Service Quality Audit and Service Strategy of Southeast Bank Limited













Umiya Sharmin











This internship report is submitted to School of Businesses & Economics, United International University as a partial requirement for the fulfillment of Bachelor of Business Administration Degree requirement





Service Quality Audit and Service Strategy of Southeast Bank Limited





Submitted by
Umiya Sharmin
ID: 111 161 325
School of Business & Economics
United International University




Supervised by
Kawsar Ahmmed, PhD
Professor & Deputy Director, BBA Program
School of Business & Economics     
United International University

[bookmark: _Toc56372031][bookmark: _Toc56437280][bookmark: _Toc56540788]

Date of submission: 06-Dec-2020



[bookmark: _Toc58173340]Letter of Transmittal

06-Dec-2020
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Professor & Deputy Director, BBA Program
 School of Business and Economics 
United International University
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Subject: Submission of Internship Report

Dear Sir, 
It is a great pleasure for me to present the Internship Report entitled Service Quality Audit and Service Strategy of Southeast Bank Limited (Mohammadpur Branch) as a partial requirement for the Bachelor of Business Administration degree competition.

It is my honor to work for the top organizations in Bangladesh and to gain quality knowledge about the process of delivery and monitoring techniques. Throughout the study, I have tried my best to adjust the information and relevant issues as much as possible and try to follow the instructions as per your advice. I have tried my best to make this report as informative as possible.

I thank you for your guidance and kind cooperation in every step of my effort in this report. I would be deeply grateful if you could please take some pens to evaluate my imagination to write the report.

Sincerely yours,

Umiya Sharmin 
ID - 1111 61 325
BBA program 
United International University 
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[bookmark: _Toc58173342]Rationale of the study 

In order to fulfill the requirement of the BBA Program in United International University, Dhaka, each student has to undergo a three months internship program. In this regard, I was placed to Southeast Bank as an intern started from April July19, 2020. Human Resource Division (HRD) of the Southeast Bank Ltd placed me to Mohammadpur Branch situated in the signal of crescent lake on of the most prime location in Dhaka city. During my internship period, my job responsibility was to assist the officers at the general banking division. 

I personally like the banking profession very much. It was my desire to complete my internship program from a bank to get some basic idea about banking sector and thanks to the bank authority to give me the chance. Every day I have tried to learn something new about banking sector and my working area was general banking. I think these information and skills about banking sector will be helpful for my future career. 





















[bookmark: _Toc58173343]Executive Summary

Bank is a financial institution that words to meet the financial requirements of individuals and organization in a country. As a reputed private commercial bank in Bangladesh, Southeast Bank Limited is playing its key role from the very beginning of its inception. The purpose of this report is to do an audit on the service quality and service strategy of Southeast Bank Limited. Southeast Bank provides various product and services through its various section including service section, loan section, card section and cash section to its customers. The report examines the activities of Southeast Bank as one of the top non-governmental organizations. In this report, I have focused mainly on Southeast Bank Ltd.'s "Quality of Service and Monitoring Strategy". General banking operations include all general activities performed by the bank. 

In examining the service quality and strategy of Southeast Bank Limited this study has done an interview to gather knowledge on the present practices of Southeast Bank Limited interns of the said target. To understand the present practices questions relating to understanding customer expectation through research, upward communication, relationship focus, and service recoveries are asked. In addition, service performance, role fulfillment by customers, balance between demand and capacity,  communication, promotional activities, charges and cost, and promises related questions are also asked to ensure that and in-depth understanding is apparent on the study objectives. Other aspects like service design and standards relating to presence of customers-oriented standards and appropriate physical evidence and servicescape and corporate social responsibilities of Southeast Bank Limited are also included. Bases on the findings and internship experience and responsibility, several recommendations for Southeast Bank Limited are forwarded.


Keywords: Service quality audit, service strategy, customers-oriented standards, physical evidence and servicescape, corporate social responsibilities, Southeast Bank Limited
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[bookmark: _Toc58173344]Chapter 1: 
[bookmark: _Toc58173345]INTRODUCTION


[bookmark: _Toc56372034][bookmark: _Toc56437283][bookmark: _Toc58173346]1.1 Background of the study

I am doing my internship at Southeast Bank Mohammadpur branch where I am learning about banking in practical life which will help me in the future. Southeast bank is a private bank established in 1995. Southeast Bank has almost 25 years of operation and gained huge success over the years.
Internship report is a requirement for completion of the BBA program from United International University. Since my internship report topic is service quality and strategy of Southeast Bank, I will try to give proper explanation of their service quality and strategy and overall performance and recommendation based on the available resource. Proper service quality and strategy analysis is very important for a company to understand their financial position and to figure out their strength and weakness. This report is part of the internship requirement from both United International University and Southeast bank.
[bookmark: _Toc56372035][bookmark: _Toc56437284][bookmark: _Toc58173347]1.2 Objectives of the study

The objective of the report is to get a basic idea about various aspects of banks, structure of the bank, their financial position, and collect knowledge about overall banking system and activities. This study will help me to analyze the concept of service quality audit and strategy, give recommendations about how to improve the service quality and strategy, organizational structure and so on which will enrich my experience for my future career.

[bookmark: _Toc56372036][bookmark: _Toc56437285]Major objectives

The main objective is to show a proper analysis of their service quality audit and strategy give recommendation about how they can improve their service quality. Offer a proper explanation about the overall service quality and strategy finding out the strength and weakness of the bank and give recommendation.

[bookmark: _Toc56372037][bookmark: _Toc56437286]Specific objectives

The objective of the study explained more specifically are:
1. To examine the  understanding of customer expectations by Southeast Bank Limited,
2. To examine the service design and standard of Southeast Bank Limited
3. To examine the communication excellence of Southeast Bank Limited
4. To examine the service performance of Southeast Bank Limited
[bookmark: _Toc56372038][bookmark: _Toc56437287]
[bookmark: _Toc58173348]1.3 Methodology of the study

The sources I used for collecting data can be divided into two groups. They are:

1) Primary sources
2) Secondary sources

[bookmark: _Toc56372039][bookmark: _Toc56437288]Primary sources
· Direct consultation with the executive of Southeast Bank (Mohammadpur branch).
· Informal interview and individual conversation with employees.
· Personal observation on the procedure of banking activities.
· Conversation with the clients.
· Personal experience from working as an intern.

[bookmark: _Toc56372040][bookmark: _Toc56437289]Secondary sources
· Annual Report of South East Bank for 2019 2018, 2018,2017,2016,2015.
· Official Website of Southeast Bank.
· Wikipedia.
· Brochures and publications of Southeast Bank.
· Information taken from the southeast bank book.
[bookmark: _Toc56372041][bookmark: _Toc56437290]
1.3.1 Data collection tools and technique

This report is a study of service quality audit and strategy of Southeast bank. I also tried to provide information about general activities of bank and overall activities of Bank from my personal experience of working there as an intern. I collected data from their last few years’ annual report, websites and brochures. I also collected information from southeast bank book and journal in the report. I also collected information from interviewing the employees.


[bookmark: _Toc56372042][bookmark: _Toc56437291]1.3.2 Data analysis

Most of the data are collected from recent annual reports. Some of the data are collected from websites and brochures. Some of the data like organizational history and structure are directly given from annual report and websites. Some of the data are taken by southeast bank books and journal and also my educational knowledge of marketing.
[bookmark: _Toc56372043][bookmark: _Toc56437292][bookmark: _Toc58173349]1.4 Scope of the report

This report is my personal test location at Southeast Bank. The whole cucumber and small activity features of the Physician Bank surrounding Southeast Bank. So it is not possible for me to cover all these works in three months or to mention all these works in this report. I have focused on service quality and Southeast Bank strategies over the past few years. In this study, the service standards and strategies of SEBL have been analyzed from different perspectives.
[bookmark: _Toc56372044][bookmark: _Toc56437293][bookmark: _Toc58173350]1.5 Limitations of the study

Although I have tried my best, I have encountered some limitations and imperfections in making this report. The limitations I encountered while creating this report are:
· The months-long internship is a very short time to learn about the whole banking activity.
· The annual report is made at the end of the year. So I could not collect the annual report of the current year "2020".
· Since I haven’t been able to collect annual report of 2020 I haven’t been able to find out how Covid 19 situation affected the banks service quality and strategy.
· Lot of the information is confidential which I did not have access to.
· Some of the information was not up to date.

[bookmark: _Toc56372045][bookmark: _Toc56437294]












[bookmark: _Toc58173351]Chapter 2: 
[bookmark: _Toc58173352]Company profile of Southeast Bank



[bookmark: _Toc56372046][bookmark: _Toc56437295][bookmark: _Toc58173353]2.1 History of the organization

Southeast bank is a private bank established in 1995. The Bank started as a Public Limited Company on March 12, 1995 after 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. The Chairman of the Bank is Mr. Alamgir Kabir, FCA Professional Chartered Accountant.
 
South East Bank is headquartered at Yunus Trade Center, Dilkusha C / A, Dhaka, Dhaka. Southeast Bank has branches in all major cities of Bangladesh. Their slogan is “A Bank with vision”. Southeast Bank Limited has been practicing sound Corporate Governance principles 

In all its activities since its establishment in 1995. Currently Southeast Bank has 135 branches 

And 198 ATMs across the country.
As of December, 2019, the authorized capital of the bank is 15000 million. It has a paid up capital and reserves of Rs 36,093.33 million as on December 31, 2019. As of December 2019 the Bank has 2,885 Staff of whom 265 were Executives; 2,137 were Officers and 483 were other staff. Southeast Bank is one of the leading banks in Bangladesh. The Bank created a trustworthy and disciplined environment for its employees. The bank is managed by a team of efficient professionals. Southeast Bank has achieved many awards. Southeast bank have achieved top ten remittance awards 2020, Southeast Bank Limited has been awarded as the country’s 7th highest Income Tax Payer in the Banking Category for the assessment year 2018-2019.

[bookmark: _Toc56372047][bookmark: _Toc56437296]Vision

To be a premier banking institution in Bangladesh and contribute significantly to the national economy. 
[bookmark: _Toc56372048][bookmark: _Toc56437297]Mission Statements

· High quality financial services with state of the art technology.
· Customer Service Excellence / Prompt 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: _Toc56372049][bookmark: _Toc56437298]Core Values 

Their values act as a compass for their performance and describe their direction. Southeast Bank's core values are:
· Integrity
· Respect
· Fairness
· Harmony
· Team Spirit
· Courtesy
· Commitment
· Service Excellence
· Insight and Spirit
· Enthusiasm for work
· Business Ethics
[bookmark: _Toc56372050][bookmark: _Toc56437299]
Core strength:  
· Professionally Strong Board of Directors
· Strong Capital Base
· Transparent and Quick Decision Making
· Efficient Team of Performers
· Satisfied Customers
· Effective Internal Control
· Proper Risk Management
· Focus on Diversification
· Quality Customer Service
· Unique Corporate Culture
· Clean divergence Between Board and Management Functions
· Strong Asset Base

[bookmark: _Toc56372051][bookmark: _Toc56437300]Core competencies

Core competencies are:

· Knowledge
· Experience and Expertise
· Customer Orientation and Focus
· Transparency
· Determination
· Zeal for Improvement
· Pursuit of Disciplined Growth Strategies
· Reliability

[bookmark: _Toc56372052][bookmark: _Toc56437301]Commitment to clients: 
· It is a customer focused modern banking institution in Bangladesh. They deliver unparalleled financial services to Retail, Small and Medium Scale Enterprises (SMEs), Corporate, Institutional, Governmental and individual clients through branch outlets across the country. Their business initiatives center on the emerging demands of the market. Their commitments to the clients are the following:
· Provide service with high degree of professionalism and use of modern technology.
· Create long-term relationship based on mutual trust.
· Respond to customer needs with speed and accuracy.
· Share their values and beliefs.
· Grow as our customers grow.
· Provide products and services at competitive pricing.
· Ensure safety and security of customers’ valuables in trust with us.
· Understand our customers' needs and then exceed them.
· Provide a source of financial strength for our communities.
· Promote and support education.
· Support their employees and their families.
[bookmark: _Toc56372053][bookmark: _Toc56437302]
Board of directors of Southeast Bank:

CHAIRMAN
Alamgir Kabir, FCA

 VICE CHAIRPERSON
Duluma Ahmed

DIRECTORS
M.A. Kashem
Azim Uddin Ahmed
Jusna Ara Kashem
Rehena Rahman
Siraj Monira
Syed Sajedul Karim
Dr. Quazi Mesbhauddin Ahmed

MANAGING DIRECTOR
M. Kamal Hossain

ADVISOR
Zakir Ahmed Khan


                                                                        
Management team:

Senior Management Team:

Mr. M. Kamal Hossain
Managing Director

Mr. Md. Habibur Rahman
Additional Managing Director

Mr. Anwar Uddin
Deputy Managing Director

Executive committee:
CHAIRMAN
Alamgir Kabir, FCA

MEMBER
Mr. M.A. Kashem
Mr. Azim Uddin Ahmed
Mr. MD Atikur Rahman
Md. Delwar Husain
Mr. M. Kamal Hossain

[bookmark: _Toc56372054][bookmark: _Toc56437303]Organizational structure of Southeast bank
Hierarchy of Southeast bank is given below:


 (
President and managing director
Senior executive vice president
Executive vice president
Senior vice president
Vice president
First vice president
Senior assistant vice president
Assistant vice president
Senior principal officer
Principal officer
Executive officer
Probationary officer
Officer
Junior officer
Assistant officer
Trainee assistant officer
) 
       
[bookmark: _Toc56372055][bookmark: _Toc56437304][bookmark: _Toc58173354] 2.2 Products and services

Products services of Southeast bank are:

Islamic banking deposit products
· Mudaraba savings account
· Al-Wadiah Current Deposit Account
· Mudaraba Short Notice Deposit
· Mudaraba Monthly Savings Scheme
· Mudaraba Monthly Income Scheme
· Mudaraba Pension Savings Scheme
· Mudaraba Double Benefit Scheme
· Mudaraba Super Double Benefit Scheme
· Mudaraba Multimillionaire Gold Deposit Scheme (MGDS)
· Mudaraba Wage Earners Pension Saving Scheme
· Mudaraba Millionaire Deposit Scheme
· Mudaraba Term Deposit Receipt

Conventional banking deposit products
· Savings account
· Current Deposit Account (CD)
· Short Notice Deposit (SND)
· Fixed Deposit Receipt (FDR)
· Monthly Savings Scheme (MSS)
· Monthly Income Scheme (MIS)
· Pension Savings Scheme (PSS)
· Double Benefit Scheme (DBS)
· Super Double Benefit Scheme (SDBS)
· Millionaire Deposit scheme (MDS)
· Multimillionaire Gold Deposit Scheme (MGDS)
· Wage Earners Pension Savings Scheme (WEPSS)
· Anonya™ Savings Account
· Bichokkhon™ Savings Account
· ESTEEM™ (Priority Banking Service)
· School Banking
· Taroka™
· Nokkhotro™
· Royal Savings “Savings Account”
· Savings Fast “Savings Account”

Value added services

· Student services
· Locker Service
· Senior Citizen Scheme
· Passport Endorsement
· Individual Remittance (Inward and Outward)
· Internet Banking Service
· Call Centre (24x7x365)
· Mobile Banking Services (Tele Cash)

Retail banking services

· SEBL home loan
· SEBL Personal Loan
· SEBL Car Loan

Service provided by off-shore banking unit

· Foreign currency deposit account for no residents
· Export-Import services to Type-A industrial units of Export Processing Zones (EPZ) & Economic Zone (EZ).
· Financing Usance Payable At Sight (UPAS) Documentary Credit
· Purchase of Export Bills (IDBP/FDBP) in Foreign Currency
Foreign Currency Term Loan to eligible resident industrial units

Card services

· Southeast Bank credit card
· Southeast Virtual Card
· Southeast Travel Card
· Southeast Hajj Card
· Southeast Prepaid Card /INSTA Prepaid Card
· Visa Dual Currency Debit card
· Southeast Express Card
· Southeast Personalized Debit Card
· Southeast My Remit Card
· Student Debit Card

Loan products

· Southeast Shopan
· Southeast Shikhor
· Southeast Shuprova
· Southeast Shopnil
· Southeast Agri. Loan

Corporate loan

· Working capital finance
· Term Finance
· Project Finance
· Syndication & Club Finance
· Work Order Finance
· Real Estate Finance
· Trade Finance
· Commercial Finance
· Export Finance
· Loan to NBFI

Treasury products

· Call money
· Term Money
· Re-purchase Agreement (Repo)
· Reverse Repo
· Foreign Exchange Swap

Fixed Income Products
· Treasury Bond to Inter-Bank
· Treasury Bond to Individual Investors
· Treasury Bond to Corporate Investors
· Subordinated Bond
Foreign Exchange Products
· Spot in Major Currency Pairs
· Forward Contract
· Placement in USD

Export services

· Documentary credit :
a. Opening Import Documentary Credit (Local and Foreign)
b. Arranging Add Confirmation through Foreign Correspondent Banks
c. Arranging Discounting through Foreign Correspondent Banks

· Post import finance:
a. Loan Trust Receipt (LTR)
b. Time Loan
c. Term Loan

· Documentary Collection service

a. Documents Collections against Payment(D/P)

b. Documents Collections against Acceptance (D/A)

· Issuing Shipping Guarantee

Foreign currency (FC) account services

· Resident Foreign Currency Account (RFCD)
· Non-Resident Foreign Currency Account (NFCD)
· Non-Resident Taka Account (NRTA)
· Exporter’s Retention Quota (ERQ) Account


[bookmark: _Toc56372056][bookmark: _Toc56437305][bookmark: _Toc58173355]2.3 Corporate social responsibilities: 
They are responsible for the totality of our impact on people and the planet, beyond making profit. Their corporate social responsibility is about addressing the needs of all the needs of all the stakeholders in a way that advances our business and makes a positive and meaningful contribution to the society.
With a to discharging corporate social responsibilities in a most organized and coordinated way, Southeast Bank Foundation was set up by Southeast Bank Limited in 2002.
Their CRS activates follow transparent business practices that are based on ethical values, compliance with legal and regulatory requirement and respect for people, communities and the environment. They are responsible for the totality of their impact on people and the planet, beyond making profit. Their corporate social responsibility is about addressing the needs of all the stakeholders in a way that advances their business and makes a positive and meaningful contribution to the society. 
They endeavor to achieve their objectives in the area of corporate social responsibility in the following manner:
· Supporting charitable ventures, relief operations and environment protection.
· Coming to the aid of the poor and the needy people of the society.
· Maintaining high compliance standard in regard to all relevant laws and regulations of all regulatory bodies. 
· Supporting art, education, sports, culture, healthcare etc. 
·   Promoting good community relation to foster a relationship of understanding, trust and credibility.
· Observing environment related laws and regulations and working for sustainable development of the society. 
· Supporting development of the women community. 
· Carrying on energy and resource-saving activities within the Bank.
Because of having effective and organized frameworks, it has succeeded in undertaking a number of CSR programs.  
Donation to the Prime Minister’s Relief and Welfare Funds


Southeast Bank never lacks in extending its material and financial support to national causes and natural calamity victims on humanitarian ground. At the call of necessity, Southeast Bank donated BDT 114.75 million to the Prime Minister’s Relief and Welfare Fund in 2017.

Educational Scholarship

Southeast Bank Foundation started Scholarship Program back in 2009. It aims at helping the promising and brilliant learners coming from poor families in the pursuit of their education at different levels. The process of selection of students for scholarship is done most neutrally. In 2017, we spent total BDT 14.69 million for Scholarship to students at different levels selected from educational institutions from across the country. In 2017, scholarship was given to 656 students at different levels.




Southeast Bank Green School

Considering the predominating demand for quality education at the grooming stage of life, Southeast Bank Green School was set up in 2013 for the children of families with moderate income at Mohammadpur, Dhaka. It is housed in 2 (two) adjacent buildings located in the midst of a number of housing societies. The school follows educe British Curriculum. It is equipped with all modern amenities and facilities. Currently, 28 teachers are putting their relentless efforts to impart quality education to the students. In 2017, a total amount of BDT 18.25 million was spent for the school.

Green Award

Corporate citizenship to them means thinking long term and working to integrate social and environmental considerations into how they run our business. They want to inspire the individuals and organizations who are actively working to preserve environment. With that end in view, the Board of Directors of the Bank in its 395th meeting held on March 14, 2012 decided to give Green Awards to institutions and Women Entrepreneurs for really making significant contribution to the preservation of environment. The award was named, ‘Southeast Bank - The Financial Express – Policy Research Institute Green Award’. A separate report on Green Award Trust is included elsewhere in this Annual Report. In 2017, a total amount of BDT 2.4 million was spent for the purpose.
Support for Educational Institutions

Education is the backbone of the nation. To create good citizens for the nation they supported educational institutions in improving their educational environment. In 2017, they spent BDT 21.71 million for the purpose.
Financial Support to poor people for medical treatment of their serious diseases

They get their business sustenance from the society in which they operate. They stand by the poor people distressed by serious illness and provide them financial assistance for medical treatment of their serious diseases. In the year 2017, an amount of BDT 51.73 million was spent for this humanitarian cause.
Support for promotion of law and order in the country

Crime-free society is the key to economic development. They assisted different bodies in their longing for maintenance of law and order in the country. In 2017, they spent BDT 3.00 million for the purpose.
Donation to different bodies/ Institutions

In 2017, they extended financial support to different bodies and institutions to pursue charitable ventures, environment protection, women emancipation etc. In the year 2017, a total amount of BDT 11.13 million was spent for the purpose.




Total CSR expenditure

Their CSR-efforts go beyond charity. They support institutions to protect wildlife habitat, curb effect of climate change and improve conditions of families and communities. They promote green living and green banking. They are not interested in financing projects which are not environment friendly or which may cause damage to it. In 2017, Southeast Bank spent total BDT 241.77 million for education, sports, art, culture, promotion of national heritage, improvement of the condition of autistic children, women emancipation, health-care, financial assistance to disadvantaged people, donation for national disaster-victims, help for poor peoples’ medical treatment of serious diseases, community development, relief operation, winter-clothes for the cold-hit poor people, etc.

[bookmark: _Toc56372057][bookmark: _Toc56437306][bookmark: _Toc58173356] (
Strengths
Weakness
Swot
 
analysis
Threats
Opportunity
)          2.4 Swot analysis of Southeast bank




The strength, weakness threats and opportunity of Southeast bank is given below:

Strengths:
· Professionally Strong Board of Directors
· Transparent and Quick Decision Making
· Satisfied Customers
· Effective Internal Control
· Proper Risk Management
· Focus on Diversification

· Quality Customer Service
· Unique Corporate Culture
Weakness
· More concentration on large enterprises
· Lack of promotional activities
· Concentration on large loans
· Lack of opportunity to develop new and innovative products which is causing lack of new products.
Opportunities
· Country wide network
· Increasing promotional activities
· Attracting more customers

Threats
· Increased competition in the banking sector
· Risk of bank loan defaults
· Political instability













[bookmark: _Toc56372058][bookmark: _Toc56437307]










[bookmark: _Toc58173357]Chapter-3:
[bookmark: _Toc58173358]Service quality audit and strategy of Southeast Bank
[bookmark: _Toc56437308]

[bookmark: _Toc58173359]1. Understanding customer expectation:
Customer expectations are created in the minds of customers based upon their individual experiences and what they have learned, combined with their pre-existing experience and knowledge. Customers will have both explicit and implicit expectations regarding the product or service which they have purchased. Importance of understanding customer is very importance cause if we don't understand the customer's expectations then we can not serve them. We can not achieve success in business without winning over our target audience that is why understanding customer’s expectation is important. Customer service refers to the wants’ and needs of the people. We want to attract our products and services and often include understanding customer service. Correctly identifying customer’s needs is essential for ensuring customer satisfaction and loyalty. If we fail to properly indentifying customer needs or if we are indifferent to their needs they will take their business elsewhere. Customers have unique needs. 
[bookmark: _Toc56372059][bookmark: _Toc56437309][bookmark: _Toc58173360]1.1 Through research: Research is defined as the creation of new knowledge and/or the use of existing knowledge in a new and creative way so as to generate new concepts, methodologies and understandings. This could include synthesis and analysis of previous research to the extent that it leads to new and creative outcomes.

