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Executive Summary

[bookmark: OLE_LINK20][bookmark: OLE_LINK9][bookmark: OLE_LINK10]To complete my internship  program for  Bachelors  of Business Administration  course  I experienced a wonderful  working environment  for a period  of three months  in the city  bank , Kawran Bazar  branch , starting  on 3rd June,  2018 &  finished on 3rd September, 2018 which will  help in my future career  a lot .  
The first part of this report is based on the introduction  of the report  which includes topics like purpose, objective, background, methodology, rational  & limitation of the study . It defines the way how background of the study is to prepare for the report. The next part of the report shows a short   background of a City Bank  Limited  with their mission  , vision , objective  , values .  
In the report I have shown the general  banking  process  by describing  the entire departments. Moreover, the different  banking  practice  like account  opening  , classification of loan  , term deposit  account , classification of NFB  , pay order procedure  ,  loan disbursement  , signature change procedure  of  general banking  in the City Bank limited have been described. 
This report also includes many types of the products and services, such as saving account, current account, City Shomriddhi, City Ichchapuron, City Projonmo, City Onyash, the overall functions of the City Bank Ltd. Chapter three describes overall retail banking activities. At the end I have concluded with recommendations after conducting SWOT analysis.


Table of Contents

Chapter- One	8
Introduction	8
1.0 Introduction	8
1.1	Background of the Report:	9
1.2	Objective of the Report:	9
1.3	Purpose of the study:	10
1.4	Methodology of the study:	10
1.5	Rationale of the study:	10
1.6	Limitations of the Study:	11
Chapter- Two	12
Company Overview	12
2.0 Company Overview	13
2.1   Background of the City Bank Limited:	13
2.2 Mission, Vision of the City Bank	14
Chapter- Three	15
Internship job and duties	15
3.0 Internship Job & Duties	16
Chapter- Four	17
General & Retail Banking Activities of The City Bank Ltd.	17
Chapter-Five	22
Online Banking System of the City Bank Limited	22
5.1 Finacle Core:	23
5.2 City Touch:	23
Chapter- Six	24
SWOT Analysis	24
References	31
[bookmark: _Toc525478539]



[bookmark: _Toc530998678]Chapter- One
[bookmark: _Toc525478540][bookmark: _Toc525480276][bookmark: _Toc530998679]Introduction

[image: ]


[bookmark: _Toc525478541][bookmark: _Toc525480277]














[bookmark: _Toc530928436][bookmark: _Toc530998680]1.0 Introduction

The financial  system of  Bangladesh consists of  Bangladesh bank  as the  central bank,  6 state  owned commercial banks,  5 special banks , 39 private commercial banks , 8 Islamic Shariah  based commercial banks & 37  non-financial  institutions. The financial system also includes insurance companies, stock exchange & co-operative banks. This report has been prepared for practical & theoretical knowledge which  is shared by our honorable executives of The City Bank Ltd. Overall I have experienced a very friendly and supporting environment at The City Bank limited which gave me the pleasure and satisfaction to be a part of them for a while.
1.1 [bookmark: _Toc525478542][bookmark: _Toc525480278][bookmark: _Toc525482180][bookmark: _Toc530928437][bookmark: _Toc530998681]Background of the Report:

Bachelor of business administration is one of the most common professional degrees. The main purpose  of  BBA   degree  is to provide  the students with  the practical  knowledge   of academic  learning  to the  organizational setting . In addition of the internship is a proof of one of the step. I’m a student of united international university and my major is marketing. For that consequences  ,  I choose the banking sector  for performing  my internship  and the organization is the  City Bank limited (Kawran Bazar Branch )  in this regard .

[bookmark: OLE_LINK3]This report is the important part of the BBA program and my honorable supervisor has advised me to do a report on “General Banking and Retail Banking activities of The City Bank Ltd.” at Kawran Bazar Branch. Then I joined in “City Bank Ltd.” at Kawran Bazar Branch and worked with my efficiency and finally submitted this report within due date. 




