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Abstract 

The primary objective of this report is to analyze service processing mechanisms of Southeast  Bank Limited”. The study focuses on the functions of different sections SEBL. Secondary data were mainly used to conduct the study. Focus was concentrated on the various types of services provided by this bank and the mechanisms or the processes of providing those services. 
Various services provided by SEBL include account opening, credit, project financing, customer and corporate loan, and international trade financing. Account closing charge for savings account of SEBL is lower than Al-Arafah Bank Limited. Number of total account opened in 2017 is higher than that of other banks. Number of ATM booths of SEBL is lower than AIBL and EBBL. Therefore, SEBL should increase & improve and take proper maintenance of ATM machines all over the country. Easier ATM service facilities should be established. SEBL have to be more concerned about its internet banking. SEBL can promote its internet banking through magazines, TVs, online portals & social networking sites. SEBL has larger customer base than most other banks. It seems very difficult to give proper services within short time. So, SEBL needs to increase more cash counters for faster customer services. 
Key Words: Service Processing, SEBL
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[bookmark: _Toc31830717]1.1 Introduction
Southeast Bank Limited was established in 1995 with a dream and a vision to become a pioneer banking institution of the country and contribute significantly to the growth of the national economy. The Bank was established by leading business personalities and eminent industrialists of the country with stakes in various segments of the national economy. The incumbent Chairman of the Bank is Mr. Alamgir Kabir, FCA, and a professional Chartered Accountant.

Southeast Bank is run by a team of efficient professionals. They create and generate an environment of trust and discipline that encourages and motivates everyone in the Bank to work together for achieving the objectives of the Bank. The culture of maintaining congenial work - environment in the Bank has further enabled the staff members to benchmark themselves better against management expectations. A commitment to quality and excellence in service is the hallmark of their identity. Southeast Bank takes pride for bringing women into the banking profession in a significant number for gender equality.

[bookmark: _Toc31830718]1.2 Background of the study
Any academic course of the study has a great value when it has practical application in the real life. Only a lot of theoretical knowledge will be little important unless it is applicable in the practical life. So we need proper application of our knowledge to get some benefit from our theoretical knowledge. To make it more fruitful when we engage ourselves in such field to make proper use of our theoretical knowledge in our practical life, only when we come to know about the benefit of the theoretical knowledge. Such an application is made possible through internship. When theoretical knowledge is obtained from a course of study it is only the half way of the subject matter. Internship implies the full application of the methods and Activities s through rich required knowledge of subject matter can be fruitfully applied in our daily life. Such an activities of practical application is known as Internship.
[bookmark: _Toc31830719]1.3 Origin of the study
The BBA internship program is a mandatory requirement for the students who are graduating from the BBA program of United International University.  In the internship program, I was attached to a host organization named Southeast bank at progoti soroni Branch for 12 Weeks. During this period, I learned how the host organization works with the help of the internal supervisor. As a result, I have decided to make a report on service processing of southeast bank Limited.



[bookmark: _Toc31830720]1.4 Scope of the study

The study focuses on the service processing of southeast bank Limited.  . Southeast bank limited is one of the new generation banks in Bangladesh, which is shaped to develop a balance and sound economic, social and industrial sector of Bangladesh. The scope of the study is limited in a branch only. Another scope of the study was to discuss with the client about the business formalities in Investment sector. The report covers the organization stricture, background, functions, and performance of the bank as a whole and on the service processing of southeast bank Limited.

[bookmark: _Toc31830721]1.5 Objective of the study

1.5.1 The broad objective

The broad objective of this report is to analyze the service processing of southeast bank Limited

1.5.2 The specific objectives
➢ To gain overall knowledge about the bank
➢ To observe relationship between banker and customer
➢ To observe the processes of ‘Account Opening’
➢ To know diverse types of accounts and schemes that can be opened and its advantages
➢ To know the focused quality and shortcoming of the ladies branch of the bank
➢ To analyze the perspective of general people and the customers about bank
➢ To recommend ways and means for development in policy and strategies

[bookmark: _Toc31830722]1.6 Methodology
A forward-looking statement is a statement that contains predictions, projections and possibilities. It relates to future events. It often predicts expected future business and financial performance. It contains words such as ‘expect’, ‘anticipate’, ‘believe’, ‘seek’, ‘will’, ‘may’, ‘would’, ‘presume’, ‘assure’, ‘hope’, so on and so forth. A forward-looking statement naturally addresses matters that are, to certain degrees, uncertain and may not happen. In most cases, a forward-looking statement is made in respect of company’s expected income, earning, business growth, horizontal expansion, cost structure, capital structure, dividends etc. Such a statement is made based on some assumptions about future events which may happen or may not happen. This Annual Report-2018 of Southeast Bank Limited also contains forward-looking statements. Since there are uncertainties about the occurrence of the future events, those should be treated from that viewpoint in decision-making by the users of the Annual Report.
The secondary sources of data are as follows:
· Annual report of southeast bank limited
· Different websites.
· Books 
[bookmark: _Toc31823299]Data Processing & Analysis:

