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[bookmark: _Toc168062418]Executive Summary

Service quality is a measure of how an organization delivers its services compared to the expectations of its customers and the competing company’s services. A company with high quality can offer services that match or exceed its customers’ expectation as well as the service quality and standard of its close competitors. This report is the outcome of internship at the Research and Strategy Division of Bank Asia which focuses on the service quality of its financial services to its clients. The purposes of this report are multifaceted including the highlights of the current service quality of Bank Asia Ltd., practices of service quality dimensions, as well as the areas where necessary actions are to be taken for improvements. From a broader perspective, this study combined the knowledge of various sources along with the results generated from the study with the Bank Asia Ltd. and represented the factors affecting the quality of services of the bank. The report features the way Bank Asia embraces the challenge of competing in the banking industry and the objective is to offer good customer service. 

Along with the conceptual side of the factors related to expertise in banking services, it also includes the physical evidence, assurance, responsiveness, and empathy factors that the customers use to evaluate how they perceive them. The report also describes Bank Asia's activities in terms of training and the usage of either already existing or possible technologies.

The report perfectly describes my internship activity and the impact I've made to the Research and Strategy Division of Bank Asia. It stresses that the bank is devoted to outstanding customer service and gives a set of actions that should be taken in the future to improve customer service. These actions are designed to increase client satisfaction and loyalty; hence, Bank Asia will always be at the forefront of the banking industry.

Keywords: Service Quality Dimension, Research and Strategy, Bank Asia Limited, Bangladesh




Table of Contents
Executive Summary	6
Chapter 01	1
Introduction	1
Objective of the report	1
Limitations of the Report	1
Chapter 02	2
Analysis of the Banking industry in Bangladesh	2
1.0 Introduction	2
1.1Specification of Banking Industry	3
1.2 Size, Trend, and Maturity of Banking Industry	4
1.3 Technological Factors	5
1.4 Political, Legal, and Regulatory Factors	6
1.5 Industry Rivalry	6
1.6 Summary of Challenges and Opportunities	7
Chapter 03	8
Analysis of Bank Asia	8
2.0 Introduction	8
2.1 Overview and History of Bank Asia	8
2.2 Customer Mix	10
2.3 Product/Service Mix	10
2.4 Service Quality	12
2.5 SWOT Analysis	13
2.6 Strategies to Meet the Challenges and Opportunities (Based on SWOT Analysis)	14
Chapter 04	16
3.0 Service Quality Dimension	16
3.1 SWOT Analysis of Bank Asia’s Service Quality Dimension	17
3.2 Why Service Quality Dimension is Important for a Bank?	21
3.3 Outcome of the Survey Regarding Bank Asia’s Service Quality Dimension	22
Chapter 05	25
My Internship Experience at Bank Asia	25
Recommendation for Bank Asia	28
Reference	29

[bookmark: _Toc168062419]









Chapter 01
[bookmark: _Toc166759738][bookmark: _Toc166776938][bookmark: _Toc166883296][bookmark: _Toc168062420]Introduction



An Overview
The report describes my participation in the internship program at Bank Asia Limited (Karwan Bazar branch). It is a mandatory report, which each student of a faculty is to submit. I arranged this document for Kawsar Ahmmed- the Professor at (UIU). Sir has assigned a topic for this internship: "Service Quality of Bank Asia Limited, it highlights the importance of providing top-notch customer service".

This report shows the three months of my internship at Bank Asia Limited (Karwan Bazar Corporate Branch). I was gathering primary data available in Bank Asia Ltd, and browsing through other relevant documents while analyzing them I found many interesting factors related to Bank Asia’s service quality and came to know some interesting strategies of Bank Asia Limited while doing my internship in Bank Asia’s Research and Strategy Division.

[bookmark: _Toc166759739][bookmark: _Toc166776939][bookmark: _Toc166883297][bookmark: _Toc168062421] Objective of the report
The main purpose of this study is to evaluate the service quality of bank Asia Ltd. more specifically this research aimed at the following targets to fulfill:
· To specify and elaborate the scope for the application of theoretical knowledge to the practical field.
· To acquire the practical knowledge of the banking sector in Bangladesh.
· To evaluate the practice of service quality dimensions in the financial services provided by Bank Asia.
· To provide some recommendations for improvement and policy formulation.

