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[bookmark: _Toc214822820]Executive Summary
This report is titled “Credit Management Practices of Dhaka Bank PLC. This report examines how DBL manages its’ lending operations, measures the borrower risk and complies with the Bangladesh Bank guidelines. This report provides DBL’s history, operations, major products and recent financial trends which denotes the bank’s stable growth over that years.
The key aspect of the report is to analyze the overall credit management practices in Dhaka Bank. The full credit management cycle includes 12 steps from loan application to credit appraisal to the disbursement and post-disbursement monitoring. The Bangladesh bank’s CRM guidelines create proper segregation between all the functions. This branch uses various tool to measure the credit worthiness of the client.
The Financial Ratios of DBL show a mixed performance.  Their liquidity hence remains strong. On the other hand their NPL and LDR shows different picture which encompasses their conservativeness towards credit approval.  Their ROA and ROE both have declined over the years. Their LAR and LDR suggests their strict approach.
This internship experience provided me a practical exposure towards the day to day activities of banking, account opening, check and card distribution, customer service and a limited knowledge around the credit management practices. 
This internship experience enhanced my practical on how to handle real world workplace situations. It taught me to perform under pressure while having the attention to detail. It also helped to be more patient towards my work. 
Overall, this report gave me a clear look towards the commercial banking sector of Bangladesh.
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	Dhaka Bank Limited
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[bookmark: _Toc214822823]1.1. Background of the report
Banking plays a major role in the financial system of Bangladesh by collecting deposits, disbursing loans, and facilitating business. As part of their academic activities, business students are encouraged to gain work experience in a real banking environment. I have prepared this internship report based on my practical experience and observations during my internship at Dhaka Bank Limited.

Dhaka Bank Limited is one of the best commercial banks in Bangladesh. They offer a range of banking services to customers, including corporate banking, SME financing, retail loans, trade finance, and digital banking. Among them, the credit department plays an important role in providing and managing sound loans.

This report is based on the credit management process of Dhaka Bank Limited. It highlights the various methods, operational structures, documentation procedures, risk assessment, and monitoring strategies followed in the branch. This report attempts to present how credit proposals are processed, evaluated, approved, and monitored in DBL through a combination of practical experience and organizational data.

[bookmark: _Toc214822824]1.2 Objectives of the Report
Primary Objectives
· To analyze and gain an overall understanding of the credit management system of Dhaka Bank Limited's Mirpur branch.
Secondary Objectives
· How loan applications are processed and verified at a branch.
· Understand the documentation required for different types of loans, such as retail, small and medium (SME), and corporate loans.
· To know about the risk assessment method of the bank.  
· To monitor the overall workflow of the credit appraisal and approval process between branches and the head office.
· To evaluate the financial performance of the bank using credit-related ratios such as Loan to Deposit Ratio, Debt to Equity Ratio, Return on Assets, Return on Equity, Non-Performing Loan Ratio. 
· To identify strengths, weaknesses, and challenges of credit operations within the branch. 
· To relate academic knowledge with real banking practices through practical exposure.
[bookmark: _Toc214822825]1.3 Rationale of the Report
The main reason for preparing this report is to understand how commercial banks manage loans in a regulated and competitive financial environment. Loans are the most important asset and the main source of income for a bank, but they are also the biggest source of losses for a bank. Therefore, effective loan management is very important to ensure the profitability, liquidity, and financial stability of the bank.
There are several reasons that justified this report:
· Practical Learning: As an intern, it was important to understand the differences between real-life banking activities and theoretical learning.
· Understanding Risk and Compliance: The credit control system is linked to regulatory controls, risk mitigation, and document protocols, which are extremely important for future bankers.
· Branch-Level Insight: The Mirpur branch is one of the busiest and most important branches, with significant focus on retail and SME activities. Examining its lending activities provides an opportunity to understand the real challenges of credit distribution in the banking sector.
· Financial Performance Evaluation: DBL's credit-related ratio analysis helps understand the financial strengths and weaknesses of a bank, which gives a good idea about the banking sector.




[bookmark: _Toc214822826]1.4 Methodology
This report in prepared by both Primary and secondary data. As this report contains both qualitative data and quantitative data to understand the credit management of Dhaka Bank.
Primary data:
The primary data was collected through direct discussions with Kholil Zibran, the head of credit department, Mirpur Branch. Rest of the information was acquired through reviewing a few credit appraisals.
Secondary Data:
The secondary was obtained through the Annual reports of DBL from 2020 to 2024 and an interim report of 2025. Some other information was acquired through DBL’s official website. 
A combination of these data sources allowed me to create more accurate understanding of the credit management practices of DBL Mirpur Branch.

[bookmark: _Toc214822827]1.5 Scope and Limitations of the Report
Scope of the Report
The scope of the report:
· Overview of Dhaka Bank Limited and the Mirpur Branch.
· Detailed study of the Credit Department, including:
1. Application process
2. Initial screening
3. CIB checking
4. Documentation requirements
5. Loan appraisal and inspection
6. Credit memo preparation
7. Approval procedures with Head Office
8. Disbursement and monitoring
9. Recovery and loan classification
· Analysis of credit-related financial ratios
· Observations of day-to-day credit operations during the internship.


