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EXECUTIVE SUMMARY

This report reflects the working experience of “BRAC Bank Limited (BBL)” as an internship report for the BBA program. The study is deals with the roles and responsibility of the Branch Governance Department and the case of CTR project. CTR project is the study of knowing communicating with the customer.
The first part basically deals with the report’s Introduction, Background & objective of the report, Sources and methods of data and Limitations
In the second part of the report, I have discussed the overview of the BRAC Bank Limited is one of the third rank banks in the country, which was consolidated as private limited company on 20 May 1999 under the Companies Act, 1994 and registered in Dhaka Stock Exchange Limited on 30th November 2015 and Chittagong Stock Exchange Limited on 15th November 2015. The overview of BBL involves corporate vision, mission, values, financial snapshot, product and services, social responsibilities, etc. Currently, BBL has four subsidiaries, 186 branches and 447 ATM booths all over the country. The bank constantly gives first superiority to their customers by proving superior banking services and also contributing to the economy with social dedications.
In the third part of the report, as I get the opportunity to work in BRAC Bank Ltd, I tried to explain about my experience and roles & responsibilities of the department that I had during my internship period at BRAC bank limited. It includes the nature of the job duties, responsibilities, learning from the internship and function of the department where I assigned. I’m glad and lucky enough to work in Branch Governance Team under Mr. Khalekzzaman who is head of Branch Governance Team department and Network distribution, division. I have worked under Mr. Meheraf Shamim for first one and half month and other one and half month I have worked under Mr. Omor Faruq who is the senior manager of Branch Governance Team department.
In the fourth part of the report addresses the problems that the organization faces to instate the relationship with the customer and to make some recommendations and conclusion to facilitate the development of the Network system and service system to the customer of BRAC Bank Limited.
Though it’s difficult to find vast information within a short time I tried my best to make this report informative.
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Introduction

1.1 Background of the report
A report suggests the students with a well-regulated and overall insight of the prevailing practices in the corporate world. It gives knowledge about the specific industry and the industrial working environment, the prevailing culture and the new marketing strategy of the organization.
In this report shows that about the Roles and Responsibilities of Brach Governance Team and the critical analysis of 'Cash Transaction Report' Project of BRAC Bank Limited.

1.2 Extent of the report
This report has been perfected through extensive discussion with the roles and regulation of the Branch Governance Department and the critical analysis of CTR project. The bank has provided a Prospectus and that was very helpful to prepare the report. At the time of preparing the report, I had a great opportunity to have an in-depth knowledge of some banking activities functioned by BRAC Bank Limited. The scope of the report is –

1. Working in a Team
2. Implementing the knowledge of report which had done in the preceding course.
3. To have the capacity of an instructor guiding me throughout the process. Guiding them throughout the process.




1.3 Purpose of the report
The Purposes of the study are as follows:

A. Broad Purpose
The usual aspiration of making this report is to achieve the requirement of the Internship Program as well as an achievement the BBA Program by augmenting the practical job experience and view the statement of intellectual knowledge in the practical life. To know the rules and regulation of branch governance team and the critical analysis of 'Cash Transaction Report' Project of BRAC Bank Limited. The report will provide an outline of the rules and regulation of branch governance team and the critical analysis of 'Cash Transaction Report' Project of BRAC Bank Limited.

B. Specific Objectives

· To get organizational overview of BRAC BANK LIMITED.
· To know the objective of the branch governance department
· To collect the missing information over the IP for CTR project.
· To input checking the information from AOF to BBL’s Core Banking System (CBS) Finacle.
· To improve our customer interaction skills through various activities
· To identify communication-related problem with the customer
· To recommend some possible suggestions to overcome the problem





1.4 Methodology
It is one of the important parts to prepare a successful report. I have used both primary and secondary data to make the report enrich and informative.
Primary Data: 
· Official records and doing practical work.
· Direct interview and face to face conversation with my supervisor of the BRAC Bank Limited.
· Direct observations
Secondary Data: 
· Official Website of BRAC Bank Ltd.
· Relevant papers and publications
· Relevant information has been collected from annual reports 2017

1.5 Limitation of the report

I have worked only for three months in the BRAC Bank. Within this tiny period, it is relatively ridiculous to obtain a very deep perception of banking activity as it is such a comprehensive range to analyze and actions are considerably complicated.

