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Respected Sir,

With due respect I would like to take this opportunity to thank you for the guidance and support you have provided me during the course of this report.  
This report is a summary and analysis of my internship experience in Dutch Bangla Bank Limited, Ring Road Branch. The topic of this report is “Analysis of customer satisfaction level of Dutch Bangla Bank Limited”. I have practically worked and observed their working patterns, management and other company activities, in order to gain experience about the corporate environment. To carry out the report, I have acquired various papers/documents, periodicals etc. from my reporting manager as well as from internet. On the basis of these secondary data and practical observation, I have prepared the report later. 
I request you to excuse me for any mistake that may occur in the report despite of my best efforts. I would really appreciate it you enlighten me with your thoughts and views regarding the report. Also, if you wish to enquire about an aspect of my report, I would gladly answer your queries.
Sincerely Yours,

Parisha Alam
ID-111 131 425
School of Business & Economics
United International University
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[bookmark: _Toc522985144][bookmark: _Toc522986530]Executive Summary
[bookmark: _GoBack]In this era banks are assuming a key part for the improvement of the economy. Like some other nation, this case is same in Bangladesh also. These days, the components of a bank have extended to such a degree that it is considered as an extraordinarily basic pro of progression in a country like ours. In light of their positive inclusion in exchange, business, industry and a large group of other partnered administrations, banks today speak to essential piece of any economy.
Customer service has turned out to be so crucial thing particularly in the business area whether it is locally or all around. Bank is one of them who offer administrations to keep their place in this forceful field. A bank should have a strong bond or relationship with their clients. Extremely the bank must be engaged about the one focus thing. That is KYC "know your customer". Dutch Bangla Bank Limited is keeping up its business successfully in Bangladesh from March 28, 1991 ahead. 
Their survival is exists just in light of their clients and their joint effort. Their better organization and workplaces are exceptional to satisfy the larger part of its customers. Thus, through awesome administrations and care better result can be assured and it is significant for the bank to hold its customers and accomplish the needed association objective. Customer organization is relied upon understanding the customer to continue with the business properly.
The report is prepared on “Analysis of customer satisfaction level of Dutch Bangla Bank Limited”. I have apportioned this report into four major chapters. Firstly, in the first chapter I discussed about introduction, origin of the report, objective of the report, scope of the report, methodology and drawbacks of the report.
 The second chapter describes about DBBL Background history, Board and its committee, DBBL at a glimpse, Mission, Vision, Organizational objective, Focus & Strategy, Organizational diagram, Activities, Products and Services, Corporate banking, CSR, and General Banking.
Later on, in the fourth chapter there is a brief discussion of the findings and analysis of my internship experience at Dutch Bangla Bank Limited and the in-depth analysis of my research work formatted as per research on Customer Satisfaction level where analyze the overall satisfaction based on Servequal dimension. Lastly, I have added some recommendations based on my observations during my internship period at Dutch Bangla Bank Limited. 
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[bookmark: _Toc522984796][bookmark: _Toc522986531]Chapter 1 Introduction
In Current age modern related activities dealing with records is a competent mode of accomplishing monetary advancement for a country. For a country liquid consider as one of the objective and key part that make the differences in different establishment part. A business can’t flourish without adequate fund. A suitable made keeping cash system can give the basic help to the money related advancement of the country. The economy of Bangladesh has been experiencing quick advancement from 1990s. For the close-by gathering, banks offer access to sponsoring and money related organizations to fellow country’s as well as inhabitants. 
To perform the activities and responsibility, DBBL looks like a shining star. It was started back 1996 and DBBL has increased excellent reputation for its authenticity. DBBL represent other wings and it known as ultimate creative as well as inventively distinct bank. Distinctive service attributes also attract customers. . Neglecting is consider one aspects that give benefits to its customer in associations in the way of progress as well as customer, the advancing methodology carry out both seeing at particular conditions. In the time, an organization or other financial institution go in for honest to goodness fiscal estimate bother, situations generally spring from progresses that have ended up being uncollectible as a result of bungle, illegal control, confounded landing plans or an unexpected monetary downturn. No enormous amazement, at that point, that when experts appear at a financial institution oversaw berth foundation people guidance a watchful review. For the most part this incorporates are unequivocal examination of the documentation and security for the greatest propel, a review of an example of little advances, and an appraisal of credit procedures to ensure their sound and sensible remembering the ultimate objective to guarantee individuals when all is said in done backings.
Client is the gist of a financial institution. Every financial institution gives its best service, environment to make happy the customer. Buyer’s participation plays an important role for identifying their needs. Each and every organization is cautious for services which related to the client. At present of this discussion, observe in a general sense separated the level of purchaser devotion of DBBL.
1.1 [bookmark: _Toc522984797][bookmark: _Toc522986532]Origin of the report
Internship is one of the crucial parts for a student of undergraduate business program. Internship programs offer students a period of practical experience in the industry relating to their field of study. It is the time when a student gets the opportunity to engage with the actual work environment and its methods after a four year long learning session under the university. It is more useful for the students from the business background because in such a profession, practical exposures to modes and operations of different organizations are very much essential. 
[bookmark: _Toc413064846][bookmark: _Toc493010240]This report has been prepared to fulfill the requirements of the Internship program of School of Business and Economics of United International University. Preparing this report is a partial fulfillment of Bachelor of Business Administration (BBA) program under the supervision of Mr. MD. Shariful Alam. On 18th February, 2018 I have joined Dutch Bangla Bank Limited as an intern and I have had an amazing learning experience throughout the journey. I have done my internship in the General Banking Department of Dutch Bangla Bank Limited for three months. I worked under Mr. Gazee Ziaul Haque (Executive Officer) at DBBL. During this period, I got to experience the real life business issues and got to know how an organization deals with them efficiently.
[bookmark: _Toc522984798][bookmark: _Toc522986533]1.2 Objectives of the Report:
The main objectives of preparing this report are mentioned in below:
· To present my overall internship experience at DBBL.
· To analyze the overall satisfaction level of customers.
· To identify satisfaction level of customers of DBBL in each service dimension.
· [bookmark: _Toc493010241]To commend the organization, how to enhance customer satisfaction.
[bookmark: _Toc522984799][bookmark: _Toc522986534]1.3 Scope of the Study:
This internship report covers all the aspects of DBBL environment from all the perspective. This report also gives an overview about the company like the mission and goals of the company, the functions of the departments, the strategies, social responsibilities etc.
While preparing this report, I had a great opportunity to have an in depth knowledge of the Banking activities of “Dutch Bangla Bank Ltd.” 
[bookmark: _Toc522984800][bookmark: _Toc522986535]1.4 Methodology:
To make the report more meaningful and presentable, two sources of data were used widely. Both primary and secondary data sources were used to prepare this report.
[bookmark: _Toc492847308][bookmark: _Toc492942238][bookmark: _Toc492948297][bookmark: _Toc493010243][bookmark: _Toc522984801][bookmark: _Toc522985151][bookmark: _Toc522986536]Primary Data: I have acquired primary data through the following method:    
· [bookmark: _Toc492847309][bookmark: _Toc492942239][bookmark: _Toc492948298][bookmark: _Toc493010244][bookmark: _Toc522984802][bookmark: _Toc522985152][bookmark: _Toc522986537]Interview: For primary data collection, I took interview of my Supervisor Mr. Gazee Ziaul haque. He gave me instructions about my daily tasks and also gave me elaborate description of the works. I worked with other cross functional team member’s like- Banking Department, Customer Service Department, Clearance Department, Credit Department, and Remittance Department.  The other interns who were working with me there also helped me a lot.
· [bookmark: _Toc492847311][bookmark: _Toc492942241][bookmark: _Toc492948300][bookmark: _Toc493010246][bookmark: _Toc522984803][bookmark: _Toc522985153][bookmark: _Toc522986538]Observation: I have acquired much information through direct observation and my day to day activities to better understanding compare with other organization. 
· [bookmark: _Toc492847312][bookmark: _Toc492942242][bookmark: _Toc492948301][bookmark: _Toc493010247][bookmark: _Toc522984804][bookmark: _Toc522985154][bookmark: _Toc522986539]Secondary Data: For secondary data collection I went through DBBL’s website, official Facebook page, different journals, yearbooks, presentations slides, and available articles on the internet. Basically, I did a qualitative research and used my overall observational aspects while preparing this report.
[bookmark: _Toc522984805][bookmark: _Toc522986540]1.5 Limitations of the Study
The limitation of this report is mainly the data confidentiality policy of the company. I was not at liberty to reveal all information. Sometimes it was very difficult for me to find original information about DBBL’s past and/or current customer marketing activities since these are confidential information. On the other hand, as the organization is very much formal and everyone is very busy all the time, it was hard to take interviews and collect proper and enough information in time. Lastly, the duration for doing internship was a very short period for doing any kind of research.

