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Executive Summary

The City Bank Limited is one of the oldest reputed bank and a commercial bank in Bangladesh. The City Bank is provided various product and services to its customers and they are trying to improve eventually. The City Bank provides different types of services to their customers. Under branch banking, the bank has different service area like customer service section, loan section, card section and cash section. This report is based on "Retail Banking Activities of The City Bank Limited".
First part of this report is based on the introduction which includes topics like origin of the report, objective of the report , methodology, limitation of the report basically define the way. In the next part of the report is overview of the City Bank Limited with its history, mission, vision, values, products and services.
Next part is about of retail banking activates of The City Bank Limited. And also retail banking strategy of the bank, SWOT analysis of the retail banking activities.
After that, the part is about the task done by me during my internship period. The report is formed of finding of the bank provided with some recommendation.
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1.1 Introduction to Banking Sector
In any national economy, banking is acknowledged the same as the strength and it shows an significant function in the business sector and promoting industrialization and economic development of the country.
The City Bank Limited is the one of the superseded private commercial bank operated in Bangladesh which deals with four different and major divisions which are corporate and investing banking, retail banking, and treasury banking. 
Here the report has been prepared on "Retail Banking Activities of The City Bank Limited" which is covered by details of retail banking activities of the bank.
Retail banking discusses about the banking in which banking institution attain dealings straight with customers rather than corporation. The City Bank Limited started retail function in 2009. Through retail banking, The City Bank collects deposits, provides loan to customers and offers various card services both local and foreign and some to non-residential business. The City Bank wants to deliver their customers through their innovative products, the best services and financial solutions from its branches. 








1.2 Origin of The Report
A bank is a financial institution that performs as a intermediate which creates credit through lending to its customers that create value to economy by helping customers operating the capital to different creative sectors of the economy. It basically licensed to receive deposits and makes loans. It may also deliver financial services, such as wealth management, currency exchange and safe deposit boxes. The responsibility of various accounts opening, the maintenance proof the account, cheque related activates etc. 
This report has been prepared as a part of the internship of United International University. The report title is "Retail Banking Activities of The City Bank Limited", Motijheel branch is being assigned by my respectable supervisor for the complete the course and she has approved The City Bank Limited. I have gathered all the required information from the bank.
1.3 Objective of The Report
Primary Objective
The main objective is the report to analyze the retail banking activities of The City Bank Limited and expand an overview of the practical activities of the bank.
There are some secondary objectives as well.
Secondary objective
· To gain the convenient knowledge of banking and prepare it all activities
· To apply theoretical knowledge with every day performance of the bank.
· To understand and evaluate the each day activities of the bank .
· To cope up with the corporate environment and get used that culture.


1.4 Scope of the Report
[bookmark: _GoBack]The report has done on the basis of retail banking activities of The City Bank Limited of Motijheel branch. Retail banking consists of customer service, teller, personal loan and cards. It covers also the organizational structure. This report  has been basically covered the activities and I have been implicated with for the last three months. The main  five sections are the customer service section, the cash section, card section and operation section. So this report will mainly discuss about retail banking offered by The City Bank Limited, the opening account process, dormant account reactivation and account closing and the activities relating to the city servicers such as the various kinds of cards and other online and mobile banking. It has been also focused on the ways handling customers by the officers, why there are some dissatisfied customers and how they can be managed more satisfactory to make them more royal to the bank. 
1.5 Methodology 
At the time of my internship phase, I tried to use both primary and secondary data that I have gathered from different sources. For preparing the report primarily I got same data from face to face conversation of different employees of the city bank limited of Motijheel branch. And I got from some different report reports and features of the bank. Sometime I have asked some questions to the officers. I observed different types parties and their transaction from a very close eye. All this observation data are included in this report.
In this report, both primary and secondary data have been used with emphasizing on the secondary one. The sources are as follows 
Primary data collection
· Collection information from customers
· Discuss with officers
· Observation

Secondary data collection
· Website of the city bank limited 
· Annual report of the bank
1.6 Limitations 
For completing the report, the main complication was limited time duration. It is really not enough to do though research within short period time as I had to go to the bank every day and stayed there form morning to till evening until everyone leave and that bank was too far from my home.  Another hard obsession was the insufficient of information about the bank as the websites of bank did not cover all necessary data that I required for my report.
· Limitation Of The Time
Because of there are lots of working weight in the branch so that I faced problems due to collecting information.
· Data insufficiency 
Because of the shortage time, all information is not possible to collect.
· Lack Of Records
Insufficient books, publication, facts and figures narrowed the scope of the analysis.
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Banking Overview
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2.1 History of Banking
The history of banking started with the primary model banks those were the merchants of the world who provided loans to farmer who made grains and traders who carried goods between cities. This was approximately 2000 BC in Assyria , India and Sumeria . Afterward, in primitive Greece and during the Roman Empire, lenders based in temples made loan, whereas accepting deposits and performing the change of money. Archaeology from this period in primitive china and India also shows evidence of money lending.
Many histories position the crucial historical development of a banking system to medieval and revival Italy and particularly the prosperous cities of Florence, Venice and Genoa. The Bardi and Peruzzi families dominated banking in 145th century Florence, establishing branches in many other parts of Europe. The most famous Italian bank was the Medici bank which was established by Giovanni Medici in 1397. 
Development of banking extends from northern Italy all through the holy Roman Empire and in the 15th and 16th century to northern Europe. This was followed by a number of important innovations that took place in Amsterdam for the duration of the Dutch republic in the 17th century and in London since the 18th century. At some stage in 20th century , progresses  in telecommunications and computing caused major  changes to banks' operations and let banks severely increase in size and geographic extend. The financial crisis 2007-2008 caused many bank failures, including some of the world's largest banks and provoked much debate about bank regulation.   
2.2 Banking Industry in Bangladesh
The banking industry in Bangladesh has achieved incredible impetus over the year. It has brought several positive changes in terms of growth, upgrading, quality of assets, application of international standards, technology adaption, capacity development efforts, corporate governance and improvement regulatory and supervisory environment. Providentially, this industry did not have to face any severe fallout from the 2007- 2008 Global Financial Crisis.  Nevertheless, like other international economies, the industry is becoming exposed to newer challenges, financial crimes and competitors.  Though there is some case and successful efforts of bank leadership to address the changing needs, all banks are necessary to build up their customized paths to maintain constant process. Effective leadership, sound governess framework and emotional knowledge are tools for tomorrow's bank to survive
Bangladesh bank has started inconceivable dictatorial and managerial initiatives over the years in line with the internationally accepted standards and consent necessities. Now banking segment of the country has risk management strategy and obedience necessity for all the key areas of banking and prudential and capital standard are suitably in place. Acceptance of technology has brought in incredible efficiency in the supervisory arrangement of Bangladesh Bank. The central bank has created a platform for upgrading of banking; payment system and financial service delivery by formulation of rules, guidelines and supportive arrangement .Noteworthy initiative have been taken for effective lapse of risk management, internal controls and customer interest protection. It is good to observe that the central bank has responded with due support to technology driven initiative of the schedule banks. 
The central bank issued guiding principle opponent internal control and compliance in 2016 incorporating corporate authority issues elaborately. In addition to that, commercial banks of the country are required to go after the strategy appropriate to listed companies issued by the Bangladesh Securities and Exchange Commission, covering more than a few corporate authority and transparency issues. The enforcement of these improved and internationally accepted standards has brought noticeable changes in the authority structure of the banking industry. 
Bangladesh bank is promoting development banking in line with country's priorities. On the way to promote bank's progress goals, Bangladesh bank has upgraded the country's economic marketplace infrastructure by setting up fully automatic countrywide online clearing system and speeding up automation in banks. Several incentive like refinance outline from Bangladesh bank and limited subsidies have been made obtainable to promote lending to farmers, small enterprises and poor households. This developmental approach of Bangladesh bank can be linked with financial and macroeconomic stability of the country, one of the central bank.
Though Bangladesh bank has a specific department, namely sustainable finance to take care of the key related areas of sustainable finance like green banking and corporate social responsibility, activities of its certain other departments are clearly associated with the broad inclusion department, small-medium enterprise and special program department, banking regulation and policy department, payment systems department etc.
In response to the policy initiative and support service of the central bank , a good amount of commercial banks are leading with innovative proposals and products in the areas of mobile and agent banking , small and micro enterprise financing , green banking , school banking  and financial inclusion through small deposit mobilization . Though at a slower pace, agricultural credit is picking up momentum in recent times.
No different from other banking industries of the world, the banking industry of Bangladesh has experienced ups and down. This sector faced some challenges but showed elasticity. In line with the need of the time, then banking industry needs capacity progress or upgrading efforts for all key stakeholders, boards, top management and bank employees a continuous exercise foe improved performance and to face newer challenges. In spite of several challenges the banking industry is facing, there is every reason to be positive about a more vivacious banking sector in the coming days.
2.3 Commercial Banking 
A commercial bank is a financial organization which performs the functions of accept deposits  from the general public and provide loans for investment with the purpose  of earning profit. 
The principal functions of a commercial bank are accepting deposits and also lending funds. Deposits are savings, current or time deposits. Also, commercial bank lends funds to its customers in the figure of loans and advances, cash credit, overdraft and discounting of bills, etc. Commercial bank makes money by providing loans and earning interest income from those loans. The types of loans a commercial bank can issue vary and may consist of mortgages, auto    
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Loans, business loans and personal loans.  A commercial bank may concentrate in just one or a few types of loans.
Customer deposits such as checking accounts, savings accounts, money market accounts and provide banks with the capital to make loans.  Customer who deposit money into these accounts effectively lends money they borrow is less than the rate charged on money they lend.
2.3.1 Classification of Commercial Bank
Commercial banks are classified into two categories such as schedule commercial banks and non- schedule commercial banks. Additional, schedule commercial banks classified into three types
· Private bank: While the private individual own more than 51% of the share capital, then that banking company is private one. Nonetheless, these banks are publicly listed companies in a recognized exchange.
· Public bank: while the government holds more than 51% of the share capital of a publicly listed banking company, then that bank is called as public sector bank.
· Foreign bank: Banks set up in foreign countries and operate their branches in the home country are called as foreign banks 
Non individual commercial banks refer to the banks which are not covered in the reserved bank of India's second schedule. The paid up capital of such bank is not more than 5 lac.

