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Dear Mam,
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used by Service Hub Limited. Due to the fact that it satisfies a need for my BBA program, this paper

is very significant.

I actively participated in the day-to-day operations of the company throughout my three-month
apprenticeship at the Service Hub Limited Head Office. I really appreciate all of your advice and

steadfast support, which have been of incomparable benefit in advancing our project.

I want to say how grateful I am for the chance to learn new things and develop my abilities. I look

forward to hearing from you and learning more about your thoughts on the report's analysis.

Sincerely yours

R ol
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United International University
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Executive Summary

Service Hub Limited is a transformative leader in payment solutions in Bangladesh. This
analysis explores the company's operational structure, focusing on the roles of Payment
System Operators (PSOs) and Payment Service Providers (PSPs). These entities are crucial in
enhancing the fintech ecosystem by facilitating secure transactions and fostering financial
inclusion. The study also highlights the Payment Gateway services provided by service hub
Itd, which are instrumental in supporting seamless online transactions. In addition to its
business innovations, Service Hub Limited is committed to social responsibility through

programs promoting financial literacy, education, and environmental conservation.
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Chapter 01: Introduction



1.1 Introduction

In recent years, the digital environment in Bangladesh has experienced significant expansion,
characterized by a notable increase in online transactions and e-commerce activity. Amidst
the ongoing digital transition, Service Hub Limited, trading as PayStation, is emerging as a
pioneering entity that is redefining payment solutions nationwide. This paper explores the
progress and influence of Service Hub Limited in transforming the payment system of
Bangladesh.

Service Hub Limited, often known as PayStation, is a Payment System Operator (PSO)
licensed by Bangladesh Bank. It started operating in 2018 with the goal of simplifying
payment processes and improving transaction experiences for businesses of any size. Our
activities are cantered around utilizing cutting-edge technologies and adopting industry-
leading methods to provide secure, efficient, and adaptable payment solutions that are

customized to meet the specific requirements of contemporary enterprises.

Service Hub aims to cultivate trust and assurance between those making payments and those
receiving payments. It enables customers to confidently engage in digital transactions by
offering a wide variety of payment choices supported by strong security measures. Service
Hub's primary focus is on enhancing user experience and ensuring security. By doing so, they
want to establish long-lasting partnerships with businesses and consumers in Bangladesh,
fostering innovation and reliability in the payment industry.

Our objective is to not only simplify payments but also cultivate trust and assurance among
those making payments and those receiving them. We enable consumers to confidently adopt
digital transactions, providing a wide array of payment choices while ensuring strong security
protocols are implemented. PayStation's primary focus is on enhancing user experience and
ensuring security. By doing so, PayStation seeks to establish enduring partnerships with both
businesses and customers. This commitment to excellence drives innovation and foster’s
reliability in Bangladesh's payment industry.

This study will provide a detailed analysis of Service Hub Limited's activities, successes, and
influence in changing payment solutions in Bangladesh. It will highlight the transformative

path that has established us as a leader in the digital payment sector.
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1.2 Report Background

I am currently a senior student pursuing a Bachelor of Business Administration degree with a
specialization in Supply Chain Management. The ever-changing and progressive nature of
technology and its influence on different sectors has always captivated my interest. Although
| have mostly focused on studying supply chain management, | have also developed a strong
interest in exploring the field of financial technology, namely around digital payments.
Therefore, 1 made the decision to enter the realm of financial technology by participating in

an internship program at Service Hub Limited.

The internship, spanning from January 2024 to March 2024, provided me with the
opportunity to acquire practical expertise and firsthand experience in the fintech sector.
While my primary academic focus was on supply chain management, | was enthusiastic

about delving into the cutting-edge field of digital payments.

At Service Hub Limited, | extensively explored different areas of fintech, including product
development and customer interactions. Participating in this chance was an exhilarating
experience to gain knowledge about cutting-edge technologies and emerging market trends
that are influencing the financial industry. Service Hub Limited offers a valuable opportunity
for individuals to acquire practical experience and enhance essential skills in the realm of

digital solutions and technology.

As a crucial element of the internship program, | am assigned the responsibility of creating an
internship report to record and document the knowledge, experiences, and contributions |
have gained throughout my time at Service Hub Limited. This report demonstrates my
commitment to enhancing my professional skills and my enthusiasm for embracing new
challenges and possibilities in the fast-changing field of financial technology. My esteemed
supervisor has recommended the report. This paper provides an in-depth analysis of Service
Hub Limited's contribution to transforming payment solutions in Bangladesh. Additionally, it
includes my personal comments on the internship experience and its potential impact on my

future career in technologically operated industry.
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1.3 Objective of the Report:

The purpose of the report can be categorized into two forms. These are the main goal and

secondary goal. All those aims are being discussed here.

1.3.1 Primary Objective

The main purpose of this internship report is to meet the academic requirements of the BBA
program while working as an intern at Service Hub Limited, a leading company in the fintech
industry. The objective of the paper is to offer a thorough examination of Payment Gateway
services and their operational procedures. The primary goals encompass:

Acquire Hands-On Experience in the Fintech Industry: This research aims to offer
valuable insights into the tangible components of payment solutions in the fintech sector. The
purpose of exploring the operations of Payment Gateway services at Service Hub Limited is
to acquire direct knowledge and comprehension of how financial technology functions within
a corporate setting.

Comprehend the organizational setting and the interplay of forces within it: This paper
aims to analyse the organizational structure, culture, and dynamics of Service Hub Limited.
Through an analysis of the function of Payment Gateway services inside the firm, one can
acquire valuable knowledge regarding the incorporation of fintech efforts into corporate
strategies and operations.

Apply academic knowledge to tackle real-world difficulties: This report aims to use
theoretical concepts taught in the BBA degree to address real-world challenges in the fintech
business, specifically around payment solutions. The goal is to use academic knowledge to
analyse practical situations and find ways to improve and innovate Service Hub Limited's
Payment Gateway services.

Fulfil the internship report submission requirement for the BBA program: This report is
a compulsory element of the BBA program and is intended to fulfil the requirement for
submitting an internship report. The purpose of this study is to meet academic requirements
and showcase the practical knowledge acquired during the internship by examining the

Payment Gateway services offered at Service Hub Limited.
1.3.2 Secondary Obijective

The secondary aim of this study is to offer a thorough comprehension of Service Hub

Limited's operational framework. It includes:
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This analysis examines the roles of the Payment System Operator (PSO) and Payment
Service Provider (PSP) inside Service Hub Limited. It investigates their contributions to the
fintech ecosystem and how they facilitate payment transactions and improve financial
services. Analysis of the Payment Gateway services provided by Service Hub Limited, with
emphasis on their attributes, capabilities, and importance in enabling safe and smooth online
transactions for both businesses and consumers. Firsthand knowledge gained throughout the
internship provides insights into Service Hub Limited's product portfolio, procedural
processes, operational subtleties, and strategic directives. The study seeks to provide
stakeholders with a thorough comprehension of the company's internal operations. This
includes suggestions for enhancing Service Hub Limited's operations, specifically in relation
to Payment Gateway services. The goal is to identify areas for improvement and offer

practical suggestions to increase efficiency and effectiveness in the fintech industry.

1.4 Study Methodology

The investigation is conducted systematically, commencing with the selection of the topic
and culminating in the production of the final report. The process of data discovery and
gathering was a crucial stage. The data were subsequently systematically organized,
scrutinized, evaluated, and presented to extract significant insights. The paper will provide
the audience with a clear understanding of the concept of a payment gateway and its
operational mechanisms. The various product categories and their respective subcategories
have been represented. By reading this report, readers will understand how Service Hub
Limited governs its operations and the extensive range of Gateway services it provides.
Presented below is a comprehensive elucidation of the complete technique employed in this

investigation.

1.4.1 Data Sources:

Data has been acquired via both primary and secondary channels.

1.4.2 Primary Sources
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» To examine the operations of Service Hub Limited.

» To Collaborate with other departments and cross-functional teams.

1.4.3 Secondary Sources:

» Service Hub LTD provides monthly reports on textbooks.
» The Company offers articles in both online and offline formats, as well as other important
materials.

» The Pay station website is operated by Service Hub Limited.

