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Executive Summery
IDLC Finance Limited is one the most renowned and trusted non-financial banking institution of Bangladesh. In 1985, IDLC started its journey and gradually expanded their services. IDLC SME division started journey in 2005 to provide business loans. SME division successfully growing business services and contribute to the betterment of economy. 
The topic of my report is ‘Human Resource Practices of SME division of IDLC Finance Limited”. HR department plays vital role in an organization. HR department has many functions to manage the employee. They hire the potentials to get the competitive advantage. Train employees for their personal development and make them efficient. Provide compensation based their performance.
In this report, I briefly discussed about the HR practices of SME division of IDLC. Firstly I have given short description about IDLC and SME division. Then I have given the procedure of their recruitment, training and development, performance evaluation, and the compensation guideline etc. I completed this report based on experiences of my internship period. Lastly, I finished my report with some minor recommendation and conclusion.
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Chapter One
Introduction of IDLC







1.1 Overview of IDLC Finance
IDLC Finance Limited one of the most renowned and reliable names in the financial industries in Bangladesh. As a Non-banking financial institute it leads market by giving solutions to the people. They tried to improve people lives since 1985 with their multi-products and services. As one of the respectable financial brands, IDLC continuing with a dynamic and diversified footstep in Corporate, SME, Retail and capital market segments. It presences in over 20 cities across the country with 40 branches and over 1400 stuffs serves almost 50000 clients with creating new dream which takes it a greater heights.
IDLC started its journey by the initiation of international Finance Corporation of the World Bank. The formation of IDLC was done by the collaboration of International Finance Corporation, German Investment and Development Company, Korea Development Financing Corporation, Aga Khan Fund for Economic Development, Kookmin Bank, The City Bank Limited, Bangladesh Limited and Sadharan Bima Corporation. Initially they started with Lease Financing as their main product but day by day they improved themselves and tried to grab the market. Now it is known as the largest multi-product Non-Bank Financial Institution in Bangladesh. IDLC fully provide their services in Corporate, Retail and SME sectors. They have a strong presence in the Capital Markets. As a brokerage farm IDLC Securities Limited, the subsidiary of IDLC also took top place among the country. They have a great influence over the competitors which helps them to become more successful. 
Over the 3 decade, IDLC has achieved a strong position in the corporate sector of Bangladesh. IDLC is valued by clients, peers, employees and regulators for strong corporate governance, legal compliance, and a liberal and enabling working environment. IDLC keeps strong promise to environmental and social development. They never compromise with ethical issues because they always try provide best and promise able services to their clients and employees. That’s why they easily reach the top with customers trust and value. IDLC received a lots of prestigious awards and recognitions from Government and various renowned organizations. 


1.1.1 Vision 
IDLC focuses on the providing the best the services to clients. They always think one steps ahead which makes them different from others. In future IDLC will be best financial organization in the country.
1.1.2 Mission 
IDLC always believe on quality growth with superior customer experience sustainable business practices. 
1.1.3 Core values  
· Integrity
· Customer Focus
· Equal Opportunity
· Trust and Respect
· Passion
· Simplicity
· Eco-Friendly






1.2 Historical Background 
	1985
	Through the signing of lease agreement IDLC (Industrial development Lease Corporation) incorporated their footprint in market.

	1990
	Established a new branch in Chittagong 

	1993
	Listed  in Dhaka Stock Exchange

	1995
	Got the license for working as a financial institution under the Financial Institutions Act.  

	1996
	Listed in Chittagong Stock Exchange

	1997
	Lunched operation in Home finance and Short Term Finance

	1998
	Got license from Securities and Exchange Commission as a Merchant bank

	1999
	Lunched operation in Corporate finance and Merchant banking

	2004
	Investment Management Services "Cap Invest" was launched, opened Gulshan branch and Dhanmondi branch especially for retail

	2005
	A MoU for strategic alliance was signed between IDLC and SBI Capital Markets Limited, India.

	2006
	IDLC Securities LTD. Started as a wholly owned subsidiary of IDLC. Head office was relocated at 57 Gulshan Avenue.

	2007
	Changed name IDLC Finance Limited. IDLC Securities started operations in Chittagong. They also lunched ‘Managed Cap Invest’