To analyze and to prepare the report, I have used software such as Microsoft word and Microsoft Excel. 
[bookmark: _Toc31830723]1.7 Limitation of the study
· Only 12 weeks were not sufficient to collect and understand all the activities related to Banking.
· The executives of the bank could not give adequate time because of their work.
· All the interpretation and conclusion about the result of study is based on the analyst own perspective.
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[bookmark: _Toc31830725]2.1 Overview of the company background
The Bank’s glorious journey began as a Public Limited Company on March 12, 1995 through
receiving the certificate of Commencement of Business from the Registrar of Joint Stock
Companies and Firms on that date. Its Banking License from the Bangladesh Bank was received on March 23, 1995. In its arduous journey since, SEBL has succeeded in realizing the dreams of those who established it. Today it is one of the country’s leading banks in the private sector contributing significantly to the national economy. Also, in last year, the Bank had 2,704 Staff of whom 266 were Executives, 1,928 were Officers and 510 were other Staff. The Authorized Capital of the Bank today is BDT 15,000 million. Its Paid-Up Capital and Reserve reached BDT 33,765.13 million in 2017. (Southeast Bank Limited, 2017)
SEBL was established by leading business personalities and eminent industrialists of
the country with stakes in various segments of the national economy. They set up the Bank with a dream to convey proficient and proficient saving money administration to the general
population and the business network of Bangladesh to enable the national economy to develop.
The incumbent Chairman of the Bank is. Alamgir Kabir, FCA, a professional Chartered
Accountant. The Bank’s Managing Director is M. Kamal Hossain, a creative, experienced and
eminent banker of the country with 35 years of experience in banking to his credit.
The Bank’s operations are built upon unequivocal focus on effective corporate governance.
The objective is to create, promote and build long-term company value. The Bank’s first and the highest priority is to provide effective services and maximum satisfaction to the customers. They take pride in the fact that the public and private face of the Bank is one and identical. We believe that transparency in decision making, monitoring mechanism and full disclosure to shareholders and regulatory authorities are essential aspects of bank’s corporate governance. (Southeast Bank Limited, 2017) Southeast bank is proud to empower women through enabling them to get involved in banking profession and ensures gender equality. In perspective of over, the bank inside a time of almost 23 years of its journey made an astounding progress and got together capital ampleness necessity of Bangladesh Bank. In present the Bank has 134 branches which they are running effectively all over Bangladesh. 


[bookmark: _Toc31830726]2.2 Company goal
To be the best private commercial bank in Bangladesh in terms of efficiency, capital adequacy, asset quality, sound mechanism and profitability having strong liquidity.

[bookmark: _Toc31830727]2.3 Vision of the organization
To be a premier banking institution in Bangladesh and contribute significantly to the national economy .

[bookmark: _Toc31830728]2.4 Mission of the organization
High quality financial services with state of the art technology.
Fast customer service.
Sustainable growth strategy.
High ethical standards in business.
Steady return on shareholders’ equity.
Innovative banking at a competitive price.
Attraction and retention of quality human resource.
Commitment to Corporate Social Responsibility.

[bookmark: _Toc31830729]2.5 Objective of the SEBL

	2.5.1 Sectorial Objectives
The key sectorial objectives are,
0. To humanize corporate finance in the formal sector through participatory market mechanism with collateral.
0. To socialize non-corporate finance in the non-formal sector through non-market and participatory custom-tailored micro-level credit package without collateral.
0. To monetize voluntary sector through participatory financing mainly on joint ownership basis

[bookmark: _Toc31823300][bookmark: _Toc31830730]2.6 Overall Operational goals
The key thrusts of the operational goals are as follows:
· Empowering the family of the poor by creating income opportunities as well as strengthening the family of the rich for a better future generation.
· Achieving sustainable participatory economy, Social Security, and peace for a society.
        
[bookmark: _Toc31830731]2.7 Core Values
· According to SEBL, their core values serve as a compass for their action and describe their dimension.
Their core values include the following:
 Integrity
 Respect
 Team Spirit
 Commitment
 Service Excellence
 Enthusiasm for work & Business Ethics 

[bookmark: _Toc31830732]2.8 Company core competencies
· Knowledge 
· Experience and Expertise 
· Customer Orientation and Focus 
· Transparency 
· Determination 
· Zeal for Improvement 
· Pursuit of Discipline 
· Growth 
· Strategies
· Reliability


[bookmark: _Toc31830733]2.9 Company code of conduct

Southeast Bank believes that its efforts to become a leading bank in the private sector can only be achieved and sustained by creating effective corporate governance, inculcating professionalism among its staff and strictly adhering to rules and regulations. We believe that our aims and objectives can only be realized fully and sustained over time by adherence to ethics that cannot always be built into sets of rules and regulations. This belief in ethics motivates the Bank in its dealings with those with whom it interacts.