1.5 Scope of the Study:

During my internship at Service Hub Limited, | have acquired a comprehensive
understanding of the fintech sector and the intricacies of implementing digital solutions. This
study primarily focuses on the flagship product, Pay Plus, but also includes an examination of
numerous areas of digital financial services provided by Service Hub Limited. More

precisely, the study includes:

To investigation into the digital solutions provided by Service Hub Limited: The study
seeks to conduct a comprehensive analysis of the digital solutions provided through the main
product, Pay Plus. These services encompass mobile recharge, alternatives for recharging in
large quantities, bill payments, e-ticketing services, features for mobile banking, and facilities
for recharging balance. The study aims to clarify how Service Hub Limited meets the varied
needs of individuals and organizations in the digital payment ecosystem by examining the

characteristics and functions of these services.

To analyse the Operational Framework of Service Hub Limited: The study seeks to
assess the operating structure of Service Hub Limited, while also examining a variety of
digital solutions. This entails comprehending the procedures associated with mobile recharge,
bill payments, e-ticketing, mobile banking, and balance recharge services. The study attempts
to provide insights into how Service Hub Limited ensures seamless service delivery and

customer satisfaction by analysing the entire process and operational complexities.
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The study also includes an examination of pay Station and Pay Plus, which are Service Hub
Limited's extensive array of fintech solutions. These encompass e-payment services, gateway
services, mobile banking, mobile financial services (MFS), peer-to-peer borrowing platforms,
and digital cash management systems. The study seeks to showcase Service Hub Limited's
dedication to technological innovation and customer-centricity in driving the growth and
transformation of the fintech industry in Bangladesh. This will be achieved by analysing the

features, functionality, and market positioning of these solutions.

1.6 Limitation of the Study:

Although we got valuable support and cooperation from employees, stakeholders, and
authorities of Service Hub Limited, there were limits that arose during the internship program

and the creation of this report. Some of the constraints are:

Data gathering posed challenges due to the hectic schedules of personnel inside the
organization, making it difficult to effectively manage and organize the operations for the
report. Nevertheless, attempts were undertaken to surmount these obstacles by employing

efficient communication and cooperation with pertinent players

Privacy limitations: Some information on the activities and strategies of Service Hub Limited
may be confidential, which restricts the amount of information that can be disclosed in this
report. Although attempts were made to collect pertinent data, there may be constraints in
obtaining specific confidential information for the benefit of the company.

The availability of secondary data posed difficulties in acquiring essential information from
official sources such as Service Hub Limited's websites and yearly reports to complement the
main data gathered during the internship. Although attempts have been made to collect
secondary data from other sources, there may be constraints in obtaining a complete and

thorough information for the study.
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1.7 Internship Experience:

1.7.1 Position, Duties, and Responsibilities

1.7.1 Position:

Service Hub Limited is dedicated to advancing technology and prioritizing customer needs to
promote the growth and transformation of the fintech industry in Bangladesh. Service Hub
Limited has been granted approval by the Bangladesh Bank to operate as a payment system
operator. Membership in this prestigious organization is a significant stride towards
accomplishing several of my goals. Collaborating closely with Mr. Bayazid Bostami, the
Manager of Pay plus. | need to collaborate with him to finish this portion of my assignment.

Presently, I am working as an intern at Service Hub Limited.

1.7.2 Roles and Obligations at Service hub Limited

An intern at Service Hub Limited, working under the supervision of Mr. Bayazid Bostami,
the Manager of Service hub Limited, would normally play a crucial part in the operation
team. The intern will collaborate closely with Mr. Bayazid Bostami and the team to assist in
all elements of operational planning and implementation. Below is a detailed account of the

role:

Contributing to data analysis and reporting: As an intern, | actively participated in the
gathering, analysis, and interpretation of operational data. This entailed scrutinizing client
demand and issues, pinpointing discrepancies between customers and the payment system. In
addition, I contributed to the development of reports and presentations aimed at facilitating

decision-making processes.
Processing of lead: Lead Capture: Deployed lead capture forms, landing pages, and lead
magnets on many internet platforms to collect contact information and other pertinent facts

from prospective prospects.

Lead Qualification: Assessed the Caliber and appropriateness of leads by considering
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factors such as demographics, interests, behaviour, and level of involvement, employing lead

scoring or manual review methods as required.

Lead Nurturing: Devised and implemented strategies to cultivate leads by means of tailored
communication, subsequent emails, focused content and other methods of engagement.

CRM Integration: Implemented the integration of lead generating and processing activities
with a Customer Relationship Management (CRM) system to efficiently monitor and manage

leads, automate workflows, and optimize communication with potential customers.

Customer Database Maintenance: | was responsible for guaranteeing the precision and
comprehensiveness of the customer database, consistently updating and overseeing client
information to facilitate marketing and sales endeavours.

It is engaged in process improvement projects to actively enhance the functionality and
efficiency of our products and services. Moreover, it contributed ideas and insights to drive

innovation and optimization.

The report conducted a comprehensive analysis of rivals and their services to determine their
strengths, flaws, and potential chances for improvement. Applied acquired knowledge to
create strategic plans for improving products and services, guaranteeing that our offerings

stayed competitive and in line with market requirements.

1.8 Professional Development:

My internship at Service Hub Limited offers a promising opportunity for transformative
professional development, with abundant chances for growth, learning, and skill building.
Presented below is a strategic plan that will serve as a compass to navigate my professional

growth throughout my internship:

O Gain comprehensive knowledge of the organization and industry: | will thoroughly
explore and comprehend the goals, processes, and values of Service Hub Limited. This
entails acquainting me with the fintech industry's landscape, market trends, and the

competitive stance of Service Hub Limited.

o Define Specific Objectives: | have established realistic and attainable goals for the
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duration of the internship that are in line with my career ambitions and the potential chances
provided by the firm. | have engaged in discussions with my supervisor to ensure clarity and

get guidance regarding these aims.

0 Acquire knowledge from Supervisor and Team: | will actively participate in the fintech
team, including my supervisor, to get insights from their expertise. I will actively seek
guidance, inquire about matters, and carefully observe their methods of communication,

problem-solving strategies, and philosophies of management.

o0 Engage Proactively in Projects: | will proactively engage in assigned projects and
actively pursue additional duties whenever feasible. Engaging in this activity will enable me
to improve my proficiency in data analysis, project planning, and collaborative work.

o Enhance technological Proficiency: My objective is to enhance my technological skills,
namely in project management platforms, data analysis tools, and fintech software. 1 will
prioritize the acquisition of advanced proficiency in Excel, as well as other specialist

software that is pertinent to the fintech sector.

0 Enhance Communication and Presentation Skills: | will focus on improving my written
and vocal communication abilities to successfully convey my thoughts and findings to the
team. Effective and succinct communication is essential in all work environments, and |

strive to improve in this area.

o Networking and Establishing Relationships: I will proactively engage with professionals
from different departments, actively participate in industry events, and conduct informational

interviews to enhance my knowledge of the fintech business and cultivate useful connections.

o Engage in Training and Workshops: | will actively participate in workshops, seminars,
and training sessions organized by the organization to acquire knowledge and refine my

expertise in pertinent aspects of fintech.
I will exhibit enthusiasm and proactivity by actively participating in discussions, offering

innovative ideas, willingly taking on responsibilities, and eagerly embracing new

opportunities and difficulties. 1 am committed to maintaining a positive mindset, a strong
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desire to acquire knowledge, and a determination to achieve exceptional performance in my

position.

1.9 Evaluation:

Due to my limited experience, | find it difficult to conduct a thorough evaluation of Service
Hub Limited, the company where | am presently interning. Nevertheless, there are certain
remarkable facets of the organization that have been particularly notable during my tenure.

Service Hub Limited prioritizes data security and privacy, utilizing state-of-the-art security
measures to protect sensitive information. Every employee utilizes an individual server

allocated by the organization, guaranteeing a significant level of data security.

My boss has been essential in moulding my internship experience, adopting a courteous and
supportive approach like mentorship. The information he provided has been quite beneficial,
making it easier for me to understand and enhancing my overall pleasant educational
experience. Furthermore, this mentorship approach has greatly improved my communication
abilities, since | have acquired the skills to efficiently gather and assess information from

diverse sources.

Furthermore, | value the deliberate coordination inside Service Hub Limited, which ensures
that my internship tasks are purposeful and applicable in the fintech sector. My supervisor
guarantees that all activities entrusted to me adhere to the professional standards of the
organization, enabling me to work on matters that are pertinent and have a significant effect.

