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Executive Summary
This report is on analysis of Bangladesh Banking Industry and analysis of the Dutch Bangla Bank Ltd. This report is prepared for the requirement of my BBA program and supervised by Dr. Md. Mohan Uddin, professor, United International University. The general objective of this report is to give an overview of the banking industry of Bangladesh particularly Dutch Bangla Bank Ltd. and the internship experience of the another. There are also some specific objectives which are to present the scenario of the banking industry of Bangladesh and Dutch Bangla Bank Ltd. and the internship experience of the author with some recommendations for those three particular topics.
This report is divided into 6 chapters. The first chapter will present the introduction part that means the introduction of this report, objective and significance of this report. The second chapter will present the Bangladesh banking industry. It will include some of the selected issues of the banking industry. Then the third chapter will present some information about DBBL. The fourth chapter is about my internship experience at DBBL. Then the fifth chapter is about my recommendations for DBBL and some recommendations for myself.

This report is mainly based on my observation and studies during internship period in the organization. I have tried in incorporate every kind of relevant information in my report. 
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Chapter: 1

Introduction

Introduction
Bank is very important in our life which has no doubt and also plays an important role in our busy life. So, in this report one chapter will cover our overall banking industry. This will also include some information about the history of Bangladesh Banking industry, its size, trend and maturity etc.

To understand the banking industry closely the author has observed one of the banks by working in that bank with the employees and now will try to put some information based on that observation. So another chapter will present the Dutch-Bangla Bank Ltd. To analyze this bank there are some important factors that have been selected and summarize the bank through these factors. This will include an overview and history of the organization, trend, growth, customer mix, some steps and strategies that can be taken to meet up the challenges and opportunities of the bank.
After analyzing the whole organization through personal observation it’s important for the author to give some recommendation for the betterment of the organization and for the self-improvement of herself. So the last section will cover with some recommendation for the Dutch-Bangla Bank Ltd to improve some of their facilities and then some recommendations for the author as some limitations that spoil his performance. So in this way the overall report will be prepared.

1.1) Background:
As we all know that in our country banking industry is still under developed banking system. The reason is services and customer care provided by the government owned banks keep the banking industry of Bangladesh far behind from any other countries in the world. In spite of these things, private banks are trying to follow the structure and framework of the developed countries so that they can make a noticeable development but some inexpert and political issues imposed by the central bank that means Bangladesh Bank have often spoiled these attempts taken by the private banks. The outcome is the banking system fostering corruption and illegal monetary activities by the political powerful criminals and at the same time making international transactions difficult.
A recent article from Prothom Alo have shown that in the last two years Bangladesh’s economic expansion has been increased which is very much impressive from the perspective of the GDP growth rate which was seven plus both years. It also said that how our banking sector is being the worst performers day by day in case of the NPLs (non- performing loan), CRAR (capital to risk weighted ratio). The basic reasons behind all these are “corruption and efficiency”. They are the main reasons.

The banking industry and overall analysis are done taking this position in consideration. The different factors, trend that affecting the banking industry and taking a particular bank to understand the performance of a bank will be presented in this report.  
1.2) Objectives:
The main objective of this report is to give an overview of Bangladesh Banking industry, Dutch-Bangla Bank and internship experience to the reader also.
There is also some specific objective of this report which is given below-

· From this report we can assess the present situation of our banking industry.

· If anybody wants to know about DBBL present situation or scenarios, then this report is for them

· Here, DBBL will find some recommendations for themselves for their betterment.

· The reader will get the internship experience of an intern.

· When the author will read this report he/ she will get recommendations for him/ herself.

· If anybody wants to know bank more thoroughly this report will definitely help him/her.
· It will help my future career to have possible exposure.

· How to apply academic knowledge in the practical field, then this report will give some basic ideas.
1.3) Significance:
There is no doubt that the significance of this report is so much as a student gets his/ her first time real world experience which will help him in the future job. This report will in include the analysis of Bangladesh Banking industry, analysis of DBBL and my internship experience. As it has 3 credits so obviously this report is very much important for me to complete my BBA. It can also be important for banking industry as it has different types of information about a bank and they can compare their function with that bank.

As I have done my internship in DBBL, so my report is according to DBBL. Here they can see I have recommended something and I have mentioned some problematic function of DBBL and also good side of their organization. So good side will encourage them to take their organization go ahead and the problems will make them alert. Besides, another student who are going to do their internship report next semester, they can get some knowledge how to do the report also about organization if they want to do internship there.
On the other hand, this report is very important as by the help of this report the author will get an opportunity to bring her opinion in front of the reader and will get a feedback whether the presentation of the information was good or not. The significance of this report for outside people is they will know about a bank and also DBBL. Those who will do their internship very soon it will help them a lot as they will get some knowledge.
Chapter: 2

