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Executive Summary 

 

The banking industry is a cornerstone of economic development in any country, and 

Bangladesh is no exception. Efficient financial services provided by a robust banking 

sector are integral to fostering economic growth. A key element in ensuring the stability 

and profitability of banks is effective credit management. Credit risk, a significant factor 

affecting financial outcomes, is inherent in banking activities, necessitating prudent risk 

management practices. 

This report emphasizes the crucial role of credit risk management in Bangladesh's banking 

sector. The effective management of credit risk is vital not only for the financial well-being 

of banks but also for better serving clients. Credit risk is associated with the likelihood of 

individuals repaying loans and meeting installment requirements, making it imperative for 

banks to assess and mitigate these risks. 

Banks employ credit risk management strategies to maintain a balanced credit risk 

portfolio. This involves evaluating an individual's financial background and assigning a 

credit score to determine loan eligibility. In the aftermath of the global financial crisis, 

minimizing loan losses has become a central focus for banks, leading to a heightened 

emphasis on credit risk management. 

As financial institutions inherently focused on security, banks in Bangladesh prioritize 

credit risk management in their day-to-day operations. The Bangladesh Bank, as the central 

regulatory authority, collaborates with audit boards to ensure the soundness of individual 

banks' services and overall management records. This collaborative effort enhances 

transparency and accountability within the banking sector. 

In conclusion, effective credit risk management is a linchpin for the stability and growth 

of Bangladesh's banking industry. By adopting prudent credit risk management practices, 

banks not only safeguard their financial health but also contribute to the overall economic 

development of the country. This report underscores the significance of ongoing 

collaboration between regulatory bodies and individual banks to maintain the integrity and 

security of the banking sector in Bangladesh.
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1.00 INTRODUCTION 

A robust banking industry is crucial in any country and can significantly contribute to fostering 

economic development through efficient financial services. The banking sector plays a vital role 

in the growth and advancement of Bangladesh's economy. Therefore, effective credit management 

is essential for banks to enhance profitability. 

Credit chance is the peril that meaningfully affects the monetary results. Peril is continually 

associated with banks and putting it all out there is an essential piece of setting aside cash action. 

The place of the credit opportunity organization is to keep up the credit danger show. To achieve 

this, banks must oversee the entire portfolio. 

Managing credit risk is essential for every bank as it can enhance their operation and, in the 

meantime, it helps serve clients better. It is known that credit risk is related to the decision that 

individuals can reimburse their advances as well as the likelihood that individuals may or may not 

meet the installment requirement. This can sometimes bring about a negative fate in case of failure.  

If an individual seeks a loan from a bank, the bank checks the person's financial background and 

generates a numerical value, known as a credit score, to determine the eligibility for the loan. Due 

to the global financial crisis and credit constraints, banks aim to minimize loan losses, making 

credit risk management a central focus in banking operations. As financial institutions, banks are 

inherently secure. In our day-to-day banking transactions, the organization is committed to 

ensuring security matters, ranging from employee to customer satisfaction. Bangladesh Bank 

holds an important number of records regarding these. Bangladesh Bank consistently cooperates 

with the audit board when it comes to the bank’s particular administrations and general 

management record.  
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1.1 City Bank  

 

It is among the earliest private commercial banks in operation in Bangladesh. Among the initial 

five commercial banks that commenced operations in the country in 1983, it stands out as a 

prominent institution. 

The bank commenced its operations on March 27, 1983, by inaugurating its initial branch at the 

central bank of Bangladesh. Around thirteen specialists who took the step with courage and beat 

all kinds of trouble that made the establishment of the bank possible.  

City Bank is one of the banks that is centralized and it does not follow a profit model which is 

essentially a branch-based model. Thus, it is not also geographically managed. The bank has five 

specific units that are business, branch risk, operation and support; these units are vertically 

operated from the head office.  

The bank has 133 physical branches and 132 online branches. Apart from these traditional business 

hubs, the bank is also highly involved in the alternative transportation sector. 

It presently has 272 ATMs across 39 districts; and has more than 1150 ATMs set up. 