Although my review may not be exhaustive due to my limited knowledge and experience, |
have identified numerous notable attributes of Service Hub Limited. Their strict security
measures, mentorship-focused management strategy, emphasis on improving communication
skills, and alignment of intern activities with industry standards are some of the key features
they offer. The combination of these characteristics contributes to Service Hub Limited's

distinction as an esteemed firm in the fintech field.
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1.10 Skill Enhancement:

Throughout my time at Service Hub Limited, | have actively engaged in a process of ongoing
education and skill refinement, obtaining abilities that will surely influence my future
pursuits. Among my wide range of skills, one remarkable achievement is my proficiency in
Microsoft Excel. Through practical application and focused learning, | have become highly
skilled in effectively utilizing Microsoft Excel for various jobs. With proficiency in data
analysis and financial modelling, | can utilize Excel's capabilities to optimize workflows and

extract valuable insights.

0 Payment Gateway Operations: | have developed a thorough understanding of the
operations of payment gateways in the fintech ecosystem. This encompasses knowledge of
the movement of transactions, the protocols used to ensure security, and the crucial function

of payment gateways in enabling safe online payments.

0 Familiarity with Payment System Operator (PSO) and Payment Service Provider
(PSP): By immersing myself in the fintech industry, | have acquired knowledge of the
responsibilities and functions of Payment System Operators and Payment Service Providers.
This comprehension incorporates their contributions to the facilitation of transactions,

adherence to regulations, and the smooth running of payment systems.

o Digital Payment Systems in Bangladesh: | have thoroughly examined the complexities of
digital payment systems in the specific context of Bangladesh. This encompasses a
comprehensive understanding of the dominant payment systems, regulatory structures, and
developing patterns that are influencing the digital payment landscape in the country.

Acquiring these new skills not only enhance my professional abilities but also establish me as
a valued resource in the ever-changing field of financial technology. They enable me to
effectively traverse intricate issues, foster innovation, and make significant contributions to

the progress of digital payment systems in Bangladesh and other regions.
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Chapter 02: Company & Industry Overview
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2.1 Introduction to Service Hub LTD:

The fintech sector in Bangladesh is seeing tremendous expansion, fuelled by the emergence
of online payments, electronic investment, crowdsourcing, and digital currencies. Statista
predicts that the digital investment market in Bangladesh's fintech sector would grow to
$55.5 million by 2023 and increase by 35.8% by 2024, ultimately reaching a market value of
$909 million by 2027.PayStation, a subsidiary of Service Hub Limited, is a prominent
Payment System Operator (PSO) authorized by Bangladesh Bank. Service Hub Limited,
founded in 2018, is dedicated to streamlining payment procedures and improving transaction
experiences for businesses of any scale. Service Hub Limited specializes in utilizing state-of-
the-art technologies and executing the most effective methods in the market to provide
secure, smooth, and easily expandable payment solutions that are customized to match the
changing requirements of contemporary businesses. Service Hub Limited provides a wide
array of fintech products, encompassing e-payment services, Gateway services, mobile
banking, mobile financial services (MFS), peer-to-peer borrowing platforms, and digital cash
management systems. Service Hub Limited is dedicated to using advanced technology and
focusing on customer needs. This positions them well to promote the growth and change of
the fintech industry in Bangladesh. They aim to improve financial inclusiveness and foster

digital innovation.

2.2 Vision of Service Hub Limited

"Our goal is to become the most reliable and favoured fintech collaborator, delivering
outstanding benefits and effortless interactions to our customers, employees, and
stakeholders, all while actively contributing to the progress and long-term viability of the
communities we serve."

Our vision statement highlights the following critical themes that are specifically relevant to
the fintech industry:

Our goal is to become the top brand in the fintech industry, gaining the trust and preference
of clients for their payment requirements. Our objective is to establish ourselves as the
preferred option for organizations and individuals in search of cutting-edge payment

solutions.
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Service Hub Limited provides excellent value and experiences through our financial
solutions, guaranteeing efficiency, security, and convenience. Our goal is to deliver flawless
experiences that surpass consumer expectations.

Our aim is cantered around prioritizing the increasing demands of our clients. Our focus is to
comprehend and resolve client needs, providing customized solutions and exceptional

support.

Employee Well-being and Growth: Our commitment lies in fostering the development and
welfare of our employees within the fintech sector. Through the cultivation of a learning-
oriented and innovative culture, we enable our employees to propel our achievements.

Stakeholder Satisfaction: Our objective encompasses the fulfilment of all stakeholders within
the fintech ecosystem, which includes customers, investors, partners, and regulators. Our
objective is to establish robust connections founded on openness, dependability, and

reciprocal advantage.

Community Development and Sustainability: Service Hub Limited is dedicated to
becoming a socially conscientious participant in the fintech sector, actively contributing to
the advancement and long-term viability of the communities in which we operate. Our goal is
to create a beneficial influence by implementing programs that encourage understanding of

financial concepts, inclusivity, and environmental accountability.

2.3 Mission of Service Hub Limited

"To responsibly utilize knowledge, technology, and skills in order to transform the fintech
industry, enhancing the quality of life and promoting economic empowerment through
inventive payment solutions.”

Our mission statement, specifically designed for the fintech industry, emphasizes the

following crucial aspects:

Customer Focus: Our primary goal is to deliver state-of-the-art fintech solutions that
effectively cater to the varied requirements of our consumers, guaranteeing smooth
transactions and improved financial experiences.

At Service Hub Limited, we are dedicated to utilizing cutting-edge technologies and industry-
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leading methods in the fintech field to foster innovation and consistently enhance our
payment solutions.
Our objective is to promote financial inclusion and empowerment by offering accessible and

inexpensive fintech services to underprivileged areas and individuals.

Responsibility and Ethics: We maintain the utmost standards of responsibility and ethics in
our operations, guaranteeing the security, privacy, and integrity of financial transactions for
all parties involved.

Collaboration and Partnership: We acknowledge the significance of collaboration and
partnership within the fintech sector. We actively strive to engage with stakeholders
throughout the ecosystem to promote innovation, stimulate growth, and provide value for all
parties involved.

Service Hub Limited is dedicated to fostering a culture of ongoing learning and progress. We
prioritize keeping nimble and responsive to the ever-changing demands and trends in the

fintech industry.

2.4 The slogan of Service Hub Limited

We recently initiated a campaign to commemorate Independence Day, in which we provided
pricing that equated to the average monthly expenses for a complete year. The phrase
effectively conveyed the value proposition of our campaign, emphasizing the significant
discounts offered to our clients. Our goal was to offer unparalleled bargains that strongly
appeal to our target audience, guaranteeing they obtain outstanding value for their money all

year round.

our slogan was '"NTTHE BIFTH 99K (1"
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2.5 core values of Service Hub Limited

To adopt a customer-centric Approach: Service Hub Limited places utmost importance on
our clients, ensuring they are at the forefront of our operations. Gaining a thorough
understanding of customer requirements and preferences is of utmost importance as we
endeavour to deliver the finest financial solutions and experiences. Our primary objective is
to cultivate enduring connections with customers and safeguard their financial stability by

prioritizing their satisfaction.

Quality Assurance: Our utmost dedication lies in providing fintech products and services of
unparalleled excellence. Our operations prioritize the essential goals of ensuring consumer
happiness and developing lasting trust. By using stringent quality assurance procedures, we
ensure the dependability, safety, and efficiency of our payment solutions, hence fostering
trust among our clients and stakeholders.

At Service Hub Limited, innovation and adaptability are fundamental aspects of our identity.
We readily accept and adapt to change, consistently developing to keep up with the
constantly shifting market dynamics and client expectations in the fintech business. Through
cultivating a climate of innovation, originality, and flexibility, we consistently stay ahead in
the field of technical progress, providing state-of-the-art payment solutions that promote

financial inclusion and empowerment.

Integrity and Transparency: It is imperative that we adhere to the standards of integrity and
transparency in all our business transactions. We adhere to principles of integrity, equity, and
responsibility, cultivating confidence among all individuals and groups involved, such as
consumers, collaborators, suppliers, and staff. Through our commitment to honesty and
transparency, we maintain the utmost ethical principles and guarantee the enduring viability

of our enterprise.

Employee Empowerment: At Service Hub Limited, we acknowledge that our people are our
most valuable resources. We are dedicated to promoting and enabling their success in their
positions, cultivating a culture of collaboration, progress, and advancement within the fintech
sector. Through our commitment to enhancing the professional and personal development of
our employees, we foster a highly motivated workforce that is fully dedicated to achieving

excellence in all areas of our operations.
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2.6 Service Hub Limited Partners

Service Hub Limited operates with a diverse range of partners across various sectors to offer

comprehensive fintech solutions. Here's an overview of its key partners:
Payment Partners:

Bkash: One of the leading mobile financial service providers in Bangladesh, facilitating

digital payments and money transfers.

