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[bookmark: _Toc22460720]EXECUTIVE SUMMARY


[bookmark: _Toc16243063]The report which is based on the “Customer Satisfaction of Dutch-Bangla Bank Limited” This study is the result of internship program ran for the past three months placed at the Dutch Bangla Bank, Mirpur-1 Branch. The main purpose of this study is to understand Customer satisfaction analysis in Dutch Bangla Bank. The study indicates that customer satisfaction largely depends on improvised working environment, regular feedback from customers, flexibility to maintain a balance between work and family life. For gathering this information I had to maintain direct observation to see the work pattern of employees and their views within the organization. 
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[bookmark: _Toc22460721][bookmark: _Toc16243068]Chapter One 
Introduction

[bookmark: _Toc22460722]1.1 Background of the study
Finance institutions such as banks play a significant role in financial advancement of any country. With regards to financial progress capital is deemed as one of the most critical and significant components which in turn can be contrasted to blood stream of our physique when economic institutions much like bank work as an artery system of the overall economy. Urbanization and way of living cha advancement developed requirement for consumer banking merchandise and providers. From the outset to in the present day bank is contributing in an significant role in the economy. For the regional general public, banks offer gain access to to financing and economical providers to both equally local business enterprise and inhabitants, as well as the funds banking institutions make investments in turn into the population throughout personnel salaries, business opportunities, and taxation. First of all, banking institutions provide the need to have of contemporary society by scrubbing up deposit as diverse varieties like savings, MSS, FDR, SND and various other alternatives at sensible rates. Likewise, bank offer credit service to substantial end shareholders for tremendous assignments in the commercial, facilities and counselling market sectors. Additionally, SME marketplace get consumer credit capability from economic companies to create new business enterprise as well as for increasing their offered business. It requires monetary organization acts just like an intermediary who obtain funds from excessive unit and achieve that funds to the debt unit. Therefore, it is demonstrated that not having financial institutions various learners may possibly not get hold of appropriate understanding, many households could not purchase their personal residence to tend to be, community could not expand up and federal government could not offer public services to general citizens. The modern-day central bank is an organization accountable not only for the routine service of economic stableness; it also functions a range of developmental and promotional alternatives of a country’s overall economy. Bangladesh seek for a liberal consumer economy. Bangladesh Bank is the Central Bank of Bangladesh and the primary regulating expert in the community, which is accountable for endorsing healthy and balanced progress and expansion of the banking structure. Therefore, devoid of any uncertainty we can certainly state that from very first breakthrough and inception of present-day civilization, bank performs a critical role in case of general financial and socioeconomic advancement of any kind of modern nation. Dutch Bangla Bank is a completely accredited commercial bank included on 1995 as a public limited organization beneath the Companies Act 1994, which usually is subsidized by esteemed personas in the niche of trade and commerce. Consumer satisfaction is uttermost critical for Banking sector seeing that this kind of is a service industry. Consumer gratification helped bring goodwill and as well , marketing potential customers for the Bank. Bank Continuously looking for to strengthen efficiency by aiming their goals and objectives with customers’ anticipations.
[bookmark: _Toc22460723]
1.2. Organization Profile

Modern-day age financial practices, controlling an account is a competent method of attaining financial adjustments of a fast developing nation. For a market capital is one of the very important and critical element which can be compared to blood of our physique when funds related basic foundation like banking institutions go on the subject of as a program agreement of the economy. Devoid of satisfactory managing money office Cultivation, business enterprise and organization can't flourish. An best suited created continuing to keep money structure can give the important assistant to the financial development of the country. Since handling an bank account structure is interconnected with the whole economy. 
Bangladesh current economic climate has been experiencing a fast advancement since the 90‟s. Urbanization is desired for the enhancement of modern culture and therefore people’s life transformations. Banks completely give gain access to to monetary organizations to both equally local community business and citizens etc. Above all else banks fill the requirement of society by cleaning up stores as numerous components like funds, MSS, FD, SND and several diverse alternatives at reasonable rates. In this determination, Dutch Bangla Bank Limited has a resemblance to a bright star. Since its outset in June 3, 1996, Dutch Bangla Bank Ltd. has attained praiseworthy track record by providing authentic operations corporations to its consumers in an innovation-based platform. The Bank has set up an additional commonplace in financing in the commercial, Vocation and Foreign trade venture and it is regarded as the one of the most inventive and innovatively unparalleled banks.  Customer is the most crucial part of any bank. Each bank tries to gratify its customer base by offering them distinct sorts of products and services. Consumer loyalty is anticipated to get better at the client's demands. A wide range of operations given by the Bank are strongly determined with the consumer. In this report, I have largely broken down the level of consumer loyalty of DBBL.