 
1.2 Objectives of the Study 

 

a) To explore all the loan method 

b) To examine loan documentation  

c) To review loan approval process 

d) To recommend loan process improvement  

 

 

1.3 Rationale of the Study 

The risks in credit management falls into one of the largest risks among many risks in any 

business. It may arise from any default and other failure of maintaining contract or installment 

by a client. Because of this the book value in estimation and costing becomes negatively 

affected. Even a bank may lose its operation permanently if there is a possibility of a large 



3 | P a g e  
 

amount of credit in particular. This is not good for the investors as they find it risky to invest. 

 

1.4 Scope of the Study 

During my research I found that there are certain obligations when it comes to administration, 

the banking structure, certain credit management procedures as well as the information I 

received from my archiving officers. 
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2.00 METHODOLOGY OF THE STUDY 

 

2.1 Research Type: 

This is a descriptive Research, which briefly uncovers the general exercises of CBL and 

furthermore fundamentally examines the Loan & Credit Management of this bank. To set up this 

report all the fundamental data gathered from both essential and auxiliary wellsprings of 

information. 

 
2.2 Primary Data received: 

 Discussion with Officers from Credit and Collection 

 Observation. 

 Training. 

 Practical work experiences. 

 Samples of diagrams and checklists 

 
 

2.3 Secondary Data received: 

These came from the combination of various relevant sites from the internet which includes the 

City Bank’s own website. Moreover, other sources involve certain online articles, the bank’s 

annual report itself as well as the bank’s booklets in its branch. 

2.4 Data Analysis and Reporting: 
 

The total guideline, and other necessary information gathered involved the use of the last 5 years 

annual report. This is done for both numerical and qualitative analysis.   
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3.00 BACKGROUND OF ORGANISATION AND 

INDUSTRY 

 
3.1 Bangladeshi Framework of the Industry 

 

The central bank has taken many steps to put positive effects but some administrative segments 

have dominated in certain areas where the currency is a major part. Here checking the ability of 

the borrowers matters most. However, defaulters are keep on rising.  

Certain influential, knowledgeable clients are kept into major consideration for keeping and 

earning credit for a longer period of time. This affects banks a lot. Banks help them with liquid 

cash so that these clients can invest in similar industries. Only a few are redirected to credit 

these cash but even then, those are not suitable enough. Also, there are some nonproductive 

units within the banks that are not receiving their advances. This is the reason why some 

businesses that are new in the industry are not getting their required capital and the blame goes 

to these defaulter businesses that keep acquiring large amounts of capital while defaulting at the 

same time.    

 
3.2 Organizational Background 

 

The City Bank is one of the top most banks among others banks operating in the country that 

started its operation in 1983. This also explains the reason why support is given to this bank 

both their national and global branches by the country itself. As the bank is centralized, it needs 

to work all day and months. Additionally, there are some parts that contribute to the smooth 

functioning and programming which is logical because the bank’s control room can check all 

their branches from all 7 divisions as well as 5 other back-office businesses and more than three 

hundred ATMs. 

 

3.3 Vision 
 

✓ Here City Bank is talking about The Monetary Store with a Triumphant Culture Offering Charming 

Encounters. 
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3.4 Mission 

 

The City Bank’s mission in other words is: 

✓ Making the administrative force stand out so that it energizes various types of 

clients and empower them. 

✓ Making an environment where business force is created and clients succeed by 

proper decision.  

✓ Continuously improving the everchanging cycle for maximum effectiveness.   

✓ Keeping the balance between the operation and the operating areas 

✓ Continuous upgradation as the world moves more towards AI  

 

3.5 Cards and Services 

I. Credit Cards 

• American Express card: There are three types available that include Platinum, gold 

and silver. It is also available in dual currency mode.  

• VISA card: The two gold and silver cards offer both local and foreign US dollar 

currency. Additionally, the two-way mode of cash is present in this one 

II. Debit Cards 

• Master Card: As this is the general default card for all types of account holder, 

it has no other special specification like other cards. 

• VISA Electron: This card comes with some advantages while being like other city 

cards.  

III. Special Cards 

• City Maxx American Express Card: This one has features of American Express 

while still being a debit card  

 

IV. Retail Banking Service 

These services offer general management of certain bank accounts like the student 

account, saving account, RMG account and maintaining the general 

administration of those. There are certain schemes and sorts of loans like health 
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loan, education loan etc. 

 

V. SME Banking Service 

Small, Medium and Agro segments are the three services carrying the whole operation itself. 