Nogod: A digital financial service provider offering electronic payments and mobile wallet

solutions.

Rocket: A mobile banking service provided by Dutch-Bangla Bank, enabling secure and

convenient financial transactions.

Dutch Bangla Bank: A prominent commercial bank in Bangladesh, offering a range of

banking and financial services.

Islamic Bank: A Sharia-compliant financial institution providing Islamic banking products

and services.
Maghna Pay: A digital payment platform enabling online transactions and bill payments.

Cell Fin: A fintech company (under Islamic Bank) offering digital financial services and

mobile payment solutions.
Ok wallet: A mobile financial service provider offering digital wallet and payment solutions.
EMI Partners:

Eastern Bank Ltd: A leading commercial bank in Bangladesh offering retail and corporate

banking services.

Mutual Trust Bank Ltd: A private commercial bank providing a wide range of banking

products and services.
AB Bank: A private sector commercial bank offering comprehensive banking solutions.

UCB: A full-service commercial bank providing retail, corporate, and SME banking services.
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Prime Bank: A private sector commercial bank offering innovative banking solutions to its

customers.
Jamuna Bank: A private commercial bank in Bangladesh catering to diverse banking needs.

NRB Bank: A leading private commercial bank focusing on retail and corporate banking

services.

AIBL Bank: A Sharia-compliant Islamic bank providing banking services based on Islamic

principles.

City Bank: One of the oldest private commercial banks in Bangladesh, offering a wide range

of financial products.

Community Bank: A commercial bank providing personalized banking services to its

customers.

Lanka Bangla Trust Bank: A private sector commercial bank offering retail, corporate, and

SME banking services.

Premier Bank: A commercial bank providing comprehensive banking services to

individuals and businesses.

MEGHNA BANK LTD: A private sector commercial bank offering banking services across
Bangladesh.

Payment Partners:

ROBI: One of the leading telecom operators in Bangladesh, offering mobile and internet

services.

Banglalink: A prominent telecom operator providing mobile and internet services to its

customers.

STS Group: A diversified conglomerate offering a wide range of products and services.
SWAP: A digital platform facilitating online transactions and service exchanges.
PORTER: An online platform connecting users with logistics and transportation services.

AKASH: A satellite television service provider offering entertainment and communication

services.
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Sheba Platform: An online marketplace connecting users with service providers for various

tasks.
Glenrich: A technology company providing innovative solutions in various sectors.
Link3: A leading internet service provider offering high-speed internet connectivity.

These partnerships enable Service Hub Limited to offer a seamless and comprehensive range
of fintech solutions, catering to the diverse needs of businesses and individuals in
Bangladesh. Through collaboration with these partners, Service Hub Limited aims to drive
financial inclusivity and digital innovation in the country's rapidly evolving fintech

landscape.

We Accept multiple
Payment option

2.7 Key business segments of Service Hub Limited

Service Hub Limited engages in multiple business categories within the fintech industry to
cater to the varying needs of its customers:

Service Hub Limited (PayStation, Pay Plus) offers a wide range of payment solutions
designed specifically for businesses of any scale, such as e-commerce platforms, brick-and-
mortar stores, and service providers. These technologies enable secure and convenient
transactions for both enterprises and consumers.

Pay Station provides digital wallet services, enabling users to securely store funds and
effortlessly conduct transactions using their mobile devices. This sector addresses the
increasing need for cashless transactions and mobile payments in Bangladesh.

Service Hub Limited offers mobile banking solutions that allow clients to conveniently
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access financial services using their mobile phones. This section offers a variety of mobile
banking options, such as account management, fund transfers, bill payments, and additional

services.

Pay Station acts as a facilitator for peer-to-peer lending systems, connecting individuals who
want to borrow money with individual investors who want to lend money. This category
facilitates financial inclusion by offering alternative financing options to people and small

enterprises.

Service Hub Limited provides sophisticated digital cash management tools to organizations,
enabling them to improve their cash flow operations and enhance financial efficiency. These
systems streamline operations such as cash collection, reconciliation, and reporting,

improving overall financial management.

Gateway Services: Pay Station offers secure and efficient payment gateways for online
transactions through its Gateway services. These services facilitate businesses in receiving
payments from clients using several platforms, such as websites and mobile applications,

thereby improving their online visibility and sources of income.

2.8 Growth of Service Hub Limited:

Service Hub Limited has had significant growth, propelled by various reasons that have

contributed to its progress and achievement:

Market Expansion: Service Hub Limited has deliberately increased its market presence in
Bangladesh by providing innovative financial solutions customized for businesses in different
sectors. The company's strategic expansion has allowed it to access various consumer
segments and establish a strong position in the fintech market.

Service Hub Limited has expanded its range of services, now offering a wide range of fintech
solutions such as payment processing services, digital wallets, mobile banking, peer-to-peer
lending platforms, and Getway services. The act of diversifying has attracted a diverse group

of clients and strengthened the growth of income.

21|Page {Service Hub Limited}



PayStation's steadfast dedication to customer satisfaction has played a crucial role in its
growth trajectory. PayStation has prioritized customers in its operations, leading to the
development of robust client relationships, which in turn has resulted in recurring revenue

and referrals.

Service Hub Limited prioritizes innovation, utilizing advanced technologies to create cutting-
edge fintech solutions. PayStation's unwavering commitment to innovation has established it
as a prominent figure in the business, capable of adapting to the changing demands of the

market.

Service Hub Limited has established collaborative agreements with financial institutions,
merchants, and technology companies to improve its service offerings and extend its market
presence. These cooperative endeavors have promoted the creation of combined effects and

created chances for mutual advancement.

Service Hub Limited has made substantial investments in technology infrastructure,
encompassing resilient payment processing systems, secure data storage, and sophisticated
analytics capabilities. The investment has enhanced operational efficiency and empowered
PayStation to provide seamless and secure fintech solutions to its clients.

Service Hub Limited places a high priority on staff development initiatives, focusing on
providing the necessary training and skills to ensure employees can deliver exceptional
service to clients. The emphasis on empowering employees has developed a culture of

creativity and quality throughout the firm.

Community Engagement and Corporate Social Responsibility (CSR) Initiatives: Service Hub
Limited actively participates in corporate social responsibility (CSR) projects, which involve
assisting local communities and advocating for financial literacy and inclusiveness. These
endeavors not only help to the advancement of society but also bolster PayStation's brand

standing and consumer allegiance.
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2.9 Accomplishments and Expansion of Service Hub Limited:

Service Hub Limited has accomplished notable milestones and solidified its position in the
financial market along its journey.

Market Expansion: Service Hub Limited has increased its market reach by creating an
extensive network of service outlets strategically positioned throughout major cities and areas
in Bangladesh. This development has improved the ease of access for clients who are looking
for cutting-edge financial technology solutions.

Recognition and Awards: Service Hub Limited has received esteemed accolades and
commendations for its exceptional contributions to the fintech industry. These accolades
acknowledge Service Hub Limited's exceptional achievements in technology innovation,
customer service, and corporate responsibility. Service Hub Limited has been acknowledged
for its outstanding performance and has got appreciation for being granted a license as a
Payment System Operator (PSO) by Bangladesh Bank.

Community Impact: Service Hub Limited actively engages in a wide range of community
outreach initiatives, promoting social causes and pushing for environmentally responsible
business practices. Service Hub Limited showcases its dedication to creating a beneficial
influence beyond the business sphere by implementing programs that promote financial

literacy, education, and environmental conservation.

2.10 Products and services of Service Hub Limited:

Service Hub Limited offers a range of digital solutions under its flagship product, Pay Plus

and Paystation catering to various needs of individuals and businesses:
Gateway Services:

PayStation provides Gateway services, which offer secure and efficient payment gateways
for online transactions. These services enable businesses to accept payments from customers
through various channels, including websites and mobile applications, enhancing their online

presence and revenue streams.
Mobile Recharge and Bulk Recharge:

Recharge mobile accounts for popular operators such as Grameenphone, Robi, and Airtel.
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Facilitate bulk recharge options for businesses and organizations.
Bill Payments:

To pay monthly utility bills including electricity, gas, internet, water, and other instant

payments conveniently through the Pay Plus platform.
E-Ticketing:

Purchase online tickets for various services such as bus, train, launch tickets seamlessly,

eliminating the hassle of physical ticket purchases.
Mobile Banking Services:

Enable mobile banking functionalities including fund transfers, cash deposits, withdrawals,

and other financial transactions.