[bookmark: _Toc31830734]2.10 Company Profile

	Name of the Company
	Southeast bank limited

	Legal Form
	Public limited Company

	Company Register NO.
	C-27985(1831)/95

	Date of Commencement
	12th march 1995

	Category
	Commercial

	Corporate Office
	Eunoos Trade Centre 52-53, Dilkusha Commercial Area (Level #2,3,4,6,16 & 17) Dhaka-1000, Bangladesh

	Telephone No.
	(88-02) 9571115, 7160866, 9555466, 7173793

	Fax NO.
	+ 88-02-9550093

	Website
	  www.southeastbank.com.bd

	E-mail
	info@southeastbank.com.bd

	SWIFT Code
	SEBDBDDH

	Chairman
	Alamgir Kabir, FCA

	Managing Director
	M. Kamal Hossain

	Auditors
	  Pinaki & Company

	
	Chartered Accountants

	No. of Branches
	135

	No. of Employees
	2797

	No. of shareholders
	1,054,492,702

	Stock Summary
	Authorized Capital: BDT 15,000 million

	
	Paid –up Capital: BDT 10,544.93 million


           

[bookmark: _Toc31830735] 2.11 Board & Committee
· Board of Directors
· Executive Committee
· Audit Committee
· Risk Mechanism Committee	

[bookmark: _Toc31823301]Five Years Performance at a Glance:
         [image: ]
[bookmark: _Toc31823302]
[bookmark: _Toc31830736]2.12  Service Products

	· Online Banking
· ATM 24/ 7
· CARD (Local & Foreign)
· Automated Clearing
· Electronic Fund Transfer
· Mobile Banking
· Offshore Banking
	· Remittance
· Locker
· Student File
· SWIFT
· ADR (Alternate Delivery Channel)
· School Banking



[bookmark: _Toc31823303][bookmark: _Toc31830737]2.13 Management Hierarchy 
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[bookmark: _Toc31830738]2.14 Brach Departments of SEBL
Branch Departments




General Banking
Accounts
Cash
Foreign Exchange
Investment



          
[bookmark: _Toc31823304][bookmark: _Toc31830739] 2.15 Different Department of SBL


In recent times mechanism has brought a change in the organizational structure in view of need of time. There are few departments. The departments are:


	· Information & Communication Technology Division
· Financial Administration Division 
· International Division
· Managing Director’s Secretariat
· Business Development & Marketing Division
· Audit & Inspection Division Chairman's Secretariat
· Share Division 
· Board Secretariat
· Human Resources Division
	· SEBL Training Institute 
· SME Banking Division 
· Law & Recovery Division
· Board Audit Cell
· MIS, Planning & Research Division
· Internal Control & Compliance Division
· Investment Risk Mechanism Division Voluntary Banking Division
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[bookmark: _Toc31830741]3.1 Definition of Bank and Banking
Bank is an institution that deals in money and its substitutes and provides crucial financial services. The principal type of baking in the modern industrial world is commercial banking and central banking. Banking Means "Accepting Deposits for the purpose of lending or Investment of deposits of money from the public, repayable on demand or otherwise and withdraw by cheque, draft or otherwise." The concise oxford dictionary has defined a bank as "Establishment for custody of money which it pays out on customers order." In fact, this is the function which the bank performed when banking originated. "Banking in the most general sense, is meant the business of receiving, conserving & utilizing the funds of community or of any special section of it."
[bookmark: _Toc31830742]3.2 Definition of conventional bank

Concepts of money and the basis of transactions
Conventional banks are profit-making organizations that generally aren't based on religious principles. That said, earning money is also a primary function of an Islamic commercial bank.
[bookmark: _Toc31830743]3.3 Objectives of Conventional Banking
· To contribute towards economic development and prosperity within the principles of Islamic justice;
· Optimum allocation of scarce financial resources; and
· To help ensure equitable distribution of income.















[bookmark: _Toc31830744]Chapter 4 Service Processing of Southeast Bank












[bookmark: _Toc31830745]4.1 General Banking of SEBL
SEBL provides a wide range of services to its customers. Here, the products
are not tangible rather the products are simply a variety of financial services. General Banking
Department is considered as the immediate client benefit focus. It is the beginning stage of all
the banking operation. It opens new accounts, remits funds, honor claques, takes deposits, issues
bank draft and pay order etc.
[bookmark: _Toc31830746]4.2 Account opening Section
At first, this section is responsible for serving clients who are willing to make savings on bank or
want to open an account. It is the first step of establishing banker and customer relationship.
Opening of an account binds the banker and customer into contractual relationship. The officers
are benevolent and friendly to their customers. Here the workers additionally issue new
checkbooks, remit funds and assist client with opening different sorts of account as well as give
them information regarding various deposit schemes that would best suit their needs. The steps that are followed in this section have been given billow:
Figure: Steps in account opening section.