 

VI. Wholesale Banking Service 

This consists of a combination of some banking services offered by city banks as well 

as some ways the bank portrays its benefits. The services include the latest app which 

is called City Touch by which one can carry out advanced internet banking, Trade 

services for both foreign and local, corporate and priority banking service. The long, 

mid, and structured finance is connected with the benefit offered; In addition to that 

there is cash management and project management.  

 

VII. City Bank Subsidiaries 

City Brokerage and City Capital resource are the two subsidiaries that falls into its business 

association  

 

 

3.6 Credit management of City Bank  

 
 Their credit risk management operates independently from their business divisions, and 

they maintain consistent credit decision standards, processes, and guidelines across all their 

divisions.  

 

 A fundamental principle of their credit risk management is conducting thorough credit due 

diligence on clients. They collaborate with their division partners. These partners then 

serve as the first line of defense, in making client selections. 

 

 Any new credit facility and any extension or significant change to an existing credit facility 

(e.g., changes in its duration, collateral structure, or major contracts) with any counterparty 

requires credit approval from the appropriate authority level. Credit approval experts are 
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assigned to individuals based on their qualifications, experience, and training, and these 

assignments are reviewed periodically.  

 

 City Bank calculates and consolidates all credit exposures to each obligor across their 

consolidated Group on a global basis to comply with regulatory requirements.  

 

 City Bank has established procedures designed to identify early-stage credit exposures that 

may carry an increased risk of loss. The aim of this early warning system is to address 

potential issues while viable courses of action are still available. Detecting risks at an early 

stage is a fundamental aspect of their credit culture and ensures that greater attention is 

given to such exposures.  

 

 City Bank collaborates with the Credit Administration as well as the Legal Division to 

rectify any deficiencies in the documents and assess any risks that could jeopardize the 

bank's assets. 

 

 
3.7 Credit policy of City Bank 

On March 08, 2016, Bangladesh Bank brought about changes to some regulations regarding Credit 

Risk Management to foster a culture of improved risk management in banks. These rules were 

implemented to establish standards for the segregation of duties and responsibilities among various 

parties involved that aimed to facilitate enhancements in the banking sector. In alignment with 

these guidelines, the Management of City Bank Limited has recommended the adoption of the 

updated Credit Policy Manual, aligning it with the latest Credit Risk Management Directive of 

Bangladesh Bank. The revised CRM Guideline places significant emphasis on: 

 Risk Threshold: The policy addresses the bank's risk appetite, defining the level of risk it 

is willing to accept and manage. 

 Credit and Collateral Concentration: It outlines measures and controls to manage credit 

exposure and collateral concentration to mitigate risks effectively. 

 Credit Risk Mitigation Strategies: The policy provides strategies to mitigate credit risks 

effectively, such as collateral requirements and risk-reducing actions. 
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 Roles of Various Committees and Management: It clarifies the roles and responsibilities 

of the Board of Directors, Executive and Credit Risk Management Committee, Senior 

Management, as well as Relationship Managers in managing credit risks. 

 Management of Problem Loans: The policy includes procedures and guidelines for 

identifying and managing problem loans to minimize losses. 

 Risk-Based Loan Pricing: It incorporates risk-based loan pricing methodologies to ensure 

that loans are priced in accordance with their associated credit risks. 

 Credit Administration: The policy outlines best practices for credit administration, 

ensuring that loans are properly documented, monitored, and administered in accordance 

with regulatory requirements. 

 
3.8 Loan management of City Bank 

 
In the lending process, selecting the right borrower is the most crucial and significant task for a 

lender. Before a customer can access credit facilities, it is essential that the applicant meets the 

following criteria: 

 

 Character – Aim to take care of the advancement 

 Capacity – Assessing the borrower's ability to utilize the funds effectively and generate 

income. 

 Capital – Evaluating the financial strength to spread the lending risk. 

 Conditions – Considering the overall business environment and conditions between the 

two parties involved. 