Offer services such as balance inquiry, account management, and mobile wallet top-ups for

added convenience.
Balance Recharge:

Add balance to your Pay Plus account through mobile banking or bank transfer, ensuring

uninterrupted access to digital services.
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Figure: 2.5 Method of Bill payment for ticket purchase

2.12 Service Hub Limited SWOT Analysis:

Strengths: Service Hub Limited provides a wide range of fintech solutions through its
offerings, PayStation and Pay Plus, which cater to the diverse needs of businesses and
individuals. This diversity enhances its market presence and attractiveness.

Service Hub Limited has developed a robust partnership network with various payment
providers, banks, telecom carriers, and other businesses. This network allows for smooth
transactions and improves the range of services offered by the company.

The organization showcases a dedication to utilizing state-of-the-art technologies to provide
safe, scalable, and user-friendly financial technology solutions. Service Hub Limited
maintains a competitive edge in a continually changing sector by prioritizing innovation.
PayStation, a subsidiary of Service Hub Limited, has established a strong reputation in the
fintech industry, renowned for its dependable, streamlined, and customer-focused approach.
This establishment's brand awareness cultivates confidence and allegiance within its

clientele.
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Weakness: Service Hub Limited's dependence on external partnerships, although it allows
for the expansion of its services, also exposes the company to risks related to partner
performance, changes in partner policy, and potential conflicts.

Market Competition: The fintech sector in Bangladesh is characterized by intense
competition, as many participants compete for a slice of the market. Service Hub Limited is
confronted with the task of distinguishing itself from rivals and maintaining its market
position in the face of fierce competition.

Possibilities:

Opportunities: Service Hub Limited has a great opportunity to extend its market presence
beyond the urban areas of Bangladesh and target untapped regions and demographic groups.
This expansion has the potential to stimulate growth and generate money.

Service Hub Limited should consider expanding its range of fintech services by exploring
opportunities in developing industries such as digital remittances, insurance technology
(insurtech), or blockchain-based solutions. This would allow the company to take advantage

of changing market trends.

Threats: Alterations in regulatory policies that regulate the fintech business, such as license
prerequisites, conformity criteria, and data protection regulations, may affect the operations
of Service Hub Limited and impose supplementary expenses and intricacies.

As financial services become more digitized, Service Hub Limited is exposed to potential
dangers such as cyberattacks, data breaches, and other security vulnerabilities. It is crucial to
address these threats and implement strong cybersecurity measures to protect customer trust
and maintain the integrity of data.

Economic uncertainty encompasses several macroeconomic concerns such as economic
volatility, currency depreciation, inflation, and other elements that might potentially
jeopardize the commercial operations of Service Hub Limited, impact consumer purchasing
habits, and disrupt overall market stability.

Service Hub Limited is strategically positioned to use its strengths and possibilities in the
fintech industry, thanks to its wide range of solutions, technological expertise, and robust

partnerships. Nevertheless, the company must effectively tackle its shortcomings and
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successfully navigate potential risks to sustain its growth trajectory and retain its competitive
advantage in the ever-changing industry. Service Hub Limited's long-term performance will

depend on conducting regular strategic reviews and being adaptable to market changes.

31|Page {Service Hub Limited}



Chapter 03: Payment Gateway Business in
Bangladesh
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3.1 Service Hub Limited operates a payment gateway business in Bangladesh.

In addition to banks and mobile financial services (MFS), there are two more types of

institutions that offer payment services. Specifically, the two acronyms are PSO and PSP.

PSO is an acronym that stands for Payment System Operator. Payment Service Providers
(PSOs) primarily offer Payment Gateway services, enabling e-commerce entrepreneurs to
take payments for their products or services online. Furthermore, banks oversee card and
ATM transactions by utilizing the infrastructure provided by certain Payment Service
Operators (PSOs). Organizations desiring to engage in PSO operations must acquire a license

from Bangladesh Bank.

Service Hub Limited is certified as a Payment System Operator (PSO) by Bangladesh Bank.
Service Hub Limited, as a Payment Service Operator (PSO), offers secure payment gateway
services to e-commerce entrepreneurs, enabling them to accept online payments with
confidence. In addition, banks may employ the infrastructure offered by PSOs to handle card
and ATM transactions.

The certification issued by Bangladesh Bank confirms that Service Hub Limited complies
with the regulatory requirements and standards established by the central bank for
functioning as a Payment Service Operator (PSO) in Bangladesh. This certification highlights
the legitimacy and trustworthiness of Service Hub Limited in delivering crucial payment
services, which contribute to the expansion and advancement of the digital economy in

Bangladesh.

Service Hub Limited is a prominent company in Bangladesh that specializes in providing
secure and effective online payment gateway solutions for businesses and customers. The
company offers many payment gateway choices, such as redirect, hosted, and self-hosted

solutions.

In the redirect payment gateway concept, clients are smoothly redirected from the merchant's
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website to Service Hub's secure payment page, guaranteeing the privacy of payment

information and improving the checkout process.

Hosted payment gateways enable clients to finalize their whole checkout procedure on the
merchant's website, while the safe processing of payments is undertaken by Service Hub's

platform, ensuring a seamless combination of ease and strong security protocols.

Service Hub provides merchants with the option to utilize self-hosted payment gateway
solutions, such as the Pay Plus Application, which enables them to handle transactions
directly on their own servers. This technique provides a high degree of flexibility and the

ability to integrate with other systems, all while adhering to strict security standards.

Service Hub Limited acts as a reliable middleman in Bangladesh's digital economy,
providing customized payment gateway solutions to promote the expansion of digital
commerce. In addition, the company offers a variety of digital solutions through its main
product, Pay Plus. These solutions serve to many demands, including mobile recharge, bill

payments, e-ticketing, mobile banking, and balance recharge.

Service Hub engages in various crucial business sectors of the fintech industry, such as
payment solutions, digital wallet services, mobile banking solutions, peer-to-peer lending
platforms, digital cash management systems, and Gateway services. Service Hub Limited is
dedicated to promoting innovation and facilitating financial inclusion in Bangladesh's digital

environment through its wide range of services.

Payment Gateway Industry

A payment gateway is a technological solution employed in the field of electronic commerce
to enable the safe and efficient handling of online financial transactions. It serves as a
mediator between the website of an online merchant and the bank that handles the payment
made by the customer. When a consumer completes an online transaction, the payment
gateway securely acquires their payment information (such as credit card data or bank
account information), encodes it, and transmits it to the bank for approval. After receiving
authorization, the payment gateway proceeds to transfer the funds from the customer's

account to the merchant's account. Payment gateways are essential for guaranteeing the
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security and effectiveness of online transactions.

Payment gateways provide several advantages for individuals and organizations involved in
online transactions, although their effectiveness might vary depending on specific situations.
Let us investigate:

Enterprises: Online commerce Merchants rely on payment gateways as an essential tool for
their online enterprises, since they offer a secure and fast method to handle customer
payments. Merchants can enhance their consumer base, access worldwide markets, and boost
sales by providing a range of payment options.

Service providers, which are businesses that offer services online, such as platforms that
charge a membership fee, digital downloads, or online booking systems, depend on payment
gateways to safely and efficiently receive payments from their clients.

Payment gateways offer small firms’ same access to payment processing capabilities as
larger enterprises, thereby levelling the playing field. They empower startups and small and
medium-sized enterprises (SMEs) to build a strong online presence and effectively compete
in the digital economy.

Customers: Ease of use: Payment gateways provide clients with the convenience of making
purchases from their homes or while traveling. Customers have the option to select from a
diverse range of payment options and efficiently and securely finalize their transactions.
Security: Customers highly appreciate the robust security measures offered by payment
gateways, including encryption and fraud detection, since they safeguard their sensitive
financial data from unwanted access or usage.

Payment gateways facilitate global access, allowing customers to purchase from overseas
merchants and acquire products or services that may not be accessible locally. This broadens

their choices and improves their purchasing experience.

Non-profit Organizations: Non-profit organizations utilize payment gateways to gather
donations online, simplifying the process for supporters to contribute to their cause. Payment
gateways facilitate the expansion of non-profit organizations' reach and simplify the process
of receiving donations, thereby enhancing fundraising endeavours.

Government agencies and educational institutions employ payment gateways to receive
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money for services such as fees, licenses, permits, or event registrations. Payment gateways
streamline administrative procedures and offer citizens or students a convenient means to

make electronic payments.

