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Executive Summary

Bank performance reflects how effectively a financial institution manages profitability, liquidity, and risk while serving its customers. Strong performance is often measured through indicators like return on assets, capital adequacy, and non-performing loan ratios. The purpose of this report is to show the performance of Dhaka Bank Limited in relation to service standards and complaint management. 
I have secured my internship at Dhaka Bank Limited of Dhanmondi Branch to write the report, which is an entire part of the BBA Program at United International University. I started my internship at the bank on the 3rd of August, and the duration is three months, so the internship period ended on the 30th of October. Dhaka Bank Limited is a service-oriented bank that is highly recommended to give their best services to customers. Therefore, I consider it to be a great opportunity to work here to sharpen my skills in knowing what creates customer satisfaction. 

Dhaka Bank Limited was established in the year 1995 by a group of highly successful businessmen when they saw the economy of Bangladesh rapidly growing since the 90s due to massive improvements in industrial and agricultural development, international trade, the inflow of expatriate workers’ remittances, and local and foreign investments in construction, communication, power, food processing, and service enterprises of our economy. At present, Dhaka Bank Limited has 117 branches and 3 SME service centers around the country. As per the internship procedures, I was designated to work at the Head Office of Dhaka Bank. This internship report examines Dhaka Bank Limited’s service standards, customer complaint management system, and overall bank performance, based on firsthand observations, departmental interactions, and secondary data collected during the internship period. The study aims to assess how effectively the bank delivers quality service, handles customer grievances, and maintains sustainable financial performance in a competitive banking environment.
Keywords: Service standards, complaint management, client management, bank performance, Dhaka Bank PLC
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1.1 [bookmark: _Toc215225097]Background of Study- 

The banking system in our country plays a major role in the financial sector for the economic development of our country. The banking sector in our country, after being introduced, has helped to improve the socio-economic and financial development of our country. It is not possible for any country to improve its socio and economic development without the banking sectors. Trading systems, civilization, agriculture, industrial development, lending and money remittance have accelerated their pace in improving due to the presence of banking system. There is always growth in the modern economic and social development. The central bank in our country is called Bangladesh Bank (BB) that has started its journey after the independence of this country and under this bank, all other banking sectors follow the rules and regulatory. Bangladesh Bank is the chief regulatory authority of other banks. The fundamental job of Bangladesh Bank is to provide policies for formulation and implementation for monetary and credit. Bangladesh Bank focuses on regulation and supervision of banks, non-banking financial institutions, development in financial domestic markets and country’s international reserves. Therefore, banking sector plays a vital role in the development of civilization, socio and modern economic of the country. There are foreign banks, local banks, and government banks, private, public and Islamic banks in our country. There are 49 private banks in our country, and all these banks provide very good products along with better services for the customers. These banks are very profitable for the development of the economy. Like other private banks, Dhaka Bank Limited is known to be one of the best service oriented private banks. It is known for its successful performance in service provided on day-to-day basis. It is growing on daily basis compared to other private banks after the Financial and Banking Company Act 1991. 

The process of operating private banks in banking sector of our country was announced by the Government to bring dynamic improvements in financial institutions and economy of Bangladesh. Similarly, a group of highly successful businessmen saw the economy of Bangladesh to rapidly grow since the 90s due to massive improvement in the industrial and agricultural development trade, expatriate workers’ remittance, local and foreign investments in construction, communication, power, food processing and service enterprises of economic activities. The urban lifestyle improved with the economic development which created huge demand for banking opportunities. Due to these reasons, Dhaka Bank Limited was established in the year 1995 by this group of people. Dhaka Bank Limited was initially organized as a public limited company under the Companies Act. 1994 but later its commercial operation started on July 05, 1995, with a capital of taka. 1,000million and the paid-up capital of Dhaka Bank Limited was Tk. 100 million. After its operation, it generated or built 37 branches. The branches included two Shariah-based branches and an offshore banking outlet, and the branches provided a wide network of correspondents all over the world. Dhaka Bank Limited is a private commercial bank that has 117 branches in total and 3 SME service centers around the country. It was founded in the year 1995 by politician Mirza Abbas. Dhaka Bank Limited started its Banking operations in Dhaka Export Processing Zone in the year 2006 Off-shore banking system of Dhaka Bank has earned huge confidence of the foreign investors due to its strong commitment and dedication in their services provided. The bank provides services through Dhaka and Chittagong Export Process Zone. Foreign Banks dominate the offshore banking system, but Dhaka Bank has made their presence in offshore banking so prominent and successful that many customers are now attracted to their competent marketing and competitive pricing. Thus, it ensures professional and excellent customer services with proper technical support. 3 The financial products of Dhaka Bank are corporate banking, retail banking, SME and GTS, Islamic Banking, Capital Market, locker, credit cards, debit and ATMs. All these financial products are provided to customers. Dhaka bank focuses on industries like Engineering & Metal including Ship Breaking, Food & Allied, Housing & Construction, Textile & Garments, Chemical, and Transportation & Communication to financially support their corporate clients. Dhaka Bank Limited has been rated by Credit Rating Agency of Bangladesh Limited (CRAB) as “A1” rating in the Long Term and “ST2” rating in the Short Term.

1.2 [bookmark: _Toc215225098]Objective of the Study

The main purpose of this report is to do research & present hands-on learning experience through this report to execute my graduation obligations. For research, I will discover problems & endow my accommodating company with a result through my findings & research recommendations.