Analysis of the industry

2.1) Specification of the industry:
In this chapter I will cover overall banking industry in Bangladesh. As we all know that Bangladesh Banking industry is now in the growing stage. Every year we see different private banks are launching and existing bank are opening new branches all over the Bangladesh. Now we see that customers of the bank are very high and when I was in DBBL, every class of people come to the bank and wanted their new services. So, for the bank new trends banking services are getting more updated and easiest.
2.1.1) History of Bangladesh Banking Industry: 
Bangladesh received its banking structure from the British regime and had 49 banks and other financial institutions before the partition of India in 1947. After that a total of 6 branches were in notice. Additionally, there was Mymensingh, Narayangang, and Rangpur branches after the 6 branches were opened. The first bank in Bangladesh was established in 1846, named as Dacca Bank. Their operation was so limited that it didn’t engage in issuing banknotes. During independence of 1971, Bangladesh Banking system has two branch offices of the former state bank of Pakistan, seventeen large commercial banks and there were also fourteen smaller commercial banks.
The Bangladesh Banks nationalize order enacted in 1972 nationalized all banks except foreign banks. Six nationalized banks were formed by merging the existing banks of the period. Economic history shows that the development has started everywhere with the banking system and its contribution was highest at the initial stage towards the development of a country. The rate of growth and development of the banking industry in the country was extremely slow until 1983 when the government allowed to establish commercial private banks and started to denationalize. 
Modern banking system plays an important role of a nation’s economic development. Over the past few years the banking world has been undergoing a lot ups and down due to deregulation, new technological innovations and mostly importantly globalization. These changes had brought some revolutionary changes in a country’s economy. It’s well recognized that there is a need for better, qualified management and better trained staffs in this competitive market. Bangladesh is also going with this flow and following trend as the banking sector Bangladesh is facing challenges from different sides to bring a bright future.
2.1.2) Types of Bank:
In the banking sector of Bangladesh, it’s primarily two types-

Scheduled Bank: This kind of banks are those who get license to operate under the banking company act 1991. This bank has more types and these are- state owned commercial banks, specialized banks, private commercial banks, Islami Shariah banks and foreign commercial banks
Non-scheduled Bank: This bank is different from scheduled bank as it can’t perform all the functions of scheduled bank. This type is bank is for special and definite objective and operate under the acts that are performed for meeting up those objectives. This type banks are- Grameen bank, Probashi Kallyan bank, karmasangsthan bank, Progoti co-operative land development Ltd. And the Ansar VDP bank.
2.2) Size, trend and maturity of the industry: 
Different countries banks have different type of size, trend and maturity. Bangladesh also different from them which is given below-

2.2.1) Size:
Market size of a banking industry can be measured by many ways in Bangladesh. It can be measured by Total Revenue, Volume of production, number of customers and so on and from my Dutch Bangla Bank and website I got this information.

2.2.2) Trend:
In the recent trends, throughout the year in deals in managing an account area have changed drastically. In early days managing an account in more like restricted in paper work and more like doing physically. Things have changed quickly, now a large portion of the bank utilize online framework to keep a record of the client which I saw sharply at the time of my internship how officers keep the client’s record. Nowadays mobile banking is getting so much famous as it’s easy. Dutch Bangla Bank and also 27 banks have license to open mobile financial services and out of that 19 have started to operate and DBBL is one of them. BKash is also a better way of transactions which has become popular in our Bangladesh. Not only bKash but also mobile banking has made the money transfer easy and in our village people they most of the time like to pay money through bKash.
In our country E-banking is also a newest delivery channel of banking services. People can pay bill or fees through E-banking. Now this trend is seen in Bangladesh.
 2.2.3) Maturity:
Talking to my bank officers I found that our banking industry is now in growth stage. From the industry lifecycle we found that Bangladesh Banking industry in the growth stage although the shakeout stage does not seem too far. Because some characteristics of shakeout stage have noticed. But it can be said that the demand of banking services has increased past few years in Bangladesh which I noticed that in DBBL.
2.3) Seasonality:
From the website and bank I got to know what are the seasonality of the banking industry in Bangladesh follows and what are their pattern. These are given below-
· In Bangladesh, the basic pattern of bank is annual lows which is probably in late January to February.

· The loan season begins in March and it may rise up to May, generally peaking in early June.

· Then July to August the demand for banking services remains flat or slightly down.

·  After that, in October there comes a steady increase which remain up to first part of January.

· From DBBL I got the information that in our country banking sector experiences the highest return from March to April and from October through December.

· In our country bank stocks performs become worst in February.

2.3.1) Factors driving seasonality in the Bangladesh Banking industry:

There are some factors that are driving seasonality in the Bangladesh Banking industry. They are-

· Interest rates: First thing is interest rate. Because in 2008 when there was financial crisis, there had been a seasonal trend for interest rates. In spring and fall rates are to be lower and winter and summer it will be higher. So when the rates are low it’s the perfect time to finance. Spring time is the prime home buying season. That’s why March, April and May there is always an increase in applications for home mortgages.
· Investment services: Increased demand for the financial services is another factor. This demand occurs in December and already mentioned above first portion of January. At this time portfolio and fund managers have to do a lot of rebalancing and investment adjustment.
· Tax planning: This factor contributes to the seasonal rise in activity that begins in March, just prior to the 15th income tax deadline. So this tax planning also a factor which drive the seasonality of our banking industry.
2.4) External Economic Factors:
In my strategic management course I studied PESTLE analysis where it was given that how external economic factor affects our banking industry. There was written that banking industry and economy are tied. We all know that a growing economy is good for banking sector as well as a healthy banking sector can be good for the regional economy. In US economy it’s true that investment banks play a vital role in the regional economies. When there is mixed economies, large corporations and governments have to depend upon the investment bank as they have to raise their fund. Economy’s health depends upon the state of the economy, on the other hand economy’s health also depends upon the operation of the banking sector. So both are complementary. 
If inflation heats up, then purchasing power for the money people saved will be less because inflation makes money less valuable. Again, interest rate will rise in savings accounts, certificates of deposits and other products. Banks tend to pay less interest today but the annual percentage yield (APY) will be attractive.