 Collateral – Referring to additional securities that provide added assurance 

 

Banks collect deposits for lending and investment purposes. This function is carried out by the 

Loans and Advances Department, which involves the sanctioning of advance proposals starting 

from the party's request for credit. The process includes the collection of essential documents, 

information, and financial statements, scrutiny of this information, preparation of the loan 

proposal, security analysis and valuation, audit, lending risk analysis, and establishing terms 

and conditions. These steps in the loan approval process are outlined below: 
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✓ Stage 1: When a client intends to apply for a loan from the bank, they need to submit an 

application along with required documents such as two passport-sized photographs and 

a valid trade license. The application should include a description of the collateral, which 

cannot be land with disputed ownership. An evaluation of the collateral's physical 

condition is required, and an incentive from the local authority should be arranged. A 

qualified BSS Engineer must conduct the evaluation, and a confidential report from 

other banks, as well as a financial statement, are also necessary. 

✓ Stage 2: The branch sends the loan proposal, along with a letter of hypothecation and 

other relevant documents, to the Head Office. 

✓ Stage 3: The Head Office approves the proposal with certain terms and conditions. If 

the applicant agrees to these conditions, they sign the duplicate copy. 

✓ Stage 4: To formalize the collateral, a legal advisor will complete the documentation 

and provide a letter of satisfaction. 

✓ Stage 5: After signing the necessary loan documents, the credit is disbursed, and the 

account is set up for repayment, including providing the applicant with a checkbook. 

✓ Stage 6: The borrower must submit inventory reports on a monthly basis. In this case, 

periodic assessments are essential, and the loan needs to be reconciled every 45 days 

 

 

3.9 Types of Loan 

There are Retail loan sections & there are SME loan sections. In my tenure of Internship , 

Personal, Home, Auto loans and Secured Facilities were relevant parts of me. 

 

 

3.9.1 Auto loan 
 

Having a car is no longer a luxury. Take advantage of our Auto Loan, a personalized vehicle 

financing product from City Bank designed for individuals. 

Auto loan Information: 
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Service Features 

I. Loan a m o u n t  ranges from Tk. 3 lac to 

Tk.  40 lac 

II. Financing up to half of reconditioned or 

new vehicle cost 

III. Up to 100% financing for credit against 

money security 

IV. Loan tenor 12 to 60 months 

V. No concealed charges 

VI. Competitive financing cost 

Eligibility Criteria  

I. Age Limit has to be 22 to 65 years 

II. Experience: 

III. Salaried Executive has to have 

Minimum 1 year of experience, 

including at least 6 months with the 

current employer. 

IV. Professionals have to have 1 year of 

experience in their field of practice. 

V. Businessman has to have Minimum 

2 years of involvement in the same 

business. 

VI. c) Income has to be minimum Tk. 

40,000. 

VII. For all other segment that is TK 

60,000 

VIII. No need for personal Guarantor 

Processing Fee 

0.25 - 2 % of the loan amount 

Rate 

12.50% interest 

 
 

3.9.2 Personal loan 

Whether it's a special occasion or a specific need, a Personal Loan from City Bank is here 

to address all your requirements and fulfill your dreams. 

 

 

Personal loan Information: 
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Service Features 

I. Loan amounts ranging from Tk. 2 

lac to Tk. 20 lac 

II. Loan tenure options range from 

12 to 60 months. 

III. No hidden charges associated 

with the loan. 

IV. Competitive interest rates for 

favorable terms. 

Eligibility Criteria 

I.Age Limit has to be 22 to 60 years. 

II.Experience: 

• For salaried executives a minimum 2 

years of experience, including at 

least 6 months with the current 

employer. 

• For professionals a minimum 2 years 

of experience in their field of 

practice. 

• For businessmen a minimum 3 years 

of involvement in the same business. 

III.Income requirement: 

• Salaried Executive earning Tk. 40,000 

(A/C payee) 

• Landlord earning Tk. 50,000 

• For Professionals who earn Tk. 

60,000 

• For Business Person who earns Tk. 
100,000 

Processing Fee 

0% - 2%  

Rate 

a) For salaried person interest is 12.50% 

b) For business person interest is 13.50% 
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 3.9.3 Home loan 

Turning your dream of owning your own house into reality is simply a matter of choice. Once 

you make that decision, we are here to assist you in making your dream come true. 
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Home loan Information: 
Service Features 

I. Credit amounts ranging from 

BDT 5 lac to 200 BDT. 

II. Repayment tenure options from 

1 year to 25 years. 

III. Financing available for up to 

70% of the property valuation. 

IV. Early settlement facility. 

V. Loan against property. 

VI. No hidden costs associated 

with the loan. 