	2008
	Dilkusha and Dhnamondi branch was relocated

	2009
	Opened 2 SME booth in Gazipur and Imamgonj

	2010
	Opened branches in Karaniganj, Comilla, Savar And Narshindi

	2011
	IDLC Investment LTD. Started operations as a wholly owned subsidiary of IDLC. 

	2012
	Changed logo to rebrand the company

	2014
	Opened branch in Khulna and Bhulta 

	2016
	Establishment IDLC Asset Management LTD

	2017
	Opened first LEED certified environment friendly branch in Chittagong and also lunched IDLC’s open end mutual fund




1.3 Business Overview
The company accomplishes its diverse business through its four arms – SME, Consumer, Corporate and Capital Markets.

· SME Division
SME division is lunched especially to provide to loan for small and medium-sized businesses. They lend money to start a new business and to increase the current business. A wide range of businesses are covered by loan services such as cloth shop, food shop, variety shops, pharmacy, dairy farm etc. This division provides several types of loans based on the business size and profits. Term loans, Working capital loans and Lease financing are mostly provided for the business. Sometimes they customized loan procedures if necessary to satisfy customer. They also provide ‘Purnota Loan” to encourage the women entrepreneur.

· Consumer Division
Consumer division focuses on retail finance. It offers the service of Home Loan, Car Loan, Personal Loan and Deposits. The main target of their home loan is the mid and low income people. People can deposit money in different terms and cane take loan against the deposit.
· Corporate Division
Corporate Division works with corporate finance and structure finance. Corporate finance includes term loan, working capital loan, lease finance, project finance and commercial space loan etc. Another segments of this division is Structured Finance (SF) which provides customized solutions for all the major industrial sector by experienced & knowledgeable team
· Capital Markets 
IDLC Finance Ltd. accomplishes its capital market operations through three of its wholly-owned subsidiaries – IDLC Asset Management Ltd, IDLC Securities Ltd. and IDLC Investments Ltd. These subsidiaries provide all sorts of trading services to their customers. Their robust trading facilities enable them to offer best execution experience to their broad and diversified client base. Underwriting, primary issuance and merchant banking are its other major services.








1.4 Organogram of IDLC
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Chapter Two
IDLC SME Division








2.1 Overview of SME Division
SME means small and medium enterprise. The SME division of IDLC was started its operation in 2005 with different lending features such as term loan, small & medium business loan etc. IDLC’s SME division is the largest segments of the company which provides capital for small and medium business to operate their business. This division is financing solutions for the businesses in the Bangladesh. Its main focus to help the small and medium enterprises to flourish their business so that they can contribute to the economy. This division gradually introduced various products and features for the businesses. IDLC’s SME division mainly targeted the different businesses so that it can reach all the business to lend capital. This division especially works for supporting the women entrepreneur. They provide ‘Purnota’ loan for women entrepreneur. They encourage women to finance in business. They also provide several benefits and services for women. Also provide business solutions to women customers. They organize the Purnota fair in 4 districts so that women entrepreneur can easily avail the loan.  In 2018, this division disbursed total BDT 23,805 million and it has total BDT 34,687 million loan portfolio with 14,008 clients. With 42% portfolio contribution it is dealing with enormous clients.  
The key strengths of IDLC’s SME division is their fast loan processing system. They lend capital to businesses in a way so that they can utilize money in a proper way. With the proper documentation process clients gets loan very easily for the business. They reduces loan application process to provide capital at first as possible.  They always try to provide better services and features to the clients. This division has the most dedicated relationship officers who deal and make a great bonding with clients. This officers are mostly experienced to manage the clients easily.  A wide range products with different facilities to make it easy to customers. Customers can easily find out their product to avail the loan. This division also has highly experienced credit team. They analyze the risk of a loan and also analyze the customers’ portfolio whether he/she has the capability to avail the loan. IDLC provides SME loan in 28 branches across the country. 



