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Executive Summary
Banking sectors in Bangladesh have much developed since the beginning of the banking era this country. It has engaged people’s life in many ways. Financial institutions are one of the major sources of government revenue and they are the heart of a nation as they play a vital role in the economy. Banks are one of the most important area among those financial institution. In recent in our country status is least development country to lower middle income country.  Used financial asset Banking Industry creates in our economy wealth, also our GDP increase day by day. The year of 2041 we all hopes Bangladesh became a develop country.
Here specified our commercial banking industry-when similar group of companies that provides banking related products and services in our economy. In recent, private sector bank trying to some initiative taken to developed more. We can see ABBL export increase rather than its import and they must belonging growth stage in our industry cycle. At present technology is the most important for banking industry. When big loan sanction political interference and government regulation most probably affected. Political environment like Hartal, Strike that impact banking performance and occurring loss. Technological innovation captured customer satisfaction and trust. Day by day increase ABBL POS, ATMs that can be more useful for their customer money transaction and mobile banking save time. Here also show Porters Five forces model that present buying power, threat of substitute, powers of suppliers etc. Now 2nd generation bank entrance in our market like- Southest Bank, Dhaka Bank these are the main competitor for ABBL. They capture market share and good brand image capture rather than 1st generation bank. It is the big challenge for ABBL and opportunity to improve customer service through develop new product and create more brand image to show creative Adds in electronics way and develop innovative technology.
AB Bank is the premier sector bank in Bangladesh it has been already passed 38 years. Although there are so many operating in the country and many more to come, but the competition among these banks is going higher and higher day by day. ABBL mother bank is Bangladesh Bank, their requirement ways AB Bank capital reserve rate more than 9%. Becoming a pioneer banking institution in our country it can be vision. This bank contributes our national economy also in our competitive market it can be provide superior services. This commercial banks offering its client different savings account, modern deposit, mobile banking, debit and credit card facilities, month to month scheme and so on. At present they open number of branch outside Dhaka and Chittagong city most probably they targeted rural customer. AB Bank products mainly Consumer and Corporate Banking based. Their customer mix is small to medium companies, entrepreneurs, corporate client etc. Day by day growth of total deposit ratio, remittance increase but now EPS decline, but 2020 their EPS increase compared to year 2018 and 2019. Their SWOT show internal and external their current position in our competitive market. In our banking industry ABBL has more strength, and their threat create political unstable environment, government regulation, money laundering etc. ABBL need to overcome this threat and take challenge.  
My internship experience has been for three month, this three month I got practical knowledge and experienced of banking related activities. Here I have mainly worked account opening department. Branch senior colleagues properly guided me, helps to understand their terms, different products and services, they evaluate my regular work daily basis, and proper direction provided me. Here I had to get informal training facilities. Some skilled applied here such as basic computer skill, communication skill etc. and some skilled developed when working here like- interpersonal skills and improve communication skill that helps to cope up with new environment. My academic knowledge helps to understand easily banking task, terms and activities. Bank and finance close to each other so, finance related all subject helped my work area 
Some recommendations include for improving banking operation and improving my-self performance. I recommended the bank management to provide continuously formal training facilities for their existing and new employee and intern for better performance and also recommended to provide proper compensation packages like promotion, recruitment etc. and their employee must need to provide qualified customer service. And they need to serious to their intern because they are the part of the bank brand image and performance. If the intern happy their banking environment then their self performance increase and they provide better service within their internship period. So, in our economic growth most essential is banking sector their contribution is more, day by day AB Bank modernized for their innovative products and service. AB Bank customer trust and confidence that helps to improve their profit because they most effective way traded their stocks. 
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Chapter 1
Introduction












1.1 Background of the Study:
The main part of this study is contribution of commercial banking industry in our economic sector and their relationship, their relationship mainly changes in our countries financial sector. Our country’s economic growth banking industry sector contribution is higher. 
Table: 1.1 Banking industry information
	GDP increased (1972-2018)
	$5.70 Billion to $285.82 Billion (US)

	The world nominal terms the BD. economy
	42nd largest

	The world Purchasing Power parity terms
	31st largest



At present Bangladesh status least development country -to- lower middle income country. Banking industry faced several challenges in our economic growth which are- our weak management and governance, poor leadership etc, but banking industry creates wealth in our economy used financial asset (Hold and Invest), they also invest both private and public sector in their financial asset. Banking industry always must try to maintain their public trust, because trust is very important.
If the banking industry develops automatically improve economic growth, these are related to each other. Our economic growth banking industry using some determinative those are money supply etc. If our banking industry financial sector developed then develop country’s economy.

1.2 Objectives of the report:
The objective of this report is-
· To provide detail information of commercial banking industry
· To analyze banking activities of AB Bank Limited
· To describe my internship practical knowledge and experience
· To provide some recommendations for AB Bank Ltd. departmental operations and myself

1.3 Significance of the report:
Practical work experience grounding carries a key significance when pretend to enter the job market. This internship reports to get connected and reveal our occupational network. In an internship great opportunity to learned more about my-self also it is a great understanding for my-self performance. Internships are the perfect way to my mark up resume through resume. Internship is a great way to apply the knowledge from the classroom to real world experience. This internship report is important for us and outsiders like management, other students, bankers etc. they can gather detail idea commercial banking industry related information of ABBL and internship experience related knowledge, and also gather overview, strength, weakness opportunities etc. of AB bank Limited.
This internship report mainly focus industry that means analysis banking industry and showing banking industry related issues that’s why policy maker, industry participant knowing everything banking industry related overall information. Also they take better decision that’s why this report is more significant.
This report I analyzed AB Bank Ltd. History, trend, growth, maturity, seasonality, SWOT analysis, operation etc. this analysis result I am include some recommendation. So if the company management read the recommendations they solve some problem. So this report is very much important for the management of the company this is why it is significant.
Also this report I present my internship experience and analysis this three month experience. This period I find out my strength, weakness. As a result this report working my future reference documents and also this report is very much significant future my-self improvements.

1.4 Organization of the report: 
First of all we can describe in this report banking industry, commercial Banking Industry plays crucial role in our economy. They create huge wealth in our economy investing financial asset in different sector. In our economy development commercial banking industry contributions is higher. Our GDP increased between $5.70billion (1972) to 285.82 billion (2018).
Then analyze company that means AB Bank Limited, it has been first joint venture private sector bank. The company type is public limited and total locations 104, their product is corporate and consumer banking types, here also show this company detail history, SWOT analysis, it’s departmental operations, and the company opportunity and challenges.  
The last one I describe my internship experience and knowledge that means positions contributions, evaluations, skills apply, training etc. during my internship period some skills applied as an intern such efficient time management, communications skills, theoretical knowledge applied. This time also developed my some skills that help my future corporate life. This report I provide some recommendations those are helps myself and improve company departmental operations.