[bookmark: _Toc166759740][bookmark: _Toc166776940][bookmark: _Toc166883298][bookmark: _Toc168062422]Limitations of the Report
I have faced some limitations during my internship program. The major limitations I have encountered are given below:
· Lack of information regarding the service quality of Bank Asia.
· Limited Time and Resources.
· Confidentiality.

Organization of the remaining chapters
The remaining parts of this report are arranged as follows. Next chapter discusses the banking industry of Bangladesh with an emphasis on the specification of Banking Industry, Size, Trend, and Maturity of Banking Industry, Technological Factors, Political, Legal, and Regulatory Factors, Industry Rivalry, and Summary of Challenges and Opportunities. Chapter three highlights the issues relating to history of Bank Asia Ltd., customer mix, service/product mix, service quality and SWOT analysis. It follows the practice of service quality in terms of quality dimensions, and the outcomes. The report ends with the details of internship experience and several recommendations for the Bank Asia Ltd. which may help the author to undertake the quality policy for its financial services in Bangladesh.
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Chapter 02
[bookmark: _Toc166776942][bookmark: _Toc166883300][bookmark: _Toc168062424]Analysis of the Banking industry in Bangladesh


[bookmark: _Toc166883301][bookmark: _Toc168062425]Introduction
An economy's core is its banking system. Banks' creation, regulation, and promotion of capital formation occur simultaneously with the production of products and commodities by industries. The organization known as a bank can control the amount of money in circulation through investment and lending.  The method aims to minimize costs associated with deposit collection while incurring higher costs for loans and advances. The Bank's profit is the distinction between these two. 

Apart from being a crucial component in fostering capital formation in the nation, banking services are items that the sector provides to its clients. It is difficult to overstate the importance of banking because it is the center of all economic and financial activity.  Money is created by banks during the deposit acceptance and loan provision processes. This distinctive quality distinguishes the bank from other financial institutions.   

The banking industry is becoming more involved in many financial events daily. The banking industry is expanding and the banking process is getting quicker and simpler at the same time. They introduce new, creative concepts and products daily in response to the growing need for improved services. All banking institutions are searching for ways to offer their fellow customers better services to thrive in the highly competitive banking industry. 
[bookmark: _Toc166883302][bookmark: _Toc168062426]
Specification of Banking Industry
Following independence, Bangladesh's banking sector began operations with six nationalized commercial banks, three state-owned specialized banks, and nine foreign banks. The entry of private banks in the 1980s led to a notable expansion of the banking sector. There are now mainly two kinds of banks in Bangladesh:

Schedule Banks
The banks that are still on the list of banks kept up to date by the Bangladesh Bank Order of 1972 are known as scheduled banks.


Non-Schedule Banks
Banks that function under any legislation and are founded for a specific purpose are known as non-scheduled banks. These banks are not part of the Scheduled Bank system. All of the duties carried out by scheduled banks cannot be fulfilled by these banks.

Bangladesh has 61 scheduled banks that operate under the complete direction and supervision of Bangladesh Bank, which is empowered to do so under the Bangladesh Bank Order, 1972, and the Bank Company Act, of 1991. Scheduled banks are divided into the following types: 

State-Owned Commercial Banks (SOCBs): The Bangladesh government owns or controls six SOCBs.
Specialized Banks (SDBs): Three specialized banks are currently operational, each with a specific goal, such as agricultural or industrial growth. The Government of Bangladesh also owns these banks entirely or in large part.

Private Commercial Banks (PCBs): There are forty-three private commercial banks, or PCBs, that are primarily owned by private persons or groups. Two groups can be distinguished from PCBs:
Conventional PCBs: Currently, the industry is using 33 conventional PCBs. They carry out traditional banking tasks, such as interest-based transactions.
Ten profit-loss sharing (PLS)--based Islamic capital banks (Islami Shariah-based PCBs) operate in Bangladesh and carry out banking operations under Islamic Shariah-based principles.
Islami Shariah-based PCBs: Profit-loss sharing (PLS) is one of the ideas that Islami Shariah-based PCBs (PCBs) follow when conducting banking operations. Ten PCBs in Bangladesh follow this philosophy.
Foreign Commercial Banks (FCBs):9 Foreign Commercial Banks (FCBs) are foreign-incorporated banks that conduct business in Bangladesh as their branches.
(Information was sourced from the official website of the Bangladesh Bank, the central bank of Bangladesh.)
[bookmark: _Toc168062427] Size, Trend, and Maturity of Banking Industry
The banking industry is very diverse and dynamic with changes being influenced by factors like technological revolution., shift and variation in legal levers, and the production of the economic environments among others. Developed countries are expected to look for innovation and financial regulation while the developing nations have to look for opportunities for growth and provision of access to finance. In this dynamic industry, banks should remain current on developments in cybersecurity as well as sustainability and digital banking.

