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Executive Summary

The aim of this report is to analyze the employee roles in service delivery in the EXIM Bank Ltd. This study uses the service quality dimensions in relation to the employees’ role played to the customer service. The variables considered for analysis include tangibility, reliability, responsiveness, assurance, and empathy. This three-month study at the Export-Import Bank of Bangladesh Limited Feni Branch examines how do employees show their tangibility aspect, develop reliability, show responsiveness, ensure assurance and remain empathic with the customers.  In addition, this report acknowledges different banking functions and day-to-day banking operations on my way to complete an internship. In this paper, I have explained my best in respect of my real life experience gathered from different departments. 
[bookmark: _GoBack]This report contains three main chapters. The first chapter deals with an introduction, Motivation for the study, Objective of the study, Scope of the study, Significance of the study. Second chapter contain History of EXIM Bank, Nature of Business, EXIM Bank Limited at a Glance, Branch Network, Corporate Vision, Corporate Mission, Corporate culture, Banking with Shariah Principles, Products of EXIM Bank, Corporate Social Responsibility of EXIM Bank, 7 Ps’ of EXIM Bank, Literature Review, Study Variables, Hierarchy Structure of EXIM Bank Limited. Third chapter emphasis on Introduction, Population, and Sample for the Present Study, Measurement, Data Collection procedures, Data Analysis, Findings & Discussion, Research Implication/Recommendation, Conclusion. 

From the study, it is evident that with the employees’ tangibility role, customers are more comfortable with the EXIM Bank services. Based on the findings several recommendations are forwarded.

Keywords: Service Delivery, Employee Role, Reliability, Responsiveness, Assurance, Reliability, Responsiveness, and EXIM Bank.
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CHAPTER ONE
Introduction









1.1 Introduction
Basically Bank is the financial institution which deals with the money. There are many factors that influence banking industry. Banking is a service industry. So service is the core component of that industry. As there are increasing demands of service, Banks are offering different products and ideas. In the competitive environment of the Banking sector, all banking organizations try to provide better service for their client. So knowledge of banking procedure is very for the people who are related with the Bank.
The dimension of the world has been changing swiftly due to globalization, deregulation, and technological innovation. Bangladeshi Banks also have to keep motion with the change in global business. Now a day, Banks have competed with both local and foreign banking institution in the market place.
So, I have needed proper application of my gathered knowledge to get some benefit from my theoretical knowledge and make it more tactful. I have obtained this theoretical knowledge from a course of study at only half way of the subject matter. Report paper implies that full application of method and procedure is acquired through the report paper.
Basically I tired heard to find out the proper picture of EXIM banks’ service delivery through analyzing the survey.  I also interviewed some personal of EXIM bank to know the hidden information about service delivery.






1.2 Motivation of the study
This is an internship report which is required to complete Bachelor of Business Administration (BBA) Course. It requires a three months attachment with an organization followed by a report assigned by the supervisor in the organization and endorsed by the faculty advisor. I get the opportunity to do my internship in Exim Bank, Feni Branch. 
Under the proper guidance of onsite supervisor Md Rafiqul Islam, Branch Manager of Exim Bank Limited, Feni Branch. I have conducted my study on “Employee Roles in Service Delivery: A study on EXIM Bank Ltd. Feni Branch”. My faculty supervisor Dr. Kawsar Ahamed, Associate Professor, United International Varsity also approved the topic and authorized me to prepare this report as part of the fulfillment of internship requirement and gave me proper guidance and assistance over time.


1.3 Objective of the study
The assigned study is providing me valuable information of practical knowledge followed by the theoretical knowledge about the employee roles of banking operation in service delivery. The objectives are:
· To examine the level of Responsiveness.
· To examine the level of Reliability.
· To examine the level of Assurance.
· To examine the level of Tangible.
· To examine the level of  Empathy
· To enlarge practical experience in many functions of the bank.
· Know how to perform Bank operation.
· Familiar with how bank perform its service delivery.
· To represent my observation along with the suggestion 
· To know how to handle a specific job.

1.4 Scope of the study
During this three months internship program in EXIM bank limited, FENI brunch, almost all the desk has been observed. For preparing the report I needed the get information from EXIM bank ltd. Head office. I had to work in general banking, investments, as a routine work. This report has been prepared through discussion with banks employees and with the clients. Annual report provided the bank mainly helps to prepare the report. At the Time of preparing the report, I had a great opportunity to have an in depth knowledge of all the bank activities theoretically by the EXIM Bank ltd.

1.5 Significance of the study
Economic history shows that development has started everywhere with the financial system and its contribution towards financial development of a country is highest in the initial stage. From practical knowledge, I will be able to know real life situation and start a start a career with some practical experience. Exim Bank Limited is one of private commercial bank in Bangladesh.  It is mainly to provide modern banking facilities to mass people.
This report “Employee Roles in Service Delivery: A study on EXIM Bank Ltd. Feni Branch” has been prepared to fulfill the partial requirement of BBA program a mean of internship. While preparing this report, I had a great opportunity to have in depth knowledge of all the activities of Exim Bank Limited, Feni Branch.
In such steps of affairs the present aiming at analyzing the experience orientation related to an appraisal or of EXIM Bank Bangladesh ltd., Feni Branch.









CHAPTER TWO
Organizational Overview and Literature Review










2.1 Historical Background of EXIM BANK
EXIM Bank Limited was started under the rules & regulations of Bangladesh bank & the Bank companies‟ Act 1991, on the 3rd August 1999 with the leadership of Late Mr. Shahjahan Kabir, founder chairman who had a long dream of floating a commercial bank which would contribute to the social-economic development of our country. He had a long experience as a good banker. A group of highly qualified and successful entrepreneurs joined their hands with the founder chairman to materialize his dream. Indeed, all of them proved themselves in their respective business as most successful star with their endeavor, intelligence, hardworking and talent entrepreneurship. Among them, Mr. Md. Nazrul Islam Mazumder became the honorable chairman after the demise of the honorable founder chairman.  
 EXIM Bank Bangladesh limited was known as BEXIM Ban of its very beginning, which stands for Bangladesh Export Import Bank Limited. But for some legal constraints the bank renamed as EXIM Bank, which means Export Import Bank Of Bangladesh Limited.  
 The bank starts its functioning from 3rd August 1999 with Mr. Alamgir Kabir, FCA as the advisor and Mr. Mohammad Lakiotullah as the Managing Director. Both of them have long experience in the financial sector of our country. By their pragmatic decision and management directives in the operational activities, this bank has earned a secured and distinctive position in the banking industry in terms of performance, growth, and excellent management. 