Checking of relevant documents:
In this step, the bank officers check the documents that are needed to open an account. As the
requirements for documents may vary for different kinds of accounts, they count the documents
very carefully. If any document is missing then they politely ask the customers to submit the
missing ones to proceed further, On the other hand, if all the documents and passport size
photographs are there then they ask the customers to give initial deposits that are mandatory for
opening an account. Moreover, selection of customer for opening an account is of a great
importance as there are possibilities of fraud people involved in illegal activities. For this reason,
SEBL puts much emphasis on selecting their customers very carefully.
Accepting of deposits
Here, primarily all accounts are opened with a deposit of money by the customer and hence these
accounts are called deposit account. Further, banker solicits deposits from the number of open
having a place with various way of life, occupied with various monetary exercises and having
distinctive budgetary status. There are one officer and one junior officer who performs various
functions in this section.
1. Checking all relevant documents
In addition, Southeast Bank Limited considers two main kinds of deposits. They are:

Demand deposits and Time deposits

1) Demand Deposits
This kind of deposits is relevant to the amount in accounts which are payable on demand. The bank accepts such deposits through opening of the following accounts:
a) Current account
b) Savings account

2) A) Current Account
The term Current Account alludes to a kind of deposit account made with a budgetary
organization that allows the withdrawal of assets and enables checks to be composed against the
parity. Both individual and business (sole proprietorship, partnership firm, limited companies
etc.) can open current account.
Features and Benefits:
• Unlimited transactions (both deposit and withdrawals) are allowed.
• Personalized MICR Cheque Book is available.
• No withdrawal notification required.
• Nominal service charge.
• Any branch banking facility (Cash withdrawal and deposit from any branch).
• Bank accepts Standing Instructions from A/C holders.
• Interest is payable on half yearly basis.
• Nomination facility is available to nominate beneficiary for account proceeds.
• Charge free statement of A/C, Balance Confirmation Certificate twice in a year on half
yearly basis.
• Option is available to collect e - Statement on monthly basis. (Southeast Bank Limited,
2018)

In addition, SEBL gives special attention to all the required documents for opening any current account. Moreover, necessary documents may differ depending on the type of organization which would open the account. In absence of any of these documents the bank may not open the account. The required documents for different kinds of organizations have been mentioned below:

3) Sole Proprietorship:

➢ Copy of trade license
➢ National id copy/citizenship certificates /tax certificate/passport

Partnership:
➢ Copy of partnership deed of the firm (Registered)
➢ Registration certificate
➢ List of partners
➢ Valid trade license copy
➢ National Id Card copy
➢ Resolution of the partners of the firm for opening the account and authorization for its
operation duty certified by the Managing Partner of the firm
➢ One copy of Trade License
Public/ Private Limited Company:
➢ Certified true copy of
➢ Certificate of incorporation
➢ The memorandum and articles of association of the company
➢ Certificate of commencement (for public limited company)
➢ List of directors including addresses
➢ Extract of resolution of the Board Meeting of the company for opening the account and authorization of the persons for its operation duly attested their signature by the
Chairman/MD of that company
➢ Trade License
➢ Transaction Profile
➢ KYC (Know your customer)
Association/Club/Charity/Trust/Society:
➢ Certified true copy of Constitution/ By-laws /Trust deed/ Memorandum and Article of
association
➢ Certificate of Registration of the Association Club / Charity / Trust / Society for
inspection and returns
➢ List of members of the governing body / Executive Committee of the organization
including their addresses
➢ Extract of Resolution of such association for opening the account and authorization of its
operation duly certified by the chairman/ secretary of the association/ club/ charity/ trust/
society etc.
➢ Transaction profile
➢ KYC (Know your customer)
B) Savings Account
This type of account has been designed for those individuals who intend to save and need to
spare a little piece of their pay which might be utilized sooner rather than later and furthermore
mean to have some productive profits for such investment funds. They can store a little sum and
can pull back at whatever point they want however the aggregate quantities of withdrawals over
some undefined time frame are restricted.
Further, current interest rate on savings account is 2.79% per month. To avail interest on deposits
customers must maintain minimum balance of 5,000t taka. A depositor may withdraw up to two
times a week which should not exceed 25% of the balance of his/her account. If the
accountholder withdraws money for more than twice a week then that person would not get any
interest in that month.
Criteria of Saving Account in SEBL

• Two copies of passport size photo of account holder and one copy of passport size photo
of the nominee.

• At least one copy of these documents of both account holder and nominee must be
submitted- National id card, Passport, Birth certificate.
• Appropriate introduction is needed for opening an account.
• Minimum amount of TK 500 is required as initial deposit.
• Minimum TK 5,000 has to be kept in the account to get interest.
• A depositor may withdraw up to 25% of their total balance in a week.
Time Deposits
It is imply those kinds of deposits that require deposits to be payable at a fixed date or after a
period of notice. In SEBL , time deposits are accepted through-
➢ Fixed Deposit Receipt
➢ Short Notice Deposit and
➢ Special Scheme