2.3.2 Function of Commercial Banks

Primary Function
•	Accepting Deposit: The primary function for which the commercial banks were established is to allow deposits from the general public who hold excess funds and are eager to deposit them so as to earn interest on it. 
There are different products offered by the bank to the customer for the deposit of their money which includes savings account, current account, fixed deposit and recurring deposit.
•	Advancing Loans: Next important function performed by the commercial bank is lending money to the individual and companies. The bank makes loans to the customers in the form of term loans, cash credit, overdraft and discounting of the bills of exchange.


Secondary Function
· Agency Services: There are some facilities provided by the commercial banks in which they act as an agent of the customer. Such services are:
· Gathering and payment of rent, interest and dividend
· Collection and payment  of cheques and bills
· Buying and selling securities
· Insurance premium and subscription payment 
· General Utility Services: Commercial banks provide general utility services to the customer and charges fee for the same. It covers services like:
Safe and sound keeping of valuable, documents etc in locker or vault
· ATM card, debit card and credit card ability
· Issues of demand draft , pay order and travelers' cheque
· Sale of application form of competitive exam
· Transfer of funds: Banks assist in the transfer of funds from one person to another or from one place to another through its instruments
· Credit Creation: The commercial banks are authorized to create credit by granting more loans than the amounts deposited by the customers.
Commercial banks offers an array of facilities such as internet banking, mobile banking, ATM facilities, credit card facility, Real Time Gross Settlement and so forth for which it charges a definite sum as a fee for providing these facilities.
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3.1 The City Bank
The City Bank is one of the oldest reputed Bangladeshi private commercial bank and in service throughout Bangladesh. It is the one the of the few banks in Bangladesh with a centralized infrastructure. The current CEO is Mashur Arefin.
3.2 History
The City Bank is one of the oldest private commercial banks working in Bangladesh. It is a top bank among the oldest five commercial bank in the country which stared their operation in 1983. This bank started its operation at 28th march in 1983 through opening its first branch at B.B avenue branch at Dhaka city.
It was visionary risk entrepreneurship of around 12 local businessmen who braved huge uncertainties and risk with courage and eagerness that made the establishment. These sponsor directors began the journey with only 3.4 core worth of capital which is a reputable around taka 330.77 cores at now as capital and reserve. The City Bank ltd which is among the very few local banks which does not follow the traditional, decentralized, geographically managed, branch based business or profit model. 
Since the very initiative the city bank is working with the viewpoint of serving the national as an ideal and unique financial residence. Every organization has some objectives is its own. The primary objective of The City Bank is to earn profit through activity the responsibility of providing financial help for the development of the country's commercial and industrial sectors. 
From 1983 till now, this bank has been a case study in evaluation, having altered over time from a conventional organizational to a renowned multi faceted institution that attachment global bets practices and choose to be at the front position of technological initiatives. The city bank's criteria for success are not only the base line numbers but also the achievement set towards becoming the most complete bank in the country.

3.3 Organizational Overview of The City Bank Limited
The City Bank Limited is one of the oldest private commercial banks oppressing  in Bangladesh , with institutional shareholding by international finance corporation and shoreline limit international,  it has been fastest growing bank in 2016 and 2017 . And sponsored directors introduced the journey with 3.4 core worth of capital. At the end of 2017, this bank had recorded a 204 percent growth in liabilities and 67 percent growth in liabilities and made working profit of 130 percent.
The City Bank is a fully active profit making bank those attention on following  unknown market niches in small and medium enterprise business. The management of The City Bank believes that this sector of the economy can contribute the most to the rapid generation of employment in our Bangladesh. The City Bank Ltd is among the very few local banks which do not follow decentralized, geographically managed, the traditional, and branch based business or profit. 
The City Bank has currently 130 branches, Automated Teller Machine and Cash Deposit Machine 369 and has over 17, 00,000 customers and has over 3,858 employees. The bank includes also Islamic banking.
The City Bank Ltd is the first bank in Bangladesh which is to have issued dual currency credit card.  The city bank is a principle member of visa international. It issues both local and foreign currency card limits in a single plastic. Visa debit card is another popular product which The City Bank push hard in order to ease out the progression at the branch created by its base of some 4,00,000 retail customers. The City Bank  has launched American Express Credit Card and American Gold Credit Card in November in 2009, the bank is the local care taker of the brand and the bank is  responsible for all operation supporting the delivery of the new cards including billing and accounting ,customer service, credit management and charge approval and as well as marketing the card in Bangladesh
both American express and American gold are intercontinental cards and acknowledged by millions of merchants operating of the on the American express gold merchant network in over 300 countries.
The City Bank is one the leading corporate bank in Bangladesh with current business model that greatly encourage and supports the growth of the bank in retail and Small Medium Enterprise banking. The City Bank is very much on its way to opening many independent SME centers across the country within a short time. This bank is also very active in the workers' foreign remittance business.
The newly launched logo and pay off line of the bank are just one initial step towards reaching that point.
The City Bank prides itself in offering a very modified and friendly customer service. The City Bank has in place modified service brilliance model called gap (graceful appropriate pleasing) that focuses on ensuring to happy customer by setting scale for the employees' of the bank attitude, behavior, readiness level, accurateness and timelines of service quality. 
3.4 Vision, Mission, Values
Vision 
The financial supermarket with an engaging culture offering enjoyable experiences.
Mission
· Offer wide array of product and services that differentiate and incite all customer segments
· Be the employer of choice by offering an environment where people overstep and leaders are created
· Continuously challenge process and platforms to increase effectiveness and efficiency
· Promote innovation and automation with a view to guarantying and increasing excellence in service
· Make sure value for community, good governance and compliance in everything 

Values
· Result driven
· Accountable and transparent 
· Courageous and respectful
· Engaged and inspired
· Focused on customer delight
3.5 Objectives of the City Bank
The major objective of The City Bank Limited is to generate a strong financial foundation, to obtain a decent benefit and pay an attractive profit to respectable shareholders, to accomplish the goals. The City Bank works for increasing the nature of bank's advantages by differentiates potential great borrowers. What's more, influence the customers to open a record in the bank by their mind and knowledge and also is to keep up disgraceful by their customer administration arranged offices.
To accomplish these popular objectives, it has the aim to the quest for magnificence in the atmosphere of stable change. Since, it trusts the line of greatness of continual, it additionally trust that its vital plans and business will its quality in a focused domain. Its proverb is to give each and every client administration accessible in the present managing an account strategy for their customer.
3.6 Subsidiaries of The City Bank Limited 
· City Bank Limited Money Transfer Sdn.Bhd
The City Bank Limited money transfer sdn.bhd. (CBLMT) is a private company limited by dividend, incorporated in laws of Malaysia. On April 2013, The City Bank Limited entered into an agreement to purchase 75% ordinary shares of CBLMT with an agreement to eventually acquire 100% shares. CBLMT is currently engaged in outbound remittance operation.
· City Bank Brokerages Limited 
The City Bank Brokerage Limited is a entirely owned subordinate of the bank which is one of the lead in brokerage in the capital market of Bangladesh in the capital market of Bangladesh. The City Bank Limited offers complete fledged international usual brokerage services to retail institutional as well as foreign clients. This brokerage company was integrated on 31th march 2010, as private limited company under the company operate 1994. This company has four branches in Dhaka, one branch in Chottagram and one branch in Sylhet. The branches are located in Dhaka; the areas are Motijheel, Gulshan, Dhanmondi, and Nikunja.
· City Bank Capital Resources Limited 
In 2009 , 17 August The City bank capital resource limited is a full owned subordinate of The City Bank Limited. On 6th December 2010, the bank is a public company limited by shares and was incorporated in Bangladesh. This company obtained merchant banking license from Exchange Commission and Bangladesh Securities. The register office is located at Motijheel, Dhaka. The company provides a widespread range of investment banking solution including merchant banking activities such as portfolio management, issue management, underwriting, and  corporate counseling .
City Bank Subsidiary In Hong Kong
To ensure end to end service to their corporate customers who are occupied in trade finance company City Hong Kong, they are in method of opening up there in a foreign country finance company City Hong Kong limited (a subsidiary of The City Bank Limited) in the business district of Kowloon in Hong Kong subject to approval from the managerial authorities in Hong Kong. They have already received authorization from Bangladesh bank.
They stoutly consider this will have a major input to the trade growth of Bangladesh, specially the country's RMG'S sectors.
3.7 Business Level Strategy:    
The business strategy of The City Bank is to strength its retail business and following a traditionalist lending approach. But The City Bank's main segment of profit generate from its retail banking and Small Medium Enterprise banking.
3.8Corporate Information
	Branches 
	130