Highlights
· In Bangladesh, net interest income in the banking sector is expected to reach US$21,480.00 million by 2024. 
· Traditional banks dominate the industry, with an estimated market volume of US$18,960.00 million by 2024. 
· Net Interest Income is predicted to expand at a 2.11% annual rate (CAGR 2024-2028), with a market volume of US$23,350.00 million by 2028. 
· Compared globally, the United States is predicted to have the highest Net Interest Income of US$1,217.0 billion in 2024.
[image: ]












[bookmark: _Toc168062428]Technological Factors
Digital technology has significantly changed the Bangladeshi banking sector over the last one and half decades, bringing millions into banking services, which have even reached the village level.
Aside from modernizing the traditional banking system, the arrival of Mobile Financial Services (MFS) providers, payment service providers, and fintech has also played an important role in technology adoption in the country's banking sector. 

Furthermore, agent banking brought banking services to villages; banks are rolling out cash recycling machines (CRMs) that allow for speedier deposits; and internet banking makes it easier for customers to withdraw, deposit, and transfer funds

[bookmark: _Toc168062429]Political, Legal, and Regulatory Factors
The political environment is very important because any changes in the legislation or in the regulations of a firm or of an industry will bear an influence on a firm’s business. They are the transactions and developments for the state and planning on its administration which concern. Legal factors deal with all those problems which have to be faced during conducting business by bank. Political / Legal factors are other macro-environment factors that have an impact on banking industry.

Political Factors
· Government policies and Regulations
· Political Stability
· Government Influence and Ownership
· Corruptions
· Political Pressure on Bangladesh Bank

Legal Factors
· Regulations of the Bank
· Laws and Acts of Bank
· Protection Law for Consumer
· Bankruptcy and Insolvency Law
Regulatory Factors
· Compliance
· Foreign Exchange policy
· Anti Money Laundering Regulations
· Supervision
[bookmark: _Toc168062430]
Industry Rivalry
In terms of the Banking sector of Bangladesh rivalry depends on several factors and I am mentioning some of the key factors below
· Number of existing Competitors
· Market Concentration
· Differentiation of Product
· Interest Rate Competition
· Regulatory Environment
· Economic Condition
[bookmark: _Toc168062431]
Summary of Challenges and Opportunities
The banking industry of Bangladesh has both challenges and opportunities, influenced by several factors such as the regulatory environment, legal environment, economic environment, and so on. I am mentioning some key factors for both challenges and opportunities below:
[image: ]Challenges
· Credit Risk Management
· Regulatory Compliance
· Cybersecurity Risk
· Financial Inclusion                        


Opportunities
· Digital Transformation
· SME Financing
· Rural Banking
· Islamic Banking
· Remittance Banking











[bookmark: _Toc166776943][bookmark: _Toc166883303][bookmark: _Toc168062432]Chapter 03
[bookmark: _Toc166776944][bookmark: _Toc166883304][bookmark: _Toc168062433]An Overview and Analysis of Bank Asia Ltd.



[bookmark: _Toc166883305][bookmark: _Toc168062434]Introduction 
Bank Asia Ltd was established in 1999 by a group of successful entrepreneurs who held key positions in the company. The bank's management consists of a team led by senior bankers with many years of experience in national and international markets. The management team is strongly supported by a team of experts, many of whom operate in international markets.

[bookmark: _Toc166883306][bookmark: _Toc168062435]Overview and History of Bank Asia
After the establishment of Bank Asia, the management took an important step in establishing the commercial operations of the Bank of Nova Scotia in Dhaka, a first in the history of banking in Bangladesh. Bank Asia also examined the acquisition process of Bangladesh operations of Muslim Commercial Bank Ltd (MCB), one of Pakistan's well-known banks.
In 2003, the Bank became famous again for oversubscribing for the IPO of Bank shares, which was a record (55 times) in the history of Bangladesh's capital market.

The increase in assets and liabilities has been significant in recent years. Bank of Asia has played an important role in the money and foreign exchange markets without exposing the Bank to a vulnerable situation. The bank's investments in financial instruments and other securities have increased significantly, creating funding opportunities in the context of the regime's gradual decline in interest rates.