There are two types of research: 

Qualitative research: Qualitative studies rely on unused and non-numerical data. These data include what researchers have collected through observations and audio or video recordings of interviews, questionnaires, focus groups, participant-observation, natural settings, documents and patterns. 
Quantitative research:  Quantitative research is the systematic empirical investigation 
Of observable phenomena via statistical, mathematical, or computational techniques. The objective of quantitative research is to develop and employ mathematical, theories, and hypothesis pertaining to phenomena.

Activities of the southeast Bank Ltd.  
 The division’s activities can be mainly divided into three functional groups. They are given below:
· Marketing Research.
· Operations Research.
· Business policy Research.
The above mentioned executive groups are equally dependent and helpful to each other and share enough knowledge and information.

Marketing Research
Marketing research gives a window to the existing competitive market in the banking sector nowadays. Marketing research provides the best option for offering new, innovative and customer oriented orientation to enhance new financial products.
Some of the goals of the bank are to develop new financial products, services and service outlets and to provide superior services to meet the needs of the customer for both the customer and the business. 
Develop additional effective ways to promote products in the market.
These are some of the main goals of any marketing research and banks use this tool to expand their consumer-based and ultimately increase profits. To reach this ultimate goal, the Marketing Research Group needs to perform the following activities:
Study on Business Policy Research:
· Instruction for new avenues of business development.
· Instruction for investment.
· Instruction for management growth.                 
Study on Economy and Financial Markets:
· Macroeconomic review and publications.
· Annual business guideline.
· Strategic planning of the bank.
· Performance and benchmark study of the bank with other competitive banks of the same generation/category
· Business trend analysis and forecasting
· Studies conforming to the fundamental objectives of the Business Policy.
Routine Monthly Researches
In addition to these major studies, the department is responsible for reporting directly to the managing director and the executive board on some key market-related information. This information is essential to keep up to date and stay on top of the business.

[bookmark: _Toc56372060][bookmark: _Toc56437310][bookmark: _Toc58173361]1.2 Upward Communication: Communication from the top to the top of the hierarchical information process is becoming more popular in these types of communication organizations as traditional theoretical forms of communication are becoming less popular. More traditional theoretical types of organization like classification give people a separate place. 
Ward upward communication helps employees express their needs, ideas and feelings. For top management, decisions are an important source of information for upward communication business decisions. This helps to alert top management about the need for change in companies. Ward upward contributions are key contributors to the business process of many organizations.
Ward upward communication is widely used as part of the whistle prevention policy in many large organizations. Under the whistle-blowing policy, each employee is allowed to communicate directly with the top management about the requirements for testing in the vigilance arena. So it is also used as a tool to prevent fraud.

Ward keeps up-to-date communications management aware of how employees feel about their work, policies and procedures, and business in general. It helps to bring feedback from employees, mutual trusts and helps the company to formulate, implement or decide on new policies or it keeps the organization updated or at risk of impending challenges.
Communication with the superiors and subordinates: 
There are three ways preferred by the manager to communicate with his subordinates and superiors, they are:
1) Directly face to face communication.
2) Over phone.
3) Email.
If it is a superior who is hard to reach, a former mail is preferred by him. But however, if he needs to communicate within the branch he prefers face to face communication.  
In case of reaching out of anyone from other branch phone calls seems the easy way out for him.
The need of using different communication tools arises for the manager. Thus, one cannot be specified. 
 To maintain a good communicating with subordinates the superior follow these criteria:
1) Personally thanks to employees for doing a good job - one on one, in writing, or both. Do it promptly often and scenically.  
2) Be willing to take time to meet with and listen to the employee. Give them as much as time as they need or want.
3) Provide specific feedback about the performance of the employee, the department and the organization. 
4) Strive to create a work environment that is open, trusting, and fun. Encourage new ideas and initiative. 
5) Provide information about upcoming products and strategies, how the company makes and lose money, and how each employee fits into the overall plan.
6) Involve employee in decisions, specifically those decisions that directly affect them.
7) Encourages employees to have a sense of ownership in their work and work environment.

[bookmark: _Toc56372061][bookmark: _Toc56437311][bookmark: _Toc58173362]1.3 Relationship Focus: Customer is the king and we need to satisfy our customers by all possible means. Delivering high quality of customer’s service ell differentiates our bank services from others and it would serve as a magnetic touch to attract customers towards our Bank. High customer satisfaction leads to greater customer loyalty which in turn leads to further revenue generation. They need to satisfy their customer through dedicated and cordial service with a smile to develop a bonding as well as profitable business relationship. As part of continuous endeavor to improve the quality of our customer service, this “Service Excellence Guidelines” is developed for compliance of all the executives and officers of the bank. Relationship oriented leadership is a behavioral approach in which the chief concentrate on the contentment, motive and the common welfare of the team members. Southeast Bank Limited is capable of building a strong customer base due to its very good connectivity with its customers. The bank may focus more on existing customers to build strong and loyal relationships with customers as they surveyed showed that satisfied customers advise the bank to relatives and friends more efficiently or of course. So the potential of the relationship will encourage positive talk and will attract new customers at low cost. The bankers are always tried to maintain a good relationship with their customers. If they do not focus on their customers then they can be loose attention as well as feedback from their customers. They can also keep track of whether their customers are having problems. There is the need to understand client's present and future demands to improve client focus and relationship management. It, therefore, leverages technology, individuals and procedures to synchronize selling’s and automate client service and marketing. This assists to enhance client contentment and entire lifespan customer value. Some benefits of increasing customer focus and relationship management are given below:-

• Finer connection with clients. 
• Increased consumer contentment and retention.
 • Well comprehension of client wants and demands. 
• Recognize opportunities and region of development.

[bookmark: _Toc56372062][bookmark: _Toc56437312][bookmark: _Toc58173363]1.4 Service recoveries: Service recovery is a company's resolution of a problem from a dissatisfied customer, converting them into a loyal customer It is the action a service provider takes in response to service failure By including also customer satisfaction into the definition, service recovery is a thought-out, planned, process of returning aggrieved/dissatisfied customers to a state of satisfaction with a company/service Service recovery differs from complaint management in its focus on service failures and the company's immediate reaction to it. Complaint management is based on customer complaints, which, in turn, may be triggered by service failures.  However, since most dissatisfied customers are reluctant to complain, service recovery attempts to solve problems at the service encounter before customers complain or before they leave the service encounter dissatisfied. Both complaint management and service recovery are considered as customer retention strategies recently, some researches proved that strategies such as value co-creation, follow up, etc. can improve the effectiveness of service recovery efforts. 

Customers may complain whenever they are dissatisfied and it is their natural right. They should not discourage this. With complaints, they can understand their weaknesses and improve accordingly. Complaints give us a second chance to satisfy a discontent customer. The three simple rules to handle customer complaints are Acknowledge, Assess and Address. 
Acknowledge:
Most of the customers accept the fact that mistakes may take place. But at the same time, they expect us to approach them with utmost sincerity. To resolve problems, we must have to respond quickly highlighting the issues associated with and thank the customers form making it a point. There are three ways to acknowledge customers complaints:
a) Allow the customers to vent his/her anger: when a customer feels wronged, s/he needs to sound off. So, stay clam, polite and take a breath while the customer vents his/her anger. Be soft spoken even if the customers get angry and agitated. We must not be defensive and must not try to prove that we cannot be wrong. 
b) Sympathize with Customer: Show sympathy by validating customers feeling e.g. say “I understanding why you feel that way”, or “I’m sure you must have been disappointed”. This will calm the customer down and assure him/her that you (employees/officials) understand how the customer feels about the inconvenience. 
c) Apologize: Acknowledge the inconvenience caused. If we are at fault, apologize for the misunderstanding, or error made. 
Assess:
Before explaining to a customer how employees or officials are going to resolve customer’s problem(s), Employees or officials must again understand carefully the length and breath of the complaint in the following manner:
a) Listen and get the facts: Let the customer talk. Listen to the customer’s problem(s), carefully. Interfere as little as possible when the customer vents, so employees or officials can listen for clues to the real problem.
b)  Ask Question: Ask questions to obtain all necessary information from the customer to clarify the situation. 
c) Paraphrase: After the customer has completed speaking, paraphrase what he/she has said to show that employees or officials have listened to him/her carefully. This way, also cross-check if employees or officials have understood the problem correctly.
Address:
Having collected all the data and information from the customer and investigated his/her case carefully, follow the undernoted steps to resolve the complaints:  
a) Respond to the Problem Immediately: Propose a solution to the customer and tell him/her about what are the steps that employees or officials are going to take in order to resolve the problem. If possible, offer alternative plans to the customer and request him/her to choose from those alternative solutions. 
b) State the Solution positively: Do not blame other people or system for the problem. Use “I” to show employees or officials, on behalf of the bank take responsibility to see that the customer’s problem is resolved. But never make unrealistic promises. Always remember that the investigation may reveal something what employees or officials have no clue of at the moment. Customer will be disappointed with employees or officials for un-kept promises.
c) Be positive in Official Approach:  Tell the customers what employees or officials can do rather than what employees or officials can not. e. g., do not say “We cannot do anything today”.  Instead say “I would be happy to provide you with a statement tomorrow”.
d) Convey urgency: Convey urgency by using positive, time-oriented statements such as “right away”, “immediately”, “within an hour”, etc.
e) Thank the customer:  Thank the customer sufficiently for bringing the issues to the attention of the bank.  

Specific rules for handling complaints: 
We must acknowledge letters/faxes/e-mails with a holding reply within 24 hours.
We must reply normal correspondences within 72 hours.
We must reply to complaints within maximum 8 working days after completing the investigation, or keep customers informed about the progress if the above 8-day deadline cannot be met.

[bookmark: _Toc56372063][bookmark: _Toc56437313][bookmark: _Toc58173364][bookmark: _Toc56372064][bookmark: _Toc56437314]2. Service design and standards: Service design is the process of planning and arranging to further improve the quality of people, structure, communication and components of the service and interaction between the service provider and its customers. Service design can play a role as a way to report changes to a service or to generate new services completely.
The purpose of the service design approach is to set premier practices for service design according to the wishes of the customer and the skills and competencies of the service provider. If an outstanding strategy of service design is adapted, the service will be user-friendly and user-friendly once the service becomes responsive and competitive for the provider. For this reason, service design uses methods and tools from different disciplines, ranging from anthropology to information and management sciences. Stakeholders involved in the service process.
[bookmark: _Toc58173365]2.1Presence of customers-oriented standards: Here, at Southeast Bank, they always strive for improving their standard of service with the aim to provide the customers with their services efficiently and effectively. As part of their continual efforts, they have prepared this Service Standard setting out time frame within which a customer can expect us to deliver the respective services.
Timeline for different services has been fixed taking into account the nature and complexity of the services, risks associated with process, uncertainty factors (such as workload fluctuations, staff movements, seasonal variations etc.) and considering the number of customers, requirements of the customers, environment, number of employees, availability of logistic support etc. This Service Standard has been developed according to the best practices in banking arena, the guidelines from Central Bank, the feedback provided by the top management, the employees and the clients.
All the employees of the Bank are required to acquire necessary skill and capacity and thus enhance their efficiency to act as per the standard set out in this document.