	Employees
	Over 3858

	Customers
	Over 17,00,000

	Automated Teller Machine + Cash Deposit Machine
	369

	Priority centers
	7

	Airport lounges
	2

	Card issues 
	Over 10,68,034

	Pos machines
	Over 24,000

	Merchants on board
	Over13,000




3.9 Board of Directors 
	Name 
	Position

	Mr. Aziz Al Kaiser
	Chairman

	Mr. Hossain Khaled
	Vice chairman

	Mr. Deen Mohmmad
	Director

	Mr. Rubel Aziz
	Director

	Mr Mohammed Shoeb
	Director

	Mr. Hoaain Mehmood
	Director 

	Mr. RafiqulIslam Khan
	Director

	Mr. Rajibul Haq Chowdhury
	Director 

	Mrs. Tabassum Kaiser
	Director

	Mrs. Sayeda Shaireen Aziz
	Director

	Mrs. SaveraH Mahmood
	Director

	Barrister Tanjib Ul Alam
	Independent director

	Farooq Sobhan
	Independent director

	Mansur Arefin
	Managing director and CEO


3.10 Management Committee
	Name 
	Position

	Mashrur Arefin
	Managing Director &CEO

	Sheik Mohammad Maroof
	Additional Managing Director , Head Of Wholesale Banking & Head Of SME -Small & Micro Finance

	Md Abdul  Wadud
	Deputy Managing Director

	Md Mahbur Rahman
	Deputy Managing Director & Chief Financial Officer

	Mahia Juned
	Deputy Managing director And Chief Operating Office 

	Kazi Azizur Rahman
	Deputy Managing Director
& Chief Information Officer

	Nurullah Choudhury
	Senior Executive Vice President & Cluster Head

	A K M Saif Ullah Kawchar
	Senior Executive Vice President & Head Of Internal Control & Compliance 

	Mesbaul Asif Siddiqui
	Senior Executive Vice President And Head of CRM And Sustainable Finance 

	Shafayat Ullah
	Executive Vice President & Head Of Legal

	Md Arup Haider
	Executive Vice President And  Head of Retail Banking

	Nishat Anwar
	Executive Vice President 
& Head Of Human Resources

	Md Asanur Rahman
	Executive Vice President, Chief Economist And Country Business Manger

	Md Kafi Khan 
	Senior Vice President & Head Of Security

	Serajul Amin Ahmad
	Senior Vice President And Head Of Treasury







3.11 Job Grades of The City Bank Limited 
The job grades of regular employee of the city bank limited are as subsequent:
1. Deputy Managing Directors (DMD)
2. Executive Vice President (EVP)
3 .Senior Vice President (SVP)
4 .Vice President (VP)
5 .Senior Assistant Vice President (SAVP)
6 .First Assistant Vice President
7 .Assistant Vice President
8 .Senior Principle Officers (SPO)
9 . Principle Officers (PO)
10 . Senior Officers
11 . Management Trainee Officer Direct Recruit 
12. Officer Grades 1
13. Officer Grades 2




3.12 Management Team
Management team of the city bank limited includes the following positions and each position consists of one member





3.13 Function of the bank 
The bank performing following function is:
· Borrow money from different and individuals 
· Lending with security or without security for local and international deal 
· Carrying out function of foreign trade and foreign exchange securities
· Buying and selling foreign cash
· Performs  in the capital market 
· Reliable custody of valuable 
· Providing excellent remittance facilities 
· Provides withdrawal facilities of deposit
Function of different divisions of the city bank limited
Human Resource Division 
· Recruiting 
· Training and development compensation, employee benefit, leave and se4rvice rules program
· Placement and performance appraisal of employees
· Preparing related repots 
· Reporting the executive committee
· Promotional camping and press release done
Financial Division
·  Planning of financial ,  preparation of budget  and monitoring 
· Salary payment
· Controlling inter branch transaction
· Bills distribute 
· Preparation of  return and statement 
· Financial reports and annual report preparation 
· Provident fund , gratuity, superannuation fund maintenance 
· Reconciliation
Credit Risk Management
· Loan administration
· Loan disbursement
· Project evaluation
· Processing and approving credit proposal of the branches
· Documentation, credit information bureau report
· Arranging different credit facilities
· Providing related statement to the Bangladesh bank and other department 


Branch Control and Inspection
· Conducting internal audit and inspection
· Ensuring complete with Bangladesh bank 
· Supervising Bangladesh bank's assessment and external audit reports
· Information technology
· Software development 
· Network management and expansion 
· Member banks settlement
· Data entry and dealing out
· Collection of hardware and maintenance
3.14 New Logo And Services
On the 25th anniversary in 2008, The City Bank Limited reshaped its image and services. This includes the launch of a new logo, launched American express credit cards, brokerage business, and city wallet services. The name of the bank was simplified to city bank from its previous "The City Bank Limited". The new logo, represent a red and white checkered box kite. It was launched on July, 2008.
3.15 Products and Services of the City Bank Limited 
The key activities of The City Bank Limited are to ensure all kinds of commercial banking, to give trade services to their customers throughout its branches. The City Bank follows centralized.
Profit model and manages its operation upright from the head office by the four separate business division.

· Corporate and investment banking
· SME banking
· Treasury and market risk
· Retail banking
Corporate and investing banking
The city bank provides a unique service to their customers that focus on qualifying project financing, investment, trade and supply chain financing for the customers.  The bank wants to be an alone stops opportunity for corporate and financial institution.
There are some services that the city bank provide by their corporate banking division
· Prearranged finance
· Association 
· Equity investment foreign trade 
· Islamic finance 
· Leasing
· Cash managing 
· Short /midterm finance
SME banking 
SME banking of The City Bank Limited is pretentious a new and modern aspect. It enters into a wider horizon. The principle approaching banking services to Small Medium Enterprise's of the country is to importantly move forward every one of them up to the next level of respective business. There are 
· SME Deposit 
· SME loan
Eligibility 
· Legal form of business
· Proprietorship concerns
· Partnership firms
· Private limited
· Business experience minimum 3 years 
· Secured loan is offered against the registered mortgage of assets
Treasury and Market Risk 
The city bank limited has some treasury terms which deals with the market risk of the city bank and ensure to create a position in this competitive market place.
· Overnight deposits
· Term deposits
· Foreign exchange
· Local currency export and forward
· Derivatives 
Retail banking 
The city bank limited offers the following retail banking services
· Transactional account 
· Term deposit account 
· Foreign currency account
· Debit card 
· Credit card
· NRB
· NFB
3.16 Unique Service of the City Bank Limited
Recently, the city bank launched of its dedicated women banking business division "City Alo". Through this City Alo, the bank can ensure that every woman in Bangladesh will have access to financial products and services. [image: Image result for city alo]
City Alo marks four segments of women clients who are salaried employees, women entrepreneur, home makers and women professional. By its product, customer will get free insurance facility, health card with discount over Bangladesh for different loan. City Alo customer will enjoy reduced interest rate and lower processing fee and they can also open goal based DPS account of flexible tenure.
3.17 Information Technology of the City Bank Limited
· Finacle Core Banking System Upgrade:
This upgrade is atop in 2018 with a target implementation date of mid 2019. The main core banking system of the bank will be the migrated from version 7x to 10x under this initiative. The entire infrastructure and relevant ecosystems are expected to be upgraded in the same manner to extend the performance, scalability and security application of the bank.
· Abail Islamic Banking System
This is the yet another core system for facilitating Islamic banking operations for the bank which has been upgraded in 2018 to support the latest technologies and applications with ext4end features.
· TranzWare Card System Upgrade
Multiple enhancements were achieved in the core card solution, TranzWare. Theses comprise card management system for the back office module data capture, maintenance and online module for transaction authorization switch, card factory for card personalization and production, fraud analyzer, transaction monitoring, debt collector for bad debit monitoring, interchange to manage payment system settlement files and payment gateway for secure transaction processing and e commerce merchant management.
· SWIFT up gradation
SWIFT is the international payments gateway and remittance Channel of the bank security features of SWIFT were upgraded in 2018.
· Green Banking
Aligned with Bangladesh bank's policies and guidelines, the environmental and social risk categorization was implemented as a part of the credit risk management function.
· City Touch
City touch delivers one stop online banking. It is the most dependable and fast online banking platform in Bangladesh.
City touch from the city bank brings the customers the simplest way to handle banking. Its service brings together all the advantages of branch banking to the screen of internet enabled services. Through it, customer can shop from leading retailers, buy air ticket, pay bills of mobile phone, credit card, transfer funds, and keep track of customer's account (current, savings, fixed deposit or loan fixed deposit or loan) .Services are provides by city touch to the customers [image: C:\Users\PRIYAM\Desktop\UIUFF_Pro Excel-2\city.jpg]
· Money Transfer:
The customers can convey money from city touch to bkash via city touch.
Through it, customers can easily finance and it is convenient for customers. This service is absolutely free of charge.
[image: ]

· Opening Deposit Premium Scheme  and Fixed deposit  accounts
Customer can immediately open fixed deposit and deposit premium scheme  account without visiting the branch. It is easy and convenient process.