1.3 [bookmark: _Toc215225099]Nature of Job

After finishing four years BBA program, students get an opportunity to do internship as a part of requirements of this program. Dhaka Bank (PLC), one of the Bangladesh’s renowned financial institutions, gave me the opportunity to do my internship with them. My internship started on August 1, 2025 & it lasted for three months. This journey helped me to combine what I learned in my academical studies with real workplace experiences.
I worked in CARDS & ADC operations unit. From day 1, I was treated like a team member. Everyone was so friendly & co-operative. I felt very comfortable with them when I was working. I also learnt new skills from them. They guided me very well. I knew about Banking culture just because of them. They helped me to gather knowledge about how professionally the employee’s work. 
This positive environment helped me to grow personally and professionally. Now I am fully prepared to handle workplace challenges with confidence. The internship gave me a deep understanding of how the banking industry works. Now I am full ready to enter the corporate world because of the support & knowledge my supervisor & team member gave to me that totally encourage me.
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[bookmark: _Toc215225101]Dhaka Bank PLC and Banking Industry


[bookmark: _Toc215225102]2.1 Specification of DHAKA BANK LIMITED

Dhaka Bank limited is one of the most well-known commercial banks in Bangladesh provide every type of financial service to the people. The services are retail and corporate banking, different types of loans, debit, credit and prepaid cards, digital banking, investment and insurance services, foreign exchange, customer service. The bank’s main goal is to grow its retail banking services to assist the fast-growing middle class of the country, who prefer quick and easy financial solutions. By providing personal loans, savings accounts, and various credit facilities, Dhaka Bank purposes to attract more customers, build long-term trust, and increase its overall growth and profit.
With strong technology and skilled employees, Dhaka Bank offers complete banking solutions for both individuals and companies. The bank is also developing home banking. Besides this, Dhaka Bank provides loans to many different sectors and continues to expand its lending areas so that resources are used properly and risks are managed effectively.
Established in 1995 by Mirza Abbas—a notable Bangladeshi politician—under the Companies Act 1994, Dhaka Bank PLC began with an authorized capital of Tk. 1,000 million and a paid-up capital of Tk. 100 million. Currently, it operates through 252 delivery centers nationwide. Over the years, the bank has strategically adapted to market changes, ensuring steady growth and maintaining its strong position in the country’s financial sector (Dhaka Bank PLC, 2023).
The Banking Industry plays a crucial role in shaping the economic structure and growth of a country, representing about 88% of the total financial sector assets making it a licensed financial industry providing a range of financial services. The industry consists of 6 state-owned commercial banks (SOCBs), 43 private commercial banks (PCBs) including 3 specialized banks 8 and Islamic Shariah-based banks, foreign banks and non-scheduled banks with limited services. (Bhowmik, Baser & Saha, 2025), (The Daily Star, 2025) The banking sector in Bangladesh has been experiencing significant growth, driven by increasing economic activities and a rising middle class which is being regulated by the Bangladesh Bank. They ensure compliance with monetary policies and maintain financial stability while digital transformation is reshaping customer experiences through mobile and online banking solutions. (Bank, 2025) The adoption of digital banking services is rapidly increasing with a significant portion of the population accessing banking services through mobile apps and online platforms. This trend is increasing by the rise of fintech companies that offer innovative solutions and convenience to the customers such as digital wallets and peer-to-peer lending. For instance, China has moved towards eye and facial scan payment (iris recognition technology) where the customers do not even have to use their card for payments. (Borak, 2025b) Year 2024, Bangladesh banking sectors endured acute liquidity crisis and record-high nonperforming loans (NPLs). The recent push for independence in the country has led to significant changes as well as certain drawbacks, Bangladesh Bank (BB) operated with more freedom with the change in political landscape in August while also coming up with economic unrest. Bank non-performing loans increased to almost 96 percent in less than a year which defaulted to an alarming rate of Tk. 2.84 lakh crore compared to Tk 1.45 lakh crore on December 31, 2023, reducing depositors trust for bank savings after facing certain difficulties in withdrawing them. Moreover, the policy rate was raised by the central bank to 10% which made it more expensive for companies to borrow money and caused more of them to go bankrupt. The percentage of classified loans has increased significantly from 9 percent at the beginning of 2024 to 16.93 percent by the end of September, eroding confidence in the overall banking system. (Issue-I, 2024)

Mission
“To be the top financial organization in the country, we offer high-quality products and services backed by the latest technology and a team of highly motivated employees to provide excellence in banking.”

Vision
“The distant stars inspire us at Dhaka Bank. Our staff is committed to making every financial transaction enjoyable. We aim to provide you with a clear focus through precision, reliability, timely delivery, modern technology, and a personalized solution for corporate needs, global trade, and high returns on investment.”
“Our main aim is to offer value that deeply represents our vision of excellence in banking.”

Strategic Objective
Our business is running by our honesty & dedication mood. It is the main object of our business. Market rules & regulations, law strictly followed by us.  We stay dedicated to our mission and vision.  Our customers are our prime concern. We want to offer them products and services that are reliable & truly helpful to their daily lives.
We main object is that our organization is well known by all as a sustainable organization. We want to do ethical business that will give us in return profit & fair for shareholders. As we are corporate citizens, we genuinely care about our community. We proudly carry out our social obligations as our main responsibility. Our employees are the main part of our organization. We support their well-being with attractive benefits, regular training, skill development, and proper career planning so they can improve them with us.
We also stay fully committed to the government law by following all rules and regulations. Along with that, we are sensitive to environmental issues.

[bookmark: _Toc215225103]2.2 Size, Trend & Maturity of DHAKA BANK LIMITED
The size, trend, and maturity of Dhaka Bank PLC can be evaluated built on its financial information, market existence, and operational history.
Here is a summary based on recent available financial reports:

Size of Dhaka Bank
Dhaka Bank is a well-known private commercial bank that has grown by earning people’s trust and serving customers responsibly. Its size can be evaluated by key financial factors:

· Tk. 378,639 million total assets of December 31,2023 
· Tk. 431,459 million total assets of December 31,2024
· Tk. 282,079 million total deposits of December 31,2023
· Tk. 299,531 million total deposits of December 31,2024
· Tk. 256,187 million loan & advances of December 31,2023
· Tk. 268,985 million loan & advances of December 31,2024

Trend of Dhaka Bank 
The overall trend suggests the business metrics such as assets, deposits, and loans/advances, and digital growth and modification.

· Asset/Deposit/Loan Growth: The information reflects a developing growing path in total 
     assets, deposits, and loans/advances in recent years.
· Digital and Channel Expansion: Digital transformation are actively holding by banks. It is boosting its electronic channels such as its mobile application, internet banking, and ATMs/ADMs/CRMs.
· Diversification: The bank has extended its service offerings across Corporate Banking, SME, Agriculture, Consumer Banking, and Islamic Banking. Additionally, it operates two subsidiaries: Dhaka Bank Securities Limited and Dhaka Bank Investment Limited.
· Financial Performance: The operating profit also shows an encouraging trend in recent years. Nevertheless, its stock performing may have showed some difference, although its price variability is generally considered as stable in judgement to the market.