2.2 Nature of Business
· EXIM Bank’s principles activities are providing all kinds of commercial Banking Services to its customers. 
· EXIM Bank also provides all kind of Islamic Banking services to its customers.


2.3 EXIM Bank Limited at a Glance
Table: 1.1
	· Legal Status                                                                                    Public Limited Company


	· Establish                                                                                        1999

	· Incorporated                                                                                  2nd June, 1999

	· Activity Stars                                                                                3rd August,1999                  

	· Islamic Banking                                                                            1st July,2004

	· Listing with Dhaka Stock Exchange                                             September, 2006

	· Listing with Chittagong Stock Exchange                                     September, 2006

	· Inauguration of First Branch                                                         3rd August, 1999

	· Authorized Capital                                                                        TK 1000 Million

	· Profit                                                                                             TK 4967563969 million

	· Total Asset                                                                                   TK 41793540.962 million

	· Shares                                                                                          TK 2233254288 million

	· Paid up Capital                                                                            TK 878.85 million

	· Reserve Fund                                                                              TK 569.98 million     

	· Number of Employees                                                                1630 personnel

	· No. of Branches                                                                          106

	· Proposed Branches                                                                     13 


2.4 Hierarchy Structure of EXIM Bank Limited
Table: 1.2





2.5 Corporate Vision
The substance of our imaginativeness is "Together Towards Tomorrow." Export Import Bank of Bangladesh Limited relies on in togetherness with its customers, in its march on the road to growth and progression with service. It believes in togetherness with its customers, in its march on the road to growth and progress with services. To achieve the desired goal, it has intention to pursuit of excellence at all stages with a climate of continuous improvement. Because it believes, the line of excellence is never ending. It also believes that its strategic plan and business networking will strengthen its competitive edge over in rapidly changing competitive environment. It’s also personalized quality services to the customers with the trend of constant improvement might be cornerstone to achieve its operational success.

2.6 Corporate Mission
 EXIM Bank has its following corporate mission which set to ensure smooth operation and achieve its organizational goals-
· To be proved them as a caring and customer friendly.
· To provide better customer service.
· To ensure ethics and transparency.
· Bring the most recent technology to ensure efficient banking environment for its customer.
· To ensure the organizational growth and establish full value to the honorable stakeholders.
· Add effective contribution to the national economy



2.7 Corporate culture
In every organization culture is a very important part. It helps to bind organizational member together. The culture of the EXIM Bank has been showed as a source of competitive advantage of this bank. And it also showed the relationship between bank and the employees in turn between our employee and our customer. Our culture and values also encourage customer and employee to join and stay with us.
   
2.8 Banking with Shariah Principles
EXIM Bank is the first bank in Bangladesh that has converted all of its operations of conventional banking into shariah-based banking since July, 2004. Export Import Bank offer offers various services for Muslims and Non-muslims alike allowing our customer choice and flexibility in their savings and investments. The products are approved by Shariah Board comprising of veteran Muslim scholars of our country who are expert in all matters f Islamic Finance.

2.9 Products of EXIM Bank
Export Import Bank Limited offers its customers’ general banking facilities which ensure the safety of their money along with fair and smart return of their money. EXIM Bank collects their deposits from the customer by following ways:
Table 1.3
	Investment/Finance
	1. Corporate Finance
2. Industrial Finance
3. Project Finance 
4. Syndicate Investment 
5. Mode of Investment  
6. BaiMurabaha
7. BaiMuazzal
8. IzaraBilBaia
9. WaziratBilWakala
10. Quard
11. Local Documentary Bill Purchased  
12. Foreign Documentary Bill Purchased

	Foreign Exchange
	1. Non Resident Foreign Currency Deposit Account

2. Foreign Currency Deposit Account

	Deposit
	1.Al-Wadia Current Deposit
2. Mudaraba Savings Deposit 
3. Mudaraba Short Term Deposit 
4. Mudaraba Term Deposit  
· One Month
· Three Months
· Six Months
· Twelve Months
· Twenty Four Months
· Thirty Six Months

5. Foreign Currency Deposit  
6. Mudaraba Savings Scheme  
7. Monthly Savings Scheme(Money Grower) 

· Monthly Income Scheme(Steady Money)
· More than Double the deposit in 6 years (Super Savings)
· More than triple the Deposit in 10 years (Multiplus Savings)
8. Mudaraba Hajj Deposit.



2.10 Branch Network
Branch Information: EXIM Bank has 119 branches in Bangladesh.
Table: 1.4
	1. Agrabad Branch
2. Ashuganj Branch
3. Ashulia Branch
4. Bagmara Branch
5. Bahaddarhat Branch
6. Balirtek Bazar Branch
7. Banani Branch
8. Barisal Branch
9. Bashundhara Road Branch
10. Bashurhat Branch
11. Beanibazar Branch
12. Bhola Branch
13. Biswanath Branch
14. Board Bazar Branch
15. Bogra Branch
16. Cda Avenue Branch
17. Cepz Branch
18. Chapainawabgonj Branch
19. CharbataKhasherhat Branch
20. Chhagalnaiya Branch
21. Chowmuhuni Branch
22. Comilla Branch
23. Cox's Bazar Branch
24. Dania Branch
25. Dattapara Branch
26. Dhanmondi Branch
27. Dhopadighirpar Branch
28. Dinajpur Branch
29. Dohazari Branch
30. DollaiNawabpur Branch
31. Elephant Road Branch
32. Faridpur Branch
33. Fenchugonj Branch
34. Feni Branch
35. Garib-E-Newaz Branch
36. GazipurChowrasta Branch
37. Golapgonj Branch
38. Goalabazar Branch
39. Golapgonj Branch
40. Gouripur Branch
41. Gulshan Branch
42. Halishahar Branch
43. Head Office Corporate Branch
44. Hemayetpur Branch
45. Imamgonj Branch
46. Islampur Branch
47. Jagannathpur Branch
48. Jessore Branch
49. Jhalakathi Branch
50. Joypara Branch
51. Jubilee Road Branch
52. Karwan Bazar Branch
53. KaziNazrul Islam Avenue Branch
54. Keranigonj Branch
55. Khatungonj Branch
56. Khulna Branch
57. Khulshi Branch
58. Kishoregonj Branch
59. Kushtia Branch
60. Laksham Branch
61. Lalpur Branch
62. Madhabdi Branch
63. Magura Branch
64. Malibagh Branch
65. Manikgonj Branch
66. MawnaChowrasta Branch
67. Mirpur Branch
68. Mithamoin Branch
69. Morjal Branch
70. Motijheel Branch
71. Mouchak Branch
72. Moulvibazar Branch
73. Mudafforgonj Branch
74. Mukterpur Branch
75. Mymensingh Branch
76. Nabiganj Branch
77. Najirhat Branch
78. Naogaon Branch
79. Narayanganj Branch
80. Narayanpur Branch
81. Naria Branch
82. Nawabpur Branch
83. Nayarhat Branch