Nevertheless, I have given my best efforts and hope it accurately describes my overall learning process Besides, I have attempted to make the best use of this opportunity as an intern in Dutch Bangla Bank Limited and the report is a thorough reflection of the experiences of my internship period.
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[bookmark: _Toc522984807][bookmark: _Toc522986542]
Chapter 2 Overview of Dutch Bangla Bank Limited
[bookmark: _Toc522984808][bookmark: _Toc522986543]2.1 Dutch Bangla Bank: An overview
Dutch-Bangla Bank Limited (DBBL) is a bank in Bangladesh. DBBL is a scheduled joint venture commercial bank between local Bangladeshi parties by M Sahabuddin Ahmed (Founder & Chairman) and a Dutch company FMO. The Bank is listed with the Dhaka Stock Exchange Limited and Chittagong Stock Exchange Limited.
[bookmark: _Toc522984809][bookmark: _Toc522986544]2.2 History of DBBL
Dutch-Bangla Bank started operation is Bangladesh's first joint venture bank. The bank was an effort by local shareholders spearheaded by M Sahabuddin Ahmed (founder chairman) and the Dutch company FMO.
From the onset, the focus of the bank has been financing high-growth manufacturing industries in Bangladesh. The rationale being that the manufacturing sector exports Bangladeshi products worldwide. Thereby financing and concentrating on this sector allows Bangladesh to achieve the desired growth. Dutch Bangla Bank other focus is Corporate Social Responsibility (CSR). Even though CSR is now a cliché, Dutch Bangla Bank is the pioneer in this sector and termed the contribution simply as 'social responsibility'. Due to its investment in this sector, Dutch Bangla Bank has become one of the largest donors and the largest bank donor in Bangladesh. The bank has won numerous international awards because of its unique approach as a socially conscious bank.
Dutch Bangla Bank was the first bank in Bangladesh to be fully automated. The Electronic-Banking Division was established in 2002 to undertake rapid automation and bring modern banking services into this field. Full automation was completed in 2003 and hereby introduced plastic money to the Bangladeshi masses. Dutch Bangla Bank also operates the nation's largest ATM fleet and in the process drastically cut consumer costs and fees by 80%. Moreover, Dutch Bangla Bank choosing the low profitability route for this sector has surprised many critics. Dutch Bangla Bank had pursued the mass automation in Banking as a CSR activity and never intended profitability from this sector. As a result it now provides unrivaled banking technology offerings to all its customers. Because of this mindset, most local banks have joined Dutch Bangla Bank banking infrastructure instead of pursuing their own.
Even with a history of hefty technological investments and an even larger donation, consumer and investor confidence has never waned. Dutch-Bangla Bank stock set the record for the highest share price in the Dhaka Stock Exchange in 2008.