Bank Asia Limited started its services with the vision of providing people with modern and innovative banking products at affordable prices. The Bank aims to provide modern, value-added banking services to all segments of society by maintaining the best standards in the world with the help of technological developments.

Bank Asia Limited made a significant contribution to generating income in Bangladesh by providing banking services to the remotest corners of the country with its 'Agency Banking' service in Bangladesh in 2014. It's been an incredible earnings story ever since. generation and products.
With the vision of building a poverty-free Bangladesh in the future, Asian Bank aims to open a bank account to every healthy person in the country, regardless of socio-economic class, and expand its banking network in financial kiosks in every country. 

· Mission
· To contribute to the development and growth of our country's economy by providing better service to our customers
· Setting high standards of integrity and providing satisfaction to our customers, shareholders, and employees To be the most sought-after bank in the country, offering technology-oriented and privileged services with our expert team.

· Vision
· The vision of the Bank of Asia is to have a poverty-free Bangladesh within one generation in the new millennium, which reflects the dream of the whole country. Our vision is to build a society where human dignity and human rights are respected while reducing poverty.

· Core Values
· Put customer interests and satisfaction at the forefront of our priorities and protect your banking products and services.
· Enhancing Shareholder Value Through Successful Banking
· Continue to have good morals and act openly
· Become an authorized organization by meeting all requirements
· Make a great contribution to human development
· The guarantee of a high level of motivation and good working conditions for our employees and respecting the right balance between professional and personal life
· Commitment to environmental protection and connection with nature



Pay – Off Line/Slogan

“FOR A BETTER TOMORROW”
[bookmark: _Toc168062436]
Customer Mix
Customer mix: It refers to the combination of the demographic, psychographic and behavioral characteristics that define all the customers of a business unit that are vital for the marketing mix and provision of the services to these customers.
· Retail	
· SME	
· Islamic Banking	
· Corporate Banking	
· Agent Banking	
· Digital Banking
[bookmark: _Toc168062437]
Product/Service Mix

1. RETAIL BANKING PRODUCTS 
 Retail Deposits Product Low Cost/No Cost Deposit Accounts
Term Deposit (s)
Scheme Deposit (s)

2. Retail Loan Product 
 Consumer Finance
 Credit Card
 Islamic Credit Card



3. ISLAMIC BANKING PRODUCTS 
Deposit Products
 Investment Products

4. MICRO, SMALL, MEDIUM AND AGRICULTURE BANKING PRODUCTS
 Deposits Product
 Micro & Small Enterprise Finance
 Medium Enterprise Finance
Funded Products.
 Non-Funded Products

5. CORPORATE BANKING
 Cash Management Products
 Funded Products                                       
 Non-Funded Products

7. SERVICES OFF-SHORE BANKING UNIT (OBU) PRODUCTS
Term Loan (Short/Mid/Long) Overdraft
 Loan against Trust Receipt.
 Lease Finance
 Loan Syndication Agency related service

8. AGENT BANKING PRODUCTS & SERVICES
 Cash Deposit
 Cash Withdraw
 Cash Transfer
 Inward Foreign Remittance
 Utility Bill Payment
 Balance Inquiry
 Account Statement
 Insurance Premium
 SME Loan Processing
Agricultural Loan processing

9. TREASURY PRODUCTS & SERVICES
a) Money Market
b) Fixed Income
c) Capital Market Services
d) Foreign Exchange Services

10. CAPITAL MARKET SERVICES 
 Attractive Commission Rate
 Wide Branch Network
 Panel Broking
 Institute and Foreign Trade
 
Brokerage services
 CDBL Services

[bookmark: _Toc168062438]Service Quality
Customer service and the opening of various deposits, providing Sanchaipatra, customer service-related apps, bank transfers, ATM cards, digital payment systems, and many other tech-based services have made Bank Asia one of the best service-wise banks among all the other existing banks in Bangladesh. Bank Asia Limited started its services with the vision of serving people with modern and innovative banking products and services at affordable prices. With the latest technology, the bank offers Internet banking services with additional delivery options such as ATM, Telebanking, SMS, and Internet Banking. As part of the bank, it strives to provide all modern, value-added banking services, maintaining the best international standards.
Since 1999, 

	Employees
	Branches
	Agent Banking (Outlets)

