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Executive Summery

Today’s business world is very rigorous and as a student of business administration, I have observed in this complex situation through analyzing. It is important for me to achieve all fields of knowledge both theoretical and practical. My internship topic is about “Performance Appraisal & Job Satisfaction in Dutch Bangla Bank Limited”. Before completing the BBA program I was sent out to have a practical knowledge in corporate life as a part of my academic program. I have completed my internship program from DUTCH BANGLA BANK LIMITED in Dhanmondi branch House# 500A-1/A, Road No #8A Dhanmondi residential area, Dhaka-1205. All types of data and information are based upon my experience of three months internship program and theoretical knowledge that I have achieved from the BBA program and also valuable data related to the bank and its HR division. A performance appraisal is a systematic, general and periodic process that assesses an individual employee's job performance and productivity in relation to certain pre-established criteria and organizational objectives & employee satisfaction. The primary aim of the current study is to investigate the application of the performance appraisal system of Dutch Bangla Bank Limited & Finding the relationship between job satisfaction & appraisal system of the Bank. Dutch Bangla Bank is a renowned commercial private bank which supports social work broadly and it is one of the largest private donors in Bangladesh. This bank has started its journey under the vision of its chairman and founder M Sahabuddin Ahmed, in order to help the people financially and to make the people self-employed all over Bangladesh. DBBL has its biggest achievement in all others side. This report contains the various job positions and facilities provided by the bank. I made a conversation with the respective General banking in charge Momtaz Parvin and the executive officer Md Abul Hossain to collect my primary data. The secondary data has been collected from the websites and the most recently published annual reports of the bank and from different types of article. Also, further questions were asked to the officers orally where most of them remained in the limit as they need to keep their information confidential.
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Introduction

Chapter -1

1.1   Introduction:

Internship program is one kind of training session for business background students. It is not only helps us to increase our knowledge but also makes us experienced to work in an official environment. Being an intern in DUTCH BANGLA BANK LIMITED, I not only gained information & knowledge but also improved my communication skills as well as learned to manage my anger while interacting with customers. I have learned about the account opening process, different amount of transaction categories, check clearing procedure, cash counting, manage the customers &interacting with employees depending upon their position of work. However there were some limitations such as we are not able to access on their server.  Through the entire internship program I came to understand that we have to be very professional as well as active because working in a bank is full of pressure and also challenging. Due to globalization, technological innovation & deregulation the dimension of banking is changing rapidly all over the world .Thus banking in Bangladesh will also need to keep pace with the global change . So DBBL is trying its best to make the bank more popular& trustworthy towards the mass people by providing different service & products well as developing their corporate social responsibilities. Through the internship program I am able to know about initiatives &changes occurring into a bank. Moreover, I was also able to know what facilities that customers need & also what they think about the bank. In this report I will be focusing on their performance appraisal system with job satisfaction as they always intend to highlight this responsibility.

1.2  
Background of the Study:

The report has been prepared as an impartial requirement, three month internship program, of Bachelor of Business Administration degree. 

Education is a combination of both theoretical knowledge. Without any of the two education is considered incomplete. In my BBA program I have gained knowledge about many subjects. But most of them were theoretical knowledge .Recognizing the importance of practical experience in completing our education internship requirement is mandated. 

For impartial fulfillment of the requirement for the BBA program need to complete internship in an organization as an internee to get insight of practical  aspect of business operation so that I know the organization culture well .

This primary objective of this bank is to carry all kinds of business in Bangladesh. Dutch Bangla Bank Limited is the first bank in Bangladesh which is fully automated. This is most promising banking business & huge amount of people directly involved in this organization.  My internship period in Dutch Bangla Bank started on 18th February 2018 & ends on May 2018. During my internship period, I got the opportunity to work in General Banking sectors of DBBL. Based on my practical work experience &  light of the guidelines of my supervisor Professor Dr Abu Saleh Md. Sohel-Uz-Zaman in this report is prepared.
1.3
Scope of the Study:

An attempt is made to understand the functioning of all the departments and the work culture of the organization with special reference to Dutch-Bangla Bank Ltd. (DBBL).

In this report I will be focusing on the performance appraisal system & their job satisfaction and some other activities as they always intend to highlight this responsibility both in reality and in their official websites.

1.4    Objective of the study:

The objective of this study is to find out the similarity between theoretical knowledge and practical application of performance appraisal system which is the important activities of HR division .The study is conducted to find out the employees satisfaction level and analyses the relation between performance appraisal system and job satisfaction level. By analyzing this report successfully I will be able to complete my BBA program. There are two type of objective. They are: 
Broad Objective: The main objective of the study is-
· To provide a report about Performance appraisal system & job satisfaction of Dutch Bangla Bank Limited.

· To explore the various features of Dutch-Bangla Bank Limited (DBBL) and


analyse the performance appraisal system  of DBBL.

· Finding a link between job satisfaction & performance  appraisal.

Specific Objectives
· To present a background and introduction of Dutch Bangla Bank Limited.

· Observing and understanding the activities of the different departments of the organization: Dutch-Bangla Bank Limited (DBBL).

· To focus on the business and operation of the company.

· To focus on products & services.

· To discuss about the activity of the Dutch-Bangla Bank Limited to ensure quality service.

· To detuning the DBBL's services awareness status and services usages.

· Identify and compare the performance of DBBL with that of standard.

· Identify findings of analysis and make recommendation based on the

research.

· Analyzing the financial statement of the bank .

1.5
Methodology of the Study:

Research is a systematic method of finding solutions to problems. It is essentially an investigation, a recording and an analysis of evidence for the purpose of gaining knowledge. Research comprises of defining and redefining problem, formulating hypothesis or suggested solutions, collecting, organizing and evaluating data, reaching conclusions, testing conclusions to determine whether they fit the formulated hypothesis. The study uses two types of methods in case of data collections, one is qualitative method and another is quantitative method. This methodology includes direct observation, face to face discussion with the employees as well as searching on their websites and studying on their practical work.
1.6   Selection of the Topic:
First of all I made a conversation with official supervisors to take an effective suggestions and then I communicated with my honorable academic supervisor to help me on selecting the topic . Then I was able to select an appropriate topic for me named “Performance Appraisal System and Job Satisfaction In Dutch Bangla Bank Limited ’’ which is the important activities in human resource division . 
.

1.7   Sources of Data: 
To make the study more meaningful and presentable , I used to collect two sources of data and information . The sources of data are : 
A. Primary Data: To collect the primary data I have gone through:

1. GB in charge

2. The Executive officers

3. The Deputy Manager

4. The Manager of this Branch.

5. HR Department 

B. Secondary Data: To collect secondary data I have gone through 

1. Periodical publications by DBBL 

2. Annual report 2011 – 2018 of DBBL 

3. DBBL official website 

4. Different types of article published in different journal 

5. Lastly, to specify the analytical data I used Microsoft excel for preparing .

Methods of data collection:

1. Using Google Docs.

2. Face-to-face conversation
3. Practical participation in work and observation
Data Analysis:
I prepared my report in MS-word 2010 . To analyses the data I had to use MS-excel. I have collected different types of  latest article and the information that I have collected from the article was very helpful for me to prepare my internship report . I also used the report of internal performance appraisal system to understand the whole system and technique of the performance appraisal of DBBL . It was very effective for my report to collect the information through face to face conversation .
1.8
Limitations of the Study:

In a banking sector, there is a huge operation and it is quite difficult to cope up all the activities during internship period. While preparing my report, there are some limitations that I have faced. It was difficult for me to collect primary data from primary sources because all officers are always busy to perform their lots of activities and responsibilities. The basic limitations faced in preparing the report were: 

· There are some restriction of disclosing some data and information for obvious reason that would have been very much useful for the report. 
· The major constraint to gather data about all the information is time. It is quite difficult to collect the information of this report within a short period. 

· The bank continuously is changing its system so that it was so difficult to determine the true performance of the employees each time. 

· As an intern I was not allowed to have access in their some internal software application which would be helpful for me to prepare the report. 

· Performance appraisal is an insensitive issue so many information are not been disclosed as sack of secrecy. 

· Relevant data collecting was so difficult as the organization remains confidential. 

· Pressure of works was also a great obstacle for me to prepare my report within a short time. 

· Another factor is my lack of experience to make the report perfect. 