VII. Overdraft (OD) facility. 

VIII. Non-Resident Bangladeshi 

(NRB) facility. 

IX. Semi-Pucca facility. 

Eligibility Criteria 

I. Age range has to fall within 22 years 

to 65 years.  

II. Experience: 

 3 years’ experience in any field  

 Income Criteria: 

 Executive/Professional: Minimum 

Tk. 50,000 

 Minimum Tk 30,000 for government 

officials  

Processing Fee 

0.5% – 2% 

Rates 

a) Interest on new flat purchase is 11.00% 

b) Interest on renovation is 11.50% 

 
 

 3.9.4 Secured facilities 

There are Secured Loan, Secured Overdraft and Secured Loan Bullet Payment here. The loan 

amount is minimum BDT 50,000 which is a maximum 90% against securities. The loan tenure 

is 12 months for secured, 1 year for secured overdraft and 12 or 24 months for bullet payment. 

Securities are FDR, DPS, WEDB/USDIB/USDPB. Loan to value ratio is up to 90% for CBL 

issued securities, 85% for another bank and NBFI and up to 75% for WEDB/USDIB/USDPB. 

Perks are no hidden charges and come with competitive interest rates. To be eligible one has to 

be at least 18 years old and has to have a minimum income of 15,000 BDT monthly. 
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3.10 Documentary Credit 
 

This advance taken before import, undertaken as security for the customer to make a simultaneous 

payment to the beneficiary of the Letter of Credit (L/C) upon the fulfillment of the terms and 

conditions outlined in the credit. At this stage, the bank does not assume direct liability; hence, it 

is referred to as an unforeseen risk. The bank collects the necessary documents such as Trade 

license and TIN Certificate; others include IRC registration certificate, Proforma Invoice and 

Insurance copy. It is then processed with the exporter's bank. If the process unfolds smoothly, the 

import takes place. 

The exporter provides the required legal documents to the bank, which then grants a 90-day period 

for payment, holding the documents until the payment is made. After payment, the bank releases 

the documents to the importer. For these procedures, banks charge a commission. CBL charges a 

14% commission, but if the bank provides the full margin, it charges a 15% commission. 

 

 
3.11 Default loan provision 

 

Recovering loans from customers, despite meticulous procedures, can sometimes pose 

challenges for banks. The steps involved in the recovery process are outlined below: 

 

✓ Step 1: Regularly monitor customers' financial situations. Any signs of a deteriorating 

business or financial condition serve as an early warning for the bank. The bank flags 

customers with a potential risk of default. 

 

✓ Step 2: In the event of a default, the officer and Branch Manager conduct a meeting with 

the customer, attempting to persuade them to make timely payments. 

 

✓ Step 3: If the customer still does not make the payment, the officer escalates the matter to 

the Head Office. The Head Office then arranges a meeting to convince the customer to 

fulfill their payment obligations. 
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✓ Step 4: If the customer remains non-compliant, the Special Assessment Unit intervenes. 

This unit works to persuade the customer to meet their repayment commitments. 

 

✓ Step 5: If all efforts fail, the bank initiates legal action. The bank then files a case. After 

obtaining a judgment in favor of the bank, the bank takes control of the mortgaged assets, 

organizes an auction, sells the assets, and recovers as much of the outstanding amount as 

possible 

 

 

3.12 SOWT Analysis 

 

Strength 

 

 The longevity of experience: The organization benefits from a wealth of experience in the 

banking industry. 

 Strength of identity: A robust and well-established corporate identity contributes to the 

organization's reputation and recognition. 

 Workforce: The presence of a motivated and empowered workforce enhances the overall 

efficiency and effectiveness of the organization. 

 Well-built Financial Position: The organization boasts a solid financial standing, providing 

stability and reliability. 

 Performance: Demonstrated efficiency in operations and performance contributes to the 

organization's success 

 ATMs: The presence of advanced ATM machines reflects the organization's commitment 

to technological innovation in banking services. 

 First Walk-Through ATM System in the country: Pioneering a walk-through ATM system 

signifies the organization's leadership in introducing innovative banking solutions. 

 Protocols: The organization's commitment to the highest security standards is evident in 

the implementation of the most secure AMEX protocols 
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Weakness 

 
 Unusual Corporate Intricacy: The organization experiences a high level of corporate 

intricacy, making the implementation of new approaches challenging. 