Limitations of the Report
· Banks do not disclose sensitive internal information such as specific loan files, customer details, or internal audit reports. So I cannot provide all the information here.
· The duration of the internship was limited, so there was no opportunity to observe in-depth all stages of the credit cycle.
· Some documents and internal software systems, such as CBS or the entire CRM database, were only partially accessible to interns.
· This study is based on the Mirpur branch only, which may not fully represent the activities of all DBL branches.
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[bookmark: _Toc214822829]2.1 Company Analysis
[bookmark: _Toc214822830]2.1.1 Overview and History
Dhaka Bank PLC is a dynamic private commercial bank in Bangladesh which was established to keep up with the financial need of our growing society. It was founded as a public limited company under the Companies Act of 1994, and officially began its’ operations on 5 July 1995. 
It Headquarter is located in Gulshan, Dhaka, Dhaka Bank has built a strong presence by promoting the heritage of Dhaka. From its recent annual report, it has 116 branches, including 2 Islamic banking branches, 2 Offshore Banking Units, 3 SME Service Centers, 33 sub-branches, 85 ATMs, 8 ADMs, and 12 CRMs. 
DBL is pursuing its’ mission by offering a full range of banking and investment to both individual corporate customers. These services include corporate banking, retail banking, trade services, cash management, treasury operations, and Islamic banking. All of their services are supported by their integration of technology. 
In order to excel in capital markets, Dhaka Bank has established two subsidiaries. One is, Dhaka Bank Securities Limited and Dhaka Bank Investment Limited. Dhaka bank Investment limited is for foreign banking. 
Financially, Dhaka bank has had significant improvement in Capital. According to 2024 annual report of DBL, their paid-up capital is about Tk 35,507 million and the Capital to Risk Weighted Assets Ratio (CRAR) is 13.41% which indicates their solid capital adequacy. In that same year, DBL has also achieved an operating profit of 10,606 million tk. 
Dhaka Bank tries to implicate their rootedness in the heritage and history of Dhaka by showcasing a reflection about Dhaka’s Mughal era legacy. This blend signals their rootedness in tradition and their prosperity towards modernization.
As a financial institution, Dhaka Bank’s motto is “Excellence in Banking”: It emphasizes their inclination toward personalized service with modern technology which is tailored to the improvement of Fintech in Bangladesh. 

Mission
To be the preferred financial services provider through:
· High-quality service
· Skilled and motivated employees
· Innovative and technology-driven solutions
· Ethical practices and strong corporate governance
DBL strives to deliver superior value to customers, shareholders, and the community.
Vision
To become the “Best Financial Institution in Bangladesh”, setting standards in customer service, technological efficiency, and sustainable growth. Dhaka Bank envisions achieving excellence in all areas of banking while maintaining transparency, professionalism, and social responsibility.
Core Values
Dhaka Bank operates under a set of guiding principles that shape its identity towards excellence. Their core values are integrity, excellence, Customer Focus, Innovation, Teamwork, Responsibility.







[bookmark: _Toc214822831]2.1.2 Trend and Growth
From the beginning of their journey in 1995, DBL has established as a prominent private commercial bank. Their early focus was on personalized banking thus relying on the saying ‘Know your customer which allowed efficient service delivery, and strong corporate governance. Thus DBL managed to establish credibility and trust among its’ customers.
For past few years, DBL has shown mixed momentum in terms of financial success. DBL had a large dip in their finances in 2022. In 2023, DBL made a modest recovery from that which is about 4%. The bank also noticed a profitability decline in 2024 with their net profit that fell to, 127.83 crore which is about 23% drop compared to the profit of 2023. 
The company’s 2024 annual report and financial statement explains their more cautious approach toward loan-loss provisions.
In the recent interim report, it shows a multi-layer pattern of earnings growth and their immediate requirement for operational efficiency in asset management. 
In simple words, since the start, DBL’s assets and deposits have expanded broadly but their profitability has been uneven. But their most recent report explains their constant pursuit of excellence.










[bookmark: _Toc214822832]2.1.3 Products and Services
Dhaka bank has a high variety of products and services. They have corporate banking, SME, Retail, and many other services and schemes. 
	[bookmark: _Toc214822833]1. Corporate Banking
· Working Capital Finance
· Term Loans
· Trade Finance (LC/LG)
· Project Finance
· Cash Management
[bookmark: _Toc214822834]2. SME Banking
· Small Business Loans
· Women Entrepreneur Loans
· Agricultural & Rural SME Finance
· SME Working Capital
3. Retail Banking
· Savings Accounts
· DPS, FDR
· Personal Loans
· Home Loans
· Car Loans
· Credit Cards & Debit Cards

	[bookmark: _Toc214822835]4. Islamic Banking (Dhaka Bank Shariah Banking)
· Mudaraba Deposits
· Murabaha, Musharaka, Ijara-based financing
[bookmark: _Toc214822836]5. Digital Banking
· Online Banking
· Mobile Banking App
· Internet Payment Gateway
· ATM/CRM Services
[bookmark: _Toc214822837]6. Capital Market Subsidiaries
· Dhaka Bank Securities Ltd.
· Dhaka Bank Investment Ltd.
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Dhaka Bank is governed by a Board of Directors, a group of experienced professionals from various sectors. The management is handled by the Managing Director & CEO who is supported by Additional Managing Directors, Deputy Managing Directors, and a group of skilled executives.
The Bank’s corporate head office in Gulshan, Dhaka consists of multiple divisions which includes CRM, Corporate Banking, Retail and SME Banking, Treasury, Human Resources, Finance & Accounts, Operations, Compliance, and Information Technology.
Their core is banking services that include corporate and retail banking with SME financing and trade services. DBL provides their wide range of services towards both individuals and businesses. They are one of the few banks that provides both regular and Islamic banking services. DBL also supports digital banking their DBL go plus app. They are also the first bank in Bangladesh to introduce ‘Whatsapp banking’.