Company overview

Chapter- 2
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2.1   Historical Background of Dutch-Bangla Bank Limited:
Dutch Bangla Bank is a prominent and most popular commercial in Bangladesh . It is the first joint venture bank in Bangladesh . The bank was established by local shareholders and M Sahabuddin Ahmed is the founder chairman of Dutch Bangla Bank and Dutch company FMO . The main focus of the bank is to increase financing growth in manufacturing industries in Bangladesh. The rationale reason is that manufacturing sector can exports Bangladeshi products all over the world . Then it is possible to achieve the desired growth in Bangladesh by financing and concentrating on manufacturing sectors. DBBL are also responsible in corporate social responsibility activities . DBBL has been recognized as one of the largest donors bank in Bangladesh . It has outstanding and high technology banking environment . They always ready to deliver customer service according to the demand of customers . The numbers of customers are increasing day by day . Their customer satisfaction level is increased . The product knowledge in to customers minds are more precious and more positive . The bank has achieved numerous international awards because of its unique approach as socially conscious bank . Dutch Bangla Bank was fully automated bank as a first time in Bangladesh . DBBL established electronic banking division in 2002 to introduce and increase rapid  automation system in banking sector . They have brought modern banking service in to this field . They first introduced plastic money to the mass population of Bangladesh . Dutch Bangla Bank has the largest ATM booth . As a result it now provides us beaten banking technology offering to all its customers . In stock market Dutch Bangla Bank has the record highest share price in Dhaka stock exchange in 2008 . 

. 

2.2
Vision of DBBL: 

Dutch-Bangla Bank dreams of better Bangladesh, where arts and letters, sports and athletics, music and entertainment, science and education, health and hygiene, clean and pollution free environment and above all a society based on morality and ethics make all our lives worth living. DBBL’s essence and ethos rest on a cosmos of creativity and the marvel-magic of charmed life that abounds with spirit of life and adventures that contributes towards human development.

2.3
Mission

Dutch-Bangla Bank engineers enterprise and creativity in business and industry with a commitment to social cause. “Profits alone” do not hold a central focus in the Bank’s operation; because “man does not live by bread and butter alone”.

2.4
Core Objective:

Dutch-Bangla Bank believes in its uncompromising commitment to fulfil its customer needs and satisfaction and to become their first choice in banking. Taking cue from its pool of esteemed clientele, Dutch-Bangla Bank intends to pave the way for a new era in banking that upholds and epitomizes its vaunted marques "Your Trusted Partner".

2.5
Goal of DBBL 

To share a significant portion of the banking sector's by utilizing available manpower and also state of the art technology for maximizing the shareholders wealth.

· Long-term goal: To maximize the wealth of the shareholders.

·  Short term goal: To earn satisfactory rate of return on investment providing wide range of banking services.

2.6
Feature of DBBL 

There are so many reasons behind the better performance of Dutch-Bangla Bank Limited any other newly established banks:

· Highly qualified and efficient professionals management the bank.

· Dutch-Bangla Bank Limited has established a core Research & Planning Division with efficient persons.

· The Bank has established correspondent relationship more than 100 of foreign banks.

· The computerized operation system in all branches of DBBL has provided the frequent and prompt customer service.

· The inner environment and teamwork of all branches in DBBL motivated.

· All experienced employees to achieve the ultimate objective of DBBL.

· Dutch-Bangla Bank Limited has become a member of the SWIFT system to expedite foreign trade transaction.

· Dutch-Bangla Bank Limited has become introduced some scheme for the purpose of saving of low income people which are not available in other like "Ajibon Pension Scheme".

· The Bank offers attractive saving rate than other financial institutes.

· Dutch-Bangla Bank Limited provides loan to the customers at lower interest with easy and flexible condition that the others do.

· Dutch-Bangla Bank Limited charges lower commission from their customer in comparison with other banks.

· Along with the profit generation Dutch-BangIa Bank Limited also maintains social responsibilities.

· The Bank always guided their potential customer by giving valuable advises.

2.7   Strategy of DBBL: 

Dutch Bangla Bank Limited goal is to become a leading provider of integrated financial service for small & medium size enterprise, institutional investors & high net-worth individuals in Bangladesh &provide the best & convenient banking facilities to all of the people of Bangladesh.
2.8   Function of DBBL 

Some general function of Dutch Bangla Bank Limited are given below- 

· To maintain all types of deposit Accounts. 

· To make investment. 

· To conduct foreign exchange business. 
· To conduct other Banking services. 

· To conduct social welfare activities. 

· To work for continues business innovation and improvements. 

· To bui1d up strong-based capita1ization of the country. 

· To ensure the best uses of its creativity, well disciplined, well manages and perfect growth. 

2.9
Organizational Structure of DBBL 
















2.10 Chairman & board of directors 


Directors 

	Directors
	Designation 

	Mr Abedur Rashid Khan 
	Sponsor Director 

	Mr. Bernhard Frey 
	Nominee of Ecotrim Hong Kong Limited

	Mr Md Fakhrul Islam
	Elected from General Public Shareholders Group

	Mr Md Nazim Uddin Bhuiyan , FCMA 
	Independent Director 

	Mr Mohd. Khorshed Alam
	Independent Director 

	Mr Md Abul Kashem Md. Shirin
	Ex-Officio Director (Managing Director and CEO)


Figure : Chairman and board of directors

2.11   The Committees of the Board :

	1.Executive Committee 

	
	Mr Abedur Rashid Khan

	Chairman 


	Mr Sayem Ahmed

	Member


	Mr Abul Kashem Md Shirin

	Member 


	2. Audit Committee 

	
	Mr Md Nazim Uddin Bhuiyan , FCMA

	Chairman


	Mr Md Fakhrul Islam

	Member


	Mr Mohd Khorshed Alam

	Member


	3.Risk Management Committee
	
	Mr Abedur Rashid Khan

	Chairman


	Mr Sayem Ahmed

	Member


	Mr Md Nazim Uddin Bhuiyan ,FCMA

	Member



	

	

	


Figure : Chairman and Board of Directors

Top management of DBBL


2.12    DBBL at Glance :

	SL
	Name 
	DUTCH BANGLA BANK LIMITED 

	1
	Established 
	1995

	23
	Head Office
	Shena Kalyan Bhavan (4th floor},195 Motijheel, C/A

	4
	Total share holder’s fund
	19482.7 million

	5
	Total Capital
	26106.7 million 

	6
	Total Asset 
	311906.8 million

	7
	Total Deposit
	233796.4 million 

	8
	Profit after tax 
	2455.2 million

	9
	Paid up share capital
	2000 million

	10
	Earnings per share 
	12.3

	11
	Number of ATM booths
	4467

	12
	Number of Fast tracks 
	780

	13
	Number of Branches 
	175 

	14
	Number of employees 
	5500


2.13    Product & service of DBBL:






2.14   Principle activities of DBBL

The principal activities of DBBL are to provide all kinds of commercial banking products and services, working capital finance and trade finance for corporate customers, SME loans to small traders & businesses, house building loan, car loan and wide range of life style and need based loans for retail customers. DBBL's online banking system provides the largest ATM network, Fast Track and PSO services of the country. For that reason customers are able to get banking transaction service form any-where and anytime for 24 hours a day and 365 days a year .They have a strong IT network who provide all type of SME banking , alert banking and internet banking services .DBBL provides debit card , international cards (Visa and MasterCard) . Different local and international banks are accepted at DBBL’s ATMs for withdrawal of money and at POS terminals for payments of shopping, hotel and dining bills. DBBL also performs merchant banking function under the license by securities and exchange commission, Dhaka, Bangladesh. 

2.14.1 Corporate banking:

Project finance

DBBL always inspires project specific development funds on competitive terms for economic upliftment and wellbeing of the people by way of setting up a new standalone capital intensive project or for BMRE of an existing project.

Working Capital finance
The bank considers lending short –term working capital finance to entities engaged in manufacturing, assembling, processing, re-packaging of goods and commodities for domestic consumption or export market. However, unsecured loans (not collateralized) for working capital without justification or purpose is not considered.
Syndications & Structured finance
The Bank, on case to case basis, arranges loan syndications or approves disclosed participations in syndications provided such transactions meet the parameters separately established. The bank will at all times maintain at the minimum a paripassu status to other banks in all lending relationships. Second mortgages or lower are not be accepted as primary collateral.
Trade finance
Dutch Bangla Bank prefers Trade Financing in the form of short-term (up to 12 months), self-liquidating or cash flow supported well collateralized trade transactions*Work Order finance. The Bank will consider financing construction contractors (work order finance). However all such transactions must meet the guidelines. Bank asks for assignment of bills receivables with concurrent authority to collect bills issued favouring Dutch Bangla Bank.
Equity finance
Dutch Bangla Bank builds a partnership with entrepreneurs to  achieve high credit standing and outstanding track record within regular restrictions. To improve environment and increasing social advantage the bank receive credits lines from home to home , from abroad to home . 

2.14.2. Retail Banking: 

A variety of retail lending products are provided by DBBL from retail banking sector to meet the demands of its targeted customers . They offer wide range of product such as personal loan , car loan , home loan , secured loan , secured loan and secured  overdraft . DBBL is the largest retail bank in terms of total number of individual customers and distribution network which has huge potential to grow in retail lending side . Retail lending products are introduced  in September 2007 . The products features are reassessed over the years to make it more attractive to the customers . The retail lending products are clean credit line , DBBL life line , health line , education line , marriage line , professional line , travel line , festival line , Dreams come true line , general line . 