Maturity of Dhaka Bank
Dhaka Bank can be considered as a mature object within the framework of the private commercial banking sector in Bangladesh
· Recognized History: The bank was founded in April 1995 and initiated commercial operations in July 1995, providing it with over 30 years of operational work. It was listed on the stock exchange in 2000.
· Reliable base: It is acknowledged as a famous private sector commercial bank and an "admired provider of financial services" in Bangladesh.  The bank requires an inclusive grouping of banking services, including Retail, Corporate, SME, Foreign Exchange, and Islamic Banking,
· Governance oversight: The bank places a strong prominence on effective corporate governance and operates a dedicated charitable sector, the Dhaka Bank Foundation, which reflects a well-established corporate responsibility framework.

[bookmark: _Toc215225104]2.3 Technological Factors
Dhaka Bank limited uses various types of technology to provide services to the customers. The progress of Dhaka bank in Bangladesh’s Banking sector is possible only for these modern technologies. It also enhances customer satisfaction, improve & work more efficiently & grow operational efficiency, and maintain dedication to guiding requirements. The main technological factors implemented by Dhaka Bank are detailed below:

1. Digital Transformation and Customer-Centric Technologies

· Customers perform their daily transaction by The Dhaka Bank GO mobile banking application and Internet Banking platform, including fund transfers, bill payments, and account management, daily.  
· The bank provides e-KYC-based instant account opening via its mobile app, it enables customers to manage their accounts remotely.  
· Dhaka Bank nano loans ranging from Tk. 10,000 to Tk. 100,000, through Dhaka Bank Go app.
· The bank provides digital tools for small and medium enterprises (SMEs), including i-Samadhan and i-Khata, which help entrepreneurs in managing their accounts.
· Dhaka Bank provides online cash controlling services that allow corporate clients to swiftly handle large payments through digital channels.

2. Core Infrastructure and Operational Technologies
Dhaka Bank has progressed a strong and effective technological structure to guarantee smooth operations throughout its branches and service points.  
· On time transactions, minimizes manual processes, and upgrades customer service delivery enables by the banking systems through bank engagements. 
· To increase the processes & paperless working ambience, Ai driven solution is using by the organization. 
· The bank has continued data centre efficacy by the proper use of virtualization technology.
· Network communications: The bank employees connected with other branches for internal communication via IP based telephone.

3. Regulatory and Industry Compliance Technologies
Dhaka Bank sets to all regulatory requirements by executing digital systems that mixed up with national financial systems.
· The bank enables utility bill payment platforms through Electronic Fund Transfer WASA, TITAS. 
· Secure international money transfer system, we can be facilitated by Dhaka Bank because they are collaborating with global remittance service.
· Credit Information system is produced by the modernized input template directed by Bangladesh Bank.

[bookmark: _Toc215225105]2.4 Political, Legal & Regulatory Factors

The political, legal, and regulatory factors are monitoring by Bangladesh’s banking sector that are basic of Dhaka bank. These factors play a necessary role 

1. Political Factors
The banking sector's operation are impacted by the general political climate. Including that of Dhaka Bank. 
A persistent challenge within Bangladesh’s banking system is the contribution of politics in commercial and regulatory decisions. 
· Political prejudice may result in loans being granted to well-connected individuals or groups, some of whom may avoidance, leading to an increase in Non-Performing Loans. Private banks, such as Dhaka Bank, can also be indirectly affected by this extensive issue within the sector. 
· Agency Capture: Interest groups sometimes bias adaptations to banking regulations and authority frameworks, leading to reduced oversight, including adaptations to the term of bank directors.

Government Policies & Market Intervention:
Policy preferences concerning lending rate top limit, foreign exchange principles, and sector-exact financing significance have an explicit influence on Dhaka Bank’s procedures and value. Positive political conditions that foster import and investment activities, especially in the export-import sector, lean to improve the bank’s performance.

2. Legal and Regulatory Factors
Dhaka Bank functions within the extensive framework set forth and enforced by Bangladesh Bank (BB), the central bank of the nation.
Key Legal Frameworks:
Bangladesh Bank’s Controlling Oversight:
· Bangladesh Bank Order, 1972: Begins the structure and evidence of the central bank. 
· Bank Company Act, 1991 (amended in 2013 and 2018): The principal bill heading all banking operations in Bangladesh.  
· Financial Institutions Act, 1993: Controls non-bank commercial institutions.
· Money Loan Court Act, 2003: Establishes special courts to speed up loan recovery processes, focusing on the dispute of non-performing credits.
· Money Laundering Prevention Act, 2012: Applies severe Anti-Money Laundering (AML) and Counter-Violence Financing standards, which Dhaka Bank is needed to follow to, particularly in transmittal-related activities.
The Banking Regulation and Policy Department (BRPD) of BB issues various prudential guidelines that Dhaka Bank is obligated to follow, including: 
·  Capital Adequacy (Basel III): Ensuring adequate capital to mitigate risk.
·   Asset grading and fund allocation: Scenery standards for the recognition and administration of non-performing resources
· Liquidity Requirements: Conform to the Cash Reserve Ratio (CRR) and Statutory Liquidity Ratio (SLR).
· Company management framework: Observing parameters concerning panel structure, threat management, and inner panels (Dhaka Bank has its own governance code). 
· Credit rules oversight: Providing guidance on sector-specific lending objectives and any interest rate limits imposed.