2.1.5 SWOT Analysis

	Strengths
· Service Quality and strong brand reputation.
· Highly efficient automated services.
· Resilient stability with  resilient leadership direction
· Diversified operations
	Weaknesses

· Limited Diversification if operations
· High dependence on urban-centered operations
· High Credit Risk
· Not enough ATM booth to reach wide customer bases.
· High NPL pressure due to challenging economic conditions.


	Opportunities

· Increasing demand for SME and retail credit.
· Growth in digital banking and fintech partnerships.
· Expansion of the Islamic banking services.
· Inclusion of marginal population
	Threats

· huge competition from both private and foreign banks
· Volatile capital structure
· Increasing price sensitivity
· Rising NPLs in the banking sector






[bookmark: _Toc214822839]2.2 Industry Analysis
[bookmark: _Toc214822840]2.2.1 Specification of the Industry
For my report, Credit management practices of DBL Mirpur Branch, Commercial Banking Industry of Bangladesh is the most relevant. With an attuned focus on the credit management segment which includes retail, SME and corporate banking. The credit management of commercial banks of Bangladesh includes all kinds of activities related to loan inception, appraisal, approval, documentation, disbursement and post disbursement monitoring. All the commercial banks operate under Bangladesh Bank regulations and has high dependence on Central Information Bureau (CIB) for borrowers evaluation. DBL complies with the full cycle of credit management approved by Bangladesh Bank with proper segregation of branch duties and head office duties.
Key players in this industry are private commercial banks, foreign banks, and some state owned banks. All of these banks strongly comply with Bangladesh bank’s credit management regulations through their CRM and credit grading tools. The Mirpur Branch of DBL exemplifies a branch level implementation of these regulations of Bangladesh Bank. 

[bookmark: _Toc214822841]2.2.2 Size, Trend, and Maturity of the Industry
Size
The commercial banking sector is one of the major financial intermediaries in Bangladesh that carries the largest shore of credit intermediation. By 202, Bangladesh commercial banks of Bangladesh reached BDT 15,688.300 Billion. With that amount, this is the sector that holds the largest portion of banking assets and performs the core banking functions. At branch level, DBL Mirpur branch credit management serves a large number of client base including individual, corporate, retail and SME banking. 

Trend 
In the current commercial banking Industry landscape, there are a lot of trends taking place. With increasing technological innovation, i.e.
· Increasing regulatory inspection to towards CRM as per Bangladesh Bank’s guidelines.
· The use of CIB is growing which mitigating the credit default risk with time.
· The economic pressure, and highly volatile political environment has significantly reduced bank’s capacity to maintain optimal efficiency.
· The gradual digitalization of banking process is one of the biggest improvement for which has reduced significant amount of paperwork and gave customers a hint of freedom towards their own finances through personal management. 
Maturity
The credit management functions of the commercial banks of Bangladesh is moderately mature. 
Their maturity comes in the sense of a well-established regulatory framework regarding loans and through the standardized product offerings.
The moderation of evolvement in technological integration for credit management is still developing. The integration of head office and branch office is still evolving. But the process of credit management is still under manual system to reduce bad provisions. 


[bookmark: _Toc214822842]2.2.3 Industry SWOT Analysis
The banking industry of Bangladesh is definitely one of those groups that has a high proclamation towards the countries’ GDP. The SWOT analysis of Bangladesh Credit Management Industry is really remarkable,
	Strengths
· Strong regulatory frameworks and standardized procedures: Bangladesh bank established strong guidelines towards credit reducing defaults.
· Extensive documentation & Field Verification: The branch level practices are very strong as they have impressive on-site inspections of quality appraisal.
· Diversified product mix: The banks have diversified portfolios as not only corporate investment but also for sustainability sector.
	Weaknesses
· Less branch autonomy: loans are almost always approved by head office might create delayed disbursements.
· Partial digitalization and monitoring: The loan disbursement project and overall credit appraisal are still mostly done manually.
· High operational cost and lower growth of profitability: Higher cost of operations due to manual paperwork and time lag. 