	2604
	135
	5000



(Information has been taken from Bank Asia’s website)

[bookmark: _Toc166883307][bookmark: _Toc168062439]SWOT Analysis

SWOT stands for Strengths, Weaknesses, Opportunities, and Threats, and so a SWOT analysis is a technique for assessing these four aspects of your business. SWOT Analysis is a tool that can help you to analyze what your company does best now, and to devise a successful strategy for the future. Below I am mentioning the SWOT Analysis of Bank Asia:

[image: ]








	Strength
	Weakness
	Opportunity
	Threat


	· Brand Image

· Skilled Manpower

· Board of Directors and Management

· Banking Network (Agent Banking)

· High Product and Service Quality

	· Lack of Manpower (Both MTO & TO officer)
· No Dedicated Islamic Banking Branch

· Small Market Share Compare to Other Top Banks

· Weak Branch Network in Rural Areas 


	· Launching of New Products & Services

· Adding extra value to the existing product & service

· Increasing CSR activities
	· Rapid Changes of the Rules and Regulations Set by Bangladesh Bank

· Credit Culture

· Political Instability

· Approval of New Banks by the Government (Private Banks



[bookmark: _Toc166883308]
[bookmark: _Toc168062440]Strategies to Meet the Challenges and Opportunities (Based on SWOT Analysis)
 
Strategies Bank Asia should take to face its challenges and to grab the opportunities that may come in future. Here are some strategies to meet the challenges and opportunities based on SWOT analysis:

· According to customer feedback, Bank Asia takes longer to process and deliver service so there must be a simple way to shorten the process time.

· Customers want more SME Service centers and branches in their area which will help them trade regularly.


· Bank Aisa should survey the market and what its competitors (EBL, BRAC, CITY) offering to the customers in terms of service and product and should act accordingly

· Bank Asia should do more CSR activities which will help them gain more customers


· More training is required for the employees of Bank Asia so that employees can offer the best service to its customer

· Bank Asia must maintain accurate customer records and data that will help them to identify important requirements for customer convenience


· ATM should be increased to maintain seamless service

· Branch and Sub-branch should be increased to gain more customers in rural areas



[bookmark: _Toc166776945][bookmark: _Toc166883309][bookmark: _Toc168062441]






Chapter 04
Service Quality


Introduction
Service quality is a measure of how an organization delivers its services compared to the expectations of its customers and the competing company’s services. A company with high quality can offer services that match or exceed its customers’ expectation as well as the service quality and standard of its close competitors.
[bookmark: _Toc166776946][bookmark: _Toc166883310][bookmark: _Toc168062442]
Service Quality Dimension
Gronroos defined two aspects of service quality in 1984: one concentrating on the basic service provided ("what") and the other on the method in which it is delivered ("how").
1991 Parasuraman et al. introduced SERVQUAL, a widely used technique for assessing service quality. It consists of 22 statements that assess consumer perceptions and expectations in the categories of reliability, assurance, tangibles, empathy, and responsiveness.
There are 5 different dimensions of service quality. Let's take a look at each of these dimensions.
Tangibility
Tangibility is something that can be discussed in terms of service quality; it relates to hotels and restaurants. It is what you can see, touch, and feel; for example, how tasty the cuisine is, the cleanliness of everything, and the overall currentness. Moreover, when you are talking about restaurants, it is crucial to mention how not only the waiters but also how the seats feel and how many additional items help you understand what is written on a menu or indication. All of these factors that are documented help us determine whether the service is great or not.

Reliability
Service quality’s second factor is reliability. It entails repeating and being reliable in everything we say we will to, ensuring that clients receive the best – quality time designing ideally at any interaction. It’s how well we maintain our commitment on delivering the services, product performance, complaint resolutions, and even the prices. Companies that keep their guarantees and meet customers’ expectations and ideals, especially those related to usefulness and spending, are beneficial. Clients, on the other hand, will only want to deal with service companies that keep their commitments. Service marketers must grasp what the current customers want and have to provide. A lack of understanding may indicate that a service company may have difficulty attracting the appropriate customer

Responsiveness
The third part of service quality is responsiveness. This means one should be able to help clients with their urgent needs compete effectively and easily. It includes the addressing of customer requests or complaints immediately and providing the necessary replies to inquiries or resolving service-related issues. To be concrete, in health insurance, if a policyholder asks about cashless medical services but does not get quick or enough support from the insurer, they may be irritated. The rapid reaction is particularly vital in the situations of emergency, like medical emergencies.