1.2 [bookmark: _Toc525478543][bookmark: _Toc525480279][bookmark: _Toc525482181][bookmark: _Toc530928438][bookmark: _Toc530998682]Objective of the Report:

I had to work on General and Retail Banking activities of The City Bank Ltd. So, my title represents this. We know theoretical knowledge makes better sense when it’s met with practical experience. This report is based on what I have learned from my practical experiences.
And the objectives of this report are as follows,
· Knowing the performance standard of The City Bank Limited.
1.  Gaining knowledge about the general banking.
1. Acquiring depth understanding of the functions of each department.
·   Completing the requirement of BBA Degree


1.3 [bookmark: _Toc525478544][bookmark: _Toc525480280][bookmark: _Toc525482182][bookmark: _Toc530928439][bookmark: _Toc530998683]  Purpose of the study:

[bookmark: _Toc525478545][bookmark: _Toc525480281][bookmark: _Toc525482183]Behind the reason for choosing this topic was the task that I was involved in. The study topic allows me to share some idea about how The City Bank Limited works .The report covers general & retail banking services, process   and activities of the City Bank Limited. Basically, there are three criteria that banks do every day. But I have specially attended on General Banking & Retail Banking activities of The City Bank Limited . 
	

1.4 [bookmark: _Toc530928440][bookmark: _Toc530998684]Methodology of the study:

For making this report I used two types of data which are primary & secondary. Both are very important. Because only in duties I could not gather enough information. Some other data was needed for analysis. 
1.5 [bookmark: _Toc525478547][bookmark: _Toc525480283][bookmark: _Toc525482185][bookmark: _Toc530928441][bookmark: _Toc530998685]Rationale of the study:

For fill up the gap between theoretical & practical knowledge  there internship program is the  ultimate reason which is very helpful . For completing this report in which bank I placed that was the City Bank where I have chosen to work on general & retail banking activities of the bank. The report Because of the limitation of information, some assumption was made. So there may be some personal mistake in the report focuses on the practices of the general & retail banking activities.

1.6 [bookmark: _Toc525478548][bookmark: _Toc525480284][bookmark: _Toc525482186][bookmark: _Toc530928442][bookmark: _Toc530998686] Limitations of the Study:

For making this report I have faced some problems which are given below -
· The first problem is time. The City Bank Limited which is a big organization. Where deals with bank in a short time is very tough. 
· Though some problem of divisional and confidential problem so that I could not get enough information. 
· Unavailability  of books topics & figures 
· Work pressure in the office was another limitation.
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[bookmark: _Toc525478552][bookmark: _Toc525480288][bookmark: _Toc525482190]
[bookmark: _Toc530928446][bookmark: _Toc530998690]2.1   Background of the City Bank Limited:

City Bank is the oldest private commercial banks among oldest banks in Bangladesh. It started its operation in 1983. The bank started its journey on 27th march 1983 when opening its first branch at B.B avenue branch in the capital , Dhaka city . It has   13 local businessman who showed the take uncertainties & risks with courage that made the establishment of the bank possible . The slogan of the City Bank is “Making sense of money “

City Bank received top ten company award from the prime minister. It also evaluated for its assets, deposit & profit by ASIA WEEK in the year 2000.  it has  thirteen  successful & reputed businessman in board of directors.  It’s has different units those are – 
· Business unit
· Branch unit 
· Risk unit
· Operations unit
· Support unit 
 





[bookmark: _Toc525478553][bookmark: _Toc525480289][bookmark: _Toc525482191]
[bookmark: _Toc530928447][bookmark: _Toc530998691]2.2 Mission, Vision of the City Bank 

2.2.1 Vision: 
Financial supermarket with a winning culture offering enjoyable experience. 
	
2.2.2 Mission 
· Offer wider array of products& services that differentiate all customer segments 
· Be the employer of choice by offering an environment where people excel & leaders created 
· Continuously challenge process & platforms for efficiency 
· Promote innovation & automation with a view to guaranteeing & enhancing excellence in service 