The code will be reviewed from time to time keep their service standard always at the highest level of customers’ satisfaction. They request all their customers to keep us informed of their experiences about the various services rendered by the Bank and feel free to comment on this charter. This Service Standard applies to all services of our Bank provided by the branches, subsidiaries and/or agents acting on behalf of the Bank, that may be availed across the counter, by post, by phone or through interactive electronic devices and through technology (electronic channels). Service standards are integral to good client service and to effectively managing performance. Service standards are important for customers, potential customers, employees and management of the Bank. They help to define what a customer can expect and to remind management and employees of the challenges and obligations that they face, drive service improvement and thus lead to results-based management. Service Standards reinforce accountability by making performance transparent and increase the confidence of Customers in the Bank by demonstrating its commitment to service excellence. Southeast Bank follows a specific service delivery standard to ensure smooth operation of their bank.
This Service standard has two key purposes:
1) To provide staff with performance targets ("Phone must be answered within three rings")
2) To inform clients what to expect ("Waiting time is less than 10 minutes").
Impact of violation of the Charter:
For violation of any of the clauses of this charter, the employees of the bank will be subject to appropriate action as per service rules of the bank if the concerned employee fails to defend his/her position with ground(s) acceptable to the Management of the Bank.
Service Delivery Standard:
Indicative timeline for various transactions/services of the Bank is as follows which is subject to submission of required papers / documents by the customers:

Availability of the Charter:
· This Service Standard is on display at the premises of our Branches.
· Customers can get take out copy of this Service Standard from Branches on request.
Service Standard is also available for download at our website. Bankers are always tried to provide error-free service: to their customers cause customers are want most squired service, high quality service, good network. 
The banker always tries to give the particular standard service that the customer wants so that they can meet the expectations of the customer.  
[bookmark: _Toc56372065][bookmark: _Toc56437315][bookmark: _Toc58173366]2.2 Appropriate Physical Evidence and Servicescape: Physical space signifies the available physical space for all customer access-points. It plays an important role to convey the organization’s purpose, the market segment that we want ourselves to be associated with and our commitment towards service quality to our customers. Our aim is to provide the right message about us through a clean, healthy, safe and secured work place. We believe our people can provide the best-in-class service if we provide them the perfect, pleasant and professional environment to work in. Right Physical arrangement creates right business environment and this is pivotal in generating customer happiness. Services such as indomitable, physical evidence of a service is provided by a strong sign that the customer relies on the evaluation of the service before and during the service delivery. Proper design of service opportunities helps to close gap 2 between customer requirements and management perceptions related to service design and delivery details. Physical evidence usually consists of the following:


1. Servicescape: It includes:
(i) Facility exteriors like exterior design, signage, parking, landscape and the surrounding environment, and
(ii) Facility interiors like interior design, equipment, signage, layout and air quality and temperature.
2. Other tangibles: It includes business cards, stationery, billing statements, reports, employee dress, uniforms, brochures, web pages and the virtual servicescape.
Roles played by Physical Environment
The physical environment affects customers and employees. It can play various roles as discussed in the following sections:
1. Package: The physical proof of a service plays a similar role to product packaging; it wraps up the service and communicates its features to the customer. A clean, secure servicecap conveys a high quality service image to customers and makes them proud to be associated with the service, meaning it enhances the image benefits the customer receives.
2. Facilitator: A barrier-free layout of servicecap can enhance employee performance and customer satisfaction. Physical proofs like comfortable chairs in seating areas match the needs of the customers which in their mind enhances the perception about the quality of service.
3. Socialize: Servicecap helps customers and employees communicate socially and with each other because services are provided primarily through interactions in moments of authenticity. Physical evidence also sets the mood for the service, a cheerful mood in the entertainment service, a professional mood around the office, and a calm, comfortable environment in the healthcare institution.
4. Differentiator: Physical evidence can help determine the difference and location of services when designing according to the tastes and preferences of customers in a particular department according to what they are willing to offer. For example, physical evidence for high-value high-class fields would be extended and separated from low-cost low-class areas in a service setting or similar services.
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Right Physical arrangement creates right business environment and this is pivotal in generating customer happiness. The guides must be followed to continually excel in “physical Space” category. Again, the list is not exhaustive. 
Clean Premises: Branch Premises must be kept neat and clean round the clock. A neat look helps create a shiny first impression.
Neat and Clean Floor: Floor should be clean and dry. Hourly cleaning is a must. Special care needs to be taken on rainy days.
Clean front of the Branch: Entrance to all the branches must be kept neat and clean.
Perfect Outdoor Signage Round the Clock: Signage must be clean and in perfect order round the clock. The information given in the signage must be accurate.
Internal Branch Signage in Perfect Order and Visible: Internal branch signage should be in proper order and be clearly visible. Color and letter symmetry across signage and across branches should be maintained. 
Neat and Clean Staircase: Staircases must be kept clean free so that movement can be with ease.
Adequate Light: Adequate lighting should be ensured in every customer and employee access point. Any diffused or defunct light should be replaced immediately with new one.
Noise Free AC & Airy Atmosphere: Air coolers must work properly and should not make any noise because noisy AC may distract customers and/or employees.
Chairs and Sofas should be Clean and comfortable: Sitting arrangements with chairs and sofas must be in good condition and shape at all the times. 
Fresh and clean Plants: There should be no dead leaves or withered flowers. Plant leaves must be clean in both-sides. Plant vases should be clean too.
Clean Desk Policy (CDP): Desks must be kept neat and tidy and all unwanted papers and files should be removed.
Crockery: Tea pots, cups and glasses should be in clean and healthy condition. Watch out for dead ants in sugar and milk. Spoons must be clean and shiny too. Cups with latest logo should be presented. 
Clean Toilet: There should be no bad smell in the toilets. Please flush toilet after use. Toilets should have clean and dry basins, available clean soaps and towels. 
Clean and Tidy Counter Tops: Counter tops should be neat and clean. Any unimportant paper and file should be removed. 
Air Freshener: Air freshener should be sprayed regularly. Fragrance of the freshener should be good and appealing.
Posters, Easels in Perfect Condition: Posters and Leaflets should be visible. No torn and faded posters are slowed to be displayed. 
No old Magazines: Only recent magazines should be kept in the magazine rack or in the customer sitting area.
Perfect Locker Room: Locker Room is a refreshing area. Mirrors should be clean, no rusty. Body of the lockers should always be clean and shiny. No damp atmosphere is preferable in the locker room.
Receivers of Phones Should not are Smelly: Receivers of phone-sets should be free from bad mess and dust. Receivers should be cleaned by antiseptic liquid regularly.
Computer Tops and Keyboards Should be neat and clean: Office cleaners and/or messengers should be instructed to clean the computer desk tops and the keyboards every day before the transaction hour begins and after it ends.
No Scattered Papers on/around Fax and photocopier Machines: No unnecessary or scattered papers should be lying on fax or photocopy machines.   
Phone Set Should be in Proper Place with no Loose Hanging Wires: Phone-sates should be kept in such a place where those can be accessed easily. No loosely hung wires are acceptable.
Water Glasses should be clean and outside Body Dry: Water glasses should be clean and old glasses should be removed. Dry outer wall of the glasses or cups is a must. 
Desktop Background and Screensaver: Any unprofessional desktop background or screensaver should be avoided.
Water Dispenser Should not be kept in a Visible Location: It should not be kept in any visible location. It should be kept at dining or kitchen area. 
Prayer Mat/Jainamaz and Towels Should not be kept at Visible Locations: These should be kept inside a separate cabinet or drawer.
Tissue papers on Desks: desks should have available facial tissue boxes.
Tissue Papers in Toilets: Toilets should have tissue papers at all times. No hanger should be empty. Toilet should be checked every 30 minutes. 
Waste Paper Bin: Waste paper bin should be cleaned every one hour and there should be no scattered papers around the waste paper bin.
Entrance Door with Clean Access, No Obstruction: Entrance door should be kept obstruction free so that everyone can enter and exit with ease.
Store room: Belongings of the store room-should be maintained in an organized way and not displayed openly.
Fire Alarm: Fire alarm must be available at work area and it should be in working condition at all times. 
Fire Extinguisher: Fire extinguisher should be kept in a reachable height and should be in a workable condition. There should be one or two trained persons to use these in case of emergency. 
Fire Exit: All branches must have proper fire exit and there should be a clear indication towards the exit door.
Fire Drill: Fire drill should be carried out regularly to create awareness.
Exhauster: Banking area, kitchen and toilets must have exhausters working properly.
Transparency: Transparency must be maintained throughout the bank. Glass wall must not be covered with unnecessary stickers or posters. Pesticide: Appropriate steps should be taken to keep the premises pest free. 
CCTV: CCTV must be present at all branches, especially in front of entrance, front desk, cash counter and vault.
Access Control: Branches must have access control of the back office.
Unattended Object: Anything left unattended must be informed to the management immediately.
Usages of Cell Phones in Vaults: Cell phones are prohibited inside vaults. Intercoms may be present but all calls must be recorded for security purpose.    
Finally we can say that- this bank environment is enough attractive and friendly for working. They always try to keep the bank neat and clean for client’s attraction. We are committed to fostering a workplace environment free from all forms of discrimination, harassment and intimidation. Our employees work together with openness, mutual trust and respect. Their mutual respects motivate them to work together and achieve service excellence in experience in every sphere of banking operations. The culture of maintaining congenial work environmental in the Bank further enables the employees to continuously push for improvement their detrimental defect of unresolved grievances through its comprehensive grievance resolution procedure. Southeast Bank premises are non-smoking zones and free from the influence of the drugs and alcoholism. 
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3. Service Performance: Service performance is a matter of making sure that the processes are performing according to the specifications. To developers, Service performance is a matter of making sure that the functional requirements are being met.

3.1 Effective human Recourse policies: An effective HR policy provides clear guidance to our company's managers and employees regarding attendance, performance, and employee benefits and compensation. These policies set expectations about how the employee will be judged. Human resource strategy is continuing direction on the approach of which a company intends to adopt in managing its individual. They represent particular instructions to HR managers on different matters regarding employment and state the intent of the company on various features of Human Resource management such as promotion, recruitment, training selection, compensation etc. Thus they serve as a testimonial point when human resource management implementation is being developed on when decisions are being built concerning organization's employees. A good HR policy give generalized instruction on the perspective adopted by the company, and therefore its workers, regarding different aspects of employment. A policy spells out accurately what steps should be taken in line with the policies. Each company has a various set of conditions and so develops a separate set of human resource policies. The position an organization operates in will also dictate the content of their policies.

Top of Form
 
For being professional, each of the employee’s should have the following professional virtues:
· Courteous 
· Dependable
· Cooperative 
· Committed
· Respectful
· Dependable
· Trustworthy
· Accountable
· Cooperative
· Supportive
In addition to above, employees should:
· maintain a specific style of behavior in the office
· Be conscious about values and professional rules. 
· Have respect for self and others. 
· Have problem solving perseverance.
· have matured responsibility 
· Have good communication skills both Bengali and English.
Acting like a professional really means doing what it takes to make other think of employees or officials as reliable, respectful, and competent. However, the following traits are essentially expected to demonstrate professionalism and each employee of southeast bank hold respect these manners.  

Human resource is an essential issue for every organization because it is not possible to run an organization without human resource. So, human resource is very essential for an organization. 