· Pay order
· The customers can do to  apply for pay order without visiting bank.
· Pay order will be completed for next running day.
· Place positive pay instruction in opposition to customer's issued cheque
Place positive pay instruction exact when the customer gives somebody a cheque and it save customer's time 
· For corporate/proprietorship account:  Cheque amount is BDT 1 lac and above
· For individual account:  Cheque amount is BDT 5 lac and above
· The customers use city touch to send or receive money through email
· If receiver does not have a city bank account ,customer can be sent money to anyone 
· The beneficiary can deposit in any chosen bank accounts.
· It is easy and appropriate process for customers.
· The customers can also  send money to anyone with cash by code
· The customers send money to anyone instantly
· Receiver can remove money from all city ATMs across the countryside.
· Real time online registration
If customer do not have to visit the bank to registry for city touch digital banking, they can cleanly log in the app from the app store or visit www.citytouch.com.bd to register and enjoy banking on the go.
· Services includes
· View account statements
· Transfer funds
· Manage bank accounts
· Pay credit card and utility bills
· Debit card and credit card pin change
· Manage bank accounts
· Active or clock debit and credit cards
· Buy domestic air tickets, movie tickets and many more
· Benefit from city touch digital banking from360 city ATM
The customer can take to familiarity best in class digital banking services of city touch right from all city ATMS across the country.
3.18 SWOT Analysis of the City Bank Limited
At City bank , they have introduced a SWOT analysis in their reporting practice with a view to provide their investor and readers an upfront understanding of their core strategic framework under SWOT , an acronym for strengths, weakness, opportunities and threats. Put together, SWOT provides an overview of their competitive advantages and prospects, while enabling us to focus on bolstering their strength and opportunities, while converting as much as possible their weakness into their strengths and their threats into opportunities. 
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Strength 
· Brand Fame: City bank has created strong brand fame and is one of the most valuable financial services brands in the country.
· Credit and Debit Card Schemes: City bank bind with American express and multiple other such institutions to offer a wide range of benefits to customers and develop loyalty has made their cards a popular and sough after choice.
· Digital Banking: City touch, their comprehensive digital banking platform, has not only established digital converge in banking in Bangladesh but has also helped us tackle competition from FINTECH companies. 
Weakness
· High Cost Of Funds
Strategic Imperative: Diversity their fund sources with an emphasis on casa.
· High Cost To Income Ratio
Strategic imperative: Focus on digital technology to better costs and on enlarge human resources productivity through multitasking only selective requirement.
· Challenging Non Performing Loan
Strategic Imperative: Focus all out on recovery through rational efforts and increase competencies in credit checks and underwriting standards.
Opportunities
Changing Socio Cultural And Demographic Factors :Specified the demographic shifts resulting from changes in age profile and household income, consumers will gradually more demand improved institutional capabilities and service levels from banks.
· Convenience Driven Innovation: With customers increasingly looking for more accessibility amidst exciting lifestyle, there exists opportunity in developing products and solutions that are innovative and help improve convenience.
· Leveraging Brand Equality: City bank is a well renowned institutional brand in the financial services community. The bank can influence this equality by growing acceptance of newer offerings, thereby enhancing relevance in competitive business environment.
Threats: 
· Regularity pressures: With the country's banking industry being one of the most highly synchronized sectors, timely alignment with new and more rigid regulations can pose challenges. 
· Competition: Bangladesh's banking industry is highly competitive with several banks and quasi banking institution including NBFIs along with the presence of the unorganized money lending system.
· Bad Debt:  Deteriorated asset quality and default represent major threats.
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4.1 Retail Banking 
Retail banking is also known as consumer banking, is the typical mass market banking in which individual customers make use of local branches of larger commercial banks. Services is offered include savings and inspection accounts, mortgages, personal loans, debit/ credit cards. In retail banking the focus is on the individual consumer.



4.1.1 Customer Service Section 
In this section mainly, customer service officers opening account for customers. They try to solve customer's quires... They explain the customer, which types savings term account appropriate for customers. They help customers by remittance, pay order.  When customer comes for active there any dormant account, officer's help tore active their account.  Customer service give individual form for fill up to customer and the officer needs to account holder's signature.  The officer that verify customer's signature by finacle software... And sent the form to head office for activation.
If customer needs to change their nominee, phone number, address, e-mail address or signature, then they come to customer service officers to change hat information. In the bank, where customer service officer gives service and another party (customers) takes services. And bank give services for opening account that is like giving interest and security that there money is safe in the bank.
· Account Opening 	
Account opening is an agreement between two parties, one is bank and another is customers. Where one party giver services and another party enjoy services. The record of transaction. People open account at the bank because they want to deposit their money. And bank gives services for opening account that is like giving security that their money is safe in the bank .as they written how many times they can withdraw their money from their account and bank are bound to give that money when they ask for it.
· Savings Accounts
Savings accounts are generally opened by individuals. These accounts earn interest at a prescribed rate, fixed by the bank time to time under Bangladesh bank guidelines. The main features and guiding principles of this type of account are as follow:
· Interest payment in savings account will be as per approved product program guidelines of respective product.
· Charges all applicable charges and other regulatory charges as per the bank's schedule of charges to be collected including my penalty related charge following laws, regulations of the government and Bangladesh Bank. 
· No overdraft shall be allowed against a savings account.
· Cheque book to be issued as per customer requirements
· Statement or e statement of account, balance confirmation is to be dispatched to the account holder on a half yearly basis 
· There is limitation on withdrawals - withdrawals made violating the prescribed limit is subject to interest elimination as per respective product features 
· A minimum balance is to be maintained in the account as per product program guidelines of the product of the bank allow enjoying the benefit offered.  
· With branch manager approval minimum account opening balance may be exempted
· Customer can open various savings account (like general savings, delight, high value savings) based on requirement under same charge back number if the respective branch manager is satisfied.For General Savings Account
Eligibility 
· Customer must be at least 18 years old. And must be Bangladeshi. 
Features 
· Facility of Cheque book 
· Opportunity to apply for safe deposit locker facility for customers
· Debit Card for easy cash withdrawal City Maxx Card for easy shopping 
· Cash back facility on spending amount through City Maxx Card 
· Utility bill payment service through City touch 
· Transfer of fund on Standing Instruction 
· Arrangement Collection of cheques through Clearing House 
· Customer will get Online banking service, SMS Alert  and  Call Center Facility
· Interest rate 3.50%
For delight 	
· Facility of  cheque book
· Locker facility of safe deposit
· Interest on daily balance
· Every quarter's interest earning goes into customer's account automatically
· Reduced banking charge 
· Debit card for cash withdrawal from ATMS
· Limit for higher ATM withdrawal
· Through CITYMAXX card , cash back facility on spending amount
· Payment service of utility bill
· Fund on position instruction arrangement transfer 
· Online banking service through city touch
· SMS alert and call center facility
For high value savings 	
· Facility of  cheque book
· Interest on daily balance
· Every month's interest earning goes into customer's account automatically
· Facility of safe deposit locker
· Debit card for cash withdrawal from ATMs
· Limit for  higher ATM withdrawal
· Through CITYMAXX card, Cash back facility on spending amount
· Payment service of utility bill
· Fund on standing instruction arrangement transfer 
· Online banking service through city touch
· Facility of SMS alert and call center 
· Interest rate 3.75%
Current Account
· Current accounts are non interest bearing accounts. Current account can be accessible both by individuals and business. The main features and guiding principles of this type of account is :
· Balance held with current account is payable on demand at any time
· Statement of account , balance confirmation is to be dispatched  to the account holder on a half yearly basis or as per head office guidelines
· Customer may open several current account based on the requirement under a certain cash bank number with proper justification
· Cheque book to be issued as per customer requirement
· Charges _ all applicable charges and other regulatory charges as per the bank's schedule of charges to be collected including any penalty related charge following laws, regulations of the government and Bangladesh bank.
· No overdraft facility is allowed 
Facility
· Cheque book facility
· Opportunity to apply for safe deposit locker facility
· Debit card for easy cash withdrawal
· Cash back facility on spending amount through City Maxx card
Short notice deposit account
· Short notice deposit accounts are interest bearing accounts
· SND account can be opened both by individuals and business.
· No overdraft is allowed against SND account
· The account holder however should not be encouraged to use the account as an operative
· Current account
· Minimum initial deposit for the account will be decided as power the approved and updated PPG
· Statement of account , balance confirmation is to be dispatched to the account holder on a half yearly basis or as per head office guideline
· Charges _ all applicable charges and other regulatory charges as per the bank's schedule of charges to be collected including any penalty related charge following laws, regulations of the government and Bangladesh bank.
· A minimum balance is to be maintained in the account as per ppg of the product of the bank allows to enjoy the benefit offered 
Foreign Currency Account 
Foreign currency account as a service concept where financially attractive products like FCY account , RFCD (resident foreign currency deposit) accountant NFCD ( nonresident foreign currency deposit) account  is the most popular deposit products to high net worth on resident Bangladeshi's and a large number resident Bangladeshi people who frequently  visits outside the country for holidays and other business purposes. These people open RFCD account with foreign currency brought in at the time of their return from travel abroad for different future purposes. 
Eligible customer for opening FCY account areas as follows
City FCY account is a non interest bearing checking account for one resident Bangladeshi individual customer, Bangladesh resident working in foreign/ international organization provided salary paid in foreign currency and foreign nation residing in Bangladesh.
Main feature of FCY accounts are
· Maintained in USD, GPB and euro currency
· Deposit any amount in the form of remittance of FCY and salary paid in FCY
· Cheque book, all deposits and withdrawal can be made from all ad branches
· Freely transferable to the country anywhere chosen
· Freely endorse and carry during foreign travels
· Freely convertible into local currency
RFCD account
RFCD is an interest foreign currency account. RFCD (resident foreign currency deposit) account is an interest bearing account. The fund is kept in this account based on different time frame like term deposit accounts. 
Following two documents are required to deposit in the RFCD account
· Foreign money and jewelry form
· Declaration of the customer
· These documents confirm that the customer as well as the fund came from abroad.
Eligible customer for opening RFCD accounts area follow
· Foreign currency based non checking account for resident Bangladeshi individuals.
· Main features of RFCD accounts are 
· Maintained in USD, GPB and euro currency
· Deposit up to 5000 dollar without any declarati0on after returning from travel abroad
· All deposit and withdrawal can be made from all ad branches
· Freely endorse and carry during foreign travels
· Freely convertible into local currency
· Freely transferable abroad
· Debit card facility against the account 
· International credit card against deposited money
NFCD account 
NFCD is interest bearing foreign currency account. The minimum tenor of earning interest in the account is one month. Customer can also keep the fund in this account for more than one month, like 3, 6 and 12 months period.
Eligible customer for open NFCD accounts is as follows
· NFCD account is a term deposit / time deposit account for nonresident Bangladeshi individual customers with attractive features 
· Main features of NFCD account
· Maintained in USD, GPB and euro currency
· Guaranteed return on investment
· Flexible tenor of one month, three month, six month and twelve month
· Minimum amount of us dollar 1000 or pound sterling 500 or equivalent
· Auto renewal facility
· Deposit any amount in the form of remittance
· Freely transferable abroad 
· Freely convertible into local currency
Scheme or DPS account
The City Bank Ltd Deposit Premium Scheme offers competitive interest rates and installments that are inexpensive for their clients
· Individual person can only open installment based savings scheme account
· Account can be opened individually or jointly
· Have to have casa account for opening scheme account
· For specific campaign and offer relating to such type of product ;  ppg wise requirements will be followed for account opening
Interest rate: 6.5% - 8.0%
Monthly installment: BDT 500 - BDT 50,000
Flexible tenor ranging: 6 months to 120 months 
Fixed Deposit Account
 The account which is opened for a particular fixed period by depositing particular amount is known as fixed deposit account. The term fixed deposit means that the deposit is fixed and is repayable only after a specific period is over. T he money deposited in this account cannot be withdrawn before the expiry of period but premature encashment is allowed subject to certain terms and conditioned as specified in the account opening form.
· Individual and business both can open such type of account 
· Account can be opened  individually or jointly 
· For specific campaign and offer relating to such type of product ; ppg wise requirement will be followed for account opening 
· A person or a corporate may open FDR with or without having a casa account with city bank.
Features 
· FDR can open for 1 month, 3 month, 6 month, 1 year, 2 year and 3 tears
· Facility of early encashment 
· Loan facility on deposited amount 
Interest rate 2.50%- 10% 
Total amount BDT 50,000 and above
Tenure 1 month - 3 years
Interest Rate  For Different Account:
	General savings account
	3.50%