2.5) Technological factors:
We know that we can’t think our daily life without technology. Technology has made our busy life easy. In our banking industry technology uses are also high. Without it bank is nothing. As I said that in DBBL I saw how they keep the client’s record. Now they do their work fully online. In DBBL I saw that when a client wants to know his/her account balance how easily officers find their account from computer and told their balance. On the other hand, when a client come to order or taking his cheque book how easily they are recording them on computer. Most of the banks are now offering their own apps to make the facilities of maintaining accounts, transfer of funds and payment of bills easier. In Dutch Bangla Bank I noticed that they have their own app for knowing account balance and ATM card. They have also online banking process where customer can know their balances from house. Debit cards are also changing. Users have to insert the card into the debit machine rather swiping them. These technological changes make it easier to take the services of the bank and even banks now utilizing technological because to compete with each other effectively every bank should take technological help.
2.6) Political, Legal and regulatory factors:
2.6.1) Political factor: In our Bangladesh political factors plays a vital role in our banking industry. Political issues always affect our businesses and daily life also. For their strikes, corruptions, trade restrictions, tariffs etc. always affect the bank. From the website Dhaka tribune, I found that “The number of non-performing loans (NPL) have been rising alarmingly and the reason is this political issues. Political corruption responsible for dire condition of banking sector. Because pf the political instability, the international investors don’t feel comfortable keeping their money as they are afraid of frauds and the example is HSBC bank as it’s a foreign bank. 
2.6.2) Legal factor: The banking industry globally is impacted by several laws and follows strict laws regarding privacy, customer laws and the trade structures to confirm frameworks in the industry. These structures are required for customers in the allocated and international users. From HSBC PESTEL analysis I found that our instability of legal system and lack of freedom of the judiciary has impaired the growth of the economy as investment have slowed down. Our law and order situation has become worst. They claimed that their potential investors have backed out and the recent investors are facing threats and insecurity. The recent past is filled with the bomb blasts and attacks on foreigners and since HSBC is a foreign bank, it too has been threatening and still faces fears.
2.6.3) Regulatory factor: The overall situation in our country’s banking sector has not improved much due to lack of monitoring, poor internal governance and inadequate data assessment system and all these things said by our experts. One of the expert Toufic Ahmad BIBM director general said that lack of good intention of board of directors and senior management of the banks was the most important barrier to making an independent and strong internal control and compliance system. He suggested that to establish a robust, sustainable and resilient banking system, the banking governance especially the internal banking governance must be improved and supervisory and regulatory grip of Bangladesh Bank should be strengthened. 
2.7) Barriers to entry:
This is one of the five forces model of Porters. Barriers to entry in financial service markets includes licensure laws, capital requirements and access to financing, regulatory compliance and security concern. The banking industry if Bangladesh is still in the growth stage. So threats of entrance of potential competitors are quiet high. In our country, existing companies have set some entry barriers to those competitors and made it costly that’s why it’s so hard to enter into banking industry. The main barriers are brand loyalty, economies of scale and government regulations. Now in our country there are so many banks, so it’s not easy to come and make your bank famous so easily. As there are some well -known banks so it’s harder for new entrants to make their bank famous. People don’t trust every bank so easily so creating trust among them is really difficult for new entrants.
2.8) Supplier Power:
We know that capital is the main resource for a bank and also for suppliers. The supplier supply this in the banking industry and these are deposits, mortgages and loans, mortgage-backed securities, loans from other financial institutions. Through supplier’s banks get this capital and utilize these to give service to customers to meet their borrowing needs and also reserve enough capital to ease their withdrawing needs. But one problem is the power of this suppliers often fluctuates between medium to high and the reason is their power highly depends on market. Those depositors who have big amounts have strong power in determining interest rate of their deposits.
2.9) Buyer Power:  
In DBBL I asked what are the main buyer of a bank and they said creditors are the main buyer of bank. It’s difficult for a bank to switch customer from other bank to their bank. But the problem is switching cost is higher so some banks often lower their switching cost that can attracts people to shift their bank. In our banking industry internet has increased the power of the consumer in the banking industry. The internet has made easier and reduced the cost for customers to compare the prices of opening/ holding accounts as well as the rates offered a various bank. Now we can transfer money from one place to another in a minimum cost via internet and also make switching cost very low in terms of time and capital. So the creditors who have big amounts have strong power in determining interest rate of their credit amount.
2.10) Threat of Substitute: 
In terms of threat of substitutes in Bangladesh, the banking industry faces an increasing number of substitutes even though deregulation has brought massive mergers and acquisition. The reason is the ability of modern telecommunications to eliminate distance that often hindered foreign banks with no branch networks in local markets. The number of substitutes are not many in Bangladesh, but the government has not been able to come up with any innovative saving schemes to attract the general public, therefore there are reducing the threat of the substitute of the banking industry.
2.11) Industry rivalry:
This force is the major determinant on how competitive and profitable and industry is. In competitive industry, firms have to compete aggressively for a market share, which results in low profit.