[bookmark: _Toc22460724]1.3. Objective of the Study
 “General Objective
The main objective of this study is to fulfill condition for Graduation under the
Bachelor of Business Administration program of United International University as per university rule.
 Specific Objective
To be more precise, this study involves the ‘Customer satisfaction level of Dutch Bangla Bank
Limited’, which is done to analyze the technique. There are few more specific objectives I
have found:
 To measure the level of satisfaction of customers
 To classify the areas of satisfactions of customers
 To find out the areas of displeasures among the consumers
 To suggest concern how to improve consumer satisfaction level”

[bookmark: _Toc22460725]1.4 Rationale of the Study:
Bangladesh is one of the economically emerging countries in the world. Customer Satisfaction plays a pivotal role in increasing the overall performance condition of the country. The Banks can act as an intermediary. Organizing the excess fund of surplus sectors to provide necessary finance can also be a part of their responsibility. This report is an effort to reflect a clear idea about the strategies of Dutch Bangla Bank.
[bookmark: _GoBack][bookmark: _Toc22460726]1.5 Scope of the Study
[bookmark: _Toc22460727]
“The scope of the study is a broader aspect to be labelled. The officers
of Mirpur Branch Dutch Bangla Bank Limited still helped me reluctantly to prepare the report. On the other hand, due to some confidentiality there were difficulties to find out some other information as well. This report is prepared in an orderly way from selecting of the topic to finalizing”.
[bookmark: _Toc22460728]
1.6 Limitation of the Study

• The main problem I faced while preparing this repot was to gather information from the correspondents as they were busy and some of them were reluctant to cooperate.
• Another major problem was the management of the bank was reluctant to share some of the information due to confidentiality. Some of the information were vital to collect and I tried my very best to gather as much information as I could.


[bookmark: _Toc22460729]Chapter Two 
Methodology
[bookmark: _Toc22460731]2.1 Research Design
`The study is basically an exploratory in nature for going into insight the problem and to analyze the problem more deeply. Data for the study have been collected from both primary and secondary sources. Primary data have been gathered from 50 respondents using structured questionnaire. Secondary data have been gathered from published articles in journals and the company’s website. Also Five-point Likert scale has been used to prepare the questionnaire. 
I have divided the whole methodology into 7 steps process: 
In conducting the research, the study found that there is harder any research on Analysis of Customer Satisfaction of Dutch Bangla Bank So I have planned to go for exploratory analysis. As the sample size is not large and representative the findings of the study is tentative. 
[bookmark: _Toc22460732]2.2Research Method
The study used both qualitative and quantitative method to gather information from the respondents. We have gathered information from the officials and observing the Customer holder. And then we have conducted a survey to analyze the problem in depth.

[bookmark: _Toc22460733]2.3 Research Approach
The study has used questionnaire to gather quantitative data. In the introduction part of the questionnaire the reason of the research and the instruction to fill up the questionnaire has been given. The respondents were not bound give the answer of all the questions. They had the freedom to leave any question that they don’t like to answer. The study has explained the questions to the respondent if they do not understand any.
[bookmark: _Toc22460734]2.4 Sampling Method
The study surveyed those respondents who are regular Customer of the Bank DBBL and are conveniently available. According to N.K. Malhotra this is called convenience sampling and it’s a type of a non-probability sampling. 
[bookmark: _Toc22460735]2.5 Survey Instrument
In this study, the study used a structured questionnaire to collect primary data from the sample. The questionnaire is based on Analysis of Customer Satisfaction of Dutch Bangla Bank Limited.


[bookmark: _Toc22460736]Chapter Three
[bookmark: _Toc22460737]Organizational background and industry perspective
[bookmark: _Toc16243069]
[bookmark: _Toc22460738]3.1 Brief History of Dutch Bangla Bank 
Dutch-Bangla Bank started operation is Bangladesh’s first joint venture bank. The bank was an effort by local shareholders fronted by Md. Sahabuddin Ahmed (Founder chairman) and the Dutch company FMO. DBL’s establishment was under the Bank Companies act 1991 and began their operation as a public limited company under the Companies Act 1994. The bank is enlisted with both Dhaka Stock Exchange (DSE) and Chittagong Stock Exchange (CSE). 
DBBL was the first fully operated bank to operate in Bangladesh. The Electronic- Banking Division established in 2002 to undertake speedy automation and to bring modern banking services into the relevant field. Full automation had been achieved by 2003. DBL also has the most ATM booths and serves as a pioneer in banking sector. Because of their achievements and advancements, many local banks followed DBL’s banking infrastructure instead of relying on their own.
[bookmark: _Toc16243070]
[bookmark: _Toc22460739]3.2 Services offered by Dutch Bangla Bank (DBBL)
Dutch Bangla Bank offers a variety of services to its customers which are mentioned below:
[bookmark: _Toc22460740]Loans and Advances
“a) Life Line, b) Loan against Trust Receipt, c) Transport Loan, d) Real Estate Loan (Residential and Commercial), e) Loan Against Accepted Bill, f) Industrial Term Loan, g) Agricultural Term Loan, h) Lease Finance, i) Other Term Loan, j) FMO Local currency - Loan for SME, k) FMO Foreign currency loan, l) Cash Credit, m) Small Shop Financing Scheme, n) Overdraft
[bookmark: _Toc22460741]Deposits
a) Savings Deposit Account, b) Current Deposit Account, c) Short Term Deposit Account, d) Resident Foreign Currency Deposit, e) Foreign Currency Deposit, f) Convertible Taka Account, g) Non-Convertible Taka Account, h) Exporter's FC Deposit, i) Current Deposit Account-Bank, j) Short Term Deposit Account-Bank.”