	84. Panthapath Branch
85. Rajapur Branch
86. Rajshahi Branch
87. Rajuk Avenue Branch
88. Rangpur Branch
89. RaozanPahartali Branch
90. Rayer Bazar Branch
91. Ring Road Branch
92. Sandwip Branch
93. Sariakandi Branch
94. Satarkul Branch
95. Satmasjid Road Branch
96. Savar Bazar Branch
97. Seed Store Bazar Branch
98. Shantinagar Branch
99. Shimrail Branch
100. Sirajganj Branch
101. Sitakunda Branch
102. Sk. Mujib Road Branch
103. Sonaimuri Branch
104. Sonargaon Branch
105. Sylhet Branch
106. Takerhat Branch
107. Tangail Branch
108. Thakur Bazar Branch
109. Tungipara Branch
110. Uttara Branch
111. Uttara Ladies Branch
112. Netrokona Branch
113. New Eskaton Branch
114. Pabna Branch
115. Pahartali Branch
116. Pakundia Branch
117. Paltan Branch
118. Panchabati Branch
119. Panchlaish Branch







2.11 Branch Information: EXIM Bank has two service centers in Bangladesh.

1. List of service center in Dhaka Division
Table: 1.5

	SL
	Center Information

	01.
	Board Bazar SME service center,
Board Bazar, Gazipur.




2. List of service center in Chittagong  Division
Table: 1.6
	SL
	Center Information

	01
	Shitakundo SME Service Center,
KDS Logistic Bhaban,Sonaichori,Shitakundo,
Chittagong.


2.12 Corporate Social Responsibility of EXIM Bank
For the conducting the Corporate Social Responsibility EXIM Bank put aside at list 2% of their annual profit. The Corporate Social Responsibility activities are discussing below:

Health care Service:
A 5 storied building having 10,000 sft floor space at 840 Kazi Para, Rokeya Sarani,Mirpur, Dhaka-1216 has been hired to set up EXIM Bank Hospital. The principal of the hospital is going on in full swing.  The doctors of the hospital are working as a residential. The doctor’s nurse and other stuff are recruiting through recruitment notice which is publishing in newspaper.

Scholarship Program for the poor and brilliant student: 
EXIM Bank scholarship package for the brilliant poor student and helps the student throughout their student life. This program launched in 2006 with 61 poor brilliant students those are selected from different reputed educational institution in the Dhaka city. In 31 December 2008 enrolled 1000 students around 150 reputed educational institutions across the country. They are enrolled in this program to be taken care of their whole education life, but there asr some criteria to get the scholarship. Those are including satisfactory academic result, financial insolvency, and those students who are not involve in in politics. So far Tk. 19.3 million has been disbursed as scholarship under this program.  

Education promotion scheme:
EXIM Bank also provide education promotion scheme as a part of the corporate social responsibility. Bank invest without profit is provided for the brilliant poor student to help them bear the monthly educational expenditure like academic expenses, food accommodation etc. and this scheme is distribute by installment  till their completing their master degree. By 31 December 2008, Tk. 19.7 million was sanctioned to take care of around 138 poor and meritorious students from a number of reputed educational institutions.

Helping people affected by natural calamities:
EXIM Bank also helps those people who are survive affected by natural calamities as a part of the corporate social responsibility.  Bank provides relief in cash and for food, fire or cyclone and cold-stricken people. The vision of the corporate social responsibility activities is to help the target group overcome their provisional handicap and contribute to the socio economic growth as soon as possible.

Helping people in slum areas:
Besides natural calamities, fire breaks out sometimes in slum areas that guts the shanties and renders the affected people totally helpless. In that situation, we help the victims fight against the hard days and return to normal life.

Donation to educational institutions to setup computer lab:
We have donated to Dhaka University and Chittagong University to set up two computer labs that help the students of those universities acquire ICT knowledge. This will certainly help the students to be ready to take the challenges of this information society.

Beautification of Dhaka City:
In response to the call of the Dhaka City Corporation, EXIM Bank has been sharing a good portion of the mammoth task of beautifying the capital since 2005. To make the capital a modern city enriched with adequate urban amenities, EXIM Bank always joins hands with the government. 
2.13 7 Ps’ of EXIM Bank
EXIM Bank is service oriented organization. For any organization that provides service – it is service oriented that all the Ps’ (4 Ps’ of Traditional marketing Mix and 3 Ps’ of Extend Service Mix) are implemented properly. Here I have discussed all the 7 Ps’ of EXIM Bank:
1. Product.
2. Price.
3. Place.
4. Promotion.
5. People.
6. Physical Existence.
7. Process.

Product: product is the core of all marketing activities. If there is no product than there will be no marketing activities. There are two types of organization according their product. Some organization’s core products are good. On the other hand some organization core product is service. There is few pure service or pure goods.
Now when we define product than we go through some criteria:
1. What are physical goods features?
2. What is the quality level?
3. What extra benefits are provided with the products?
4. How is the packaging?
5. Do they offer any warranty benefits?
6. What are the products lines?
7. What is the brand name of the product?

A service oriented firm may not be judged through all the above criteria but they will definitely cover some criteria from the above. The EXIM Bank provides transportation service. So the core objective of the EXIM Bank is to ensure its customer their desired level of service. But beside customer it needs to provide some other facilities to its customers. First of all, that should take care about money of their customer according to their expectation, branch must be available. There should be enough ventilation system in the branch, especially in the main branch. EXIM Bank authority must ensure the customer proper security of money. Account should cheque in a continual period. If all these factors can be fulfilled gap between customer expectations Can be reduced.

