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Executive Summary
I have done my internship mostly in the general banking sector and made this report on general banking. For my internship I chose to do it in City Bank Ltd, Moghbazar branch. I worked as an intern mostly in the general banking sector. So my report’s subject was based on the activities of that sector. I have tried to give a clear idea about the activities of GB and how they can develop market for them. 
City bank Ltd is a private commercial bank. This report tells much about private banking. This report also shows   the GB activities that the bank deals with. I have mainly focused on General banking Operations system of City Bank Limited in this report. This report will come to great help those who take interest in knowing about the general banking activities of City bank Ltd, Moghbazar branch.
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Chapter-1
Introduction
1.1 Background of the Report:
As the requirement of my BBA accomplishment, I was assigned to an internship program in The City Bank Limited. In this connection, this report is prepared for undertaking my Professional skill as well as practical knowledge into theoretical and written format. I have gained practical knowledge during my internship period.
1.2 Objectives of the Report:
As an intern and doing internship on customer service experience it’s really great experience. Therefore my target is growing up to prepare a report on it. The objectives of the report are the goals for what the internship report is being prepared. The objectives are listed below:
          1.2.1 Primary Objectives: The primary objective of the report is to obtain a BBA degree                                                   
 	from United International University through submitting the report.
         1.2.2 Specific Objectives: 
· To analyze the City Bank Ltd.
· To gain knowledge regarding the general banking.
· To understand the techniques of different new account opening.
· To acquire an in depth understanding of the functions of each department.
· Coordinating the functions of various departments.
1.3 Motivation of the Report: 
This fall I completed my undergraduate internship at the City Bank Ltd. There is a positive change in myself after working in CBL and the change is not come so easily. It regenerated my motivation for excellence. I learned to overcome with my fear and also never stop trying until I am 100 percent happy with my work. But I think I still have much to learn.

1.4 Scope and Limitations of the Report:
During my internship period I was assigned to work in customer service department of the bank in Moghbazar branch, but I want to learn about general banking activities but though for time shortage I just learned few things on it. 
It consists of opening an account, issuing of the check book, dealing with the customers directly and over the telephone, clearing activities, inter branch transaction, opening of accounts, closing of accounts, collection of bills, issuing FRD, bond, and Pay order etc.
Limitations:
To prepare a report on the topic like this in a short duration is not easy task. In preparing this report some problems and limitations have come upon which are as follows:
· Three are not enough to make a comprehensive study of all types of retail products and find out all the drawbacks.
· The main limitation of study was insufficiency of knowledge.
· Due to shortage of time, many of the features could not be added on the report.
· Since, the branch is very rush so they are very busy, they could not pay enough time.
· Shortage of opportunity to communicate with internal data.
1.5 Definition of key terms:
Primary Objectives: Primary objectives depend on several elements such as, questionnaires, interviews, and observation and discussion groups to find out how to accept customers for new products or services.
Secondary Objectives: Secondary objectives are expressive and attempt to set out the key elements of the business of the future. 
Banking Operations: The legal transactions executed by a bank in its daily business, such as providing loans, mortgages and investments, depending on the focus and size of the bank.