· Restriction of some confidential information. 
· Difficulty in communication
· Every organization has their secrecy that is not revealed to others. Some desired information could not be collected due to confidentially




 (
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Overview of BRAC Bank Limited
2.1 History of BBL
BRAC Bank is the leading composition of monetary bank started their journey on July 04, 2001. It really is a division of BRAC (Bangladesh rural advancement committee) and world’s premier nongovernmental development organizations established by Fazle Hasan Abed in 1972. It set up in Bangladesh placed under the Banking Companies Act, 1991 and consolidated as an exclusive limited company on 20 May 1999 within the Companies Act, 1994.  BRAC Bank centers on attempting unexplored market corners in the Small and Medium Enterprise Business. 
The principal aim of the lender is to provide all types of or all sorts of banking experiences to the customers. At the beginning, the Bank faced several genuine and reputable burden considering that the High Court of Bangladesh interrupted the activity of the lender and it have failed to begin its functions till 03 June 2001. Gradually, the judgment of the High Court was lay out and dismissed by the Appellate Department of the Supreme Court on 04 June 2001, and the Bank has began its procedures from July 04, 2001. In 15 years the bank became the country's quickest growing bank. Today, the lender has 186 Branches, 16 Superior Banking Lounges, over 500 ATMs, 90 CDMs and 457 SME Unit offices across Bangladesh. They have allocated over BDT thirty thousand Crore of SME loan product and have above 1,500,000 specific customers who get into online bank facilities. Its services slashes across all degrees of the clients are it corporate and commercial, retail or SME. Having a team of over 6,500 employees, BRAC Bank serves considerably more than 1,500,000 customers through its varied selection of SME, Retail and General Banking solutions.
Within the last two years BRAC Bank has considered bold breakthroughs and has made strong improvement towards its vision to become the ‘Best Bank’ in Bangladesh. In getting nearer to this vision, the bank intersected some crisis pillars and received a number of international awards. The honors included South Asia’s  SAFA Award, Asia money’s “Best Bank for SMEs” award, ICAB award, ICMAB award, and ADB’s ‘Most Progressive Bank’ award. Crossing the consequential US$ 1 billion in market capitalization, getting the highest credit history of ‘AA1’and being awarded the conspicuous ISO 27001:2013 certification for Information Security added more powerful breathing  under the estimations.
2.2 Vision and Mission of BBL

Vision 

“Building profitable and socially responsible financial institution focused on Market and Business with Growth potential, thereby assisting BRAC and stakeholders to build a just, enlightened, healthy democratic and poverty free Bangladesh.”

Mission 

· Sustained growth in Small & Medium Enterprises sector 
· Continuous low-cost deposit Growth with controlled growth in retail assets. 
· Corporate Assets to be funded through self-liability mobilization. Growth in Assets through syndications and investment in faster-growing sectors. 
· Continuous endeavor to increase non-funded income 
· Keep our debt charges at 2% to maintain a steady, profitable growth 
· Achieve efficient synergies between the bank’s branches, SME unit offices and BRAC field offices for delivery of remittance and Banks other products and services 
· Manage various lines of business in a fully controlled environment with no compromise on service quality 
· Keep a diverse, far-flung team fully controlled environment with no compromise on service quality 
· Keep a diverse, far-flung team fully motivated and driven towards materializing the bank's vision into reality 


2.3 Core Values, Logo & Slogan

Core Values

Our Strength emanates from our owner of "BRAC." This means, we will accommodate the following substances and will be supervised by BRAC as we do our work properly. 
· Value the fact that one is a member of the BRAC family 
· Creating an honest, open and enabling environment 
· Have a strong customer focus and build relationships based on integrity, superior service, and mutual benefit 
· Strive for profit & sound growth 
· Work as a team to serve the best interest of our owners 
· Relentless in pursuit of business innovation and improvement 
· Value and respect people and make decisions based on merit 
· Base recognition and reward on performance 
· Responsible, trustworthy and law-abiding in all that we do 
Logo: 
[image: https://seeklogo.com/images/B/brac-bank-logo-3C1A03E45D-seeklogo.com.png]
Slogan
The slogan of BRAC Bank is “Astha Obichol.” These two words are Bengali words that indicate tremendous trust in the organization.

2.4 Financial Performance Snapshot


Figure 1: Financial Performance of BRAC Bank


2.5 Corporate Hierarchy




















Figure 2: Organizational Chart
2.6 Corporate Division and Department:

	Business

	SME BANKING
	NFB AND SECURED ASSETS
	LIABILITY
	CROSS SELLING
	PROBASHI BANKING

	RETAIL BANKING
	ADC
	Service quality
	Regional Distribution
	International Distribution

	RETAIL DISTRIBUTION
	Unsecured Asset
	Collections
	Corporate Banking
	Carts



	Support

	COMPANY SECRETARIAT &REGULATORY & INTERNAL CONTROL
	FINANCIAL ADMINISTRATION

	ENTERPRISE RISK MANAGEMENT
	Impaired Assets Management


	CREDIT
	Complaint Handling Cell.

