
Internship report 

On

General Banking

Of

Dutch Bangla Bank Limited

[image: image1.jpg]& DBBL

Dutch-Bangla Bank

YYYYYYYYYYYYY er




United International University

Internship Report

On

General Banking of 
Dutch Bangla Bank Limited

Submitted To

Dr. Abu Zafar Md. Rashed Osman
Associate Professor

School of Business & Economics (SOBE)

United International University (UIU)

Submitted by

Protiva Mohiuddin

ID: 111 133 054

BBA Program

United International University

Date of submission: 27th March, 2019

                                    Letter of Transmittal

10th Sept. 2018

Dr. Abu Zafar Md. Rashed Osman

Associate Professor

School of Business & Economics

United International University

Subject: Internship Report Submission.

Dear Sir,

With due respect , I would like to inform you that,  as a requirement for the completion of Bachelor of Business Administration( BBA) program, the report on “General Banking and credit management policy of Dutch Bangla Bank Ltd” has been completed as per following your instructions and the instructions that have given to me by my organization supervisor.

I am thankful to all those persons who provided me important information and gave me valuable advices. I would be happy if you read the report carefully and I will be trying to answer all the questions that you have about the report.
I have tried my level best to complete this report meaningfully and correctly, as much as possible. I do believe that my tiresome effort will help you to get ahead with this sort of venture. In this case it will be meaningful to me. However, if you need any assistance in interpreting this assignment please contact me without any kind of hesitation.

Yours obediently,

……………………….

Protiva Mohiuddin

ID: 111 133054

School of Business & Economics

Student’s Declaration

I hereby declare that the report on the “General Banking service & Credit Management of Dutch Bangla Bank limited”, Ring Road Branch, Shyamoli Adabor, Dhaka is submitted as the partial fulfillment of the degree of Bachelor of Business Administration of United International University of Bangladesh.

It is my original work and is not submitted for the award of any other degree, diploma and fellowship and that the work has not been published in any journal or magazine.

........................................

Protiva Mohiuddin

ID No: 111 133 054

Program: BBA

United International University (UIU)

Acknowledgement

As per, I am a student of your University as a business graduation requirements of United International University. I was assign to prepare intern report of that subject related where I did my internship. First of all I would like to express thankful to almighty Allah. Then, all the people who are giving me continuous support directly and indirectly for completing this report. I apologize to the people whose names that I have not mentioned and their contribution is highly appreciated by me. At first, I would like to thank my academic supervisor Dr. Abu Rashed Osman, Associate Professor of School of Business & Economics, United International University for guiding me and for giving me continuous support to fulfill this report.

Basically, I was place In general banking sector most of the time, like as Card Division, Clearings, Fund transfer, and Account opening and so on Ring Road branch, Adabor Dhaka to work as an intern from 8th July to 10th September 2018. I would like to thank my supervisor Of Dutch Bangla Bank Ltd (DBBL) for the patient guidance, encouragement and advice he has provided throughout the preparation of this dissertation. A special thanks to my colleagues as well.

I am extremely fortunate to have them as my friends and colleagues. While I’m doing my internship the environment was so friendly and helpful. And I would like to thank all the senior’s of UIU whose discussion and suggestions really helped me to complete the research within very short time. I would like to also thank them for giving me the required information to commence this report and for providing the permission to do the required analysis work.

Finally, I would like to thank my Teacher and my Friends whose influence and inspiration has enabled me to complete this report. 

Executive Summary

The internship report is originated as a partial fulfillment of the bachelor of business administration (BBA) program of United International University. The following internship report is based on practical experience, information taken from DBBL web site, financial report and help of senior officers at the Dutch-Bangla Bank Limited, Ring Road branch, Dhaka. This study selected some major objective to know about the organizational framework of Dutch Bangla Bank Ltd. to present an overview of DBBL. To find out the application of SWOT analysis of Dutch Bangla Bank Ltd. to enhance the recommendation to remove the problems of Dutch Bangle Bank Ltd. during the study period.  Dutch Bangla Bank Limited (DBBL) has started its journey with the focus of providing one counter service to clients,. Dutch-Bangla Bank is a commercial private Bank. The Bank started its journey with one branch on July 4, 1996. As part of my under graduation internship program, initially I was officially appointed to work in the ATM Card and Clearings and Fund Transfer division. The report includes the background of the company, description of the CARD and clearings, findings and recommendations based on the experience gathered. The first part of the report discuss the general service offered in the bank and whole process it goes through to serve its customer in a well disciplined manner. I have given my best effort to include all the necessary points in order to give a clear understanding about the General Banking. At first, I have given an introduction about the report, back ground of the report, objectives of the report, methodology, and limitation of the report. After that, I started with the overview of DBBL, its vision, mission, core objectives, and its products and services etc. then I have explained some general banking activities that I have learned during my internship period and account opening processing. I have mentioned the process of credit policy of DBBL, its credit principles, types of credit, classification of loans, ATM card policy, online APPs (Nexus pay), statement collection of DBBL etc. My university is very much supportive that’s why they send my CV to many of bank and company’s all of them DBBL selected me as intern.

                         Chapter One: Introduction
1.0  Introduction 
Economy of Bangladesh is still not up to the mark as it is similar to world’s most underdeveloped countries. For a nation’s economic development, modern banking system undoubtedly plays a key role. Bangladesh seemingly lacks in this genre as it is in the same page like the other underdeveloped countries for their underdeveloped banking system. Due to deregulation, technological innovations, globalization and many other different modern facts, the world banking has been undergoing a lot of changes over the last few years. No doubt this phenomenal changes in banking also made tremendous change of a country’s current economy. Every single second the current world is changing rapidly to face the challenge of competitive free market economy. Lots of facilities are provided by many of banks. Bangladesh is no exception of this case. But the matter to worry about is the banking sector in Bangladesh is currently facing challenges from different aspects and angles. This surely somehow blocking the path of glory for our country in banking. Because we all know money and banking is the core of all other aspects of prosperity of a developing country.
Dutch Bangla Bank Limited introduces itself in the commercial banking field of the country with the objectives of providing dynamic and innovative services to people to meet their today’s demand and desire. The bank provides itself as one of the best financial institutions of the country. Dutch Bangla Bank Limited (DBBL) a public, incorporated in Bangladesh under companies Act 1994 in the year 1995. The Netherlands Development Finance company (FMO) of the Netherlands is the international cosponsor of the Bank with 30% equity holding. 60% equity has been provided by local entrepreneurs and industrialists & the rest 10% shares is the public issue out of the rest 70%. The bank received skill augmentation technical assistance from the well known ABN Amro Bank of the Netherlands during its initial operating year (1996-1997)

General banking department is labeled as the direct customer service center. All banking operations starts from here. It’s works include opening new account, remitting funds, taking deposits, issuing pay order, etc. All activities in a bank except foreign trade, credit and cash done in front desk including every tasks from account opening to account closing are general banking. Cash department is an integrated department of any bank. It is the cash amount which is the main source of all banking activities. So, everyday bank has to remain certain amount in cash to be on the same page with Bangladesh bank as par the rules and regulations are concerned. Cash section is being handled with extra care as being the most sensitive section of the branch.