 Increasing Responsibility with Limited Resources: The continuous expansion of 

responsibilities is observed, but the available resources are limited, which can be a 

deterrent for small entrepreneurs. 

 High Operating Costs: The organization encounters high costs associated with maintaining 

banking services. 

 

Opportunity 

 
 Networking: The organization benefits from a widespread network, ensuring a broad 

presence across the country. 

 Service Quality Enhancement: The commitment to enhancing service quality not only 

improves the overall client experience but also contributes to increased client satisfaction. 

 Management experiences: The presence of experienced managers adds depth and expertise 

to the leadership team, facilitating effective decision-making. 

 Efficient Software Usage: Leveraging efficient software enhances operational 

effectiveness and contributes to streamlined processes within the organization 

 

Threat 

 

 Number of Private Commercial Banks: The growing competition due to an increasing 

number of private banks poses a challenge for market differentiation. 

 Comparable Products Offered by Other Banks: Competing banks providing similar 

products may impact the unique selling proposition of the organization. 

 Trend of Industry: An industrial downward trend could affect the overall economic 

environment, potentially impacting the organization's performance. 

 Emergence of New Security Issues: The constant emergence of new types of security 

issues poses a challenge to maintaining robust security protocols. 

 Sector Vulnerability: The vulnerability of low-income and other sectors may affect the 

bank's risk exposure and portfolio management. 
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 Government support: The uncertainty and instability in government security support may 

pose challenges for the organization's stability and risk management 
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4.00 FINDINGS AND ANALYSIS OF THE STUDY 

 
4.1 Findings of the Study 

 
During my internship, I gained significant experiences that enriched my understanding of banking 

on a broad scale. In this reflection, I aim to share my experiences and insights to provide a 

comprehensive overview. City Bank stands out as one of the fastest-growing and dedicated private 

commercial banks in the country. It conducts business operations nationwide, aligning its efforts 

with its objectives, goals, and a steadfast commitment to its mission and vision. The bank has 

consistently achieved a growth rate in all aspects of banking operations since its establishment, 

with its various departments working diligently to enhance customer services. 

In addition to these positive aspects, I have observed the following points through careful analysis: 

a) Credit and Debit Cards: Currently, the bank has a substantial number of credit and debit cards 

in the market, equipped with effective features. It's notable that the majority of credit card users 

are male. 

b) Usage of Deposit Products: A significant number of clients are actively utilizing deposit 

products at present. 

c) Centralized Operations: The bank operates in a highly centralized manner, where every action 

by a branch office requires approval from the Head Office. This centralized control may slow 

down the operations of individual branch offices. 

d) Time-Consuming System: The existing system is time-consuming for both bankers and 

customers. For instance, bankers need to go through numerous documents to examine the details 

of a specific transaction, especially if it occurred in the past. Such inefficiencies in the process, 

especially for a long-term operational business, can have adverse effects on customer satisfaction 

in the long run, posing potential risks. 

Overall, while City Bank has achieved commendable growth, there are areas where improvements 

could enhance operational efficiency and customer experience. 

 
4.2 Analysis of the study 

 Palmal tower is the full back-office operation. 

 Every month City Bank pays 60 crore salary to every employee in Palmal tower in total. 
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 CBL demonstrates high effectiveness in loan recovery. 
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5.00 INTERNSHIP PROGRAM OVERVIEW 

 

5.1 Duration and Location of Internship 

 
My place of posting was in Palmal Tower at Plot No. 55, Gulshan South Commercial Area. 

Gulshan 1, Dhaka.  

 

 

5.2 Internship Objectives and Expectations 
 

 Perform all work allocated to the best of ability 

 Exercise all the care and skill 

 Comply with all lawful and reasonable direction and instruction given by officers or 

employees of the Bank  

 Any Intellectual property rights developed by the intern while performing the 

internship under the internship agreement are hereby assigned to and vest in the Bank 

immediately as created 
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6.00 INTERNSHIP EXPERIENCE 

 

6.1 Task and responsibilities  
 

 
 

6.2 Challenges encountered  

 
 Information Confidentiality: There were limitations on disclosing anything that could 

adversely impact the bank's image. This constraint might have posed challenges in 

addressing issues transparently. 

