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EXECUTUVE SUMMARY
 
Agrani Bank Limited is one of the leading performers in the banking industry. This bank has been serving people for a long time. Along with its general banking and other services, this bank has come up with a unique banking practice:” Agent Banking” which is ensuring all kinds of banking services to the doorstep of common people. Although the bank is working for a long time, there are some problems still unaddressed. The bank is providing industrial loan, SME loans and serving with so many facilities and packages. If there arises any problem, the bank puts its utmost effort to address those problems. But for a long time, the bank is overlooking some problems which are occurring every day. The bank authority may think that these problems are too petty to think about. But it must be admitted that problems are occurring and customers are suffering. Among some day-to-day problems, we have emphasized on 08 specific problems: low network coverage, late delivery of cash, indifference of customers to abiding rules, impatience of customers while receiving service, inadequate evidence by bearer of a cheque, use of wrong inked- pen in writing any bank instrument, unawareness while receiving service, seeking unfair advantage while receiving service. Apparently, these problems seem trivial in nature. But these are not only wasting time and energy, but also creating dissatisfaction among people. Our entire report has been focused on analyzing these problems and finding their solutions in the light of customers’ opinion.


1

Chapter 01

1.1 Objectives of the Study
[bookmark: _GoBack]As a part Bachelor of Business Administration, internship report is an essential  requirement for completing 123 credits. The prime aim of internship is to familiarize a student with the real world situation and practical experience in a business organization. Government commercial banks are important bases of national economy. Agrani Bank Limited is one of the 58 scheduled commercial banks of government sector which pursues at engaging customers with a large assortment of service packages. The aim of this study is to gain a practical experience of consumer behavior of a commercial branch of Agrani Bank Limited.

The study has been conducted mainly focusing on the following objectives:
· To identify  the problems of consumer behavior especially in check counter, cash counter and utility bills counter.
· To provide recommendations for resolving the problems based on discussion with customers and bank personnel.
1.2 Methodology
The methodology of study  comprises of  observation of employee  work procedure, face-to-face communication with customers  and  interviewing with  personnel of ABL.
As per study objectives mentioned, the information used in this study has been received from the following sources:
Primary Sources:
· Dealing with customers.
· Face-to-face interview with the clients.
· Interviewing with employees.


Secondary Sources:
Annual report of Agrani Bank Limited, 2017

1.3 Limitations
No objective is achieved without some constraints.  Lack of information was the main limitation here. Customers do not want to give time to ask them some queries. Bank personnel also remain busy all day long. They also do not feel interested to give necessary information.
The main limitations are:
· Reluctance of customers to respond to queries
· Cold cooperation from the employees
· Maintaining confidentiality
· Lack of published relevant documents














Chapter o2: Organizational Part

2.1 Introduction:
Bank is a financial organization which contributes a significant part in ensuring economic and social growth of an economy through accepting deposits and providing loans. This characteristic differentiates a bank  from other financial organizations. A bank can utilize the money supply through lending and investing. Banks procure deposit at the lowest possible rate  and provide loans and advances at higher return. The difference between these rates  is the profit for a bank. Agrani Bank Limited is one of the leading government-owned banks. This bank has been being operated  in the banking  industry since 1972 and belongs to the first generation of public banks being  incorporated since the independence of Bangladesh. It has been  existing in a sound position among its competitors in all area of business operation  since its establishment.
Agrani Bank Limited is presently being operated by a board of directors consisting of 9 (nine) members presided by a chairman. The bank is governed by the Managing Director & Chief Executive Officer; Managing Director is assisted by Deputy Managing Directors and General Managers. The Bank has 11 circle offices, 34 Divisions in the head office, 52 zonal offices, and 945 branches including 28 corporate and 42 AD (Authorized Dealer) branches. Its Authorized Capital and Paid up Capital are Tk. 2,500 crore and Tk. 2,072.29 crore respectively as of May 17, 2017.  Market share of this bank is 100% owned by Government of the Peoples’ Republic of Bangladesh.






2.2 Corporate Profile
	Genesis
	Agrani Bank Limited (ABL) was incorporated as a state-owned commercial bank on 17 may 2007 under the companies Act 1994.
Agrani Bank emerged as a Nationalized Commercial Bank (NCB) following the Bangladesh Banks (Nationalization) order 1972, President’s order No. 26 of 1972. ) On a going concern basis ABL took over the business, assets, liabilities, rights and obligations Agrani Bank through a vendor’s agreement signed on 15 November,2007 between the Ministry of Finance of the People’s Republic of Bangladesh & the Board of Directors of ABL with retrospective effect from 1 July 2007.