	Opportunities
· Adoption of Technology: Strong implication of centralized technological monitoring will reduce NPL’s.
· Financial Inclusion &SME growth: Given the high population of Bangladesh, inclusion of marginal population and SME will increase the profitability significantly.
· FinTech Partnerships: Partnering with more FinTechs and startups will help accelerate the CRM process.
	Threats
· Macroeconomic Volatility and economic stability: Continuous ongoing political unrest is one of the biggest threat towards the commercial banking system.
· Intense competition: Competition with large foreign banks pressure other banks to maintain their margin.
· Regulatory tightening: continuous unrest has reduced the government oversight towards the defaults.
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[bookmark: _Toc214822844]3.1 Position, Duties & Responsibilities
During my internship, I was assigned to work mostly in General Banking Department. My primary role there was to assist the officers in GB.
Another role was to prepare all the documents for account, fixed deposit DPS and salary accounts. Another one of my role was to handle all debit cards and check books that arrive at the branch. I maintained an excel log of all the cards and checks. I retrieved the contact number from the banks portal and call them to collect their cards and checks. 
For any savings account, current account, FDR or DPS that is opened in day, my seniors complete an initial account entry, they hand me the form the complete it as a file. I add all other documents required to prepare a file. I collect all other documents from the banks portal like nscreen and NID verification, attach all the required documents with seal and signature. When a representative head for the main branch, I prepare a forwarding for all the accounts and send them.
Also, it was my and my fellow intern’s job to take care of all the salary accounts that came in bulk from big companies.  
In addition to those tasks, I also provide financial statements and tax certificates to customers when requested. I was also responsible to assist any customer who came to bank for card and check queries. I also helped to sort out the checks that arrive. I sorted the checks by regular and high values, put right seals in them and prepared the daily excel for check clearing according to their values.
I also maintained the bank’s check and card distributions for online account and maintained all the capture cards. In few rotations, I also worked in the Credit Department, where I helped the preparing documents for company accounts and helped in LC prep from SWIFT. 
Beyond these responsibilities, I also assisted customers who needed help to fill out the forms.



[bookmark: _Toc214822845]3.2 Training & Development
During my internship at DBL Mirpur Branch, I received firsthand training on the day to day banking operations and developed professional skills. For the first week, I was introduced to the most basic account forms, which was salary account. After the first week, I learned details about account opening procedure and document preparation. My seniors guided me to bank’s internal system and portal to gather information required. By first week, I also learned about their card and check distribution system. 
After, I was taught the card and check distribution system. I was taught to generate bank statements for accounts, FDRs and DPS. I also learned to make the tax report. Over the time, I learned to maintain accuracy and hold confidential information responsibly. 
The branch’s overall environment helped my social skills and professionalism. Gradually, I learned to assist my seniors in many type of problems. This internship helped me understand the core banking operations. 
[bookmark: _Toc214822846]3.3 Contribution to Operations 
Throughout my internship, I contributed directly to the smooth functioning of the General banking department by assisting in essential operational activities. By maintaining the debit card and check book register, updating records daily and helped ensure smooth delivery and improve customer service through reducing the wait time. My involvement in the process of preparing account opening files helped to maintain accuracy and right documentation for smooth regulatory purposes. 
I also supported in check clearing process by sorting and updating them in excel which helped to maintain the strict timeline of check clearing. By maintain all the online accounts and capture cards, I saved my seniors with a lot of time and processing.




[bookmark: _Toc214822847]3.4 Evaluation
My internship at Dhaka Bank PLC, Mirpur branch, has been a valuable learning experience that helped me to understand the practical side of banking operations. Throughout that period, I was able to work closely in General Banking Department and observed how different units coordinate to function efficiently. The responsibilities given have helped me to to develop confidence in handling real banking tasks. 
The seniors were guided me properly to maintain my accuracy of tasks, time-management and problem solving abilities. I also learned to how important it is to have attention to detail when it comes to banking operations. Despite the workloads being extreme in Sundays and Thursdays, I learned to work under pressure and maintain professionalism. 
Overall, the internship significantly enhanced my practical knowledge, improved my interpersonal skills and prepared me for future career prospects in banking sector. 
[bookmark: _Toc214822848]3.5 Skills Applied
During my internship, I applied a wide range of skills to support the general banking department. The skills include,
· Technical skills: Using excel skills to manage day to day card and check distribution. Also managed the delicate banking software to prepare files accurately.
· Communication skills: Regularly calling customers, assisting in bank statements and helping form fill up in various way and maintaining office manners required this skills application.
· Organization skills: this skill is applied maintaining check books and managing account opening files.
· Attention to detail: this is definitely the most required skills in banking sector, any small mistake can be huge. By the end of my internship, I learned to even write a whole account number just by reading it once. 
· Problem solving skills: In GB arise, many day to day comes many problems. Quick thinking solving was much needed for this job.
Overall, this was a life changing experience that helped me learn and apply many skills in real time.
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4.1 Credit Department Overview
Credit Department of Dhaka Bank Limited is a very strategic functional department of the institution and is charged with the responsibility of ensuring that all the lending activities are overseen. Its main aim is to give credit to reputable people, businesses, and corporate customers at the same time making sure that the exposure level to risks is kept at acceptable levels.
Proposals of loans are highly evaluated by examining financial status of the borrower, business effectiveness, ability to repay and a security. Credit quality is maintained by following strict credit policy and regulations of the Bangladesh Bank. The process of making a lending decision has a tiered mechanism of approving to ensure precision, clarity and compliance.
The Credit Department is organized into different segments which include the Corporate Credit, SME Credit, Retail Credit and Credit Risk Management. These subdivisions work hand in hand with the branch credit teams and the Head Office to ensure that the standards maintained across the bank are similar.
In addition to loan approval, the department does the monitoring post-disbursement activities which includes review of loan accounts, collateral verification, and identifying early warning signs of default. These will help reduce the non-performing loans and improve the quality of the overall portfolio.
The Credit Department plays a crucial role in enhancing the profitability of Dhaka Bank and facilitating the process of the national economy by ensuring that there is prudent evaluation, careful monitoring and also risk management.