Human resource is a fundamental thing. Without this, we won’t be able to success. Since it is an essential thing for the organization, if they are not efficient enough, the goals of the organization will not be met. Before selecting them we have to see that- they are enough qualified, skilled, educated and accomplished. So those who have these qualities in them should be selected to manage the work of the organization. Because if the human resources are not efficient enough, they will not be able to provide the required services. Banks also follow a specific policy to manage their companies. They publish circulars in that way when they need specific people for certain positions. They want to select a suitable candidate for a specific position in their organization so they arrange an examination. They select those who pass the test and reject those who fail. Bankers decide for their candidates whether they need an aspiring candidate or a fresh graduate. And based on that they determine what level of candidate they need for which position and thus they issue circulars. Thus they select the eligible candidates. Then they select and arrange training as require. They always follow a several strategy for selecting worthy candidates which is given below:

Requirement: Recruitment is a way of recognize people with sufficient qualifications and numbers and inspiring them to apply for jobs. In other words, it is a method of acknowledge and recruit the best compatible applicant for a job vacant position in a most betimes and costly way. Edwin B. According to Flippo, "the system of finding employment candidates for employment and the system of regain them for appealing for a job in the company". According to Robbins, "Eligible candidate for the able recruitment strives will allure a huge number of people who will take the location if bestowed. Worthy applicants for a good schedule should be capable of and not disqualified. This duplex motive will alleviate the cost of Disqualified petitioner." The ongoing method beneath which the firm petition to develop a pool of accomplish petitioner
Is there a need for human assets in spite of some vacant position in the future? The procedure starts when new employers generally search and ending their request.

Recruitment Needs: There are three types of requirements. These are the plans I have: 1.Employment imperative to emerge from organizational change and retirement strategy. 2. Expected: prospective demand is the movement of workers, which an organization can forecast by studying the trends in the internal and external regions. 3. Unexpected: Resignation, death, accident, illness give rise to unexpected need.

Generalized Recruitment Model:
[image: ]

                                  Fig: Recruitment Model
Recruiting Sources:
If the type of lodgment to meet the sources of recruitment transmits, the excerpt objectives are more likely to be achieved. The source of specific employment for fulfilling certain types of work is more fertile than others. Each company has the option to select applicants for the recruitment process from two various sources. These are:         [image: ]   

                                                                    
· Internal Sources 
· External Sources

1. Internal Source: Formulas within the corporation (such as the transfer of employees from one department to another, promotion) are known by the internal sources of recruitment to fill the position. In three cases interior candidates are enroll in three ways:

· Job Posting: 
Posting job beginning on venture report boards is a successful inward recruitment plan. It informs the employees about the preliminary and required qualifications and invites the eligible employees to apply. Observation are usually posted on the company's detail board or electronic flash boards or placed in the company's newspaper. Multiplication and other information drawn from post resolution data.

· Skill Inventories: Using HRIS can find the best worthy candidate and it must be a secure and confidential source of interior candidates. This source gives enough but relevant staff data.
· Nominations: Solicitation and requests from attentive staff in the post beginning relation to the potential supervisor, HR section.

2. External Sources:
One of the most popular methods used when an organization wants to communicate with the public is the zero-ads ad work, tell them how they want benefits and get involved with them and how they will focus. This is the most popular system:
· Advertisement: One of the most well-known systems used when a company urgent to talk with the people is to have vacancy ads. The job, tell them how they urgent the convenience and get associate with them and how aware they will embed. This is the most well known method.
· Employee Referrals/Recommendation: A candidate will recommend whether the man he supposes in can output adequately. Employee referrals can attain much proper data about their potential activities. The recommender often gives the applicant with much realistic data about the job that can be indicated through a job delegation or newspaper adds.
· Employment Agencies: There are employed professional bodies that show recruitment and employment; they provide the necessary manpower to the needy.
· Schools Colleges & Universities Recruiting: Engaging in a collage background, along undergraduate, postgraduate or doctoral degrees at the educative step required for a top school diploma, earmarked vocational training or job, educative institutions are a considerable source of strong staff. Sending an employer’s spokesperson to the college campus to pre-screen petitioner and throwing a petitioner pool in the undergraduate class.
· Unsolicited Application: Many proprietor visits the offices of honorable companies themselves and applicants go straight away to the company without any inspiration from other sources. It is also a good business practice to treat an applicant with courtesy.
· Temp Agencies: These types of organizations can be a source of staff when individuals are needed on a shorten basis. Shorten employees are mainly valuable in meeting short-term fluctuations in HRM necessary. It does not give employers. They are a source of complementary venture. Temporary workers really work for the agency. These firms can be a better choice during the off-day and peak seasons.
Selection Process:

Selection is the process of selection from a group of applicants who are deemed fit to open a specific job individually. The process of interviewing and evaluating candidates for a particular job and selecting an individual for employment raised on certain criteria is called selection process.
The Generalized Selecting Method:

The application ends where the application ends - including the applicant pool. The selection is done in five steps:[image: ]
Fig: Selection Model

1 Initial Screening: At this stage the constructional examination of the appeal for employment, re-investigation is steered out. This is done by fulfilling a small list of wide applicant pools at a preliminary period.
2 Secondary Screening: This period take aside unqualified workers and recognizes potent workers in open condition. The choice process starts with the test. Tests can be of various sorts. For the amenities of the exam we can categorize the candidates:

· Cognitive abilities 
· Motor and physical abilities 
· Personality and interest 
· Job Knowledge

Cognitive Abilities: cognitional tests Feel common reasoning efficiency tests and earmarked mental efficiency tests such as remembrance and persuasive reasoning.
Motor and Physical Abilities: Motor skills calculate the speed and precision of brutal judgment as well as the stroll of fingers, hands and arms. Remains -

•Stromberg Dexterity test 
• Minnesota Rate of Manipulation test 
• Purdue Peg Board

Physical skills need to be tested. It contains-
• Static strength 
• Dynamic strength 
• Body coordination 
• Stamina 

Personality & Interest:
The character test calculates the primary perspective of the petitioner personality such as introversion, perseverance and inspiration.
Job Knowledge:
These tests calculate what a person has adept. It calculates the idea of work in several positions like economy, marketing, human capital etc.
3. Candidacy: The key material of this anecdote is the employment interview or dilution of employment interviews, the goal of which is to condition the depth of expediency of the applicant. Some companies were in chief effectively sent to an amends center where they could complete test batteries and develop various simulation to further assess their proficiency. Those who fulfill this stage are prospective employees.
4. Verification: This period is related to the substantiation of the reference data system by the applicant. Due to the rising number of disregarded enroll; agencies necessity to be cautious with proper care in identifying and file references.
5. Final Selection: This is the judgment -making stage. The judge chooses the information by the applicant and the information gathered by the representation. If the information is auspicious, a job offer is made; if the data is unfavorable, no job grant is elaborate. The grant of shorten work is subject built to a physical trial and a background investigation. If the applicant effectively fulfills these two final shackles, a ultimate job offer will be formed.

Training:   Training and development has increased job satisfaction and morale among the staff. Employee motivation has increased. Increased efficiency in processes, resulting in financial gain. To increase the ability to adopt new technologies and methods. Innovation in techniques and products has increased. 

Every organization needs well-trained and experienced people to perform the tasks that need to be done. If current or potential job seekers can meet this requirement, training is not important. When this is not the case, there is a need to increase the skill level and increase the versatility and adaptability of the staff. Training is an educational experience that seeks a relatively lasting change in a person that will improve his or her skills at work. We usually say that training can involve changes in skills, knowledge, attitudes or social behavior. This could mean changing how employees know, how they work, their attitudes toward their work, or their interactions with their coworkers or their supervisors. For other purposes, training will be presented as it is primarily applicable to the operative staff of the organization. Employee training is a special program designed to enhance the specific skills or knowledge of employees according to the needs of the company. It plays an important role in the progress of any individual or any organization. Despite the truth, several organizations and employees may claim that the training is a waste of time. Training is actually very important that the following things will be enough to convince someone very most employees have a certain kind of weakness that prevents them from giving the best output. Providing training to such national staff helps to enhance their work efficiency, overcome their weaknesses and improve their efficiency. Training brings all employees (skilled as well as less skilled) to a uniform level, creating a workforce that is completely reliable. Technological changes are not easy to deal with and if these changes are not managed in a timely manner it can cause a huge loss to the organization. Training educates employees about the proper management or use of technology for training. Every company wants to have employees with updated information and skills to ensure its survival. The training expands the skills of the staff and helps them to produce the quality output required for the organization to survive in the market. Training staff increases the skills and knowledge they need to perform their day-to-day work, and properly performed tasks are always the result of quality outputs. The training process consists of a number of steps that need to be followed systematically to arrange an efficient training program. The training is a systematic activity performed to modify an efficient training program. Training is a regular activity that is performed to improve the skills, attitudes and behaviors of an employee to perform a specific task.
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Need Analysis Phase:
Training needs analysis (TNA) is important for southeast bank limited. Because it helps to determine whether training can find out the performance problem. TNA indicates that employees lack the necessary knowledge, skill and attitudes (KSAs) to do the job and they required training.
Southeast Bank LTD. set the benchmark of the performance level and KSA training process prior to training which is providing by TNA. They also note their employee’s Organizational Performance Gap (OPG). When they find out Actual Organizational Performance (AOP) is less than the
Expected Performance Gap (EOP) they provide the training. They gave an example: after conducting performance appraisal they can figure out the low and high performers based on employee’s performance and KSA. So they feel that OPG and take the decision to give training to improve employee’s KSA.
The TNA Model followed by the Southeast Bank LTD:
They focus on both reactive and proactive TNA. When employees face problems in their current performance and need training in IT, Management, Sells or Product knowledge they inform to the authority through TNA performance appraisal system for conducting a training program basis on their lacking which we can say the reactive TNA. Authority evaluate their performance department wise and when they find out the problems in future oriented work they provide the advanced level training so that they can avoid problem related to those work for the organization in future we can say that is the proactive TNA.
[bookmark: _Toc56372067][bookmark: _Toc56437317][bookmark: _Toc58173368]3.2 Role fulfillment by customers: Excellent customer service is our preferred policy for business success. Customers are more important to us than their money. We place out Clients at the center of our business endeavor and strive to provide innovative range of banking products and services suited to their diverse needs and aspirations. At Southeast Bank, we treat our customers with respect, and professionalism and put our customer best interests at the forefront of everything we do. We help our customers maximize their financial welt-being. We greatly value feedback from our customers to ear1n and keep their trust buy responding quickly and providing thoughtful solution. Just as bank officials have a responsibility to provide services; customers also have a responsibility to employees. 
What customers can do for officers - All it takes to open a bank account is to enter, sign and provide the correct information. This will enable the customers to fulfill their role properly. The customer also has some rolls. Issuance of their birth certificates, voter identity cards, national identity cards, self portraits, tin certificates to bank officials. It's kind of the opposite. Because when I ask the customer for these and he gives, I can provide my service properly. When a customer comes to withdraw cash, write down his voucher correctly or give them a check. Vouchers, checks, deposits, correct composition at the time of payment.

Customer’s Duties: 
[bookmark: _Toc56372068][bookmark: _Toc56437318]1. When providing any form provided by the bank, provide true, complete and accurate information and refrain from providing any false information.
 2. Disclosure of all financial obligations when applying for a product or service without preconditions to the rights granted to customers by the Banking Secrecy Act.
3. To update personal information submitted to the bank, seamlessly and whenever necessary.
4. To comply with the terms and conditions governing the selected service or product.
5. Instantly notify any unknown activity on his account.
6. To provide the bank with his home address, work address, email, and post mail and telephone number and to report any changes to this information so that the bank is able to contact the customer in person to ensure the confidentiality of the information.
Thus, these types of activities have to be done properly by the customer otherwise the customer will not be able to take their role and the staff will fail to provide proper service.