	Legal Status 
	 Public Limited Company (governed by the bank companies act 1991)

	Chairman 
	Dr. Zaid Bakht

	Managing Director & CEO
	Mr. Mohammad Shams-Ul Islam

	Company Secretary
	Khandaker SajedulHaque

	Shareholding Pattern
	100 percent share owned by Government of the People’s Republic of Bangladesh

	Phone
	+88-02-9566460-9, +88-02-9566153-4, +88-02-9566074-5

	Fax
	+88-02-9562346, +88-02-9563662, +88-02-9563658

	E-mail 
	agrani@agranibank.org,info@agranibank.org

	MD’s E-mail
	mdagrani@agranibank.org

	SWIFT Code
	AGBKBDDH

	Website
	www.agragranibank.org









2.3 Vision
To operate ethically and fairly within the stringent framework set by the regulators and to assimilate ideas and lessons from best practices to improve our business policies and procedures to the benefit of our customers and employees.
2.4 Mission
To become the best leading state-owned commercial bank of Bangladesh operating at international level of efficiency, quality, sound management, excellent customer service and strong liquidity.
2.5 Motto
To adopt and adapt modern approaches to stand supreme in the banking arena of Bangladesh with global presence.
2.6 Values
we provide higher level of service to all our customers and stakeholders  within and across the border by nurturing the practice of transparency, integrity, accountability and professionalism.
 2.7 Business Ethics
Business code
Agrani Bank Limited is committed to conducting its business ethically and honestly and applying appropriate protection standards while dealing with its customers.
Honesty and Fairness
Honesty refers to truthfulness, integrity, and trustworthiness; fairness is the quality of being just, equitable, and impartial. Honesty and fairness relate to the general moral attributes of decision makers. At a minimum, businesspeople are expected to follow all applicable laws and regulations. In addition, they should not knowingly harm customers, clients, employees, or even other competitors through deception, mispresentation, or coercion. Although businesspeople often act in their own economic self-interest, ethical business relations should be grounded on fairness and justice rowers.
Human Significance:
Agrani bank maintains the international human rights declared by UN. Any practice that goes against human rights is strictly discouraged.
Human Capital:
Agrani bank takes all kinds of initiatives to enrich its  human capital through training, coaching & other development projects.
Health, Safety, and Working Environment:
The bank is committed to identify and eliminate all kinds of work-related hazards and risks and promote healthy and safe working environment.   
Secrecy
Clear, honest and open communication is maintained in Agrni Bank to ensure full accountability but subject to business confidentiality. The use of company confidential information before it is made public for personal gain is strictly prohibited and may constitute a criminal offense. Maintain privacy and secrecy of customer’s information; but at the same time, it complies with “The Right to Information Act-2009”.
Protection of Personal Data:
Agrani Bank’s processing of personal data shall be subject to care and awareness, which is required according to laws and regulation and relevant for information that might be sensitive, regardless of the data refer to customers, employees or others.