Every day in different financial events, banking sector is expanding its hand rapidly. Meanwhile the banking process has become more faster, easier. The banking arena now-a-days is also becoming wider as days passing. Banks currently are coming with different innovative ideas & products, as the demand for better service increases day by day. Since the rank of the competition is high in the banking sector and to survive in this field, all banking organizations are now looking for better service opportunities to provide their fellow clients. So it is quite obvious and important to have some idea on the bank and banking procedure. Dutch-Bangla Bank is committed to fulfill its customer needs and satisfaction as they are gaining the trust for becoming their first choice in banking. Dutch-Bangla Bank intends to pave the way for a new era in banking that is surely to have the faith of the customers. Dutch-Bangla Bank is committed to give service to the customers as par their motto “Your Trusted Partner” .
For business student, theoretical knowledge is certainly not enough as there is a huge gap between theoretical knowledge and practical field. The main outcome and lounging of our internship program is mainly to bridge this gap. The main focus and objective of this report was to find the in depth strategy and also the effectiveness of the different department’s service. Credit management is the process of controlling and collecting payments from customers. This is the function within a bank or company to control credit policies that will improve revenues and reduce financial risk. Comprehensively, credit management is a strategy employee by manufacturers and retailers to promote good credit among the credit worthy and deny it to delinquent borrowers. This will both increase sales and decrees bad debt, thus improving a company’s cash flow. Credit management is an important component in the overall profitability of many firms. It is only known as ‘credit control’. 

Bank is a financial institution and it deals with the money of the people. Trustworthiness is the main motto and focus of DBBL. Banks are playing major role to the economic development of the country. The major activities of banks are the creation of savings, mobilization of savings. These activities are often executed through lending in the DBBL sectors. Added to these main activities, at present banks are offering and providing various service tools to clients. Some of these are to provide assistance in foreign exchange, discount bills, creating loan deposit,. Also banks do provide collection and payment of money on behalf of clients, purchase and sale of shares and securities under-writing shares and debentures, safe custody of money and wealth, money transfer counseling and issue of bank solvency certificate etc.

Credit General Banking investment and foreign exchange division plays significant role through providing different services for their customers. at present, online banking is the common service in private commercial bank. The Dutch Bangle Bank Ltd is also providing the service with powerful software calls Bank Ultimas. With this all the online banking becomes more fast and secure more services are now available DBBL for the customers. So, Dutch Bangla Bank should extend their service thinking more widely to attack the customer’s.
1.1 
Origin of the Report

The main focus of BBA program is to create skilled and trained professionals for the business sector in Bangladesh specially in banking sector. A person should be aware of the pros & cons of a particular area for becoming skilled on that particular field he wants to master in. However, by only reading books it will not help this cause. There is potentially a huge gap between thing mention in the book and real life situation. Therefore BBA program is designed in such way that a person can differentiate between the theoretical knowledge and the real life struggle in this market. Thus every student of BBA program is sent to different organization for practical orientation at the end of the program. Also they require to submit a report after completion of the practical orientation.

I am very glad and grateful to have the honor and opportunity to accomplish my practical orientation at DBBL. This course requires a three month attachment with an organization followed by a report assigned by the supervisor in the organization and endorsed by the faculty advisor. I took the opportunity to do my internship report in DBBL at Ring Road branch Shyamoli adabor, Dhaka. My internship period start from 11 July and end on 9th July. Here in DBBL I was involved to identify their operational areas General Banking section, debit card delivery, accounts opening, receive pay order, fund policy at DBBL. The title of the report is ‘General Banking services and Credit Management of Dutch Bangla Bank Limited’. This was I Assigned with the help of my respective supervisor Dr. Abu Rashed Osman, Associate Professor School of business & economics, United International University.
1.2
Objective of the report

Gathering practical knowledge on banking system and operation is the main objective of this report. This internship gives us a chance to express ourselves in the practical field with the knowledge we have learned theoretically. The basic objective of this paper is to be acquainted with how a bank as a financial institution evaluate individual and corporate potential client to serve them general banking services, to sanction different types of loan and advance of different limit to different customer and charges different interest rate to different borrower as well as helping in transaction. That is what factors determine this decision.

The specific objectives are:
1.2.1
Primary objectives

· The primary objective of the study is to complete the partial requirement of the awarding of the BBA degree from the school of Business & Economics, United International University.

· To be acquainted with the background of the bank, Dutch- Bangla Bank Limited.

· Gathering more information about General Banking policy, credit sanctioning policy and Foreign Exchange activities of DBBL.

· Getting an adequate knowledge about which factors mostly affects the loan sanctioning decisions, what amount of loan should be sanctioned to a particular loan applicant depending on his credit worthiness. The basic objective of this paper is to be acquainted with how a banking financial institution evaluate individual potential borrower - based on which sanction different of credit limit to different customer and charges different interest rate to different borrower.

· Preparing & submitting a report on the topic of “General Banking Services and Credit Management of Dutch- Bangla Bank Limited”.

1.2.2 Secondary objectives

· Applying theoretical knowledge in the professional field.

· Being familiar and to acquire clear knowledge with the management system of bank.

· Knowing in depth of the function of general banking section.

· Analyzing the service procedure of  Dutch Bangla Bank Limited.

· To a clear scenario of the working hours, values and banking environment.

· How the loans are processed.

· How to transfer fund from one account to another account in DBBL.