Price:
Price is a very important factor for serving any product and it is very much important for the market like Bangladesh as Bangladeshi people are very much price sensitive. Before discussion of price we need to define what is price.
Price is nothing but amount for money which a unit of goods or services is exchanged. Price is equivalent to market value and may or may not measure the intrinsic value of the goods or services to the buyer or seller.
Exim Bank always believes in low price, as it is a government regulated service provider. They are providing high quality service against low price. It’s true that price is related with customer cost. From that point of view Exim Bank pricing strategy is acceptable. But they also should consider the alternative available in the market.

Place:
EXIM Bank has 28 branches all over the country. Only the divisional are situated in goods location. So they should expand their branches in different also.

Promotion:
EXIM Bank doesn’t have sufficient promotional activities. So people are switching from Exim Bank to another bank for better services. So to retain customers, the authority should take some promotional activities. As at the moment EXIM Bank does have some promotional activities to attract customer, they can undertake the following promotional activities.
1. They can change the interior environment so that the customer feels good to the service.
2. They can arrange some sorts of events for their customer likes of game, some sort of musical festival etc.
3. They can offer free service charge with every valuable customer.
4. They can introduce new system of money transaction that will be very convenient of the passengers.


People:
People are the most important of any organization whether it is the employees or the clients or customers. Behind every organizations success these are the people who play the most significant role, especially if it is an organization that provides service and Exim Bank is an organization that provides banking service. But before we start our discussion about Exim Bank employees and their valuable customer that is passengers, we need to know what we understand by “people” in service marketing.
All human actors who play a part in service delivery and thus influence the buyer’s perceptions: namely, the firm’s personnel, customer and other customers in the service environment.(Page-24, Service Marketing: 2004).
In every situation in service marketing there are always two types of people are involved-employees and customers and both are influenced by each other’s action.
Every people are participating in the delivery of a service which providing customer regarding the nature of the service. Every stimulus like how people are dressed, peoples personal appearance and also peoples’ attitude and behaviors all are influence by the customer’s perceptions of the service. Service delivery and service quality are influenced by customer in many situations.
Customer not only influences their own service outcomes, but they can also influence other customer as well (page-25, Service marketing:2004).
EXIM Bank covers 118 branches over the country with employee about 1909 (2012)  regular employees.

Physical Evidence:
The environment in which the service is delivery and where the firm and customer interact and any tangible components that facilitate performance or communication of the service is called physical evidence. (Page-25, Service Marketing: 2004)
As EXIM Bank in a service-oriented company, they must ensure their customer a good and pleasant service. The branch should be clean and well equipped that enhance the service quality. The branch should be informative so that the customer can find their information easily. There should be enough space in the branch. The internal environment of the branch should be neat and clean. That is, everything should be in proper condition. The ATM booth should be checked and repair regularly to avoid unwanted accident.
Process:
Process is nothing but a series of action changes, or function bringing about a result.
We can define process from both customer and producer point of view. From customer point of view, process is the way that a customer can obtain a service and from producer point of view, the flow of activities to provide a good or service to the customer.
EXIM Bank follows an organization process in case of providing service to the customer. The following diagram is able to describe the process.

2.14  Literature Review

2.14.1 What does service delivery mean?
Service Delivery Definition:
What is Service Delivery?
There are eight words in the service D-E-L-I-V-E-R-Y. Each word has a different meaning which helps to discover the service delivery meaning more accurately.
1. D is for Dedicated: When the customers need help, a dedicated customer representative must take into action to solve the problem. Representative should make feel to customer that their priority is first.

2. E is for Empowered: Customer service representative is empowered what he or she needs to be able to provide outstanding customer service. Training, the provision of tools, and the recognition of individual potential are begun with empowerment. 

3. L is for Linked: Customer care team must be work together and share the important information with each other. Without linking, the great customer service cannot be achieved. Employees must work together for the mutual benefit of the organization.

4. I is for Informed: In the past, Management neglected the service department. But now days, most of the companies have realized the importance of customer service of these front line staff and treating them with loyalty. Customer service representative not only work to established customer but also find out new and potential customer as well.


5. V is for Valued: Customer service representatives must value their work and their customer. Representatives must show that they are valued the customer. Company may be valued by their customer through rewards which might be included gift certificate and small gifts on occasions.


6. E is for Experienced: Experienced customer service representatives learn how to treat with their customers to be knowledgeable but not overly technical. Customer service representatives’ shows their confidence not arrogance, friendliness not familiarity, and attentiveness not intrusiveness. An experienced Customer service representatives’ have the right balance to strike automatically and shift to new balance quickly.

7. R is for Representative:  Customer service representatives’ should act for the best interest of the company.  A strong and positive image of the company should be presented by the representative and customer should feel happy about doing business with them.

8. Y is for Your Responsibility: Customer service representatives’ must accept their role and responsibility that have been assigned to them.
All employees are responsible for delivering good customer service delivery not only the customer service representative.





2.14.2 Why employee role is important? 
The Importance of Job Description:
Job description is a detailed description about a particular job and briefly description about what is expected from the employees and how their job will be evaluated. Job description is both important for the employees and the employers. It is a thought process which determine that how critical the job is and identification of the characteristics that need to be available for a new employee in a particular role. 
A job description describes the necessary role, skill, education and training to be needed in a potential employee. It will spill out the duties and the responsibility of the job. Good job description is a part of the good management.

Component of a Job Description:
A good job description should include the following criteria
· A summary statement
· Functions of the position
· Requirement of the position
· Reporting and the organizational structure
· Evaluation criteria
· Benefits and compensations
· Physical location and surrounding

2.14.3 What factors impact on employee role?
"Motivation will almost always beat mere talent." 
Motivation is very important for driving all of our actions. Personnel expect that if they perform very efficiently to reach the goal, they will be rewarded by the organization. Without positive motivation, an individual cannot perform efficiently. If employees will phrase their work and reward for their work, it will be very positive stimuli that drive the employees become more serious about their job. Simply motivation is followed by the positive reinforcement of the employees and shows the better result to achieve the organizational goal. 
There are some factors that drive the employees mostly in the way to increasing their performance. Mainly, there are 9 important factors that contribute to employee motivation.
1. Salary: Money is the important thing to satisfy a persons’ personal need. So, timely salary is very important component to motivate the employee because irregular salary raises the employee’s frustration which is very harmful for the organization.

2. Non-Monetary Incentives: Non-monetary incentives includes
· Acknowledge extraordinary performance
· Recognize achievement
· Create positive work environment
· increase morale
· Flexible working arrangement
· Motivate high performance

3. Relationship with Colleagues: A good relation and interaction with colleagues can be significantly impact on employees’ mood which in turn will increase motivation.