Fixed Deposit Receipt

It offers the clients the chance to contribute a settled sum for a settled period at a settled rate of
intrigue. The clients have the alternative to re – contribute their assets both primary sum and
intrigue sum on development or key sum and the intrigue sum being paid into their SB or CD

accounts. Cash can develop with appealing loan cost with adaptable residency. Programmed
recharging office at development. Advance office against FDR to meet pressing money related
requirements. The client may profit advance offices against FDR as security. Untimely
conclusion office at funds rate. FDR Account can be opened both for Individual and Corporate
bodies. Just Resident Bangladeshi National is permitted to open Personal FDR Account. Age bar
for opening of Personal FDR Account: 18 years or above individual can be opened this FDR
account. Minor record can be opened under the supervision of his/her/their gatekeeper. FDR can
be issued for senior subject with appealing rate.
[bookmark: _Toc31830747]4.3 Account Update
Those who opened account before 31 March 2011 are eligible to update their account according to new rules of Bangladesh Bank, Accounts maintenance department, section 32, annexure 7(b).Otherwise their account will be temporary deactivated. Customers have to update account for their own safety.
Special Notice Deposit (SND)
In this account, the deposit has to be kept for at least seven days in order to get interest. The
interest rate is less than ordinary savings account. Generally, the following parties keep mone in
SND accounts include big private limited companies, government departments etc. Two major
things are to be considered:
➢ To withdraw deposit seven-day notice has to be given to the bank.
➢ Withdrawals are usually discouraged.
In addition, interest rates may vary depending on the amount and account holder.
Special Scheme: Southeast Bank Limited gives various special schemes for their customers. Most frequently given deposit schemes have been described below.


A person having a Shen of 18 or above having a sound mind
More than one Savings Scheme account can be opened
Account opened on first 10 days of any month will be treated as account opened on that
particular month or else first installment will be due for the next month
Monthly deposit can be given in advance
It can be opened on the name of a minor and legal guardian can operate it
It cannot be opened in joint names
A person may not get pension facility in case of premature encashment
Here are some names of special scheme that are more popular among the customers. They are:
Monthly Savings Scheme
Southeast Bank offers such scheme with a view to help customers build their wealth at low risk
with secure returns and convenience.
Duration: 2 years, 3 (three) Years & 5 (Five) Years
Amount of Monthly Installment: TK.500 or Multiple amount up to TK.25, 000 (Twenty five.
Double Benefit Scheme (DBS):
Duration: 7 years (double)
Amount to be Deposited: TK. 10,000 or Multiple.
Monthly Income Scheme
Duration of the Account: 3 (three) Years & 5 (five) years
Amount to be Deposited: TK.10, 000 or its multiple (Deposited amount will be returned on
maturity).
Pension Savings Scheme (PSS):
It allows clients to save their money securely.
Duration: 4, 6 and 8 Years Terms
Amount of Monthly Installment: 500 or multiple up to TK.25, 000 (i.e. Tk.500 or 1000or 1500)
New Pension Savings Scheme:
Duration: 4, 6 and 8 Years Terms
Amount of Monthly Installment: 500 or multiple up to TK.25, 000 (i.e. Tk.500 or 1000 or 1500)
 Opening Account
A client has to follow certain steps for opening an account. On the other hand, bank officers also
ensure that all the documents and other relevant papers are given so that the client can be
verified. SEBL also ensures to build a healthy and trusted relationship with their customers.
· Form fill up
by account
holder
· Applicant
signature on
required places
· Issuing of
cheque book
and deposit slip
· Authorized officers
verify introducer and
applicant documents
· Account
opened

Documents needed to update an account
· Complete account opening form
· 02 copies passport size photographs of account holder duly attested by introducer
· 1 copy photograph of nominee duly attested by the accountholder
· Identification proof like National ID Card/Passport/Driving license 

[bookmark: _Toc31830748]4.4 KYC (Know Your Customer):

Further, a customer’s transactions which may occur are taken from ‘Transaction Profile’ of the
customer and based on this KYC has to be prepared by the account opening officer. Risks
associated with an account are analyzed in the following aspects:
✓ Occupation of the customer
✓ Monthly income of the customer
✓ Mode of account opening
✓ Expected amount of monthly transaction of the customer
✓ Expected number of monthly transaction of the customer
✓ Expected amount of monthly ‘Cash’ transaction of the customer
✓ Expected number of monthly ‘Cash’ transaction of the customer
The mentioned aspects are analyzed for all kinds of ‘Current’, ‘Savings’ and ‘Special Notice
Deposits (SND)’ accounts of SEBL. Risk score related to ‘Occupation’ are updated from the
bank’s software. Also, risk scores associated with ‘Monthly income’ and ‘Mode of account
opening’ are same for all bank accounts. The remaining risk assessment scores are updated from
the information given in ‘Transaction Profile’ of the customer. Risk assessment scores may differ
between current account and savings account. Usually, more risks are associated with current
accounts compared to savings accounts.
Lastly, after comprising all the risk scores associated with an account, the overall risk assessment
score is given for that customer. For Southeast Bank Limited, the standard for risk score is 14.
For all accounts, if the risk score is above or equal to 14 then the account would not be opened
as it will be regarded as ‘High Risk’ for the bank. On the contrary, if the risk assessment score is
below 14, then the account can be opened as it will be regarded as ‘Low Risk’ for the bank.

[bookmark: _Toc31830749]4.5 Account Transfer
Customer has to submit an application mentioning that he/she wants to transfer his/her A/C to his desired Branch and the officer will verify the signature, Customer has to be certified by different department of Bank that he/she has no liabilities to the bank. Then total particulars of A/C holder will prepare and sent to the Customer's desired branch. Liability of Recognizer is secondary and account holder is Primary.
[bookmark: _Toc31830750]4.6 Account Closing 
If the Customer wants to close his A/C, he writes an application to the manager urging him to close his A/C. Different procedure is followed in cash of different types of A/C to close. Fixed deposit A/c is closed after the termination of the period.