Chapter-2
Company and Industry Preview
2.1 Company Analysis:
2.1.1 Overview and History
City Bank is one of the oldest private Commercial Banks in Bangladesh. Among the five oldest Banks in the country it is the top bank attached with their performances in1983. The Bank opens their first branch at B.B Avenue branch in Dhaka on 27th March 1983.
The City Bank Ltd does not follow conventional, decentralized, geographically managed and branch based business or profit model because it’s under the one of the few local banks. The bank manages their business and operation from the head office through the following 5 distinct units-
· Business Unit
· Branch Banking
· Risk Unit
· Operations Unit
· Support
Currently the Bank has total 120 branches includes 99 online branches, 1 SME service center and 11 SME/Agro branches, 1 full decorated Islamic Banking branch. The City Bank Ltd delights itself in offering a very hospitalized and friendly customer service. It has customized service quality model called CRP that focuses on confirming happy customers through bank's employees' attitude, behavior, readiness level, accuracy and timelines of service quality. 
 2.1.2 Trend and Growth:
The Bank’s baseline credit assessment depends on CBL’s long term local currency deposit rating and long term foreign currency deposit rating. Systematic support from the government of Bangladesh also depends on there. The Bank’s low market share also includes there that the support assumption.
2.1.3 Customer mix:
They have a morality in bringing trust to banking, especially among micro-credit customers who are typically hold by the unused money-lending practices of the unorganized financial system. Often, they are immortal indebted and perpetually deprived. At City Bank, they are bringing the credibility of a large institution and the clarity of a democratic organization to this segment to ensure fairness, transparency and, most importantly, trust.
2.1.4 Product/Service mix:
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The products of this Bank are the main facts of services- 
A. Credit Cards
· American Express: CBL franchise Amex from 2010. Amex came into Bangladesh into 3 categories, and available in dual currency mode.
1. Silver
2. Gold
3. Premium
· Visa: It is international and issues in both local currency (Taka) and Foreign Currency (US Dollar), and available in dual currency mode.
1. Silver
2. Gold
B. Debit Cards or ATM Cards
· Master Card
· VISA Electron
C. Special Cards
· City Maxx American Express Card: Its totally an exclusive card used as debit card but can be used as American Express.
D. Retail Banking Service
· Bank Accounts, Student Accounts and all the general banking services etc.
· Deposits, Savings, RMG Accounts are also offered by retail banking.
· Consumer loan, Education loan, Health loan etc these types of loans also provided by retail banking.
E. SME Banking
CBL has 3 individual wings to serve the wide range of SME banking services-
· Medium segment SME service.
· Small Segment SME service.
· Agro SME service.
F. Wholesale Banking Service
CBL also offered a lot of services under the wholesale banking service, these ares-
· Loan term finance
· Midterm finace
· Structured Finance
· Project management
· Cash management
Despites all those services there are also many services also offered by CBL, these are-
· Priority Banking Service
· City Touch (Advance Internet Banking)
· Corporate Banking Servicer
· Trade Services (Foreign and Local)
G. CBL Subsidiaries
There are two different individual business organizations of subsidies by the CBL-
· City Capital Resource
· City Brokerage
H. Online Banking System of CBL
Finacle Core: To provide the Online Branch Banking the Bank has set up a Wide Area Network (WAN) for its valuable clients. This software is used by this banking sector.
City Touch: Recently the City Bank Ltd has launched new software called City touch, it’s also called online banking solution. Now it gets easy to manage our banking activities from City Touch. Now we can manage banking activities direct from any computer, tab, even from the mobile any time. It provides 24 hours a day services. It is quick and easy to use. 
City Alo: City Bank recently launched a committed women banking branch division named ‘City Alo’ at Gulshan-1. This is totally new and gives special services to the women and also ensures financial products and services for women. City Alo targets for different segments of female customers- Entrepreneurs, Salaried employees, Homemakers and Professionals like Doctors, Engineers, and Teachers etc. From City Alo’s products and features customers will get free insurance facility, health card with discounts at hospitals in Bangladesh. 
2.1.5 Operations:
Organization Organogram
A. Board of Directors-
                                                                      




B. Management Committee-

2.1.6 SWOT Analysis:

1. Strengths:
a. City Bank Ltd has a reputation for being a good quality service provider for its current and future customers.
b. It is one of the leading commercial bank in the first generation private sector in Bangladesh.
c. High loyalty to the customer.
d. Excellent management.
e. Strong network.
f. Qualified and experienced human resources.
g. CBL has already achieved a high growth rate. Deposits, as well as loans and advances, are growing rapidly.
h. Refined automated system.
2. Weakness
a. Employees depend heavily on the HR department to make decisions.
b. Lack of motivation to work with some employees.
c. The Bank's promotional activities are not adequate to expand its market share.
d. City Bank Ltd does not provide an ATM card, which limits its facility in the rapidly changing banking sector.
e. Some of the positions of City Bank Ltd do not have a path of growth or progress that causes dissatisfaction at work for some employees.
3. Opportunities
a. Relationship management
b. Increased request for customer finance.
c. Like many private banks, they have been working on the market lately. City Bank Ltd needs to enlarge its product line to strengthen its sustainable competitive advantage.
d. The bank can set up a special business program for business clients or service providers depending on the professions, such as engineers, lawyers, doctors, etc.
4. Threats
a. Industries are getting unacceptable and the growth of industrialization is very slow in the country. As a result, it is very likely that weak industrial growth will affect the potential of City Bank Ltd.
b. Similar types of retail banking products.
c. Some commercial/foreign banks and some government banks.
d. Customer awareness of prices and services.
e. Some rules and regulations of the Bangladesh Bank.
(Source: The City Bank (2018). City Bank proudly sponsors "Bangladesh 2030: Strategy for Growth". Retrieved from https://www.thecitybank.com/Sponsor_Bangaldesh_2030.php)