	Alo general savings account
	3.50%

	Basic savings account
	4.50%

	High value savings account
	3.75%

	Alo high value savings account
	3.75%



	Savings Delight Account
	Interest Rate

	 1lac- below  5 lac
	3.50%

	5 lac-below  10 lac 
	3.75%

	10 lac -below 20 lav
	4.00%

	20lac -below 30lasc
	4.25%

	30 lac and above
	4.50%



	Alo Savings Delight Account
	Rate

	1 l;ac- below  5 lac
	3.50%

	5 lac-below  10 lac
	3.75%

	10 lac -below 20 lav
	4.00%

	20lac -below 30lasc
	4.25%

	30 lac and above
	4.50%



	Current Deposit 
	Rate

	Tk 1 crore to below tk 10 crore
	5.00%

	Tk 10 croroe to below 25 crore
	5.50%

	Tk 25 crore to below 50 croore
	7.50%

	Tk 50 crore to below 150 crore
	7.50%

	Tk 150 crore and above 
	7.50%


Pay Order 
Issue
· Customer requests for issuing pay order
· Customer pays either debit account or in cash
· Commission is charged per pay order and depends on amount and portion it belongs to
· Pay order is issued with payee name, date, amount
· Other information like remitter name and account number is optional
· Need to keep stock of pay order book.
Payment
· Pay order can be issued used to deposit and encashment
· It can be made through clearing via central bank
· It can also  be made through cancellation.
Documentation:
Customer account opening documents are mandatory for any new customer who intends to open an account with any account as authorized signatory, joint operator, nominee or any other relation. If any existing individual customer or c4.25hargeback documents are not required. However, respective branch should ensure that all req4.50uired documents are available with the existing chargeback opening form.
Depending on the type of account, the documentation requirements shall vary. Following are the documentation requirement for different types of accounts. For any further clarification or details please also see the know your customer policy of the bank issued by anti money laundering team.
Individual Accounts
· Full set of account opening form must be properly filled up 
· Two copies are needed of passport size color printed updated photograph of the account holder attested by the introducer, introducer should the account holder.
· One copy clear passport size color printed updated photograph f the nominee attested by the account holder.
· Photo identification:
· Account holder's passport/NID/birth certificate.
· In case of birth certificate additional photo identify documents
· In case of no additional photo identify one of below photo attested certificate is required.
· Certificate of city corporation mayor/deputy mayor/ councilor.
· Certificate from chairman of union porisod.
· Certificate from member of parliament
· Proof of address verification
If any of the address not match with photo id, any of below additional document is required as proof of address 
· Contact point verification report from nominated company by bank.
· Electric bill in the name of account holder or his parents / spouse name.
· WASA bill in the name of account holder or his parent/ spouse name.
· Credit card bill in the name of account holder.
· Other bank statement in the name of account holder.
· Written request in the organization's letterhead signed by the authorized signatory for payroll customer.
· Supporting documents for income source
· Unavailability of any supporting documents of income, customer self declaration regarding details of income source is required
· Nominee photo id
· Electronic certificate: depending on the annual income of the  account holder
· Transaction profile 
· Full details of beneficial owner individual information form required to be taken if it is determined during customer due diligence
· For any other specialized account, updated PPG will follow accordingly.
· Know your customer form
· Specially Designated Nationals screening 
Current Account
· Full set of  account opening form must be properly filled up .
· Two copies are needed of passport size color printed updated photograph of the account holder attested by the introducer, introducer should the account holder.
· One copy clear passport size color printed updated photograph f the nominee attested by the account holder.
· Valid passport with valid visa.
· For student - institution id card and introductory letter from the institute confirming studentship and the purpose of account opening 
· Photo identification
· account holder passport/NID/birth certificate 
· In case of birth certificate additional photo identify documents.
· In case of no additional photo identify one of below photo attested certificate is required.
· Certificate of city corporation mayor/deputy mayor/ councilor.
· Certificate from chairman of union porisod.
· Certificate from Member of Parliament.
· Proof of address verification
If any of the address not match with photo id, any of below additional document is required as proof of address 
· Contact point verification report from nominated company by bank.
· Electric bill in the name of account holder or his parents / spouse name.
· WASA bill in the name of account holder or his parent/ spouse name.
· Credit card bill in the name of account holder.
· Other bank statement in the name of account holder.
· Written request in the organization's letterhead signed by the authorized signatory for payroll customer.
· Here valid passport with visa or date of arrival seal is mandatory to proof that the person has entered the country legally
·  Electronic certificate: depending on the annual income of the account holder.
· Transaction profile.
· For any other specialized account, updated PPG will follow accordingly.
· Know your customer form.
· Specially Designated nationals screening result.
NRB Account
· Account opening form must be properly filled up 
· Two copies of passport size color printed updated photograph of the account holder attested by the introducer, introducer should the account holder.
· One copy clear passport size color printed updated photograph of the nominee attested by the account holder.
· Photo identification
· account holder's passport/NID/birth certificate of
· In case of birth certificate additional photo identify documents
· In case of no additional photo identify one of below photo attested certificate is required.
· Certificate of city corporation mayor/deputy mayor/ councilor
· Certificate from chairman of union porisod
· Certificate from member of parliament
· Proof of address verification
If any of the address not match with photo id, any of below additional document is required as proof of address 
· Contact point verification report from nominated company by bank.
· Electric bill in the name of account holder or his parents / spouse name.
· WASA bill in the name of account holder or his parent/ spouse name.
· Credit card bill in the name of account holder.
· Other bank statement in the name of account holder.
· Written request in the organization's letterhead signed by the authorized signatory for payroll customer.