[bookmark: _Toc22460742]Corporate Banking Services
a) Project Finance, b) Working Capital Finance, c) Trade Finance, d) Equity Finance, e) Socio and Environmental Infrastructure Finance
[bookmark: _Toc22460743]Letter of Credit Trade Business
”a) Import Finance 
1. Opening of Import L/C
2. Credit against Trust Receipt for retirement of import bills.
3. Short term & medium-term loans for installation of imported machineries & production thereof.
4. Payment against document 
b) Export Finance
1. Pre-Shipment Finance
Pre-Shipment finance in the form of:
I) Opening of Back-to-Back L/C II) Export Cash Credit

2. Post-Shipment Finance
Post-Shipment finance in the form of:
I) Foreign/Local Documentary Bills Purchase, II) Export Credit Guarantee, III) Finance against cash incentive

c) Foreign Remittance
1. Inward Remittance: a) Draft, b) Telegraphic Transfer
2. Outward Remittance: Foreign Demand Draft, Telegraphic Transfer, Travelers Check and Cash (FC)
d) Treasury
1. Spot Sale/Purchase 2. Forward Sale/Purchase 3. Money market Interbank & Corporate 4. SWAPS 5. Forex - Commercial & Non-Commercial
e) Account Services
1. Foreign Currency Account 2. Non-Resident Foreign Currency Deposit Account (NFCD) 3. Resident Foreign Currency Deposit Account (RFCD) 4. Convertible and Non-Convertible Taka Account 5. Convertible and Non-Convertible Taka Account 6. Non-Resident Blocked Taka Account
[bookmark: _Toc22460744]Life Line Products
a) Deposit Plus Scheme, b) Periodic Benefit Scheme, c) Bochore Dergun Scheme, d) Children Education Saving Scheme, f) Pension Plus Scheme
[bookmark: _Toc22460745]SME Banking
a) Dutch-Bangla Bank Smart Cash Credit, b) Dutch-Bangla Bank Smart Term Loan, c) Dutch-Bangla Bank Smart Festival Loan, d) Dutch-Bangla Bank Smart Women Entrepreneurs Financing, e) Dutch-Bangla Bank Smart Distributor Financing, f) Cash Credit under Small Shop Financing Scheme
[bookmark: _Toc22460746]Term Deposit Products
DBBL offers a wide range of Fixed Deposit Products. Customer has the option to choose from the desired range of 1 month to 5 years. ”
[bookmark: _Toc22460747]Personal Banking
DBBL offers both debit and credit card facilities to its customers
[bookmark: _Toc22460748]Clean Credit Products no Cash Security or Personal Guarantee Needed
a) Health Line, b) Education Line, c) Professional Line, d) Marriage Line, e) Travel Line, f) Festival Line, g) Dreams Come True Line, h) Car Line, i) General Line
[bookmark: _Toc22460749]Secured Credit Products flexible facility with minimum security
a) Auto Line, b) Home Line, c) Full Secured Line
Apart from these services, the Bank also offers its services through the following expansions:
a) ATM booths, b) Mobile Banking Services, c) Agent Banking Services, d) Fast Track Services
[bookmark: _Toc16243071][bookmark: _Toc22460750]3.4 Shareholding Structure of DBBL
As of 2016, the sponsor Shareholders holds 87% of the total shares, while the rest 13% are held by general Shareholders. Sponsor shareholders includes both local and foreign sponsors.  The local shareholders hold 61.3% of the shares and foreign sponsors hold 25.7% of the shares. Among the general shareholders, 7% is held by institutions and the rest 6% are held by individuals. 
[bookmark: _Toc16243072][bookmark: _Toc22460751]3.4 DBBL Structure
 