Bangladesh banking industry is growing day by day and that’s why competition is becoming stronger. Rivalry in existing competitors of Bangladesh banking sector is very high. So many banks are doing well in the market they are giving tough competition to the existing top level banks.
2.12) Summary of challenges and opportunities: 
· Challenges: In our Bangladesh bank in a global perspective is facing new challenges for every single day that are passing or coming in the future. I think the big challenges are meeting customer’s expectation, facing competition among the uprising fin-tech companies. Increasing regulatory pressure etc. this will give some serious challenges to the banking sector globally. So the traditional banks need to evaluate and improve their operations so that they will be able to keep up with the pace of change in the banking and financial industry today and the upcoming days.
· Opportunities: Opportunities of banking industry in Bangladesh are many. But the point is our banks need proper management of fund and should use the opportunities with efficient skills. For example, in our country there is a great opportunity to become a major sector of national economy. As our country is an over populated country and it has some advantages in accelerating expansion and growth of Bangladeshi banking sector. Our banking industry can ensure proper quality of the product as per requirement of the global market. In our country there is no Japanese bank among ten foreign banks so they have a big opportunity to open a bank or their branch in Bangladesh.
Chapter: 3

Analysis of the organization
3.1) Overview and history:
Dutch-Bangla Bank is Bangladesh’s most innovative and technologically advanced bank. It stands to give the most innovative and affordable banking products to Bangladesh. Amongst banks, Dutch-Bangla Bank is the largest donor in to social causes in Bangladesh. DBBL conducts all types of commercial banking activities and renders all types of personal and corporate banking services to the customers of all strata of the society within the framework of Bank Companies Act 1991 and rules and regulations laid down by Bangladesh Bank from time to time. On the other hand, DBBL stands as one of the largest private donors involved in improving the country. DBBL is proud to be associated with helping Bangladesh as well as being a leader in the country’s banking sector.

DBBL started operation is Bangladesh’s first joint venture bank. The bank was an effort by local shareholders spearheaded by M Sahabuddin Ahmed and the Dutch company FMO.
Dutch-Bangla Bank was the first bank in Bangladesh to be fully automated. The Electronic-Banking Division was established in 2002 to undertake rapid automation and bring modern banking services into this field. Full automation was completed in 2003 and that’s why introduced plastic money to the Bangladeshi masses. DBBL also operates the nation’s largest ATM fleet and in the process drastically cut consumer costs and fees by 80%. 

Even with a history of hefty technological investments and some even larger donations, consumer and investor confidence has never waned. Dutch-Bangla Bank stock set the record for the highest share price in the Dhaka Stock Exchange in 2008.

3.1.1) Mission of Dutch-Bangla Bank:
According to annual report 2017- DBBL engineer’s enterprise and creativity in business and industry with a commitment to social cause. “profits alone” doesn’t hold a central focus in the bank’s operation, because “man doesn’t live by bread and butter alone”.

3.1.2) Vision of Dutch-Bangla Bank:
DBBL dreams of better Bangladesh, where arts and letters, sports and athletics, music and entertainment, science and education, health and hygiene makes all our lives worth living.
Global banking has changed rapidly and DBBL has worked hard to adapt to these changes. DBBL’s essence and ethos rest on a cosmos of creativity and the marvel-magic of a charmed life that abounds with spirit of life and adventures that contributes towards human developments.
3.1.3) Core Objective:
The core objective of DBBL is believes in uncompromising commitment to fulfill its customer needs and satisfaction and to become their first choice in banking. Taking cue from its pool of esteemed clientele, Dutch-Bangla Bank intends to pave the way for a new era in banking that upholds and epitomizes its vaunted marques “Your Trusted Partner”. 

3.1.4) Business Objective:
From DBBL I found that their business objective is to make sound loans and investment so that they can get more profits. They want to ensure their recovery of all advances 100%. They also want to adopt appropriate management technology and want to a satisfied work force.

3.2) Trend and growth:
In this few years Dutch-Bangla Bank’s trend and growth has changed. The figures are given below-
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Figure 3.1 The growth of Fast Track

This figure shows that the growth of fast track services. As we know that fast track is now new trend services and it is all over the Bangladesh. It provides faster and quick services and it’s important for those who cant come to bank at day time especially for jobholders. Here we can see that in 2017 DBBL have 780 fast tracks compared to 708 in 2016. 
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Figure 3.2 The growth of ATM
ATM means automated teller machine which DBBL started its services in 2004. When I was in DBBL I noticed that most of the customers came to their ATM services and wanted to know the services. The figure shows how their ATM service increased from 2016 to 2017 and it’s 4,331 to 4,467.
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Figure 3.3 The growth of POS Merchants

POS business team acquires new retailoutlets and installs point of sales machines in the outlets. DBBL Nexus, VISA, MasterCard, Union Pay, Discover, Diners Club Card users can make transaction through EMV readable POS machines. The 3.3 figure shows that growth of this point of sales merchants which has incresed by 17,227 to 18,426 from year 2016 to year 2017.
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Figure 3.4 The new trend of Mobile Banking
Nowadays mobile banking another type of trend which people are using in our country and DBBL launched it in 2011 and this figure is showing that how many people are using this and the number of its transactions and customer. People are now comfortable using it for their money transfer. The growth of Mobile Banking transactions 2016 was 514,313 and 2017 is 916,703. The number of customers in 2016 was10,300,419 and 2017 is 14,116,480.
[image: image7.png]‘Agent Banking.