RFCD Account
· Full set of account opening form must be  properly filled up.
· Two copies are needed of passport size color printed updated photograph of the account holder attested by the introducer, introducer should the account holder.
· One copy clear passport size color printed updated photograph of the nominee attested by the account owner.
· Proof of address such as utility bill
· Bank's provided written RFCD declaration form.
· Transaction profile.
· Specially Designated Nationals screening.
· Copy of passport.
NFCD Account
· Properly filled up full set of account opening form.
· Two copies of passport size color printed updated photograph of the account holder attested by the introducer, introducer should the account holder.
· One copy clear passport size color printed updated photograph of the nominee attested by the account holder.
· Copy of passport- first five pages.
· Appointment letter or salary certificate.
· Work permit in case the account holder is a foreigner.
· Transaction profile
· Know your customer form
· Specially Designated Nationals screening 
Foreign Currency Account
· Full set of account opening form properly filled up.
· Two copies are needed of passport size color printed updated photograph of the account holder attested by the introducer, introducer should the account holder.
· One copy clear passport size color printed updated photograph of the nominee attested by the account owner
· Photo identification
· Passport/NID/birth certificate of account holder.
· In case of birth certificate additional photo identify documents.
· In case of no additional photo identify one of below photo attested certificate is required.
· Certificate of city corporation mayor/deputy mayor/ councilor
· Certificate from chairman of union porisod
· Certificate from member of parliament
· Proof of address verification
If any of the address not match with photo id, any of below additional document is required as proof of address 
· Contact point verification report from nominated company by bank.
· Electric bill in the name of account holder or his parents / spouse name.
· WASA bill in the name of account holder or his parent/ spouse name.
· Credit card bill in the name of account holder.
· Other bank statement in the name of account holder.
· Written request in the organization's letterhead signed by the authorized signatory for payroll customer.
· Electronic certificate: depending on the annual income of the account holder.
· Transaction profile.
· For any other specialized account, updated PPG will follow accordingly.
· Know your customer form.
· Specially Designated nationals screening result.
4.1.2 Card Section
· American express platinum credit card
Welcome offer
Customer can avail one of the following exclusive offers
· Customer can one night stay at the Palace Luxury Resort as complimentary
· Complementary companion priority passes lounge visits
· 2,50,000 bonus membership rewards points
· Customers can savings (Tk 15,000) on Partex Aviation
· Customer can savings (BDT 15,000) on executive health checkup packages at Square Hospital Limited
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Travel benefit 
· The complimentary main concern pass membership and unlimited access to over 1200 priority airport lounges world wide
· Customer will get complimentary unlimited activities approach in to the platinum lounge at Hazrat Shahjalal International Airport 
· The customers will get meet and greet privileges at Hazard Shahjalal International Airport, Dhaka
· Also customer will enjoy global janitor service, travel emergency and medical assistance aboard
· Customer can enjoy up to 20% amazing savings from all the nominated sales outlets of Biman holidays 
· Customer can enjoy one night stay at palace luxury resort after paying only for the first night on week days

Lifestyle benefit
· Customer can enjoy one for one complimentary companion buffet at latest recipe restaurant, Le Meridian Dhaka
· Grandiose restaurant, Dhaka regency hotel and resort
· Top of the way , Dhaka
· Sky pool and Bumka Restaurant, Six season Hotel
· The Exchange, Radisson Blu Cartogram Bay View 
· Seasonal Tastes, The Westin Dhaka
· Amaya Restaurant, Amari Dhaka
· Water Garden Brasserie, Radisson Blu Dhaka Water Garden
· Elements of  International, Dhaka 
Membership reward membership rewards program 
· For every BDT 50 spent at any e commerce terminals with customer's Amex platinum credit card, customer can earn two membership reward points.
· Customer can five membership reward points at any online spend at leading supermarkets across the country
Exclusive discount program
· Customer can enjoy offer and discount through city bank's American express selects program wherever customer find himself in the world, he will enjoy exceptional value and opportunities in travel, leisure, dining and shopping, as an American card holder.

 Insurance benefit 
· Double benefit insurance: In the unfortunate event of death or permanent total disability , card member are insured on the outstanding balance of the card. Every month card holder will be charged 0.35% premium rate automatically .
· All accidental death insurance: A card holder automatically receives all accidental death insurance free of cost. It covers death due to any accident. In case of accidental death, the coverage is BDT 50,000 for each card holder who will be paid to the card member's nominee 
· American Express Gold Credit Card 
Travel Benefits
· The complimentary main concern pass membership and unlimited access to over 1200 priority airport lounges worldwide.
· Customer can enjoy up to 20% wonderful savings from all the chosen sales outlets of Biman holidays.
· After paying only for the first night on week days, Customer can enjoy one night stay at palace luxury resort
· Customer will get travelling emergency and medical assistance abroad.
· American express gold primary credit card member can enjoy maximum 5 visits at city bank American international lounge in calendar year. Supplementary card holder is not present. Lounge visit fee will be applicable from 6th visits onwards.
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Customer can enjoy one for one gracious companion buffet at
· Latest recipe restaurant, le meridian Dhaka
· The Exchange, Radisson Blu Cartogram Bay View
· Elements of international, Dhaka 
· Grandiose restaurant, Dhaka regency hotel and resort
· Top of the way of the way Dhaka
· Seasonal Tastes, The Westin Dhaka
· Amaya Restaurant, Amari Dhaka
· Water Garden Brasserie, Radisson Blue Dhaka Water Garden
· Sky Pool and Bumka Restaurant, Six Season Hotel
Membership reward membership rewards® program 
· For every BDT 50 spent at any e commerce terminals with customer's Amex platinum credit card, customer can earn one  membership reward points
· Customer can five membership reward points at any online spend at leading supermarkets across the country.
Exclusive discount program
· Customer can enjoy offer and discount through city bank's American express's selects program anywhere customer get himself in the world, he will enjoy extraordinary  value and opportunities in journey, leisure time, dining and shopping, as an American card holder.
 Insurance benefit 
· Double benefit insurance: in the unfortunate event of death or permanent total disability, card member are assure on the outstanding balance of the card. Every month card holder will be charged 0.35% premium rate automatically. 
· All accidental death insurance: A card holder automatically receives all accidental death insurance free of cost. It covers death due to any accident. In case of accidental death, the coverage is BDT 30000 for each card holder who will be paid to the card member's nominee.
· City Alo American Express Credit Card
Welcome benefits
Female customer can stay one night complementary at green view golf resort, Gazipur upon paying for the first night with their family, including children's play areas, sports areas, a private zoo and Lush Green Restaurants, Green view Golf Resort is customer's perfect getaway from the hustle and bustle of the city.
Customer will also get one of the following offers:
· Tk 1,000 voucher at persona hair and beauty ltd
· Or Tk 1,000 cash back on her first purchases at sheba.xyz, a renowned household service provider.
Term and conditions:
· The offers will remain valid up to 2 months from the date of obtaining card membership
· The welcome gifts are ready to be redeemed once customer takes the first swipe with the card, inspective of any amount.
Travel benefits
· Access to city bank American express international lounge
Customer can enjoy hot food and drinks, internet access, wide screen TV and other luxuries at The City Bank American Express International lounge at Hazrat Shahjalal International Airport, Dhaka all year round. What's more, customer and a companion along with two children will get 50% off on the regular lounge access fees when customer visits up to 5 times a year.
· One night complimentary stay at the palace luxury resort
Customer can enjoy one night complementary stay upon paying for the first night at the palace luxury resort nestled in the midst of 150 acres of the tea gardens in Bahubal, Habiganj. An amazing range of dining experiences with up to 15% savings is also available at restaurants within the resort.
Insurance Benefits
· Health Insurance 
Ensure customer complete peace of mind with a range of health insurance benefits at no cost:
Coverage of Tk 20,000/ year for inpatient services and Tk 5,000/ year for outpatient services.
· All accidental death insurance: Card holder receives all accidental death insurance free of cost automatically. It covers death because of any accident. In case of accidental death. the coverage is BDT 1,50,000 for each card holder who will be paid to the card member's nominee.
·  Double benefit insurance: In the unfortunate event of death or permanent total disability, card member are assured on the outstanding balance of the card. Every month, card holder will be charged 0.35% premium rate automatically .
Health Care and Wellness
Healthcare benefits 
The City Alo American Express Card issued by City Bank ensures customer's wellbeing and provides customer with a host of healthcare benefits at distinguished hospitals and facilities in Dhaka
United Hospital Limited
· 20% savings o all pathological tests
· 10% savings on all radiology and imaging test6s
· 5% savings on cabin charge for patients 
· 35% savings on full body check up packages
Labaid Cardiac Hospital and Labaid Specialized Hospital
· 20% savings on all pathological test
· 10% savings on all \imaging tests
· 10% saving s on room charge per bed rent
Telenor Health 
· 15% cash back on all packages available on the telenor health website
Lifestyle Benefits 
Complimentary companion buffet 
· Customer can enjoy one for one complimentary companion buffet at renowned hotels and restaurants in Dhaka all year round, including 
· Dhaka regency hotel & resort 
· Long beach suites Dhaka
· Six Seasons
· The Way Dhaka
· Agora American Express Card 
Welcome and renewal vouchers
· Customers can enhance the card membership experience with an agora voucher worth Tk 2,000 in customer's welcome pack.
· Customer will get rewarded with an agora voucher worth Tk 1,000 on the card membership renewal date., to celebrate every year of card membership,
[image: C:\Users\Muna\Desktop\4.png]Convert the voucher for all available products at agora outlets across Bangladesh by presenting them along with the card. All vouchers will be valid for 2 months.
Spend Benefits 
· Customer can take pleasure in worth of agora gift voucher.
· Tk 10 on spending Tk 20,000 every membership year.
· An extra gift voucher value Tk 1,00,000 in accumulation to spending to spending Tk 2,00,000 within the similar membership year.
Aponjon Reward Points
· Shop with the agora American express card issued by The City Bank and get customer's everyday spending back in the form of amazing rewards.
· When customer spend tk 100 at any agora outlet across Bangladesh, they can earn 10 Aponjon reward points
· Customer also earn one Aponjon reward point when customer spends Tk 100 or USD 2 through e-commerce transactions anywhere else locally or overseas.
· One Aponjon reward point is alike to Tk 1,000 which can be compensated only at agora outlets across Bangladesh.
Lifestyle Benefits:
Customer can enjoy one for one complimentary companion buffet at renowned hotels and restaurants in Dhaka all year round, including 
· Dhaka regency hotel & resort 
· Long beach suites Dhaka
· Six seasons
· The way Dhaka
Insurance Benefit
· All accidental death insurance: Card holder receives all accidental death insurance free of cost automatically. It also covers death because of any accident. In case of accidental death, the coverage is BDT 1,50,000 for each card holder who will be paid to the card member's nominee in case of accidental death. 
· Double benefit insurance: In the unfortunate event of death or permanent total disability , card member are insured on the outstanding balance of the card. Every month, card holder will be charged 0.35% premium rate automatically.
· Visa Debit Card 
Features 
· Customer can cash withdrawal from visa enabled ATMs 24/7/365 all over the country
· Customer can shop and dine at thousand of merchant
· Visa outlets all over the country
· Balance inquiry pin change 
· Small statement
Eligibility
If customer is an individual and have a savings or current account in The City Bank Limited, customer is adequate avail this card. Just drop in any nearby the city bank branch, collect an application form and submit duly filled up form. Customer will get the card delivered at customer designated branch within shortest time.
Fees& Charges:
	Particulars
	Visa Debit Card 