[bookmark: _Toc16243074][bookmark: _Toc22460752]3.5 SWOT Analysis of DBBL Mirpur Branch
[bookmark: _Toc22460753]Strength
1) DBB Mirpur Branch, has at its disposal a skilled marketing team and the members of the team have a strong network with the clientele base
2) Operational efficiency level of DBBL is fairly high with respect to their competitors 
[bookmark: _Toc22460754]Weakness
1) Understaffed in the remittance and foreign trade section of the branch
2) Achievement of interest income and non-interest income has fallen over the last two years while operating expenses has risen for the same period
[bookmark: _Toc22460755]Opportunities
1) They can opt to provide home loans and car loans at a fixed interest rate, rather than an adjustable rate, to capture the market share of those occupied by the non-banking financial institutions. 
2) The Bank can further utilize its Agent Banking services to reach and expand its customer base at rural remote areas. 
[bookmark: _Toc22460756]Threats
1) Non-banking financial institutions are providing loans to customers, at a rate higher than that offered by banks, however, their rates vary at a fixed predetermined range, while Banks maintain an adjustable rate (floating rate), which is luring away a few of its customers. 


                       


[bookmark: _Toc22460757]Chapter Four 
Survey Findings

[bookmark: _Toc22460758]4.1 Analysis and Findings from the Survey
In this part I have analyzed all the information I have collected from the interview of the customers. A total number of 50customers have been surveyed based on a pre-structured questionnaire which 18 numbers of questions.  Based on the collected data the following descriptive analysis has been performed explaining their findings.
[bookmark: _Toc22460759]4.2 Demographic analysis of the respondents  
Frequency Table: All the frequency tables is analyzed below
Table 01: Gender
	Type
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Male
	43
	86
	86
	86

	Female
	7
	14
	14
	100

	
	50
	100
	100
	


Source: Field Work

The sample is mainly male based as because most of the the respondents are male.
   
Table 02: Age
	Range
	Frequency
	Percent
	Valid percent
	Cumulative percent

	18-25 years
	4
	8
	8
	8

	26-33 years
	25
	50
	50
	58

	34-41 years
	14
	28
	28
	86

	42-49 years
	7
	14
	14
	100

	Total
	50
	100
	100
	


Source: Field Work

From the above table it is easily identified that there are 25 respondents who are in the age of 26-33 and it covers around 50%. There are 7 and 4 respondents who are in the age of 42-49 and 18-25 and it covers 14% and 8% respectively. One the other hand there are 14 respondents aged young people aged between 26-41 years of age.


Table 03: Occupation
	Type
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Service holder
	13
	26
	26
	26

	Businessman
	31
	62
	62
	88

	Professionals
	1
	2
	2
	90

	Students
	1
	2
	2
	92

	Housewife
	2
	4
	4
	96

	Others    
	2
	4
	4
	100

	Total
	50
	100
	100
	



Source: Field Work
 From our total respondents I came that there are 13   service holders, 31 businessman 1 student, 1 professional, 2 housewife and 2 members are others. So the percentage is respectively 26%, 62%, 2%, 4% and 4%. This indicates that most of the customers are businessman.



Table 04: Monthly Income Range
	Range
	Frequency  
	Percent 
	Valid percent 
	Cumulative percent

	Below 10000
	5
	10
	10
	10

	10000 to 30000
	19
	38
	38
	48

	30000 to 50000
	5
	10
	10
	58

	50000 to 70000
	10
	20
	20
	78

	 70000 to 90000
	5
	10
	10
	88

	90000 to  120000
	5
	10
	10
	98

	Above 120000
	1
	2
	2
	100

	Total
	50
	100
	100
	


Source: Field Work
The income ranges of the respondents are 10% 38% 10% 20% 10% 10% and 2% respectively. So here 19 respondents’ monthly income is between 10000-30000, 10 respondents 10000, 5 respondents’ monthly income is between 30000-50000,5 respondents’ monthly income is between 70000-90000, ,5 respondents’ monthly income is between 90000-120000,1 respondent’s monthly income is the highest income ranges above 120000.



Table 5: Highest educational Level
	Level
	Frequency
	 Percent 
	Valid percent
	Cumulative percent

	No formal education 
	5
	10
	10
	10

	SSC
	22
	44
	44
	54

	HSC
	11
	22
	22
	76

	Graduation
	7
	14
	14
	90

	Post-graduation
	5
	10
	10
	100

	Total
	50
	100
	100
	


                     Source: Field Work
From the above table it is really identify that among the 50 respondents, 22 responds, highest educational level is SSC, which is 44%of the total respondent. It is astonishing to see that most of the respondents have education up to SSC level. So here it is not surprising at all. 