Compliance and Enforcement Challenges:
Though there are many rules & regulations that are only work how efficiently that rules & regulations are applied well. Sometimes it creates risk when the rules are not applied properly because of political interference & the lack of capacity of central bank.
Dhaka Bank works in a technique that has harsh laws but is also manipulated by politics. The bank’s operation and permanency vary not only on following Bangladesh Bank’s rules but also on how political conditions and authority affect the fairness and texture of commercial monitoring in the country.
[bookmark: _Toc215225106]2.5 Industry Rivarly
Dhaka Bank is holding about 3% share of the banking market in Bangladesh, that’s why it is listing well known private bank among all of them. It is considered one of the leading 10 private commercial banks and competes with well-established names like BRAC Bank, Eastern Bank, and City Bank. However, many of these competitors prefer another bank’s & they capture banking market.
Dhaka Bank mostly tends regulars inside Bangladesh, but it is seeking to grow in universal import fund and payment services. This benefits the bank access customers external the country. Conversely, lower value makes it difficult for Dhaka Bank to compare strongly in global fairs.
The banking sector in Bangladesh is very aggressive. Many private banks offer comparable outcomes and target the same clients. Because of this, it is hard for Dhaka Bank to stand out and strengthen its market position.
1. Number and Strength of Competitors
There are over 40 private commercial banks operating in Bangladesh, including conspicuous competitors such as BRAC Bank, Eastern Bank Limited (EBL), Dutch-Bangla Bank Limited (DBBL), City Bank, and Prime Bank. Each of these institutions involves in intense competition across the retail, SME, and corporate finance sectors. The huge number of contestants enhance competition and confines the ability of any single bank, including Dhaka Bank, to control the market.

2. Similarity of Products and Services
Most banks in Bangladesh provide core services such as savings accounts, loans, credit cards, trade finance, and digital banking which cause obstacles isolation based exclusively on produce offerings. Subsequently Dhaka Bank and its peers strongly depend on service quality, customer trust, brand status, and technological progresses to secure a competitive edge.
3. Price and Interest Rate Competition
Opposition constructed on pricing, particularly concerning interest rates on loans and deposits, signifies another significant factor. For reducing profit margins banks change their rates throughout the industry. When Bangladesh bank confirming effectiveness to the financial policies, Dhaka Bank must sustain economical pricing 
4. Brand Loyalty and Customer Relationships
Dhaka Bank mainly focus approachable customer service to sustain customer loyalty because where product variation is minimal, customer connections is crucial.
5. Impact of Market Saturation
To attract new customer, banks are renovating their focus on rural banking & SME service.
6. Comprehensive Assessment
The bank functions contained by a model where service quality, innovation, digital readiness, and brand trust are crucial for success. To maintain growth, Dhaka Bank must stay in its investments in digital conversion, enhancing customer experience, and spreading its product offerings to distinguish itself in an ever-more crowded market.
Overall, the competitive rivalry for Dhaka Bank is high. The bank operates in an environment where service quality, innovation, digital readiness, and brand trust determine success. To sustain growth, Dhaka Bank must continue investing in digital transformation, customer experience, and product diversification to stand out in a gradually assembled marketplace.

Ranking 
Based on the analysis of following ratios, the ranking of the banks should conclude as: 
1. City Bank – 
* Decent liquidity
* Stable dividend policy
*Strong profit
* Fair valuation
2. EBL Bank – 
* Healthy liquidity
* Careful dividend policy
* Strong profit
* Moderate valuation
3. BRAC Bank –
* Struggles with liquidity
* Conservative payout strategy
* Changing valuation 
4. DBBL Bank – 
* Mixed profitability & valuation
* Strong liquidity
*Conservative payout 
5. Dhaka Bank – 
* Lowest profitability 
*Solid liquidity
* Moderate valuation
* Negative FCF yield 
6. Jamuna Bank – 
* Weak profitability 
* Good liquidity
* Volatile FCF yield 
* Moderate valuation.
Even , the bank faces confronts related to controlling agreement and contest because possible securities might select better substitutes due to its low operating efficiency and the need to reduce debt to remain balanced in the market.
Since the bank is positioned in the middle-lower tier, it struggles with profitability and cash flow production contempt having good liquidity and an improving dividend strategy. Although the increasing surplus may attract new stockholders, the low gains and weak cash flow create effects. Therefore, improving operational efficiency and investment controlling is mandatory to stay competitive & working efficiently.
Furthermore, by concentrating on customer requirements, implementing industrial invention, and developing its product assistance, Dhaka Bank can increase its market situation and maintain to grow in the economical banking sector of Bangladesh. As the bank swells, keeping on innovative and arranging customer needs will be essential for its future achievement and significance in the economic industry.

[bookmark: _Toc215225107]2.6 Summary of Challenges & Opportunities
Based on the assessment of its controls and the wider banking model in Bangladesh, the following outlines the primary challenges and prospects for Dhaka Bank PLC:
Challenges for Dhaka Bank
1. Asset Quality and Non-Performing Loans (NPLs):
· Elevated Non-Performing Loans (NPLs): A substantial unease for the Bangladeshi banking sector, including Dhaka Bank, is the considerable level of non- performing loans. Bank’s effectiveness is reduced by these tricky loans.
· Declining Asset Characteristic: Stubborn obstacles are confronted by Dhaka Bank. For ensuring commercial strength they should be improving the quality of loans 

2. Competition and Market Saturation:
· All banks such as private, public & foreign banks provide the same commercial, retail & SME customer services that’s why banking sector in Bangladesh is aggressive. 
· Providing low-cost loans to local industrialists is the other reason of banks competition.

      3.Liquidity and Investment Environment:
· Banks discover challenging the presence of extra liquidity within the general banking system.
· Bank's operating environment can be affected by the internal & universal monetary factors.

4.Governance and Regulatory Compliance:
· Community trust and confirming long-term strength is only possible for adopting responsibility, supremacy. 
· New rules are adjusted by Bangladesh Bank for developing economic foundations.

 Opportunities for Dhaka Bank
1. Digital Transformation and AI Integration:
· Adoption of AI and Digital: Dhaka Bank has familiarized the "Future of Banking through AI" as a indispensable theme, offering a historic chance to utilize numerary tools and artificial intelligence to improve customer service, operational efficiency, cybersecurity, and risk management. 

· Channel Expansion: Increasing its cardinal path (Mobile/Online Banking) and substantial communications (Branches, ATMs, ADMs, Sub-Branches) creates paths for wider financial presence and expanded customer access.

2. SME and Retail Segment Growth:
· Focus on SME: The Dhaka Bank Start Up Fund highlights SME banking  and support for women industrialists. This sector is a necessary factor of the Bangladeshi economy. 
· Consumer/Retail Banking: The retail sector, personal loans and car loans, growth prospects that could expansion and advancing limits.

3. Islamic Banking and Off-Shore Banking:
· Diversified Offerings: Dhaka Bank functions both predictable and Islamic banking areas, enabling it to attract a broader consumer that chooses Shariah-compliant services.