1.2.3 
Methodology of the Study

The study is primarily a descriptive and an empirical one. No major statistical analysis and advanced technique was used to reach the findings. Rather logical judgment was used to reach at the conclusions.


For prepare this report I have used different kind of sources as newspapers, journals, and so on. In addition I have taken help from the website related with this topic. To prepare this report mostly helped me by giving many information of our honorable Deputy Manager Sir and GB in-charge sir. They are giving me very much confidential information of them.

      1.2.4 Primary Sources:
· Some data are collected from officials and some data are collected from client.

· Verbal conversation with the respective officers.

· Non formal conversation with the client.

· Practical work experience through rotation of the desk.

· Different books, training papers, manuals, newspaper, and journals.

On the basis of the supervision of my honorable supervisor, some deductions and additions are made and final report is prepared thereof.

1.2.5 Secondary Sources:       

( Periodical publications by DBBL

( Different books, training papers, manuals, newspaper and journals.

            Article published by DBBL
1.2.6 Scope of the Study


The scope of the report was to find the financial aspect of the operation of the bank.

          Area of the Report: The basis area for the report is analyzing the activities and performance of general banking, cash handling and credit management operation of Dutch-Bangla Bank Limited considering Ring Road Road Branch. In this work the overall view of the general banking system, history and Mechanism, polices and appraisal of Dutch-Bangla Bank Limited and other activities are extensively analyzed and the findings are clarified along with depth study. 


Time and Duration: the time of my internship has started 11th July and I was appointed for or three month’s internship program. There was also a placement of different departments within the time. There I had to work in credit & general banking department desks as a routine work. It was difficult to collect the information relevant my report because the people of this bank was so busy with their duty that they cannot be able to give me much time. Here I try to cover the activities and rules and regulation related to my report.  

1.3 Limitation of the study 


 I have completed my internship period from Dutch Bangla Bank ltd, Ring Road branch. The employees are very co-operative but they were really busy with extreme handling customer. So they were not give such conscious with me, and bank are more confidential area to give much more information to intern. Besides the overall duration of internship is not sufficient to gather so much information from them. They have so much work to do by different departments for handling different part of work. And as I intern, I do my work with them by rotation of different working category work with different desk. I have faced not that much problems, but as I faced some of limitation are following bellow:


It was hard to collect the information from many different desk and officers for the job constrain.

· Bank policies are very confidential so they didn’t disclose that much what I needed.

· Since the officers are too busy,  so they could give me little attention.

· For the time limitation, this was not easier to collect information for the report.

· Because of the limitation of the information some thoughts are created. So there maybe some mistake in the report.

· As the bank policies are very confidential, some information  are insufficient.

· For some inexperienced personnel of the bank, our performance was overlooked and obstructed in most of the parts of  ou enquiry. 

· The study was limited only to the Dutch Bangla Bank Ltd. I had to take down all the information from the clients in a hurry . Because all of them were in rush as they are the customers and were in walk. So that was a bit difficult to manage

Chapter Two: Company Overview

2.1 Biography of the Dutch Bangla Bank limited 

Dutch-Bangla Bank started operation is Bangladesh’s first joint venture bank. The bank was an effort by local shareholders spearheaded by M Sahabuddin Ahmed (founder chairman) and the Dutch company FMO. Dutch-Bangla Bank started operation is Bangladesh's first joint venture bank. The bank was an effort by local shareholders spearheaded by M Sahabuddin Ahmed (founder chairman) and the Dutch company FMO. FMO sent fact finding terms that initially responded negatively and commented that is little scope in Bangladesh to float a banking business. From the very beginning, the main target of the bank has been  financing high-growth manufacturing industries in Bangladesh. The manufacturing sector exports Bangladeshi products worldwide. That’s why financing and focusing on this sector allows our country to achieve it’s desired growth. Dutch Bangla Bank has also an eye  on Corporate Social Responsibility (CSR). Although CSR is now a banality, Dutch Bangla Bank is the front runner  in this sector. They also have labeled the contribution  as 'social responsibility'. Dutch Bangla Bank has become one of the biggest donors and the largest bank donor in Bangladesh. That is for investing in this sector. Numerous international awards has been won by the bank for this  unique approach as a socially conscious bank.

DBBL is  the bank, which was the first fully automated bank in Bangladesh banking history. Electronic-Banking Division was established  back in the year 2002 for taking on rapid automation . Also another perspective was to  bring modern banking services into this arena. As automation was fully done in 2003, plastic money was introduced to the Bangladeshi community. Nation’s major ATM fleet is operated by DBBL. Consumer costs and fees has been cut drastically by 80% in this process. As  DBBL has chosen low profitability route for this sector, many critics has been surprised due to this unorthodox move of the bank. Unsurpassed banking technology has been offered to all its customers by DBBL. That gives their customers a whole new  different experience. Instead of accruing their own, many of the local banks are now following DBBL’s banking infrastructure for this reason. The highest share price in the Dhaka Stock Exchange in 2008 was set by Dutch Bangla Bank stock.

Vision:

Making a better Bangladesh is the dream of Dutch Bangla bank. A society based on morality and ethics is the prime vision of DBBL for making all our lives worth living. Besides a society where arts and letters, sports and athletics, music and entertainment, science and education, health and hygiene, clean and pollution free environment is all to achieve for that contributes towards social as well as human development. DBBL is working hard and with proper generosity for achieving their vision.

Mission:

With a commitment to social responsibility, DBBL encourages creativity in business and industry.  As man does not live by bread and butter alone, profits alone do not hold a central focus in the Bank’s operation. By adding new measurements to their managing account administrations, DBBL are making efforts for their development in home and in abroad as well.

Slogan

 Dutch-Bangla Bank is committed to fulfill its customer needs and satisfaction as they are gaining the trust for becoming their first choice in banking. Dutch-Bangla Bank intends to pave the way for a new era in banking that is surely to have the faith of the customers.  Dutch-Bangla Bank is committed to give service to the customers as par their motto “Your Trusted Partner” .