 














Chapter 2
Analysis of the industry










2.1 Specification of the industry:
This report first stage is specifications of private banking sector of the banking industry. Industry consists of all the people and different activities involved in making a particular product and also providing particular services. That means group of similar companies that are related based on their products and services within an economy. Those banking industry faced political, technological, economic etc. factor in our global economy. 
Banking industry that handles financial transactions, cash, credit loan, etc. also offer different type of deposit, savings and other new products that can attract customer. It is a financial intermediary party that transfer funds form saver to funds user. So we can say, now a days banking industry offering wide range of financial service. This financial institution creates demands and accepts money to the general public. Bangladesh bank is the mother bank that controlling & operating currently all different banks. At present, market competitions have become an important role for the commercial banks that ensure quality and services.
 2.2 Size, trend, and maturity of the industry:
Industry size that refers market made how much revenue also include whole industry total competitors and total number of sales, total number of products, total number of employees. So we can say industry that have many different sizes or that can be same size.
Trend of the industry consists of new product developments, behavior of the consumer, competition, service, and other factors that impact the industry. Michael Porter five forces model is useful tool for measure industry trends, so trends that can be measured. Also trends in a business fashion, education, languages that means it’s a direction in an industry. AB Bank Limited 2013 to 2014 import decrease 10% and export increase 6%.
Maturity of the industry is a part of life cycle of the industry. This cycle refers to five stages in an industry that goes through introduction to decline stages. This various stages businesses operate, progress, prospects and fall within an industry. In this stages a particular industry currently remain plays an important role in the way investors view its future. Industry life cycle five stages are introduction stage that time sales begin slowly, then growth stage products demands must attracts new competitors also rapidly growth industry products ,gain acceptance, slows industry growth and products increases rivalry, fourth stage maturity of the industry that stage products demands level offs and several competitors dominated by industry, and last stage that is decline this stage industry products demand declines also competition more increase and competitor exit the market.AB Bank staying life cycle of the industry fourth stage because this stage there are many competitors, market competition is very high is this stage, if they staying the market so they need to attract the customer, need to create their product demand, because in present market their many competitor others bank such as Prime Bank, One Bank, Islamic Bank Bangladesh etc. So ABBL if lead the market they need to create their demand, and create their fund.      
2.3 Seasonality:
Seasonality refers to a group of companies that are related by their similar type of business operation that gain the majority of their income during a small number of weeks, months each calendar year.  For those business is fairly predictable that the annual business cycle. Seasonal industry only one or more than one high point rest of the year tends to be unprofitable. An economic sector majority of the operations take place just part of that year, whose income and sales must be fluctuate in repeat patterns in this year.
Banking industry such as retail and investment banks is seasonal trends. Agriculture and retail banking industry seasonality commonly associate. Global economy along with widespread, capital demand, established capital market etc. these are significant seasonal variation and fluctuations for specific industries that needs borrowing or funding. Seasonal pattern banking industry late January and February period of annual low or average worst performing month. This pattern loan and investment for demand etc. performance and financial sector in banking industry stocks over 20 year period. Bank investment stocks occur March to May that is highest average number of return and October to December months secondarily. So seasonality in interest rates factor driving seasonal pattern banking industry.
 2.4 External economic factors:
Wages, policies, laws, tax rates, interest rates etc. these are different economic factors. All those factors heavily influence future value of the investment. Externally occur outside all of these factors.
The economy are obstructed and the banking industry. The economy is getting up or only surviving recession during time. And affects capital banks can access also affects when customers spend or borrow funds at banks. The currency value create because of inflation affects then causes instability. Banks also affects globally because of exchange rate such as US dollar is stable currency that impact other currency, inflation rates, spending habits etc. in other countries.
Now the diseases of Corona Virus (COVID 19) around the world spread because of this reason banking industry faced some crisis like- export and import decrease, create liquidity shortage, increased loan defaulter, failed to open LC etc. And also unemployment problem increased more that is the economic challenge world-wide.
2.5 Technological factors:
How a consumer handle their funds that is technological factors. Banks offer a app that used customer transfer funds, pay bills on their smart phones or laptop, also bank employees scan cheque, signature etc. It helps to save paper and customer drive directly using this apps that handles branch these affairs. Even banks are utilizing technology within their workplace. Debit cards also changing, different type ATM card providing, POS (Point of sale) machine. POS machine one kind of technology that offers retail banking products. They are also provided chip card. Virtual meeting occur using internet it replace the face to face meeting. 
ABBL ATMs (Automatic Teller Machine): Here show how to increase number of ATM technology 2014 to 2018 years-
	2014
	2015
	2016
	2017
	2018

	238
	268
	272
	276
	280




Figure: 2.1 Number of ATMs
This figure we can see year by year ATMs technology increased, this is good sign. The year 2014 ATMs is quiet low but rather than higher year of 2018. 
Technology save consumers or customer time, spend unnecessary cost. AB bank other technology is internet banking that introduce 2011. Internet banking some feature such as account inquiry, mini statement, account details history, top up, online service, online shopping, fund transfer etc. this technology in turn save the use extra money, save use paper, gas spent form driving to and from banking location. AB bank limited provided AB direct service for their customer and save their customer time, extra transaction cost. And their employee also used scanner for different things scan, printer, finger print, different website, all customer G-mail collect to save paper because monthly transaction statement send their email address not necessary to print out transaction statement if there necessary, and also they provide different services using innovative technology.
2.6 Political, legal, and regulatory factors:
Political factors related governmental policies that can impact company’s bottom line such as environmental laws, local zoning laws, minimum wage laws etc. Political factor also includes Govt. policy, labor law, political stability or instability, trade restrictions, foreign trade policy etc. The state of the banking industry affects government laws. The government interferes in the banking industry sector, because political influences able to leaving the industry, the influences cover corruption between trade restrictions, tariffs, political stability, political parties etc. Governments take 45% tax in banking industry or financial institutions that is decrease growth in this sector. And also strike, Hartal that political environment affect the company overall performance and regular activities.  
Legal factor includes discrimination laws, employment laws, consumer protection laws, copyright laws, patent laws etc, legal advisor to help these kinds of things. The banking industry must follows strict laws concerning consumer laws, privacy of the customer, trade structure, patent laws etc. For international user and allocated country some structure required for customer or consumers. Bank concern must trade agreements, consumer laws and privacy laws legally and also banks must have excellent cyber security technology with banking transactions sector. 
Regulatory factors refer government regulation for bank to certain requirements, limitations and directions. It creates market clearness between banking institutions and the corporations and individuals. Regulatory factors focusing financial markets or financial industry that also focus capital and insurance market.   
2.7 Porter’s five forces model of ABBL:
[image: https://media1.picsearch.com/is?UIoH0yVxocGrYJn8bHy7oN2MHU71eAN4yZMMTab0X9c&height=321]
Figure: 2.2 Porter’s five forces
Porter’s five forces have been describe below-
2.7.1  Industry Rivalry:
Within the rival industry drives profits to zero in our traditional economic model ways. However, competition is not perfect and firms are not genuine passive price takers. Rather, ABBL strive industries, and strategic analysts are interested in these differences. Sometimes these differences give ABBL a competitive advantage while to others a disadvantage. These differences also pose a challenge to model across the board. Economists measure rivalry by indicators of industry concentration
· Bangladesh banking sector is more competitive and challenging
· In our country all banks profit earning level is not same
· Economic scale is closer 
· All bank provided same category services
For these reason degree of rivalry of banking industry in Bangladesh is high and it’s also increased day by day. ABBL has to face a massive competition.
2.7.2 Threat of Substitutes:
Substitute’s service refers to those services that provided by other financial organization they can be recognized or unrecognized but these organizations is existing threat for Dutch Bangla Bank, Southest Bank, Dhaka Bank. ABBL has to face threat of other banks products or services that are substitute of ABBL. Other financial or non-financial banks give services by 
· Provide financial service among customers.
· By non-banking financial institutions must provide financial substitute service.
· In our banking industry create threat substitute services 
· To attract customers other financial firms use substitute products and services.
Dutch Bangla Bank always gets threat of substitute service from other financial organization and multipurpose society like IDLC, Lanka Bangla, Friends Multipurpose Ltd. 
2.7.3 Buyer power:
Buyers’ bargaining power is high of Bangladeshi banking industry. Because of banking industry already stay in closer to mature level and they want to attract rival banks customer. For this reason ABBL’s customers are getting more bargaining power to switch another bank. In our country there are available banks and similar services they also provide
· Buyer is low switching cost
· The banking rule helpful for customer
· For getting better service buyer can easily move other bank
For availability of similar institutions and services buyer or customer of Dutch Bangla Bank is more powerful and they become threat of bank.