2.2 Products of SME Division
IDLC’s SME division is in the leading position to lend capital to business for different purposes. They organize the loan segments into different categories. They provide several facilities to clients to make it easy for them. Each product has its own features and conditions. Those products are categorized into 3 segments. Under each segments various types’ loans are classified with different features. 





2.3 Organogram of SME Division 









Chapter Three
Recruitment Process of SME Division









3.1 Recruitment and Selection Process
An effective employee is an asset for an organization. Organization can select the effective employees by arranging a proper recruitment process. IDLC SME division follows a recruitment process to select their employees. This process is easy and clear. From the CV collection to final selection they strictly follow and maintain the procedure of this recruitment process.
Every department follows their own process to recruit employees. First, executive officer have to find out the vacant position from each level. Then officer need to take approval from the head of the department for the recruitment. If the delegated authority gives permission then recruitment process will start. The whole recruitment and selection process of IDLC SME division are given below

3.2 Collection of CV
IDLC SME division collects applicants CV through this way
· Post about the vacant position in IDLC’s website.
· Publish about the position in different leading newspaper.
· Post in different job sites.
· Arrange on campus recruitment or attend career counselling fair in different universities.
·  Through the personal contact.
· A number of applicant email their CV in HR department. HR department scrutinizes those CV’s and select applicant among them who are eligible for that vacant position.
· Sometimes collect CV from the Interns’ who interested to do job in this position.


3.3 Selection of CV
After collecting the CV. Concern department is screening CV’s of applicant.
	Position
	Primary screening
	Final screening

	Head of SME, Senior Manager, Assistant Manager
	-
	MD, Broad of Directors

	Senior Executive Officer, Officer, Assistant Officer
	Designated Officer of HR Department of IDLC
	Concerned Department of IDLC

	Junior Officer, Trainee Officer, Assistant Trainee Officer
	Designated Officer of HR Department of IDLC
	Concerned Department of IDLC



3.4 Organize Test and Interview
Human Resource department organize a written test for the applicant who are selected by CV screening. This test is compulsory for every applicant. Each of applicant must have to give this test for the position of respective department. After the written test HR department again check the script and shortlisted the applicant for interview.
· The primary interview of Assistant Officer to Assistant Trainee Officer are taken by the immediate supervisor and Final interview are taken by Head of HR & Division Head.
· The primary Interview of Senior manager to Officer are taken by the Division head and Final interview are taken by Head of HR & Division Head.



3.5 Final Recruitment
The broad of recruitment review candidates’ examination and finalize the list who are selected for the vacant position. Head of HR department and Head of SME Division will fix the salary according the selected candidate qualification and job responsibilities. Department of HR provide a letter of appointment to selected candidate including all the terms and conditions of the IDLC. If the candidate accept the offer he/she will give an acceptance letter to HR department.
Before the placement of new employee, HR department have to follow some rules and regulations
· The new applicant must be healthy and fit and certified by the assistant medical officer of the company
· HR department informed the new applicant about the probationary period. Assistant trainee officer to junior trainee officer are given 5-6 months of probation period. Extension of period may be given for any reason.
· During the probationary period new applicant may be terminated according to rules and regulations of IDLC.
· After a successful completion of probationary period, Head of SME division will approve the confirmation of new applicant. HR department send a confirmation letter to new applicant with the rules and regulations of IDLC.
· The respective department assigned the new applicant with his/her line manager.
 













Chapter Four
Training & Development of SME Division 







4.1 Training and Development 
To make an employee efficient and effective training is most important. Training helps to develop the personal efficiency. IDLC focuses on employees’ personal development and provide training to them. Increase the working proficiency and productivity training plays a vital role. IDLC’s SME division always concern about their employees development. In SME division, employees have to deal the customers directly. Relationship manager who convince the clients for taking loans always need to prepare themselves for dealing situation. SME division provide different type of training to employees for their development. They always try to focus on better customer service. Employees have to concern about their product presentation and etiquette. SME division arrange several types of training session for employees in terms of their position and job responsibilities.