· Off-shore Banking: External currency assets permitted by Off-shore banking for the people who reside outside the country.


4. Human Capital and Organizational Development:

· The bank is directed on permanent improvement and guidance with its human resources, which can lead to higher quality service, efficiency, and a motivated workforce, developing its competitiveness.

5. Capital Market and Investment:

· Firms: The existence of holdings like Dhaka Bank Securities Limited keeps an opportunity to increase its path in the capital market, brokerage provisions, and merchant banking operations.

In summary, Dhaka Bank’s future growth depends on beginning universal issues such as high NPLs and strong rivalry, while proactively using digital innovations, consolidation its presence in the SME and retail sectors, and making the most of its varied service offerings, including Islamic and Offshore Banking.
















Chapter 3
[bookmark: _Toc215225108]Analysis of Dhaka bank


[bookmark: _Toc215225109]3.1 Overview & History
The importance of commercial banks after the ravage of the liberation war to develop a better economy was needed and it is needed now and will be required in future also. In time-to-time Government of Bangladesh agreed to permit the private commercial banking in the country. It was a dream of corporate grandeur to be unique financial service provider that draws inspiration from the riches of golden Bangla, its history and heritage, but adopts global standard, tools and techniques in delivering service. The dream was the brainchild of Mr. Mirza ABBA’s Uddin Ahmed, a visionary rare individual who longed for a journey to history and way forward to the future on the wheels of financial service and innovation. A deep insight into the spirit of Bangladesh and its business and a close observation of global financial system urged the futurist leader to form a Bank in Bangladesh matching up the global sophistication with the fragrance of local simplicity. His vision profusely motivated his entrepreneur friends who dared to shoulder the great corporate voyage for excellence. At the opportune moment, Dhaka Bank Limited was born on the 5th of July in 1995 in great expectation of the people of Bangladesh to fulfil their dreams and demands.
Dhaka Bank was incorporated as a Public Limited Company on April 06, 1995, under Companies Act, 1994 and got listed in Dhaka and Chittagong Stock Exchange in 2000. Headquartered at Motijheel, Dhaka, DBL has rooted deep into a strong capital base and got hold of a countrywide reach through a larger network of Branches, ATMs, and SME channels. Our wings of operations have widened to SME potentials, prospects in agriculture, environmental concerns and capital market opportunities. The Bank is now expanding far and wide to higher market share and big surge in assets. A great total of 226,663 customers now we serve and seek to make them better off" as best as we can. Over 30 glorious years, DBL has made its vibrant presence at 116 locations across the country. Great companies rise in tough times. We believe Dhaka Bank is on the threshold of emerging as a great Bank. We expect to rise from the heart of Bangladesh as a stronger force in the market we serve. We are committed to our goals to create superior shareholder value in our quest for excellence as we grow and mature into banking veterans. The emergence of Dhaka Bank Limited at the junction of liberation of global economic activities, after the URUGUAY ROUND has been an important event in the financial sector of Bangladesh. The experience of the prosperous economies of Asian countries and of South Asia has been the driving force and the strategies behind operational policy option of the Bank, The Company Philosophy - "Excellence in Banking" has been preciously the essence of the legend of bank's success. Dhaka Bank Limited has been licensed by the Government of Bangladesh as a Scheduled Bank in the private sector in pursuance of the policy of liberalization of banking and financial services and facilities in Bangladesh. In view of the above, the Bank within a period of 30 years of its operation achieved a remarkable success and met up capital adequacy requirement of Bangladesh bank.

Capital Structure
The Dhaka Bank was established as a public limited company on April 6, 1995, allowing the Companies Act of 1994. It instructed commercial operations on July 5, 1995, with an authorized capital of Tk. 1,000 million and a paid-up capital of Tk. 100 million. In 2005, the Bank extended its authorized capital to Tk. 2,650 million, and again to Tk. 6,000 million in 2015, reaching Tk. 20,000 million in 2025. As of December 31, 2024, the Bank's paid-up capital was Tk. 10,066 million, while its total equity stood at Tk. 21,786 million. To command commercial banking services nationwide, Dhaka Bank Limited has set up 116 branches to date. The structure quickly purchased customer loyalty in both internal and international markets following its organization.

[bookmark: _Toc215225110]3.2 Customer Mix
Dhaka bank limited provide services to the variety types of customers by planning organizing. They serve financial solutions as the requirements of their customers & must be ensures that customers get high quality service. Its customers include regular individual clients, big international companies, and specialized financial sectors, showing that the bank is performed to serving all parts of the financial system.

1.Retail Banking Customers
This section forms the base of the Bank's consumer base focusing on individual clients and mass-market consumers. It primarily comprises of people from middle-income and upper-middle-income groups. Their monetary constraints focus on necessity, everyday banking and personal financial growth. Dhaka Bank offers a broad range of products including:  
· Transactional Accounts: Planning both savings and current (checking) accounts for daily cash flow management.  
· Deposit Products: Offering stable investment options such as various stages of fixed deposit receipts (FDRs) and persistent deposit schemes. 
·  Payment Channels: The cards which are well known in domestic & international world such as Debit & Credit cards are announced to be useable all over the world.
·  Personal Financing: Variety of financing loans assist with significant life purchase.

2. SME (Small and Medium Enterprise) Customers
SME is recognized as the growth engine for banking sector. Dhaka bank announced this segment as a national economic health because it is very necessary. Small & medium-sized business owners are involved in this sector. They require financial support from them to grow their business. Daily operational costs managing by providing short term loans.
3. Corporate Clients
Textile industries, high volume trading who are operating their business national & international are involved in this segment. Their demands are financial problem solutions & consultation:
· To extend the project they provide customized corporate. 
· To reduce the financial risk managing treasury & risk management

· For international connections provide global currency transformation.
· Provide strong payroll systems & banking service.