[—
f—

No.of Agent Banking
Customers 788260 W2 s

Amaunt o Agent. Hosa 45269 18RI
Banking Transaction (mitior) (mition)




Figure 3.5 The new trend of Agent Banking
This is another trend which was started in 2015. It’s a deposit based services. The main purpose of service is to bring the rural people under the banking system as they are not much connected with bank and they are quite successful as this figure showing us the increasing number of agent banking customers and transactions. Their customers increased by 114.42% and transaction increased by 188.37%.
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Figure 3.6 The growth of SME Financing

In the context of Bangladesh, the development of Cottage, Micro, Small and Medium Enterprise (CMSMEs) can be considered and ensure the rapid industrialization. Since inception, DBBL is constantly working for the betterment of the CMSME sector of the country. DBBL has a well-organized and fully functional SME Division equipped with efficient manpower and is actively supporting this industry through its widespread network all over the country. In this it shows that the growth of SME financing and that’s 23,720 to 26, 268.
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Figure 3.7 The comparison of Agricultural Financing
DBBL has a target which has set by Bangladesh Bank for for disbursement of agricultural and rural credit and the amount is TK. 3,230. Bangladesh Bank told them to finance in crop, fisheries and other sectors. Year wise disbursement of agricultural financing was TK. 3,547.5 million in 2017 compared to TK. 2,578.6 million in 2016.
3.3) Customer Mix:
The customer mix of DBBL is mass customer. Their customers are from low to high income. They target different segment of clients for different deposit products and loan schemes. Their customer mix ia-

· Corporate Clients

· Small and Medium Enterprises

· Non-Banking Financial Institution

· Banks Individual/Retail clients

· Institutional Clients

· Government and Non-Government Organization

3.4) Product/Service mix:
Dutch-Bangla Bank provides different types of product and services. They try to bring new products or services to us. Their products and services are given below-
· Electronic Banking: 
DBBL is the first bank in Bangladesh who is fully automated and introduce electronic banking. In 2003 the automation was fully completed. Now a DBBL client has unrivaled access to banking from any DBBL branch, ATM and POS. These charge are free and affordable for everyone.
· ATM Booths of DBBL:
DBBL operates the largest ATM networks, more than 849 ATM Booths. The clients have unlimited and free access to all DBBL ATMs nationwide. The clients who use the ATM card some charges are there which cut every year. DBBL cards are NEXUS Pro Cards which makes the card the most secure and faster than any card worldwide. Then they have Debit Card and it’s the market leader. All DBBL debit cards gives unlimited and free access to all DBBL ATMs and POS nationwide. On the other hand, they have Credit Card, the most secure and credit card in the market. It offers greater flexibility for international travel in locations which do not accommodate DBBL debit cards.
· Internet Banking:
This is another kind of services of DBBL. Through internet banking customers will be able to view the list of current, saving, term deposit and loan accounts with the current balance. Customers also can choose a particular account and see the account details which includes unclear fund, limits and interest accrued etc. besides they can transfer funds from one fund to another within the bank. Another things customer can do through internet banking is open/modify term deposit, loan repayment, statement request, cheque book request, stop payment cheque, interest rate inquiry, change password etc.
· Remittance services of DBBL:
When I was doing internship in DBBL, I noticed that so many customers were come for remittance services. From U.S.A, UK, German, U.A.E, Italy and countries people sent their money and their relative or friend come to bank to take the money. Western Union is also there.
· Mobile Banking:
DBBL was the first bank who offer banking faculties through a wide range of mobile phones. SMS is an unsecure method to do mobile banking. That time DBBL recommended to use a HTML browser found on many mobile phones to access internet banking facilities.
· Life Line products of DBBL:
DBBL has a life line products and it is Clean Credit Products where no cash or personal guarantee needed. Under this product there are some product line which are discussed below- 
i. Health Line-  For hospitalization or other emergency medical needs to purchase body fitness equipment this product is important.
ii. Education Line- It helps students for higher education purposes, tuition fees or to purchase computer.
iii. Professional Line- It help to purchase professional equipment or for office decoration.
iv. Marriage Line- To meet marriage expenses for himself/herself and to budget for marriage it’s important.
v. Travel Line- It’s for family trip, abroad or in the country, honeymoon trip.
vi. Festival Line- It helps to enjoy the festive period and holidays, gift for the family, relatives.
vii. Dreams Come True Line- This line basically for purchasing TV, fridge, furniture, home theatre, motor cycle, AC and for decorating own home/car.
viii. Car Line- This line helps to give loan for fulfillment of parents need /dream and to purchase economy car for the family.
ix. General Line- This is for any other legitimate purposes which do not fall under the above specific lines.
x. Auto Line- This line is for purchasing new/re-conditioned car and refinancing of availed car.
xi. Home Line- it’s for purchasing flat, construction of building etc.
· Regular Deposits Products:

There are different types of deposit and the lists are given below-

[image: image10]
                                      Figure 3.8 Regular-deposit products List
· Fast Track Services:
DBBL fast track is an expansion of branchless banking facility which has now turned into a style for all players in the banking industry. Now people are prone to use branchless alternative delivery channels. In November 2009 fast track was established to offer integrated banking flavors away from branch. The functions of the FTs are cash withdrawal, cash deposit, account opening, cheque deposit, mobile banking account open, make request for blocked card, cash withdrawal from ATM.
· DBBL Agent Banking Services:
Agent banking provides limited scale banking and financial services to the underserved population through engaged agents under a valid agency agreement, rather than a teller/cashier.
i. DBBL Agent Banking Product:  Biometric Deposit Plus Scheme and Biometric Fixed Deposit Receipt are the main products. 
ii. DBBL Agent Banking Services: They collect the small value of cash deposit and withdraw the cash, they facilitate small value loan disbursement and recovery of loans and installments, they inquiry the balance, ATM withdrawal, merchant payment, E-com transaction, fund transfer, collect and process the forms/documents in relation to account opening, loan application, credit and debit card application from public and these kind of services done by agent banking.
3.5) Operations:
Dutch-Bangla bank has some operations and these are-

· General Banking Service

· Foreign Remittance Service

· Sanchaypatra Service

· SME Banking

· Credit Card Service

· Locker Service

· Bill Payment Service

· Internet Banking Service

· ATM Service

· Investment Service 

3.6) SWOT analysis:
DBBL has some strength, weakness, opportunities and threats. From authors point of view, the SWOT analysis is given below-

3.6.1) Strengths:
According to the authors the strengths is given below:

· Top Management: When I was in DBBL customers are satisfied with their management. They said that DBBL management is very high quality.
· Internal Bond: I saw that the officers have very deep relationship with their customers and employee also.
· Remittance Cost: Dutch-Bangla Bank allows all local remittances such as TT, DD, PO etc. on the DBBL cost.
· Low HR turnover: Their HR turnover is very low which is a strong point for them.
3.6.2) Weakness:
The weakness I saw and got from them is-

· Low Interest: I saw that DBBL DPS and CHESS gives low interest. That’s why some customers did not show interest to open the DPS/CHESS after listening the rate.
· Limited Market Share: DBBL market is still limited and from and they are trying to unlimited the shares.
· Dependency on Term Deposit: Most of the time they depend on term deposit.
· Lack of Credit Cards: DBBL credit cards are very few and facilities are not that much which I observed in Wari branch.
3.6.3) Opportunities:
DBBL opportunities are-

· Investment in SME Banking: In SME banking investment they are doing very well and recently DBBL Islampur branch they have done good investment.

· Creation of Brand Image: We all know that Dutch-Bangla Bank has a very well brand image. Everybody knows it very well and it’s one of the famous bank in Bangladesh.

· Online product and services: Their online product and services are really good as their main focus is online banking.

· Dual Currency Credit Cards: DBBL has both Bangladeshi and other currency credit cards.

3.6.4) Threats:  
The main threats of Dutch-Bangla Bank are-

· Increasing Cost of Fund: Their cost of fund is increasing day by day. For cope with new trend they are doing cost of their fund.

· Increased Market Competition:  Now in Bangladesh banks competition is very high. New banks are coming and existing bank are all time launching new product and services which making DBBL more competition. Standard Chartered still has target market share and they are main competitor.
· Market Pressure: They have a market pressure for increasing SLR which is a big threat for them.
· Compensation Package: There is a little compensation package of the employees from mid to the low level which is a threat for employee motivation. That’s why some quality employees leave which affect organization as a whole.
3.7) Steps/Strategies to meet the challenges and opportunities:
DBBL should take some steps/strategies to meet the challenges and opportunities and these are-

· They should arrange proper training program for their employees so that it can make them more effective and skilled employee.

· The deposit products and loan scheme need to be promoted as the clients can know the feature and benefits of the products.

· They should maintain their network system so that they can’t hamper the works during rush hours.

· Their cash counter is not fast enough that’s why people get angry on them so their counter should try to provide fast services.

· They should focus more on grabbing large loan applicants.

· They should maintain and share accurate and useful information.

· The very important thing is taking review from customers and what is their main needs and working on it should be their strategies to meet the challenges and opportunities.

Chapter: 4

Internship Experience
4.1) Position, duties and responsibilities:
As a student of BBA with the basic of my course, for my internship, I was founded Dutch-Bangla Bank Ltd to Wari branch from Dhaka. On the general banking (GB) sector, I am there apportioned. To work subsequently, my duties all are on general banking activity. In the course area practical experience gathered where it’s essential for anyone. I have learned many things about General Banking. Every bank employee helped me to understand the work efficiently. Through my internship period, I have operated in different units. I have worked from 9:30 am to 5:00 pm every day in my internship program.
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· Fill up account opening forms of Saving and Current Account.