4.2 Training Need Assessment 
Training is the process of development. To improve the regular job activities or to learn about something new, training is must needed option. Training increases productivity and the capacity of adopt new things. To motivate the employees training helps a lot. Training is mandatory for every employee which makes them able to do everything. When employee feels he/she needs training to improve themselves, organization should train them. Training need assessment is important for an organization to find out what actually their employees want to learn for.
IDLC SME division always concern for the employees development. They focuses on the productivity of employees. For the betterment of the employees’ performance they assess their need and lacking. They take an assessment test to evaluate the employees a performance. After that they provide training according to their need. 
SME department arrange several training program for the development of employees. Respective department assess those factors and arrange training program for the employee.


4.3 Types of Training Program 
SME division arrange different types of training program for different position
1. SME Introduction Program
· This training program is arranged for trainee officer. 
· It is basically an introductory session where trainer provides information about the IDLC, SME division.
· Discuss about customer selection process, market penetration etc. It is essential for employee to have clear idea about the market and customer.
· Provide proper information about loan documentation process.
· Provide information about basic collection procedure.
· Discuss about basic credit analysis.
· Discuss about regular job activities.

2. Product Proposal Guideline (PPG)
· Provide information about SME loan. IDLC mainly focuses on the SME loan. Trainer provides information about the activities of SME division.
· Provide information about different product criteria. Ex: SME loan, term loan, commercial vehicle loan, project loan etc. Trainer discusses about terms and features of these loans and which loan goes under which criteria.
· Discuss about loan processing procedure. Trainer provides a clear idea which papers or documents are needed for processing a loan.
·  Educate the employees about the features and benefits of the product.

3. Sales Master Class Program
· Provide basic Information about sale and market segmentation. Trainer discusses about the main responsibilities of a salesman/relationship manager.
· Discuss about the key performance indicator of a salesman. Trainers educate the employees how to increase sell or create good image of company.
· Discuss how to improve the sales performance. Trainer provides a chart to each employee and teaches them how the can improve performance by using knowledge and skills
· Provide essential knowledge and skills for strategic selling. IDLC follows unique tactics to grab the market position. Every employee should know how to apply those strategies. 
· Provide knowledge about the effective sales approach. How the salesman present themselves in front of customer and how to convince customers.
· Discuss about how effectively communicate with customer. Ex: face to face communication, via phone call, via email etc.

4. Office Etiquette and Time Management
· Educate the employee about work place etiquette. Ex: how to treat with coworker, about proper office attire etc.
· Educate employees how to communicate with others in the office. Stand up when meet someone and welcome them with smile.
· Discuss about phone etiquette. How to talk with colleagues and customers over the phone.
· Discuss about the time management. How effectively and efficiently they can use their skills and knowledge. How to allocate time and resources to do a job properly. 
· Discuss about team work and the implementation of a task properly as a team.







Chapter Five
Performance Appraisal of SME Division








5.1 Performance Appraisal
Performance appraisal system is the assessment of performance. This system that involves employees’ evaluations once a year to provide coaching and feedback about performance. It is the description of an employee’s strengths and weaknesses. Performance appraisal provides motivation to perform better. Better performance increases the productivity. Employee contributes more to add value in the company. They can easily focus on their lacking and try to develop themselves. Organization easily gain the insight of employees. It is also used at the time of promotion.

5.2 Methods of Performance Appraisal
In SME division performance appraisal system is quite similar from the position of Assistant Trainee Officer to Senior Officer. The beginning of year Head of the department set a target for each team. Employees in each team has needed to fulfill his/her own and team target. Assistant Trainee officer to Assistant officer they evaluate the performance quarterly and Officer to above evaluate yearly performance. The job responsibilities are divided into 4 segment. They evaluate the performance by marking each segment. Total 100 marks are divided into following criteria.
· Disbursement – 70 marks
· New file – 10 marks
· Portfolio at Risk (PAR) – 12 marks
· Non-Performing Loan (NPL) – 8 marks 
According to the job responsibilities of them, KPI component is evaluated by ESAU (Excellent, Standard, Average and Unacceptable). 100-96 – Excellent, 95-85 – Standard, 84-60 – Average and below 60 is considered as Unacceptable.