	Yearly Fee 
	BDT 500 valuable from 15th march, 2019

	Card Substitute Fee
	BDT 300

	Captured Card Replacement
	BDT 200

	Cash Withdrawal Fee
	City Bank ATM Free

	City Withdrawal Fee
	Q CASH ATM BDT 10

	
	NPSB ATM BDT 15

	ATM Cash Withdrawal Limit 
	BDT 20000 (Per Transaction)

	
	BDT 100000 or USD equivalent (per day)


Visa Platinum Card 
City visa card is designed to help customer enjoy his lifestyle with many privileges.
Double Benefit Insurance 
Customer is insured on the outstanding balance of city visa credit card by enrolling into DBI program. His full outstanding balance will be paid off and an equal amount will be paid to his nominee.
Maximum payout amount will be twice the outstanding amount or BDT 200000 whichever is lower.
All Accidental Death Insurance Coverage 
All accidental death insurance gives free of cost coverage 500000 paid off to customer's nominee in case of accidental death. 
4.1.3 Loan Section 
· Personal Loan
Whatever the event or requirement, personal loan from The City Bank is here to fulfill all customers' dreams.
 Customer can get loan from BDT 1 lac to BDT 20 lac for 12 to 60 months.
Appearance
· Customer can loan from BDT 1 lac to BDT 20 lac 
· Customer can loan tenure 12 to 60 months 
· No hidden charges  
· Competitive interest rate 
· Processing fee
· 2% on loan amount 
· No processing fee on takeover amount 
Ability
· Customer must be 22 to 60 years old
Experience 
· For salaried person  should have least 1 year experience 
· For professional, least 2 years of practice
· For businessman should have 3 years experience
Monthly Standard
· For Salaried Person: BDT 20,000
· Landlord :BDT30,000
· Professional :BDT 50,000
· Business Person :BDT 50,000
· Home Loan 
When customer decides to own his home, the city bank will help hp make his dream come true. 
Features:
· Loan amount ranging from BDT 5 Lac To BDT 120 Lac 
· Repayment tenure 1 year to 25 years
· Financing up to 70% of property value 
· Early statement facility
· No hidden cost
· Phase disbursement facility 
· Loan across the country
Processing fee
· 1 % processing fee on any loan 
· No processing fee on takeover and encashment facilities 

Eligibility 
· Customer must be 22  to 65 years old 
Experience:
· Customer should have 3 years experience in their respective field.
Income Criteria
· BDT 50,000 and above
· BDT 30,000 ( Government officials only)
· City Bike Loan 
Customer can take loan up to BDT 5 lac and it's financing up to 80% of the bike's retail value .And easy installment of 24 months.
Processing Fee:  1% loan amount
Experience
· For salaried executive should have least 1 year practice including 3 months with present owner.
· For professional should have minimum 1 year experience of practice. 
· For businessman should have minimum 1 year experience
Income Criteria
· For salaried executive should have minimum BDT 20,000
· For businessman should have minimum BDT 30,000 
· For professional  should have minimum BDT 30,000
· For land lord should have minimum BDT 30,000
Secured Facilities
City bank secured loan facility helps customer manage his insistent cash requirement against his security deposit.
Loan type
Secured Loan: A term loan ability for any appropriate personal reason against security deposit.
Secured Overdraft: An obtaining ability for any appropriate personal reason against security deposit
Secured Loan Bullet Payment: A fixed term (monthly quarterly interest payment) loan facility any appropriate personal reason against security deposit.
Features:
Loan amount: lower limit BDT 50,000 to upper limit 90% against securities
Loan Tenure:
Secured loan: 12 months to 60 months
Secured overdraft: 1 year
Secured bullet cost: 12 months to 24 months
Eligibility
Customer should have minimum 18 years old.
And customer should have minimum BDT 15,000(monthly) personal income