[bookmark: _Toc58173369]3.3 Balance between demand and capacity: The ability to deliver at a certain price and the will of the buyer is the demand, while the supply of a certain quantity of these products to its customer or customers is the supply. Accurate and dynamic matching of demand and capacity is the key to efficiency and fast customer service in the service industry. Due to the seasonality and the uncertainty of the myriad types of banking services and transactions, this procedure can be rigorous but not inaccessible. The key step is to separate the bank's factory-like transactions from withdrawals such as check deposits, check cashing, loan application, account opening or marketing of a new service. It should be recognized that the former constitutes the lion’s share of banking transactions. Factory-like transactions are reasonably expected in terms of time or cycle and occur. The times of the months are at their peak and their seasons at the shortest, weak and days can only be understood from a careful study of past data. Depending on the needs and capabilities of the factory transaction, a bank can decongest its lobby or ATM booths, above all increase customer satisfaction and give its employees ample time and improve the composer to participate in more personalized transactions.
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Long-term capacity planning is a sensitive task. The wrong plan or any plan is planning to not succeed towards bad service or customer frustration. After setting the power on the right and installing, verifier, with tailors or ATM, the capacity needs to be matched with the dynamics with the pattern that the variable wants. In the case of production, this short-term method is known as production control. The matching of both long-term and short-term capabilities must be done sincerely and adapted to the specific environment of the bank. In many banks, power management is distinguished by the building of firefighters and gut-wrenching decisions. Taylors of any branch are subtracted or added from the front-line as directed by the head office of the board which is not consistent with the demand pattern or local reality. In addition, the branch manager can apply to the head office for more staff after overtime hassles or customer objections due to long queues.

Probably the most flawed error handled by many banks is losing its ability plan or the total dollar value of its business .g deposit base, outstanding balance, or total assets. To synthesize the error, the value of the dollar is divided by a productivity index headcount. Deposits in office staff can set a standard indicator like many dollars. Branch managers are instructed to address this by lowering the risk response assessment. The head office often uses this indicator to reject the branch's "unreasonable" request for additional manpower. The ability to price on price leads to either extra skills and lazy resources or short-capacity and long consumer queues.
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In banking, like many other service organizations, what powers are used, what assets are received and drive costs are not the financial value of the transaction, but the ability to transact. The same teller or ATM takes the same amount of time to process a ড 100 check deposit as procedure 200. It will take approximately the same time to withdraw a $ 100 passbook or make a transaction as ে 200 in a check encashment. Even in non-factory like transactions there is no direct connection between the value of the service and the amount of bank assets used to transport it. A branch can achieve the average number of enrolled checks; Provide cash deposits, subscription deposits, cash withdrawals and facilities on a daily, weekly, or monthly basis that are suitable for its capacity planning. It is tempting to use the number of customer accounts, especially the number of active accounts, to calculate for power. Although it is more accurate than the dollar value and easier to use than the transaction, it is not as accurate as the latter because the customer will have different volumes and different types of transactions. Telexing, roughly automatic or manual, the transaction is managed, not standardized or driven by the client. The best way to control Taylor's deployment is to use the number of transactions regardless of the number of customers or the value of the transaction - and translate these into transaction times, and then headcount. With the increasing power of computer technology in bank transfers, it should not be difficult to get accurate calculations of transactions. However, if it is inappropriate or annoying, we can count the transaction times as 5 man-hours for a 10 kg check based on weight.

If a service transaction is done by a one-stop-shop or a station, say through an empowered, multi-skilled tailor and multitasking, power planning is simple and complex. However, if the transaction has to go through individual methods or stations, it is essential that all their capabilities be matched and synchronized with the requests collected by the first station. Typically, between multiple processes or hand-offs, the slowest methods or barriers, which determine the over-alum of all methods or system power. It would be a waste of resources and money to increase the volume of the front-line, such as telexing, to meet the demand when the booth capacity is determined through small backroom activities such as signature verification or computer processing. In this case, despite the investment, the capacity of the system will be less than the demand. The capacity of both front-line and backroom needs to be adjusted to meet the demand.

Subtle protection for unplanned activities that reduce capacity is the last step in power planning. These are machine errors and rework and downtime. The general response is to give an allowance in the skills plan for accounting for it, say 5%. Preventive maintenance to eliminate downtime is definitely a better response. Kerri cal errors, especially Taylor errors and their correction can take a lot of time and significantly reduce power such as downtime.

Giving allocation for these malformations is tantamount to allowing them. It is much superior to enjoin everybody to do his work right the first time.
The customer demand of the bank is the transaction that he wants: such as open any type of account: FDR, DPS, current account, remittance, loan, ATM service etc. When the customer wants all these transactions, if I do not have the capacity, then I demand the customer. Will not be able to meet.

[bookmark: _Toc56372069][bookmark: _Toc56437319][bookmark: _Toc58173370]4. Communication: ‍ Effective banking communication strengthens the relationship between customers, suppliers, stakeholders, managers, clients, employees and boards of directors. The banker's experience in banking communication improves the management of the banking system, employee behavior and basic banking services facilities. Banking improves organizational efficiency through communication training, knowledge management, risk management, internal control systems and data security management. In the modern era, communication channels have been transformed into e-banking promotional electronic channels that include internet banking, mobile banking and e-payment systems. Moreover, clerical work has been transferred to electronic form, which reduces costs and satisfies the customer. Objectives: This paper explores how banker experience affects banking communication in commercial banks, which enhances their level of understanding and determines effective communication in the workplace.
[bookmark: _Toc56372070][bookmark: _Toc56437320][bookmark: _Toc58173371]
4.1 Promotional Activities: The promotional activity is any effort made by a business to communicate with potential customers. Promotional activities have two main purposes. Inform customers about store, its products, prices and services. Persuade customers to buy the products we sell.  Promotional activities include sales promotion, merchandising, personal selling, exhibitions, advertising and public relations. Target audiences (or target groups) are the subgroups of. The population that are the focus of a promotional activity.
Today’s market is full of offers and discounts. Marketers use multiple promotion programmes to entice customers to buy products and services. While objectives of advertising are long term and generally of brand building, sales promotion programmes often pursue a single goal, that is, to maximize sales in short run.
The consumer promotion programmes are visible to the audience because they are often advertised in the mass media. Companies also undertake trade intermediary promotion and sales force promotion programme to increase sales. This is important because in both direct and indirect marketing programmes, sales and trade play an important role in the product and information flow process.
Hence, without adequately promoting the product at trade and sale force end, many consumer promotion programmes will not achieve its desired objectives. Sales promotion programmes are short term programmes aimed at maximizing sales in a period of time but what is most important to remember is that the sales promotion programme should be designed in such a way that it does not affect the overall brand image of the firm and its product. Every business organization has to keep on thinking almost all the time. He has to think not only about the profit and loss of his business but also about expanding the business. Businesses have to keep on growing in order to stay in competition for a long time. The growth is only possible when a business is getting more return for its efforts than the amounts it is spending. When a business in running condition it is easy to do analysis on what’s working for it and what’s not working. With this data they can create new promotions. 
Promotions are the attractive offers that businesses offer to their customers only for a limited time. During this limited period the company has to tie some goals and targets to its efforts. A business cannot run a promotion without setting targets. 

The promotional activities must aim:
(A) Inform potential buyers about the existence of a product and its satisfactory capabilities.
(B) Reminding past users and presenting them for different roles in use.
(C) To persuade potential buyers in the most effective manner.
The most important purpose that a promotion serves is that it sets a business apart from its competitors. No business will ever need to run any promotions if there wasn't any competition. They have to stay ahead of their competitors in order for customers to keep doing business with them.
Southeast Bank also takes some steps for their promotion. These are: Newspapers, Magazines, Event Sponsorship, campaign, Radio, Billboards, Leaflets, Banners, Internet, and Placards etc. There are six distinctions in our rational activities: 

· Personal Selling: This is the face to face communication process that occurs between a customer and the store's sales representative.
· Advertising: It is defined as aggregate of function directed at providing service to satisfy customer's financial needs and wants, more effectively than the competition keeping in view the organizational objective of the bank.
· Sales Promotion: The objective of sales promotion is to establish a link & coordination between the activities like advertising, personal selling; publicity etc. sales promotion bridges a gap between advertising and personal selling.
· Direct Marketing: Direct marketing consists of any marketing that relies on direct communication or distribution to individual consumers, rather than through a third party such as mass media. Mail, email, social media, and texting campaigns are among the delivery systems used
· Publicity:  publicity is the public visibility or awareness for any product, service or organization (company, charity, etc publicity is one component of promotion and marketing. 
· Public Relations: The major objectives of banks PR is to secure the understanding of its employees, the general public, the press, the government and to reach the minds of its customers. Specifically, the following, according to, represents the objectives of PR activities in banks.
Media Strategy: Media strategy determines which signal channels will be used to deliver advertising messages to the target audience. There are many advertising channels that help the company to get their message across easily. The media strategy is a plan to bring the message of advertising to the consumers through the use of appropriate media. There is a wide range of media technology or mediums that aim to reach a huge audience. People in our country and other countries are not active in digital media like other newspapers, radios, magazines, event sponsorships. So through digital media they can deliver their message in the target message.


Television Commercial (TVC): A television advertisement (also called a television
Commercial, advert, TV advert or simply an ad) is a span of television on programming produced and paid for by an organization. It conveys a message promoting and aiming to marker, a product or service. Advertisers and marketers may refer to television commercials as TVC. A television commercial is a form of advertising in which goods, services, organization, ideas etc. are promoted via the medium of television. Interest of TVC is introducing a product, make people switch product, remind the existence of a product, companies can easily reach to their target audience creative attractive TV commercial. Their target is mainly for every people to create interest. Though TVC is more effective they can easily reach target customer but it is also quite expensive for a new company.
· Cinema advertising: Cinema advertising is a great way to put message in front of a seated and captive audience. Shown prior to a theater`s coming attractions, movie theater advertising allows to display ad big, back lit, in full motion and without any competing ads or visual clutter to get in the way. Ads and trailers normally last between 25-45 minutes before the actual film begins. The distinct advantage of cinema advertising is that audience is captive, local and totally focused on the screen. A local ad on the big screen will be watched and absorbed by the audience without distraction. For cinema advertising the best movie channel would be show time, HBO NOW, Starz, Cinemax, CBS ALL ACCESS, Boomerang etc. cinema advertising is a very important task because it will reflect the 25 summery attraction of the whole movie which will be made in thirty seconds. By see that ad people can attract or pay no attention depends on customer liking of that add. Even though cinema advertisements could be expensive, but is has the ability to enable viewers to watch the advertisement with minimized distraction.
· Radio Broadcast: It is transmitted by radio waves that are intended to reach a wide audience the stations can be linked to radio networks to promote a common radio format
Broadcast Syndication or Simulcast or both. The signal types can be either analog audio
Or Digital audio. Parts of radio broadcasting are transmitters, receivers and antennas
Transmission lines, audio processors, mixers, speakers, cables and audio playback components are usually in the morning and evening periods where the public would come from work and on the go. The most popular radio channels in Bangladesh are Radio Furti, AKKA FM, ABC Radio for our radio commercials. These have a wider reach than other channels. Radio integration differs from conventional TVC. So the duration must be shorter than the TVC. We’re trying to release a 10 to 15 second radio ad that can help us get our message across to our target audience. Because radio has the potential to cross borders and reliable news can become a valuable source of intimidating information. It provides real-time 8information and something that broadcasts 24 hours a day can give listeners the most recent updates.


· Campaign: Targeted promotions are designed with personalized offer messages for customers who meet the offer criteria and / or have specific needs. The campaign has been launched through multiple channels to reach customers in various ways including outbound calls, SMS, email, websites, internet banking and ATM banners.