· Fill up Account opening forms of Student and Salary account.

· After receiving cheque requisition slip have to enter the account no and name in the cheque issue note book, also I have to find the cheque book of customer from trunk and put branch seal and endorsement seal.

· Have to entry client’s name along with account no & ATM card no on registration copy.

· Have to sequence all the closed forms twice a month.

· Fill up the remittance form who can’t write.

· Have to put clearing seal on the deposit slip which bank keeps.

· Sometimes I have to go cash counter for some customers who are in a hurry and can’t maintain the line for cash counter.

· Sometimes I have to write deposit slip seeing the cheque of customer who doesn’t know how to write.

4.2) Training:
Dutch Bangla Bank is one of the best and having a good position in the market. I was lucky to get the opportunity to do my internship there. From the very first day of three months’ internship period I have experienced so many new things and learned a lot from them. Although I didn’t get any formal training but they answered me every single question of mine and cleared my all confusions. They gave me all the information I needed and with that they taught me the things I should know. All the departments were individually helpful. It can be called informal training whatever I learned from them and now I can say that I have a good knowledge about the activities of a bank. Throughout my whole internship period I got the chance to know so many people and learned how to deal with different people and how to handle different situations. So I can say that my internship period was like a training session for me. All the time it was like training program for me, facing new problems and new work was making me like an officer. So these three months were like a training program for me.
4.3) Contribution to departmental functions:
From the very first to the end and I have worked in different departments and contribute my level best to the improvement of the bank. They are discussed below in department wise-

4.3.1) Front Desk: I made the account opening process as swift as I can through feeling up the forms faster by the clients. I also process cheque books and kept the record. I helped in client service by giving them their required information’s. Some people who can’t write voucher I have to write it. I also provided ATM card, taking the card serially according to number and recorded it on the book.

4.3.2) Remittance Department: In the remittance department I helped the clients to fill up the form and make the process fast. Whenever there is a need to any queries of the client I tried my level best to help them whether it’s about the documents needed or any other queries about remittance process. I also kept the daily record about the clients of that particular day.
4.3.3) Clearance: I helped in the whole processing of cheque as per requirements. I have also done voucher sorting and auditing in a daily basis. I have also give DBBL seal and clearing seal on the voucher and cheque. I give my signature on the for authorizing. 

4.4) Evaluation:
While working at the bank as regular employee sometimes I worked perfectly but sometimes I made some mistakes. I gave my full concentration on my work and my work has been praised by all, they always said I am hard worker and punctual. They always motivated me, although I have made some mistakes.

Starting from the GB (General Banking) of Dutch Bangla Bank Ltd. Wari Branch to the clearing department rotated me after a certain period so that I can have the experience of all the departments. They praised my work as I worked there like a regular employee and helped them to make their task swift. I have always tried to make their work faster which they liked a lot. Specially the Deputy Manager praised me a lot, he had always noticed my work. So, in my last day of bank I got so many praises from officers which was truly motivating.
4.5) Skills applied:
As an intern my works at Dutch Bangla Bank was limited. As banks work with every matters, so I was always there to assist them. But sometimes I have worked as officer. I can say whatever they taught I got them very quickly.

I observed their works for a certain time after that capacity to deal with the clients in absence of the officers. I am a quick learner and I can say that it’s one kind of my another skill for which I didn’t face any difficulties learning any new things rather my works has always been praised by all. Sometimes they got surprise when I did something but they didn’t teach me and they praised this kind of habit of mine.
4.6) New skills developed:
Throughout my whole internship period I have developed so many new skills which are so helpful and needed for me. Before entering into the bank I have only few knowledge about bank and now I have much knowledge about bank which can help me in my future life. My senior officers and Deputy Manager were so much helpful and all the time they motivated me and that’s why I could develop myself with so many new skills.

The first thing that I have developed is talking with new people and senior officials. I had the fear of dealing with new people, behaving in a corporate way. First time I was so confused about some things like which one is deposit book, deposit slip and cheque book as I never used them so I had zero knowledge and now I know them very well. Then there are some forms like Bank Statement, DBBL Card, Cardholder Request Form, RTGS, Two Factor Authentication etc. So I had to give them to the customers when they demanded but at the starting time I didn’t know which form is what and which purposes I have to give them, then step by step I got that and I didn’t need to ask my colleagues which form I have to provide to the customers.
I got the opportunity to work on my weakness practically which will definitely help me in my future. The officers of that branch helped me in this case.

4.7) Application of academic knowledge:
Internship is somewhat connecting the corporate life with academic life. During the internship period the academic knowledge of a student helps a lot. So how the author applied the academic knowledge is given below-

· General Banking: This area of any bank is the main part of that bank. Clients can have any information related to banks from them. At the front desk I used my academic knowledge while doing DPS and FDR. There is a need of calculating interest rates for a specific person at a specific for a specific period. It can be 3 months, 6 months, 1 year, 5 or 10 years. I had to calculate the interest rate on the amount they are opening the FDR. That means the interest rate they are going to get and what they are going to get when the FDR will be matured. So these things I have used in the General Banking section.
· Credit Department: In the credit department the main thing is they give loans. As I didn’t work there because they think it’s very critical section but I always went there and took ideas as I already have little bit idea from my academic knowledge. I tried to get more knowledge. There is some scheme of that bank and for every scheme the interest rate is different. As I have academic knowledge about loan so when customers want to know about loan I can easily tell them about which loan is what and the interest rate and how they have to pay them.
Chapter:5

Recommendations
5.1) Recommendations for improving departmental operations:

After working Dutch Bangla Bank, I have observed some problems faced by the officers while working. So, I have some recommendations for bank to improve their departmental operations. These are as follows-

· Their customers service is very slow and they don’t call them according to serial rather they call them by their services, sometimes people get angry on them.