Fraud Theft or Illegal Activities
Employees shall be alert and vigilant with respect to frauds, thefts or illegal activity committed within the office. If any such activity comes to the attention of an employee, the employee must immediately report the same to the manager, Area Manager, Executive-in-Charge/GM?GH and to the Audit Division, who will arrange for appropriate follow-up action to be taken. Failure to report any such activity will be subject to disciplinary action.
Intellectual Property
Intellectual property such as know-how, methodology, concepts, and ideas are important to Agrani bank’s success in the market. Unless otherwise specified by law or orders from other public authorities, no employee shall make corporate secret or other information available to unauthorized persons.
Nature and the Environment:
Agrani bank is very much aware regarding environmental protection, by minimizing environmental damages and by developing, promoting and utilizing environment friendly technology.
Accounting:
Agrani Bank has the highest regard for truth, completeness and accuracy in the recording of business transactions in full compliance with applicable Bangladesh laws & regulation, financial reporting standards, good accounting practices as well as maintaining valid authorization and ensuring complete documentation. The annual account and interim accounts shall be in accordance with law, BFRS and good accounting practices. ABL maintains accuracy and transparency in financial reporting.
Contest
Agrani bank is committed to staying over and above the prevailing market competition through constant innovation of technology-based products and efficiency enhancement; being responsive to the requirements of our customers and partners. 
Corruption and Bribery 
Agrani Bank is firmly opposed to all forms of corruption. Bribery is fundamentally inconsistent with the Bank's values; any direct and indirect promise of payment to gain any perceived personal advantage is totally unacceptable.
Money Laundering:
Bank has set its priority not to become implicated, in any way, with individuals or firms involved in criminal activities and money laundering and employees are expected to exercise maximum caution in this regard. Agrani Bank is firmly opposed to all forms of money laundering and shall take steps to prevent its financial transactions from being used by others to launder money.
2.8 Product, Price, Promotion & Place (4p’s of ABL)
In this part , controllable variables of marketing mix adopted by Agrani Bank Limited will be discussed to analyze how the bank attracts its customers.
Product & Prices
The success of a company relies exclusively on the offerings provided  with a reasonable price compared to its competitors .In the competitive perspective of Bangladesh, banks can survive and become successful by providing better service with an affordable price . The Savings rate of Bangladesh is  3% which is considered the lowest rate in the world. In order to encourage people to savings, ABL needs to elevate the savings rate with attractive offers so that Marginal Propensity to Saving (MPS) can grow.
Place
The geographical position of  the branches plays a great role in serving the customers. Unlike other private banks, it has largest number of branches all over the country.

· Rajshahi Division: Branch-143, Office-9
· Rangpur Division: Branch-65, Office-6 
· Mymesingh Division: Branch- 87, Office- 7
· Sylhet Division: Branch-59, Office-4
· Dhaka Division: Branch-200, Office15
· Khulna Division: Branch-60, Office-8
· Barisal Division: Branch-60, Office-5
· Chittagong Division: Branch- 192, Office-10


Figure: Divisional Network of Agrani Bank Limited.
Promotion
A broad assortment of product with attractive price and  convenient location is not adequate to remain competitive in the market. Besides those issues, people should be informed about its offerings. ABL is engaged in various kinds of promotional activities, like sponsoring on cricket tournament, advertisement in both print and electronic media, billboard and so on. It also renders some social activities, like distributing warm clothes at north Bengal during winter season.






2.9 SWOT Analysis of ABL
SWOT analysis is not a set of strategies, rather it gives a guideline which helps an organization to know deeper about its competitive position in the industry.

STRENGTHS:
· State owned bank
· Larger number of branches
· Serving for rural people
· Skilled personnel
WEAKNESSES:
Technology:
One of the remarkable weaknesses of ABL is the use of back-dated technology . With the passage of time, technological enrichment is necessary to survive in the current market.in comparison to other private banks; ABL is still laggard in this area. Most of its branches outside Dhaka division is still not well equipped.
Promotion:
ABL is not serious about their promotion. Like other govt. banks, their promotion activity is confined to providing customers with some gift items e.g.: key ring, mini torch, pen etc. They hardly emphasize on print and media advertisement.
Training:
To reinforce their employee skill and performance, ABL trains its employees at its own training Institute; ABTI (Agrani Bank Training Institute. However, it seems that training is still  inadequate for ensuring excellence..  Still the employees have to depend on practical job to be learnt.




OPPORTUNITIES:
· Demand of credit.
· Demand of small enterprise financing.
· Demand of rural credit.
· Demand of remittance facility.
· High demand of deposit by customer due to customer reliance.
· Govt. bank.

THREATS:
Level of competition:
Nowadays, competition is a major threat for any organization. With the increasing number of private banks, the intensity of competition is getting tough. These banks are generating innovative package and services, e.g. One-stop service center, day by day. ABL still lags behind innovative products and services.
Technological Advancement:
With the wave technological boom, most of the private banks are upgrading their operating procedures with newer technologies to remain competitive in the market. ABL is still mostly dependent on older technologies and manual work.
Political Unrest:
The political scenario of Bangladesh is not business-friendly not only for banking sector but also for other sectors. Corruption from higher authorities, theft of BB reserve by online heist, poor infrastructures are affecting our banking sectors in many ways. 