Printed Advertisings: Print advertising is a form of advertising that uses physically printed media to reach potential customers. Print ads were once the standard format for creative advertising. However, as more advertising in digital outlets, print advertising is seen as an expensive increased capable media format. It is an ad that uses physically printed media such as magazines and newspapers to reach consumers, business customers and prospects. Advertisers use digital media, such as banner ads, mobile ads, and social media ads, to reach the same target audience.

· Magazines: A magazine is a publication, usually a periodical publication that is published in print or electronically (sometimes). Magazines are usually published on a regular schedule and contain a wide variety of content. These are usually funded by purchase price, paid subscription or a combination of the three.


· Billboard, Poster & Leaflet:-

-Billboard: A billboard is usually a large outdoor advertising structure (a billing board).
It gives big ads bypassing pedestrians and drivers. Billboards are highly visible in the top market areas, usually displayed with slogans and distinctive visuals. Billboards will be kept for a month between busy and industrial areas.
Poster: A poster is a space move for the public to use for a project, product or event. Posters usually include both written and graphic elements although a poster can be completely graphical or full text. Posters are designed to be both interesting and instructive.
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· Leaflet: A leaflet is a small sheet of printed paper that gives a clear and concise message. Businesses use leaflets to advertise their products and services. These are often used to inform people about new stores, special offers and events. It is a widely used open source JavaScript library. Web mapping application. It supports HTML5 and CSS3 and supports almost all mobile and desktop platforms. It allows developers to easily display tiled web maps without a GLS background. They deliver leaflets to various university areas and corporate office areas. Wherever they return to their home.

Digital/Internet/Social Media: Social media is an interactive computer-mediated technology that helps create or share information, ideas, career interests, and other forms of expression through virtual communities and networks. Introduces the challenges of the various stand-alone and built-in social media service definitions currently available; However, there are some common features. Users typically access social media services through web-based technology on desktops and laptops, or download services that provide social media functionality to their mobile devices (e.g., smart phones and tablets). Share, Co-create, Discuss, Communities and organizations and organizations through which customers are engaged in this electronic service they can create highly interactive platforms

• Currently unpublished able internet usage and importance because people are much more dependent on internet in their daily life and they use most of their precious time on internet. So the main purpose here is to promote banking products and services. If we provide our messages on the Internet, our target audience can easily access the information.

[bookmark: _Toc56372071][bookmark: _Toc56437321][bookmark: _Toc58173372]4.2 Charges and cost: The term bank charge covers all charges and fees made by a bank to their customers. In common parlance, the term often relates to charges in respect of personal current accounts or checking account. Bank charge, defined as the fees associated maintaining a bank account, exists in the personal as well as business world. These charges come from two factors. First, regular account maintenance is perhaps the most common. Additionally, fees due to violations of agreements, bank charges for insufficient funds as an example, also occur. Bank charge, explained as the common fees from banking, form the most common costs of maintaining accounts. 
 These charges may take many forms, including:
· Monthly charges for the provision of an account
· Charges for specific transactions (other than overdraft limit excesses)
· Interest in respect of overdrafts (whether authorized or unauthorized by the bank)
· Charges for exceeding authorized overdraft limits, or making payments (or attempting to make payments) where no authorized overdraft exists.


Each bank has its own cost. They also maintain a charge and cost to complete the work of Southeast Bank. ‍So they maintain a specific revised schedule of charges. They are Corporate. SMf, & Syndicate Loans, Retail Banking, Import, Export, Remittance, Guarantee, Off-shore Banking (OBU), General Banking, BPID Account opening for buying and selling of Govt. Treasury bills and bonds, Credit card, Alternative delivery channel, Telecash.
And the VAT is Applicable as per Government rules on realized commission and charges.  
[bookmark: _Toc56372072][bookmark: _Toc56437322][bookmark: _Toc58173373]
4.3 Promises: Commitment refers to an employee's interest in working positively in an organization and his or her persistence in working for it. Institutions like banks are also considered as one of the most stressful areas in the world. This affects the quality of staff of existing banks.
Southeast Bank Limited is deeply committed to provide banking services to the customers which are easy to understand and easy to deliver by our people as per the highest standards of service and integrity. This customer certificate determines the specific service standards that customers can expect from us. It reflects both the products and services they currently offer and the high quality that we expect. This certificate includes how you can contact us and respond to us, especially if something goes wrong and how the customer can help us serve them better. The successful practice of the rules laid down by this charter is a joint effort between their valued customers and us. They strive to improve their service to them and reach the goal of cooperating with them.

Key Commitments:
They assure their commitment in delivery of their services with the following key principles:
Compliance and Accountability: 
· They are governed by rules and norms of Banking. All their products and services comply with relevant laws and regulations of Bangladesh. 
· They explain and help customers understand the financial benefits of their products and services they are interested in, how they work and the risks involved therein.
Fairness:	
· They act fairly and reasonable in a consistent and ethical manner while dealing with the customers.
· They ensure faintness and promptness in dispute resolution. Customers can get more details on their complaints management procedure while visiting any of their branches or from their website. They do not discriminate against age or gender and make products and services available for all customers on the same terms and conditions.
Privacy and Confidentiality:
· They treat customer’s personal information as private and confidential and ensure them safety and security of the usage of those information. They do not disclose personal information of the customers unless authorized by them or required by law to do so.
· They do not use personal information of the customers for their own marketing purposes without their consent.
Reliability:
· They ensure that their customers enjoy secured and reliable banking services.
Transparency:
· They provide clear, relevant and timely information to help customers make informed decisions about their products and services.
· They inform their customers through various channels (such as internet, telephone, e-mail or their branches) through the available products and services. Customers may contact us or respond to information for these channels.
· Customers practice their care to provide customers with a blank view of the benefits and risks of their investment products, explain critical terms to them and ensure that the investment product fits their needs and they do not realize any hidden charges from customers.

Accessible and Secure:
They always strive for easy and convenient way for customers to have access to their money when they need it:
· They have branches and Kiosks across the country to serve customers at their doorstep.
· They try hard to enhance internet and mobile phone banking functionality.

· Their busiest branches have evening banking facility.
· They have ATMs in convenient locations.
· They ensure security of customer’s money, valuables and information as they well.
· They help customers find the right product to meet their needs. 
Straight Forward:
· They provide clear product choices and transparent fees.
· Schedule of Charges is available at their Branch-premises and their website. They make all communication in plain language as far as possible.
Understanding Banking products and Services:
· A wide array of products and services has been tailored considering the nature and need the customers and three is a continuous process of updating the products and services.
· All their offering of products and services can be viewed in their website: and leaflets and brochures for particular product or service could be collected from any of their branches.
· Credit and other needs of the customers are assed complying with the related rules, regulations and norms and efforts are made to satisfy them fully within norms.
· Applicable where a set of terms and conditions with customer liability and obligation is that every banking proud cut or service related fees, charges, penalties, interest rates etc. are readily available.
· Current interest rates on deposit and loan products, exchange rate fro different countries. 
· Periodic statement and balance confirmation certificates against customer’s account balance (SB/CD/SND/Loan accounts) are issued free of cost.\
Standards of Service:
· They settle consumer's objection fairy, frequently and punctually. 
· For dispute resolution there has a dedicated "Customer service complaint management desk" in every branch. 
· Consumers can place objections in individual or through more available means such as email, telephone, letter, facsimile. 
· Objection lodgement Forms are obtainable at all their workplace while online complaint lodgement system is available. They asked thoughts and suggestions of the customers on how they can serve them better.
· Let have their valuable feedback through service quality forms available at all branches through their website.
Customer Education:
· Social efforts are taken to educate the customer in the use of technology in banning and various programmers are undertaken for customer awareness on risk and responsibilities about wide range of baking products. Bank uses print, electronic and social media for this purpose.  
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I have worked in three of my month internship programs at Southeast Bank Limited (Mohammadpur Branch). The office ambience was nice and amicable. Every bank has several duties. Like constant employees of other banks, I also got some duties through the internship. My oversight and duties were in the General Banking Department such as: account opening, clearing, different types of customer service etc. through my internship program I acquire a lot of accomplished about the corporate ambience. In every bank all officer has particular counter to do their occupation similarly in SEBL. They have diverse bureau for each officer but as an internee they provide me the scope to have understanding of every domain of job. Throughout this period, manager of Mohammadpur branch Alamgir Munshi, Vice President, SEBL provides me a chance to do job in each respective desk which is underneath general banking and account divisions. As an internee I was fortunate because I was allowed to do numerous type of work. 

Work Relative Activities: 
· Clearing: I was allocating to work in the clearing division of Southeast Bank. At this spot when I commit debit voucher and credit voucher I accept this data to the registrar's book. I have also work on auditing. In the auditing pert there were two types of voucher. Those from transfer and clearing. In the auditing section at first I have just identify the debit voucher and credit voucher of both transfer and clearing. I have identified the client account and GL account by checking the account no. Because the GL account no was started with 1 or 2. Then the clearing officer gave me the audit report. I took the audit report and check the voucher one by one that all the vouchers are available or not. After checking all the vouchers I took the signature from the authorized officer. After taken the signature from the authorized officer I put all the vouchers in a file and stored it in shelf’s according to date. Everyday I have done this work.
· Cash deposit: I also helped some customers to deposit the cash. Many customers those who have no idea about the process cash were came and I helped them to fill up the deposit slip and I also helped the customers to fill up the deposit slip those who have no skill of writing and reading.
Account Opening: I have helped the customer to fill out the account opening form. First, I asked them what account they would like to open, a single accent or a joint account. I then gave them the Accent Opening Form and asked them to provide the documents required to open the account. For example: After taking all the required documents like NID photocopy, nominee information, TIN certificate etc. I took pictures of both the account holder and the nominee and also took their signature as without signature the whole document will be invalid. I then handed over all the documents and forms to the Account Opening Officer. They will create the account when a person is ready to save in the bank or urgent somewhat else. This is the first move in set up a banker-customer kinship. Customer choice is extremely necessary when creating accents cause there are several fraudsters who will vocation with illegal object through banks. So the bank accept the customer's money section very cautiously. If customers desire to create an account with the first banker, they have to receive the deposit. All archives are created by the customer by keeping money and these accounts are called deposit accounts. Overall SEBL represent various financial product and services. But in this branch they mainly operate the conventional banking, Remittance Service and Online Banking. Conventional banking products of Southeast bank are presented in a table below: 
	Conventional Banking

	· Savings Account (SB)
	· Monthly Saving Scheme (Mss)

	· Current Account (CD)
	· Millionaire Gold Deposit Scheme 

	· Special Notice Deposit (SND)
	· Millionaire Deposit Scheme 

	· Fixed Deposit Receipt (FDR)
	· Pension Savings Scheme (PSS)

	· Double Benefit Scheme (DBS)
	· School Banking



In opening an account firstly bankers has to accept that type of deposit. Two officers are doing different work in this department. In the 2nd step prospective client will submit request to open an account in his/her/farm/company name in a pre-formatted application form called account opening form. Branch officer will assist me to help the client to fill up this. Having all the information written on the form branch officer will help me to fill the risk gradation form with your customer (KYC), transaction profile and conversation with the client.Then the form is placed and risk gradation form with conversation with the client. Then the form is placed to the manager for approval of the manager give his consent and branch officer officially open the accent on banking software named “Bank Ultimus”. Account no is auto generated in there account no consist certain information like branch code, type of accent and serial no e.g. at the same time cash deposit and pay-in-slip books are issued. After that branch officer give me the form, needed information. Then I used seal in the important point of the form and also add SBS code which identify the different type of people in different type of deposit account. After that finally Account is opened. 
Following Formalities to Be Completed and Documents to Be Obtained before Opening an account:
Current Account (CD A/C) or Saving Account (SB)
· Signature Card and Application Form 
· Appropriate introduction by an introducer and ten make it Okay by the bank.
· Two copies of passport size photograph of the account holder which must be properly verified by the introducer.
· National ID card which will be verified with the help of election commission website or passport.
· KYC (Know Your Customer) form.
· Transaction profile filled up according to customers demand in line with genuine necessity.
· FATCA (Foreign Account Compliance Act) form.
· One copy photograph (In behind account holder mist provide sign) and National ID of the nominee.
· Fixed Deposited Receipt and joint account requirement same. 