[bookmark: _Toc214822850]4.2 Loan Products
SME / CMSME Loans
· According to Dhaka Bank’s SME & Agri business page, the Bank offers Women Entrepreneur Loans at all DBL branches. 
· Some other SME products mentioned by the Bank include: Overdraft (continuous loan), demand loan, term loan, supply-chain financing (bills-to-cash, factoring), and distributor finance. 
Retail and Consumer Loans
· Based on Dhaka Bank’s 2023 annual report, some of the Bank’s general loan products include: “Continuous Loan, Demand Loan, Term Loan, Non-funded facility, Agricultural Credit.”
· They also mention “Commercial Housing, Lease Finance” in the same report. 
· So for a branch like Mirpur, which serves retail customers, it is reasonable to expect:
· Term loans (for personal or business use)
· Demand loans (short-term)
· Overdraft-type facilities
· Consumer / housing / lease finance
Agricultural Credit / Specialized Credit
· The annual report also explicitly mentions agricultural credit as part of the loan portfolio. 
· While Mirpur is an urban branch, if the branch handles SME and business clients, it may also support agriculture-based SMEs or small businesses linked to agribusiness.
Other Specialized Facilities
· According to the annual report, Dhaka Bank offers “Loan Products: … Non-Funded Facility” (which can include guarantees, letters of credit, etc.) 
· For SMEs, supply-chain financing and factoring are mentioned.




[bookmark: _Toc214822851]4.3 Credit Policies of Dhaka Bank
Credit Risk Governance and Framework.
Dhaka Bank has a systematic policy on Credit Risk Management (CRM) which provides that the risk assessment procedure, as well as the approval and monitoring is done in a professional, independent system. The bank has come up with risk management guidelines in 2019 that clearly define the criteria and responsibility to issue credit which include borrower’s assessment, the purpose of credit, and the means of credit repayment. The bank also uses multi-layered due diligence and independent credit appraisal processes. Also, it takes into account external credit ratings of Established Credit Rating Agencies (ECAIs) during the lending procedure.
Authorization and Authorization of Credit.
The credit approval authority is devolved based on the degree of risk and the loan amount; the more risky or larger the loan, the more senior a committee or board has to approve on its behalf. The policy strictly divides credit approval and sales and relationship operations in order to serve the best interest by reducing the conflicts of interest and enhancing accountability. Any approvals have to adhere to the Credit Operating Manual and deviations or exceptions have to be in accordance with internal circulars.
Credit Evaluation and Credit Rating.
Dhaka Bank practices a credit risk grading which assigns all the loans a risk grade which is used to make pricing and monitoring and provisioning decisions. The bank will make sure that the risk grade of the borrower is revised on a timely basis in case the risk is deteriorating. The evaluation will include the financial analysis, as well as the analysis of the business history, quality of management, anticipated cash flows, and dynamics of the industry.
Collateral & Security
The credit is often secured by collateral; however, the bank policy requires loans to be not based only on collateral, but the cash flow and the ability to repay the loan should be the major factor in relation to the borrower. Collateral valuation should be timely and the quality of security, as well as, that of enforceability and priority needs to be carefully examined. A risk-mitigation measure is also the assessment of insurance coverage of collateral.
Early Warning / Credit Monitoring.
The bank keeps a close check of its credit accounts and in this regard, the bank checks the behavior during payment, upholding covenants and checking the financial health of the borrowers regularly. Early Warning System (EWS) is the use of which offers early indications of deterioration so that corrective steps could be taken. In the case of problem credits, the policy provides the strategies of workout, renegotiation, legal action, or restructuring based on the circumstances.
Provisioning and Classification.
Loans are categorized on the basis of risk grade and performance and provisioning is ensured in line with the regulation. The credit risk policy of the bank is helpful in controlling substandard, questionable, and loss accounts using special recovery units. The credit risk policy adopted by Dhaka Bank is periodically revising its exposure ceilings with regard to various types of products such as the demand, term and continuous loans.
Ethics and Integrity
It is assumed that credit decisions are made in an ethical way, as they should not be associated with the conflict of interest, name lending, and protection of customer confidentiality. Any credit related documents and decisions must be adequately documented, authorized and audited.
Inclusive Financing
Dhaka Bank, as part of its credit policy also engages in the scheme of Financial Inclusion Credit Guarantee Scheme (FICGS) in which lending money to the low-income and underserved groups, including small business owners, low-income professionals, and marginal farmers. Such engagement is a sign of the bank being socially responsible in granting credit. This department is known as the Sustainable Finance.
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The Credit Management Process is done per the guidelines of Bangladesh bank CRM guidelines. 1. Credit Planning & Target Setting.