To close an account:
· Account holder requires applying in a specific form with full signature.
· He/she/they must surrender the unused leaves/cheque book provided by the bank.
· Verification of signature and approval by operation head.
· Close the account.
[bookmark: _Toc31830751]4.7 Issuance of cheque book
Cheque Book is issued to the new customer after opening account. A cheque requisition is received from the customer for giving a new cheque book containing a specific number of pages mentioned by customer. Two separate Cheque books are given for current and savings accounts. AWCA Cheque book consists 50 and 100 leafs, while MSA Cheque book contains 20 leafs. There is a Cheque issue register in this regard, where Cheque book numbers, leaf number, date of issue, signature of the A/C holder etc, information are kept properly. All the necessary numbers are sent to the computer department to give entry in the program.

[bookmark: _Toc31830752]4.8 Cash Section 
The  cash  section  of  SIBL  plays  very  significant  role  in  general  banking department because, it deals with most liquid assets.  Basically cash department is the most  vital  and  sensitive  department  of  the  branch  which  deals  with  all  kinds  of transaction in cash. All cash receipts and payments are made through this department.  This section receives cash from depositors and pay cash against cheques, draft, pay order (PO), etc. Over the counter.    This section accepts cheques from the depositors for payment in cash. The drawer who wants to receive money against cheque comes to the payment counter and presents the cheque to the officer.  He verifies the following information:
· Date of the cheque
· Signature of the account holder
· Material alteration
· Whether the cheque is crossed or not
· Whether the cheque is endorsed or not
· Whether the amount in figure and in word corresponds with each one
Then the officer checks the cheque from the computer for further verification.  Here
is the following information that is checked.
· Whether there is sufficient balance or not
· Whether there is stop payment instruction or not
· Whether there is any legal obstruction or not.
[bookmark: _Toc31830753]4.9 Clearing and Bills section
A cheque is a bill of exchange drawn on a specified banker and not expressed to be
payable otherwise than on demand.  [Section 6, Negotiable Instrument Act, 1881]
A cheque may be an open cheque (which can be presented for payment by the
holder) or a crossed cheque (which can be paid only through a collecting banker.)
Cheques of its customers are received for collection from other banks.  In case of
receiving cheques, following points should be checked very carefully:
· The  cheques  should  not  carry  a  date  older  than  the  receiving  date  for
more than 6 months.  In that case it will be a stale cheque and it will not
be allowed for collection.
· The amount in figure and words in both sides of the pay-in-slip should
be same.
· The name mentioned in the cheque should be same in both side of the
pay-in-slip  and  it  should  be  the  same  with  the  name mentioned  in  the
cheque.
· The cheque must be crossed.
The place where banks meet and settle their dues is the clearing house.  
[bookmark: _Toc31830754]4.10 Types of Cheque
There are four types of cheque for clearing:
1) Inward clearing cheque.
2) Outward clearing cheque.
3) Inward bills for collection.
4) Outward bills for collection.
Inward clearing cheque: It refers the instruments drawn on Southeast bank received by other banks
in the clearing house from the representative of other bank.
Outward bills for collection: When our branch sends Cheques to other branch of Southeast bank is
called OBC.
Inward bills for collection:
There are two types of clearing; firstly cheque collects from the other branch of Southeast bank
These Cheques are settled by sending to the debiting depositors account and crediting sender‟s
branch account. Secondly cheque collects from another bank outside the clearing house. These
cheque are settled debiting depositors account and sending DD or TT in favor of senders bank.

Outward clearing cheque:

Cheque drawn of another branch of Southeast bank is called Outward Clearing Cheque. These types
of cheque are directly sent to the respective branch and request them to send IBCA.
To sum up, in clearing section cheques, bills, Fixed deposit receipts etc. can be exchanged from
branch to branch of any bank. To illustrate, some key observation of the clearing section has
been given below:
• A customer giving a cheque to transfer money then the clearing bank officer at first
would identify the cheque properly whether it is written poroperly or not.
• Further, if an account holder gives a cheque of another bank then the officer at clearing
department would take the image of the cheque and verify with the other banking officer
whether to transfer the money or not.
• Through communicating with the other bank, if all the requirements are met then the
amount would be debited from the customer’s account and credited at Southeast Bank
Ltd.
• The medium of the whole transaction is Bangladesh Bank.The central bank charges a
minimum amount of ‘Clearing Charge’ for it.
✓ If the amount is more than TK 1,00,000 the online clearing charge will be TK 115.
✓ If the amount is less than TK 1,00,000 the online clearing charge will be TK 57.50.