· In the cash counter area is also slow and sometimes they don’t open all counter. That’s why there always create a rush. People sometimes don’t deposit or withdraw cash because of this rush and they get very upset.

· They should update themselves technologically. I observed that their machines are not up to date which hamper their daily operations.

· They should recruit more employees for their front desk as there is always a rush of client service.
· They should manage some sports and recreational things as all day hard working makes them so tired and they feel so irritating. So, I think they should give them some time for refreshment.

· Management should think about employee satisfaction. Because if they are not satisfied they will not work properly and I have noticed some employees that they are not encouraged to do their work as they are not getting any satisfaction. So bank should think about that.

So, these are the recommendations I would like to give DBBL Wari Branch.
5.2) Recommendations for improving self-performance: 
I have also some recommendations for myself as I found some limitations which spoiled my performance. So, the recommendations for myself would be-

· I should be more confident about my works and I am always afraid of raising questions.

· Sometimes I get nervous when I fall in a new situation which spoils my performance all the time. So, I should be more confident about my work.

· I think I should control my patience more because I saw when some customers were very rude and not well mannered I showed some reaction of mine which is not good. I should learn from my officers how they deal with them.
So these are the recommendations I had for myself and Dutch Bangla Bank as well. I gave these recommendations for DBBL from my personal observation. What I saw and what I felt, I kept that record before and according to that now I am giving these recommendations. The suggestions I got from the bank and from my personal realization and I gave these recommendations for self-performance because I realized its importance.

Chapter: 6

Conclusion

[image: image12]
every bank has their unique strategy, which jumper’s cable to their aim. Some wishes to develop quicker and attain some long range mountains of growth. On the other hand, some can’t want to lead a silence life history minimizing the risk of infection and convoy a mental image of a sound bank. Dutch Bangla Bank Ltd. still quite new in its operations. The financial analysis of the bank is performing well; appears the bank is doing very well. When I was there the customers used to say that according to them DBBL service is very good and fast also compare to other banks. Nowadays this bank is in the better position and competing with other bank. But there are some obstacles also which they are trying their best to cope with that.
It’s not possible to everything about an organization in just few months. I have tried my best to gather knowledge as I can gain, it’s more difficult to evaluate the overall organization because a branch is controlled by the Head Office. As a result, I can show only one branch and its activities in my report.

My internship program is very important because it’s my first time real life working experience. My internship repost is also important because I have put my personal observation there and also tried to analyze our banking industry using my academic knowledge.
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· https://www.indexmundi.com/bangladesh/economy_profile.html

· https://cpd.org.bd/estimating-womens-contribution-economy-case-bangladesh/

· http://www.academia.edu/34969653/Banking_Sector_of_Bangladesh_-_An_Overview.docx

· https://www.slideshare.net/Tahmina_Akter/bangladesh-banking-industry-analysis

· https://www.bb.org.bd/fnansys/finmarket.php

· https://www.investopedia.com/ask/answers/052915/banking-sector-subject-any-seasonal-trends.asp

· https://pestleanalysis.com/pestle-analysis-for-banking-industry/

· https://www.dutchbanglabank.com/investor-relations/Annual-Report-2017/Annual-Report-2017.pdf

· https://www.google.com/search?q=industry+life+cycle&source=lnms&tbm=isch&sa=X&ved=0ahUKEwijwKrB69reAhWFeisKHV5ICfQQ_AUIDigB&biw=1366&bih=626#imgrc=scVlL3OY6GpOGM

· http://www.assignmentpoint.com/business/finance/report-on-banking-activities-of-jamuna-bank-limited.html

· Personal Observation and informal interview with the officials.
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In DBBL I had done a survey questionnaire which is given below-

Survey Questionnaire
[image: image15.jpg]Durcn BanGLa BANKING SURvVEY

Branch Name: ..
Customer’s Name:

Service Area : Respondent Type
O Cash Area/ Teller Service O Customer

O Customer Service / Query BN e
O Relationship Manager

Please Tick (¥') your answers

\ 1. Did Our officer serve you as you expected ?

| Bl
| O No
| 2. How would you rate the overall service of this Branch ?
| O Good
| O  Average
| O  Poor
3. What do you think about the timeliness of receiving the desired service?
O  Good
O  Average
| O  Poor
| 4. How would you rate the premises of this Branch?
O  Good |
O  Average
O  Poor
5. Whatis the best thing you like about our product / feature?
O CA/SA
O FDR
O Loan
O AMEX
O  Others: ....

Your additional Comments / suggestions :

Signature

2

— |
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