4. Islamic Banking Customers
Dhaka Bank serves customers seeking Shariah-compliant financial products because it enhances the faith of banking service. Shariah complaint financial service provider of those people who are investor & want to avoid banking interest. Products include:
· Mudaraba and Musharaka Deposits: They provide profit-and-loss-sharing deposit accounts.
· Islamic Investment Schemes: For long-term capital creation follow the Shariah authorized services.
· Shariah-based Corporate Financing:  Murabaha Offering for moral business financing solutions 

5. Off-shore Banking Customers (OBU)
Dhaka bank extends its service to the global business community through Off-shore banking systems. These clients manage foreign exchange through cross-border financial assistance:
· Foreign Currency Accounts: Accounts is the major global currencies for facilitating international trade.
· Export-Import Financing: For inbound and outbound international trade contracts provide credentials.
· Off-shore Loan Facilities: For local projects foreign currency provides financing loans. 
Mutual respect, excellence, service and reliability are our main facts to build customers’ trust & maintaining long-lasting relationships. Our main priority is to fulfill the needs and requirements of our customers. We committed to our customers that we utilize every types to resources to fulfill their requirements & make them satisfied. Customer values are the main principle of our working place.
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	Asset Products
	Liability Products
	Services

	Personal Loan
	Deposit Pension Schemes
	Mobile Banking (SMS, Dhaka Bank GO) Locker

	Vacation Loan
	Special Double Scheme
	ATM Card

	Home Loan
	Savings Bundled Product
	Internet Banking

	Car Loan
	Gift Cheque
	Visa Credit Card

	Any Purpose Loan
	-
	Utility Bill and Tuition fee collection



Operation Details
Multiple services are provided by Dhaka Bank to meet their customer needs & requirements. Digital Banking is the modern system among all of them. This includes Internet Banking; mobile solutions, the Dhaka Bank GO app and SMS services for transactions.
The DBL GO app features are-
1. Account Summary and Details
2. Balance and Transaction History Inquiries
3. Utility Bill Payments
4. Mobile Top-up Services
5. Inter- and Intra-Bank Fund Transfers
6. Submission of Service Requests
7. Viewing Current Promotional Offers
8. Locating Discount and EMI Partners
9. Branch and ATM Locator
10. Direct Bank Contact Information 
We use ATM network for cash withdrawals and balance inquiries. Various purchasing and cash advance options we use visa credit cards. Moreover, the bank helps customers to pay regular necessary bills through cards.
Corporate Social Responsibility (CSR)  
Dhaka Bank has a strong commitment to corporate citizenship. Bangladesh Bank guided Dhaka bank to aligns with CSR for annual profit of these efforts.  The areas are:  
Environmental Sustainability: By tree plantation, supporting renewable energy, campaigns are promoting sustainable environment
Educational Support: To improves in educational infrastructure offering scholarships. 
Bank supports social development as well as enhances its reputation through these actions. 
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The success of commercial banks depends on customer satisfaction and loyalty. Perspectives from my internship, mixed up with research, show that Dhaka Bank actively engages in this site.  
1.Commitment to Customer-Centric Service
Dhaka Bank’s main prioritize is “Quality Service First” is treated not just as a goal but as a key principle. They value their customers so well to fulfill their bank’s vision, mission & aim. Their commitment is the daily operational term for them. So, they trained their employees so well that they can work fully in professionalism. 
2. Service Quality Dimensions
SERVQUAL framework is the assessment of Dhaka Bank service quality. Main factors are: 
Reliability: 
Dhaka bank shows consistent reliability in its operations. They maintain reliability by record-keeping, proper way of transacting, and dependable fund transfers and cheque processing. Also, Dhaka Bank GO app and Internet Banking platform are available 24/7.
Responsiveness: 
Bank has is fully responsible for maintaining customer information & providing solutions for any of their problems & queries. 
Assurance: 
Dhaka Bank builds customer confidence through its staff. Employees show professionalism, strong product knowledge, and provide support to their customers so well that they can ensure that Dhaka Bank is safe for all their assets.


Empathy: 
The focus on customers’ requirements is another positive side of banking culture. They try to understand very well what their customers want from them & will provide solutions to fulfill their requirements. Because of these customers are also reliable to them. 
Tangibles:  
The clean branches secured at ATM booth are the tangibles resources of Bank. It also attracts customers so perfect way. 
Complaint Management & Feedback Systems: 
Hotlines, email, online forms, and physical complaint boxes are the way customers complain. These systems are the easiest way of providing solutions to their customers. They also launch automated feedback collection system that will improves Banking system.
Overall Assessment 
Dhaka Bank has built a strong foundation for service quality through its customer-focused values. While general banking services are well-received, further developments in responsiveness, digital support, and complex service areas (such as credit processing) would enable the Bank to deliver even higher service quality and remain competitive in the evolving banking sector of Bangladesh. Customer Focus is Dhaka Bank’s (DBL) one of the most important core values, on which we operate our business in the banking industry. Customers’ perceptions of service are based on how the experience matches their expectations: Satisfactory service occurs when expectations are met. Delightful service occurs when service exceeds expectations. DBL always believes in providing delightful customer experience to all its customers. In today’s competitive world, our customers’ expectations about our services are ever increasing. We live in an age where customers are more than willing to share their experiences with friends, family and the social media world. So, it’s not surprising that they may be just as willing to share their experiences with the company itself – if they are asked. To provide better and delightful service it is imperative to hear the voices of our customers. To ensure the “Voice of the Customer” is heard on an ongoing basis, DBL has introduced an automated customer feedback system to its Local Office, Dhaka. We have also taken initiatives to launch this automated customer feedback system to other DBL branches very soon. As a responsible financial institution, we believe:
Quality service first!
Quality service is Your Right, Our Obligation


[bookmark: _Toc215225113]3.5 SWOT Analysis
	Strengthen
	Weakness

	· Reliable and easy to use internal computer system. 
· Dedicated & skilled workforce 
·  Specialization in function
	· Lack of planning of top management 
·  Congested workspace 
· Lack of employee motivation

	Threat
	Opportunity

	· Undiversified customer base of branches 
· Lack of potential Relationship Manager in branches
	· Expansion of branch network 
·  Early mover advantage


Strength:
The Central Processing Center (CPC) for trade operations boasts a dependable and user-friendly internal computer system backed by innovative technology. It is connected to various branches through an intranet and is fortified with a forceful internal computer system to facilitate seamless operations. 
Enthusiastic and skilled workforce Most of the employees of CPC are dedicated and responsible to their work and capable of trade operations. Day by day they are trying to increase their efficiency and effectiveness. 
Specialization in function Division of work and category of job is properly defined for each staff member. This division of work and description of job have brought expertise which in turn brought operational efficiency.
 