• At that time, the customer would deposit the amount at that branch of SEBL through
deposit slip.
• If the customer asks the bank officer to transfer the money to his/her southeast bank
limited’s another branch then the transaction is done internally.
Money Transaction:
 money transition through several instruments is relevant in general banking.
Sending/Transfer cash starting with one place then onto the next place for the client is another vital
administration of banks. Also, this administration is a critical piece of nation's installment
framework. For this administration, individuals, particularly representatives can exchange assets
starting with one place then onto the next place rapidly. More popular financial instruments may
include the following:
➢ Pay Order
➢ Remittance

Pay Order: For pay order, SEBL issues on behalf of the customer. The benefit of pay order is
that it can not be dishonored and the bank must pay the amount of money. The client must have
bank account for issuing any pay order. Also, in whichever branch of SEBL a client issues pay
order, only from that particular branch he/she has to withdraw money. Southeast bank charges a
minimum amount of money for issuing pay order.

Remittance: whenever a customer comes to the bank for remit
funds they are asked to

a) A client has to fill up a particular form depending on platform through which their remit
fund would be send through.
b) The client needs to submit one copy of their ‘National Id Card’ to the bank officer.
c) Further, the bank officer would verify their national id card and input the information that
would be given by the customer in the given form.
d) Lastly, the officer would print-out a voucher for remittance and ask the customer to go to
‘Cash’ section to withdraw money from their remit fund.
[bookmark: _Toc31830755]4.11 Any Branch Banking Service
SEBL has introduced its Online Banking service since 2006.At this time SEBL has able to connect in its entire 139 branch by online banking for providing the better customer service to clients. Registration is required to get this service.  It could be mentioned here that Online Banking does not refer to internet Banking. It is basically ANY branch banking.

Services
· Cash Deposit
· Cash Withdraw
· Fund Transfer
· Account Statement
· Balance Inquiry
· Investment Recovery
.

This is the service for the people. A person can do pay order transaction without having bank account Pay Order an instrument which is used to remit money within a city through banking channel the instruments are generally safe as most of them are crossed.	
[bookmark: _Toc31830756]4.12 Demand Draft (DD)
Demand Draft (DD) is an instruction payable on demand. It is a negotiable instrument issued by the branch of a bank containing an order to another branch of the same bank to pay fixed sum money to a certain person or order of demand. This instrument can be purchased by a customer from a particular bank for himself and can be handed over to the purchaser for delivery to the beneficiary. The payee or beneficiary will claim the amount of money in the instrument by producing the same to the concerned paying branch. Demand draft may be paid in cash to the payee on proper identification or the amount may be credited to his account (in case of A/C holder of the bank). Banks issue draft for nominal commission .The commission depends upon the amount to be transmitted. The purchaser of the DD needs not to be a customer or account holder of the bank.


Flow chart for a DD	
Application Submitted to branch   


Issuing branch prepares DD
Branch gives DD to purchaser
Purchaser sends DD to payee




Paying branch pays the amount

Payee presents DD to branch





[bookmark: _Toc31830757]4.13 Telegraphic Transfer (TT)
Telegraphic Transfer (TT) is another widely used mode for remittances of funds. TT is quicker than DD. If an applicant wants to remit the amount urgently to the payee in another city or district he may request the issuing branch to send it by TT. For TT a branch sends a telegram instead of airmail. The branch usually recovers from the telegram charges in addition to the usual service charges. A TT could be express or ordinary and it is always sent in coded-form. Corporate branch follows the following procedures in case of TT issuing-
· The customer deposits money in the branch.
· The customer obtains a cash memo containing TT serial number.
· TT serial number, notifying party name are mentioned in the telex massage.
· The telex department confirms transmission of the telex.



	Points
	Pay Order
	Demand Draft
	Telegraphic Transfer (TT)

	Explanation
	Pay Order gives the payee the right to claim payment from the issuing bank.
	Demand Draft is an order of issuing bank on another branch of the same bank to pay specified sum of money to payee on demand.
	Issuing branch requests   another branch to pay     specified money to the      specific payee on demand by telegraph.

	Payment
	Payment from issuing branch only.
	Payment from ordered branch.
	Payment from ordered branch.

	Generally used to Remit fund
	Within the clearing house area of issuing branch.
	Outside the clearing house area of issuing branch.. Payee can also be the purchaser.
	Anywhere in the country.

	Payment Process of the paying bank
	Payment is made through clearing.
	Confirm that the DD is not forged one.
Confirm with sent advice. 
Check the “Test Code” Make payment.
	Confirm issuing branch   
Confirm Payee A/C.       
Confirm amount.            
Make payment.              
Receive advice.