4. Relationship with Leadership: Line manager has responsibility to understand the hierarchy of the employees need. Manager should openly talk with the employees about their needs, thoughts and feelings which motivate their team members.

5. Learning and Development Opportunities: Each and every employee should have the development opportunities because self-actualization is a natural by products of high performance. 

6. Company’s Culture: Organization culture defines what the ultimate goal of the company is and what is the role that should be performed by the employee. Employees who are conscious about the company’s culture, they may have better understanding about the organizational goals.

7. Processes within the Company: The Company which has a efficient processes may be stimulate their workers and learning them to work efficiently and effectively. Employee with the well processed organization know that how to reduce the amount of potential blockers.

8. Personal Life: Research shows that employee who faces problems in their personal lives affect their work performance. Personal life’s problems may be affected their concentration, poor attention and absenteeism. So, organization must have some policies or guidelines that specify how to support them during their difficulties.

9. Performing Meaningful Work: Employer should be assigned job to their employee what are related with their job position. Company should create a culture of ethics, norms, morals, CSR strategy which guide and encourage their employees.

10. Final Thoughts: Motivation changes over time because motivation is dynamic. Line manager has the responsibility to identify and cope up with these changes. To build a strong, engaged and high performing team, management should know about the needs and wants that related with the employees.


2.15 Study Variables
2.15.1 What dose Service Quality Dimension mean?
There are five dimensions of service quality including tangibility, reliability, responsiveness, assurance and empathy.
1. Tangibility: Customer derives their perception by comparing the tangible associated with the quality of services provided. Tangibility is the appearance of the physical facilities, equipment, personnel and communication material.

2. Reliability: Company’s should have the ability to perform their promised service accurately and dependably. Reliability means that company should perform on its promise like promised delivery, problem resolution, service provision, and pricing. Customer always like to do business with the company who keep their promises and aware of customer expectation of reliability. 

3. Responsiveness: Responsiveness emphasizes attentiveness and promptness in dealing with customer’s problems, questions, complaints and requests. Responsiveness is dealing the company’s problem solving ability. Responsiveness also shows the flexibility and ability of the company to customize the services according to the needs of the customer.

4. Assurance: Assurance means to inspire trust and confidence. Assurance is defined as employees' knowledge of courtesy and the ability of the firm and its employees to inspire trust and confidence. This dimension is likely to be particularly important for the services that the customers perceives as involving high rising and/or about which they feel uncertain about the ability to evaluate. Trust and confidence may be embodied in the person who links the customer to the company, for example, the marketing department.

5. Empathy: It means to provide caring individualized attention that the firm’s provide its customer. In some countries, it is essential to provide individual attention to show to the customer that the company does best to satisfy his needs. Empathy is an additional plus that the trust and confidence of the customers and at the same time increase the loyalty. In this competitive world, the customer's requirements are rising day after day and it is the companies' duties to their maximum to meet the demands of customers, else customers who do not receive individual attention will search elsewhere. 



CHAPTER THREE
Study Methods, Findings, Analysis and Discussions









3.1 Introduction
The word “satisfied” itself had a number of different meanings for respondents, which can be split into the broad themes of contentment/happiness, relief, achieving aims, achieving aims and happy with outcome and the fact that they did not encounter any hassle: Many activities are there in this Bank whereas it provides many services in daily to the customer General Banking is the starting point of all banking operation. Every day it receives deposit from the customer and collects cash by the check. So this section plays a very important role in attracting customer and therefore should be handled with extra care. There are many clients in the EXIM Bank. They are getting services from this section so if general banking performance is good then customer easily can have better service and become satisfied. So to hold the customer they have to provide the good services. Other sections are like Loan and advance. Many customers can take loan from this department. And also the departments have many procedures for taking loan.

The main cause of select the topic understands the different banking activities with the special customer satisfaction level. From this report I have tried to find out the employee role in service delivery for customer satisfaction level that means how mush satisfied the customer of this bank. Finally come to findings and to provide some valuable recommendations for help out of the bank.

3.2 Population and Sample for the Present Study
To do the research on identifying the employee roles in service delivery I thought of conducting a survey that was the EXIM Bank Bangladesh Limited, Feni branch. That would have various sets of questions.   
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One questionnaire is prepared in the process of conducting the research. Surveying is completed with 40 customers and there are twenty five (25) questions under the five service dimensions. In the 40 customers there is 35 male and 5 female customers.  


[image: ]
In the 40 customers there is 14 customers are undergraduate or less which is 35% of the total survey and 16 customers are postgraduate which is40% of total survey and 10 customers are doctorate or professional which is 25% of total survey. 
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In the 40 customers there is none of the person who is less than 20 years, and 5 customers are 21 to 30 years which is 13% of the total survey and 15 customers are 31 to 40 years which is 38% of total survey, and 20 customers are 40 years or older which is 50% of the total survey.

3.3 Measurement
To conduct the survey employee roles in service delivery at EXIM Bank Bangladesh Limited, Feni branch I prepared a questioner by five service dimensions. There were twenty five questions, which is discussing below:

3.3.1 Behaviors Demonstration Reliability:
To measure the Behaviors demonstrating Reliability in the EXIM bank ltd, I have used 5 items on five point Liker-scales. List of the items is given below.
Table 3.1
Measurement for Service Reliability
	1. In EXIM Bank all employees treats their customer in a consistent way.
2. In EXIM Bank all employees perform the service function in an accurate manner.
3. In EXIM Bank all employees respond to the customer needs in a timely manner
4. In EXIM Bank customer is waiting longer than necessary for a service.
5. In EXIM Bank all employees fail to seek or encourage feedback from customer.



3.3.2 Behaviors Demonstration Responsiveness:
To measure the Behaviors demonstrating Responsiveness in the EXIM bank ltd, I have used 5 items on five point Liker-scales. List of the items is given below.
Table 3.2
Measurement for Service Responsiveness 
	1. In EXIM Bank all employees refer to customer by their name.
2. In EXIM Bank all employees respond to customer phone in a helpful tone of voice.
3. In EXIM Bank all employee meet the special needs to handicapped customers.
4. In EXIM Bank all employee provide every possible effort to resolve customer complaints.
5. In EXIM Bank all employee reply to customer complaint in a rude & bad way.
6. In EXIM Bank all employee make customer feeling neglected in rush of activities.