Freelancers and Independent Professionals: Freelancers and independent professionals
utilize payment gateways to get remuneration from clients for the services they have
provided. Payment gateways provide a secure and convenient method for invoicing clients,

monitoring payments, and managing financial matters.

A gateway business is commonly defined as a company or service that serves as an
intermediate or facilitator between several entities, allowing for seamless and efficient
transactions, communications, or contacts. Within the realm of payment gateways, a gateway
enterprise offers the necessary infrastructure and technology for merchants to safely receive

payments from clients via the internet.

Here is an analysis of the components and operations of a gateway business:

Intermediary Role: The gateway firm acts as an intermediary between the merchant (seller)
and the consumer (buyer), enabling the transfer of money in exchange for online purchases of
goods or services.

Technology Infrastructure refers to the essential technical components, including software
and servers, that are required to safely process online payments.

The payment processing services provided by the gateway business encompass the tasks of
authorizing, encrypting, and transmitting payment information between the merchant's
website and the relevant financial institutions.

Gateway businesses commonly offer a range of payment methods, including credit cards,
debit cards, digital wallets, and bank transfers, giving clients the flexibility to select their

preferred payment option.

Security Protocols: Gateway businesses prioritize the utmost importance of safeguarding the
security of online transactions. The company employs strong security protocols, such as
encryption, tokenization, and fraud detection technologies, to safeguard critical payment data

and prevent unwanted entry.

36|Page {Service Hub Limited}



Integration: Gateway organizations effortlessly incorporate their services with e-commerce
platforms, shopping carts, and websites, simplifying the process for merchants to establish

and oversee online payments.

Transaction Reporting and Management: They offer merchants a range of tools and
dashboards to oversee and handle transactions. These tools include reporting, reconciliation,

and dispute resolution services.

3.2 Payment Gateway and the Advancement of Payment Gateway Technology.

The global popularity of e-commerce and diverse online services is consistently increasing.
Concurrently with its growing popularity, the quantity of online payments is also expanding.
Online payment transactions, while performed quickly, entail an intricate process that
requires multiple parties to navigate through various processes collectively. The payment

gateway is responsible for both the first stage and final step of this process.

A payment gateway is a system that provides payment-related services for merchants and
customers. The primary purpose of this system is to guarantee the successful transfer of funds
from the customer's payment details to the merchant's bank account. The payment gateway
employs many points of engagement, such the merchant's website, the customer's mobile
device, or a point-of-sale terminal, to gather information. In addition to facilitating payment
transactions, the payment gateway necessitates the integration of various bank accounts,
mobile financial services (MFS), and electronic wallets belonging to different clients onto the
website. This can be a significant challenge for any merchant in terms of maintenance and

management.

The gateway streamlines the intricate process by consolidating payment details from diverse
sources such as consumers' multiple bank accounts, mobile financial services (MFS), and
electronic wallets. These details are then integrated into a unified system to facilitate
payments into the merchant's specified account. The global use of point-of-sale terminals,

sometimes known as POS machines, experienced a significant surge starting in the 1970s.
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While POS devices essentially extract data from the magnetic stripe or chip of the customer's
card and communicate it to the bank for transaction authorization, they were not specifically
referred to as payment gateways. However, following the growth of internet-based services
after 2000, it became apparent that similar technology was needed for online payments.

Given the expansion of internet-based services, it became clear that there was a requirement
for comparable technology to facilitate online payments. Consequently, in 2006, Pieter
Vander Does and Arnout Schuijff, who are entrepreneurs, launched the initial payment
gateway called Adyen. Following then, the rise of payment gateways such as World Pay and

PayPal occurred consecutively on a global scale.

In 2013, 34% of online shop purchases worldwide were made utilizing payment gateways.
However, this percentage has since increased to 73%. In 2020, global payment data recorded
transactions of 1.9 trillion USD. It is projected that this figure will surpass 2.5 trillion USD
by 2025.

Based on a report from Global News Wire, the global gateway payment industry was valued
at $22.5 billion in 2021 and is projected to expand at a compound annual growth rate
(CAGR) of over 22%, reaching an estimated value of $91.3 billion by 2028. Currently, the
global payment gateway sector is dominated by only a few of competitors in terms of market

share.

Based on Sky Quest's investigation as of September 27, 2022, it is seen that the top 10
organizations globally are responsible for 60% of all transactions conducted via payment
gateways. The top 10 participants in the field include PayPal, Amazon Pay, Square, Skrill,
Stripe, 2Checkout, Authorize.Net, PayU, Bluesnap, and Payza. In Bangladesh, both online
and offline transactions make use of payment gateways like SSL Commerce, Amar Pay, and
Paystation. In August 2022, the Bangladesh Bank produced a report stating that the total

value of point-of-sale (POS) and e-commerce transactions amounted to Tk 334.6 billion.
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3.3 Online Payment Gateway Processing Mechanisms.

Online payment gateways can be categorized into three types: Redirect, Self-hosted and
hosted.

Types of Payment Gateways

C On-site (self-hosted) )
C Off-site (hosted) )
C Redirecting )

Redirect payment Gateway

Redirect payment gateways directly take a customer from the merchant's webpage to the
payment gateway's webpage, such as Paystation or PayPal, to complete the transaction. This

type of payment gateway is also referred to as APl hosted payment gateway.

Hosted payment Gateway

Hosted or off-site payment gateways allow customers to complete the entire check-out
process on the merchant's website, but only redirect the payment processing to the payment

service provider (PSP), like Paystation, for finalizing the payment process.

Self-Hosted Payment Gateway

Self-hosted payment gateways handle all transactions entirely on the merchant's server. On
the other hand, in offline payment scenarios, if a customer wishes to pay by card, they must
insert it into one of four POS machines. Conversely, currently, with NFC-enabled cards or
phones, customers simply tap them on the machine, and for mobile wallets, payments can
also be made offline by scanning a QR code. In payment transactions, several stakeholders
are involved in completing the transaction between the merchant and the customer. These
include the merchant, the customer, the customer’s account-holding bank or issuing bank, and
other payment service providers such as e-wallets, MFS, merchant banks, or acquiring banks,

and payment processors like Visa, Mastercard, or card networks.

When a customer proceeds to the checkout page, the bank details and other information are

sent to the payment processor or card network through payment gateways like Redirect and
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Hosted. However, for self-hosted payment gateways, the customer's information input on the

merchant’s site is processed directly on the merchant's server.

The information sent to the payment processor includes bank account details such as the
customer's account number, account holder's full name, and, in the case of debit or credit card
payments, the card number, cardholder's name, expiry date, and card verification value
(CVV). Additionally, for MFS and e-wallet payments, the customer's account information is
inputted at a designated location, and all this information is integrated into the payment
gateway through SSL for authentication and authorization on behalf of the acquiring bank of

the merchant.

Then, once the customer's account is authenticated by the issuing bank, the payment
processor notifies the payment gateway, and a payment successful message is shown to the
customer. On the other hand, the issuing bank's payment processor and the acquiring bank of
the merchant settle the transaction in the background. If for any reason, authorization is not
obtained, an error message mentioning the reason for transaction failure is sent to the

customer through the payment gateway.

Although this entire process is critical, the use of encryption technology ensures that all

payment information remains secure, and there is never any exposure.

Service Hub Limited is a company that specializes in providing online payment gateway
solutions to merchants, allowing them to accept payments from customers securely and
efficiently. Let's break down how Service Hub Limited connects with the concepts of

redirect, hosted, and self-hosted payment gateways:

Redirect Payment Gateway: Service Hub Limited offers a redirect payment gateway
solution where customers are redirected from the merchant's website to Service Hub's secure
payment page to complete the transaction. This ensures that sensitive payment information is
handled securely by Service Hub, reducing the merchant's liability and ensuring a smooth
checkout process for the customer.

ffff
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Hosted Payment Gateway: With Service Hub's hosted payment gateway solution,
customers can complete the entire checkout process on the merchant's website. However,
when it comes to payment processing, the transaction is redirected to Service Hub's platform
for finalizing the payment. This provides the convenience of on-site checkout for customers

while leveraging Service Hub's secure payment processing capabilities.

Self-Hosted Payment Gateway: Service Hub Limited also offers self-hosted payment
gateway solutions Throughout (Pay Plus Application) where all transaction processing occurs
directly on the merchant's server. This gives merchants more control over the payment
process and allows for seamless integration with their existing systems. Service Hub provides
the necessary tools and technology to ensure that payments are processed securely and
efficiently on the merchant's platform.