Weaknesses: 
Lack of Proactive Planning The person in charge of CPC trade operations does not plan much. Most of the time, they wait for problems to appear and then respond, instead of preparing in advance. This reactive style slows down improvement and makes it hard to stay ahead in trade operations.
Lack of employee motivation Many employees are overloaded with too much work because tasks are not divided properly. This extra workload makes them tired and affects their precision and compliance. CPC staff often must work long hours under pressure. They deserve proper encouragement to stay motivated, but working for long hours without extra benefits has made many employees miserable. This dissatisfaction eventually lowers their output.
Congested workspace The CPC office space is very cramped. Such congested surroundings slow down work and make daily tasks harder. Employees need enough room to move comfortably and work efficiently. A more open and organized workspace would help them perform better and stay motivated.

Opportunities: 
Expansion of branch network most commercial banks are based in Dhaka. There exists substantial potential to expand branch presence in various business regions of Bangladesh and enhance AD Branch.
Thread:
Lack of potential Relationship Manager in branches, Branches have shortage in potential officer who can manage some big client and improve customer base. Despite these strengths there is also some inner strength which helps companies to overcome weaknesses. Similarly, Dhaka bank has also some strong external prospects which assists to pull down company threads.
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Based on the SWOT analysis, the organization can adopt the following strategies to overcome existing challenges and capitalize on future opportunities:
1. Strategies Based on Strength–Opportunity (SO)
Use strengths to take advantage of opportunities.
· Provide a reliable and easy-to-use internal computer system to support the expansion of the branch network by providing seamless digital connectivity and fast service delivery across new locations.
· Utilize the dedicated and skilled workforce to secure an early-move advantage in emerging markets by offering innovative financial products and superior customer service.
· Utilize specialization in functions to streamline the process of onboarding new branches, ensuring a smooth operational setup and improved customer acquisition.
2. Strategies Based on Strength–Threat (ST)
Use strengths to reduce or avoid threats.
· Utilize the skilled workforce and functional specialization to provide intensive training for Relationship Managers so that the branches can improve customer handling and mitigate the threat of an undiversified client base.
· Developing targeted products and services are possible for understanding our customers’ needs and that will help us very well.


3. Strategies Based on Weakness–Opportunity (WO)
· Structured Expansion Planning: Regular performance checks is the strategy of long-term banking network. New branches are well located and operationally effective are weaknesses in planning. 
· When they open new branches, it should be modern design & also they should be renovating their existing ones.
4. Strategies Based on Weakness–Threat (WT)
Operational Risk Management: To make decisions branches should maintain specific rules because it reduces the banking risk.
Talent Retention: Bank should motivate their staff for performing well by tangible & intangible elements such as bonus, rewards, praise, awards etc. These motivational things are not only helpful for employees but also for the bank. By achieving those, they are doing their work so perfectly.
Efficiency-Focused Workspace Management: For reducing interruptions bank should check how & why the problem will arise. These are the also reasons of services delays.
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[bookmark: _Toc215225117]4.1 Service Standard, Complaint Management & Bank Performance
In this chapter I have done academic research on Dhaka Bank PLC about service quality, how complaints are handled, and how much bank perform well. The objective is to be linked up with the academical theories & practical work life experience.

[bookmark: _Toc215225118]4.1.1 Service Standards in Banking
We make customers happy & satisfied by providing services well. Providing good service is the major factor of banking sector. To measure the quality of service there is a dimension – 
· Reliability of service
· Response time of employee
· Staff’s knowledge & confidence level
· Presence in a physical way
· Well treated customers.
Many customers think that all Bangladesh Private Bank’s services are average. They are mainly concerned about how fast they get the services & how they are treated. Dhaka bank treated their customers in similar way in all sectors like branches & ATM’s. If the staff members are knowledgeable & skilled, they are appreciated by the customers. Sometimes miscommunication has also arisen that creates hamper for banking operations. The problems are customers sometimes awaited so long for response & slow service because of server problems. Dhaka bank recently launched DHAKA BANK GO app so that customers can do their transaction at any time at any place. 
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To build customer trust bank should handle customer problems in a proper way & provide them with a solution as soon as possible. In my opinion customers can submit their complaints in various ways. Dhaka bank has built few systems such as- 
· A complaint box at branches
·  a central Complaint call center 
·  an online portal for submissions
·  24/7 call center
All bank of Bangladesh’s has proper system of handling problems but still customers face problems in several times. Like miscommunication, late replies etc. Bank should work on it to make it perfect. They can provide digital tracking systems so that problems can decrease day by day. Dhaka Bank already works on it to improve banking systems. Complaint handling in a faster way is the very important factor bank because this bank can build customer trust.  

[bookmark: _Toc215225120]4.2 Bank Performance and Its Linkage with Service Quality
Banking performances are judged by depending on ROA & ROE, asset quality etc. By analyzing Dhaka Bank’s annual profit, I found that its profit, total assets, are growing in a gradual way. Banking performances are also linked with service quality. Bank can sell their products more by excellent customer services & attracting new ones. Customer satisfaction is the main & most important factor for the bank because it can increase the bank’s performance in a very good way.

For Dhaka Bank, elements such as improving its digital platforms, focusing on how it handles complaints, and building a stronger customer service culture are seen as key for long term success and profit. However, ongoing issues such as high operating costs, high competition, and varying service quality impose a risk to financial results if they are not improved. My research from both academics and industry highlights several important points from the following list:

1. Service Standards: Dhaka Bank has strengths in the tangible parts of its service and the support offered by its staff. However, a consistent improvement is the speed of its delivery service and the need for more personalized customer interactions.

2. Complaint Management: The bank has set up a system for receiving complaints through multiple channels. Still, the effectiveness of this system relies on how well it manages core elements like quick responses, fast follow-up procedures, and integrated tracking methods.

3. Bank Performance: There is a strong positive link between high quality service, effective complaint resolution, and the bank's overall performance. These factors play a big role in building customer loyalty, which leads to financial stability and growth.