2.2 Industry preview
2.2.1 Specifications of the industry
I was assigned to be an internee of the Moghbazar Branch of the City Bank Limited. This branch started its journey on September of 2011. Currently, Md Nurul Absar is the Vice President and Head of the Moghbazar branch. S.A.M Sibley Sadek is the Branch Operations Manager. Mrs Nilufar Yeasmin is the Senior Customer Service Manager. There are Three Customer Service Officers at this branch and they are K M Abidur Rahman, Mrs. Shahnaz Akhter, and Mrs. Nafisa Sharmin. There are two Relationship Managers at this branch and they are Mr. Atiqul Islam and Samin Yasar antar and Ms. Shaila Sharmin is the Card Ambassador of this branch. 
In the Cash counter, there are four employees that function together co-dependently. Among them Mr. Badrul Alam and Mrs Afroja are Cash Officers, followed by Mr. Ruhul amin who is the Senior Cash Officer. Mrs. Farzana Trisha is the Executive Cash Officer, and Md. Renu Miah is the Security of Cash Section.
2.2.2 Size trend and maturity of the Industry
Development of economic of this country is performed by various economic sectors like agriculture, industries, power, transport, trade services etc banking sector also has the economic growth allowance. In 80s Banking and Insurance contributed 1.68% of GDP and gradually the rate was increasing. In 1993 the maximum allowance was 2.08% of GDP and it was 2.00% in 1996-97 and the average growth rate of this allowance was 1.52% of GDP which shows a positive trend. In 1980 total number of the employees of this sector was 59,235 within 15 years of time the number approximately double to 101,444. 
2.2.3 External economic factors
The market potential and their business practices are proved by the fact that their asset size has increased more than 6x since inauguration. Video observation establishment coverage in 127 branches for constant monitoring of premises, service standards, unattended customers, and etc are overwhelming. Launch of PABX systems with welcome tune at all branches. Setting up of Business Call Report system to track and monitor customer visits. Installation of comfortable waiting chairs in 50 branches and installation of televisions with cable network in 45 supplemental branches for customer entertainment are attract externally.
2.2.4 Technological factors
Centralization of billing and notification system has been developed to produce all types of statements (e-statements, hardcopy statements, SMS and on-demand statements) for easy and suitable operations, which has reduced human involvements, chances of error and TAT. 
2.2.5 Barriers to entry 
Accredit laws, capital requirements, access to financing, regulatory compliance and security concerns are the barriers to entry for the bank. Among different market sectors, the financial services sector has a uniquely confused relationship with competition and barriers to entry.
2.2.6 Supplier Power 
Generally bargaining power of depositors has increased in IT. Closing of tele-banking and online banking has empowered depositors. Which bank is offering the highest interest rate, depositors can quickly use the internet and find it and deposit their money there. 
2.2.7 Buyer Power
Though it is one of the best private commercial bank, customers bargaining power is comparatively high than other banks. Controlling costs are low for customers to leave CBL, also hard to gain banking services from other banks. There are other private banks such as Standard Chartered Bank, DBL, BRAC bank etc they also managed by customer bergains.
2.2.8 Threat of Substitutes
The banking industry faces with a lot of substitutes even though free trade has brought massive mergers and acquisition. From the ability of the modern telecommunications this is mainly eliminate distance. There are not many substitutes available. Also the government has not been able to come up with any new saving schemes to attract the general public. It decreases the threats to the banking industry. So, the services provided by CBL are more or less the same as other banks.
2.2.9 Industry rivalry
A) Standard Chartered Bank
Standard Chartered bank’s first branch was established in Chittagong in 1948. It has now 26 branches, 57 ATMs and 7 financial kiosks and employees over 1300 people. The bank has branches in six cities- Dhaka, Chittagong, Bogra, Khulna, Sylhet and Narayanganj also in Dhaka and Chittagong EPZ. In comparing with the service quality, SCB is targeting much wider market than CBL.
B) Dutch-Bangla Bank
Dutch Bangla bank starts its operations as Bangladesh’s first joint venture Bank. It was the first bank in Bangladesh to be automated completely. Dutch bangla bank also operates Countries biggest ATM service. DBBL believes in its uncompromising commitment to fulfill its customer needs and satisfaction and to become their first choice in banking.
C) BRAC Bank
In SME bank BRAC Bank is one of the country largest and world’s 4th largest bank. The bank is known as leading one in retail services over half a million customers of the bank, the 3rd largest private sector remittance distributor, and the 7th largest bank in terms of fund management. 2nd higher issuer of home loans and 3rd largest distributor of car loans in the country.  
D) Eastern Bank Limited
Eastern Bank Ltd started its business as a public limited company on 1992. They offer all kinds of Commercial personal and corporate Banking services covering all segments of society. EBL Corporate Banking is related to deliver full details of banking solutions. There simple transactional products to complex structured products eventually helps the customer to achieve their financial goal. 