[bookmark: _Toc22460760] 3.3 Analysis of the study that influences customers’ satisfaction 
1. Dutch Bangla Bank has modern looking equipment:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	18
	36
	36
	36

	Agree
	21
	42
	42
	78

	Neutral
	05
	10
	10
	88

	Disagree
	05
	10
	10
	98

	Strongly Disagree
	01
	02
	02
	100

	Total
	50
	100
	100
	


                              Source: Field Work

The above table shows that there are 42% respondents who agree with the statement that bank provides quick services in terms of transferring funds. On the hand there 10% respondents disagree with the statement. 10% people remain neutral. From the table we also find that there are 36% people who strongly agree with the statement and there are 2% people who strongly with the statement. So therefore, we can say that this banks performance in terms of DBBL is providing services as there promise is good. Therefore, the services shod be improve.
2. Dutch Bangla Bank’s physical facilities are visually appealing: 
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	07
	14
	14
	14

	Agree
	15
	30
	30
	44

	Neutral
	23
	46
	46
	90

	Disagree
	04
	08
	8
	98

	Strongly Disagree
	01
	2
	2
	100

	Total
	50
	100
	100
	


                           Source: Field Work

From the above table shows that there are 30% respondents who agree with the statement and there are 8% respondents who think that it is not true, they disagree with the statement.46% people remain silent which is the majority group. 1% people strongly disagree with the statement and 7% respondents strongly agree with the statement. Therefore, we can assume that providing right services is good because 2nd highest majority group.



3. Dutch bangla Bank’s reception desk employees are neat appearing:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	06
	12
	12
	12

	Agree
	13
	26
	26
	38

	Neutral
	08
	16
	16
	54

	Disagree
	11
	22
	22
	76

	Strongly Disagree
	12
	24
	24
	100

	Total
	50
	100
	100
	


                        Source: Field work

From the above table it is shown that 13% respondents agree with the statement and there are 11% respondents who think that it is not true, they disagree with the statement. 8% people remain silent which is the majority group. 12% people strongly disagree with the statement and 6% respondents strongly agree with the statement. Therefore, we can assume that providing right services is good because 2nd highest majority group agree whit it.


4. Dutch Bangla Bank provides its service at the time it promises to do so:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	02
	4
	4
	4

	Agree
	16
	32
	32
	36

	Neutral
	04
	8
	8
	44

	Disagree
	12
	24
	24
	68

	Strongly Disagree
	16
	32
	32
	100

	Total
	50
	100
	100
	


                            Source: Field work 

From the above table shows that there are 32% respondents who agree with the statement and there are 12% respondents who think that it is not true, they disagree with the statement.8% people remain silent which is the majority group. 32% people strongly disagree with the statement and 4% respondents strongly agree with the statement. They think that the records that are kept by the bank is not free of errors. My recommendation is that more sectors of the bank should be computerized to minimize errors.

5.  Dutch Bangla bank insists on error free records:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	01
	2
	2
	2

	Agree
	19
	38
	38
	40

	Neutral
	03
	6
	6
	46

	Disagree
	11
	22
	22
	68

	Strongly Disagree
	16
	32
	32
	100

	Total
	50
	100
	100
	


                               Source: Field work


From the above table shows that there are 38% respondents who agree with the statement and there are 22% respondents, they disagree with the statement.06% people remain silent as neutral. 32% people strongly disagree with the statement and 2% respondents strongly agree with the statement.

6. Dutch Bangla Bank performs the service effective for the first time:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	06
	12
	12
	12

	Agree
	17
	34
	34
	46

	Neutral
	05
	10
	10
	56

	Disagree
	13
	26
	26
	72

	Strongly Disagree
	09
	18
	18
	100

	Total
	50
	100
	100
	


                                                    Source: Field work

From the above table shows that there are 34% respondents who agree whit the statement and there are 26% respondents, they disagree with the statement.10% people remain silent as neutral. 18% people strongly disagree with the statement and 12% respondents strongly agree with the statement. There is will be customers service and performs right the first time.  

7. Employees in Dutch Bangla bank tell you exactly when services will be performed:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	08
	16
	16
	16

	Agree
	15
	30
	30
	46

	Neutral
	13
	26
	26
	72

	Disagree
	09
	18
	18
	90

	Strongly Disagree
	05
	10
	10
	100

	 Total
	50
	10
	100
	


                               Source: Field work

 From the above table shows that there are 30% respondents who with agree whit the statement and there are 18% respondents, they disagree the statement.26% people remain silent as neutral. 10% people strongly disagree with the statement and 16% respondents strongly agree with the statement. The fact that most of the people remained neutral regarding the statement. This indicates that bank’s double growth scheme is not so profitable compare to other banks. To be a good performer in the eyes of the respondents, there interest rate of the scheme should be high.