	Charge
	Only commission
	Commission + telex charge
	Commission+ Telephone




[bookmark: _Toc31830758]4.14 Alternative Delivery Channel (ADC) Service
SEBL  provides its customers  ADC service for better customer service. ADC helps to provide banking service within short time. Customers can use ADC service for time consuming. It is also very easy to use. ADC includes: 
[bookmark: _Toc31830759]4.15 IDM service
IDM is deposit machine. Cash, pay order, cheque and different types of bills can be deposited safely through this machine. After depositing money in IDM bank employee open it and fix the cash in depositors account within 24 hours.
Convenience of IDM
· It is a helpful service for businessman. Through this they can keep their money safely in bank any time.
· People can pay the bills, cash, cheque through the IDM machine.
· It can be used in holiday.
· It can be used 24/7.
· No need to fill deposit slips.
· No need to stand in long queues.
Process 
· Account name, number and other details have to right on the envelope.
· Then enter the money into the envelope. Only 100 notes can be entered in each envelope.
· If the amount is high then more envelopes have to use.
· Denominate the amount on the envelope.
· Envelope should be closed.
· Then enter the branch name and account number on the machine.
· The machine will give a transaction number, write it onto the envelope.
· Then the screen will show small details about the transaction.
· After checking details press right or ok button. Then deposit window will open for 20 seconds, then the amount have to deposit.
· A deposit slip will be given by the machine.
So, it is an easy and helpful process for the customer as because they use it anywhere anytime.
[bookmark: _Toc31830760]4.16 ATM of SEBL
Full abbreviation of ATM is “Automated Teller Machine” which acts like a teller point in a bank who takes and gives money over the counter. ATM is same as teller point but it run automatically through identity like card and password. It does not need any slip or Cheque but it is very much based on A/C holder’s ATM card and it’s Password. Those who are entitled for ATM card, bank has provided them a password against every single card. This is like a debit card. People can deposit their money in a bank account and they have entitled withdraw their money through ATM card, which is applicable for 24 hours a day and 365 days in a year. It has different name such as ATM, 24 hours banking card, money link card, e-cash, ready cash etc. SEBL has introduced its ATM Banking service since 2004. Being the largest in online connectivity among the branches we are capable of providing the better customer service to their clients. SEBL Provides ATM facilities for its customers. SEBL ATM’s works 24/7. Customers who have E-cards can access the ATM 24 hours. SIBLs ATM linked with Q cash, Visa and master card network. Not only the customer of SIBL but also other customer of those networks can access the SEBL ATM.
Advantages of Using a ATM Card Of SEBL
· It takes less time to complete a purchase
· It keeps you within budget
· They're easier to get than a credit card
· You can easily get cash up to 1,00,000 TK.

Cons of using ATM Card of SIBL
· Limitation of ATM booth rather than other bank
· Clients don’t know about the exact location of SIBL ATM booth.
[bookmark: _Toc31830761]4.17 VISA CARD
Visa Debit is a major brand of debit card issued by Visa in many countries around the world. Numerous banks and financial institutions issue Visa Debit cards to their customers for access to their bank accounts. In many countries the Visa Debit functionality has been added to existing ATM cards to allow customers to use the card for internet and point of sales transactions.
SIBL provide visa card to all its clients free for one year. New account holder of SIBL can get visa card without any requisition & also old account holder can get visa card replacing their previous ATM card. SIBL introduced its visa card in 2014.
Benefits of visa card of SIBL
Card benefits
· Explore the world of benefits that come with your Visa card.
Discounts
· Get the greatest deals from the greatest brands.
Card benefits
· Check out the all the perks with Visa credit or debit card.
Pay bills and taxes
· Easily pay bills, track spending and stay on budget.
Visa Checkout
· An easier way to pay online.

Travel with Visa
· Explore all the benefits and protections of traveling with Visa card.	
Having a visa card in your wallet is a great tool for making convenient purchases. In this episode 
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[bookmark: _Toc31830763]5.1 Findings
· Initial deposit to open account in SEBL is lower than that of other banks.
· Account closing charge for savings account of SEBL is lower than Al-Arafah Bank Limited.
· Number of total account opening in 2017 is higher than that of other banks.
· Number of ATM booths of SEBL is lower than AIBL and IBBL.
[bookmark: _Toc31830764]5.2 Recommendations 
For the improvement of the service, customer satisfaction, performance of SEBL some steps should be taken. Here are some of the step which can be effective for the bank to improve its image in customers mind. These are discussed below:
· SEBL should increase & improve & take proper maintenance of ATM machine all over the country. Easier ATM service facilities should be established.
· SEBL have to be more concern about its internet banking. SEBL can promote its internet banking through magazine, TV, online portal & social networking site.
· SEBL has huge customer than other banks. It seems very difficult to give proper services within short time. So, SIBL needs to increase more cash counters for faster customer services.
[bookmark: _Toc31830765]5.3 Conclusion
All in all, banking sector previously developed as a critical vehicle for business. It has most likely that as a creating nation we have to reinforce our managing an account area. Presently a days, banks are doing relatively same thing yet in an alternate way. Yet, every one of them expect to work for the welfare of the country. SEBL is not the same as them. Amid my temporary position I discovered that, SEBL is a profoundly potential bank. This bank plays out a ton of vital keeping money and non-managing an account exercises for both private and government. SEBL centers on building up the financial state of this nation. Different banks are contributing more on contributing where SEBL designates a large portion of their assets in essential undertaking for the national monetary movement. I watched them intently and I
found tremendous potential in this bank. I assembled a concise information about the present
circumstance of the Banking division in Bangladesh. As we probably am aware 3 months is a brief term to comprehend an entire area. Moreover, it was a great experience to work as an intern at SEBL. In this report I have tried my best to highlight service processing activities and Customer perception about this Branch as well as tried to analyze proper suggestion for betterment of the organization Lastly, I wish consistent accomplishment of this bank and sound business arrangement of the bank.
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Figure 1.: Organization of Southeast bank imited