2.2 Strategies of DBBL

The strategies are as follows:

Product:


DBBL supply varied product to the shoppers and that they established varied sorts of petrifaction theme to satisfy the demand of the shoppers. They supply accounting, stock-still deposit, and savings price & what is more give petrifaction theme etc. As monthly profit, double profit, and only once future sustenance and then on Customers get varied sorts of sustenance such.
Pricing strategy:
Is not a constructive selling tool for money sectors? And DBBL isn't involved intolerable nearly evaluation strategy. On the support of the some part we are able to discuss evaluation strategy.
Interest rate:
In schemes they supply differentiate rate of interest for varicolored varieties of petrifaction. However the speed for important petrifaction finance is same as alternative banks.
Transaction costs: 
Transaction forfeit is restrictedly lower compared to alternative banks. For service keep deposit within the initial year they provide lower service tuition.

Processing cost: 

As like other banks processing forfeit is same.

Promotion:

They use variegated tools for promotional tools.
Advertising: 
Their razzmatazz wayfarer’s square measure supported social reason they pay loads for razzmatazz compared to different banks. They show varicolored varieties of razzmatazz in razzmatazz in electronic media.
Social Work: 

In bachelor’s degree folks they contribute plenty in varied varieties of welfare work. Like help to the wounding victim, smile time of day program. 

ATM booth: 

And they have more and more than five hundred ATM booths all just about our country DBBL’s ATM diner is furthermore used as a selling tool.
Place: 

The number of workshop is a restrictedly exaggerated instead of different personal banks they supply service primarily within the geographic area. 
Internal Marketing: 

Internal selling they are abundant more and more involved just about. Worker will give largest service and will enhance their operating talent the interactions between workers is satisfactory. Their working environment is satisfactory. 

Their internal and external decoration is enticing they unchangingly try and offer identical services as like their throne workplace. In managing DBBL, this is often why shopper feels more and more furnished. DBBL gave varicolored varieties of seminar, coaching facilities to boost their employer’s talent. 
SWOT Wringer of DBBL

In conducting their business operation this bank is generally in operation with success. Its business operates either outwardly or internally. The MD himself typically formulates the useful areas to produce the weightier quality merchandise & services Well-bear useful areas—based on wits the proficient executives. They’re one in every of the foremost knowledgeable about & experience during this trade, in our country the useful area unites are the weightier potential.
Opportunities By extending Master Card facilities DBBL will play an important role in economic trivialities. For a serious thrust to finance in business growing industries, there will have more opportunities ahead..  Like textiles, chemicals, natural philosophy, shrimps etc.  The easement of the economy, DBBL is set for increasing its shares within the export & import business. This will add more profits for the bank and greater service for the customers as well.   In proving the recovery of delinquent loans Measures for system recast and connected measures can facilitate.
Threats The petrifaction and advances is unfolded going away tiny lobe for lag behind with the entry of recent industrial banks. Whet to squatter things DBBL should retain a competitive. If the prevailing system isn't recast enough powerfully, the incidents of loan defaults can prolong seriously. Thus it will damage the recovery of the owned loans.
It is incessantly providing services to the big numbers. So it is facing some internal and external downside. To beat all of those issues to work more and more expeditiously, they are taking several steps. Creating sensible liaison with native teams, it may get them what they are targeting for. During this regards DBBL maintains sensible relationship between management and staff.
2.3 Objectives of DBBL

Dutch Bangla Bank Limited is running its operation in a specific way and targeting a vision. It is also trying to establish themselves as a bank with difference. Satisfying it’s client’s needs and give them a distinguished service is all the focus of DBBL. The objectives of Dutch Bangla Bank Limited are as follows:

Unrivaled administration

To develop a solid client center and relationship based around respectability

(
Making a fair, wide and workable environment 


(
Working together as team and respect every individual’s decision .


(
To focus on benefit and sound development .


(
Making business openings  over Bangladesh .


(
Making change and development in business executing innovative ideas .


(
Acknowledging and rewarding individual employees for encouraging them  for more fluent output.


(
Preparing the reserve funds and  progress as the Organization declares. 


(
Backing the worldwide exchange both in import and fare .

Credit:

For vitalizing the new business visionaries for theorizing, also to build up the nation's business segment and add to the financial advancement in this way.

2.4 
The Divisions of Dutch-Bangla Bank Limited

The bank is divided into several divisions. These are also further sub-divided. The divisions are mainly based on some services line designed. Also some are provided to targeted customer. The following is the list of the divisions of Dutch bangle bank Limited.

Credit division (foreign trade)

Main services of the division are to people are Import Letter of Credits (L/C),

Import Bills for Collections, Bank to Bank Letter of Credit, Direct Export Bills for

collection. 

General Services Division 

Dutch Bangla Bank offers superior retail banking and also offers cash transactions and clearing to it’s clients. For fulfilling the special requirements of local and foreign customers, the general service division is developing new products and services. However, it is also facing challenges in every step to execute their plans. A 24 hour ATM service and mobile banking is offered to pave its way for a better service to its customers. 

Human Resources Division
This department manages recruitment, training and career progression plan. DBBL

Highlight the importance of developing its people to create a culture of customer

service innovation, teamwork and professional excellence. DBBL mainly recruits

People by two ways, One is as Management trainee or probationary officer and other

Is experienced person as regular basis DBBL pays attention to recruit high quality

Staff through proper evaluation and improving their skills through structure training,

Reward and punishment base on strict performance evaluation and opportunities of

Promotion is given after every two years as feature of the personnel policy of DBBL.

Every year all employees are gotten physical full checkup facility by the bank’s own

Financing. Every employee’s gets yearly earn leave facility. The employees are given

Different types of training time to time to progress their professional efficiency.

Marketing & Development Division

Marketing & development division operates their activities by introducing new and

unique products in the market and by modifying the products as well. They also

survey the market and do research with the consumer demand and need. DBBL is 

going to introduce  more new consumer products with the old products. Debit card 

facility is given to all saving account holder. Prospects of upcoming products are also 

being researched by this division.

Credit administration Division

This department pays attention to the loan amount, which  are given by the bank.

 Every member of the division are concerned about the sanctioned loan, the purpose 

of taking loan and also the section where the loan is given. Also they are concerned 

about the transaction performance of the loan. 