Chapter-3
Internship Experience
3.1 Position, duties and responsibilities
It is the interior division. Undoubtedly, bank works with the general population's solid cash. Also, this policy begins with the wide-ranging Banking division. For the period of my temporary job time, I have been set in the wide-ranging banking department. Wide-ranging banking disconnection plays the greater factors of a bank. My joining date was 12th September, 2019 and my ending period on 11th December, 2019.
Individual Perceptions:
The learning, which sometime procured in my own entry level position time, I have tried my greatest to appear on this report. In this spot I have tried on the way to introduce my own perceptions from all-purpose financial officer of this division. I had a chance to be present familiar by way of the realistic bank activities winning in the Moghbazar Branch, City Bank Limited. Because of asset and time requirement I mightn't do practical exercise in all places of works. In situation I attempted to assemble information from the supplementary sources:  
- At the time to challenge discussion with the official.  
- Straight perceptions.  
-  Challenge to discussion with the customer. 
- Conference with the following staffs. 
- Practical work area work.  
- Browsing the web site of CBL.
Common Banking: 
Common financial disconnection tools around out the middle components of bank, workings everyday switch over of banking activity. Time after time it acquired collect from consumers and gathers their interest for cash. It unlocks new proceedings, send outs consumer’s currency from one spot to an extra through issuing pays request, bank draft, send out exchange, and collect all invoices. All-purpose banking of CBL comprises of: 
· Bank account opening  
· Allowance  
· Defrayal 
· Cash segment 
· Financial records   
Operating in Banks’ Integrated Network:
 I learned to run bank’s integrated network named “Finnacle”. It connects all the branches of TCBL through one single and secured network. Through Finnacle records of different accounts and client database could be observed and updated. However, for the Islami accounts, TCBL has different software named “Ababil”.
Dealing with Clients through Phone:
Due to the establishment of new SMS banking system, the bank assigned us to inform limited client database about the new service. However I would call them just to inform them about the new service, they would often have asked me about their other problems, in some cases they would complain. So I had to deal with such situation examining and maintaining the clients’ satisfaction.
Over the course of my internship I think my expertise has been increased as I have become more responsible and disciplined to the tasks assigned to me. This has all been manageable due to this opportunity of doing internship at CBL.
3.2 Training
My three months of internship experience at CBL taught me a lot. It was a great experience for me to work with the amazing co-workers. It taught me how to hold work stress, how to take responsibilities, how to link with my co-workers, work with different types of people and so on. It also taught me many productive things like how an open and relax mind work in any type of work environment, and always be respectful and kind to my future supervisor’s and co-workers. Whatever I have learned in these three months will always be a big part of me. Whenever I get into genuine jobs in the future I am surely applying the knowledge and experiences which I have gained from CBL.
3.3 Contribution to departmental functions
As I was assigned at the city bank ltd, Moghbazar branch to complete my internship program, there were number of activities in which I was participated-
General Banking Activities: 
In all banking functions general banking is one of the first activities. This department gives day to day services to the customers. Some departments from general banking department are below-
· ACCOUNT OPENING SECTION: 
Account opening is the first step to begin a banker and customer relationship. Opening of an account relates a banker and customer into a contractual relationship. The following works asre done under this section-
1. Accepting of deposit:
Accepting deposits is one of the main purposes of the bank. A banker and customer relationship starts from the deposits of money. When the customer opens an account and deposit money then the account is called deposit account.
2. Opening of account:
To become client of the bank a person needs to open an Account. It is a legal contract between the bank and client. An account opening form is the contractual document. Before opening an account the following procedures followed by the customer-
· Apply to an authorized form.
· An introducer need to introduce the customer on the account before open the a/c, he/ she is the vital prior to opening an account. And the introducer must have an account in the City Bank Ltd.
· Two copies of recent color photograph of the account holder must be attached.
· One copy of recent color photograph of the nominee.
· Photocopy of NID of the account holder.
· Photocopy of NID of the nominee.
· The minimum balance maintained in the current is Tk.5,000 and in Saving Account is Tk. 1000.
3. Check book issue: 
After the fulfillment of account opening, the bank gives the client a Deposit Book and chequebook. The cheque book has 10 pages. For cheque book the client fill up the Requisition Slip. Then the officer wills precede a new chequebook and drawing up the account number of the client and the branch name on each page of the cheque book. The serial number of the chequebook is entered in the computer for actual maintenance of records. I am also participated in this process.
4. Closing of Account:
Next, if a customer request for close an account then it can be closed. After receiving a application form to close an account banker close this account