2. Loan Application & Initial Screening.

3. CIB (Credit Information Bureau) check

4. Creditworthiness Analysis

5. Loan Appraisal and risk assessment.


6. Approval Process

7. Documentary & Security

8. Loan Disbursement

9. Post Disbursement Monitoring

10. Recovery & Follow Up.

11. Classification of Loan


12. Legal Recovery
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Dhaka Bank has strong credit management system strictly follows the Bangladesh Bank Guidelines. The whole credit management process varies depending on the type loan is asked. Depending on the borrower’s demand and financial status the process shifts slightly to accommodate the client. This Process is followed by DBL Mirpur Branch. 
The whole process is explained below:
1. Credit Planning & Target setting:
The credit Target is set by the Board of directors in Head office. At the end of each year, the current status of each branch and overalls are evaluated by the head office and a new target is chosen to boost the bank’s growth. Then, the preferred targets are disbursed in each branch. 
2. Loan application & Initial Screening: 
The loans are given to a variety of people. There are personal loans, corporate loans and much more. The applications are varied based on the borrower and loan amount asked. For loan application the application forms and process vary. 
Any application towards the bank for credit has an initial requirement of NID copy of applicant, guarantor and spouse, passport size photo of applicant and guarantor, and basic identification papers regardless of the loan type. There can be a few applicant, e.g. Partnership Company. In these cases all applicant and signatories NID’s are a must. There is a huge variety of loan products offered by DBL Mirpur Branch. Some of the common application requirements are mentioned here.
The types of application requirements are given below:
1. Car loan: Car/ Retail Loan requires a few items other than the mandatory items,
· Latest personal TIN certificate and tax return
· Certified copy of IT 10B
· Copy of passport (1st 4 pages)(if any)
· Car Quotation
2. Salaried Person: This part is mostly called personal loan. For this type of loan a good deal of details are required. 
· Latest six month’s bank statement.
· Salary certificated signed by appropriate authority on company letterhead with joining date.
· Latest six month’s pay slips or salary account statement.
· Office id(if any)
· Visiting card 
· Other Income related documents e.g. rent agreement(if any)
· TIN certificated
· Certified copy of Tax return,
· Certified IT 10B,
· Consumer items purchase quotation amounting to 3.5 times of the applied amount
· Sanction and loan statement and credit card details if any.
3. Sole Proprietor: For this type of loan, the needed papers are;
· Tin certificate
· Latest one year company bank statement 
· Renewed copy of trade license and trade license of past three years.
· Latest one year of bank statement
4. Owner of Partnership Company: Despite mandatory documents there are a few other documents that are a must.
· Latest six month’s company bank statement
· Latest six month’s personal bank statement
· Renewed copy of Trade license with old trade license copy of three years.
· Copy of registered partnership deed.
5. Director of Limited company:
Except from the mandatory documentation, this type of credit requires, 
· Latest one year of company bank statement
· Latest one year of personal bank statement
· Renewed copy of Trade license with old trade license copy of three years.
· Certified copy of MOA with ownership share from-XII or schedule-X.
· Certificate of incorporation
6. Professional:
This type of loan is for private service based professionals. They require:
· Latest six month’s personal Bank statement
· Documents in support of private service 
· Self-declaration about income in letterhead
7. Security/collateral: 
This type of loan requires, copies of all property documents including,
· All the deed & Bia Deeds
· Updated Khajna, DCR, Mutation Parcha, Holding Tax (if applicable)
· CS, SA, RS parcha
8. Business loans:
This part is based on Commercial loans and Project Finance. This type of loans require extensive amount of documentation regarding their high loan amounts. 
This type of loan requires,
· Credit limit application,
· Company business profile
· Updated Trade license
· Tin certificate, tax return, IT-10B of all directors,
· Audited Financial Statement for 3 years( if it’s a limited company)
· Bank statement 1 year
· Other banks sanction and import and export performance with other banks,
· List of work order in pipe line(if any)
· List of running work order(if any)
· List of name, address and amount of Suppliers and Debtors
· List of inventory/stock with price and quantity
· Office rental agreement (if any) with copy of office utility bill.
· List of man power
· Schedule-X , form-XII
· Article of association
· Memorandum of article.
· Certificate of incorporation
· List of Machinery
· Company profile
· Profile of Directors
These are the basic loan documents discussed here, But DBL offers may other variations of loans, including, non-funded loans such as LC and Bank Guarantee requires, 
· Legal documents of the importer,
· Compliance documents(IRC, TIN, VAT, Trade license)
· Import details(PI, INDENT, LCA, IMP)
· Risk and credit related papers (insurance, margin, sanction letter)
· KYC documents