Card division: 

Generally all account holders of DBBL get a debit card. Card division however deals with the card facility of the DBBL. There are numerous ATM booths across the country . Most of them are set up in Dhaka city. The card holders get 24 hour transaction facility from these booths. The card holders get some extra facilities from some shops as well. In terms of debit cards and booths, there are no competitive Of DBBL . With all Dutch Bangla Bank debit cards, you can have unlimited and free access to all Dutch Bangla Bank ATMs and POS nationwide. For Dutch Bangla Bank accounts, there are no hidden costs while transacting. However while opening a DBBL account, all clients will receive the Dutch Bangla Bank Nexus Classic card.
A debit card is more advanced than a credit card. Dutch Bangla Bank Debit cards also

have added features than credit cards. No other credit or debit card in the market is as 

secure and convenient as  Dutch Bangla Bank Debit cards.  While credit card holders 

has to issue a loan, debit cards can withdraw money from your account directly.

Dutch Bangla Bank debit cards  come with the client’s photo printed on it. It also requires a secret PIN verification by the client. Whereas a credit card only requires a signature. No PIN verification is needed for a transaction. Thus Dutch Bangla Bank recommends debit cards for regular banking. Each card comes with a PIN number. It should be protected by the client. The PIN number works as a password for withdrawing cash at Dutch Bangla Bank ATM . It is also used for accessing Dutch Bangla Bank banking services,

Product Services Information:  

Retail Banking  Internet Banking  SMS Banking  Corporate Banking  Investment Banking  Real Time Any Branch Banking  24 Hours Banking through ATM  Online Banking through All Branches Trade  Deposits and Term Deposits  Project Finance  Consumer Credit  Agriculture Loan  Remittance and Collection  Import and Export Handling and Financing  SME Banking  Western Union  DBBL Debit Cards  Instant Debit Card  VISA Debit Card  MasterCard Debit card VISA Debit Card  MasterCard Debit Card  VISA International Debit Card  MasterCard International Debit Card  DBBL Credit Cards  VISA Platinum Card (the premium brand)  MasterCard Titanium Card (the premium brand)  VISA Classic Local Credit Card  VISA Gold Local Credit Card  VISA Classic International Credit card VISA Classic International Credit Card  VISA Gold International Credit Card  MasterCard Classic Local Credit Card  MasterCard Gold Local Credit Card  MasterCard Classic International Credit Card  MasterCard Gold International Credit Card.

Social Cause

 Dutch-Bangla Bank Limited (DBBL) has started its journey by focusing on proving legitimate service to the clients. It is a second generation commercial private Bank. Social work is astronomically supported by Dutch- Bangla Bank. It is also one of the largest private donors in Bangladesh.

 The bank contributes astronomically through its foundation, under the vision of M. Sahabuddin Ahmed. It is Dutch-Bangla Bank foundation.  Since its establishment, this has been one of the prime concern for the bank. For its role in the development of Bangladesh, this organization has won many national and international awards . In order to help the people of Bangladesh, the foundation was established. However, the continuous improvement and improvisation of the services will surely rank the bank as best.

DBBL recently achieved “The Asian Banker’s Award” for the Strongest Bank Balance Sheet in Bangladesh, 2013 by The Asian Banker, a Singapore based provider of strategic intelligence on the financial services industry. Also, DBBL is awarded as “Best Digital Bank of Bangladesh” by Digital World 2015.

DBBL provides “Dutch-Bangla Bank Foundation Scholarship” for HSC, Graduate and Postgraduate students who are meritorious and not well-off financially. Each student gets monthly Tk. 2000.00 and yearly Tk. 2500.00 for study materials and Tk. 1000.00for clothing. 

           Chapter Three: General Banking Service on DBBL
3.0 General Banking Procedures of DBBL 

Definition of General Banking (GB)

General banking department is labeled as the direct customer service center. All banking operations starts from here. It’s works include opening new account, remitting funds, taking deposits, issuing pay order, etc. All activities in a bank except foreign trade, credit and cash done in front desk including every tasks from account opening to account closing are general banking.
All activities in a bank except foreign trade, credit, and cash done in front desk including every tasks from account opening to account closing are General Banking. It includes account opening, sending thanks letters to customers, cheque book requisition and giving, issue of card, change damaged cards for new ones, return blocked cards in ATM, checking whether the card is active or not, issue new PIN numbers for cards replacing lost ones, mobile banking account opening, providing information, brochure and opening Deposit Plus Scheme (DPS) and Fixed Deposit Receipt (FDR) accounts, fund transfer, preparing, signing, delivering and keeping records of pay orders, setting up and changing (increasing/decreasing) Transaction Profile (TP), account balance checking on request of account holder only, linking customer mobile numbers with account numbers (SMS alert), changing customer profile (signature, photo, mobile number and nominee information) if necessary, transfer cheque receipt and signing, making phone calls to verify transfer cheques, providing statement of transactions in an account, authorizing and issuing Balance Confirmation Certificates, checking whether the account is active or not, receiving and sending remittances, Western Union Money Transfer, keeping cash debit vouchers, sealing and maintaining cheque books, keeping and supplying deposit slips of educational institutions, account closing, and authorizing and posting all general banking tasks.

3.1 About the DBBL Ring Road Branch

Dutch Bangla Bank Ltd. is one of the leading 2nd generation bank in Bangladesh. From the inception it has maintaining its core values and compliances strictly. Its

vision and target is to capture the NRB (non-residential Bangladeshis) funds and remittances, and to establish relations with both NRB and local customer, corporate and other financial institutions. Branch has been successfully operating its business from 1995 and from then it has opened 181 branches in different locations in Bangladesh and many more branches are yet to launch.
As per Bangladesh bank regulations Dutch Bangla Bank Ltd is has unbolted many functions and services through branch and some brief discussion has been stated related to it.
Dutch Bangla Bank Ltd Ring Road Branch has been located at Baitul Aman Tower, 840, Ring Road, Mohammadpur in Dhaka. And branch is serving 10 to 4pm meeting customer's desired expectations. Branch perform numerous tasks such as, account opening, depositing amounts, pay-order/DD/FDD issue, inward and outward Cheque clearing, remittance, customer service (static data change), Cheque book delivery, FDR/TD/DPS opening and closing, providing personal/auto/ home/ SOD/SME loan to various customers, Account closing, collection of RTGS/ EFTN Request, CTR/STR Reporting, vault maintenance, Credit card sell/ payment receive, other local or MNC payroll.
This operation has been smoothly done within the given banking period and other than that bank remains open in Saturday to mitigate any urgency related issue.
Training Institute
For the developing the skill of bank’s employees, this sector arranges training program, seminar, and workshop . Selection process  of the employees is also done for the training purpose. These institution also have a contract with Bangladesh Institution of Bank Management for providing training to the employees.