Chapter 03: Organizational Part


3.1General banking  of ABL
Every branch has some divisions for performing particular functions. So,  every division performs some specific operations so that not only the  potential and but also the current customers can receive specific service from this bank.
 3.2 Cash section
· Cash receive
· Cash Payment
Cash division is a vital department for any commercial bank. The prime  task of this division is to receive cash from different types of customers and  to pay cash to different types of customers.
Sources of receiving cash:
· Deposit collection from different account holders.
· Receiving of PO, TT, DD.
· Receiving from PSs holders.
· Receiving from FDR holders.
· Receiving by selling prize bond.
· Receiving from DESA and WASA bills.

Sources of payment of cash:
· Interest payment to different account holders
· Interest payment for PSS and FDR
· Internal disbursement (Office rent, T&T bills, WASA bill for office etc.)
· Payment against valid cheque.
· Payment of  PO, TT, DD.
· Payment of  buying prize bond.
3.3 SB, CD, SNTD FDR division:
· Providing information about account opening and account closed.
· Enrolled new account.
· Posting.
· Signature Verification.
· Recording of information of new account holders.
· Providing account statement etc.
Account opening is a vital task  of SB, CD, SNTD & FDR division. Various  types of operations are conducted by these divisions, such as:
· Counseling about different types of accounts and procedure of accounts opening.
· Providing the new cheque book.
· Providing different deposit slip.
· Performing the interest payment activities of National Saving Certificate.
· Performing the activities of account opening.
General procedure of opening bank A/C:
A/C opening process differs based on type of account. A general procedure of opening account is given below:
Step-1: Determining type of account..
Step-2:  Application form. 
Step-3: Application form fill-up.
Step-4:Giving introduction.
Step-5:Addition of  necessary documents with application .
Step-6: Submission of  application form.
Step-7: Filling-up and submission of SS card individually.
Step-8:  Collection of  deposit slip.
Step-9:Depositing initial payment.

 General documents for opening an account for all:
a) Duly filled account opening form along with proper introduction is mandatory for opening an account. A verified signature of the introducer is a must before opening an account.
b) Duly filled and introduced signature cards(2 Copies).
c) Photographs attested by the introducer (2 Copies for each individual).

Issuance of  Cheque Book:
 a) Verification of signature by collecting requisition form from the due authority (custodian of Specimen Signature Card)
b) Ensuring delivery of cheque book to the right recipient.
c) Recording  title of the account and  number in the cheque Book register.
d) Recording account number on the requisition form and  issuing date and getting it signed by an authorized signatory.
e) Recording cheque series number on the requisition form.
f) Delivering the cheque book after collecting signature on the register.
g) Requisition form is delivered  to the computer section for POSTING.
h) After that, it should be kept in the concerned file according to  serial number of the Cheque folio.


3.4 Sanchaypotra Section:
As per guidelines of Bangladesh Bank, Bashabo branch issues and gives  payment of different types of Sanchaypotra e.g: Paribar,, 3 month profit basis. 

3.5 Fund Management Section:
This division collects fund from BB and Sonali Bank Limited on demand of their other branches and sends issue of TT of this.
 3.6 Account Section:
General functions:
a)  vouchers sorting
b) Audit of day-to-day transactions.
c)Preparation of daily extracts and sending to Head Office. 
d)  Thursday position statement.
e) Preparing  daily statements.
f) Preparing consolidated statement of Profit & Loss (Monthly)
g) Preparing statement of SBS-01(Monthly to H.O)
h) Preparing statement of SBS-02(quarterly to H.O)
i)Preparing voucher of depreciation.

3.7 TT, PO, DD (Bills division);
Remittance of fund refers to transfer of fund from one city to another city of the same bank within the country is called local remittance andmoney transferred across the national border through correspondent agent is called foreign remittance. These facilities are given  to enable customers to avoid risk of theft and fraud  in transferring of money from one place to another for making payment to someone at some other places. 
Considering emergency and nature of transaction, the method of remittance can be classified as:
a) Payment order (PO)
b) Demand draft (DD)
c)Telegraphic Transfer (TT)
PAY ORDER:
Payment Order is an instrument issued by a bank with a bank with an undertaking to pay the beneficiary on behalf of the client. Pay order is usually issued within the clearing area. In case of  exceptional cases, the proceeds of pay order is collected based on collection basis.
Issuance of Pay order:
· Cash department on receipt of cash will deliver the above two vouchers to the concerned officer and his function will be to:
· Make entry in the P.O issue register duly authenticated and will be recorded register serial number (Control Number) on the face of the application form.
· Issue pay order and write the register serial number (Control Number) after the block series number on it.
· Ensure that pay orders are crossed “A/C Payee” and get it signed by two authorized signatories.
· Receive applicant’s signature on the counter- foil of Pay Order and handover the P.O to the purchaser.