4.1.4 Cash Section:
Cash is the most liquid assets for a bank and it should be dealt very carefully. So this department is truly delivered with accurate care. This department starts the day with cash in vault. All cash receipts and payments are completed by this department. Operation of this department opens at the start of banking hour. Cash officers start making transaction by taking away money from vault known as the opening cash balance. Vault is kept in much secured room. Keys of vault are kept under cash officer and branch operation manager. The opening amount cash balance is recorded into a register. End of the day, whole transaction extra of the money remains in the cash counter would be put back in vault and known as closing balance.
Cash receipt:
Depositors deposit money in their account in this section by writing all the necessary information in deposit slip. This segment also receives cash from customer for any pay orders made by customers.
Cash payment:
This section accepts the cheques from the depositors for payment in cash. After receiving cheque, it will be scurried to see whether it is valid or not. Cash officers verify the amount, information, signature, date. Then they finally authorized officer compares the sign on the cheque. If these are satisfactory, then payment will be made against the cheque.
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5.1 Retail banking strategy
 A retail strategy is a statement identifying the retailer's target market , the format the retailer plans to use to satisfy   the target market's needs and, the base upon which the retailer plans to build a sustainable aggressive reward. The target market is the market segments on the way to which the merchant plans to focus its resources and retail mix. A sustainable competitive advantage is an advantage competition that can be maintained over a long time.
5.2 Retail Banking Strategy of the City Bank:
· 	The City Bank is focusing on quality and not on quantity and delivering high quality customer services
· The bank maintain current high standards for assets quality though disciplined credit risk management
· The bank develops innovative products and services like their CITYMAXX as instant debit card attract the customers.
· The bank also continue to develop products and services that reduces bank's cost of fund 
· Extend banking time
· Courier pickup for cheques and documents 
· The bank  change policy  time to time to attract the customers 
· To motivate employees, the bank reward  employees basis of their performance
· now their target is to give loan the customers
· They develop strong internal as well as external business process and sales practices
· The bank focus on the process development and bringing transparency to all the transaction 
· the bank possess highly motivate dream of professional 
· the city bank offer  a unique platform for individual customer as well as cooperate customer to completer transaction by online ( city touch)
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6.1 SWOT analysis of Retail Banking 
Strength
The City Bank has the long heating historical past so as to contend protection issues.
· Advance innovation and IT department 
· Deliver instant debit card 
· Advance  centralization banking  framework 
· Amex credit card well known administration 
· Advance ATM machine 
· Corporation with each other 
· Advance online banking 	
· Secure online banking convention 
· Good management
· Large network both nationwide and worldwide 
· Double currency city visa card exclusive in Bangladesh
· City touch online banking
Strength is the abilities and effects that it can use to arrangement, create and help upper hand in the commercial core.
· Success of new object mixture: The City Bank gives thorough object combine selection to its customers. It helps bank taking into account exclusive purchasers portions in the regional bank industry.
· High limit difference with regional banks industry's opponents.
· First mover benefit in the definitely swarmed industrial center. The new gadget increasing city bank piece in the regional bank industry.
· Talent executive at City bank piece of the pie in the regional bank industry.
· Brands taking into account exceptional customer's rubbish inner regional bank element-  the city bank huge item contribution have helped  the organization to gain access to diverse purchaser section in bank portion. It has additionally helped the association to increase profits streams. 
Weakness
· Too a lot business enterprise complexity to stress any new approach.
· Lack of experienced employees in junior level management.
· IT department have to be migrated , on the grounds  that for late mobility  it's grow to become out to be minimal shaky
· Manual registration is use in some specific purpose 
· Technology is trade each day but for bank, it's especially challenging observe any innovative trade medium term.
· Employee blessing is little decrease in head office difference with in branch.
· Grade of guards isn't always attractive.
The weakness of the city bank can be used for the strength or resources that are required, however the preparation for it is still no longer exists. The list of debt is quality due to the lack of strategic planning or as a result of a strategic choice.
· The city model can be easily imitated by its competitors in the corporate sector. 
· Supplier's loyalty among suppliers is low. City bank documents are provided with new improvement in energy rates in the subsidy chain.
· Decrease city bank's market share is associated with increased revenues; the activity of regional bank is becoming faster than the organization. In this business area, the city bank has intentionally tried to use excellent model within the financial area and gives a feeling to anyone who wants to do for future development.
Opportunities
· Enormous business area
· High enlargement of sales and trade finance capacity
· City touch, first time in Bangladesh with entire banking office
· For verifying each issue recognized with security by huge administration support.
· For demonstrating easy activity by huge IT department.
· Banking is an increasing number of tightly closed contrasts with all other decentralized banking framework with centralize banking system.
· Investment on technology
· Provide inflexible online entryway and installment framework.
· Increasing administration satisfactory that likewise builds customer.
· Steps taken by Bangladesh bank
Some opportunities are: Opportunities are possible areas the organization chain identifies do able for market share, profits and growth.
· Increasing the rules of the authorities has made it difficult for unorganized bank to work in the regional banking industry. It can give City Bank the opportunity to expand its customer base.
· Customer preference change rapidly: increasing disposal income, right to access to statistics and the ability to quickly take technology products in the market. The City Bank now has wide trend in the regional banking industry but the broad financial sector will also be examined carefully.
· Immediate technical improvements are increasing the productivity of the industry, making suppliers capable of creating s broad range of products and services. It can help City Bank to appreciate neighboring products. 
Threat:
· Unstable government protection support.
· Need more and more compelling trainings.
· New banks with larger security.
· Bangladesh bank consistence and review issues.
· Very aggressive customer an administration and fulfillment.
· Huge FDI flow
· New kind of progressive misrepresentation activities.
· Regular improve issues.
· New sort of common place cheat effort.
· Vulnerable state of peace.
Some threats include:
· The threats are due to the combination of macro financial elements and change of customers' persecution can be manageable danger for the organization's business. Threats can be handled but cannot be controlled anymore.
· Some threats include: the threat is due to the combination of macro-financial elements and the change of customer perceptions can be a manageable danger for the company's business fashion. Threats can be handled but cannot be controlled anymore. 
· Commercial relations between united state china influence the growth of The City Bank's growth plan. It can create large scale commercial hurdle which prevent the management of the city bank to extend operation in china.
· The market may face inflation in the rural market for the city bank. This can occur for the advancement in the division of regional bank. One purpose is to create articles in the body market as well as the appropriate creators. In addition, due to the significant separation and absence of The City Bank. The City Bank is more helpless to attend poor buyers than the buyers of the urban areas.
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As internship period is the part of BBA program, doing internship in The City Bank Limited I have learned lots of things. My internship duration was 3 months. In this three month, I learned a lots of things from the bank. I have worked with various departments in three months.  According to the office rules and regulation I have continued like a regular employee. That's why I had to reach the bank before 10.00 am and attend the meeting. Then I had to serve up from 10.00 am to 6 pm with in office hour every officers of related section. After toward the inside into the office I would sign attendance sheet like other employees guided me in order for better improvement. As an internee I had also some certain duties and responsibilities that had to perform. Few are them are listed below:
Retail banking exercise: I had to work on retail banking division at Motijheel branch. I had to bring together essential papers from the clients those who came to open account in the bank, papers like national ID card, TIN certificate, photo, trade licenses, salary certificate, office id etc.
Fill debit card forms: I had to collect debit card from the customers and filled up obligatory papers. After filled up those papers, submit to designate employee.
Account opening: The one part of my task referred to The City Bank is to account opening form fill up. There are several types of bank accounts, like current, savings, term deposit etc.  Every form has to follow various variety of rules regarding by Bangladesh ban's rules. And I collected necessary document related account.
Address change and name correction of the customers:  I also used to correct clients' given name and address if there changes compulsory. I had to speak to clients via phone and inform that their address or name have to correct.
Update customer information: The customers need to update their information like their transaction profile and other relevant information, phone number, e-mail address, who opened their bank account before 2004.
Provide information about American express card: Customer who asked me about American express card features, benefit, processing etc, I helped to provide information to customers.
Account closure:  I worked for account closing also.  If an account holder requests to close his account, it must be closed.  After in receipt of  an application from customer to close an account , it is doing to close the  account.
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8.1 Findings 
· Since The City Bank is centralized bank, the bank is extremely brought together. For every single move, branch office had to go for approval from the head office. The head office controls every single branch office. This kind of dependence on head office backs off exercise of branch office.
· Sometimes customer did not get adequate place for receiving service. That's why they had to stand for receiving service.
· Customer get worried on sitting tight for quite as like 30 mints or more to get service. 
· In Eid Ul Adah time, it is very hard to deliver the service lots of time for pressure. Sometimes they create depressing situation by giving less important to their customer.
· Sometimes the employees are so much rude their clients for work pressure.
· City bank gets its maximum value of deposits from fixed deposit. That means its good at keeping customers encourage in saving their money to the money.
· Customer does not receive proper attention as they deserve.
· In the cheque several items need to verify. So that sometimes the customers face difficulty to get the new cheque book and it is also time consuming.
· The employees need to complete the target. So it is an extra pressure for them.
· Sometimes, for the huge customer pressure, the employees get small time to provide the service to three customers. It creates negative impression to the customer.
· In Motijheel branch, customer service section and card section are in different place. So the customers become troubled to change the place.
· They provide instant cheque book to customer 
·  The City Bank face rush hours. So that if customer wants to solve any problem it takes time.
·  The City Bank is very much concerned about its innovation and improvement with super service.
· The City Bank recently launched new product like instant personalized debit card  for customers 
· City bank limited  provides service facilities to the nonresident Bangladeshi people 
· Providing better compensation, benefits, loan facilitates to their employees.
· All the branches of this bank are continuously try to follow online banking system like city touch to ensure excellent customer service.
· Failure of ensuring quick and dynamic customer service.
· Sometimes, the computer system or software hanged so that employees can not able to perform their task efficiently.
·  Most of the customer comes for good service but at the end return with a lot of complaints about the service.
· The unsatisfied customers lead to an unhealthy relationship with the employees,
·  Many customer come because of complaints about the customer care call service which is remain responded by the employees.
· Some information is still preserved by manually.
· Everyone is bound to work under work pressure and before deadline the forced work should be completed...
·  Manager and employees everyone trained up from a certain training organization.
· All employees are improved their banking knowledge by attending training program.
· Employees do not work in the bank without wearing id card 
·  City bank leave policy is too much attractive and very much perfect.
·  Compensation plan is fair and well designed for the employees.
·  Very experienced administration authority.
·  Service charge is relatively higher than others.
· Internal environment is not so good.
· Workforce is high in cash department.
· Same information written again and again.
· Most of the customers of the bank are retail users but the bank is focusing more on loan and advances activities.




8.2 Recommendation

Bank is mainly financial institution where provides service to customers and their main motto is giving best customer service. Make profit is the main objective of world well-known and doing well banking organization through addressing the customers time to time with new pieces of servicer instruments. Through internship program, I saw lots of problems or find different problem in branch so I want to draw some recommendation for bank.
· Strategic setting up is required for The City Bank Ltd to the framework and to hold up its large customer important construct desirable.
· Clients are the main factor of the bank. Customer opinion plays an imperative role to make value to increase right services and relation to the right customers and increase particular trustworthiness, loyalty, trust and satisfaction with customer. Through maintain good relationship with customer bank increase positive reaction from customers.
· Service charge of The City Bank is very far above the ground. As their all client are not so much well-off and at Motijheel branch, there are lots of middle class customers. Related that concern, I think they must focus on their service charge and reduce different various  of charges.
· City bank should require more proficient and experienced employees for their banking service. Many customers are not so much puzzled about the hidden charges and loan pricing and cost. So city bank should inform to the customers about the different fees and payment volume of that particular product before given any service.
· As the city bank provides online banking service throughout the country but many people are not well known about this service. So the bank must focus on it.
· City bank should keep up mistake free customer's verification and file which will recognize the significant customer's office basis.
· For student account, they can take less charge from customers.
· There are some customers of the bank are complete between 21 to 30. The bank should consider the items and administrations with less administration charges that are appropriate for the age gathering. 
· City bank should select more skillful and confrontation representative to extend the objects all over all through country.
· The bank should introduce more cards for other university students like the university of Dhaka American express credit card as there is lot of reputed and highly populated graduate universities in Bangladesh. 
· The City Bank expected to accomplish the brand an incentive to the customers for working up great connection to make rigid customer.
· Customer attention should be given by employer to better understand and satisfy them.
· Training of employees should be proper so that they will be more professional and efficient to deal with their problems.
· The City Bank is wanted to attain the brand value to the customer for building up supreme relationship to create loyal customers.
· The working condition needs to be improved. They should provide adequate working resources to the employee. So they \can perform well.
· The speed of retail banking activities needs to be increased. There must be adequate development in the deposit section. The bank should arise new schemes.
· The City Bank Limited need to create a new marketing strategy which can increase total export and import business and can draw more customers.
· The City Bank has to promote its American express cards so that the customer may be aware of the benefits; they are going to be received if they purchase a credit card from the bank.
· Employees should get proper learning on items and offices to express customer with value to correct time.
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9.1 Conclusion
The City Bank Limited is one of the oldest and popular banks in Bangladesh. It is always concerned about customer satisfaction and services which give the vital solution and way of trade for new era of banking environment. The City Bank constantly try to improve its product as well as services like loan facility, credit card facility, interest, helping country by remittance funds, financial loan, interest. In corporate business sector it gives many capital loan and different types of corporate facility to the businessman. So it is the promising banks in the banking sector in Bangladesh.  
The City Bank has started its journey in retail banking. Understanding customer's savings tendency and market demand the bank launched some new products. It has already arrangement centralized retail credit, a retail finance center and collection management unit to mass retail loan for individual. 
 I have improved my understanding as much as possible that would be useful my to develop my carrier positively, during my internship period. although all section are covered in the internship period, it is not possible to the each activities of division due to time limitation. However, I, highest effort has been  given to attain the objective  for the period of internship program and have gathered knowledge  that period.
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