2.14.3   Internet Banking: 

Dutch Bangla Bank provide us an outstanding internet banking service . In internet banking customer are able to see the list of current , savings term deposit and loan accounts with the current balance . DBBL allows the customers to choose a particular account and they can see the account details including unclear fund , limit ,interest accrued . The customer can print his transaction activity in a specific period . Through internet banking customers can pay their utility bill like electricity , WASA, telephone , mobile ,ISP etc. Customers can transfer his from one of his account to another of his account . DBBL increases the facility of internet banking activities for their customer so that the customers can easily use  their  internet banking activities with hassle free . DBBL provides a pin number to each customer to login in to their accounts even from their home . 
2.14.4  Mobile Banking : 

Dutch Bangla Bank has introduced first mobile banking in our country on May 31 , 2011 . People can make any transaction from their mobile and they can keep it secret and secure through this facility . SMS is an unsecured method to do mobile banking . DBBL advised to use a HTML browser found on many phones to access internet banking facilities . 

2.14.5 Deposit:

Bank deposits consist of money which is transferred into banking institutions for safe keeping. The account holder has the right to withdraw deposited fund according to the terms and conditions governing the account agreement .DBBL offers different types of deposit accounts .They are : 

· Savings Deposit Account
· Current Deposit Account

· Short Term Deposit Account

· Resident Foreign Currency Deposit

· Foreign Currency Deposit

· Convertible Taka Account

· Non-Convertible Taka Account

· Exporter's FC Deposit(FBPAR)

· Current Deposit Account-Bank

· Short Term Deposit Account-Bank

Savings deposit means customers personal savings account. This  type of account can be operated by a single person or maximum 3 person but they have to be family members . The organization generally open Current deposit account according to the name of the organization. In Partnership business partners also can open current deposit account. Customers can open short term deposit account . Foreign currency deposit account is appropriate for those foreigner person who are staying in our country as a student.

2.15    Human Resource Division: 

The employees of Dutch Bangla bank are the most precious asset for the bank. DBBL has a high technology based work environment. It is necessary to build a powerful and productive workforce fit for the job and for future market of globe. In Today’s competitive world proficient and professional employees are becoming increasingly important and DBBL has an outstanding competitive advantage in this respect. Most of the employees have worked here from the beginning of the bank and therefore they have vast experience in their respective fields. Existing employees have high qualified academic background and they have huge experience to do their responsibility. There are 5500 employees working in DBBL. New employees are recruited with high academic background and they are given proper training after recruitment to groom up for their responsibilities.  There is a large & established Human Recourse Division in DBBL. The Human Resource Division is situated at Head Office. All HR activities are controlled from the head office. Md Mossaraf Hossain is the head of HR Division. There are 27 employees working in the HR division . They appraise 175 branches. Different types of training program and practical orientation on various disciplines of banking throughout the year are arranged by HR division under HR improvement plan. 
Vision of Human Resources Division: 
The vision of Human Resource Division is “Ensure Improved Business performance & Competitive advantage by attracting, developing & retaining people in a winning culture that builds organizational capabilities to meet strategic objectives.” Human resource management plays a great in every organization. So it is a integral part of DBBL. DBBL has specific division. They follow HR practices like recruitment, selection & performance appraisal & management. 
2.16   Major Units of the Bank:

·  Board Secretariat.

·  Office of the Managing Director .

·  Office of the Additional Managing Director.

· Office of the Deputy Managing Director (Operation).

·  Office of the Deputy Managing Director (Administration).

· Accounts Division.

·  Credit Division.

·  Card Division.

·  Credit Administration Division.

·  Credit Monitoring & Recovery Division.

· Corporate Banking Division.

· General Services Division.

·  Human Resources Division.

· Information Technology Division.

·  International Division (Treasury Back Office).

·  Internal Control and Compliance Division.

·  International Division (Front Office).

· Medical Consultant.

·  Retail & SME Division and training wing 
Dutch Bangla Bank Limited is the renowned bank in Bangladesh . They always concern about their corporate social responsibility . They are concern about their stakeholders , the economy , the society , their staffs and the environment . They  trust that conducting business in an ethical way will create an opportunities for business and economic growth . Dutch Bangla Bank Limited is the largest donor in education sector and they are recognized as the largest donor in this sector in our country. They donate huge amount of money to  poor blind people for their treatment and operation.  They contribute in different non-profit health organization . They stand beside to those people who have suffered from natural calamities . 

Chapter -3

Literature Review
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3.1.   Performance appraisals:

Performance appraisal is a process of evaluating on employees performance or job in terms of requirement. According to Edwin B. Flippo; “A systematic, periodic and so far as humanly possible an impartial, rating of an employee’s excellence in matters pertaining to his present job and to his potentialities for a better job. Performance appraisal is the systematic application to identify the employee’s strength and weakness. It is the process to understand the abilities of a person’s further growth and development. 
Performance appraisal is generally done in systematic ways which are as follows:

1. The supervisors evaluate the salary scale of the employees and compare it with the targets and plans of the organization.

2. The supervisors evaluate performance appraisal related factors to identify the methods of appraisal system. 

3. After appraising the performance, employers are in position to guide and motivate the employees for a better performance.

A successful performance appraisal system help managers to take promotion decision, compensation decision of the employees. Employers are able to arrange training and development session for those employees who need training for their improvement. Managers can evaluate employee job performance and develop an impartial system of salary increase and promotions. Performance appraisal system facilitate communication between employees and administration. In addition, employee appraisals may reveal out-dated or illegal business practices. 

According to terry and franklin (2003), performance appraisal is the periodic evaluation of an employee’s performance measured against the job’s stated or presumed requirement. On the other hand Young(1996), defines performance appraisal as an evaluation & grading exercise undertaken by the organization on all its employed either periodically or annually , on the outcomes of performance based on the job content , job requirement and & personal behaviour in the position .. Organizations use different types of performance appraising tools and methods to fulfil the objective of the appraisal. Organizations are able to evaluate and measure an individual employee’s behaviour through performance appraisal system. This view is consistent with Coutts and Schneider (2004) who argues that, “performance appraisal is a vital component of a broader set of human resources practices, it is the mechanism for evaluating the extent to which each employee’s day to day performance is linked to the goals established by the organization.”

3.2   Objective of performance appraisal: 

Performance appraisal is the step where the management find out how effective it has been at hiring and placing employees. The objective of performance appraisal are: 

I. According to the administrative objective performance appraisal system serve as a basis for promotion and demotion , salary increase 

II. Allocating incentives is the another reason for appraising the performance of the employees.

III. To serve as a basis for determining transfers and termination in case of reduction of staff 

IV. Performance appraisal result provide adequate feedback on performance 

V. The important objective of appraising performance is to provide Counseling and job satisfaction through open discussion on performance.

VI. The significant objective of appraising performance is to identify the strength and weakness of the employees performance and employers are able to identify employee training needs. 

VII. Performance management determine career potential of the employees.

VIII. Performance appraisal result improve the efficiency of the employees.

IX. Performance appraisal provides the opportunity for organizational diagnosis and development 
X. It facilitate communication between employee and administration. 
3.3   Performance management : 

Performance management is a continuous process of identifying, measuring and developing the performance of the individuals and teams and aligning performance of the strategic goals of the organization. There are two main components: 

a) Continuous process: Performance management is ongoing process. It involves a never-ending process of setting goals and objectives, observing performance and giving and receiving ongoing coaching and feedback. 
b) Alignment with strategic goals: Performance management requires that managers ensure that employees’ activities and outputs are congruent with the organization’s goals and consequently, help the organization gain a competitive advantage. Performance management creates a direct link employee performance and organizational goals and makes the employee’s contribution to the organization explicit. 
Performance management is a systematic technique for enhancing the performance levels of employees and the managers as well as for industries. It is the on-going process for employees like setting performance standards and goals , applying different types of performance methods and tools , appraising the performance , monitoring the  employee’s achievement of those goals , sharing feedback with the employee and evaluating the employee’s performance as well as rewarding performance of the employees. Performance management system are applied to the organization in a holistic manner and managers can establish and analyse the organizational goals, monitoring progress toward the goals, and making suitable adjustment to achieve those goals more effectively and efficiently. performance management is an important activities of HR division in any organization . It is an important element for all developing and progressive organization of the world. 

3.4   Purpose of performance management :

The information by a performance system is most frequently used for salary administration , performance feedback , & the identification of employee strength & weakness . In general performance management system has six purpose. They are:
· Strategic purpose : 

The first purpose of performance management is to help top management achieve strategic business objectives. By linking the organizational goals with individual goals, the performance management system reinforces behaviours consistent with the attainment of organizational goals. A second strategic purpose of performance management systems is that they play an important role in the on boarding process.  On boarding refers to the process that lead new employees to transition from being organizational outsiders to organizational insiders. 