[bookmark: _Toc522984810][bookmark: _Toc522986545]2.3 Highlights
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[bookmark: _Toc522984811][bookmark: _Toc522986546]2.4 Committee Organogram
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[bookmark: _Toc522984812][bookmark: _Toc522986547]2.5 Organogram
[bookmark: _Toc522984813][bookmark: _Toc522985163][bookmark: _Toc522986548][image: ]

[bookmark: _Toc522984814][bookmark: _Toc522986549]2.6 DBBL’s Vision
Dutch-Bangla Bank dreams of better Bangladesh, where arts and letters, sports and athletics, music and entertainment, science and education, health and hygiene, clean and pollution free environment and above all a society based on morality and ethics make all our lives worth living. DBBL’s essence and ethos rest on a cosmos of creativity and the marvel-magic of a charmed life that abounds with spirit of life and adventures that contributes towards human development.

[bookmark: _Toc522984815][bookmark: _Toc522986550]2.7 DBBL’s Mission
Dutch-Bangla Bank engineers enterprise and creativity in business and industry with a commitment to social cause. “Profits alone” do not hold a central focus in the Bank’s operation; because “man does not live by bread and butter alone”.
[bookmark: _Toc522984816][bookmark: _Toc522986551]2.8 Core Objectives
Dutch-Bangla Bank believes in its uncompromising commitment to fulfill its customer needs and satisfaction and to become their first choice in banking. Taking cue from its pool of esteemed clientele, Dutch-Bangla Bank intends to pave the way for a new era in banking that upholds and epitomizes its vaunted marques "Your Trusted Partner".
[bookmark: _Toc522984817][bookmark: _Toc522986552]2.9 Focus and Strategy
Amid the year under survey, our spotlight and technique was focused on maintainable long haul development of business, better store blend, enhancing the nature of advantages, supporting working cost, enhancing operational proficiency and profitability of assets, better and speedier client benefit, extension of branches and ATM and Fast Track organize, versatile saving money administrations, offering various new items in retail keeping money, SME financing and card administrations and reinforcing the general hazard administration and corporate administration framework. Development requires vision and long haul targets. Bangladesh is as yet one of the quickest developing economies on the planet. This additionally implies the bank's methodology of organizing ventures over benefits will yield more prominent returns in this developing economy. Dutch-Bangla Bank does not have any desire to be only any bank, but rather it needs to be the biggest and greatest bank. It needs to be a bank that issues and advances its way to the best.



[bookmark: _Toc522984818][bookmark: _Toc522986553]CHAPTER- 3











[bookmark: _Toc522984819][bookmark: _Toc522986554]Chapter 3 Activities and Others of DBBL
[bookmark: _Toc522984820][bookmark: _Toc522986555]3.1 DBBL’S Activities
DBBL activities are given underneath-
· Maintain a wide range of store Records. 
· To make venture. 
· To lead remote trade business. To direct other banking services.
·  To direct social welfare exercises.
·  To work for proceeds with business advancement and enhancements.
·  To build up solid based capitalization of the nation. 
· [bookmark: 2.10_Product_and_Services_of_DBBL]To guarantee the best employments of its innovativeness, very much trained, well oversees and immaculate development.
[bookmark: _Toc522984821][bookmark: _Toc522986556]3.2 Types of products and Services of DBBL
The Bank gives a wide scope of money related administrations to its clients and corporate customers.


Products & Services



[bookmark: _Toc522984822][bookmark: _Toc522986477][bookmark: _Toc522986557]3.2.1 Products
[bookmark: _Toc522984823][bookmark: _Toc522986478][bookmark: _Toc522986558]3.2.2 Cards and Other
[bookmark: _Toc522984824][bookmark: _Toc522985174][bookmark: _Toc522986479][bookmark: _Toc522986559]Services

· Small Medium Enterprise Banking.
· Net Banking
· WUMT
· Double Benefit Acc.
· Millionaire DS
· DPS
· Monthly Deposit Scheme
· FCD
· FDR
· CHESS Acc.
· Life Line
· Loan Service
· Utility Service
· ATM Card Service
· Locker 
· Mobile Banking
· SMS Service