Encashment of Pay Order:
a) Payment through clearing
b) Cash Payment (subject to written consent of manager on the duly signed PO)
c) Payee’s a/c credited (a/c maintained in our bank)

Payment of Pay Orders:
Crossed A/C Pay orders are not negotiable. The Pay Orders are honored through either clearing house or  the A/C payee’s credit.
DEMAND DRAFT(DD):
 An instrument containing an order of the issuing branch to another branch where the drawee branch make payment of a certain sum of money to the payee on demand. 
PROCESSING INSTRUCTIONS FOR DD:
a) Properly filled up application form & signed by the applicant.
b) Completing the lower part  of the application form denoting  for bank’s use.
c) Calculation of  total amount payable along with bank’s commission.
d) If the purchaser wants his account to be debited for the amount of DD,  the A/C number and the A/C holder’s signatures are  verified properly and debit client’s account .
e) If a cheque payment is desired  for the DD, the cheque should be duly passed for payment by the due  authority and recorded the DD with  the cheque.
f) In case of cash deposit ,the purchaser is required to deposit the due amount to the cash counter.
g) After processing the application form ,the  cash or cheque will be  by the teller.

ISSUANCE OF DD:
After getting the above documents by the cash department, the following procedures need to be followed:
a) Keeping  a record of DD issue on branch-wise maintaining full details of the DD.
b) Providing  an issue number, (DD number, register SI number & current year) from the DD issue.
c) Branch-wise register keeping.
d) Providing  a test number on the application form in case DD amount is less than or equal to tk. 50,000.
e) Issue and handover the  DD instrument to the purchaser duly received by him on the overleaf of the perforated portion.

CANCELLATION OF DD:
 DD can only be cancelled by the request of purchaser. The drawee branch can’t issue cancellation of DD.it can only follow the cancellation instructions from the issuing bank. When a draft is cancelled by the issuing branch the relative entry is reversed on receipt of IBCA from the drawee branch. 















Chapter 04 :Job Part

Today’s market of every product and service is customer-centric. Banking industry in our country has been emerged as one of the driving forces who are contributing to our economy to a greater extent. By receiving deposits and giving them as loans, the commercial banks are serving and ensuring robust financial growth of our money and capital market. Besides, they are also rendering CSR by creating better employment opportunity for younger generation.
After working at Bashabo branch of ABL, some customer -related problems have been spotted and those problems have been depicted as vividly as possible into 08 cases. These cases have also been classified as:




Based on the cases ,08 questions were asked to 100 customers and the manager of the bank. Their feedbacks and the cases are presented below:



[bookmark: _Hlk525046907][bookmark: _Hlk525046882]Case 4.1: Slow network coverage.
On March 18, Mr. Ibrahim came to Agrani Bank Limited, Bashabo Branch, with a cheque of BDT 30,000 of his savings account. When he showed his cheque, Mr. Towhid, officer of check receiving Counter, informed him that his payment would be delayed due to slow network coverage. Towhid requested him to wait for around 30 minutes. Unfortunately, network problem remained unchanged even after 30 minutes. He came to the counter again but Towhid could not help him because without network coverage his account status could not be checked and paid his amount. The customer requested towhid again and again and he felt very helpless at that time. He informed the second officer and she told Towhid to advise the customer to go to another branch and placed the cheque as an online instrument. When He suggested the customer to go to other nearby branches, the customer became disturbed and considered his advice a harassment