 






Chapter Six
Compensation Guideline of SME Division








6.1 Compensation 
Compensation represents both the intrinsic and extrinsic rewards that employee receive for performing their job. Compensation is paid based of the job position and responsibilities. HR department determines the pay scale of each employee. To motivate the current employees and to attract the potentials candidates from market IDLC always pays attractive salary. As a renowned organization they try to fulfill the need of employees. 

6.2 Salary Structure 
The salary structure is basically designed the betterment of the employees. IDLC concerns about the employees benefit and betterment. They try to set the salary in such a way so that employees get motivation and work hard. HR department designed the salary structure for the employee of SME division. They discuss it with the head of respective department and then approve it from the top management. IDLC pays salary in cash. Each of the employee has to open a bank account by their own name in a selected bank by IDLC. Every month salary is transferred to those account. IDLC provides basic salary with the following allowances
· House rent allowance
· Transportation allowance
· Medical allowance
· Communication allowance 
· Travel allowance 
· Leave allowance
· Utilities etc.

6.3 Benefits and Bonuses
Benefits and bonuses are additional rewards for the employee. IDLC provides benefits and bonuses to motivate and increase productivity.
· Festival bonuses provide to each employee at time of festival based on their respective religion. Ex: for Muslim employee they get 50% of the bonuses equivalent to their basic salary in Eid ul Fitr and Eid ul Azha. Hindu and employee from other religion get bonuses at the time of their festival.
· Performance bonus provide based on their fulfillment of monthly or yearly target. If an employee disburse more he/she gets an attractive bonus amount.
· Other benefits as provident fund, welfare fund, insurance scheme etc. also provide to the employee.

6.4 Other Facilities  
As an employee, they get several facilities provided by IDLC. IDLC provide special facilities to their employee with a flexible terms and conditions.
· Deposit money with special interest rate. 
· House loan
· Car loan
· Special Leave option (Maternity leave or Emergency leave etc.)
· Emergency fund from employee welfare fund etc.










Chapter Seven
 Recommendations








7.1 Recommendations
SME division is best department among all other department of IDLC. During my internship period I learned many things and observed their working culture and environment. Though they are doing well from others but I find out some issues where they need to focus. I recommend few suggestions for them 
· SME division should focus on training and development of the employee. They should take employees opinion before arranging training program. Respective department should design training program according to the need of employee.
· Head of the department should decentralize the decision making process to Senior Team manager. Sometime they have to take urgent decision to disburse a loan or to process a loan file. If they can take decision it will be easier for them to manage customers.
· Head of the department should visit those branches from where they provide SME loan facilities. Though he communicates the managers every week. If he visits once in a month he can monitor their activities, solve the problems and give them suggestions.
· Team leader should always helpful and friendly to his team members. Team leader should guide the team properly to increase their efficiency. As a team they work to fulfill their target. So each of the team member should follow the instructions from the leader.
· Senior employees need to be more helpful to new comers. They are more experienced and did many activities. They should share their experience with junior employees. To motivate the juniors they may suggest the proper way to do the job activities.
· SME division should recruit local qualified candidates according to their location of branches. Those candidates have experience about the local business and they can grab the market easily.
· Respective department should arrange some recreational program for the employees. It reduces monotonousness and gives motivation to work.







Chapter Eight
Conclusion







8.1 Conclusion
To contribute the booming economy of country IDLC Finance limited came with a significant segment in their organization. In 2005, SME division launched to provide capital for the business. With the motto “Grow your business, Achieve your dream” they are contributing to expand or start a business. They play an important role for future progress of the economy. Relationship mangers of SME department deal with the customers. From introducing the products with customer to disburse a loan, RM have to do core activities of loan processing system. IDLC concerns about the employee betterment. They always practice good HR policies. To motivate the employee they have better compensation structure, training program etc. If they satisfied they will provide better service. Focusing on better customer service and benefits they are creating countless smile. That’s why they believe in – Financing Happiness.
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