Audit & Inspection Division
 In the early time of the year, generally the audit has been done at Dutch Bangla Bank. This audit team judge  the performance of the employees one by one and reports it in the HR division. Bangladesh Bank also conduct audit at times. Foreign exchange transactions has been checked specially by them.

Marketing & Branches Division
A strong marketing scheme is needed to serve its services comparatively better than the competitors. Point to be noted here is that DBBL does not give any substantial product to its clients. Necessary steps have been taken to promote the banking products and services by this sector. It also commune with the branches for banking affairs. This division takes proper initiatives, if any branch face liquidity problem or low deposit problem.  To assemble big amount of deposits, this keeps contract with the big corporations and institutions.

Personnel Division

Main job of this division is to recruit human resources and maintain the salary system. Promotion system of the existing officers is also conducted and controlled by them. They also help the students of the business school by providing them internship opportunities.

Establishment Division
Prime work of this division is to maintain bank’s assets and provide stationary items to the branch and head office. It operates the maintenance account and sets the fund range for the branch to spend for the needed accessories. But if the branch exceeds the fund range then they have to take the permission of the head office.

Central Accounts Investment and Fund Management Division
The head office operates the master account in DBBL. It operates the activities  of the clearing house for all branches. Internal transactions through inter branch transaction account is also operated by it. However, it also maintains the accounts of the bank for investing the idea fund in the money market instruments.

Credit Division
The prime work of this division is to Monitor the advance and approving the proposal of advances through the board of directors. The loan of each branch is also maintained by it. This information is especially processed for Bangladesh Bank’s Credit Cell called “Credit Information Bureau” by them. 

Employees Benefits    
The employees of Dutch Bangla Bank Limited are given following incentives to motivate them in working added to their fixed salaries and allowances,

Incentive Plans
The deserving employees of DBBL get cash, accelerated promotion and special increment as well as increments. Every year a deposit limit for every branch has been set by the head office. If the branch can get over that limit, then the employees are provides with some monetary incentive. To increase the deposit of the branch, the Vice-President ask the employees to provide their best individual contribution. The employees have been given a nice incentive, who contributes the highest amount of deposit.

Pension Plans
Though DBBL does not have any pension plan, its employees receive recompense. They also have provident fund and welfare fund for the employees. The head office invests These funds are invested on the securities, which are non-hypothetical in nature by the head office .

Number of Paid Holidays      

45 days holidays are given in a year to the employees of Dutch Bangla Bank Limited. Out of them 10 days are casual leave and 35 days are earned leave. If one employee however failed to not take the casual leave then this leave will not be due the next year.

Insurance
Dutch Bangla Bank Limited does not provide medical, dental or individual life insurance policies to its employee. However it maintains group life insurance for all. Any departed employee will get some amount by their designation.

Bonuses 
Dutch Bangla Bank Limited provides two bonuses per year, amounting one basic each. Generally they get these two bonuses in the Eid time.

3.2
General banking activities 

As most of the profit of a bank come from this section, general Banking activities is one of the most valuable part of any bank . Every day it receives deposits from the customers and meets their demand for cash by honoring cheque. It opens new accounts, close accounts, reactive accounts, and counsels for the new depository accounts. It also remits funds, transfers funds by pay order and easy pay order and easy pay. Since bank is confined to provide the services everyday general banking is also known as “retail banking”.

· Account opening sections

· Remittance (Local and Foreign)

· Card, SMS alert section

· Bills and clearing section

· FDR & pay order

· Cash division

· Other activities

3.3
Account opening section

The account opening section is one of the most predominant sections under banking. Banker customer relationship commenced from this section. Numerous tasks are performed in this section. With the opening of an account by the customer, the relationship between customer and banker beings. Banker and customer are bound into contractual relationship with the opening of an account. All kinds of fraud forgery usually takes place while opening an account. Thus, extreme caution should be taken by the bank in selecting customers. While opening any type of account Tk. 500.00 must be deposited. It will remain always in the account as balance. To take cheque book Tk. 100.00 must be deposited. Requirements for opening an account are two copies of passport size photo of account holder, one copy of passport size photo of nominee, photocopy of National ID card/Passport/Driving License of both account holder and nominee, photocopy of utility bills. Accounts cannot be opened with Birth Registration Certificate. But it can be opened with Job ID cards/SSC or HSC registration cards/certificates with photo. In the account opening form customers need to fill up account title, introducer information, nominee information, specimen signature and personal information and bank fills up transaction profile, KYC (know your customer) profile form, authorized signature, account number and customer ID number. Introducer and nominee can be same person. Account opening forms are kept in serial according to account numbers. Documents are stapled with account opening form. There are code numbers for each type of accounts. Savings account 101 and 151, Salary account 103, student account 105, Current account 110 and STD account 120. Interest is given for savings account and interest is not given for current account. The maintenance charge of savings account is Tk. 115.00 and if more than Tk. 20000.00 is in the account then maintenance charge is Tk. 345.00. An account of a branch cannot be transferred to another branch. If a customer has an account in one branch he/she can deposit or withdraw cash and cheque in another branch.

Sending Thanks Letters to Customers 

Bank sends thanks letters to the account holders after opening an account by courier service. Thanks letters are generated from ‘DBBL Report Portal’. Sending each thanks letter costs Tk. 10.00. 

Cheque Book Requisition and Giving 

To take cheque books customer has to write down his/her name, account number and signature in the register book. After receiving a cheque book and finishing it customers can make further requisition filling up sealed Cheque Request Slip remaining in the cheque book. From the cheque requisition register book posting is given into the system called ‘Cheque Book Maintenance’. At the time of delivering cheque book it can be traced that when the requisition was made with account number. After delivering the cheque book it is posted in the system called ‘Cheque Book Summary’. Cheque books are delivered after four working days. Cheque books are of 20 pages. Two cheque books can be taken if necessary.