· Administrative purpose : 

As an administrative purpose performance management system is to furnish valid & useful information for making administrative decisions about employees. The administrative decisions are salary adjustment, promotions, employee retention or termination, recognition of superior individual performance, identification of poor performers, layoffs, & merit increase. 
· Informational Purpose : 

Performance management system serves as an important communication device. First they inform employees about how they are doing & provide them with information on specific areas that may need improvement. Second, related to the strategic purpose, they provide information regarding the organizations & the supervisor’s expectations& what aspects of work the supervisor believes are most important . 

· Development purpose : 

Feedback is an important component of a well-implemented performance management system. This feedback can be used in a development manager. managers can use feedback to catch employees & improve performance on an on-going basis . This feedback allows for the identifications of strengths & weakness as well as the causes for performance deficiencies. Which could be due to individual, group , or contextual factors . .another aspect of the development purpose is that employees receive information about themselves that can help them individualize their career paths the development purpose refers to both short-term & long-term aspects of development. 
· Organizational maintenance purpose : 

A fifth purpose of performance management systems is to provide information to be used in workforce planning. Workforce planning comprises a set of systems that allows organizations to anticipate & respond to needs emerging within & outside the organization, to determine priorities, & to allocate human resources here they can do the most good. An important component of any work force planning efforts is he talent inventory which is information on current resources. Performance management systems are the primary means through which accurate talent inventories can be assembled. 
· Documentation Purpose: 

Performance management system allow organizations to collect useful information that can be used for several documents purposes. First, performance data can be used to validate newly proposed selection instruments .Second performance management allow for the documentation of important administrative decisions. This information can be especially useful in the case of litigation.

3.5   Performance appraisal system:

Performance appraisal system is the process of implementing, managing, communicating the events which involves in performance appraisal. It is a formal process and it is a part of the performance management policy. It is a formal and informal assessment system of employees that measures employees performance and recognize their contribution. Coens and Jenkins (2000) suggest that performance appraisal is a mandated process in which, for a specific period of time, all or a group of an employee’s work behaviours or traits are individually rated, judged or described by a ratter and the results are kept by the organization 
Performance appraisal system evaluates the quality of an individual’s performance in an organization. By using different types of performance appraising methods organizations can evaluate employee’s performance standards. Terrence and Joyce (2004) stated that “It is a process which involves creating standards, evaluate employees actual performance to those work standards and giving feedback to employees so as to motivate him or her to improve the job performance or eliminate performance deficiency. In addition some potentials aims of performance appraisal might include identifying behaviour of job . ”
3.6   Methods of performance appraisal system:

Performance appraisal system is considered as one of the best indicator to define the quality of human resource management. in an organization . Performance appraisal system also provides important and personal information for human resource management functions .Performance appraisal is important because managers can measure the performance feedback  can take employee training and development decisions , validate the selection process , giving promotions and transfer of employees . all types of compensation decision  , human resource planning decision, career development decision  are taken after appraising the performance of the employees . There are different types of performance methods. Performance evaluation methods are the process which appraisal is carried out in an organization. The methods are applied according to the nature of the organization. The methods determine the types of data collected and evaluated in the appraisal. The communication between supervisors and their employees take place. It is very important to understand the appraising methods because employees can influences the usefulness of the appraisal system in an organization and the perceived or actual benefit gained from its use. The performance appraisal methods are:

A) Ranking Method

Ranking methods is one of the oldest and simplest techniques of performance appraisal. In this methods the appraiser ranks the employees from the best to worst on the basis of the overall performance. According to Dessler (2011) , ranking method is ranking employees from best to worst on a particular trait , choosing highest then lowest ,until all ranked . Ranking methods is used to evaluate the performance of the employees from the highest to lowest levels. 
Advantages of Ranking Method

1. Ranking method is very simple and easy method to appraise . 

2. Employees are ranked according to their overall performance  level .

3. It is easier method to identify the best and worst performer of the organization . 

4. Ranking method is a cost effective method.

Limitations of Ranking Method

1. The “whole man” is compared with another “whole man” in this method. In practice, it is very difficult to compare individuals possessing various individual traits.

2. This method speaks only of the position where an employee stands in his group. It does not test anything about how much better or how much worse an employee is when compared to another employee.

3. When a large number of employees are working, ranking of individuals become a difficult issue.

4. There is no systematic procedure for ranking individuals in the organization. The ranking system does not eliminate the possibility of snap judgments.

B) Forced Distribution method

In Force distribution method rater categorizes employees in to specific performance groups .  In this method raters are required to allocate a certain percentage of rates to certain categories or percentiles . The rater choose the appropriate fit for the categories on his own discretion . In force distribution method raters allocate a certain percentage of rates to certain categories just like superior , good above average or percentiles such as 10 % ,20% . 

Advantages of Forced Distribution

1. This method tends to eliminate raters bias .

2. By forcing the distribution according to pre-determined percentages, the problem of making use of different raters with different scales is avoided.

3. Force distribution facilitates reward assessment. 

Limitations of Forced Distribution

1. The limitation of using this method in salary administration, however, is that it may lead low morale, low productivity and high absenteeism. 

2. Employees who feel that they are productive, but find themselves in lower grade(than expected) feel frustrated and exhibit over a period of time reluctance to work.

3. In force distribution method performance scores are normally distributed . 

4. It may discourage contextual performance and teamwork . 

C) Critical Incident techniques :

Critical incident method is a list of statement of effective or ineffective behaviour of employees. Managers keep a record of desirable or undesirable examples of an employee’s performance related behaviour and reviewing it with the employee at predetermined times. The critical events represent the outstanding or poor behaviour of employees or the job. According to Dessler (2011), “Critical Incident method is  keeping a record of uncommonly good or undesirable examples of an employee’s work related behaviour and reviewing it with the employee at predetermined times .”

Advantages of Critical Incident techniques

1. Critical incident method is easy  to develop and administer the performance of the employees .

2. As it is the list of incident or statement ,this methods is appraised based on direct observation . 

3. It is time tested and provides the realistic outstanding performance result of the employees . 

4. This method provides an objective basis for conducting a thorough discussion of an employee’s performance.

5. This method avoids regency bias (most recent incidents are too much emphasized)

Limitations of Critical Incident techniques

1. Negative incidents may be more noticeable than positive incidents.

2. The supervisors have a tendency to unload a series of complaints about the incidents during an annual performance review sessions.

3. It results in very close supervision which may not be liked by an employee.

4. The recording of incidents may be a chore for the manager concerned, who may be too busy or may forget to do it.

D) Checklists and Weighted Checklists
The checklist is a list of statement or requirement that are evaluated by the raters . It is the most representative methods to define the characteristics and performance of the employees in a short time . Managers define some performance related indicator to measure the quality and quantity of the employee’s performance . Each statement has a weight or scale value attached to it . It is easy to evaluate the positive and negative behaviour of the employees form each statement . The checklist sheet is rated by averaging the weights of all statements checked  by the ratter . The checklist is prepared for each job by those persons who have huge knowledge and experience about those specific jobs . There are three types of checklist . They are : simple checklist , Force choice block , weighted checklist . For example : 

a) Is the employee cooperated with his subordinates = Yes/No is the example of simple checklist . 

b) Regular on the job – always regular = Most/Least is the example of force choice block .

c) Attendance 0.5 , knowledge of the job 1.0 , quality of work 1.5 is the example of weighted checklist . 

Advantages of Checklists and Weighted Checklist

1.This method is frequently used in evaluation of the employee’s performance and behaviour . 

Limitations of Checklists and Weighted Checklists

1. This method is very expensive and time consuming

2. Rater may be biased in distinguishing the positive and negative questions.

3. It becomes difficult for the manager to assemble, analyses and weigh a number of statements about the employees characteristics, contributions and behaviors.

E) Use of Management by Objective : 
Management by objective is a management model to improve the performance of an organization by converting organizational goals in to specific individual goals . This goals are set according to the form of objective for the employee and the manager . The purpose of this method is to integrate with individual needs of manager such as earnings , growing and development . It is a process that translate organizational objectives in to individual objectives . In 1954 , Peter Drucker first explained  about “Management by Objective” in his book named “The practice of Management .’’ Management by objective is used to evaluate and measure the managerial and executive performance of the job . MBO involves in goal setting . The goals and performance measurement are defined by the supervisors for the subordinates . They allocate the required achievement and decide how the achievements will be measured . In MBO methods performance is defined in terms of measurable outcomes . 