2.2.3 Values 
· result driven 
· accountable transparent 
· courageous & respectful 
· Focused on customer delight
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[bookmark: _Toc530928450][bookmark: _Toc525004556][bookmark: _Toc530998694]3.0 Internship Job & Duties

I was assigned by   City Bank Ltd HR Department at Kawran Bazar Branch as an internee on the date of 3rdJune2018. I had been working for three months with different section of different department.  In operation banking department under the supervision of H.M. AbrarZaman .H.M. Abrar Zaman  is the Branch manager of City Bank at  Kawran bazar . H.M.AbrarZaman was very cooperative in nature and there was certain possibility to learn. 

During internship period I have learned lots of things. Few of them are listed below: 
· EQM machine  manage 
· card & pin  deliver 
· account & FDR  opening form fill up 
· cheque book ,  cards & pins destruction when expired 
· loan paper fill up 
· check the required paper forms 
· call customer when necessary
· help customer to write pay order voucher
· maintaining different registers 
· maintaining files 
· checking inward & outward 
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4.0  General & Retail Banking System

The main activities of the bank are to provide all kinds service to the commercial banking, customer trade services , loan  , remittance facility  for  its customers through its branches .  City Bank is the bank among the very few local banks which do not follow based on business as well as profit model . It’s divided by four divisions   & those are given below – 
1. Corporate  & investment Banking  
2. Retail Banking 
3. SME Banking 
4. Treasury & Market risks.
The general banking department that consists mainly of the following and they are given below:
· Account opening section/Department
· Bills & Clearing 
· Remittance
· Cash section/Department

Mail receive and dispatch section
Cash section
Remittance

Bills & Clearing

Account opening section




 Figure 1:  General Banking Activities 




Retail Banking includes many types of work which are given below – 
· Deposit 
· Loans
· Debit & credit card 
· NRB- foreign remittance 
· Schedule of charges 
· Interest rate of lending 

4.1 Account Opening Department
For open account needed requirements are given below - 
1) Proposal for opening an account
2) Name and full address both present and permanent
3) Occupation
4) Letter of Introduction
5) Declaration of Nominee
6) Specimen Signature
7) Initial Deposits
8) Operating Instruction/Mandate in Writing
9) Verification of documents







4.1.2 	Remittance
This section consisting three types which transfer money from one place another by financial institution & those are given below – 
a) Telegraphic Transfer 
 b) Demand Draft 
c) Pay Order 

Telegraphic Transfer (TT)
This transfer is an order which issuing from branch  to the other drawee bank or branch  for payment . Client of this bank make debit or credit their account from any other branch. 

Demand Draft (DD)
It is a draft which  an instrument  for issuing one branch to another branch  that known as drawee for payment . 

Pay Order
This order is issuing for clients to submit a application form to the remittance department.  This form should be signed by applicant.  Its process of pay order form & cash to the Teller’s counter.










4.1.3 Bills & Clearing Department
Different types of instruments are drawn here because it is the section where bill , chequs , pay order are cleared .  Other side there are different types of account  which are  exchanged in inter branch like as inward & outward bill &  pay order .different types of currier & despatch in City Bank for transferring  required papers & others instruments. 

4.1.4 Cash Department
Cash department is the important part of banking sector without it nothing can move on. in cash department different types of  work   like as accepting payment , money order , bill , cash  , cheque . Those are securely counted and keep it by security. Maintenance of accounts, telegraphic transfer, inter-branch remittance of cash, checking balance.