Card Issuing 

To take card customer fills up Cardholder’s Request Form. This form is signed and kept for further processing. Issuing of cards is posted into the system called ‘Instant Customer Registration’ and all data regarding issued card is kept in ‘Webster Card man Card Issuance Software’ as well as MS-Excel file. Before issuing card it is activated by ‘Webster Card man Card Issuance Software’. While issuing a new card Acceptance of Obtaining Card Form is filled up by customer. In the register book card numbers are already remaining and customer account number, name and signature is taken. New card will be activated in the next night. Charge is Tk. 460.00 to issue new card.

Changing Damaged Cards for New Ones 
For changing a damaged card customer fills up Cardholder’s Request Form. Then customer signature in the form is verified with the signature saved in the system. Replacement of cards is posted and the system generates new CHN (Card Holder Number). The old card is destroyed and new card with new PIN is delivered to customer keeping a record and customer signature in register book. If any card is lost with account number other information regarding the card can be seen in the system and the card is closed.

Returning Blocked Cards in ATMs 

Cards are blocked in ATMs due to inputting wrong PIN 3 times. Inputting wrong PIN first time does not provide money. If any card is blocked in ATM it is forwarded to the branch from where it was issued and it can be traced with account number and blocking date.

Checking whether the Card is Active or Not 

From ‘Webster Card man Card Issuance Software’ it can be seen that whether the card is active or not searching with account number.

Issuing New PIN Numbers for Cards Replacing Lost Ones 

Each card has a CHN (Card Holder Number) and a PIN (Personal Identification Number). Customer has to remember the PIN, not to say it anyone and use it in ATM to withdraw money. If he/she forget or lose the PIN then he/she can take new PIN or card. Reissuing PIN needs 10 to 12 days. To take new PIN a form has to be filled up called Cardholder’s Request Form. Charge is Tk. 230.00 to issue new PIN. 

Mobile Banking Account Opening

Mobile banking accounts are to be opened with any account. Those who did not open mobile banking account with their any other account if they want to open it they should go DBBL Fast Track/Agent/Branch. For this purpose, a copy of passport size photo and photocopy of National ID card/Passport/Driving License needed to be submitted by the customer. Mobile account number is generated by the customer’s mobile number. Customer needs to provide a 4 digit PIN code while opening a mobile banking account. It will be used as his/her password.

Current Account Opening

Current account basically can open the business holder. During a working day, a current deposit account may be operated  several times . No restriction has been imposed on the number and the amount of withdrawals from a current. However, on this account the banker does not allow any interest. DBBL has imposed interest on current account lately. It is a unique step in the banking sector. They are called demand liabilities of a banker as the banker under obligation to repay these deposits on demand. The banker keeps adequate cash reserves against such deposit for meeting such liabilities. Two facilities are given to the person who opens a current account.

They are:

· Overdraft facility

·  General utility service.

A current account or any entity can be opened by the customer. The entry can be partnership firm, Ltd, company, proprietorship firm, association, clubs etc. The requirements and steps for opening a current accounts are as follows:

For a person:

An individual application form is there to open personal current account. The person, who wants to open this type of a/c, is said to fulfill the following requirements:

· Name , father’s/husband’s name

· Occupation 

· Mandate in writing 

· Nominee declaration ( Nominee should be first blood)

· Information letter

· Introducer 

· Signature of specimen

· Passport size photographs (two copies)

For Joint stock companies, Association, clubs etc:

The following requirements should be fulfilled, for opening a current a/c of joint stock companies, association, clubs

· Incorporation or registration (two copies) 

· Certificate of commencement of business (in case of limited companies only) (two copies) 

· Memorandum and articles of association (in case of limited companies) (two copies) 

· Regulation by laws (in case of associations, clubs etc)  

· Resolution of the board of directors of managing committee/Governing body (two copies) 

· Certificate list with the names and signature of Directors/Officer bearers.

For Partnership/Proprietorship Company:

 The following documents are required for opening a current a/c on the name of any partnership or proprietorship company:

·  Filled up application from stating about the name and address of the firm.

· Partnership deed

· Trade license

· Signature of introducer (both form)  and 2 passport size photo

· Endorsement of an A/C holder on the same branch

· Undertaking / declaration about the partnership is taken by the bank in a write paper ( for proprietorship form)

For public and private limited company:

The documents required to open a current A/C will be:

· Copy of certificate of incorporation or registration, trade license.

· Copies of the Certificate of business

· True copy of memorandum of association and articles association abide by the law.

· True copy of resolution of the board of directors/ managing directors/ governing  body regarding conduct of the A/C

· Certificate list with names and signature of Directors/Officer bearers

Saving account opening: 

Generally saving is for the person, who wishes to save some of their income to secure their future needs. They are also intended to earn an income from their saving by investing in different businesses. Most of them re of the lower and middle classes  family. However, DBBL offers 4% on interest rate of savings account. Day to day transaction can be made by a person prior to saving their money to bank.

The procedure of  Savings Account Opening is as follows:

· Most recent utility bills copy.

· Father’s / Husband’s name.

· Power of attorney .

· Signature of specimen .

· Passport size photograph (Two copies).

· Initial deposit of TK 600.

· Occupation.

· Names and Addresses of the party.

                  Chapter four: Data Analysis

In this chapter we can see the survey analysis about the employee’s data. I did survey about employees job performance, job satisfaction and quality of work in terms of DBBL. Here I divided into two valid situations one is Male and other is female and analysis of their experience of work, their salary, and education. The each table are given below to show their percentage of job performance, job satisfaction and quality of work. We are doing this survey with the help of SPSS software.

                                        Table 4.1 Frequency Table
	Valid
	Frequency
	Percent
	Valid percent
	Cumulative

Percent

	Male

Female

Total
	32

18

50
	64

36.0

100.0
	64

36.0

100.0
	64.0

100.0


In frequency table there are two valid percent and two cumulative percent of male and female employee. There Male cumulative percent is 64.0 and female are 100.0.
In DBBL according to survey Male percentage are higher than Female.