· Pay Order: When the customer had come for doing pay order I gave them the pay order book. Sometimes I helped them to write down all the details for doing pay order in the book. Ex: the account number in which they want to do the pay order, the total amount, clients name and addresses, commission and vat. After written down all the necessary details in the book I took the signature of two authorized officer and then I helped them to deposit the cash. When all the necessary work had done I gave the customer the client copy.
· FDR: When the customers had come for opening a FDR account told them about the different offers and rate of FDR. Then I gave them the form and assisted us fill out the schedule. I then attached all the required documents to the form and handed over the form to the account opening officer. When the customer deposits the cash I took the signature of the customer in the FDR block and gave the customer copy. 
· Debit Card: When the customer has come to collect their card I checked the account holders name and took the signature in the register book. Then the accounts officer verified the signature. After processing all the requirements I gave them the card with the pin number.
· Customer Service: Mainly I was responsible for giving different types of service to the customer. Sometimes I would call the personal number to give the customer information and get some information. I also hoped them to write down the cheque also. I have printed and photocopied lots of important papers and lattes also for different purposes. 
 Activities in account section:
The department of accounts is named as the main center of the bank. Transactions in the banking industry are done on a daily basis. These transactions should be properly and systematically verified as a bank converter with the depositor's money. Any deviation from the proper recording could hamper the public’s assurance and otherwise the bank would have to suffer a lot. Incorrect recording of the transaction will catch the discrepancy between the debit party and the credit side. The bank gives a individual department to protect against these casualties; The purpose of which is to reduce the error in the vouchers or wrong entry or fake or deception. This chapter is named the Accounts division. As eluded above, the bank has to create some intimate announcement as well as some fundamental affirmation which have to be presented to the central bank. The accounting department also makes this statement. The division has to accept some affirmation at the head office, which is also much more seen by the head office. In this section I have finished work on numerous sections. However I have completed most of the voucher supplements. After concluding all transaction approved officer closed the business day. In the supplementary procedure end of the day approved officer composed the whole posting voucher in various desk which is effectively posted. After that sanctioned officers auditing the whole posting voucher and packed those papers in entry the everyday date. Then I had inspection all the voucher of connected dealings between general ledger (GL) and client ledger (CL). After initiating all the vouchers in order I categorize the vouchers in following name:  
   
	GL
	Dr. 
	Cr.

	Asset 
	-----------------
	-----------------

	Expense
	-----------------
	-----------------

	Liability 
	-----------------
	-----------------

	Income
	-----------------
	-----------------



	CL
	Dr. 
	Cr.

	CD 
	-----------------
	-----------------

	SB
	-----------------
	-----------------

	SND
	-----------------
	-----------------

	FC
	-----------------
	-----------------

	FDR
	-----------------
	-----------------

	Scheme 
	-----------------
	-----------------

	Loan 
	-----------------
	-----------------



In the general ledger I had been categorize out Assets, Expense, Liability and Income and in client ledger which is also separated in numerous kind like CD account, SB, SND, DEPOSIT, FDR, FC, and LOAN these vouchers are including in debit and reedit classes. As the end of the procedure officer approved the ledger and after that I had been passed those value on the voucher supplementary register book and average the voucher.
Activities in Credit Division:  
The credit plan of southeast bank limited is framed speaking suitable credit risk setting. Complete credit sanction process, appropriate credit management, measurement and observing procedure and satisfactory goal of the yearly credit strategy was to evade excessive concentration in any client division, economic segment or environmental location. The credit plan broadly covers and provides the bank with a comprehensive approach to the following aspects of credit:
· The application procedure
· Examination of credit risk
· Loan construction and terms
· Recordings
· Handling risk after loan endorsement
· Monitoring ongoing credit risk
· Loan analysis function 
· Loan alteration 
· Loan rearrangement 
· Problematic loan identification and easing techniques
· Loan account concluding

In addition to the above for prerequisite financial requirements in certain fields such as:

· Customer credit outline 
· SME credit structure
· Farming debt preparation 
· Pattern for financing in leather sector etc. have been planned as per policy and standard of Bangladesh bank from time to time.
Required archive to benefit the Debt:
· Three transcript of passport size photographs
· Banks statement of previous three mints 
· Self Certificate of Latest Salary / Profit / Income from the last three months
· Evidence of ID/citizenship certificate form the killed authority.
· Evidence of at least two or four years of continuous service employment as relevant in the lowest category
· Employment is similar to a job letter
· / Income / Salary Document Employer Form
· Bank Personal Assurance Appropriate for Bank (Equal Status)Spouse statement
Credit/Debt permission method of SEBL
· Upon coming of the consumer, the bank performs other agreement like LC / C etc. and tries to comprehend what is necessary from the bank visitors accordant to his account.
· The tater step is to accomplish the client's (CRF) petition
· The bank then assess the clients resource (current fair value and crisis value)
· The bank makes an offer. Credit grant cover the following data:

· Consumer name, back-end and business place.
· Bondsman name and business place 
· Account turnover 
· Import turnover etc.
Other relevant activities:
I have also found out different files from different files which were arranged according to different name and number. I have learnt the process of photocopying. I have also taken signature from different officer according the requirement. Also, I have tried to give assistance to the officers in various respective parts of banking performance. Like checking account information, writing deposit slips, maintaining Po register, supplementary voucher register etc.
Issuing cheque book containing number:
He always needs a check book to open an account and bring money from the bank whenever he wants. To obtain a new check book, the account holder must complete the correct application. Individual official prerequisite for validating the account holder's signature upon receipt of the request. This is a very important task because it cannot be distributed without authentication for any original and current account. Total processes have to done prudently. Whenever client get the cherub book in this time they signature a slip and that while officer assist me to check the list through account number and also fill up the cheque book comprising number in the slip.  
Dispatch number entry:
This unit is accountable for getting all letters from outdoor of the bank and refers letters form the bank. To do this, the unit retains a register book. Occasionally, l leaps the officer to make entry of the dispatch number. This dispatch number is noted in both the receipt and the sender in the entire document and anything addressed in the book. However, two types of letters are regularly recognized in the branch. These are:
1) Inward (registered/unregistered) letters.
2) Outward (registries/unregistered) letters.
Department control function checklist: 
After landscaping the department control function checklist concerned officer assigned me to fill up specific information of the list to make it prepare of the signature of the entire officer. 
Cash voucher:
Advice number fundamentally used for keeping the data record in all branches. This advice number assists to record for posting of software of Bank Ultimus in the account division preserve numerous kind of case voucher. These are 
	Repair Maintenance Utility

	Electricity and lighting

	Entertainment

	Printing and stationery

	Postal and shipping 

	Repair maintained Elec. (OFF)

	Repair and main (Office)

	Printing and stationary (Comp)

	Business promotion expenses. 

	Books and periodicals 

	Local conveyances 



 Here I attached the sample of debit voucher 
Mohammadpur Branch:

	0
	1
	0
	2
	9
	0
	2
	0
	-
	-
	-
	-
	-
	-
	-
	-



Date……
  Amount…...
Debt-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
Amount----------------------------------------------------------------------

Authorized Signature:                                                  Authorized Signature: 

My work hours started from 10 a.m. to 4 p.m. During this time I did only what they told me to do. I was not allowed to do any other work as the work of the bank was very sensitive. Although I got it for a short time, I gained a lot of experience. I think these experiences will help shape my career in the future.


[bookmark: _Toc56372074][bookmark: _Toc56437324][bookmark: _Toc58173377]Recommendation 

There are some important steps that should be taken to implement to improve departmental operations in order to ensure a quality service of the southeast Bank limited. These are the following-


· For credit management customized parameters should develop.

· To reduce the risks of defaulting SEBL must be diversify its landing sector. 

· Term loan should be inspirit so that businessman’s can take this lend simply.

· In today’s world there is no alternative to promote your brand without giving emphasis on promotion to generate a strong brand value. 

· Some loans can come with higher fees than other forms of borrowing. There is some confusion regarding the loan pricing and hidden charges among customers. Here is what to watch out for and what to do if I think I have been charged unfairly. So, the southeast Bank Limited should notify the consumers about the different prices, hidden charges and particular product’s installment size etc.

· Agriculture is the backbone of a country. According to central bank policy, banks are required to set aside at least 2 per cent of their total loans for agriculture. Therefore, Southeast Bank Limited should increase their concentration in providing agriculture.

· Sometimes customers open a bank account for their initial and quick service when carrying a debit card, but it reaches customers after 7 to 10 days or more. So, it takes more time to issue debit card and activate it. The debit card can be issued to a new account holder shortly and should be activated as soon as possible. Thus, more focus should be on south-east banks.

· Many branches of the southeast Bank Limited, there have no required locker service. So, for the increasing number of customers they should develop enough locker service.
· As banking is a service organization, customer service is a very difficult task. Employees have to handle different types of customers always under pressure. Adequate training is needed for employees to work so that they can handle clients under pressure. For instance the southeast Bank should arrange various valuable and effective training programs.

· Their numbers of ATM booth are so limited all over the country. Therefore, they should have to increase the merchant locations of ATM booth for customer’s convenience and easy transactions across the country.

· The thing that needs to be changed in the Mohammadpur branch of this bank is that there is not enough arrangement of  Wi-Fi here so most often the important work is hamper .so Adequate amount of Wi-Fi should be provided here for the purpose of doing that work successfully.

· One thing that is noticeable in some department is that there is not enough manpower for that particular department, as the result the work will be disrupted. So enough manpower should be recruit for complete the task properly.


[bookmark: _Toc58173378][bookmark: _Toc56372075][bookmark: _Toc56437325]Conclusion 
It has actually been an amazing involvement as an intern in the SEBL located in Mohammadpur. However there are a few drawbacks, the branch is located in such a position that in front of the branch the area of the prime minister residence starts so the business clients are comparatively lower. The employees of the branch are very much customer oriented. Customer service is pretty well though scope remains for further development also. But a crucial fact is though the branch is new but loan disbursement is not that much quality oriented. So to sustain with good position the bank must be very much sincere in choosing their clients. If banks do not function in according to commercial standard, no financial system will be operated. As an outstanding business is done by the banking industry especially the private banks, so many modern people are more concerned regarding securing their valuable assets. And they are also getting high quality and timely services. Therefore, there have been an established lot of new commercial banks and banking industry has been very competitive through these banks. In according to the need of the market, now banks have to organize their operation for the increasing customers. The banking sector has spread wide enough in this competitive world to cover any type of financial services anywhere in the world. Southeast Bank is the most committed bank in Bangladesh. Southeast Bank is trying to expand their products and services every day even though they provide a variety of products and services to their valued customers. South-East Bank Limited is significantly supporting the economy of Bangladesh by raising funds, both local and foreign. They provide bridge financing loans, working capital to its corporate clients to help the public. The southeast Bank Limited has gained National and International recognition for significance performance. It should redesign all sorts of banking strategies to be more user-friendly, attractive and impressive. Therefore, if they more focus on some of the problems that I have mentioned they can develop themselves more. Importance of my internship program is a lot because this is my first-time real-life working experience. My internship report is also important because I have put my personal observation there and also tried to study our banking industry using my academic knowledge.
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