Assurance
The fourth component of service quality is assurance, which is all about customers' confidence in the service provider. It's about confidence that the provider will continuously give good service at a reasonable cost. Because services are intangible, buyers frequently rely on the provider's reputation to help them make an informed decision. For example, while selecting a vacation package, customers may choose a supplier they trust to provide a positive experience. Face-to-face meetings with service providers are a great approach to establishing confidence.

Empathy
The fifth aspect of service quality is empathy. This signifies that the service provider is concerned about each customer's demands and strives to accommodate them. For example, when a firm engages an event planner, they will have specific requirements. To meet such requirements, the event planner must adapt it. To meet the changing needs of their clients, service marketers must be inventive.

[bookmark: _Toc166776947][bookmark: _Toc166883311][bookmark: _Toc168062443]

SWOT Analysis of Bank Asia’s Service Quality Dimension
The identification of the service quality dimensions using the SWOT (Strengths, Weaknesses, Opportunities, and Threats) model can be a useful instrument in the determination of the output of the service offered by a bank. Here's how each dimension can be assessed within a SWOT analysis: Here’s how each dimension can be assessed within a SWOT analysis:

· Strength
Tangibility

· The physical branches are well-kept and equipped with the latest facilities, thus they have a real value.
· Easily accessible communication materials and user-friendly interfaces for online banking.

Assurance
· The reputation for consistent and secure financial transactions.
· The well-trained employees offer individualized support, which leads to the trust building.

Empathy
· The customer-centered attitude towards finding and satisfying the unique requirements of each person.
· Customized financial solutions according to the customer's needs and objectives.

Reliability
· The regular supply of the services as promised, for example, quick transactions and the correct account information.
· The service providers and the customers should come to a mutual agreement on the service performance, the complaint resolution, and the pricing.


· Weakness
Tangibility
· The inconsistencies of the physical appearance and facilities of branches being updated.
· Lack of modernization.

Assurance
· The possible gaps in customer communication cause misunderstandings.
· The rare failures in service quality, which affect customer loyalty.

Empathy
· The lack of modification or personalization in service delivery is a reason for the feeling of being just another bank.
· Restriction of the possibility to cater to different customer needs and preferences.

Reliability
· Examples of service failures or mistakes that lead to loss of customer trust.
· The inefficiencies in the complaint resolution process are the cause of the dissatisfaction.

· Opportunities
Tangibility
· The increase in self-service options by the use of the high-tech ATMs.

Assurance
· Deployment of cutting-edge security measures to make customers feel safe in data protection.
· The inclusion of more services like financial planning and advisory.

Empathy
· The addition of customer feedback systems which will enable the company to gain a deeper insight into the customers' needs and how to better address them.
Reliability
· The use of cutting-edge technologies for a smooth and stress-free banking experience.

· Threats
Tangibility
· Digital banking is decreasing the significance of the physical branches.

Assurance
· Cybersecurity threats are the main cause of breaches and the loss of customer trust.
· Bad press because of service failures or security incidents.

Empathy
· The increase in customer expectations for personalized services leads to the feeling of dissatisfaction if not met.
· The competition from fintech startups which have very specialized and user-friendly solutions is another challenge for traditional financial institutions.
· The technological disruptions and the failures which are associated with the service availability and reliability are the factors that are impacting the service.
· The laws that are being amended influence the service standards and the requirements of compliance.

[bookmark: _Toc166776948][bookmark: _Toc166883312][bookmark: _Toc168062444]Importance of Service Quality Dimension 
Improving service quality can increase a company's revenue and reputation. Regardless of your sector, how well you serve consumers has a direct impact on your capacity to exceed their expectations and remain competitive. Understanding and enhancing service quality is critical, even if it takes time and effort to perfect. 

Service quality refers to how a company offers services per what its customers anticipate. When consumers purchase services, they have certain requirements and preferences, even if they are not necessarily conscious of them. A firm that offers high-quality services strives to meet or surpass those expectations.

[bookmark: _Toc166776949][bookmark: _Toc166883313][bookmark: _Toc168062445]Outcome of the Survey Regarding Bank Asia’s Service Quality Dimension
1. How often do you find the services of Bank Asia to be reliable and accurate?