 Limited Availability of Information: Occasionally, authorities faced challenges in 

providing information due to their heavy workload. The extensive routine work might 

have hindered the availability of timely and comprehensive information 

 

6.3 Skills and knowledge gained    

 
 Time management 

 Proper hygiene and grooming 

 Efficient and fast way of completing stamp related work 

 The way folding neatly and putting Insurance letters inside envelope 
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 Knowledge on using the copier, printing and scanning  
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 7.00 CONCLUSION AND RECOMMENDATION 

 

7.1 Recommendations 

 
City Bank should proactively consider expanding its infrastructure and making necessary 

enhancements to better serve its broad customer base. In light of the competitive service sector in 

Bangladesh, City Bank must be particularly attentive to customer satisfaction, as customers now 

have more banking options, and competing companies are prioritizing excellent customer service. 

Gathering customer feedback can add value by tailoring services and relationships to meet the 

needs of the right customers, ultimately fostering greater commitment, loyalty, trust, and 

satisfaction, which results in strong relationships. City Bank currently faces some service gaps in 

understanding customer behavior and their potential needs, putting them at a disadvantage 

compared to modern banks. To bridge these service gaps, City Bank should conduct a thorough 

analysis of customer complaints, expectations, perceptions, and crucial internal marketing aspects. 

To ensure the promised smooth service to customers, the following steps should be taken: 

 The account opening procedure should be clearly advertised. The online account creation 

process can be quite cumbersome, as it still requires a branch visit. 

 The Akhoni app automatically issues a cheque book when used for account creation. 

However, customers cannot obtain an instant cheque book without visiting the branch to 

open a savings account. To address these inconveniences, the app requires either upgrades 

or permanent closure. 

 Employees need to undergo effective training to handle customers efficiently, especially 

in high-pressure situations. In this regard, both branch staff and higher-ups can collaborate 

to train the employees effectively. 

 Issues related to IT and internet connectivity must be given due attention and resolved 

promptly. 

 Employees should receive comprehensive product and service training to provide 

customers with the right information and services they need promptly. 

 Based on customer feedback, CBL is taking an extended amount of time to process and 

disburse credit. Efforts should be made to identify more efficient ways to streamline the 

credit processing time. 
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7.2 Conclusion 

 
City Bank has established itself as the leading banking institution in Bangladesh, known for its 

exceptional operations. The organization stands out for its high level of organization compared to 

other local and international banks operating in Bangladesh. City Bank is committed to constant 

business development and improvement and is recognized as a catalyst for consumer growth. With 

a substantial pool of qualified and experienced human resources, City Bank is well-equipped to 

seize opportunities in banking industry 

City bank has been a trailblazer in introducing various new products such as the American Express 

Credit Card and specialized banking services in our country. Despite facing significant 

competition from both domestic and foreign banks, City Bank Limited has consistently excelled 

in all aspects of its operations. 
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8.00 APPENDIX 

 

8.1 Reference 

 

8.1.2 Website & Links 
 

• www.thecitybanklimited.com 

• https://www.dhakatribune.com/business/banks/2017/10/06/defaulted-loans- 
amount-12-gdp 

• dspace.bracu.ac.bd 

• dspace.uiu.ac.bd 

• http://www.assignmentpoint.com/business/finance /credit-risk-management- 
system-of-city-bank.html 

 

8.1.3 Bibliography 

• Usha, U.T.(2018). Loan Management of the City Bank Limited. UIU, BBA. 
Dhaka: Dspace. 

 
8.1.4 Booklet / Magazines 
• Annual Report 2016 

• Annual Report 2017 

• Credit Policy Manual from the official City Bank website 

 

8.1.5 Informatory/Guide 

 

• MD Belal Hossain, Officer, CBL 

• Hachan Mia, Officer, CBL 
 

 

http://www.thecitybanklimited.com/
https://www.dhakatribune.com/business/banks/2017/10/06/defaulted-loans-amount-12-gdp
https://www.dhakatribune.com/business/banks/2017/10/06/defaulted-loans-amount-12-gdp
http://www.assignmentpoint.com/business/finance/credit-risk-management-system-of-city-bank.html
http://www.assignmentpoint.com/business/finance/credit-risk-management-system-of-city-bank.html
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