2.7.4 Supplier’s Power:
Supplier of banking industry refers the surplus unit from those ABBL collect money and lending those money to deficit unit. So suppliers have also bargaining power if they have higher amount of fund but they are huge in number. We all know producing industry related requires new materials supplier bargaining power. Between the firms and industry this requirements leads buyer and supplier relationship
Supplier if powerful can exert an influence on the producing industry, such as selling raw materials at a high to capture some of the industry’s profits. In a service sector like ABBL there is no direct supplier of raw material. However the supply of supporting facilities like cheque books, ATM cards, pin, furniture, stationeries, etc can give the same analogy.
2.7.5 Barriers to Entry:
We know that the banking industry of our country is staying in closer to mature level. So we can say targeted customers of new entry are those customers who already customer of existing banks. Threat of new entrants is significant for ABBL because they want to attract customer of existing bank
· New entrants get a developed banking industrial environment
· They offer several types of services
· New entrants motive customers to take services from them
So, threat of new entrant is valuable to the existing banks and they should take defensive strategy about new entrants.
2.8 Summary of challenges and opportunities:
Challenges & opportunities has become a part of every business industry. Facing their challenges and come out of it stronger more than before that makes the every industry victorious. Then challenges turn to their opportunity. One industry without challenges and competition can’t survive in this competitive market. All challenges have a direct impact. 
So, ABBL facing many challenges in their banking industry sector, these give the more scope for the innovators. Banking industries meet every investor expectations which is starting from the challenges. Also opportunity they fulfilled current market demand. The digital revolution, technological revolution makes things easier and maintaining proper customer data security.
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Chapter 3
Analysis of the organization










3.1 Overview and history:
We know that AB Bank’s first generation private sector commercial bank in Bangladesh, that operate Bangladesh Bank, also we all know Bangladesh Bank is mother bank for banking industry that controlling all different banks operation in Bangladesh Bank Ltd. AB Bank was incorporated on 31st December, 1981 but effective operation started 12th April, 1982, with the mission best performing bank of the country. During the last 38 years, ABBL has opened 105 Branches in various business areas in Bangladesh, also Mumbai, India one foreign Branch and wholly owned Subsidiary Finance Company established in Hong Kong in the name of AB International Finance Limited. Karwan Bazaar Branch is first branch that opened 12th April, 1982. Now successful footprint of 105 branches and more than 270 ATMs opened over the country. Its representative office opened at Myanmar, Yangon because extending its foreign operations. Bangladesh financial institution authorized the name changed to AB financial institution from Arab Bangladesh Bank on 14th November, 2007. AB Bank Ltd. Also first commercial private Joint Venture with Dubai Bank limited. 1981 the bank share held by them were sold and transferred to “A” group shareholders also authorized capital increased B is the joiDT 3000y that rendering different sector best quality services of banking related activities. The bank paid up capital and reserves are BDT 2000 million and BDT 4511 million in the extra ordinary general meeting held on July, 2008. This bank is primary sector bank in Bangladesh which creates better sustainable growth.
Internet banking, 24/7 ATM service, internet banking and many other operation AB bank has successfully introduced. AB Bank has always been desire authentic and also technology driven innovative bank of the country. It was significantly contributes national economy growth sector. AB Bank model branches located in Dhaka City has awarded to E-ZONE for conducting mystery shopping. Of all Banks have codes of ethics, some guidelines, rules, regulation that they have to observe of their pursuit profits. Financial institution of AB Bank offering variety of products and services which are offered to the customer such as different savings account (Student A/C, FC, AB Height, Minor A/C, Shampurna A/c etc) and different Deposit (FDR, Modern Deposit, Month to Month Deposit, MIDS etc.) and so forth, also Credit (Local & International) and Debit card, SME banking, Mobile banking, E-banking, Consumer loans, Remittance Services, Treasury Products and services, Priority Banking, Customer Care etc. ABBL provide wide range of products and services virtually for every customer segment. 
Table: 3.1 ABBL Corporate Information
	AB Bank company type
	Public limited company

	Total No. of locations
	105

	Total No. SME centers
	11

	Agent banking outlets
	More than 34

	Number of subsidiaries
	6

	First ATM
	1996 (Gulshan Club)

	1st financing Ship building
	2009 (Western Marine)

	1st financing house
	Hong Kong, 1995 

	Overseas Branch 1st open
	Mumbai, 1996

	Solar power 1st open
	Uttara, 2011



Table: 3.2 AB Bank Limited Organizational Structure
	Bangladesh Sponsors
	.20 (20%)

	Bangladesh General Public
	.15 (15%)

	Bangladesh Government
	.05 (5%)

	Dubai Bank Limited
	.60 (60%)


	
3.1.1 Mission Statement of AB Bank
[bookmark: 2.4_Objective_of_AB_Bank][bookmark: _bookmark10]“To be the best performing bank in the country”
3.1.2 Vision Statement of AB Bank
“To be the trendsetter for innovative banking with excellence and perfection”
3.1.3 Objective of AB Bank
“To exceed customer expectations through innovative financial products & services and establish a strong presence to recognize shareholders’ expectations and optimize their rewards through dedicated workforce”
3.1.4 Values
ABBL see their customer trust commitment openness responsible corporate citizen etc. as the business lifeline. They operate dynamic and motivated people as their strength and technology is their weapon to service excellence.
3.1.5 AB Bank Ltd. Capital Structure: 
ABBL authorized capital TK. 400 Crore and per ordinary shares 100 Taka and also at the end of 2008 their total paid up capital 743 million in BDT. At present their existing shareholders structure is as under- 
Table: 3.3 Capital structure of ABBL
	Bangladeshi sponsors/ Directors
	50%

	Bangladesh General Public
	49.43%

	Bangladesh Government 
	.57%



3.1.6 ABBL Management Hierarchy
AB Bank Limited has to start his carrier as a provisionary officer. They organize competitive examination and interview seat of all candidates then select their officer also promotion given their existing best employee. This procedure maintains the authority Board of Directors, they have all power. Their board of Directors list is given below:
Table: 3.4 ABBL Board of Directors list
	Muhammad A. (Rumee) Ali
	Chairman

	Feroz Ahmed
	Director

	Shajir Ahmed
	Director

	Khairul Alam Choudhury
	Director

	Kaiser A. Chowdhury
	Independent Director

	Tarique Afzal
	President & Managing Director



[image: ]

ABBL entry level is contractual officer, trainee officer, and management trainee officer (MTO). In this three entry level their authorities seat the candidate examinations, viva or interview and select employee after that yearly performance ways they given promotion existing employee. Below shows the figure of hierarchy ladder in ABBL:
	    Managing Director