3.3.3 Behaviors Demonstration Assurance:
To measure the Behaviors demonstrating Responsiveness in the EXIM bank ltd, I have used 5 items on five point Liker-scales. List of the items is given below.
Table 3.2
Measurement for Service Responsiveness 
	1. In EXIM Bank all employees exhibit proper etiquette when dealing with their customer.
2. In EXIM Bank all employees able to establish harmonious relationships with customers.
3. In EXIM Bank all employee exhibit a thorough knowledge of all service.
4. In EXIM Bank all employee fails to keep records of transection.



3.3.4 Behaviors Demonstrating Empathy:
To measure the Behaviors demonstrating Empathy in the EXIM bank ltd, I have used 5 items on five point Liker-scales. List of the items is given below.
Table 3.4
Measurement for Service Empathy
	1. EXIM Bank all employees greet customer with a friendly welcomes & big smile.
2. In EXIM Bank all employees talks politely with their customer.
3. In EXIM Bank all employees make a good eye contract with customers.
4. In EXIM Bank all employees listen to customer with empathy & responds in a good manner.
5. In EXIM Bank all employees allows the customer to feel special as customer in the Bank.
6. In EXIM Bank all employees are able to deal with different nationalities.
7. In EXIM Bank all employees avoid chatting or reading at his workstation.




3.3.5 Behaviors Demonstrating Tangibles:
To measure the Behaviors demonstrating Tangibles in the EXIM bank ltd, I have used 5 items on five point Liker-scales. List of the items is given below.
Table 3.4
Measurement for Service Tangibles 
	E1. In EXIM Bank all employees allow service procedures to run quickly.
E2. In EXIM Bank all employees avoid chewing gum & smoking.
E3. In EXIM Bank all employees Keeps hands, face, body clean and tidy.



3.4 Data Collection procedures
During the three months internship my supervisor give me the topic which is my course related. After that my supervisor supervised me to do a survey on the EXIM Bank Bangladesh Limited, Feni branch. So because of that I conducted that survey. The survey was done through one to one interview that was face to face interview and the all question to the respondents asking them to fill up. 

3.5 Data Analysis
After getting all the responses I input those into the excel sheet. In my survey there was five service quality dimension and twenty five questions, and I am doing average ever single question’s result, than according to the dimension I am doing average again.  After getting the result I expressed my opinion through various graphs and pie charts and analyzed the results based on five service quality dimensions

3.6 Findings & Discussion
The research is completed to enhance depth knowledge about the service industry. It is obvious that service industry must be focused on the assurance of the service quality. Service quality mainly tends to focus on the customers’ needs, wants and requirement. On the other hand, service quality is identified that how well the delivered service meet their expectations. Firstly, a company must identify what is that constitutes quality to serve its customer in order to ensure and maintain service quality. It is one of the major challenges for the banking sector to ensure and deliver the quality service. It is very important to maintain the quality service in the competitive banking sector. I have been survey “Employee roles in service delivery” on 40 customers in EXIM Bank Ltd. Feni Branch and my study is found out that EXIM Bank has very conscious about their service quality and they never compromise with the service quality. Their customer needs and expectation to them always their first priority. If there are any problem identified which drives customer dissatisfaction, EXIM Bank tries to resolve it as early as possible.

3.6.1 Behaviors Demonstration Reliability: 
	Questions
	Average

	1. In EXIM Bank all employees treats their customer in a consistent way.
	4.3

	2. In EXIM Bank all employees perform the service function in an accurate manner.
	4.5

	3. In EXIM Bank all employees respond to the customer needs in a timely manner
	4.5

	4. In EXIM Bank customer is waiting longer than necessary for a service.
	3.9

	5. In EXIM Bank all employees fail to seek or encourage feedback from customer.
	3.9

	Total Average
	4.2



Reliability is defined as the ability to perform the promised service dependably & accurately. In its broadest sense, reliability means that the company delivers on – Its promises about delivery, – Service provision, problems resolution. Customers want to do business with companies that keep their promises, particularly their promises about the core service attributes. As a part of my project I have been finished a survey on the Employee role in service delivery in EXIM Bank ltd. There were 5 questions, and the average value of 4.2 indicates that employees are reliable to service provision, problem resolution, and accurate manner but not too much or not excellent. In EXIM Bank Ltd all employee also encourage to their customer feedback. In this Behaviors Demonstration Empathy EXIM Bank Feni Branch all employee got 4.2 out of 5 point liker scales, so they have to improve in this behaviors demonstration

3.6.2 Behaviors Demonstration Responsiveness: 
	Questions
	Average

	1. In EXIM Bank all employees refer to customer by their name.
	3.6

	2. In EXIM Bank all employees respond to customer phone in a helpful tone of voice.
	34

	3. In EXIM Bank all employee meet the special needs to handicapped customers.
	4.0

	4. In EXIM Bank all employee provide every possible effort to resolve customer complaints.
	4.2

	5. In EXIM Bank all employee reply to customer complaint in a rude & bad way.
	4.3

	6. In EXIM Bank all employee make customer feeling neglected in rush of activities.
	4.2

	Total Average
	3.9



 Responsiveness is the willingness to help customers and provide prompt service. This dimension emphasizes attentiveness and promptness in dealing with customer's requests, questions, complaints and problems. Responsiveness is communicated to customers by length of time they have to wait for assistance, answers to questions or attention to problems. Responsiveness also captures the notion of flexibility and ability to customize the service to customer needs. In my survey there were 6 questions in responsiveness and the average value of 3.9 includes that to some extend employees’ in EXIM Bank Ltd. are neutral. Because there are lot of customer and the employee are not able to refer by their name. But all employees are in well manner with their customer. In this Behaviors Demonstration Empathy EXIM Bank Feni Branch all employee got 3.9 out of 5 point liker scales, so they have to improve in this behaviors demonstration and emphasis also.