 8. Employees in Dutch Bangla bank gives you prompt service:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	06
	12
	12
	12

	Agree
	17
	34
	34
	46

	Neutral
	05
	10
	10
	56

	Disagree
	13
	26
	26
	82

	Strongly Disagree
	09
	18
	18
	100

	 Total
	50
	100
	100
	


                           Source: Field work

From the above table shows that there are 34% respondents who with agree whit the statement and there are 26% respondents, they disagree the statement.10% people remain silent as neutral. 18% people strongly disagree with the statement and 12% respondents strongly agree with the statement. According the table highest percentage respondent agree that the employees have enough knowledge about their services.

9. Employees in Dutch Bangla bank is always willing to help you:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	12
	24
	24
	24

	Agree
	13
	26
	26
	`50

	Neutral
	11
	22
	22
	72

	Disagree
	08
	16
	16
	8800

	Strongly Disagree
	06
	12
	12
	100

	 Total
	50
	100
	100
	


	                             Source: Field work

From the above table shows that there are 26% respondents who with agree whit the statement and there are 16% respondents, they disagree the statement.22% people remain silent as neutral. 12% people strongly disagree with the statement and 24% respondents strongly agree with the statement. According the table employees in Dutch Bangla bank is always help you.
10. Employees Dutch Bangla bank are never too busy to respond to your request:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	09
	18
	18
	18

	Agree
	17
	34
	34
	52

	Neutral
	13
	26
	26
	78

	Disagree
	05
	10
	10
	88

	Agree
	06
	12
	12
	100

	Total
	50
	100
	100
	


                                                           Source: Field work

From the above table shows that there are 34% respondents who with agree whit the statement and there are 26% respondents, they disagree the statement.26% people remain silent as neutral. 12% people strongly disagree with the statement and 18% respondents with the statement.

11. Employees in Dutch Bangla bank tell you exactly when services will be performed:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	11
	22
	22
	22

	Agree
	10
	20
	20
	42

	Neutral
	14
	28
	28
	70

	 Disagree
	09
	18
	18
	88

	Disagree Agree
	06
	12
	12
	100

	Total
	50
	100
	100
	


                                                     Source: Field work

From the above table shows that there are 20% respondents who with agree whit the statement and there are 12% respondents, they disagree the statement.28%people remain silent as neutral. 12% people strongly disagree with the statement and 22% In the respondents with the statement. In the above table we can see that respondent’s reaction in this statement.
12 Employees in Dutch Bangla bank give you promote service:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	06
	12
	12
	12

	Agree
	13
	26
	26
	38

	Neutral
	08
	16
	16
	54

	 Disagree
	11
	22
	22
	76

	Strongly disagree
	12
	24
	24
	100

	Total
	50
	100
	100
	


Source: Field Work

From the above table shows that there are26% respondents who with agree whit the statement and there are 22% respondents, they disagree the statement.16%people remain silent as neutral. 24% people strongly disagree with the statement and 12%In the respondents with the statement. In the above table we can see that I think the commission they are charging is reasonable.
13. L C processing is very easy with the bank:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	06
	12
	12
	12

	Agree
	13
	26
	26
	38

	Neutral
	08
	16
	16
	54

	 Disagree
	11
	22
	22
	76

	 strongly disagree 
	12
	24
	24
	100

	Total
	50
	100
	100
	


                        Source: Field Work
From the above table shows that there are26% respondents who with agree whit the statement and there are 22% respondents, they disagree the statement.16%people remain silent as neutral. 24% people strongly disagree with the statement and 12%In the respondents with the statement. In the above table we can see that I think the people is not satisfied with the L C services provided by the bank. I recommend them to enhance their LC processing service to attract customer’s attention.


14. The employs are courteous:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	11
	22
	22
	22

	Agree
	10
	20
	20
	42

	Neutral
	14
	28
	28
	70

	 Disagree
	09
	18
	18
	88

	 strongly disagree 
	06
	12
	12
	100

	Total
	50
	100
	100
	


                                 Source : Field  Work

From the above table shows that there are20% respondents who with agree whit the statement and there are18% respondents, they disagree the statement.28%people remain silent as neutral. 12% people strongly disagree with the statement and 22%In the respondents with the statement. In the above table we can see that respondent’s reaction in this statement is quite similar. Most of people remained neutral. 