[bookmark: _Toc522984825][bookmark: _Toc522986560]3.2.1 Products
DBBL offers distinctive products to esteemed customers. 
[bookmark: _Toc522984826][bookmark: _Toc522985176][bookmark: _Toc522986561]Small Medium Enterprise Banking: Dutch Bangla Bank provides advances services to small and medium entrepreneurs and some fund insufficient industry to build up and enhance and live their dreams by continuing business. Sum for the most part they give is up to 5, 00,000 tk. 
[bookmark: _Toc522984827][bookmark: _Toc522985177][bookmark: _Toc522986562]Web Banking: DBBL offers web managing an account offices to the majority of their customers for influencing their keeping money to encounter a particular periodic time simple as well except hassle. They can look after their record by using PIN that approved by bank. Through web saving money office customers can get to and get their record data points of interest and see the measure of their exchanges, current record or advance record with current adjust left. 
[bookmark: _Toc522984828][bookmark: _Toc522985178][bookmark: _Toc522986563]Western association cash exchange: Western association budgetary administrations Inc. is the most tried and true cash executing organization in everywhere. Headquarter at United States. This organization accomplished equivalent notoriety globally to exchanging cash local currency in exchange with foreign nation by most limited minute relies upon the electronic innovation. Upon the arrival of fourteenth February 2006, DBBL has set up an agent congruity with Western association money related administration Inc. for executing cash to family and companions entire around the world. 
[bookmark: _Toc522984829][bookmark: _Toc522985179][bookmark: _Toc522986564]DB Account: DBBL presently proposed DB account considering its target customer. The benefits presents plan will turn out to be twofold following 09 (Nine) years 06 (Six) months. 
· An individual is permitted to open in excess of one Double Benefit Account. 
· The record might be opened either separately or together. 
· All Double Benefit Account holders will be offered with free Life Insurance Policy under this plan.
[bookmark: _Toc522984830][bookmark: _Toc522985180][bookmark: _Toc522986565]MDS
By using MDS plan particular can settle sum one month to another by 4, 6, 9, or 12 years respectively on development he or she will only be a mogul.
· Deposit of settled month to month sum four, six, nine and twelve years respectively. The amount of money investors will get is Tk. 10 Lacs.
· An individual is allowed to peruse least single account and most 3 MDS.
· [image: ]Record up front as single individual or jointly. 
· Minimum Deposit will be 4,718.




[bookmark: _Toc522984831][bookmark: _Toc522985181][bookmark: _Toc522986566]Deposit Premium Scheme
Dutch Bangla Bank likewise proposes deposit scheme to people those are savings proportionate money from their wages or compensation consistently. By the time of opening deposit premium scheme, account holders choose a deposit line which will be continued till it will be matured.  At the end of the mentioned time account holder collect cash along with the premium.
There are several advantages are noteworthy-
· For opening the DPS scheme an individual with the base measure of five hundred taka to greatest fifty thousand taka.
· An individual can hold 5 DPS account in the same time.
· Interest utmost approximately 12 percent plus minus.
· No withdraw book is given.
· No changes can be avail after opening an account.
[bookmark: _Toc522984832][bookmark: _Toc522985182][bookmark: _Toc522986567]MDS
Plans are mentioned below-
[image: ]






[bookmark: _Toc522984833][bookmark: _Toc522985183][bookmark: _Toc522986568]FCD
DBBL offers an outside money account from some exceptional criteria individuals, for example, local citizen staying foreign country or remote local staying in Home country. To remote establishments approved foreign working in home country and outside representatives’ daily grind in local country. 
Focal points are noteworthy-
· An owner of the account can look after his record by self and able to authorize local one to care of the input or output task.
· Dutch Bangla Bank additionally provide harmonium or a specific measure important to those records in light of their present adjust and yearly exchanges.
[bookmark: _Toc522984834][bookmark: _Toc522985184][bookmark: _Toc522986569]Fixed Deposit Rate
DBBL gives another facility named as Fixed Deposit Rate (FDR) and along with FDR client needs to take care his or her record with a particular settled measure of liquid being settled day and age with a settled financing cost. In this area cash can be stored for 1, 3, 6 and year or so on. In any case, there is a settled time of pulling back the cash and before that time on the off chance that you pull back the cash you can't benefit the loan cost of individual fixed deposit rate.
[bookmark: _Toc522984835][bookmark: _Toc522985185][bookmark: _Toc522986570]Chess Account 
Dutch Bangla Bank proposed this particular account for financial savvy guardians. It’s gives benefits to them to save their money and will help them to fulfill the wish of their children and make their dream come true.
[bookmark: _Toc522984836][bookmark: _Toc522986571]3.2.2 Others – Cards and Payment Services
[bookmark: _Toc522984837][bookmark: _Toc522985187][bookmark: _Toc522986572]Utilities Payment Facilities- Customers of DBBL can utilize their check book of DBBL and pay service bills, for example, power, gas charges, telephone charges, web bills.
[bookmark: _Toc522984838][bookmark: _Toc522985188][bookmark: _Toc522986573]Automated Teller Machine facilities- Dutch Bangla Bank consider as leader of virtual card benefit. They have all around twenty five thousand and five hundred fifty four virtual booth and two hundred and sixty four 1st tracks over the nation.
[bookmark: _Toc522984839][bookmark: _Toc522985189][bookmark: _Toc522986574]Locker Benefit- By utilizing DBBL locker office individuals can bolt their essential records and archive in the vault room where it will be anchored and secured. 
[bookmark: _Toc522984840][bookmark: _Toc522985190][bookmark: _Toc522986575]Portable/ Mobile Banking- In versatile saving money area Dutch Bangla Bank consider as leader of the country as presented this office in local home country. By this office individuals able to do exchange from their portable and hold  mystery and protection on the grounds a certain without that specific versatile nobody can make any exchange or managing an account from that record. 
[bookmark: _Toc522984841][bookmark: _Toc522985191][bookmark: _Toc522986576]SMS benefit- SMS ready administration is extremely valuable for its client as by this each time they make any exchange or if any exchange happens from that record clients get advised which in the end makes their record secure. 