	Deputy Managing Director

	Senior Executive Vice President

	Executive Vice President

	Senior Vice President

	Vice President

	Senior Assistant Vice President

	Assistant Vice President

	Senior Principal Officer

	Principal Officer

	Senior Officer

	Officer

	Trainee Officer



Figure: 3.1 ABBL Management Hierarchy
At ABBL Kawran Bazaar Branch two trainee officers one is Shamima Israt Sohana works on account opening department. This department she mainly doing different account opening related task such as- new account open, filled up a customer documents, gave check book/debit and credit card pin, register entry etc, another one is Mehedy Hasan under cash department. Also two officers one is Dilara Afroze Labony under clearing department (doing all inbound and outbound clearing task) and Farhad Chowdhury account opening department (AML posting, KYC profile analyzed, ETP filled up, etc doing). This branch four senior officer these are Md Saiful Hadi worked on credit section, Shuvra rahman works mainly foreign trade department and Md. Mehedy Salam worked cash department, he also receive or pay cash, receiving all utility bills etc. There are four principle officers such as- Zia Shahnaz Shipa is a cash teller officer (signature verify, cash disbursement etc. done by them), Farhana Rahman doing task account opening department, Sayma Sultana works on remittance department and Russel Rashed works on mainly credit department. Also this Branch two senior principle officers- Misfith Sharmin (remittance department) and Dilruba Srity credit card department. Kawran Bazaar Branch AVP Shaiful Islam he is also branch manager. Branch operation manager whole branch operated and maintained and doing finale stage task such as- new check book/debit card/credit card authorization, pay order confirmation, loan pass, check clearance. Their SAVP Fazle Nizami Khan remmitance department head and VP Nazma akhter works mainly on foreign trade department.
3.2 Trend and growth:
ABBL are new born public company that is post-independence banks in Bangladesh. The trend and growth of ABBL private sectors bank now necessary to analyze.  
ABBL growth trend is given below:
In 1983 highest growth rate two hundred percent (200%) was found of ABBL branches, remarkable growth rate 50% in 1984. And also remarkable growth rate 44.44% & 38.46% In year 1985 and 1986.  Here is positive slope that the trend line. ABBL branches trend growth rate is 9.9%. The manpower growth of ABBL is positive the years of 2005, 2003, 1999 & 1997 that the trend growth is 5.93%. ABBL had a continuous positive growth in its deposit site except year 2005 & 1996, the deposit site highest growth 386.47 year of 1983, this trends growth rate 17.76% this year. This bank loans & advances outstanding growth 92.59% in the year of 1984 that shows negative growth rate (ups and down of loans). Loans and advances trend growth rate is 17.76%. Their import growth rate increase in a positive manner except this 2004, 2001, 1996, 1990, 1986, 1984 year. So the outstanding growth rate 110.24% and trend growth rate found 14.55%. Also the export trend growth rate we can see 19.67%, the years 2001, 1996, 1995 export growth rate is not positive. The bank investment growth rate negative the years of 2005, 1997, 1994 then investment growth rate is positive day by day. So the investment trend line slope is positive (trend growth rate 16.68%). The total expenditure is negative growth 2005, 2004, 1995, 1994, 1985 except those years the growth trend is positively increased. Finally ABBL net profit growth rate gain 2008-45%, 2003-69%, 2001-66%, 2000-79%, 1994-75%, 1990-171%, 1984-179% then except this specific years the growth trend increase.  
So, here shows the growth trend of AB Bank Limited the period of post-independence. I can observe ABBL growth & trends between manpower, deposits, loan sector, export, import net profit etc. not less than .70, this high value indicate positive performance of ABBL.  
3.2.1 ROE (Return on Equity): Below graphical presentations briefly discuss-


Figure: 3.2 ROE ratio
This graph shows ABBL return on equity is not good year 2017 and 2018 but 2014 year their ROE is good this year ABBL increased their equity by increase financial leverage after that they can’t increase their ROE, so the company 2017 and 2018 year not profitable compare to 2014 year.
3.2.2 ROA (Return on Asset): AB Banks five years return on asset given below-


Figure: 3.3 ROA ratio
This graph also same scenario shows, 2014 to 2018 over the year return on asset fluctuate. ABBL yearly return is lower compared to 2014 – 2016, so the bank isn’t efficient position.
3.2.3 Loan to deposit ratio:

Figure: 3.4 LD ratio
The graph shows over the six years loan to deposit ratio is too high, when the ratio below 80% that means the bank have enough liquidity that cover any risk and its show good condition. But here same opposite scenario we can see 2013 to 2018 year the LD ratio more than 80%. So ABBL have not enough liquidity, they collect more deposit rather than providing loan that can be liability.

3.2.4 EPS: EPS tells us per share of outstanding how much earned a company

Figure: 3.5 EPS (BDT)
This figure shows 2013 to 2015 EPS increase that is the good sign for ABBL but after 2015 this graph downward sloping that means per share outstanding to net earnings decrease. It’s not positive effect for ABBL.
3.2.6 Asset Utilization Ratio: ABBL asset utilization ratio is given below-







Figure: 3.6 Asset utilization ratio
Here 2014 to 2017 asset utilization ratio upward sloping, that means increase the ratio indicates more efficiency, so this four years ABBL is more efficient for utilize their asset, but 2017 to 2018 the ratio decline. AB Bank this year properly not utilize their asset.
3.3 Customer mix: 
ABBL customer mix is they offer virtually their every targeted customer segment ways a huge number of products and services that mean several depository and loan products. They always target different area customer these are belong higher to lower income and priorities given of all customer, they also provide priority student banking. So, mainly their customer is clients of corporate sector, single individuals, small to medium companies, entrepreneurs, higher to local income local people, retail clients, NBFIs, NGO etc. Their product and service gallery is rich, innovative that introduced their different field such as- small & medium enterprise that means SME credit, Women’s entrepreneur, loans for consumers, Finance for corporate, Islamic banking activities expanding, Local & International cards, Priority Banking etc. AB has exactly understanding their customer demand and needs that’s why they provide new schemes. At present ABBL has been overcomes expectations of the different geographic area of customers (Urban-Rural) and expand their branch outside the city like Dhaka, Chittagong. That means ABBL now concentrate more for rural customer. Rural area to cities every corner they provide mobile ATMs service, phone banking, E-banking that helps customer withdraw or transfer money any time one place to another. They served corporate clients that meet their requirements and also corporate loan service provides medium to large size business.   
3.4 Product/service mix:
Its means total number of products or services offered by a company or industry that satisfy the customer needs/necessary. A firms/company/industry sells various types of products or service. Summation of all these product lines formed a product mix. This product mix also called product assortment.
AB Bank gives different types of products and services, beyond they try to introduce new products/services to their customers. Their listed products/services are given below-

3.4.1 Retail Banking: 
This banking service give customer everyday life freedom, this freedom customer looked for always. Their personal need based wide range of deposit and loan AB Bank’s offers which are:
3.4.1.1 Deposit Products: Some deposit products is given below-
· Profit First- profit first can be a non-cheque account and fixed deposit products. Customer can operate this account 03, 06 or 12 month also receiving profit account opening time.
· AB Height- This account can be transactional deposit account also provide credit card facility with the requirement of middle class and upper class customer segments. Here minimum opening balance TK. One Lac. Interest rate paid 6% quarterly basis and maximum amount no ceiling.
· Savings Products-  ABBL some savings account listed below:
Table: 3.5 Regular Savings Products
	SL No.
	Name of the savings products
	Feature of the products

	1
	Generic Savings
	Individuals or joint names can be open, internet banking facilities free, number of transaction free and interest paid half yearly.