01 Have you ever faced difficulty in receiving banking service due to online trouble in this bank?
Customers’ feedback:
After a survey with 100 customers, 84% of them have experienced this problem. Most of the customers have strongly demanded that online facilities of the bank should be updated and bank should have an offline backup of the customer information to avert such nuisance.
Bank’s feedback:
The bank authority is also concerned about this problem. They are working heart and soul to ensure more customer friendly service.
Case 4.2: Delay of service due to shortage of cash.
On April 3, it was a day of hue and cry in the bank. Customers were gathering throughout the bank and there was a huge crowd. It was 11:00am and the bank could not serve the customers with cash payment due to not having adequate cash in its reserve. The customers were waiting in the bank they were asking again and again to the cash counter whether the cash delivery had reached or not. When it was 12:00pm, the customers became restless and started passing negative comments about the bank’s efficiency. It became very difficult for employees to control their temper before customers’ criticism. At last the cash delivery van reached the bank at 12:30pm and the bank started to give cash payment the customers sacrificing their lunch hour.
02. Have you ever faced difficulty in withdrawing cash due to shortage of fund of this bank?
Customers’ feedback:
60% of the customers have experienced this problem. Most of the customers have demanded that the bank should ensure smooth payment be preserving cash at their branch with proper security like other private banks.
Bank’s feedback:
Due to security issue the bank cannot preserve cash in their branch. Their principal branch is very careful about cash delivery. But due to traffic problem, they have to face this problem.


Case 4.3: Indifference to some rules by few customers.
As a general rule, it is compulsory to put two signatures and contact number of the account holder at the back of cheque. Due to absence of contact No: and signature I advised Mrs. Farida to fulfill the requirement. But she was reluctant to do so. She considered it was an unnecessary requirement and demanded to ignore the rules in order to respect her attitude. Mr. Sharif, officer of the Cheque counter, requested her to follow the rules and explained his constraints to satisfy her. At last she   put her signatures and contact number, but she seemed unhappy being compelled to abide by the rules.  
 03. Have you ever faced any interruption in this bank in receiving banking service due to not maintaining any rule? 
Customers’ feedback:
20% of the customers have confessed that some rules are not customer-friendly.
Bank’s feedback: 
The bank authority think that this kind of rules have been made to safeguard maximum customer interest.

Case 4.4: Impatience of customers
Cash payment through cheque receiving is a step-by-step process. After receiving a cheque, it is sent for checking its account status and then it is sent for verifying owner’s signature and other details and finally it is sent to cash counter and money is paid to the customer. Usually, it takes some time. But Mr. Jonayed was in a hurry and he was urging to made his cash payment soon. Mr. Towhid requested him to wait patiently. But he was not interested to listen to any persuasion, rather he accused Towhid being indifferent to his emergency. Towhid intelligently suggested him to go for ATM Card facility in future for prompt service. 


04. Have you ever felt disappointed due to not obtaining service quickly?
Customers’ feedback:
30% of the customers have experienced this problem. That have claimed that sometimes they have to hurry in case of some emergency issues.
Bank’s feedback:
The bank authority claims that they give priority service considering customers’ emergency.
Case 4.5: Do not use any other colored pen except black on any banking instrument as a customer
As per banking rules, all kinds of banking instrument used by customers must be written with black –inked and ball point pen. Unknowingly, Mst. Sufia had written her cheque with blue inked pen. Mr. Sharif suggested her to write another with black-inked pen. Unfortunately, all the pages of her check book were finished and she needed the money very urgently as she was going abroad on that night. Mr. Sharif explained the entire complex situation to his manager. The manager advised the customer to rewrite the cheque with black ink beside the existing blue-inked writing and her cheque was accepted considering her urgent situation.
05. Have you ever used other inked-pens except black-inked one on any bank instrument?
Customers’ feedback:
Only 5% of the customers have faced this problem. They admitted that they have made this mistake since they did not know about this.
Bank’s feedback:
The bank authority stated that only their audit team is allowed to blue-inked pen on any banking document.so using black-inked pen is highly preferred.
Case 4.6: Improper evidence of bearer
As per banking rules, a bearer must attach photocopy his/her NID to the cheque. But Mr. Tareq brought a cheque as a bearer without evidence of his own. Mr. Towhid suggested him to attach photocopy of NID to the cheque. Unfortunately, he did not have photocopy of his NID on that time. Towhid respectfully declined to accept his cheque. At this, the customer became irritated and demanded adamantly his cheque to be accepted. But Towhid did not change his mind. Then he left the bank with displeasure and came back with his NID copy after an hour.
06. Have you ever been refused to be entertained with banking service due to lack of proper evidence? 
Customers’ feedback:
52% of the customers have experienced this trouble. Most of the customers added that they have made such mistake because they do not transact with bank regularly and they didn’t know the rule.
Bank’s feedback:
The bank authority claimed that they have to stick to this rule to avert fraud and any kind of illegal money transfer.
Case 4.7: A misunderstanding between two customers for their same mistakes.
Utility bill counter is the busiest banking service. The employees pass a very busy day usually on the last payment day of the month. They have to receive utility bills relentlessly before lunch hour and sometimes have to serve even during lunch hours. On May 14, it was the last day of monthly utility bill payment. A huge number of customers were standing in the queue. Receivers of the bill counter usually receive money and bill book from the customers and after endorsing the bill receipt, the bill book is returned on the counter and customers collect their books. On that day, Jamila mistakenly took away the bill book of Shirin as she did not notice her name on it. Shirin also took the bill book of Jamila by doing the same mistake. After 30 minutes, Jamila came to the bank and informed the incident to Mr. Shaheen, officer of the bill counter. He found out contact number of Shirin from the bill receipts and phoned her, but she was staying far from the bank. She came back to bank 90 minutes later and felt sorry for her mistake. But Jamila felt irritated and started quarreling since she had been waiting for one and half an hour. Mr. Shaheen requested both customers to calm down.