The advantage and disadvantage of MBO 

Pros of MBO : 

1. MBO is easy to implement and measure .

2. Employee  motivated as he is aware of expected roles and accountability . 

3. MBO is performance oriented diagnostic system .

4. MBO facilitates employee counseling and guidance . 

5. It facilities communication between managers and subordinates regarding goals and action plans . 

6. IT provides a vertical linkage between top and lower level goals .

7. It focuses employees on desired results . 

8. MBO combines planning and controlling in the rational management system . 

Cons of MBO : 

1. MBO is time consuming , complicated , lengthy and expensive . 

2. It is time consuming to implement and difficult to maintain . 

3. There is no stimulation of innovation . 

4. Strategic goals can be supplant by operative goals .

5. MBO takes too much time and effort , it causes to much paper work . 
6. Pressure on objective measurement of goals can be a threat in hands of overzealous managers 

7. The progress of the organizational objectives takes long time and this reduces the effective working  time for the managers and other employees . 

8. MBO is not applicable for all job . 

F) Key performance Indicator : 

KPI is a type of performance measurement that helps us understand how our organization or department is performing . A good KPI should act as a compass , helping a team to understand whether the organization are taking the right path toward their strategic goals . An effective KPI should some following features : 
· KPI should be well defined and quantifiable 

· It should be communicated throughout the organization and department 

· It should be crucial to achieving the goal of the organization .

· KPI should be applicable to the line of Business or department . 

The purpose of KPI is to give a business , quantifiable measurements of things it has determined are important to its long- term success . The KPI should be SMART .

S = specific ; clear and focused to avoid misinterpretation 

M = Measurable : can be quantified and compared to other data 

A = Attainable : achievable , reasonable and credible under conditions expected 

R = realistic : fits in to the organization’s constraints and is cost effective 

T = Timely :able to do with in the time frame given 

Overall the key performance indicators should be trend able , observable , reliable , measurable , and specific . There are five steps for developing Key performance Indicator . They are 

Figure : Establishing & Developing KPI

G)  360 degree feedback :

360-degree is a popular performance appraisal feedback to measure employee performance , Peers , subordinate , supervisors , customers and manager are asked to evaluate an employee’s performance . They all provide performance feedback on specific topics . 360-degree method represents an accurate and multi-perspective view of an employee’s performance . The evaluation inputs come from multiple-level within the firm and also from external sources . The feedback is playing an important role to provide structured ,depth and real information about the current performance of employees . It is also possible to know about the future requirement from employees in detail . The managers can take decisions about relevant development plans which is formulated . (Baroda 2012) .It is a modern method that involves a variety of sources such as peers , clients , subordinates , supervisors , and even self rating . 


Figure : 360 degree evaluation methods

As Managers , subordinates , peers , supervisors are involved in evaluating process that’s why It is helpful because a person has to interact in different way with those employees . Also a colleague can give a better information of how an individual works compared to the manager because they are the  person who the  individual spends more time on a daily basis.

The advantage of 360 degree feedback:

360 degree feedback has several advantage over single rated feedback methods .

1. Identifying a comprehensive pictures : The employees can generally provide the actual and more comprehensive picture of other employees behavior and performance where sometimes the supervisor does not have the opportunity to oversee all area of an employee’s performance . (Maylett 2009)
2. Performance improvement : 360 degree helps individual to understand his strength and weakness . in addition , what is exactly expected from him from performance point of view. That will lead to improvement in performance of employee .

3. Increase consistency in the performance : Employees are more concern about how others think about them . This motivatieste employees to perform better towards achieving organizational goal . all around feedback helps in improving consistency in the performance of employees . 

4. Participative work culture: For multi-source appraisal feedback employees maintain good relations with all. They will maintain good relation with their seniors, subordinate, peers, customers. This kind of environment leads to participative work culture in an organization . 

5. Effective HR decisions: In 360 degree feedback it encourages participation of all and thus makes HR decisions more effective. 

The disadvantage of 360 degree performance appraisal: 

1. Time consuming process: Though 360-degree is a modern technique , it is a time consuming process because this is one to one  communication process . It consumes a lot of productive time of employees which can be utilized for other productive issues. As feedback comes from all sources it takes a lot of time to appraise the performance thus it is lengthy. 
2. Costly procedure: This is more costly process as it comprises of the cost of questionnaires and technological inputs required for the process of feedback. These can be used for more productive purposes. 

3. Secondary motivator: The performance rating is not the only motivation for high performance but it is the secondary reason for it. If a company is providing good working environment ad is paying well to the employees, they get incentives for their performance than they themselves are motivated to work more. 

4. Main aim is to increase productivity: The  main aim of the organization is not to obtain scores but to increase the overall productivity .The 360 degree provides the management with the scores but the problem of productivity still remain to be taken care of . It only ranks the productivity of the employees but ignores factors like how to reduce labor costs and wastage of time. 
H) Graphic Ratings scale :

 In graphic ratings scale managers can assess the employee’s quality and quantity of work through indicating different degrees of a particular trait . This method is a list of traits and arrange of performance for the employees . The employees are then evaluated by identifying those score which can be described in an accurate way 

Advantage of  Graphic rating scale :

1. Graphic ratings scale is easily constructed .

2. Graphic  rating scale is the most frequently used performance appraisal method .

3. By using this method managers can identify some subjective character traits such as pleasant personality ,creativity ,initiative which is the important criteria for job performance . 

4. Graphic rating scale reduces the personal biasness . 

Disadvantage of graphic rating scale : 

1. Rating may be subjective .

2. Graphic rating scale is time consuming method

3. It has lacking about  individualized feedback and recommendations .
I) Behaviourally  Anchored Rating Scale : 

 Behaviourally Anchored Rating Scale is a combination of critical incident sand graphic rating scale approaches . The manager evaluate employee’s according to the numerical scale .
Pros  of  BARS :

1.Job behaviours define employee performance in a better way . 

2.BARS method is more objective . 

3. This method has more acceptance due to participation of managers and employees . 

Cons of BARS : 

1 Sometimes depending on scale may not be reliable . 

2 Each job will require creating separate BARS scale . 

3 It is very time consuming for generating BARS .
3.7 Performance appraisal biasness:

Managers commit mistakes while evaluating employees and their performance. Biases and judgment errors of various kinds may spoil the performance appraisal process. Bias here refers to inaccurate distortion of a measurement. These are:

1. First Impression (primacy effect): First impression is the tendency of raters that raters want to evaluate on the basis of first impression of an employee’s performance. This type of tendency may  not provide adequate base for appraisal .
2. Halo Effect: Halo effect is the tendency to evaluate the employees on the basis of only one particular trait. Managers have often this type of tendency when they have a good relation with a particular employee and when the employees are able to share their personal feelings with managers . For this reason the managers are influenced to make a halo effect biasness on the evaluation results of the performance. 
3. Horn Effect: Horn effect is the opposite of halo effect . It is also called the devil effect bias. In this type of biasness employee’s performance is appraised on the basis of only a particular negative quality or feature. For this biasness managers artificially give low ratings of an employee . For example an employee may be well at marketing sector but his manager dislike his some simple personal style ju. That’s why manager rates the employee as a negative marking on all areas including marketing even if the person is good at marketing .

4. Excessive Stiffness or Lenience: Depending upon the raters own standards, values and physical and mental makeup at the time of appraisal, ratees may be rated very strictly or leniently. Some of the managers are likely to take the line of least resistance and rate people high, whereas others, by nature, believe in the tyranny of exact assessment, considering more particularly the drawbacks of the individual and thus making the assessment excessively severe. The leniency error can render a system ineffective. If everyone is to be rated high, the system has not done anything to differentiate among the employees.

5. Central Tendency: In central tendency managers evaluate  all employees on the middle part of the scale without appraising of their actual performance .This type of error may happens even in graphical ratings scale. Managers evaluate all employees as average performers. For this type of tendency managers evaluate people as neither high or nor low and they follow the middle path .For example, a professor, with a view to play it safe, might give a class grade near the equal to B, regardless of the differences in individual performances.

6. Personal Biases: The way a supervisor feels about each of the individuals working under him - whether he likes or dislikes them - as a tremendous effect on the rating of their performances. Personal Bias can stem from various sources as a result of information obtained from colleagues, considerations of faith and thinking, social and family background and so on.

7. Spill over Effect: The present performance is evaluated much on the basis of past performance. “The person who was a good performer in distant past is assured to be okay at present also”.

8. Regency Effect: Rating is influenced by the most recent behaviour ignoring the commonly demonstrated behaviours during the entire appraisal period.

3.8 Critical components of a successful performance appraisal system

A successful performance appraisal system could be divided into three critical components: systems design, managerial practice, and appraisal system support.