	2
	Max Saver
	Initial deposit TK. 5000, free SMS and internet banking facilities, interest paid quarterly but calculated daily.

	3
	Smart Saver
	Free debit card and account maintenance fee, number of transaction no restriction, Interest applied quarterly.

	4
	Student Account
	All services free like- debit card, maintenance fee, SMS and internet banking, cheque book etc. also real time Mobile Top-up free (GP, Citycell, Airtel etc).

	5
	Shampurna
	Only women can be open, initial deposit minimum Tk. 25000 also always maintaining this balance, All service free.


· Current Account- Standing instructions on transfer of fund also no limit for transaction.
· FDR Account- Here loan facility provide against FDR and auto renewable.
· Deposit Double Scheme- This Scheme special type of fixed deposit for individual or joint names and loan facilities provide against 90% of deposited amount based.
· Monthly Income Deposit- MIDS can be a fixed deposit scheme also ABBL provide monthly returns. Customer MIDS account can open for 1, 3 or 5 years.
· Millionaire Scheme Account- Savings scheme monthly installment based with maturity value TK. One million.
· Family Savings- This savings scheme mandatory linked account and deposit any amount on monthly basis.  Customer can be open for family savings 03 to 20 years.
3.4.1.2 Loan Products: ABBL some regular loan products which are given below: 
Table: 3.6 AB Bank’s Loan Products
	Regular Loan Products

	
	Personal Loan
	Auto Loan
	Home Loan
	Personal Overdraft Secured

	Purpose
	Client personal requirement meet
	For personal use any unregister vehicle purchase
	Purchase of apartment or construction of old /new house or renovation of house
	To meet customer personal exigency

	Loan Ceiling
	Maximum TK. Twenty Lac. loan amount
	Loan amount 50% of the price of vehicle or maximum TK. 40 Lac
	Subject to maximum amount TK. 120 Lac or 70% of the value of apartment or construction
	90% of face or current value of the instrument issued by AB Bank 

	Tenor
	60 months up to
	Tenor up to 60 months
	20 years maximum
	Loan amount up to 36 months

	Security
	Purchased hypothecation products
	The vehicle will be registered in the name of the bank on account of the customer
	Mortgage of the registered property or IGPA to sell the property
	Lien over security

	Guarantee
	Parent or spouse
	Any immediate family members or spouse
	No guarantee
	No guarantee

	Fee
	Application fee TK. 500
	Application fee TK. 500
	Application fee TK. 500
	Processing fee .5% 



3.4.2 Corporate Banking: 
ABBL offers broad range of corporate banking services, which are:
3.4.2.1 Project Finance: AB Banks provides new industries credit facilities for the purpose of capital information and their financing system under fixed repayment schedule based.
3.4.2.2 Working Capital Finance: AB Bank’s provides fixed investment facilities and convenient financial solutions which is important for existing efficient enterprise also it’s meet the client requirements.
3.4.2.3 Trade Finance: ABBL provides local and international trade finance services.
3.4.2.4 Off-Shore Banking: Their Off-Shore Banking Unit services are Add confirmation, L/C Advice and OBU asset products include UPAS L/C, bill disconnecting against export, term loan, buyer’s credit etc.
3.4.3 AB Bank’s Services: 
ABBL some regular services which are given below:
Table: 3.7 Bank Services
	SL No.
	List of the Bank Services
	SL No.
	List of the Name Services

	01 
	Passport Endorsement
	06
	Sanchayapatra

	02
	Locker Services
	07
	Prize Bond

	03
	Branch POS
	08
	Wage-Earner Development Bond

	04
	Private FC Account
	09
	U.S. Dollar Premium Bond

	05
	RFCD/NFCD/NITA Account
	10
	U,S Dollar Investment Bond



3.4.4 Islami Banking: 
AB Bank’s provide Islami Banking products and services to their valuable customer. They open their first “Islami Banking Branch” on December 23rd, 2004 that located Kakrail, Ramna (Dhaka). They operate their Islamic Banking services Islami Shariah and the guidelines basis from Bangladesh Bank. ABBL Islamic Banking services includes- Al-Wadeeah, Al-Mudarabah etc.

3.4.5 SME Banking: 
AB Bank’s provide best service to their SME sector also day by day increase their SME portfolio and improve quality. Their SME Banking products/Services are given below:
3.4.5.1 Gati- It’s a loan facility for regular business requirements as well as working capital of businesses. 
3.4.5.2 Progati- Only ABBL SME client open this account if the customer have trade license, partnership deed etc.
3.4.5.3 Proshar- This is term loan that meet long term financing for expansion and BMRE.
3.4.5.4 Digun- Here against savings instruments provide double amount loan (savings instruments like- FDR/DDS) that meet any type of business need.
3.4.5.5 Sathi- This is a term loan for project finance.
3.4.5.6 Chhoto Puji- This banking service meet customer fixed investment requirements provide collateral free loan.
3.4.5.7 Uddog- It can be a  new entrepreneur loan facility (working capital requirements) 
3.4.5.8 Awparajita- It is a loan facility for women entrepreneurs fixed investment businesses that meet working capital requirements.
3.4.5.9 Uttaran- Dealers/suppliers/agents/distributors and ABBL corporate customers, corporate houses etc. financial requirements meet Uttaran.

3.4.6 eBiz Products: 
AB Bank’s eBiz portfolio have a number of products and services which are: Debit Card and Credit Card (World Master Card, Titanium Master Card, Gold Master Card), SMS Banking, Internet Banking, AB Bank ATM etc. 


3.5 Operations:
AB Bank limited offers different banking operation these are general, investment, and foreign exchange banking system. Here discussed about general banking operation this is the heart of all banking department activities. It performs main function of their operation section. It opens new accounts, remit’s customer money from different places, issuing bank draft, telegraphic transfer, collect bills and so on. So, bank is bound to provide these services every day.
It has three divisions these are:
· Account Opening Department
· Local Remittance Department
· FCD (Financial Controlling Department)
In ABBL Kawran Bazaar Branch, departments under general banking section are:
3.5.1 Account Opening Department:
To establish a customer and banker relationship here the first step is account opening. Account opening binds the customer and banker into contractual relationship. It is most important department for every branch. Selection of customer for opening an account is very difficult for bank. Indeed, fraud, and forgery of all kinds start by opening account. So, the bank takes extremely cautious measures in its selection of customers. The Customer service main responsibility starts with opening new customer name open an account. Customer bank relationship it is the starting point. Account opening is the bridge between customer and bank, then banks start provide banking facilities in their customer.  Account opening department is more essential of a branch because of fund for bank investment put together fund. Many rules, regulations are followed and several documents are taken opening account time. Account opening time bank taken several documents and also follow many rules, regulations. So, it’s consists of following steps:
· Personal Information Form
· Account Opening Form (Individuals or Corporate)
· ETP Form (Expected Transaction Profile)
· KYC Form
· Terms & Conditions
· Specimen Signature Card
After fill up the form and essential documents then bank may open the account, and the deposited amount must be customer paid cash for continue that new account. The account number consists of three parts, at 1st branch code 4digits, 2nd customer ID 6digits, and last suffix 3digits, for examples (Kawran Bazaar Branch Code- 4002) customer account number is- 4002 ****** 000. Various suffix codes there are like current-000, savings-300, short term deposit-430, FC (foreign currency)-040 etc.