15. You feel safe in your transaction with Dutch Bangla bank:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	07
	14
	14
	36

	Agree
	11
	22
	22
	22

	Neutral
	12
	24
	24
	60

	Disagree
	09
	18
	18
	78

	strongly disagree
	11
	22
	22
	100

	Total
	50
	100
	100
	


Source: Field Work

From the above table shows that there are14% respondents who with agree whit the statement and there are18% respondents, they disagree the statement.24%people remain silent as neutral. 22% people strongly disagree with the statement and 22% In the respondents with the statement. 
16. Employees in Dutch Bangla bank have the knowledge to answer your question:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	15
	30
	30
	30

	Agree
	10
	20
	20
	50

	Neutral
	12
	24
	24
	74

	Disagree
	08
	16
	16
	90

	strongly disagree
	05
	10
	10
	100

	Total
	50
	100
	100
	


Source: Field Work

From the above table shows that there are20% respondents who with agree whit the statement and there are16% respondents, they disagree the statement.24%people remain silent as neutral. 10% people strongly disagree with the statement and 30% In the respondents with the statement. 

17. Serve their customer promptly:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	19
	38
	38
	38

	Agree
	24
	48
	48
	86

	Neutral
	01
	2
	2
	88

	Disagree
	03
	6
	6
	92

	Strongly disagree
	04
	8
	8
	100

	Total
	50
	100
	100
	


Source : Field  Work


From the above table shows that there are48% respondents who with agree whit the statement and there are6% respondents, they disagree the statement2%people remain silent as neutral. 8% people strongly disagree with the statement and 38% In the respondents with the statement. 

18. Overall you are satisfied with the service:
	
	Frequency
	Percent
	Valid percent
	Cumulative percent

	Strongly Agree
	12
	24
	24
	24

	Agree
	07
	14
	14
	38

	Neutral
	11
	22
	22
	60

	Disagree
	09
	18
	18
	78

	Strongly disagree
	11
	22
	22
	100

	Total
	50
	100
	100
	


Source: Field Work

From the above table shows that there are14% respondents who with agree whit the statement and there are18% respondents, they disagree the statement.22%people remain silent as neutral. 22% people strongly disagree with the statement and 24% In the respondents with the statement. 
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Chapter Five
[bookmark: _Toc22460762]Findings Observation of the Study

[bookmark: _Toc22460763]5.1 Findings

1) Banking environment at Dutch Bangla bank: The banking environment is good in Dutch Bangla Bank. 40% customers are satisfied. Good relationships between Customer and Banker, good relationship among co-workers, cooperativeness, and friendliness are the reasons of good Banking environment.

2) The timely providing services at Dutch Bangla Bank.: 60% customers are not experiencing timely taking services in Dutch Bangla Bank. It is the positive aspects of services in Dutch Bangla Bank Only 10% customer said that they are facing heavy longer time.
3) Forecasting the loyalty of Customer at services in Dutch Bangla Bank: 10% customer extremely search bank outside, 30% customer very likely search bank outside and 10% Customer slightly search bank. So, almost 50% customers are eager to switch bank. They desire better Service; they desire high speed services.
4) Social protection of customer in services in Dutch Bangla Bank: 80% Customer in services in Dutch Bangla Bank expressed that they feel give a good service at their bank. Their expression was giving us clue that bankers are very gentle, co-operative and friendly.


[bookmark: _Toc22460764]Chapter six
[bookmark: _Toc22460765]Experience During the internship period

During my internship, I was assigned to the Mirpur Branch of Dutch-Bangla Bank Limited. During this period, I worked in the general banking section where I helped the customers in filling out the forms for various types account. These were for savings account and salary Account, and often times for school fee account, which is a special type of savings account. My other tasks were to fill out the missing information in the forms of the customers, and updating the transaction profile of the customers based on their income. Filling out the register for the dispatches, and helping deliver the cheque book to the customers.  I have worked for two weeks in the clearing section of the bank, where I was tasked with at first separating the high value and regular value cheques, updating the excel sheet of the cheques received for the day and then authorize sealing them for the official to process it by passing it through the system. I worked in the remittance section for 1 week, where my task was to provide bank statements to the customer for their desired period. I worked 1 week simultaneously with foreign trade section and the credit department. For foreign trade, I mostly filled out the register for dispatches updating the register of any deals which has taken place during the day. For the credit department, I was tasked with finding and pointing out any missing or dubious information in the loan application form, to the officer.






[bookmark: _Toc22460766]Chapter Seven
[bookmark: _Toc22460767]Conclusion & Recommendation

Dutch Bangla Bank is one of the leading commercial banks in Bangladesh. They are committed to provide high quality banking services to the customers and play an important role in the process of economic growth of our country. The appearance of severe competition and adverse economic condition has forced the bank to be innovative in offering its products and customer services. Service quality is a critical component of customer preference. Service quality is necessary to ensure safety to the clientele base. The customers will remain loyal to the bank if service quality is satisfactory. Every single mistake can spoil their reputation. In this competitive world banking sector has expanded its wings widely to make a proper place. To sum it up I can suggest that customer & employee relation on Dutch Bangla bank is more than average and it should be healthier to retain Dutch banks strong position on banking industry. The study has the following recommendations:

1. An effective and upgraded credit system management system can ensure timely payment. It will also help to minimize default or nonperforming loans. They need to focus on better client profiling.