The system design: The component of system design indicate a clearly defined purpose for conducting performance appraisal . All employees need to know the reason of appraising performance and its specific goals . The specific goals will allow the managers to select performance criteria that will support the organization’s objectives and increase the motivation of the managers to carry out the appraisals properly.
Managerial support: A second factor of effective systems design is to have the input of managers and employees in the design, development, and choice of criteria used in the appraisal. This promotes acceptance and ownership of the system by the employees which then increases the effectiveness of the system. Without this involvement, the appraisal system risks losing the support and credibility of the users of the system and can short-circuit their sense of ownership of the system. Employee involvement is a useful tool for increasing job-related autonomy, which is a prerequisite for employee growth.  Employee participation gives employee’s opinion in the appraisal process which is very helpful for the employees to rebut performance ratings, documentation.
Appraisal system support: The third factor addresses the importance of user-friendly and easy-to-understand appraisal procedures and forms. The performance criteria, rating procedures, and feedback should be relevant and meaningful for both supervisors and their employees. 
3.9  Feedback: 

Feedback is the information people receive their performance. It conveys an evaluation about the quality of their performance behaviours. Giving feedback is “the activity of providing information to staff members about their performance in job expectations. ’Feedback an important part of the education process. People at work give feedback to reinforce others ’good behaviour and correct their poor behaviour. It helps newcomers learn the ropes, mid a career employees to improve performance and consider opportunities for development and late career employees to maintain their productivity. Managers are an important source of feedback because they establish performance objective and provide rewards for attaining those objectives. Other source of feedback are co-workers, subordinates and customers. (London 2003, p.11). 
3.10
Process of performance appraisal : The process of performance appraisal are : 

1. Setting performance goals and objective : HR manager has to set the goal and objective e of  the performance . 

2. Determining key competencies : Manager should determine  key accountabilities and competencies of performance criteria . 

3. Measurement of performance : performance are measured against goals and objectives and then key competencies .

4. Feedback results : Managers have to get the feedback of performance appraisal result 

5. Updated to goals and objective : It is necessary to keep updated the goals and objectives of the appraising performance . 

3.11  Job satisfaction :
Job satisfaction can be defined as that which gives employees the motivation to continue with the daily work. One of the factors that leads to job satisfaction is recognition and encouragement where an organization where an organization has a good evaluation system and the employee’s work is recognized and then he is encouraged and motivated to continue contributing to the organization. Job satisfaction focuses on the role of the employee in his or her workplace. 

McKenna (2005) argues that job satisfaction is associated with how well our personal expectations at work are in line with outcomes. The idea of organization as a social system requires that some benefits are received by its participants as well as its customers and clients. Therefore it helps to show the extent to which the organization meets the needs of the employees. According to Iancevich et. al (2005), the measures of satisfaction include employee attitudes, turnover, absenteeism and grievances.
3.12 The influence of Job satisfaction in the organization :
Job satisfaction influences the organization in major ways as employee productivity, loyalty and absenteeism. The preponderance of research evidence indicates that there is no strong linkage between satisfaction and productivity. Satisfied workers will not necessarily be the highest producers. Although there are many moderating variables, the most important seems to be the rewards. If people receive rewards that they feel are equitable, they are likely to be satisfied and this may result in greater performance effort.
There are  variety of factors that can influence a person’s level of job satisfaction. Some of these factors are : 

· The level of pay and benefits the perceived fairness of the promotion system within a company.

· The quality of the working conditions, leadership and social relationships, the job itself (the variety of tasks involved.

·  The interest and challenge the job generates, and the clarity of the job description/requirements).

· An established upward path , with the opportunity to earn a higher wage and take on greater responsibilities . 

· A healthy environment can influence an employee’s job satisfaction .

· An accurate level of employees performance appraisal & recognition creates the influence of job satisfaction .  

The purpose of job design is to enhance job satisfaction and performance methods include job rotation , job enlargement and job enrichment . Other influences on satisfaction include the management style and culture , employee involvement , empowerment and autonomous work group . Job satisfaction is a very important attribute which is frequently measured by organizations . The most common way of measurement is the use of rating scales where employees report their reactions to their jobs .  

3.13 The importance of Job satisfaction : 
Lower Turnover : Turnover is the highest cost attributed for HR department . Experienced workers are able to create better environment.  and makes it easier to recruit quality talent and save money. The bottom line: satisfied employees are typically much less likely to leave . Job satisfaction is the way to reduce employee turnover. 

a) High Productivity: Irrespective of job title and pay grade, employees who report high job satisfaction tend to achieve higher productivity.

b) Increased profits: Keeping employees safe and satisfied can lead to higher sales , lower costs and a stronger bottom line .

c) Loyalty: When employees feel the company has their best interest at heart , they often support its mission and work hard to help achieve its objectives . And they may be more likely to tell their friends , which helps spread goodwill. 
Performance appraisals serve many purposes within an organization. They offer insight into an individual’s performance, and they provide a standardized way to make comparisons among employees for salary or promotional-based decisions.

A collection of department examples of written performance appraisals also provides a company with information about its employees' strengths and weaknesses, which can then be translated into company-wide and department-specific development initiatives. There are many different types of performance appraisals – numerical or scale-based ratings, free-form comments, or a combination of both. Because performance appraisals or employee evaluations can be very sensitive and are closely related to promotional and salary-based decisions, most companies utilize a format that contains numerical scores accompanied by supporting comments to justify or explain the chosen rating.
Chapter-4

Research and Analysis
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4.1    Introduction:
The internship report is arranged as a requirement for the finishing of the BBA program. The main objective of this report is to give an essential corporate presentation to the understudy & find a link  between the theoretical knowledge & the corporate activities in the corporate life . The internship program covers a time of three months of hierarchical connections. My internship program has began from 17th February, 2018. In this time I have achieved lots of corporate experience through participating in different banking activities. As I have done my internship program in Dutch Bangla Bank Limited I was involve in different baking activities.
As my topic is about Performance appraisal system & finding a relationship between performance appraisal & job satisfaction in Dutch Bangla Bank Limited, I always  tried to find out the strategy of performance appraisal system in Dutch Bangla Bank . I talked fundamentally with the branch manager , GB in charge & others executives of the bank to find out the information  about performance appraisal system . 
Performance appraisal is vital & challenging activities for HR division . There is an established HR division to control the whole HR related activities such as recruiting , selecting , staffing , arranging different training program, appraising the performance of the employees , giving compensation according to the result of performance appraising& giving motivation to the employees . All activities are controlled from the head office which is situated at Shenakalyan Bhavan in Motijheel .

4.2   Purpose of the study :

Dutch Bangla Bank is one of the established commercial Bank in Bangladesh. There are  175 branches around Bangladesh . In Dutch Bangla Bank there are 8000 employees working in the organization . The purpose of my study is to analyse the whole performance appraisal system practice of DBBL & finding a relationship between the job satisfaction & appraisal result of DBBL. The another purpose is to gain the practical knowledge from the organization. 

4.3    Performance appraisal in DBBL:

In DBBL performance assessed annually which they called “Annual Confidential Report”. Supervisors notice & observe the  performance of their subordinates &make comments on a good or poor performance . It’s a formal method . Most of banks do ACR annually . It is the structured annual performance review, in which a supervisor assesses each employee’s performance using some official assessment producer . 
Dutch Bangla Bank always consider the following term for appraising the performance of the employees . They are :

1. They consider the key performance indicators . In KPI there are different types of performance criteria which are based on the target and work plan of the employee .

2. They appraise the performance based on the current performance on the job. 

3. They consider academic background of the employees

4. Banking experience of employees is a n important criteria for giving increment and promotion to the employees .

5. They also consider the behavior competence level of the employees . 

4.4    Performance appraisal policy : 

Performance appraisal process is supervised by the HR Division . So the policy is also created by the Human Resource Division to conduct this process smoothly and clearly .

4.5   Types of Performance Appraisal of Dutch Bangla Bank
Output based performance is assessed in DBBL. It means performance is assessed based on the results. The board of directors give the target of each branch in each year. For example: Head office has given 500 crore deposit target in DBBL Dhanmondi 8/A branch.  This approaches deals with bottom-line issues like, to what extent an employee can fulfil their target, are they able to fill up their deposit target or not, how much profit the employee brought into the organization during a year. The result of performance appraisal is finalized from the head office of HR division. 
4.6    Methods of performance appraisal:

DBBL uses rating scale method, pyramid scoring system for individual increment & promotion & check list methods for performance appraisal of the employees.  DBBL uses different criteria in different level of management in the appraisal process. They set many indicator according to the job description & job specification which is called Key Performance Indicator. They appraise the performance based on KPI. In the KPI there are many performance indicator to appraise. Each indicator has total maximum points and percentage. For example The maximum points for achievement of yearly deposit target is 10.

4.7    Rater of employee Performance: 

In DBBL HR division are responsible to provide the yearly performance appraisal of the officials. The Board of Directors of the bank in their general meeting approve the performance appraisal of the officials of the bank. In order to distribute the points against various indicators for assessment of the KPI, the Board of Directors approve the revised slabs & its corresponding points.