07. Have you ever faced any altercation with other customer due to misunderstanding?
Customers’ feedback:
8% of the customers have experienced such problem. They demanded that employees should ensure that the bill book is going to the due owner.
Bank’s feedback:
During rush hour, it is very difficult to ensure meticulous service. Customers should remain careful about their bill book.
Case 4.8: Attempt to receiving unfair advantage by customer.
In a bill counter, no customer can place more than 5 bills at a time. On June 8, Mr. Arif placed 12 bills at a time. Some customers standing behind him noticed the incident and raised their objection to the bill counter in receiving Mr. Arif’s bills. But he doggedly demanded his bills to be received. Other customers remained unchanged to their objection. Finally, Mr. Shaheen requested Arif either to give 5 bills today or to wait until all the customers gave their bills.
08. Have you ever found any customer in taking unfair advantage and resisted him/her?
Customers’ feedback:
60% of the customers have witnessed such problem. They demand that bank should inform these rules to the customers in an official manner.
Bank’s feedback:
The bank authority added that this kind of petty issue is difficult to bring under official consideration.





Chapter o5: Recommendations and Conclusion

5.1 Recommendations:
Some recommendations have been proposed based on feedbacks from bank authority and customers:
· A smooth and trouble-free internet coverage should be assured during transaction
· Adequate cash arrangement needs to be ensured with top priority by timely delivery of cash van.
· Customers should be more conscious and respectful to the rules and norms of the organization.
· Customers should be given priority in providing services in case of request of emergency.
· An information desk should be set up which can provide necessary guidelines to ensure hassle-free service.
· Employees should emphasize more on customer convenience than on quick service

5.2 Conclusion:
Banking industry is one of the most promising financial sectors in context of Bangladesh. Agrani Bank Limited is performing in this sector more successfully than other state-owned banks. Since it carries the slogan:” Committed to serve the nation”, this organization needs to think about more carefully about their customers. Positive publicity of an organization depends on to what degree the customers at grassroots level are being entertained. So, ABL should ensure more customer-friendly service not only for their commercial gain but also for those customers who make transaction with bank even once in a month.
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Appendix:
Questionnaire
01 Have you ever faced difficulty in receiving banking service due to online trouble in this bank?
a) Yes.
b) No.
02. Have you ever faced difficulty in withdrawing cash due to shortage of fund?
a) Yes.
b) No.
03. Have you ever faced any interruption in this bank in receiving banking service due to not maintaining any rule? 
a) Yes.
b) No.
04. Have you ever felt disappointed due to not obtaining service quickly?
a) Yes.
b) No.
05. Have you ever used other inked-pens except black-inked one on any bank instrument?
a) Yes.
b) No.
06. Have you ever been refused to be entertained with banking service due to lack of proper evidence? 
a) Yes.
b) No.
07. Have you ever faced any altercation with other customer due to misunderstanding?
a) Yes.
b) No.
08. Have you ever found any customer in taking unfair advantage and resisted him/her?
a) Yes.
b) No.
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Responses	[VALUE]
[VALUE]
[VALUE]
[VALUE]
[VALUE]
[VALUE]
[VALUE]
60%

Case 4.1/Question01	Case 4.2/Question 02	Case 4.3/Question 03	Case 4.4/Question 04	Case 4.5/Question 05	Case 4.6/Question 06	Case 4.7/Question 07	Case 4.8/Question08	0.84	0.6	0.2	0.3	0.05	0.52	0.08	0.6	