                                          Table 4.2 Experience
	Valid


	Frequency
	Percent
	Valid percent
	Cumulative Percent

	0 to 5years

6 to 10 years

11 to 15years

16 to 20 years

Above 20

years

Total
	14

13

13

7

3

50
	28.0

26.0

26.0

14.0

6.0

100.0
	28.0

26.0

26.0

14.0

6.0

100.0
	28.0

54.0

80.0

94.0

100.0


 I divided their experience into five sections which are 0 to 5 years, 6 to 10 years, 11 to 15 years, 16 to 20 years, and above 20 years. 0 to 5 years experience of employee valid percent are 28.0 and cumulative percentage also 28.0. on the other hand 6 to 10 years of employees experience valid percentage and cumulative percentage is 26.0 and 54.0. 11 to 15 years employees experience valid percentage is 26.0 and cumulative percentage is 80.0. 16 to 20 years and above 20 years employees experience valid percentage is 14.0 and 6.0 also their cumulative percentage is 94.0 and 100 is total.

	Valid
	Frequency
	Percent
	Valid percent
	Cumulative

Percent

	Tk20000toTk50000

Tk510000 to Tk80000

Tk810000 to Tk110000

Tk111000to Tk140000

Above Tk140000

Total
	10

17

12

7

4

50
	20.0

34.0

24.0

14.0

8.0

100.0
	20.0

34.0

24.0

14.0

8.0

100.0
	20.0

54.0

78.0

92.0

100.0


                                            Table 4.2 Salary
Their salary is also different with their working experience and education wise. But in DBBL their salary range is like above 140000 percentages are 8.0. We see here percentage level is higher only 51k to 80k on an average. 

                                           Table 4.3 Education 

	Valid
	Frequency
	Percent
	Valid percent
	Cumulative

percent

	BBA

MBA

BA

MA

Total


	13

29

3

5

50
	26.0

58.0

6.0

10.0

100.0
	26.0

58.0

6.0

10.0

100.0
	26.0

84.0

90.0

100.0


According to survey in DBBL the educational wise MBA category are higher than others and lowest level of their BA category.

                                 Table 4.4 Descriptive statistics 
	
	N
	Minimum
	Maximum
	Mean


	Std.

Deviation
	Skewnes
	Kurtosis

	
	Statistics
	statistic
	statistic
	statistic
	statistic
	statistic
	  Statistic 

	JP

JS

QW

Valid N (list wise)
	50

50

50

50
	3.00

3.50

2.80
	5.00

5.00

13.40
	4.2200

4.2400

3.6920
	.52537

.47100

1.43837
	-.255

.265

6.511
	-.313

-1.144

44.689


In this descriptive statistics we are looking for skewness and kurtosis result. In Job Performance skewness is statically negative and standard error is positive on the other hand kurtosis is also negative of jp and positive is standard error.

JS is both positive of skewness and negative is kurtosis statistic but standard error is positive. QW is positive factor both kurtosis and skewness. 

                                          Table 4.5 Group Statistics
	Gender 
	  N
	 Mean 
	Std.deviation
	Std. Error Mean

	JP        Male

           Female
	          32

          18
	4.2031

4.2500
	  .60721

   .34890
	.10734

.08224


Now turn to group wise statistic factor of Male and Female by jp. Their standard deviation is male are .607221 and female are .34890. On the other hand standard error mean is .10734 and .08224.

	
	     F
	   Sig.
	t
	df
	Sig.(2tailed)
	Mean difference
	Std. Error difference

	Jp

 Equal Variance assumed 
  Equal variance not   assumed 
	6.839
	   .012
	-.300

-.347
	 48

47.948
	   .765

.730
	-.04688

-.04688
	.15624

.13522


                            Table 4.6 independent sample test 

T test quality of means of jp equal variance assumed lower of 95% confidence interval of the difference is negative and upper is positive. Same about the equal variance not assumed also.

                                      Table 4.6 Group Statistics
	Gender 
	  N
	 Mean 
	Std.deviation
	Std. Error Mean

	Qw        Male

           Female
	          32

          18
	3.4625

4.1000
	  .32304

   2.34471
	.05711

.55265


Now turn to group wise statistic factor of Male and Female by qw. Their standard deviation is male are .607221 and female are .34890. On the other hand standard error mean is .10734 and .08224.

                          Table 4.7 Independent samples Test 
	
	     F
	   Sig.
	 T
	  df
	Sig.(2tailed)
	Mean difference
	Std. Error difference

	QW 

    Equal Variance assumed 

     Equal variance not   assumed 
	4.666
	  .036
	-1.524

-1.147
	 48

17.364
	  .134

.267
	-.63750

-.63750
	.41817

.55560


T test of QW equal variance assumed by 95% confidence interval of the difference lower is negative fraction and upper is positive on the other hand equal variance not assumed is also same.

	MODE

1
	R
	R Square
	Adjusted R square
	Std. Error the Estimate
	          Change Statistics
	Durbin-Watson

	
	
	
	
	
	R square change
	F change
	Df1 
	Df2
	Sig.F

change
	

	1
	.695
	.484
	.462
	.38550
	.484
	22.003
	2
	47
	.000
	2.106


                                 Table 4.8 Multiple Regressions 
                                  Table 4.9 ANOVA
	Model 
	   Sum of  squares
	 Df 
	Mean square 
	     F
	  Sig. 

	1 Regression

  Residual 

  Total 
	6.540 

6.985

13.524
	  2

 47

 49
	3.270

.149
	22.003
	.000


Chapter Five: Conclusion and Recommendations
Conclusion 

DBBL started its journey 1995 with firm commitment of excellent service with a difference. Now it has established itself as one of the leading and strongest of private sector Bangladeshi bank having remarkable progress in all areas of operation despite challenging environment. Best asset quality and product line. After comparing the interviews and observation made, it has seen that the employees are more or less satisfied with the overall work. They also have some complains which make them unsatisfied in some cases from the survey. I have noticed that the employee prefer. We found a greater result from our survey and according to survey we analysis our result also.

There is a word in business sector “A company must diminish from the market when it ceases to serve its customer”. Therefore it’s necessary to provide quality of benefit to make employee satisfaction. Only by satisfying the employee competently a bank can achieve its goal successfully.

 Recommendations
Besides the merits of this bank I saw some drawbacks too which they really need to focus. They have lack of skilled employees also the amount of employee in this bank is very low. They should recruit more skilled employees for better opportunity in banking area. They have insufficient employee to work under desk. They should recruit more employees so that all the pressure of works doesn’t go to single employee. Security of this bank is really poor they should work more on security purpose. Also they still use analog cash department which is really unjustified in today’s technology. They should put more new technology and banking instrument. They still do manual working which is a threat for them. 
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