3. CIB (Credit Information Bureau) check:
CIB is department of Bangladesh Bank that collects and maintains all credit related information about borrowers form scheduled banks. Before granting any loan or LC, a bank must check the CIB.
Dhaka bank Mirpur Branch prepares an excel sheet with right documentation about the owner to Bangladesh Bank and Bangladesh bank send a report based on the borrower’s credits. DBL requests CIB report for opening a loan account, enhancing loan limit, opening LC/bank guarantee and evaluating the grantors. This part is essential for bank’s CRM.
CIB report contain borrowers status, i.e. UC(regular borrower, no overdue), SMA(special mention account-early warning), SS(substandard-classified loan), Doubtful(highly risky), BL(bad/loss)
4. Credit worthiness:
The creditworthiness is measured by the 5 C’s of Credit, character, capacity, capital, collateral and conditions. DBL miprur branch loan department won’t specifically follow this diagram but their extensive research on customer with right documentation and the CIB report from Bangladesh Bank cover’s these 5 areas effectively. 
5. Loan appraisal and risk assessment:
In this part, DBL does an extensive evaluation regarding all the documentation received. The bank analyzes the borrower’s documents, Check’s the CIB, conducts evaluation/ inspection, asses the risks in cash flow, risk and creditworthiness. 
Also, In terms of project financing, or big loans like (company loans for ltd. Companies), the loan officer and the manager of DBL mirpur branch pays a visit to the company for inspection to check factory productivity, staff and property situation. 
After the visitation the bank prepares the ICR( Inspection & call report) which includes
· Operation verification of the business
· Physical inspection of stock/machinery
· Owner’s meeting
· Photo of premises
· Visit observations
· Management quality assessment
· Risk factors
· Collateral inspection comments
After all the required evaluation, the bank prepares an internal credit appraisal report called Credit Memo/Credit Appraisal report. They also attach the ICR with it. The Credit Appraisal report contains a lot of information, for example, if it’s a corporate loan
· Basic information of the borrower
· Loan Request Summary
· CIB status
· Industry & Market Analysis
· Business/ operational Analysis
· Financial Analysis(contains ratio and financial performance)
· Banking Relationship Analysis
· Security & Collateral Evaluation
· ICR,
· Risk Assessment
· Strengths & Weaknesses
· Approval segment
After the Credit Memo is prepared, it is sent to the Head office for approval.
6. Approval Process:
Loans are not approved in Branch offices, they are approved by the head office Credit Department. The branch send the Credit appraisal report to head office where the credit management department takes care of the approval. If the head office decides to proceed with the application, the loan is approved and otherwise they are not. 
Once the approval is done, the head offices sends a report back to the bank with a proposal with a list of conditions. The bank then sends a sanction letter to the applicant. If the applicant agrees with the conditions and proposals, signs the sanction letter. The loan agreement is finalized.
7. Documentation & Security:
This is the part after the approval and before disbursement where the bank completes all legal, regulatory and collateral-related work. The step has multiple process to complete.
· Preparation of legal documents (e.g. loan agreement, sanction letter, DPN, letter of continuity)
· Collateral documentation & legal formalities
· Documentation for specific type of loans
· Insurance Coverage
· Creations of charges with RJS(for ltd. Companies)
· Obtaining borrower’s signature
· Documentation & check validation
8. Loan Disbursement:
After all these steps the loans are disbursed and recorded in the CBS (Core Banking System). For personal loans, the loans are disbursed via their personal savings account and corporate loans are disbursed via their current accounts or in a way relevant to their policy.
9. Post-Disbursement Monitoring:
DBL has a separate CRM unit and Credit grading unit where CRM takes care of the post monitoring and credit rating documents all the monitoring. The work of this credit rating sector of Dhaka is still building. Soon they are planning to centralize their credit management.

10. Recovery & follow up: 
DBL has a Legal recovery division that manages the problematic credits. For NPL’s, they take measures like, negotiation, persuasion, and litigation. 
11. Loan Classification: 
DBL classifies the loans per Bangladesh Bank’s guidelines, which are substandard, doubtful, bad/loss).
12. Legal Recovery:
For borrower’s who absolutely don’t pay back, that’s when DBL sorts to legal recovery. The legal proceedings happen under two different acts. One is in ‘NI act’, this is against the check where the bank bounces the check and sue the company. Another serious charge is a legal notice under, ‘Artha Rin Adalat Act’. They can also choose to arrange an auction of the collateral in order for recovery.
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[bookmark: _Toc214822855]Loan to Deposit Ratio
LDR is a bank liquidity ratio that shows how much of a bank’s deposits are being used to create loans. For DBL, it will show the bank’s liquidity, profitability and risk. In simple words, it shows how effectively the bank is using customer deposits. 

The graph shows that loan to deposit ratio has reduced in 2023 and 2024. And it was highest in 2022. It also indicates multiple facts of the bank. It shows DBL has become more liquid It can also be a reason that, DBL has had massive increase in Deposits. 
Here the LDR is the lowest in 2024 due to huge national level unrest regarding the July Revolution. As we know that 1.00 of LDR shows most effective, the deviation of 0.90 is close to stability. Still low LDR creates a pressure on the credit department to approve more loans. 
Therefore there should be significant improvement towards the loan growth. 





[bookmark: _Toc214822856]Debt to Equity Ratio
D/E Ratio shows how a bank is using the deposit relative to shareholder’s equity. A high D/E indicates higher leverage and high risk and lower liquidity shows more stability and lower risk. 

DBL is showing consistent upward trend throughout the years from 14.27 to 18.08. This indicates increasing financial leverage and reliance in deposits. The sharp jump from 2023 to 2024 suggests higher lending capacity. However, the higher leverage also indicates higher risk. 
The current D/E ratio shows DBL’s conservative approach towards credit approval for which, In future they might require to be aggressive in improving their credit management.
As with current D/E ratio of Bangladesh is 9.8, it puts DBL into more solvency risk. DBL should improve their loan efficiency.
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Loan to asset ratio or LDR shows how much of the banks’ assets are tied to loans. For a bank higher LDR suggest credit risk, and lower LDR suggests stronger liquidity with conservative strategy.