4.8    Performance evaluation by using rating scale methods : 

A) Performance evaluation of Branch manager & Deputy Branch Manager :

The Branch manager & deputy branch manager will be assessed based on the key performance indicator (KPI)of their branch target  where they were posted for longest period for the assessment year . There are total 10 performance indicator for branch & deputy branch manager which must be fulfilled by them . Total rating points are distributed among the indicators of KPI . KPI for Branch manager & Deputy Branch manager are :

· Achievement of yearly deposit target: Unless a manager get above 30% incremental achievement of yearly deposit target he will not get any point. To get corresponding points he or she has to achieve 120% & above incremental achievement to fulfill the target Then he can get 10 out of 10. 

· Achievement of yearly advance target 

· Achievement of yearly profit target 

· Achievement of yearly account opening target 

· Cumulative deposit amount as at end of December 

· Percentage of FDR as at end of December 

· No classification status as at end of December 

	SL No
	Criteria
	Slub & corresponding point

	1
	Point for achievement ( incremental) of yearly deposit target 
	Below 30% incremental achievement =0

40%incremental achievement =1

50% incremental achievement=2

60%incremental achievement =3

70% incremental achievement =4

80% incremental achievement=5

90% incremental achievement=6

100%incremental achievement=7

110% incremental achievement=8

120% incremental achievement=9

120% & above =10 

	2
	Point for achievement of yearly profit target
	Below 60%=0

60% to 70%=2

70 to 80%=4

80% to 90%=6

90% to 100%=8

100& to 110% = 10

110 to 120%=12

120% & above achievement =15 


B) Performance evaluation of other employees at branch level 

Performance of other officials at branch level will be assessed on the basis of job description linked with achievement of various targets based on region wise branch mapping where they were posted for longest period for the assessment year . There are total five criteria to assess the performance of the branch level employees . Total maximum  points are 145 . They are called KPI .   The KPI, BBD & GB officials of the branch are given below : 

A) Achievement of yearly loan & advances target  =  75 

B) Achievement of yearly profit target = 30
C) Cumulative advance amount as at end of December = 15 

D) Educational record = 10 
C) KPI (marks distribution ) for General Banking officials :There are total seven performance indicator for general banking officials : 

1) Achievement of yearly deposit target = 37.5  

2) Achievement of yearly profit target =  30

3) Achievement of yearly account opening target = 22.5.  In DBBL Dhanmondi Branch has been given 18500 account opening target in this year. If they can fulfil the target then they will get 22.5 points. 

4) Cumulative deposit amount as at end of December =15

5) Cumulative number of CASA account as at end of December = 10

6) Cumulative profit amount of the year as at end of December = 15 

7) Educational record = 10 

The demo of distribution of total points of performance assessment oat branch level is given below 

	SL No
	Criteria 
	Slob& corresponding point 

	1
	Point for achievement ( incremental) of yearly deposit target 
	Below 30% incremental achievement =0

40%incremental achievement =1

50% incremental achievement=2

60%incremental achievement =3

70% incremental achievement =4

80% incremental achievement=5

90% incremental achievement=6

100%incremental achievement=7

110% incremental achievement=8

120% incremental achievement=9

120% & above =10 


D)Performance Evaluation of officials at Head office including divisional head : 

Performance of the officials  posted at different divisions at head office including Divisional heads will be assessed based on their respective educational records , experience , process of recruitment in DBBL , performance & qualitative judgement made by the Reporting officer . They are assessed according to their educational record , banking experience , process of recruitment , future leader or successor . The total maximum points is 30 . 

I. Educational records = 10

II. Banking experience = 10

III. Process of recruitment = 05

IV. Future leader = 05 

E)The assessment of Individual officials for considering their annual increment & promotion : 

DBBL use pyramid scoring system for assessment of the individuals officials  to give them the annual increment & promotion . The annual increment & promotion of the employees are assessed based on their respective educational qualifications , points on banking experience & the condition of the previous & present  performance result . 

1 ) Points calculation technique for Educational Qualification : 

If  an employee gets 1st division in their HSC & SSC exam than he or she will get point 2 & this is the highest point of assessing educational qualification . if an employee get 3rd division then he or she will get 0 . 

	Criteria 
	Points 

	Points on educational qualification
	A)SSC/HSC ( points for each of the two exam) 

1st division or equivalent = 2

2nd division or equivalent = 1 

3rd division or equivalent = 0 

B)Bachelors/ Masters ( points for each of the two exam) 

1st Division or equivalent = 3 

2nd Division or equivalent = 2

3rs Division or equivalent = 1 


2) Points on Banking experience :Dutch Bangla bank appraises the employees based on their banking experience . They give points to employees for each of the rounded year according to their performance and banking experience . 
I. The employees who serve as a division head , department head or desk at branch of DBBL such as (GB,BBD, and Cash) they will achieve 0.50 to 2.50  for each of the rounded year . 

II. The officers also achieve banking experience points . The employees who have past experience in any scheduled bank , he or she will get 0.50 to 2.50 points . 

3) Pyramid Rating Technique : Pyramid rating technique is an individual based appraising rating technique . Pyramid rating technique will be appraised based on region wise branch mapping for branch officials , individual achievement wise among the Relationship Manager (RMs) with division of head office , performance wise among the officials with a division of head office .HR manager convert the total employees of each branch as percentage . maximum 20% of employees are given grade A from 100% .
Pyramid grading of each branch  is detailed below : 

	Pyramid grading 
	Number of employees 

	A
	Maximum 20% employees are given grade A 

	B
	Maximum 40% employees are given grade B

	C
	Maximum 30% employees are given grade C 

	D
	Minimum 10% employees are given grade D 

	Total
	100 %


The previous year result of pyramid rating technique is published into next year within a first or second month of the year . 
4.9   The dependent factors to determine the satisfaction level of employees :

Some factors are directly dependent on the result of performance appraisal system in Dutch Bangla Bank . Those factors also indicate the job satisfaction of DBBL . There is a positive relation between performance appraisal and job satisfaction. If they are unable to appraise the performance of the employees appropriately then it is so difficult to calculate or understand the job satisfaction of the employees . The dependent factors are : 

1. Salary  increments are linked to performance rating . According to the performance rating they increase the salary increments .

2. Rewards / Penalties are based on skills , competencies and performance of the employees . 

3. Promotions are linked to performance rating . 

4. They are satisfied with their supervisors rating 

5. They are encouraged to speak out when they disagree with their supervisors decision 

6. Compensation , bonus are linked to performance rating . 

7. The employees are concern about their responsibility and also they are concern about the KPI of the bank . 

8. Their performance targets are well communicated to them . In every year Head office give a specific targets to each of the branch . For example : Head office give taka 500 crore deposit target in this year to the Dutch Bangla Bank Dhanmondi 8/A branch  . In account opening section Head office give targets to open 17500 new accounts in this year. 

9. They have the opportunities for career growth.  Head office sometimes arrange different types of seminar for employees career growth. 

10. HR department always emphasis on staff training. 

11. They enjoy working with their Co-workers. They have the unity. 

12. Before changing the performance management policy and guidelines, the head office give notice to all branch of the employees. Before appraising the new management policy and new guidelines HR department arrange a meeting with top management levels of the branch to discuss and concern about new policy. 
4.10 Measuring job satisfaction: 

Managers have the responsibility to fulfill the employees need. Managers are responsible to make satisfaction of job in the organization. According to my observation DBBL applies Maslow’s hierarchy theory to fulfill the satisfaction level of the job. So I have set some satisfaction criteria in to Maslow’s hierarchy theory to measure job satisfaction of employees. Maslow’s hierarchy has five step of need. They are: physiology nee, security need, self-esteem , self-actualization . 

Satisfaction of physiology need: 

· DBBL has well established salary structure. Their salary range starts from 25000 taka. I surveyed among 25 employees in Dhanmomdi branch as I worked there as an intern .They are satisfied with their salary structure.

· It is essential to provide comfortable working environment. The bank environment is neat and clean. There are enough lights and ventilation system. The office is full air conditioned. Managers always try to provide a neat and clean working environment for the employees because good working environment has an effect on employees job performance. 

· Employees take their lunch at neat and clean dining room . Sometimes employees can make a gossiping in the dining room for refreshment .There are two water filters. There is a kitchen also that employees can take tea and coffee at any time. They also offer customers to take a cup of tea who has to stay long time for their banking activities. 

Security need:

· Security need is the second step of Maslow’s need. All employees need job security. There is an increment facility to employees. Managers give increment to the employees based on two years working performance. Employees get promotion and financial increment on the basis of two year working experience. 

· Employees are provided bonus at two big festival Eid-ul-fitre and Eid-ul-ajha 

· According to the government law all employees have health insurance. Manager follow all jib and employee satisfaction rules according to the government laws. 