3.6.3 Behaviors Demonstration Assurance: 
	Question
	Average

	1. In EXIM Bank all employees exhibit proper etiquette when dealing with their customer.
	4.5

	2. In EXIM Bank all employees able to establish harmonious relationships with customers.
	3.8

	3. In EXIM Bank all employee exhibit a thorough knowledge of all service.
	3.3

	4. In EXIM Bank all employee fails to keep records of transection.
	4.9

	Total Average
	4.1



 Assurance means to inspire trust and confidence. Assurance is defined as employees' knowledge of courtesy and the ability of the firm and its employees to inspire trust and confidence. This dimension is likely to be particularly important for the services that the customers perceives as involving high rising and/or about which they feel uncertain about the ability to evaluate. Trust and confidence may be embodied in the person who links the customer to the company. In my survey there were 4 questions in responsiveness and the average value 4.1 include that employees’ in EXIM Bank Ltd. are assure their task at this point. Because all employee know the all task in a bank. On the other hand at the time of dealing they show proper etiquette with their customer. In the EXIM Bank Ltd. All employees are able to keep their records of transection. In this Behaviors Demonstration Assurance EXIM Bank Feni Branch all employee got 4.1 out of 5 point liker scales, so they have to improve in this behaviors demonstration.


3.6.4 Behaviors Demonstration Empathy:
	Question
	Average

	1. EXIM Bank all employees greet customer with a friendly welcomes & big smile.
	4.3

	2. In EXIM Bank all employees talks politely with their customer.
	4.5

	3. In EXIM Bank all employees make a good eye contract with customers.
	3.6

	4. In EXIM Bank all employees listen to customer with empathy & responds in a good manner.
	4.2

	5. In EXIM Bank all employees allows the customer to feel special as customer in the Bank.
	4.2

	6. In EXIM Bank all employees are able to deal with different nationalities.
	3.9

	7. In EXIM Bank all employees avoid chatting or reading at his workstation.
	4.3

	Total Average 
	4.1



Empathy means to provide caring individualized attention the firm provides its customers. In some countries, it is essential to provide individual attention to show to the customer that the company does best to satisfy his needs. Empathy is an additional plus that the trust and confidence of the customers and at the same time increase the loyalty. In this competitive world, the customer's requirements are rising day after day and it is the companies' duties to their maximum to meet the demands of customers, else customers who do not receive individual attention will search elsewhere. In my survey there were 7questions in empathy and the average value 4.1 include EXIM Bank Ltd. All employees fulfill their customer demand. Because all employee talk with their customer politely with big smile, they also listen their customer with empathy and responds in a good manner. In this Behaviors Demonstration Empathy EXIM Bank Feni Branch all employee got 4.1 out of 5 point liker scales, so they have to improve in this behaviors demonstration.
3.6.5 Behaviors Demonstration Tangibles: 
	Question
	Average

	1. In EXIM Bank all employees allow service procedures to run quickly.
	4.1

	2. In EXIM Bank all employees avoid chewing gum & smoking.
	5.0

	3. In EXIM Bank all employees Keeps hands, face, body clean and tidy.
	4.2

	Total Average 
	4.4



Tangibles Representing the Service Physically, Tangibles are defined as the appearance of physical facilities, equipment, personal & written communication materials. All of these provide physical representation or image of the service that customers, particularly new customers, will use to evaluate quality. Service industries that emphasize tangibles in their strategic include hospitality services where the customer visits the establishment to receive the service. In my survey there were 3 questions in responsiveness and the average value 4.4 include that all employees of EXIM Bank serve their customer quickly and they keeps hands, face, body clean and tide. In this Behaviors Demonstration Empathy EXIM Bank Feni Branch all employee got 4.4 out of 5 point liker scales, so they have to improve in this behaviors demonstration.



3.7 Comparative Analysis:
[image: ]

In that survey there are five dimensions of service quality including, reliability, responsiveness, assurance, empathy and tangibility. Delivery the quality service is the main challenges in the banking sector. EXIM Bank Feni Branch delivery the service to their customer in a consistent way.
 In the point of Reliability EXIM Bank Feni Branch’s employee got 4.2 out of 5 point liker scales. That means all employees are reliable to the customer because employees treat their customer in a consistent way and perform the service function in an accurate manner. Employees of the EXIM Bank Feni Branch also respond to the customer needs in a timely manner. And employees are encouraging feedback from customer. Customer is waiting longer than necessary for a service. Based on that matter EXIM Bank Bangladesh Ltd. Feni Branch’s employees are reliable. But the Reliability Behaviors Demonstration is better than the other Behaviors Demonstration accepting Behaviors Demonstration Tangibles because this behavior demonstration got 4.4 point.
In the point of responsiveness EXIM Bank Feni Branch’s employee got 3.9 out of 5 point liker scales. That means all employees are to some extant in the case of   reliability. In the EXIM Bank Feni Branch have lot of customer because of that some time employees are not able to refer to customer by their name but they are helpful tone of voice over phone and reply to customer complaint in adequate manner. Exim Bank employees are partially meeting the special needs to handicapped customers, and make customer feeling neglected in rush of activities. This behavior demonstration got 3.9 points which is lower than other behavior demonstration. 
In the point of Assurance EXIM Bank Feni Branch’s employee got 4.1 out of 5 point liker scales. That means all employees are do well in their service delivery but not excellent in the case of Behaviors Demonstration Assurance because all employee know the all task in a bank. On the other hand at the time of dealing they show proper etiquette with their customer. In the EXIM Bank Ltd. All employees are able to keep their records of transection. This behavior demonstration got 4.1 points and behavior demonstration empathy also got the same points, other behavior demonstration.  But behavior demonstration Reliability and Tangibles got higher than Assurance.
In the point of Empathy EXIM Bank Feni Branch’s employee got 4.1 out of 5 point liker scales. That means employees’ performance is well but not excellent. This behavior demonstration empathy got 4.1 points and behavior demonstration assurance also got the same points, other behavior demonstration tangible.  But behavior demonstration Reliability and Tangibles got higher than empathy. 
 In the point of Tangible EXIM Bank Feni Branch’s employee got 4.4 out of 5 point liker scales. That means employees’ performance is well but not excellent. Still there is a chance to improve their tangible things though this is the highest then other behavior demonstration. 

3.8 Research Implication / Recommendation
Based on the above discussion I suggest some recommendation for EXIM Bank Feni Branch, which is given below:
· EXIM Bank should open foreign exchange department in Feni Branch.
· EXIM Bank should pay more attention to advertising to make more attraction to their customer.
· EXIM Bank Should Provide faster service.
· EXIM Bank should open lot of ATM service in the Feni.
· EXIM Bank should pay more attention to provide agricultural loan.
· EXIM Bank Bangladesh Limited needs to maintain standards and also promise to serve their customers the best they can.
· Management should improve the bank’s environment.
· Banking System should be more customized.
· Employees should have more confidence so that they can face different odd situation create by the customers. 
· EXIM Bank Bangladesh Limited may come with an innovative idea which is not offered by any other bank in Bangladesh.
· EXIM Bank should provide to the customers quick service in order to open a new account.