[bookmark: _Toc522984842][bookmark: _Toc522986577]3.3 CSR (Corporate Social Responsibility)
DBBL grasps it’s a basic piece networks in that works. DBBL understands particular causes and never compromise with the assurance and people presume the most noteworthy gauges in regard to country with regards to morals and corporate duty. DBBL constantly opens up its help and stands by the dejected and vulnerable people in the midst of ordinary disasters. 
· Dutch Bangla Bank Limited granted in act of biggest benefactor in enlighten segment as concerns. As granted approximately one point two billion.
·  Dutch Bangla Bank Limited additionally cost an immense measure of cash for underprivileged poor visually impaired individuals’ treatment and activities.
·  It additionally contributes in various non-gainful wellbeing association of our nation. 
· DBBL additionally gives and stands next to the down and out individuals who have experienced common cataclysms like surges tornado or waterway disintegration by giving them the nourishment cash or essential needs. 
· DBBL additionally gives cash for upward the street side and street security segments.
·  The most esteemed CSR action of DBBL is they add to make social mindfulness like one good kid is sufficient, whether Son or girl, Acid savagery's or medication fixation and Problems of endowment and Illiteracy.
[bookmark: _Toc522984843][bookmark: _Toc522986578]3.4 General Banking
General Banking is the beginning stage of all the keeping money activity. General keeping money essentially manage Account opening, Account shutting, Account Transfer, Opening of different store Schemes, Payment Order Issue, Check book conveyance, Debit card conveyance, Register passage and so forth. I have a general thought regarding general managing an account of the bank as I worked with front work area representatives. There are some key commitments of general saving money all things considered sparing cash. I additionally facilitate about information passage on exceed expectations page. 
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[bookmark: _Toc522984845][bookmark: _Toc522986580]Chapter 4 Findings and Analysis
[bookmark: _Toc522984846][bookmark: _Toc522986581]4.1 Findings
With the financial development of nation is on accelerating mode, role of banking is too crucial in this development. With the extension of banking service to peoples exclude from banking service to substantial corporate hunting reserve down their exercises, makes the significance of banking service. New advances are being presented and there is dependably a dread of monetary vulnerabilities. Furious rivalry, additionally requesting clients and the changing atmosphere have displayed an unparalleled arrangement of difficulties for banks in the nation. Accordingly, consumer satisfaction is the key for some banks to survive in competition.
Banking institutions across the globe have recognized the importance of customer satisfaction and of developing and maintaining enduring relationship with their customers as two crucial parameters leading to increased business profits. At the same time, several banking institutions are experiencing increasing level of retail customer dissatisfaction. Research suggests that customer dissatisfaction is still the major reason of bank customers’ switch to other banks. This dissatisfaction could be because of a variety of reasons. Excellent service quality is not an optional competitive strategy which may, or may not, be adopted to differentiate one bank from another: today it is essential to corporate profitability and survival. The link between service quality and customer satisfaction has been submitted to intense scrutiny by leading service quality researchers as well as the links between quality, customer satisfaction, customer retention and profitability. The connection between service quality and corporate profitability is now seen to depend on high levels of customer satisfaction, the successful targeting of “quality” customers and the retention of those customers.
In this report I have tried to analyze the customer satisfaction level of Dutch Bangla Bank Limited with variable like reliability, responsiveness, assurance, empathy and tangible. I have closely worked with the several department of Dutch Bangla Bank Limited, which helped me thoroughly to examine the customer satisfaction level.

[bookmark: _Toc522984847][bookmark: _Toc522986582]Customer Satisfaction 
Customer satisfaction is a critical concept for customer success professionals to understand and live by, and it's actually about more than a money-back guarantee. In this post, we'll start discussing customer satisfaction: what it is, and why it's important for your business to start measuring.
At its most basic, customer satisfaction measures how your product, service, and overall experience either falls short, meets, or exceeds customer expectations. 
Customer satisfaction is essential for the success and continued success of any business. Not only does positive customer satisfaction help business, but also a lack of satisfaction takes an even bigger toll on the bottom line. For an organization to remain solvent, information regarding customer satisfaction must be adequately collected and analyzed. Measuring based on what’s important to customers.
Customer satisfaction is a measurement used to quantify the degree to which a customer is happy with a product, service, or experience.
Research is an organizational collection of information of problem in which there is an attempt to gain solution to a problem. To get right solution of a right problem, clearly defined objectives are very important. Here overall study objective is to formulate a broad planning and development framework setting out guidelines and standards for more effective and comprehensive planning for pedestrians at different levels of planning, based on two main objectives. These are:-  
· To know the various important service quality of DBBL
· To know the satisfaction level of customers of DBBL bank in each service dimension.
There are mainly two sources for data collection such as primary and secondary. This report is based on both primary and secondary data inputs. And for collecting the primary data we have conducted a survey having 11 questions by using a 5 point likert scale. 5 point likert scale has been used under three dimensions which reflect the brands according to research objectives which are as follows: 
· Reliability 
· Responsiveness
· Assurance
· Empathy
· Tangible
No mathematical sample technique has been used for sampling. We have conducted surveys on 50 respondents 25 Male and 25 Female for DBBL to collect information. All the date has been given input into the SPSS software to calculate and measure the data to conduct the analysis and findings. . Regression was calculated. Then all the findings have been interpreted.
[bookmark: _Toc522906412][bookmark: _Toc522984848][bookmark: _Toc522986583]4.2 The Impact of Reliability, Responsiveness, Assurance, Empathy, Tangible on Customer Satisfaction Level:
[bookmark: _Toc522906413][bookmark: _Toc522984849][bookmark: _Toc522986584]4.2.1 Statistical Output (Using SPSS Version 16.0)
	Model Summaryb