4.2 Retail Banking system: 
A bank does not produce  any  tangible  product to sell  but does  offer a different   of financial  service to its customers.  the Kawran Bazar Branch  of the City Bank  limited  has all   sections of retail banking .
Figure-1, graphical view of the loan process procedure  
Retail Finance Center 
Customer 
Bank/Sales
Bank/sales 

Application Processed & forwarded by Branch/Sales
RFC disburse the loan to customer ac 
Branch/sales send required disbursement doc to RFC
Sending approved
Underwriting or credit decision
Receiving applications
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5.0 Online Banking System of the City Bank 

[bookmark: _Toc530998699]5.1 Finacle Core:

The City Bank has set up a network which is Wide Area Network (WAN) in the country to provide online facility to the clients. By this facility clients are doing transaction of any branch under this service. By using this software clients are doing following transactions: 
1. They can withdraw/deposit cash in their account from any branch of remote location. 
2. Easily transfer money from their account with any branch.
3. By using this system any amount can be deposited or transferred & there is a limit for cash withdrawal through bearer or by account holder.

[bookmark: _Toc530998700]5.2 City Touch:

City Bank recently launched a facility which is known as city touch .It is the total banking online solution for customer .customer can use it direct from their computer, tab even mobile at any time. This facility is easy to use &free .It has some features those are managing account, loan & card as well as transfer fund. By using it customer can pay their utility bill .issuing new cheque book, stop card service & buy airline tickets from top domestic airlines. 
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6.0 SWOT Analysis
6.1 Strengths:

· The City Bank Limited provides its customers excellent quality in every service. It is own priority that customer is totally satisfied.

· One of the most contributing factors is NBL. Its employees who is proper trained and competing for their field.  


· The City Bank Limited is free from dependence from the theirsupply of public sector. 

· The City Bank provides its team an excellent place to work, which is centrally conditioned. 

· The City Bank Limited also provides power card service facility. First year Bank is not providing any service charge for the power card. 

Besides these the following criteria are considered as the strengths of The City Bank limited
· Stable source of fund
· Low cost of deposit
· Wide branch network
· Visionary top management
· Diversified product line
· Satisfactory IT infrastructure
· Surplus cushion against loan loss



6.2 Weaknesses:

The weaknesses of The City Bank are the following
· Lacking of proper motivation , training & job rotation 
· Lacking  of experienced employees in junior level management 
· it has  some  problem 
· shortage of  large branch network in rural area
6.3 Opportunities 

· SME finance 
· huge business area 
· huge growth of sales & trade finance volume 
· steps taken by Bangladesh Bank 


6.4 Threats:
.
 The worldwide trend of mergers and acquisition in financial institutions is causing concentration the industry and competitors are increasing in power in their respective areas.
 As previously mentioned, the world is advancing towards technology very fast. Through The City Bank Limited taken effort to join the stream, it is not possible to complete the mission due to the poor technological infrastructure of our country.
 Due to existence of unnerved demand in financial sector, it is expected that more financial institutions will be introduced in the industry very shortly. And we have already seen such cases in our country that lots of view services. The City Bank Limited should always be prepared for the completion in the coming years.
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7.0Findings, Recommendations & Conclusion

7.1 Findings


· Shortage of enough communication equipment in the bank.
· Proper  counseling or guidance programs are not available for  employees 
· Not much facility of training program  for mid-level officer 
· Documents, files are not too much secured.
















7.2 Recommendations

· Credit card & ATM   should be increase as soon as possible because of present market demand of customer & educated customer now wants technology based service.

· The branch  should increase  customer waiting chair 

·  HR  department  must  give their  employees proper training  of stress management  to reduce the number of  misbehavior incident  at the branch 

· Customer attention should be given by employer to better understand and satisfy them.

· Training of employees should be proper so that they will be more professional & efficient to deal with their problems. 











[bookmark: _Toc525478644]
7.3 Conclusion

The City Bank is one of the popular banks in Bangladesh. It is always concerned about customer satisfaction & services which give the ultimate solution & way of trade for new era of banking environment. City Bank  continuously try to improve  its product as well as services  like ATM , loan facility, credit card facility , interest , helping country  by remittance funds , financial loan .  In corporate business sector it gives many capital loan & different types of corporate facility to the businessman. So, it is one of the promising banks in the banking sector of Bangladesh.  By following the recommendations it can even go further.  
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