· Managers provide job description to the employees that he or she can perform their job accurately and confidently. 

· If there is a problem while performing their task managers initially solve their problem. 
Social need:

· DBBL always encourage employees in social interaction. They are concern about corporate social responsibility .They believe that conducting business in ethical way, increasing opportunities for business and economic growth.

· DBBL always encourage empowering people to fulfill their aspiration .Managers always inspire the employees to perform their responsibility as an ethical way. Managers also inspire the employees to keep a good relation with the customers which is helpful for the employees to make a good image to the society. 

· DBBL is recognized as the largest donor bank in the country. The employees also contribute in that social activities. 

· Unity is strength. There is a co-operative relation among employees. Employees have a friendly relation with their supervisor. A cooperative and friendly working environment make the job easy to do. Then it is possible to perform their responsibility easily. 

Satisfying self-esteem need : 

Giving recognition is the best way to ensure the job satisfaction. Performance appraisal result contribute employee’s job satisfaction. In DBBL all HR activities such as staffing a right people in the right position, setting eligible  salary structure , promotion , increment , compensation , training and development , recognition depend on performance appraisal result . Good recognition encourages job satisfaction that’s why there is a positive  relation between performance appraisal and job satisfaction . It is impossible to give recognition to the employees without appraising the performance of the employees. Managers recognize the employees performance by appraising the performance according to the pyramid rating scale. 

	Pyramid rating 
	Numbers of employees 

	A
	Maximum 20% of employees are given grade A

	B
	Maximum 40% employees are given grade B

	C
	Maximum 30% employees are given grade C

	D
	Minimum 10% employees are given grade D

	Total
	100%


By appraising the performance according to this grading system managers  are able to recognize  the employees performance and this recognition satisfies the job satisfaction of employees . So employees are recognized by achieving grade A, B, C, D . 

Self-actualization need: At self-actualization stage to improve personal development managers of DBBL arrange different types of training program. The training program is held after two or three months later. Different types of training program help the employees to be efficient in their workplace. Employees have the opportunity to improve themselves by attaining different training program. Employees then can improve their job performance. Managers always encourage employees to do challenging works. DBBL always concern about the career development of their employees . 
4.11   Contribution of performance appraisal to satisfy the job satisfaction: 

Job satisfaction comes from job performance. By appraising the performance managers can give recognition to the employees which is satisfied the job satisfaction. So there is a positive relation between performance appraisal and job satisfaction. Performance appraisal is related to monetary outcomes. If the appraisal result is without monetary consequences there have no impact on job satisfaction.  

Chapter-5

Findings, Recommendation & Conclusion

Findings 

During my internship time I was involved in different general banking activities . Though it was difficult for me to work with HR department of Dutch Bangla Bank because the HR department is situated at head office in Motijheel . In three month I have obtained lots of information about Performance appraisal activities . I have also observed that how performance appraisal system has an  influence on job satisfaction  and what are the relation between performance appraisal system and job satisfaction . Base on my analysis I have come up with the following findings –

· They are able to manage low cost of fund

· First time in Bangladesh they introduce mobile banking 

· Contemporary automation system , proper banking channel and one stop customer service .

· Their recruitment policy is followed by Bangladesh Bank Guide Lines .

· DBBL promotes different socio-cultural and sports activities .

· DBBL has given tk 102 crore for scholarships to meritorious and needy students of the countries from the years 2010 . 

· As the HR department is situated in motijheel at head office , the performance appraisal system and whole performance management is operated from HR department . 

· DBBL distributes up to 2.50% of its annual profits among its employees as profit sharing .

· DBBL objective is not only to make profit but also simultaneously contribute toward social and human development through various unselfish activities . 

· The employees of DBBL are high qualified and their educational background are very well and they are able to take the responsibilities of banking activities. 

· There are lots of responsibilities  and work pressure in the banking activities  because they have lack of manpower to cover the all responsibilities of banking activities and giving customer service . Sometimes customers feel irritating for delay service . 

· Though a large number of automated teller machine are available in DBBL but sometimes those ATM booth do not provide properly service to customer . 

· The internal and external commercial banking system is fully computerized . 

· They have powerful networking system with their branches that can be easy to transfer data within short time . 

· Introducer declaration is most important procedure for opening a new savings account , company account and any type of account opening  process . They follow this rules strictly for this reason sometimes it becomes difficult for the customer to find out an introducer to give introducer declaration .  

· DBBL arrange training program and  seminar within two or three month . They don’t arrange a monthly training program for the employees . 

· There is a weekly meeting  that they arrange at a specific day in a week . This meeting is held between branch manager , deputy manager GB in charge , cash in charge with board of directors .  Every branch manager , deputy manager and other employees participate in that meeting through online conference . 

· The policy, rules and regulation of DBBL  are so much strict . 

· The transfer and promotion process is fair but the promotion is not faster . 

Recommendation 

· The bank authority should increase and more concern about customer service facility because banking is a service oriented business . 
· As I worked as an  intern in DBBL Dhanmondi branch, DBBL should increase and recruit some new employees specially in account opening section , card division, and clearing section because there is no other employees to give the proxy . Sometimes it becomes delay to provide customer service .
· Most of the times it becomes very difficult to provide the customer service while the pressure of customer service is so much high . For that reason DBBL should recruit more employees in their branch . 
· The bank authority should provide snacks at evening . There are lots of mental pressure of the employees . The authority should provide those type of snacks which contain lots of glucose 
that the employees could work spontaneously  . 

· It is essential to extend branch network and it is more essential to increase the bonding and unity among  branches . 

· DBBL should reduce their ATM and Credit card charge . Extra charge is discouraging customers to make business with DBBL . 

· Dutch Bangla Bank should emphasis more on empathy to customers which means that DBBL should take more attention to individual care of customers and solve their specific needs . 

· Proper measure should be taken to reduce system failure to run the bank flawless . They should be more active to give tackle the emergency situation .

· Dutch Bangla Bank has to observe its competitors wisely and make its product more attractive than its competitors 

· Dutch Bangla Bank has to observe its competitors wisely and make its product more attractive than its competitors . At any cost it has to be one step ahead from its competitors . 

Conclusion 

Dutch Bangla Bank is most established and renown bank in Bangladesh . It has a well reputation in our country . DBBL has achieved an outstanding progress in every division of its activities . But they have their competitors who always try to take advantage in every side . They should be aware about this . They have established electronic and internet banking activities .  They always concern about the satisfaction level of the customer through providing different service . 

The aim of the current research was to examine the practical implication of performance appraisal system and finding a positive relation between performance appraisal feedback  and employee satisfaction and how its contribute to the employee’s performance , behaviour  and satisfaction . As performance appraisal continue to be used by organizations , the findings from the current research indicate that developing a performance appraisal which employees are satisfied with may contribute to building a loyal and committed workforce . 
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Appendix : 

My Responsibility and observation

I was working in Dutch Bangla Bank Dhanmondi Branch as an intern . As an intern I was given lots of responsibility in the bank . I was involved  all types of banking activities which were  important for the bank . 
I had to work first at general banking division . GB-in charge  gave me the service related responsibility which was related under the supervision of the respective officers . I had achieved lots of experience from general Banking division because this is the starting point of all banking activities . Account opening , account closing , account transfer , opening of various deposit schemes , check book delivery , register entry are the main activities in general banking division . I had achieved lots of knowledge about account opening , closing , account transfer activities as I worked with  front desk employees . 

I had also worked at check clearing department . This department provides day to day services to the customers . This department takes care of the customer’s demand of money by regarding check . 

In account opening section I had to check all necessary documents whenever the customers open an account . It takes 5 to 10 minute to open an account when all documents are verified correctly . Peoples willingly come to open their account  in this branch . I gave the information about account opening procedure and inform them to bring off  their required documents according to their occupations . 

To open an account a customer must bring the following documents  :

1. Photocopy of NID cards 

2.  Customers must bring a signature of introducer’s declaration in an account opening form . 

3. Relevant documents should be needed which will be verified such as job Id cards , visiting cards or job letter . 

4. A  photocopy of current bill or gas bill to verified the present address of the customer . 

5.  Customers must have to fill up their account opening form where the relevant information is required

When a customer wants to close his account in the bank he or she has to follow the following procedure: 
· The client has to write an application to the bank manger 

· He or she has to surrenders the unused check book. 

· The bank gives the rest amount to the customer 

· Closed rubber stamp uses top of the respective account opening form.
Foreign trade: In foreign trade section some customers come to receive money through western union. Customers have to take away their passport photocopy or NID photocopy to receive the money. They are given a form to fulfil some personal requirement. My responsibility was to help them to fill up the form according to their requirement.  I have to verify the NID photocopy by NID verification application. Some customers come to endorse their passport. My responsibility was to scanned the passport. I have to check the documents of student file account .
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