Service Hub Limited serves as a crucial intermediary between merchants and payment
processors, offering various payment gateway solutions tailored to their needs. Whether it's
redirect, hosted, or self-hosted payment gateways, Service Hub ensures that transactions are
processed securely and that merchants can provide a seamless payment experience to their

customers.
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Chapter 04: Challenges of Online Payment in
Bangladesh
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4.1 The Relationship between Financial Inclusion and Online Payments

The online payment industry in Bangladesh has experienced substantial progress and
expansion in recent years, propelled by technological breakthroughs and shifts in customer
behaviour. Multiple factors have facilitated the proliferation of online payment alternatives in
Bangladesh:

The rising internet penetration in Bangladesh has resulted in an increased number of
individuals participating in online activities, such as shopping and bill payments.

Bangladesh has witnessed a significant increase in mobile phone adoption, namely
smartphones, leading to a higher mobile penetration rate. Mobile payment solutions have
gained popularity because of their convenient and easily accessible nature.

The Bangladeshi government has been aggressively advocating for digital payments as part
of its efforts to promote financial inclusion and decrease dependence on cash transactions.
The Digital Bangladesh program has significantly contributed to the widespread use of online
payment solutions.

The proliferation of e-commerce platforms in Bangladesh has generated a need for reliable
and user-friendly online payment systems. Several e-commerce websites already provide a

variety of payment alternatives to accommodate the various interests of customers.

The online payment landscape in Bangladesh has become more diverse due to the growth of
fintech businesses and the introduction of innovative payment solutions. These organizations
provide a range of services, including mobile wallets and digital payment gateways, which

provide customers multiple options for performing online purchases.
The financial infrastructure in Bangladesh has evolved to accommodate the changing

environment by providing online banking services and facilitating electronic fund

transactions.
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Security Measures: In response to growing worries about internet security, payment service
providers in Bangladesh have adopted strong security measures to safeguard consumers'

financial information and deter fraudulent activities.

4.2 Popular online payment methods in Bangladesh include:

Payment gateways such as PayStation, SSLCommerz, Payza, and Payoneer are commonly
integrated into e-commerce websites to enable safe and secure online transactions. Mobile
wallets, such as bKash, Nagad, and Rocket, are mobile-centric payment systems that enable
users to transfer money, settle debts, and make purchases using their smartphones. Debit and
credit cards, issued by prominent banks, are available for online transactions on e-commerce

websites and other platforms.

Internet Banking: Numerous financial institutions offer internet banking services, enabling
users to electronically transfer funds, make payments for bills, and efficiently handle their

accounts through online platforms.

4.3 Payment Gateway Challenges in Bangladesh

Payment gateways in Bangladesh encounter numerous obstacles that impede their extensive

acceptance and efficiency. Several of these challenges encompass:

Insufficient Banking Infrastructure: Despite progress, several regions in Bangladesh still
lack adequate banking infrastructure. This hampers the accessibility of payment gateways,
especially in rural or underdeveloped regions with limited availability of conventional

financial services.
A substantial proportion of the population in Bangladesh lacks the requisite digital literacy
abilities to proficiently utilize online payment systems. The hesitancy or incapacity to interact

with digital platforms impedes the acceptance of online payment systems.

Security Concerns: Online transactions continue to raise substantial security concerns for
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both consumers and businesses. Occurrences of fraudulent activities and cyber assaults have
the potential to erode confidence in payment systems. Implementing stringent security
protocols and promoting knowledge regarding internet safety is crucial to tackle these
challenges.

The regulatory landscape in Bangladesh may present obstacles for payment gateways.
Payment service providers often have the challenge of dedicating significant time and
financial resources to ensure compliance with regulations, acquire the required licenses, and

navigate complex bureaucratic procedures.

Infrastructure limitations, such as inconsistent internet access and power outages, can disrupt
online transactions and impact the functionality of payment gateways. Enhancements to

infrastructure are essential to provide smooth and dependable online payment experiences.

Restricted Payment Options: Although mobile wallets and bank cards are frequently
utilized for online transactions, the range of payment alternatives accessible in Bangladesh
remains constrained in comparison to more advanced marketplaces. Providing a varied

selection of payment options can accommodate the demands of a broader demographic.

Exorbitant Transaction Fees: The exorbitant fees charged by banks and payment gateway
providers might discourage merchants, especially small firms, from embracing online
payment solutions. Reducing transaction costs may incentivize a greater number of firms to

adopt digital payment methods.
Interoperability difficulties between various payment systems and platforms can hinder
consumers' ability to make transactions smoothly, resulting in friction. Improving the

compatibility between payment gateways can optimize the user experience and promote the

acceptance and use of these systems.

4.4 Challenges Encountered by Service Hub Limited in Online Payment

Problem Statement:

Service Hub Limited encounters multiple obstacles in managing its online payment gateway
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platform, Pay Plus. The challenges encompassed in this context involve guaranteeing the
security of transactions and customer data, manoeuvring through intricate regulatory
obligations, resolving technical complications, fostering customer confidence and acceptance,
incorporating with external systems, contending in a saturated market, surmounting
infrastructure constraints, and advocating for education and awareness regarding digital

payments.

Goal:

»Position Service Hub Limited as the foremost online payment gateway platform in
Bangladesh.

» Offer a platform that is both secure and dependable, while also being easy for users to
navigate.

» Optimize consumer satisfaction and stimulate business expansion.

» Contribute to the progress of the digital payment’s ecosystem.

Extent:

» Enforce stringent security protocols
» Guarantee adherence to regulatory mandates
» Resolve technical issues to ensure platform stability

» Establish client confidence and acceptance by implementing marketing strategies and
educational initiatives.

» Enhance the network of collaborators and establish connections with external systems.

Notable observations:

There is an increasing need for digital payment solutions in Bangladesh. Obstacles to the

acceptance of something include security apprehensions and the intricacies of regulations.

» Prospects for innovation and advancement in the realm of digital payments
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4.5 Service Hub Limited had a significant increase in online payment

transactions.

Service Hub Limited can enhance the expansion of its payment solutions by using a range of
strategies that are specifically designed to align with its objectives and adapt to the dynamics
of the market. Presented below is a growth strategy for Service Hub Limited:

4.5.1 Market Research and Customer Segmentation:

» Perform comprehensive market analysis to gain a deep understanding of the requirements

and inclinations of various client segments.

» Determine target markets by considering factors like as demography, consumer
behaviour, and transactional trends.
» Categorize clients according to criteria such as company size, sector, and transaction

volume.

4.5.2 The expansion of product offerings and the introduction of new and

creative ideas:

» Broaden the scope of payment solutions provided by Service Hub Limited to

accommodate a wide range of customer requirements

» Create novel attributes and capabilities for Pay Plus to set it apart from competitors.

» To enhance current products and introduce new offerings in response to market feedback

and emerging trends.

4.5.3 Collaborations and Associations:
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» Establish strategic alliances with banks, financial institutions, e-commerce platforms, and

utility providers to broaden the scope of Pay Plus.

» Engage in collaborations with technology businesses and fintech startups to incorporate
complementary services and increase the entire value offer.
» To form partnerships with international payment networks to streamline cross-border

transactions and appeal to a worldwide consumer base.

4.5.4 Marketing and Branding:

» Formulate an all-encompassing marketing plan to enhance recognition of the brand and

entice fresh clientele.

» Employ various platforms such as online advertising, social media, content marketing,
and events to engage with the desired target demographics.
Emphasize the distinctive characteristics, advantages, and protective measures of Pay Plus to

establish confidence and reliability among users.

4.5.5 Customer Acquisition and Retention:

» Execute focused customer acquisition campaigns to entice businesses and individuals to

adopt Pay Plus.

» Provide special discounts, referral programs, and incentives to stimulate new registrations
and usage.
» Concentrate on delivering outstanding customer service to improve satisfaction and foster

loyalty among current users.

4.5.6 Technology Infrastructure and Scalability:

» Allocate resources to enhance and enlarge the technological infrastructure to

accommodate increasing transaction volumes.
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» Guarantee the ability of the payment platform to handle high levels of usage and future
growth by ensuring scalability and reliability.
» Utilize cloud computing and data analytics to enhance performance, enhance security, and

improve operational efficiency.

4.5.7 Ensuring adherence to regulations and effectively managing potential risks:

» Keep up of regulatory mandates and ensure complete adherence to relevant laws and

standards.

» Establish strong risk management protocols to minimize instances of fraud, cyber threats,
and operational hazards.
» Conduct periodic audits of internal processes and systems to ensure the integrity and

security of payment transactions.