2. Energetic and professional employee must be ensured for long run sustainability. Also ensuring customer-oriented service is the key.

3. Bank authority should focus on their growing expenses.

4. The growing number of ATM booths and Fast tracks have a significant effect on their profitability. These ATM booths are situated in close proximity on some locations which have increased their expenditure over the years. This should be focused upon.

5. Dutch Bangla Bank has the largest number in terms of clientele base and branches. Employees of the branch should be more professional with the customers.  
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Appendix
Questionnaire
Analysis of Customer Satisfaction of Dutch Bangla Bank Limited
Dear respondent, I am Fariha Israt Alam a student of United International University. As a part of my report I need to conduct a survey on Analysis of customer satisfaction of Dutch Bangla Bank. The following questionnaire is to collect information from the customer about their satisfaction of different services of banks of Bangladesh. Your information will be kept confidential and used only for academic purpose.
Instructions: Listed below are different options about Dutch Bangla Bank  Mirpu-1  Branch Please indicating using ( √) show strongly you agree and disagree with each using the following scale:
Strongly Disagree=1, Disagree=2, Neutral=3, Agree=4, Strongly Agree=5
Part – A
1) Gender
a)Male                                b)Female 	
2) Age
a) 18-25 years                                  b) 26-33 years
c)  34-41 years                                 d) 42-49 years
e) Above 50 years
 3) Occupation:
a) Service holder                               b) Businessman
c) Professional                                 d) Students
e) House Wife                                  f) Others
4) Monthly income range:
a) Below 10000                                  b) 10000 to 30000
c) 30000 to 50000                               d)50000 to 70000
e) 70000 to 90000                               f) 90000 to 120000
g) Above 120000
5) Highest education level:  a) No formal education       b) SSC       C) HSC           D) Graduation            e) Post graduation
6) Marital status:   a) Married                  b) Unmarried                     
7) Ownership of bank:  a) Private e bank                  b) Public bank 
8) Experience of banking:   a) 1 years                         b) 2 years              c) 3 years         d) 4 years                               e) More
9) Profession:   a) Businessman        b) Teacher           c) Service Holder           d) Banker      e) House Wife              f) Student 
10) Which type of Bank A/C you have: a) Current A/C                           B) Saving A/C
11) How frequently you go there: a) Daily          b) Monthly                      c) Weekly                    d) Sometime                      f) Yearly                                   
1. Dutch Bangla Bank has modern looking equipment?	
	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


2. Dutch Bangla Bank’s physical facilities are visually appealing?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


3.  Bank’s reception desk employees are neat appearing.
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    



4. Dutch Bangla bank performs the service right the first time?
	   

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


5. Dutch Bangla  bank provides its service at the time it promises to do so.?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


6. Dutch Bangla bank insists on error free records?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


7. Employees in Dutch Bangla bank tell you exactly when Services will be performed?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


8. Employees in Dutch Bangla bank give your prompt service?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    



9. Employees In Dutch Bangla bank is always willing to help you?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


10. Employees in Dutch Bangla  bank are never too busy to respond to your request?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


11. Employees in Dutch Bangla Bank tell you exactly when services will be performed. ?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


12. Employees in Dutch Bangla Bank give you promote service. ?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


13. Employees in Dutch Bangla Bank are always willing to help you. ?
	    

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


14. Employees in Dutch Bangla Bank are never too busy to respond to your request?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


15. The behavior of employees in Dutch Bangla Bank instills confidence in you?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


16. You feel safe in your transaction with Dutch Bangla Bank. ?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


17.  Employees in Dutch Bank have the knowledge to answer your question?
	

	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    


18. Overall are you satisfied with the service?
	Strongly Agree	Agree	      Neutral	        Disagree	                       Strongly Disagree

	       5			     4               3                          2	                                       1                                    



Research Design


Reserch Method


Research Approach


Sampling Method


Survey Instrument


Data Collection


Data Analysis










MD


Managing Director


DMD


Deputy Managing Director


SEVP


Senior Executive Vice President


EVP


SVP


FVP


VP


Vice President


SAVP


Senior Assistant Vice President


FAVP


First Assistant Vice President


Assistant Vice President


AVP


Senior Executive Officer


SEO


EO


Executive Officer


SO


Executive Vice President


Senior Vice President


First Vice President


Senior Officer


O


PO


Officer


Probationary Officer


TO


Trainee Officer



































Demographic analysis of the respondents  

Male	Female	43	7	18-25 years	26-33 years	34-41 years	42-49 years	4	25	14	7	
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