DBL has had many fluctuations over the year. It reached highest point on 2022 and reached the lowest point in 2024. 
The sudden drop in 2023 suggests changing in their lending strategy which caused the bank to reduce lending, stricter screening and focusing on lower credit risk due to economic uncertainty. The huge drop in 2024 shows risk-reduction strategy by tightening the approval process. Also due to higher political unrest and improved asset structure. It represents slower credits, higher investment on liquid assets and higher risk management to regulate liquidity buffers. 
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ROA (Return on Assets) shows what profit each unit of asset is generating. Higher ROA shows higher utilization of assets and vice versa. 

From the ratios, we can see that, the ROA has fallen over the years. This shows that DBL hasn’t been able to utilize their assets. This shows the bank loans are not generating proper income. It could also show the bank’s reserved credit disbursement. This tight credit has also reduced the banks risk taking abilities leaving the exposed to external extremes/.
DBL has improved their retail and project finance which somehow reduced the personal loan granting. The drop show significant profitability issues with increasing costs and lower interest margins. It also indicates poor operational efficiency. In future they should improve asset implication management. 
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ROE (Return on Assets) shows what profit is generated through each unit of Shareholder’s Equity. 

The graphical representation of the Return on Equity (ROE) of Dhaka Bank indicates that there is a significant and continuous decline in value addition to the shareholders between 2020 and 2024. Although the ROE remained relatively steady at 10 per cent in 2020 and 2021, the profitability dropped to 7.78 per cent in 2022 and the downward trend persisted to reach a point of 5.65 per cent in 2024. This steady decline is a pointer that the bank is increasingly ineffective in terms of making profits out of the equity capital invested by its shareholders. A falling ROE is an indication to the investors that the banks’ earnings are failing to match the increase in equity or that the financial leverage is losing its efficiency and in the process making it an unattractive investment as compared to previous years or with the industry participants that have increased ROE.
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The NPL Ratio shows the proportion of the bank’s loan that are non-performing. For high NPL ratio poses a risk to the bank.

The NPL ratio of Dhaka Bank exhibits a clear and concerning upward trend from 2021 through the latest data period, indicating a continuous and substantial deterioration in the bank's asset quality over this time. This growing proportion of non-performing loans suggests increasing credit risk and will likely necessitate higher loan loss provisioning, thereby negatively impacting net profitability. However, when evaluated against its peer group, Dhaka Bank's NPL ratio (which peaks at approximately 4.5%-5.0% in the latest period shown) remains significantly lower than the industry average for Private Commercial Banks in Bangladesh, which stood at 11.88% as of September 2024. This suggests that while the internal negative momentum requires management's immediate attention and stricter loan recovery measures to reverse, the bank still maintains a healthier loan portfolio and better credit risk management than the average private sector peer.
Overall,



The presented analysis suggests deteriorating profitability and rising risk despite maintaining better-than-average asset quality. The clear downward trends in ROA and ROE signal significant issues with operational efficiency and effectiveness in generating returns for shareholders from its asset base. Concurrently, the increasing Debt-to-Equity ratio indicates a concerning rise in financial leverage and solvency risk relative to the industry. While the high liquidity indicated by the lower LDR and the relatively low NPL ratio (compared to peers) provide some immediate stability, the overall picture demands immediate management action to arrest the negative trends in core profitability and rising systemic risk.
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[bookmark: _Toc214822862]5.1 Recommendation
Based on the analysis of the report and my personal experience in Dhaka Bank limited, Mirpur Branch, there are a few recommendation that might enhance the credit management efficiency, profitability and overall service quality.
· Strengthening post-disbursement monitoring: DBL should improve their post disbursement monitoring through more frequent field visits, right follow-up and time tracking which could strengthen their CRM and reduce NPL growth.
· Expansion of Quality Lending: DBL’s ROE and ROA suggest a lack of quality lending.  Through that DBL should improve their quality lending.
· Reduce operational delays: As the loan approval depends on head office and an extensive research on the company, the operational delay could be reduced by more delegation and atomization.
· Technological upgrade in Credit sector: despite the deposits becoming automated or online, the credit management is still done mostly manually. The higher technology optimization could lead to more swift delivery of the credit.
· Improving customer communication and transparency: Due to the lengthy process of credit approval, it can easily create misunderstanding among customers. In order to improve that situation, it’s essential to have clear communication.







[bookmark: _Toc214822863]5.2 Conclusion & key facts
The internship at DBL Mirpur Branch has offered valuable insight into how commercial banks of Bangladesh operate their credits in a regulated environment. DBL follows a structured and well guided plan of Bangladesh Bank by all the steps. 
This report concludes that DBL maintains a strong credit discipline and average NPL performance including several other challenges such as, declining ROA and ROE while leverage is rising continuously with low asset utilization. In order to survive the competitive commercial banking industry of Bangladesh, DBL must strengthen their operation efficiency, improved credit growth, and strict recovery mechanisms. 
From the personal perspective, this internship significantly increased my practical banking skills, including documentation accuracy, customer handling, software usage and professional communication. My exposure toward both general banking and credit department allowed me grasp a wide view of banking operations. 
Overall, DBL’s credit management framework is sound strategic and perfectly aligned with the regulatory standards. With strategic improvements, profitability and asset efficiency, Dhaka bank can further maintain a sustainable growth in the market.
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