	HUMAN RESOURCE DIVISION.
	Credit Inspector



	Operation

	RETAILS BANKING OPERATIONS
	PROBASHI BANKING OPERATION
	TECHNOLOGY 
	CALL CENTRE

	SME BANKING OPERATION
	Card operation
	General infrastructure Service
	PSO & MIS

	WHOLESALE BANKING OPERATION
	Business solution
	Central operation
	



Table: BRAC Bank Corporate Division and Department


2.7 Details of the Products Lines or Service:

1. SME Banking

A. Deposit Product
· Prapti Current Account
· Prachurio Fixed Deposit
· Shonchoy SME Deposit

B. Loan Product
· Anonno Rin
· Apurbo Rin
· Prothoma Rin
· Somriddhi Rin
· Sompod Rin

2. Retail Banking

A. Premium Banking
· Privileges and Value Propositions
· Pre -Assessed Signature Card
· Healthcare
· Dine Out
· Getaway
· Limo Service

B. PROBASI Banking
· Accounts & Deposits 
· Investments 
· Remittance Info 


C. Retail Deposits Product:
· Savings Accounts 
· Current Accounts 
· Term Deposits 

D. Retail Loan Products:
· Home Loan 
· Personal Loan 
· Auto Loan 
· Holiday Loan 
· Secured Loan/Overdraft 

E. Cards
· Credit Card (PLATINUM Card, GOLD Card, SILVER Card, SIGNATURE Card)
· Debit Card 
· Visa card
· BBL RFCD Card

F. Employee Banking
· Savings Accounts 
· Current Accounts 
· Term Deposits 

G. Student File Services 
H. Foreign Exchange & Related Services

3. Wholesale Banking

A. Corporate Banking: 
· Corporate Loan Products 
· Trade Finance 

B. Cash Management: 
· Cash & Trade Overview 
· Liability Products 
· Securities Services 

C. Custodial Services: 
· PROBASHI BINIYOG 

4. TARA Women’s Banking

A. TARA Deposits: 
· TARA TBS Account 
· TARA Flexi DPS 
· TARA Business Account 
· TARA Premium Banking 

B. TARA Lending: 
· Personal Loan 
· Auto Loan 
· TARA Mortgage Loan 

C. TARA SME Loan:
· Term Loan 
· Over Draft 
· Single Installment Loan 

D. TARA Cards:
· TARA Debit Card 
· TARA Premium Debit Card 
· TARA Business Debit Card 
· TARA Platinum Credit Card 


E. TARA Services: 

· TARA Entrepreneurial Services 
· TARA Home Banking Services 

5. Digital Banking

A. BRAC Bank Mobile 
B. Internet Banking
C. Share Management Portal (SMP) 
D. 24 Hour Call Center 
E. SMS Banking 
F. Important Security Message 
G. E-commerce 

· IVAC 
· Oxford International School 
· Online Payment 
· Online Railway Ticket 



2.8 Operational Details

Figure 3: Operational Details

bKash is a mobile financial service in Bangladesh working below the administration of Bangladesh Bank as a subsidiary of BRAC Bank Limited. This mobile money system originated as a joint venture between BRAC Bank Limited.

BRAC Saajan Exchange Limited mainly provides payment services to the large Bangladeshi associations surviving in the UK. Aside from its payment services the Company also purveys to the financing requirements of the NRBs through its origin organization BRAC Bank. 

BRAC EPL Investment Limited delivers an entire range of Investment Banking services including traditional retailer banking activities such as Issue Management, Corporate Advisory, Corporate Finance, Underwriting and Portfolio Management. 

BRAC EPL Stock Brokerage Limited is one of the leading stockbrokers in the country. BRAC EPL Stock Brokerage Limited has a membership at both of the country's stock exchanges such as the Dhaka Stock Exchange (DSE) and the Chittagong Stock Exchange (CSE).


2.8 Philanthropic activities/ CSR
"Corporate responsibility is utterly a way for companies to take responsibility for the social and environmental consequences of their business operations," said Jen Boynton (Sami, 2018). Corporate social responsibility (CSR) is implanted in the power system of BRAC Bank Limited. For BRAC Bank, is assigned to CSR means giving the statement that the bank is ethically obligated towards the society of this country in which it operates”.