Table: 3.8 Number of accounts the year of 2014 and 2015
	2014
	2015
	2016

	431461
	461299
	492460



ABBL has several types of deposit accounts for its customer in this section which is given below: 
3.5.1.1 Current Account: It is a purely demand deposit, this type of account is opened by
both individuals and business concerns. Frequent transactions are allowed in this type account. Some essential points of current account are as follows:
· Minimum opening deposit of BDT 12000/- 
· No restriction limit for withdrawal
· Deposited money no interest is given
· Minimum maintaining balance should be BDT 12000/-. In other words, 12000BDT should always be kept in this type of account
3.5.1.2 Savings Account: Individuals for savings purpose open this account. Savings account 
basically for small scale, also this deposit amount withdrawal put restrictions. Based on deposit amount interest is given. Savings accounts are as follows
· Opening deposit minimum BDT 1000/-
· Minimum balance of BDT 500/- must be maintained always
· Withdrawal limit is twice in a week
· No interest given when withdrawals amount exceeds 1/4th of the total balance at a time on the deposited more.
3.5.1.3 STD (Short Term Deposit): This type account mainly opened large companies/ 
organizations or Govt. departments, they are keep money deposited. The deposited money is not frequent withdrawals possible if necessary requires before notice. This account interest rate 6%, banks interest given when deposit amount kept at least 7 days.
3.5.1.4 FDR (Fixed Deposit Receipt): It is a deposit plan for every valuable customer. After
maturity date customers withdraw their deposit amount that means time limit given and bank bound to the interest. If the customers before maturity date withdraw deposited amount bank is not bound to pay the interest.
Formalities to open an account: for opening an account, the following documents must be fulfilled and filled up
· Opening account form
· Introducer of the applicant
· Specimen signature on signature card
· Two copies of passport size picture of account holder and one copy of picture of nominee.
· NID of both account holder and nominee
· Utility bill copy of last three month
· Source of income paper of the account holder
Steps taken at the time of opening the account: Before opening a current or saving account, the following formalities must be completed
· Inform customer of the necessary conditions under which the amount will be opened such as- charges, minimum balance etc.
· Receive completed appropriate account opening form and other required documents including two recent photographs for each signatory
· Obtain identification of client, verify signature of introducer
· Have approval all documents
· Take approval from general banking charge
· Allocate account number and have initial deposit slip prepared and delivered to cashier
·  Must be 18+ with sound knowledge
Account Closing Procedure: AB Banks have some account closing procedure for their customer. At first customer provide application which branch they open their account and that application must be show written form. Then the customer using cheque book or ATM card withdraw full money without banks maintenance charge, after that he or she submitting their unused cheque book page and ATM card. Bank this book and ATM card must be destroy and ensure the customer account closed and their account opening form branch should be rubber.     
New Cheque Book Issuance: When a customer open a savings, current or other account they should be need cheque book, or if the book finished then again needs new cheque book. Customers using this book withdraw money easily whenever they needs. Branch provided their client new book requisition slip. Client requisitions slip sign and mention their account number and name and also specified their cheque book pages. After complete all procedure then branch employee verify client sign then posting their software then manager authorize this requisition and finally bank senior officer authorized every page of this new book. Finally cheque book cover page account holder specific account number and name must be written.  
Issuance of Deposit slip: When client open an DPS account then must be need deposit slip book, So AB bank must provide their client this deposit slip. Client this slip use certain amount deposited his or her own account. 
Deposit Sector: Bank deposit sector deposit collection is the main operation or the primary function.
Acceptance of Deposit: Acceptance of deposit is the primary functions in our commercial banking activities. Commercial banking activities no business occurred without received deposit.
ABBL six years (2013-2018) total deposited amount (In Crore BDT) represent here:

Figure: 3.7 Total deposit six years
This figure showed 2013 to 2018 total deposit how much increase or decrease. Here 2016 year deposit amount is high rather than previous three years but in the year 2017 and 2018 total deposit quite lower, so this is not better position for that company.
ABBL deposit mainly two types these are- Demand and Time deposit.
· Demand deposit- Customer withdraws their deposited amount without extra formalities that means advance no need to inform or sending notice. ABBL used current account or savings account through demand deposit accept.
· Time deposit- Customer or client must follow the procedure before time deposit accepted. Client must need to inform and giving notice for the bank. Here time or date is important factors. It is contract between customer and bank, before the maturity customer can’t withdraw deposited amount. This deposited contract both parties must eligible.
3.5.2 Cash Department:
Cash department is the vital department and risky department compared to all other department, they deal with the cash and show banking liquidity strength or not. They collect all type of cash and provide customer quick and superior service, also they try to maintain customer satisfaction. ABBL Kawran Bazaar Branch cash department use electronic and online computer facilities and also their counter machine must be electronic based that can be more secured and restricted. Cash department consist two procedure that is received and payment that must cash, this procedure made very quickly. Here only authorized party enter, this department restricted every employee not enter this room without authorization.  
3.5.3 Remittance Department:
A person Cash money carry or move one place to another place it’s not safe when bank use online banking system transfer money different zone, area or place that remittance. In our commercial banking side remittance is most important feature. People used this banking channel to easily carry their money. Remittance have been occurred several centers to between banks, same country central banks to between banks, customers of financial institutions to between banks, and similar country’s one banks to another.


Figure: 3.8 six years remittance
This graph shows ABBL remittance 2013 to 2018 increased, that upward slop is good for them.
The “Local Remittance Department” AB Bank Kawran Bazar Branch performs these functions:
· Pay Order
· Collection
· FDR
· Sanchaya Patra
3.5.4 Clearing Department:
AB Bank limited clearing sector provides their clearing facilities through BACH (Bangladesh Automated Clearing House). ABBL clearing department collect funds different bank from their existing customer. Mainly two types clearing occurred these are Inward and outward clearing. Clearing house same day normally 11.00 a.m. to 12.00 p.m. that is first house and after 2.00 p.m. is 2nd house.
3.5.5 Accounts Departments:
Banks accounts department is the most brittle sector. Technological innovation ways computer banking system accounts department this department include branch monetary exchange all recording, account cash statement provide and account related clearness provide to their client is the primary task, also provide additional statement, voucher for petty ledger etc. these are all printed form.
When account holder need their account statement, voucher etc. then the customer going to bank customer service desk and want their statement printed form, then customer service desk send the customer account department after that bank account department employee all procedure complete form their customer and then provide their account statement. Yearly tow times account department this statement automatically provide to their customer. 
3.5.6 Other Customer Service:
AB Bank Limited also provides various customer services such as providing locker services, received utility bills etc. this service are a very helpful for their customer.
3.5.6.1 Locker facilities- ABBL locker service offers customer valuable things safety and security, Also they can be provide confidentiality. Deposit of jewelry, important documents and all other possible valuable things are accepted in the locker service. The locker facilities must be user friendly.
3.5.6.2 Received utility bills- All commercial banks on the behalf of customer or client they receive all utility bills. All customer bills related smooth transaction facilities provides ABBL such as- electricity bill, gas bill, TNT bill, water bill etc. bank collect or receive those bill, It is the primary responsibility and duty there. 
ABBL five years (2014-2018) number of employees shown below:
	2014
	2015
	2016
	2017
	2018

	2220
	2276
	2290
	2354
	2310




Figure: 3.9 Five years employee chart
Here show 2014 to 2018 ABBL number of total yearly employee. ABBL employees 2014 to 2017 smoothly increase but 2017 to 2018 the number quiet decrease.