4. Research Gaps: Current research shows several opportunities for further exploration. Many studies are based on small sample sizes or rely heavily on opinions gathered through surveys. There is a clear need for analysis that includes operational data from the banking sector. Long term studies are also suggested to assess the lasting effects and effectiveness of Dhaka Bank's ongoing digital transformation efforts.

In summary, all these elements review highlights the connections between service quality, complaint management, and financial performance as vital parts of a modern bank's success. For Dhaka Bank, staying competitive in the market requires a constant focus on service delivery, improving its complaint management system, and strategically investing in digital channels. This collection of existing knowledge offers a solid basis for analyzing Dhaka Bank's operational practices, as noted during my internship.
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[bookmark: _Toc215225123]5.1 Data Usage 
In this segment of the report, I have researched Service Standards, Complaint Management, and Performance of the Bank. I have gathered this information from two different sources to ensure a complete analysis in the following list:
• Primary sources  
• Secondary sources  
I have collected primary data to gain direct insights into customer experience and operational processes. The methods I followed were below:  
· Observation: I have gathered data through my observation of daily operation during the banking hours and customer interactions during my internship 
I have obtained secondary data from numerous different data driven sources. The sources I used are listed below:  
● The official Annual Reports of Dhaka Bank Limited.  
● Internal documents and records from Dhaka Bank Limited.  
● Relevant articles from financial publications and newspapers.  
● Reputable online resources and the bank's official websites.
.
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My analysis includes observations based on primary customer feedback and secondary data. This information helped me assess how well Dhaka Bank does its daily operation.
Service Standard  
Dhaka bank’s operational culture is based on its Quality Service approach. This commitment shows how its employees perform. They prioritize valuing professionalism, have strong service knowledge, and maintain great customer relationships. As a result, the bank builds trust with its clients through reliability and assurance.  
● The bank has invested heavily in the tangible aspects of its service. It upgraded the branch environment, expanded the ATM network, and developed more digital platforms.  
● One area needing improvement is responsiveness. The bank still faces challenges in addressing digital banking inquiries and handling service delays during busy hours.
Complaint Management
● The bank offers several ways to submit complaints, including a dedicated hotline, online forms, and email support. This is managed by a specialized Complaint Management call center at Head Office.  
● There are systems to improve the process, such as implementing automated feedback systems.  
● Despite these systems, there are still significant operational problems. Customers face long response times, limited communication, and incomplete procedures for escalating unresolved issues.  
● Internally, the complaint center effectiveness is limited by a heavy workload and limited space, which affects customer issues.  
Bank Performance
● Dhaka Bank has seen consistent growth, leading to an increase in total assets, deposits, and digital services.  The bank operates in a highly competitive market, going up against established rivals like BRAC Bank, Eastern Bank Ltd, Dutch-Bangla Bank Ltd. City Bank Ltd.   Its performance is affected by sector-wide issues, especially high non-performing loan ratios, which threaten overall credit quality. While the bank has a strong liquidity position, its profitability measures currently fall short compared to leading competitors.  Future growth relies heavily on strategic expansion in important areas, including faster digital transformation and targeted development in SME, Islamic, and offshore banking segments.  


[bookmark: _Toc215225125]5.3 Discussion
My overall experience from the internship report would suggest that Dhaka Bank PLC is a well-established private commercial bank. It is known for strong service values, a dedicated workforce, and a growing industrial framework. However, several gaps and challenges still hinder the Bank’s service quality and competitive performance.
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Based on my findings, I have listed the following recommendations that aim to strengthen Dhaka Bank's competitive position and ensure sustainable growth.
1. Improve Customer Service Delivery  
● Call Center: Provide a training program for call center staff focusing on communication skills, product knowledge, and resolving issues on the first contact. Clear and consistent operating guidelines will enhance response accuracy.  
● Customer Feedback: Set up a regular feedback system, like TEXT or Email surveys after customer interactions, to gather real-time insights. This data should be analyzed to spot recurring issues and track service quality improvements.  
2. Make Service Channels More Accessible  
● Expansion: Use data to find high-demand, underserved areas for new ATM installations. By prioritizing these locations, the bank can address the main cause of customer dissatisfaction and improve convenience.  
●Increase Digital Channel perseverance: Run advertising campaigns for mobile and internet banking platforms. Emphasizing features like cardless cash withdrawal and mobile check deposits can reduce the workload on ATMs and branches while keeping up with modern banking trends.
3. Strengthening Market Position
● Diversify Credit Portfolio: Actively develop and promote tailored loan products for small and medium businesses. This approach will lower risk by decreasing reliability in large corporations and tap into a significant growth market.  
● Conduct Benchmarking: Carry out regular, detailed performance analysis that compare Dhaka Bank's key metrics, such as profitability, asset quality, and digital presence, with those of its main competitors. This will reveal strategic weaknesses and guide focused improvement efforts.  
● Diversify Revenue sources: Explore and create new fee-based services and non-traditional banking products. This might include wealth management, insurance, or specialized transactional banking services, which will improve revenue stability beyond core lending activities.  
4. Intensify Marketing and Brand Presence
● Launch Targeted Promotional Campaigns: increase brand visibility through cost-effective yet impactful methods. This includes advertising in billboards in busy areas, advertisements on news channel   newspaper campaigns in busy areas and using search engines, social media for targeted digital marketing to reach a wider audience.  
[bookmark: _Toc215225127]5.5 Conclusion
My internship at Dhaka Bank PLC has provided me with great insights into how the bank carries out its daily operations. I have experienced a lot about quality service, handling clients, and how these factors relate to immense financial performance. This experience allowed me to know that Dhaka Bank is a well reputed financial institution in Bangladesh. It is known for its client focused approach, skilled staff, and commitment to digital perseverance. These factors create a strong foundation for their important role in the country’s banking sector. However, my analysis also brought up some serious challenges that need improvement. Dhaka bank works in a highly competitive market and faces pressures like non-performing loans and internal inefficiencies, especially in service speed and complaint handling. For Dhaka Bank to maintain its ranking as a leading modern bank, it must prioritize strategic efforts in major areas. Improving its digital platforms, focusing on complaint management for greater workforce, and developing strategies to increase its market presence are key to greater success.  By focusing on   these areas with attention, the bank is in a good position to build strong customer loyalty, achieve better financial results, and ensure its long-term growth in a competitive market.
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