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Durbin-Watson

	1
	.844a
	.712
	.572
	.59930
	2.087

	a. Predictors: (Constant), T3, R1, RS4, R3, A3, A2, R2, E2, RS6, E3, T2, A4, A1, T1, RS5, E1

	b. Dependent Variable: OS
	
	


	ANOVAb

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	29.268
	16
	1.829
	5.093
	.000a

	
	Residual
	11.852
	33
	.359
	
	

	
	Total
	41.120
	49
	
	
	

	a. Predictors: (Constant), T3, R1, RS4, R3, A3, A2, R2, E2, RS6, E3, T2, A4, A1, T1, RS5, E1

	b. Dependent Variable: OS





	
	
	
	





	

Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	Collinearity Statistics

	
	B
	Std. Error
	Beta
	
	
	Tolerance
	VIF

	1
	(Constant)
	-.956
	.751
	
	-1.272
	.212
	
	

	
	R1
	.065
	.136
	.062
	.473
	.639
	.511
	1.957

	
	R2
	.124
	.142
	.132
	.871
	.390
	.379
	2.639

	
	RS4
	.067
	.184
	.051
	.366
	.717
	.451
	2.218

	
	RS5
	.221
	.149
	.277
	1.482
	.148
	.249
	4.014

	
	RS6
	.032
	.117
	.043
	.273
	.787
	.359
	2.784

	
	A1
	.037
	.148
	.045
	.249
	.805
	.267
	3.751

	
	A2
	-.073
	.124
	-.074
	-.587
	.561
	.543
	1.841

	
	R3
	.375
	.143
	.312
	2.615
	.013
	.614
	1.629

	
	A3
	.218
	.126
	.247
	1.739
	.091
	.434
	2.303

	
	A4
	.131
	.143
	.150
	.919
	.365
	.327
	3.059

	
	E1
	-.119
	.153
	-.148
	-.775
	.444
	.239
	4.176

	
	E2
	-.068
	.135
	-.072
	-.504
	.618
	.428
	2.334

	
	E3
	.065
	.148
	.077
	.442
	.661
	.290
	3.450

	
	T1
	-.160
	.136
	-.215
	-1.175
	.249
	.261
	3.827

	
	T2
	.254
	.151
	.303
	1.682
	.102
	.270
	3.708

	
	T3
	.069
	.166
	.078
	.414
	.681
	.244
	4.092

	a. Dependent Variable: OS
	
	
	
	
	
	







[bookmark: _Toc522906414][bookmark: _Toc522984850][bookmark: _Toc522986585]4.2.2 Interpretation- Multiple Regression
[bookmark: _Toc522906415][bookmark: _Toc522984851][bookmark: _Toc522985201][bookmark: _Toc522986586]Reliability, Responsiveness, Assurance, Empathy, Tangible on Customer Satisfaction Level:
The following Multiple Regression analysis can be developed here:
x1= Reliability
x2=Responsiveness
x3= Assurance
x4= Empathy
x5= Tangible

Y= b0+b1x1+b2x2+ b3x3+ b4x4+ b5x5
= -.956+ 0.564x1+0.32x2+0.313 x3+ (-0.122) x4+ 0.163 x5

The following overall Hypothesis can be developed hare:
H0: R2= 0
H1: R2≠0
The H0 will be accepted because the value of significance (0.212) is higher than the required value of α (0.05).
Now, it can be concluded that there no linear relationship among the variables.

The following partial Hypothesis can be developed hare:
[bookmark: _Toc522906416][bookmark: _Toc522984852][bookmark: _Toc522985202][bookmark: _Toc522986587]Reliability
H0: B 12= 0
H1: B 12≠0
T= 3.486
Significant=2.071
α= 0.05
H0 is accepted.
[bookmark: _Toc492942385][bookmark: _Toc492948452][bookmark: _Toc493010398][bookmark: _Toc522906417][bookmark: _Toc522984853][bookmark: _Toc522985203][bookmark: _Toc522986588]Responsiveness:
H0: B 22= 0
H1: B 22≠0

T= 4.192
Significant= 1.652
α= 0.05
H0 is accepted.
[bookmark: _Toc522906418][bookmark: _Toc522984854][bookmark: _Toc522985204][bookmark: _Toc522986589]Assurance:

H0: B 22= 0
H1: B 22≠0

T= 2.32
Significant= 1.822
α= 0.05

H0 is accepted.
[bookmark: _Toc522906419][bookmark: _Toc522984855][bookmark: _Toc522985205][bookmark: _Toc522986590]Empathy:

H0: B 22= 0
H1: B 22≠0

T= -0.837
Significant=1.732
α= 0.05

H0 is accepted.
[bookmark: _Toc522906420][bookmark: _Toc522984856][bookmark: _Toc522985206][bookmark: _Toc522986591]Tangible:

H0: B 22= 0
H1: B 22≠0

T= 0.912
Significant=1.032
α= 0.05

[bookmark: _Toc492942386][bookmark: _Toc492948453][bookmark: _Toc493010399][bookmark: _Toc522906421]H0 is accepted.
[bookmark: _Toc522984857][bookmark: _Toc522985207][bookmark: _Toc522986592]Coefficient of Determination:
R2=.712
	=71.20%
The Variation in the dependent variable can be explained by the variation in the independent variable by 71.20%
The relative contribution of the each independent variable can be explained by the β value.
Reliability= .506
Responsiveness= .371
Assurance=.368
Empathy=-0.143
Tangible=0.166
Between Five independent variables Reliability, Responsiveness, Assurance is contributed more in the variation of Customer Satisfaction.
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[bookmark: _Toc522984859][bookmark: _Toc522986594]Chapter 5 Contribution to & lesson From DBBL
[bookmark: _Toc522984860][bookmark: _Toc522986595]5.1 My Contribution to DBBL
[bookmark: _Toc522984861][bookmark: _Toc522986596]5.1.1 New File Registration
Account opening strategy of DBBL is great. I need to gather all the important reports at whatever point they open a record. Just five to ten minutes are required to open a record if every one of the archives is right. People groups are readily come to open a record in this branch. They don't have to power or persuade to their customer to open a record in their branch. A bank needs to keep up various kinds of records for various purposes. DBBL offers the general store items as different records. There are diverse kinds of records offered by DBBL for its objective's gatherings. 
By opening a record, the bank connects with its client to profit the offices given by the bank. I helped the new client to think about our items and administrations and the prerequisite for opening new records. For shutting an Account When a client needs to close his record in the bank he needs to take after the accompanying steps-
· The customer composes a composed application. 
· She/he surrenders the unused checkbook 
· The bank assumes responsibility for shutting expense 
· The rest sum provides for the client 
· Closed elastic stamp utilizes best of the individual record opening structure and document.
[bookmark: _Toc522984862][bookmark: _Toc522986597]5.1.2 Cheque Book Issue
All the account opening customs must be finished previously issuance of check book. Particulars of the cheque book arrange should be done containing title of record, account number, number of leaves and signature of the customer. Customer signature is checked. if client can't collect his cheque book from bank due to some issues, at that point he can give his consent to the third individual to collect his cheque book on behalf of him by signing on the back of the required papers and furthermore in application frame which is given from the bank. cheque book is collect from the locker to ensure that arrangement of the cheque book page in the sequel. Particulars are entered in the cheque book issuance register copy. Record number is stamped on each leaf of the cheque book and those leaves are tallied. Name of the record holder is composed on the front of the cheque book and demand on the cheque book for promote issuance is legitimately filled stamped and signing by officer of the bank. Cheque book is conveyed to the client and his signature is taken against the check book issuance register, check serial number is entered in the framework. Supply of Check books are adjusted toward the finish of every day and kept under safe authority.
[bookmark: _Toc522984863][bookmark: _Toc522986598]5.1.3 Dispatch number of register
The principal capacity of dispatch division is dispatching an extensive variety of reports, for instance, OBC, LBC, and particular sorts of letter, assorted direction. Close to dispatch division gets letter and reports, which might originate from head office, every other branch of DBBL, different banks, arrangement and opening bank (if there should arise an occurrence of Import and Export) for the sake of DBBL, Ring Road bazar branch. The officers occupied with the dispatch division keep up two kinds of mail, which is- Inward mail and Outward mail. I need to enroll the dispatch number in serial to keep up the internal mail and furthermore outward mail.
[bookmark: _Toc522984864][bookmark: _Toc522986599]5.1.4 Bill Entries
Fundamentally in cash department two sorts of enacts has done which as takes after:- Cash getting and Cash installment. 
In any case, in Dutch Bangla Bank Limited, employee receives the electricity bills, water supply bills, material bills and so on. Along these lines, client can pay their bill without much of a stretch in due date. Right off the bat, employee needs to checks their due date of the bill and gathers the bill upon these. When everything is done then representative put the seal on both office duplicate and client duplicate. At that point they give duplicate of the bill to the client. They receive the electricity and water supply bills always at 1:00 pm. After that I need to gather all the duplicate copy of the bill from cash department. I need to give input all data in excel sheet. I need to make some segment for bill entry like bill number, amount, vat and revenue Colum. Ultimately, I need to tally the entirety of aggregate bill sum and need to match with physical balance which is in hand. 
[bookmark: _Toc522984865][bookmark: _Toc522986600]5.1.5 Reminder for debit card
Now at present days all people want hassle free transaction. By opening a bank account they place an application for DEBIT card.  After placing debit card application with all procedure the card need to being prepared and it will take 10 working days. When card arrive at branch, responsible officer notify customer to collect the card from his applied branch. By giving reminder through phone and SMS will help them to keep update and make smooth transaction from anywhere anytime. 
[bookmark: _Toc522984866][bookmark: _Toc522986601]5.1.6 Client Service
There are several services DBBL provides through help desk and those are state in below-
a. Account Opening.
b. All account information.
c. Restriction on account.
d. Mobile or online banking.
e. Collect requisitions.
f. Provide information regarding interest rate, different scheme and others.
g. Handle complains and provide ATM related queries.
h. Debit, credit and remittance information and many more.
i. Receives phone calls and give information as per requirements.
 