4.5.8 Continuous Improvement and Feedback Mechanisms:

» Implement systems for gathering input from consumers, partners, and stakeholders.

» Utilize this input to pinpoint areas that need improvement and choose which product
enhancements and feature developments should be prioritized.
» Cultivate a corporate environment that promotes ongoing enhancement and originality to

remain at the forefront of market developments and meet client demands.

4.6 Methods to Resolve Payment Issues

In order to address the payment challenges encountered by Service Hub Limited, the

company can adopt several strategic initiatives:

Heightened Security Protocols:
» Employ sophisticated encryption techniques and state-of-the-art security technology to

protect transactions and customer data.
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» Perform routine security audits and penetration testing to proactively detect and resolve
issues.
» Continuously offer training to staff regarding the most effective cybersecurity techniques

to mitigate internal threats.

Compliance with regulations:

» Keep abreast of regulatory changes and guarantee complete adherence to applicable rules

and regulations.

» To foster robust connections with regulatory bodies to streamline compliance processes.

» Assign resources to legal and compliance teams to oversee regulatory developments and

adjust rules as needed.

Technological remedies:

» Allocate resources to enhance and sustain the technical infrastructure to guarantee the

stability and dependability of the platform.

» Introduce adaptable measures to manage higher transaction volumes and accommodate
potential expansion.
» Create a comprehensive and resilient disaster recovery strategy to minimize the

consequences of system failures or interruptions.

Building customer trust and increasing adoption:

» Initiate educational initiatives to enhance public knowledge on the advantages and

security of utilizing online payment gateways.

» To provide incentives and awards to incentivize customers to go for Pay Plus as their
preferred method of transaction.
» Offer timely and effective customer assistance to immediately resolve any problems or

issues, hence fostering confidence among users.

50|Page {Service Hub Limited}



Collaborations and incorporation:

» Establish strategic alliances with banks, financial institutions, and other key players to

broaden the scope and capabilities of Pay Plus.

» Incorporate with well-known e-commerce platforms, utility service providers, and other
pertinent systems to deliver a smooth and uninterrupted payment experience.
» To engage in partnerships with fintech firms to utilize cutting-edge technology and

services that improve the functionality of the Pay Plus platform.

Distinguishing and Novelty:

Pay Plus distinguishes itself from competitors by providing distinctive attributes, such as
loyalty programs, configurable payment methods, and value-added services. Additionally,
Pay Plus maintains a culture of continuous innovation by actively seeking input from

customers and integrating their suggestions to enhance and introduce new features.
» Anticipate upcoming trends in the digital payments market and modify the platform to

align with changing client needs and preferences.

Enhancements to the existing infrastructure:

» Allocate resources towards enhancing infrastructure to enhance internet connectivity and

dependability, particularly in regions with restricted accessibility.

» Enforce procedures to ensure redundancy and backup systems are in place to mitigate the
consequences of infrastructure failures or interruptions.
» Investigate alternative payment methods, such as offline options or mobile-based

solutions, to cater to users in regions with limited connectivity.
Service Hub Limited is a company that specializes in offering merchants secure and effective

online payment gateway solutions, enabling them to accept payments from customers. Now,

let's analyse how Service Hub Limited relates to the notions of redirect, hosted, and self-
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hosted payment gateways:

Service Hub Limited provides a redirect payment gateway solution, which involves
redirecting customers from the merchant's website to Service Hub's secure payment page in
order to finalize the transaction. By utilizing Service Hub, sensitive payment information is
securely managed, hence minimizing the merchant's legal responsibility and guaranteeing a

seamless checkout experience for the customer.

Service Hub offers a hosted payment gateway solution that allows customers to finish the
entire checkout process directly on the merchant's website. However, for payment processing,
the transaction is routed to Service Hub's platform to complete the payment. This feature
allows consumers to conveniently complete their purchases on-site, while taking use of

Service Hub's secure payment processing capabilities.

Service Hub Limited provides self-hosted payment gateway solutions through their Pay Plus
Application, allowing all transaction processing to take place directly on the merchant's
server. This provides merchants with greater autonomy over the payment process and enables
effortless integration with their current systems. Service Hub offers essential tools and
advanced technology to guarantee secure and effective payment processing on the merchant's

platform.

Service Hub Limited acts as a vital mediator connecting merchants and payment processors,
providing customized payment gateway solutions to meet their specific requirements. Service
Hub guarantees the secure processing of transactions and enables merchants to offer a smooth
payment experience to their customers, regardless of whether they are using redirect, hosted,

or self-hosted payment gateways.
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Chapter 05: Conclusion and Recommendation
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5.1 Recommendation:

Service Hub Limited possesses substantial potential for expansion and advancement in the
online payment solutions sector in Bangladesh. By implementing the recommendations,
Service Hub Limited may enhance payment solutions in Bangladesh and strengthen its

position as a prominent payment platform in the country.

By adopting a customer-centric strategy, forming strategic partnerships, fostering innovation,
and striving for continuous development, PayStation and Pay Plus can effectively attract a
larger user base, broaden their range of services, and significantly improve the payment
experience for both individuals and enterprises. Service Hub Limited is poised to lead the
future of payment solutions in Bangladesh, thanks to its dedication to regulatory compliance,

customer happiness, and technological prowess.

Service Hub Limited has the opportunity to drive growth and innovation in Bangladesh's
online payment solutions industry by implementing the advice provided in this research. By
adopting a customer-centric strategy, forming strategic partnerships, fostering innovation,
and striving for continuous development, PayStation & Pay Plus can effectively increase its
user base, broaden its range of services, and significantly improve the payment experience for

both individuals and companies.

Service Hub Limited is strategically positioned to lead the future of payment solutions in
Bangladesh through the development of partnerships, infrastructure investment, and a
commitment to continual improvement. Service Hub can establish itself as a reliable provider
of online payment solutions in Bangladesh by prioritizing security, regulatory compliance,
technological innovation, and customer happiness. This dedication will contribute to the

progress of the digital payment ecosystem in the country.

Service Hub Limited's success will be driven by its strong dedication to security, regulatory
compliance, technical innovation, and customer happiness. Service Hub Limited may
distinguish itself in the market and establish itself as a reliable provider of online payment

solutions for both consumers and businesses by developing strategic alliances, investing in
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infrastructure, and promoting a culture of ongoing improvement.

Service Hub Limited must maintain flexibility and responsiveness to keep up with the
evolving fintech industry, meeting the changing demands of customers and market
conditions. Service Hub Limited can maintain its success and contribute to the progress of the
digital payment ecosystem in Bangladesh by remaining updated on new trends and taking

advantage of possibilities for innovation.

5.2 Conclusions:

Service Hub Limited should prioritize a customer-centric approach by consistently collecting
input from consumers to comprehend their requirements and preferences. This feedback
should be utilized to customize the services and features of Pay Plus and PayStation to more

effectively meet consumer expectations.

Establish strategic alliances with a broader range of banks, financial institutions, and utility
providers to enhance the scope and capabilities of Service Hub. Engaging in partnerships
with influential industry leaders will improve the service offerings of Service Hub Limited
and attract a larger user base. Invest in the development of cutting-edge features and
functions for Service Hub Limited to distinguish it from competitors. One such approach is to
implement loyalty programs, cashback incentives, and personalized suggestions that are
tailored to user behaviour. Create a comprehensive marketing plan to enhance brand
recognition and draw in new customers. Employ digital advertising, social media campaigns,
and targeted promotions to effectively engage new clients and emphasize the advantages of
utilizing PayStation and Pay Plus. Ensure you remain at the cutting edge of technological
progress by making ongoing investments in upgrades and enhancements to the Service Hub
platform. This encompasses enhancing security protocols, maximizing operational efficiency,
and using cutting-edge technologies to deliver users a flawless payment experience.
Guarantee complete adherence to regulatory prerequisites and standards to uphold trust and
credibility among users. Consistently oversee modifications in regulations and promptly
revise policies and procedures of Service Hub Limited in accordance with these changes.
Improve customer support services to deliver prompt assistance and resolution to user

inquiries and problems. Introduce many communication methods for customer assistance,
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such as live chat, email, and phone support, to accommodate diverse user preferences.
Disseminate knowledge to users regarding the features and advantages of Service Hub
Limited through instructive tutorials, comprehensive manuals, and interactive workshops.
This will assist users in optimizing the functionality of Pay Plus & PayStation and promote

ongoing usage.
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