2. How quickly does Bank Asia respond to your inquiries and requests?


3. How knowledgeable and competent do you find the staff at Bank Asia?



4. How well does Bank Asia understand and address your individual needs?

5. How would you rate the physical appearance of Bank Asia’s facilities and materials?


[bookmark: _Toc166776950][bookmark: _Toc166883314][bookmark: _Toc168062446]





Chapter 05
[bookmark: _Toc166776951][bookmark: _Toc166883315][bookmark: _Toc168062447]Internship Experience at the Bank Asia Ltd
[bookmark: _GoBack]

The breakdown of my internship experience at the Bank Asia Limited is given below.

First Two Month
[bookmark: _Hlk164623219]I did my 3 months internship in Bank Asia’s corporate branch (Research and Strategy) in Karwan Bazar, Dhaka and, my internship supervisor was Md. Tanvir Omar Chowdhury, AVP, Research and Strategy Division. During my internship period, I worked with my supervisor, Mr. Tanvir Omar Chowdhury, on a research project called 'Bank Asia through the Eyes of Branch Heads.' Our primary focus was on Bank Asia's strengths, flaws, asset quality, technological disadvantages, and opportunities for improvement.
A brief discussion about the Research “' Bank Asia through the Eyes of Branch Heads”
During our research, we split Bank Asia's branches into three categories
1.  Profit-making Branch. 
2.  Profit/Loss Making Branch
3.  Loss-making branch.

Throughout the Research, 46 Branch Heads were interviewed.

Common Findings From 3 Categories are mentioned below:
1. Profit Making Branch

Strength
· Asset Quality
· Skilled Manpower
· Board and Management
Weakness
· Lack of Credit Officer
· Slow App
· No dedicated branch for Islamic Banking

2. Loss/Profit Making Branch
Strength
· Financial Liquidity
· Strong Agent Banking Network
· Asset Quality
· Board and Management
Weakness
· Lack of branch and Sub branch in rural areas
· Lack of Manpower
· Lack of interest in employees for Islamic Banking

3. Loss Making Branch
Strength
· Asset Quality
· Liquidity Position
· Skilled Manpower
Weakness
· Lack of Manpower
· Weak banking network outside of Dhaka
· Longer waiting period for Loan Approval
· No dedicated Recovery Agent/Employee

3rd and last month of the Internship
In the third and final month of my internship, we conducted research to determine Bank Asia's overall position in every area of Bangladesh compared to its competitors in that specific commanding area. Our research involves analyzing factors such as 

· Command Area
· Date of Establishment of that Particular Branch
· Number of Banks in that Command Area
· Deposit Collection
· Market size of Loan and Advance
· Bank Asia’s Performance in that particular Commanding Area

[bookmark: _Toc166776952][bookmark: _Toc166883316][bookmark: _Toc168062448]Recommendation for Bank Asia
Guidelines provide practical recommendations and actions that can be used by banks on the way to achieving the broader strategic vision for the industry. Recommendations are essential in today’s fast-paced technological economic environment where there are changes in demands and various policies that impact the banking sector and that helps the banks to achieve great success. Here are some recommendations for Bank Asia,
1.     The bank should concentrate on customer service training.

2.     The project will give a chance to speed up the customer inquiries response times.

3.     Private customer interactions can be tailored to individual needs by applying data analytics.

4.     The upgrading of online banking platforms and mobile apps is a step towards the future.

5.     The branch facilities are routinely reviewed and maintained.

6.     Set up feedback systems that are user-friendly for the customers.

7.     Enhancing security measures and communication is to be accomplished.

8.     The channels of communication will be widened and the modes in which they can be utilized will be improved.

9.     Teach the employees to be compassionate and to listen actively.

10. Establish customer loyalty programs.

11. The programs aim at the upgrading of the staff's product knowledge and problem-solving abilities.

12. Advocate for the adoption of security measures that are visible to the public to boost confidence.

13. Setting up of new branches in the rural areas of Bangladesh.

14. A specially designed branch for Islamic Banking.

15. Set up a program that regularly trains staff on the products and services.
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Reliability
Sales	
Always	Sometimes	Never	16	4	2	


Responsiveness	
Quickly	Acceptably	Slowly	14	3	5	


Assuarance	
Knowledgeable	Neutral	Not Knowledgeable	12	6	4	


Empathy	
Well	Neutral	Poorly	12	3	7	


Tangibility	
Good	Neutral	Poor	14	2	6	
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