[bookmark: _Toc522986602]5.2 Lessons gained from the Internship Program: 
Internship is a wonder which is made for the crisp graduate understudies as a piece of their graduation program for the improvement reason. Under this formative perspective, I ran over numerous things. I have created myself adequately finished most recent 3 months. I have turned out to be more reliable and expert at this point. The primary exercise that I gained from my involvement over the most recent three months was the practical application of the knowledge gained from what I have gained from learning at United International University and not simply this, DBBL has developed me to thoroughly consider of the case now. My supervisor was extremely agreeable if there should arise an occurrence of sharing their insight and helped me in each part of my learning procedure. He built up my abilities that are certainly going to help me in my future life. The skills that I have learned in the season of working in Dutch Bangla Bank Limited are recorded underneath:
· Team Skills 
I have accomplished group abilities as every one of the errands are isolated from various division. Each had diverse group of workers and administrators and distinctive focus to accomplish. Such experience has honed my capacity to work in a group domain successfully.
· Ability to Work under strain 
There was time when I needed to deal with different assignments at once under serious weight, likewise work late up to late hours at office and strict due dates. This has trained me how to organize my workload and function successfully and effectively. 
· People Skills 
Working in an office domain for two back to back months has presented me to the workplace culture in an extended vision which I have not possessed the capacity to encounter amid my scholastic years. This temporary job has advanced my relational abilities as I have possessed the capacity to speak with my associates, administrators and different officials outside the workplace. The entry level position has additionally upgraded my relational aptitudes as I have spoken with various officials in regards to various inquiries. In general, it has helped by certainty to the summit to cooperate better with individuals both formally and casually. 
· Technical Skills 
Amid the three months in Dutch Bangla Bank Limited, I utilized Microsoft Word, Microsoft Power point and for the most part, Microsoft Excel broadly. I turned out to be more capable in utilizing Microsoft Excel as I learned many 'Exceed expectations Shortcuts' from my administrator which has made me more proficient and compelling. In the interim, I additionally became acquainted with how to monitor information intently utilizing the suitable use of information arranging, information examination and VLOOKUP and turn table 
· Presentation Skills 
Amid the season of my temporary job I got a few chances to display my reports before my Supervisor and I likewise got the chance to introduce myself a few times in the gatherings. So the open doors essentially improved my introduction aptitudes in a tremendous way. Other than that, I likewise figured out how to deal with inquiries from directors strategically and to manage basic circumstances. 
· Personal Development 
In the time of my temporary position, it built up a feeling of polished methodology in me like-dressing up formally to look savvy and certain, having promptness; keeping up privacy and working with duty. In addition, it knew different standards and control in the corporate world and how to fit in there.







[bookmark: _Toc522984867][bookmark: _Toc522986603]Chapter-6









[bookmark: _Toc522984868][bookmark: _Toc522986604]Chapter 6 Recommendation & Conclusion
[bookmark: _Toc522984869][bookmark: _Toc522986605]6.1 Recommendation
· DBBL should accentuation more on compassion to clients which implies that Dutch Bangla Bank should take more respect for singular care of customers and handles their specific needs.
· It's fundamental to grow branch system and simply more new branch to be opened in various urban zones and towns of Bangladesh to associate the Potential Customers.
· Troubles in account opening system ought to be diminished. In the event that they drop the introducer framework they can gather more deposit through opening of new records and, thus, it will likewise fulfill the clients. 
·  They ought to in like way center around the exhibiting viewpoints to advise clients with respect to their things and commitments and more noteworthy progress ought to be given to pull in new client. With the target that client will know the upside of finding the opportunity to be client in Dutch Bangla Bank Constrained through various notice and advancing system. They can use print media, electronic media or fitting leaflets to customers, in like manner can set up log jam in different trade sensible.
· DBBL should decrease their ATM and Visa charge. Extra charge is crippling customers to make business with DBBL. 
· As long queues are found in the essential multi day stretch of the month and on Sunday and furthermore on Thursday, Versatile Multipurpose Counter can be opened for Customer Organizations. Opening more counters is basic part for the purchaser reliability's level in the bank. 
· For money withdrawals and stores more ATM can be displayed in honest to goodness urban zones and towns the nation over through which clients can without a considerable amount of a stretch access their Records. 
· As the contenders offering a higher financing cost on stores and lower charges in advances, Dutch Bangla Bank Ltd. should consider it and if conceivable by then keep up the propel cost and bank charges as close as to its enemies.
· Dutch Bangla Bank Restricted (DBBL) should practice a part minor process in light of the way that in this each one of the delegates gets chance for appreciating issue affirmation and basic reasoning and this will enhance the specialists feel which will work as a motivation weapon.
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[bookmark: _Toc522986606]6.2 Conclusion
Dutch Bangla Bank Limited is one of the best level banks in Bangladesh. It has earned a great notoriety around Bangladesh. Regardless of rivalry among banks task in Bangladesh both neighborhood and global, DBBL has gained amazing ground, essentially in each circle of its exercises. In any case, they have their rivals who currently endeavoring to take the preferences in each side. They should mindful about this. They have notoriety about internet saving money exchange. Clients are very fulfilled about the internet saving money. Be that as it may, the clients of internet saving money are restricted with respect to their aggregate clients. It must be a concerning certainty. They attempt to fulfill their client through giving diverse administration. Along these lines, they ought to enhance their administration quality to pull in more clients. None the less, they have propelled new innovation to give quickest support of their clients. For practical development, by executing new innovation and advancement they need to stroll with the time. What's more, to keep pace in this opposition, Dutch Bangla Bank Limited must work on its particular quality and spotlight on its shortcomings to recuperate.
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