· CLEARING SECTION:
In this section they receive all kinds of cheques with the approval of customers for clearing. The following types of clearing cheques are available-
1. Inward Clearing Cheque: CBL received cheques from the clearing house. It related with the cheque drawn by other branch of CBL. 
2. Outward Clearing Cheque: Cheque sapped of Eastern Bank Ltd of another branch is called Outward Clearing Cheque. These types of cheques directly sent to the particular branch. Branch Operation Manager, S.A.M Sibley Sadek taught me about the procedure of outward clearing cheque. 
3. Clearing Cheque: These Cheques are sent to clearing house over the Principal Branch. When drawer bank honor the Cheques, then the account of Cheque depositors are credited. 
4. OBC (Outward Bills for Collection): These types of cheques are directly sent to the particular branch and request to send it to IBCA. After IBCA comes customers accounts are credited for the amount of the cheque.
5. Inward Bills for Collection (IBC): These Cheques are debiting depositor’s account and crediting sender’s branch account. 
3.4 Evaluation
CBL gives me a lot to experience and it was a great experience for me to work with them. The employees are very talented and diligent to work. Whenever I face any kind of difficulties I directly consult with my supervisor Md Nurul Absar in the branch. There are some experiences that I have faced in the branch I must share it with you all-
· Employees are cooperative and working environment is very friendly.
· Each employee of the branch directly monitored by the branch operations manager and he/she directly monitored by head office, so the outcomes really up to the mark.
· Working time start from 10 am to 6 pm. Employees are stay longer if their assigned tasks are not completed.
· Well decorated environment and full logistic support, all employees have their own personal desk.
3.5 Skills applied
Communication Skill: Communication is very important from my courses. I realize in some situation it is the key success element to the development of the career.
Time Management: During my internship program I was assigned most of my tasks with time limitations. For example, I and my fellow intern were to record one thousand client profile in excel file within three days’ limitations. And with proper application of our time we were able to finish the job in time. So using time in any task was an important lesson that I had learned.
3.6 New skills developed
Apart from my regular task I was often assigned extra tasks by the other employees of the bank. It was highly challenging for me to manage multitasking works at the beginning. I did not mange it at all so the work became suffer. But in the end I learn technicality and continuous improvement.
3.7 Application of academic knowledge
To reach the objectives I understood a solitary technique would not be successful. Formal and verbal communication, coordinate perception, addressing customers of the Bank is valuable. 

Chapter-4
Conclusions and Key Facts
4.1 Recommendations for improving departmental operations
Regarding problems we can suggest these recommendations-
· In the Moghbazar branch there should be more service sections for the customers so that it reduces customer time.
· CBL should increase their ATM booths substantially in order to compete with its competitors.
· They have online banking facilities but still some of them doing their works manually that should eliminated in the future gently.
· Some branches needs to conscious to monitor the ATM machines in all booths are usable and adequate cash is there.
· From some customers get that service charges of CBL are relatively high than other banks, so in future it can be a threat for the bank. It should be reduced if possible.
4.2 Key understanding
· Interaction with Supervisor and Co-workers.
· Dealing with difficulties at the workplace.
· Comparison between Academic learning and Internship experience.
· Difference between expectation and reality.
· Influence on Career plans.
4.3 Conclusions
The basic upper hand CBL is getting a charge out of internet banking where as other neighborhood business bank can't yet accomplish benefits. In any case, business banks are currently trying to accomplish this. The representatives are exceptionally energetic remunerations and different advantages. Every one of the workers is especially pleasant with their clients, partners and just guests.
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