needs. They have confidence in creating solid relational association with the clients so that, they can give the brilliant services and benefits and can acquaint their retail banking item to their prospective client.

Recommendations: Through this study I myself achieved down to earth knowledge. I need to put some proposal here which I think if took after it would enable Jamuna bank Limited to enhance their execution and there-by its commitment in the entire economy 

.  Suggestions are- 
· To pull in more customers Jamuna Bank Ltd. should looked for new showcasing methodology, which will expand the bank execution
·  Introduction of innovative initiatives increasing remittance. 
· Effective activity is important to recoup the default credits. 
· They ought to conduct other kind of deposit to pull in more clients which is unique in relation to different banks. 
· JBL ought to keep up more money and store adjusts with different banks. Since, it is alluring that banks keep their money and adjust with other bank to such degree so it can limit the possibility of liquidity crunch. 
· JBL need to put some exceptional look on a few ratios which vacillates more. 
· JBL had reasonable use proportions in where it utilizes the obligation most to build income as opposed to the value. It might expand the danger of the bank. In this way, to limit the hazard I figure JBL should back greater value. 
· JBL Should enhance the quantity of ATMs and guarantee their smooth operations
.

Jamuna Bank is a well known bank they have to focus on the customers demand. They should minimize the interest rate on loan and should increase the duration of re paying the loan to bank. This bank should increase duration of repaying the loan so that customer can repay loan easily. No matter how many workloads is employee shouldn’t be rude towards customers because, customers are the asset of any organization.
Jamuna bank should increase their promotional activities so that customer can easily know about all products provided by the bank.
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Appendix
QUESTIONNAIRE FOR THE CUSTOMERS OF JAMUNA BANK
1. Name:
2. Occupation:
3. Loan type:
LOAN AND ADVANCE
4. Do you have any loan with this branch?
(a) Yes	(b) No	
5. What facilities do this bank provides you?
(a) Loan	(b) Cash credit
(b) Overdraft	(d) Bills
(e) Any other
6. The process of taking loan from the bank, is it easily understandable?
(a) Yes 	(b) No
7. Are you satisfied with the interest rate offered by the bank?
(a) Yes 	(b) No
8. Was the information asked by the bank for sanctioning credit comfortable to you?
(a) Yes 	(b) No
9. Did you feel embarrassed for asking any information by the bank while processing your loan application?
(a) Yes 	(b) No
10. Do you fully understand the implications of the documents executed by you with the bank in respect of loan facility?
(a) Yes 	(b) No
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