3.6 SWOT analysis: The SWOT analysis constructs an organization internal strength and weakness and external opportunities and threats. ABBL strength, weakness, opportunities and threat given below: 
Strength
· Strong corporate governance is important to the Board and Management of ABBL. Board of Directors (Board & Management) authority responsible and liable for their whole directions, activities, overall strategy and performance. Their board especially reserved for its all decision here include budgets approval, corporate strategy, annual financial results, appointments of Director’s, dividend proposal, major corporate transactions approval etc. Mainly ABBL board schedule matter has been formal but beyond the business power delegated of the management. 
· Senior management experienced is essential for maintaining deep relationship with their valuable customer and also maintain higher business morality. ABBL senior management whole bank culture create and cherish that is the aims the senior management.
· Qualify customer service ABBL provides its customer. Rural to urban all over customer segment the bank committed to served its innovative product and service. Now a day, private entrepreneurs/ individuals and small to medium companies they served their excellent product and service these are corporate finance, retail banking etc.
· ABBL maintain high compensation package, also promotion, employee training, recruitment always properly maintain. Their policy ways regular basis employee salary increased and AB Bank always informed their banking progress and commitment ways profit percentage properly given their all employee.
· Most of the bank provides its customer online banking service in Bangladesh. ABBL also provides its customer online or modern banking facilities that service using customers easily deposit and withdraw their cash amount.  Day by day urban to rural area people more attached this system because this facility gives its client more flexibility.
Weakness
· AB Bank yearly paying interest expense is more for fixed deposit, they gives higher importance on fixed deposit as a result that deposit create pressure that means COGS yearly increased more. So, in our competitive market this is not good for ABBL.
· Currently compared to AB Bank capability their number of employees is high that is reduce their employees skills and usefulness. So, managers ignore their duty or liability as a result they want their responsibility done by other employee. So, lack of employee satisfaction
· ABBL less advertise or promote its products or services, and its brands over the electronic media, the bank is more confident their publicity. But their competitor other bank like Dutch Bangla, Dhaka Bank etc. through the electronic media used promote their brand and products and creative add create. So, ABBL needs proper concentrate for their brand and products and need to show creative add.
· Careless monitoring for their front desk employee, the front desk employee not take care customer properly. So customer are not satisfied their service because every branch create long employee line. So agency problem create. Most of the employee find their own benefit and create unofficial group that is not good for the bank performance and reputation.
Opportunities
· AB Bank good market image and reputation is high. It is the opportunity to using this stronger market image expanded and diversified their business and also create strong brand image all over the world. All customers trust ABBL expertise to serve their services.
· Opportunity to collect mobile telephone bill because in recent telecommunication industry expand. If AB Bank maintains relationship with telecommunication companies through the mutual contract ways then the bank receive more liquid money that increase their liquidity. 
· In recent ABBL expand their business that means open more new branches that is the good sign for Bank improvements. If their existing customer better service provides that create their market demand and net profit increase. And AB Bank established more foreign branch that is the big advantage to globalize their business because their reputation or brand image is high.
· Now Competition market do fast, ABBL needs adopt new technology system is faster progress that is the opportunity for them. Because they not served real time basis so they need to upgrade their online service that helps the bank to achieve more loyal client. So, this adaption give them create opportunity and acquire more share of the market.
Threats
· At present industry competitors is rapid growth, ABBL facing higher competition in their industry. It is the 1st generation bank but now enter new competitors like 2nd generation bank such as- Dutch Bangle Bank, Dhaka Bank, some foreign banks. Those banks are creates new brand image, most of the market share taken in our banking industry. So it is the big threat for ABBL.
· At present banking industry business sector decline because of government rules regulation and interference. It is the big threat for them because 45% of tax rate Government taken all financial institution that is declines the growth of the banking industry and also Bangladesh Bank requirement ways more than 9% capital must reserve. So, some time several consequences or liquid money crisis bank could not meet this requirement.
· Political environment in our country unstable that affects the bank performance. For example suddenly cancel events, hartal and strike it must hamper banking regular activities and efficient performance. So this political environment is responsible for occurring financial loss.
3.7 Strategies to meet the challenge and opportunities:
In the banking sector is a highly complicated function that has to consist of several challenges, these cover strong market competition, large workforces, technological disruptions etc.
In Bangladesh private sector commercial banks are developing day by day and well also, it is big challenge. So, this situation it is difficult to survive by competing with the all private commercial banks. Adaption new technology both in terms of equipment and banking practices, when others renowned private banks ensure skillful service to their customer. It may become a challenge for AB Bank Limited if they are unable to keep motion with this current situation. Day to day overstep customer expectations, the management turn into the banks world first class bank so that all banking related services could be served efficiently and successfully, and automation will play a important  role. So ABBL, all the branches will come under one network so that customers will enjoy the banking services at their doorsteps.  
In present AB Bank Limited 105 branches that are expansions out all over Bangladesh. If it can maintain proper, utilize, and efficient way. So the bank ensures their profit and achieve specific goal. AB Bank Limited all branches try to create successful networking system and touch their capabilities that serve both customer/vendor and all over the country. 










Chapter 4
Internship Experience










4.1 Position, duties, and responsibilities:
I did my internship at AB Bank Limited accounts opening department of Kawran Bazaar Branch as an intern. It is one of the main departments in the organization for learning various types of account, their requirements, and their benefit to the valuable customer.
My duties and responsibilities in this department handle the customers who come to open the account, to give check book requisition, receive the check book, receive the debit and credit card pin, who come to update their account in the customer database, who close the account or transfer the account proper direction provide, AML posting, collect existing customer Gmail account who are not giving their Gmail when open an account, scanning customer signature card etc. I had to work carefully, sincerely and responsibly.  
I started my internship 1st January 2020, and finished 31th March. My working hours was Sunday to Thursday 10.00 a.m. to 6.p.m. 
4.2 Training:
Three months of internship period one kind of training program procedure. The branch management provide training their intern informal way. This training programs help to improve internal capabilities of banking activities also achieve practical knowledge of corporate life. During the period to get real work experience as a student also face some difficulties while experience something first time. It’s really challenging for me adjusted with new environment at AB Bank Ltd. Formal dress wearing early in the morning and right time to reach the office before arrive the customers. This training period I learned various thing those are how to communicate customer and served properly, got habituate with banking activities, cope up with working environment & some task of general banking activities such as- how to open a new account, cheque book requisition, check book handover, Gmail collect, AML posting, KYC analyzed, cheque clearing, signature card scan etc. During the three months internship period ABBL head office BCIC Bhaban, dilkusha commercial branch January 30th, 2020 (11.00 am - 1.00pm) providing training. This training program they provide their all intern the topic is corporate sector how to communicate customer in proper way over the phone call.  
My organizational supervisor at ABBL (Kawran Bazaar Branch) Shaiful Islam sir (Branch  Manager), Misfat Sharmin Ma’am (Principal Officer) and Dilara Afroz ma’am (Officer) I express gratitude and thanks.  They helped me to learned general banking activities, they are everyday reviewed my progress also guided me and always provide right information. 
4.3 Contribution to departmental functions:
I actually played various role during the internship period. My contribution accounts opening department various functions. Everyday clients come and they are needed to be serve properly
My key contributions of my internship period:-
· I was informed necessary documents customer who come to open a new account like photo, NID, TIN certificates etc. 
· I had collect necessary documents from the customers who came to open savings account
· To take new cheque book requisition of the clients
· Cheque book and debit/credit card pin handover, and I took signature of the customer in the previously made register, that is proof that the cheque book was delivered to the right person
· Collect Gmail account who are not giving the Gmail address at the time of account opening
· New account opening form client filled up then my task is checked this form and  KYC (know Your Customer) form fill up.
· AML posting 
4.4 Evaluation of internship performance:
As an intern at ABBL give me lots of opportunities to learn various things. The bank management everyday observes my work. Everyday my senior boss provides some specific tasks and they observe myself, whether I completed my task or not. The account opening department is very advanced and the environment is very friendly. It had been great experience to do my internship in such nice department of Kawran Bazaar Branch of ABBL. I might have to go regular at my bank. Corporate life which makes me work weekly 5 days, every day 8 hours works continuously and sometimes more than that. Throughout the internship time I have tried my best effort to work properly and learn corporate knowledge, that performance is valuable for my future career. Although all the general banking division are covered partially in this specific time period, but it is not possible to fully cover up all the functions deeply. Because of limitation of time and disclosure of full motive of this internship could not be achieved.
Till now, the best performances have been given to achieve full advantage and gain practical knowledge about the corporate life of the internship period within three months.  
4.5 Skills applied:
During my internship period as an intern I have to get chance to apply my skill. I always tried to my best to apply skill with my work time at AB Bank Ltd. My colleagues always helped and supported me when I am facing some problem.
I applied some basic computer skills, communication skills, efficient time management skills. 
Efficient time management- Within three months internship period always I had to show punctuality. I always tried to reach, never been late office proper time. When my senior colleagues give my regular task then timely I completed my task. Always attend training program proper time. I had not waste my work time, every single time used properly. I tried to show professionalism and always manage unaccepted situations in a tactful way. And also I tried to cope up new environment or new situations that are unacceptable.
Communication skills- I applied my communication skills when deal different type of customer. Different people different mind, customer handle it’s a great experience for me. When I collect customer G-mail account over the phone call this skill applied me and convinced customer to provide their g-mail. And also when customer came to collect several accounts opening form most of the time then I handle this customer professional courtesy basis also provide account related details information and account opening form. 
Computer skills- During the internship period I applied some computer skills. It is a great chance for me. Sometimes my supervisor helped me properly complete my task such as open a account proper way, data entry, excel sheet customer g-mail entry, AML(Antry money laundering)  posting, ETP (Transaction Profile) set & correction, signature cared scan, KYC (know your customer) profile analyzed etc. 