3.9 Conclusion
As an organization the EXIM Bank Bangladesh Limited is much more structured compared to any other listed bank operation in Bangladesh. EXIM Bank Bangladesh Limited is a customer oriented financial institution. It remains dedicated to meet up with the ever growing expectations of the customer.
Today in every business, customer service should be the core issue. Satisfied customers are come again to take your service company, and tell everyone about the company. Service industry depends on the quality of service it provides. Customers want to get superior services from service providers that should cross their expectation level. Service providers need to maintain standards and also promise to serve their customers the best they can. EXIM Bank Bangladesh Limited, Feni branch try to work with clients so that they are able to understand, build and successfully deliver right set of services for clients.

At the end of the report, I have identified several findings & recommendations of the EXIM Bank Feni branch. In spite of some weakness & inexistent, EXIM Bank Bangladesh Limited, Feni Branch remains strong position within their business area. Employees of this branch are always ready to give proper service to all kinds of customers. The employees are well trained and they know their job specification very well. Also the manager of this branch is always connected with the clients and he monitors every single thing. And if any customer seems unhappy with the service he personally handles the customer and tries to give him better service. During my intern time at EXIM Bank Bangladesh Limited, Feni branch I have never seen any customers were unhappy with our service quality.
 If the managements follow effective corporate, uses its strengths, overcomes its weakness, develops some promotion works & changes its services little bit user friendly, then it is sure that EXIM Bank Bangladesh Limited, Feni Branch will get competitive advantages over its major competitors.
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Appendix 1
Questionnaire
Employee Roles in Service Delivery
Dear Respondent:
I am a student of BBA program at the United International University doing internship on “employee roles in service delivery” as a partial requirement for the fulfillment of the BBA degree. For preparing my project report, I am collecting data from the respected respondents. 
This is not a test. There is no correct or wrong answer to any question. Don’t worry or puzzle on individual question. Response quickly and record your immediate thoughts. The information you provide will be treated as strictly confidential. All analyses will be conducted on an aggregate level with no reference to individual responses. 
If you have any questions please contact my supervisor Dr. Kawsar Ahmmed (E-mail: kawsar@bus.uiu.ac.bd, Phone: +8801915078285).
Sincerely yours
,Md Iftakharul Amin
111123283

	Please tick on the appropriate box for each answer

	Age 
	Less than 20 years 
	

	
	21 to 30 years 
	

	
	31 to 40 years 
	

	
	41 years or older 
	

	Gender 
	Male 
	

	
	Female
	

	Education 
	Undergraduate or lower 
	

	
	Postgraduate 
	

	
	Doctorate, Professional 
	




	Behaviors demonstration reliability
	Strongly
Agree 5
	Agree 4
	Neutral
3
	Disagree
2
	Strongly disagree 1

	A1. In EXIM Bank all employees treats their customer in a consistent way.
	5
	4
	3
	2
	1

	A2. In EXIM Bank all employees perform the service function in an accurate manner.
	5
	4
	3
	2
	1

	A3. In EXIM Bank all employees respond to the customer needs in a timely manner.
	5
	4
	3
	2
	1

	A4. In EXIM Bank customer is waiting longer than necessary for a service.
	5
	4
	3
	2
	1

	A5. In EXIM Bank all employees fail to seek or encourage feedback from customer.
	5
	4
	3
	2
	1

	Behaviors demonstration responsiveness

	B1. In EXIM Bank all employees refer to customer by their name.
	5
	4
	3
	2
	1

	B2. In EXIM Bank all employees respond to customer phone in a helpful tone of voice.
	5
	4
	3
	2
	1

	B3. In EXIM Bank all employee meet the special needs to handicapped customers.
	5
	4
	3
	2
	1

	B4. In EXIM Bank all employee provide every possible effort to resolve customer complaints.
	5
	4
	3
	2
	1

	B5. In EXIM Bank all employee reply to customer complaint in a rude & bad way.
	5
	4
	3
	2
	1

	Behaviors demonstration reliability
	Strongly
Agree
5
	Agree

4
	Neutral

3
	Disagree

2
	Strongly disagree
1

	B6. In EXIM Bank all employee make customer feeling neglected in rush of activities.
	5
	4
	3
	2
	1

	Behaviors demonstration assurance

	C1. In EXIM Bank all employees exhibit proper etiquette when dealing with their customer.
	5
	4
	3
	2
	1

	C2. In EXIM Bank all employees able to establish harmonious relationships with customers.
	5
	4
	3
	2
	1

	C3. In EXIM Bank all employee exhibit a thorough knowledge of all service.
	5
	4
	3
	2
	1

	C4. In EXIM Bank all employee fails to keep records of transection.
	5
	4
	3
	2
	1

	D1. EXIM Bank all employees greet customer with a friendly welcomes & big smile.
	5
	4
	3
	2
	1

	D2. In EXIM Bank all employees talks politely with their customer.
	5
	4
	3
	2
	1

	D3. In EXIM Bank all employees make a good eye contract with customers.
	5
	4
	3
	2
	1

	D4. In EXIM Bank all employees listen to customer with empathy & responds in a good manner.
	5
	4
	3
	2
	1





	Behaviors demonstrating empathy
	Strongly
Agree
5
	Agree

4
	Neutral

3
	Disagree

2
	Strongly disagree
1

	D5. In EXIM Bank all employees allows the customer to feel special as customer in the Bank.
	5
	4
	3
	2
	1

	D6. In EXIM Bank all employees are able to deal with different nationalities.
	5
	4
	3
	2
	1

	D7. In EXIM Bank all employees avoid chatting or reading at his workstation.
	5
	4
	3
	2
	1

	Behaviors demonstrating tangibles

	E1. In EXIM Bank all employees allow service procedures to run quickly.
	5
	4
	3
	2
	1

	E2. In EXIM Bank all employees avoid chewing gum & smoking.
	5
	4
	3
	2
	1

	E3. In EXIM Bank all employees Keeps hands, face, body clean and tidy.
	5
	4
	3
	2
	1




Thank you for the cooperation!!

Senior Assistant Vice President (Manager)


Senior Principal Officer


Principle Officer


Executive Officer


Senior Officer


Management Trainee Officer


Officer


Junior Officer


Assistant officer


Supporting  Stuff
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