BRAC Bank CSR Overview:
	


Education
	500 Students realize dreams to pursue study

	1,000 Students inspired for science education


	
	300 Students get the opportunity for a technical education
	40 Students pursue higher education at Dhaka University


	
Health
	500 Cardiac patients get medical support
	1,000 Thalassemia patients get medical support


	


Social welfare
	
50,000 Cold-hit people receive clothes for warmer nights

	10 Girls get a cycle for school going


	
	100 Lost girls find new hope

	4,000 Employees raise fund for humanity


	Art and culture
	3 Writers honored
	



Education: 

· BRAC Bank -- Prothom Alo Trust Adamya Medhabi 
· Patuakhali Journalist Scholarship 
· Biochemistry Olympiad 
· The Daily Star O & A Level Award Ceremony 
· Tetulia Pilot High School Scholarship 



Social Welfare 

· Support to Rana Plaza victims 
· Awareness of women rights 
· Support to Bishwo Shahitto Kendro 
· Lifelong support to Taramon Bibi, Bir Protik 
· Standing beside tornado affected people. 

Environment 

· Solarizing SME Unit Offices 
· Going Green with e-Statement 
· Sponsoring journalists to cover the World Climate Summit in Poland 

Art and Culture 

· Bangla Academy Amar Ekushey Grontho Mela 
· BRAC Bank – Samakal Shahitya Puroshkar 
· Bengal classical music festival and Ustad Niaz Md. Chowdhury 

Young Leadership 

· Support to Wasfia Nazreen 

Industry Initiative 

· SME Uddokta Shommelon 
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Roles and Responsibilities of the Department 

3.1 Duties and Tasks Associated 

My department name is branch governance team, and division is a distribution network
The primary objective of the distribution network is to provide a superior interface to our customers as they engage with the bank and to showcase the full value of our products and services, through providing them with the support of banking under a single roof.
As a universalized bank, we ensure that our branches provide customized and friendly services that lead to delightful customer experiences on the one hand and permanent relationships on the other.
As an institution that has been founded by containing the highest levels of compliance, a centralized facilitation unit has been established for all the branches within the distribution network, under a well-represented Branch Governance Team. This team is committed with the task of providing comprehensive support to ensure good governance and streamlined service quality. The central idea behind the distribution network is to promote a ‘one BRAC Bank’ approach, and the Branch Governance Team ensures that the same level of superior service is dispersed across all of the bank’s branches throughout the country.
Since a large number of customers maintain an extended banking relationship with us, we focused on reinforcing this affiliation through the support of technology to ensure that our distribution network provides cutting-edge one-stop banking solutions.




3.2 Function of the Department 

I have worked as an intern in the Branch Governance Team Department. Branch Governance Team mainly coordinate among all branches and head office of the BRAC bank. This department is doing a multi-type of task like logistic support, compliance issues, memo and communication, staff-related issue and so on.
Figure 4: Hierarchy of Branch Governance Team Department

The main responsibilities of the Department: 

Logistics Support 

· Monitor & execution of branch renovation, branch relocation, new branch opening, and branch conversion. 
· Expedite and solve security system related issues. 
· Expedite and solve premise maintenance related issues. 
· Bangladesh Bank GEO location portal management. 




Coordination- Event & Others 
· School banking conference. 
· Development fair. 
· Cattle market. 
· Labor law compliance. 
· Election-related issues. 

Report related 
· Follow-up & address transfer issue in inspection report of Bangladesh Bank. 
· Query handling of BB and other regulators. 
· Brach wise business tracking. 

Memo & communication 
· Preparation of different memos. 
· Circulate & follow-up Bangladesh Bank circular related to branch operations. 
· Content is drafting an end to end processing. 
· Prepare various communications as per requirement. 

Staff-related issues 
· Execution of staff’s transfer & posting as per approval of zonal heads. 
· Ensure staff support address staff scarcity. 
· Transaction analysis of tellers. 
· Circulate staff confirmation 
· Mail group creation & maintenance. 

Miscellaneous 
· Account opening form returns status report. 
· Help business heads by collecting various information from branches. 
· Branch information management. 
· Database maintenance of audit report. 