4.6 New skills developed:
This internship period I have learned new concepts, new things and got banking activities formality. This short period was valuable for me to reshape my dreams. It has developed my skills in the application of theory to practical work situations, also cope with new environment and develop or understand interpersonal relationship. The bank management was very helpful they are driven me, proper directions provide me, how to cope up new situations or corporate culture they gave me easy tips. It has executes my skills that build up self confidence, develop management skills, improve interpersonal skill, improve computer typing skills, communication skills better improve, understand economic and market structure, enhance customer relationship & experience and develop banking product and service knowledge. Here gathered my professional courtesy. During this internship period I have learned how to cooperate different perception people while doing a work together, how to work under pressure and how to tackle critical situations. It gave me the taste corporate culture and prepared me for the upcoming professional.  
4.7 Application of academic knowledge:
During my internship period I was applied my academic knowledge, in most cases I applied my major subjects these are corporate finance, banking insurance, IFM, FSA etc. in this academic subject helped my work area because finance and bank close to each other.   Academic knowledge theoretically gain but it fully works when this gaining knowledge practically applied. Doing internship it is the part of my study because this time we applied our knowledge in a corporate sector. It helped to diversify the practical knowledge level with the academics. Academic knowledge helped understanding easily banking activities, services, their products, formality etc. because before we are read banking every term theoretically. When I worked, this time I relate my academic knowledge and applied my theoretical knowledge practically. Such as different types of requirement that differ based on the type of customers like valid registration card, TIN certificate required, sole proprietorship, partnership, partner’s letter of authority to open a new account and are required authorization for operation, theoretically these are observed before.
Sometimes, I did not find any relation to those works with my academic knowledge such as finding account opening form/signature card from old files, making photocopies, delivering documents etc. those works bothered me when I was doing work.
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5.1 Recommendations for improving departmental operations:
Based on the results of the internship study, I think the following recommendations for improving departmental functions that help to improve employee & customer satisfactions. 
· Not only well salary satisfied the employee but also needs award & recognition for their self satisfactions that can reduce employee turnover. AB Bank, there are many award & recognition option available that should be review carefully for their employee because this option reduce their turnover. 
· Required customer service training continuously for their employee which has reflection of greeting skills raise between officers to customer.
· Employee need always begin touch with their customer and must showing their presence also show you care your all customers. 
· During the service delivery time remind employee offer business card to the customers, and always wear employee ID card in the workplace.
· The employee/staff after customer service providing by exposing thanks or welcome the customer to return again, and always maintaining a smiling face that make a good impression. This expression and good impression customer feel they are always welcome to the bank.
·  Customers are highly satisfied employee’s behavior, greetings, and their sympathy, respect, so all employees must follow this.
· AB Bank management needs to provide training facilities for their all intern. Because they are not provided specific training facilities in their intern. If they provide training that helps to gain better result in their workplace.




5.2 Recommendations for improving self-performance:
Joining AB Bank Limited as an intern gave me an opportunity to work for hands in a professional environment. By working in banks will definitely help me a lot as I have already understand of how a banks works. By doing an internship in the financial institutions it helps me to improve my self-performance and it motives me to do higher study in Finance. Internship will build up knowledge, skills and strengths career. 
So, request for improving self-performance consider this internship period first professional job in corporate sector, respect internship related work, properly work during the office hours, some reason if miss work immediately notified supervisor and then look for way to make up for the work, start build a friendly network cause other colleagues may be able to help internship related work and train up. 
During my internship time there were no sitting arrangements for an intern, most of the time I had to work in the meeting room. When a meeting was going on or audit officer came then I had to wait outside and some office issue I had to face. If consider this issue step taken then I guess as an intern increase self work performance.
 










5.3 Conclusion:
At present Banking sectors are one of the most essential industries in our economy. Nowadays bank side have various achievements for individual, governing firms but bunches do not face for improvement criteria. The commercial banks in Bangladesh are contributing hugely to the economic growth of our nation.  ABBL has earned the ubiquity of best banking institutions in our country and had shown excellence as well.
AB Bank Limited has a strong commitment to their customer and more clients are coming to the branch, Nowadays ABBL getting modernized. If any risk in the banking sector AB Bank takes favorable position along with the skilled human. I can say ABBL doing business successfully, also they can provide various facilities and every year the bank has been capable to minimize their bank debt. They can adopt online banking facilities for their customer.  AB Bank’s deposit sector performance are not better but relatively some others sectors performance is better than other listed banks. The management of ABBL is maintaining effective portfolio that achieve their higher growth and gain customer satisfaction.  
.
The internship was a great experience for real life experience. I had a great pleasure in completing my internship in the general banking department of ABBL for a period of twelve weeks. I wish AB Bank Limited a great success and express gratitude for giving me the privilege of working with such a renewed organization where quality and excellence is the hallmark of their identity. This report I conclude some recommendations for my-self and improving banking operation. Recommendations for improving my-self and banking operation if it is follow properly So, I had to confident every industry contributes more in our economy, company doing better performance in their operation, and future I am doing better performance and contributes more in any type of company management.  
Since the reports is concerned with the activities of General Banking Activities of AB Bank Limited. A lot of information could not be obtains because the bank was not interested to disclose their information, policy, data to maintain secrecy.
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