3.3 Job Description
I reflect myself fortunate to perceive the opportunity to work BRAC Bank Limited for three months. I have worked as an intern in the Branch Governance Team Department. During my internship period, I have worked under the supervision of Mr. Omor Faruk (Senior Manager) of Branch Governance Team Department. It was such a pleasure to work in such an environment in BRAC Bank Limited where seniors are always to support me which helped to deliver their authorized work properly. 
I was assigned to multiple tasks during my internship period. My initial tasks were to assist my seniors in their day to day tasks and duties. I have tried to help my seniors to complete any task within the deadline. I have mainly handled some areas of a project named “CTR project.” We have run a project which is called “CTR Related AOF Fields Updating.” The purpose of this project is to collect the missing account level information from the customers and send the collected information database to the Account Services Department for updating this information to BBL’s Core Banking System (Finacle). 
Reason for DoingCTR Project: As per Bangladesh bank, every bank has to submit CTR (Cash Transaction Report) for individual customer, if a transaction over ten lacs takes place in a month. So the customer must have to update their all kind of information in their account. If they are not updating their account, their account will be turned off that means they are not doing their transaction properly.



3.4 Job Responsibilities:
The following responsibility has performed:
· Preparing a Text Message, an Email and Call draft that will be sent to the customers before the project starts so that, the customers freely cooperate with us.
· Sorting Half-Yearly Performance Appraisal Rating letters according to branches and putting into envelopes for 186 different branches 
· Updating the database of 1857 employees in Bengali including Name, Branch, Rank, Designation and Home District filed. 
· Visiting the nearby branches of BRAC Bank Limited (BBL) and few other Banks
· Finding and preparing a comparative study of BBL with other banks.
· [bookmark: _GoBack]Seeing work progress of Account Service Department and to help them any way we could
· Inputting checking the information from AOF to BBL’s Core Banking System (CBS) Finacle.  
· I have received about 30 SME credit card applications each day for analyzing.
· We are informing our findings on missing information and documents to the Associate Manager of SME department. 
· Checking all the necessary documents were provided with the applications such as photocopy of the National ID, TIN certificate and two copies of passport sized photos. 
· I am filling the undertaking forms for CBI report on behalf of the customers, based on the information provided on the application forms. 
· You are visiting Call Center for improving our customer interaction skills through various activities. 
· Listening inbound and outbound calls for learning how the call agents interact with the customers better and then designing to answering sort of customers queries
· At last, collecting missing information over the IP phone from the customers to update CTR Related AOF Fields.
 (
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Recommendation

· BBL should provide better service to their customer. Most of the customers are dissatisfied about their service.
· BBl should operate online communication service to their customer.
· BBl should operate online account updating system.  Because most of the customer can’t go to the bank timely for updating their accounts missing information
· BBL should concern about their poor network system. Because when we call the customers from the IP phone, we faced some network related problem. So that customers feel irritated and communicate very rudely.
· They should make a peaceful environment for this CTR project.



Conclusion

Good governance practices have enhanced considerably important for the development and sustainability of the capital markets and the assurance of investor interests. In the age of modern amenities, BRAC bank is playing its excellent role to keep to the economic development wheel moving.25% to 40% of total revenue for constant businesses comes from repeat consumers. It should ensure that its customer satisfaction, manage the service quality and have to keep enhancing their service as well. To keep up the expectations of their customers in the BRAC Bank Ltd. have to take all the essential steps to satisfy their customers because if the customers recognize that they are not getting proper treatment, they might shift to another bank.
It can be a difficult task to talk with a customer on the phone. The message can become uncertain and meaning misunderstood without seeing an individual’s face. The CTR project will help the customer to maintain a secure account. It also helps them in their transaction, and they receive a different kind of offers, promotion, and statement through their E-mail. They have excellent opportunities in the market to appropriate, and they can steadily persist in the industry.
It was an honor for me that I have worked as an intern in a reputed industry like BRAC Bank Limited (Head Office) in the Branch Governance team Department. The BRAC Bank is a bank that reinforces the best service to the customers. I learned the practical knowledge by working in CTR project under the Branch Governance Team would be helpful enough to sustain with the real organizational environment.

Sources of Information

· https://www.bracbank.com/.
· http://dspace.bracu.ac.bd:8080/xmlui/bitstream/handle/10361/3649/10304042.pdf?sequence=1
· https://www.scribd.com/document/123591094/History-of-BRAC-bank
· http://www.assignmentpoint.com/business/finance/report-on-brac-bank-limited.html
· https://www.scribd.com/doc/103026842/Internship-report-on-BRAC-Bank-Ltd
· Omar Faruk, senior manager, Department of Branch Governance team, BBL, Personal Interview, December 2018.
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