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Executive Summary

[bookmark: _GoBack]This report is prepared as a requirement of the BBA program of United International University. This report focuses three month working experience in Dutch Bangla Bank Limited, Dhanmondi branch. This report will give a clear idea about the service quality of DBBL Dhanmondi in terms of the customer satisfaction.

In this report a survey has been conducted on DBBL Dhanmondi branch. Here I have surveyed on 130 customers randomly. All the data has been collected by close ended interview. I have analyzed information that I acquired from survey in the Microsoft excel. I also use some statistical tools from the Microsoft excel for instance: Average, mean, weighted mean, percentage etc.
In the analysis the gap value of all the factors are determined. All the gap value are shown in the chart. Dutch Bangla Bank Limited (DBBL) is serving the market with almost full range of services. It has many brunches in our country, but it should also be noted that all the branches cannot provide adequate service according to customer satisfaction, no bank could make as good standing without providing quality service. Some branch is following a certain traditional marketing strategy and it is doing well.
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Introduction Part






[bookmark: _Toc6659794]1.1 Introduction:
As this report is about “The service quality and gap of the organization: Dutch Bangla Bank Limited” is prepared to fulfill the requirement the MBA program and gain experience the DBBL products and different types of strategies for proving service to it’s customer. This is a mandatory assessment to make a report for the partial requirement. As All the banking industries are giving concern in the service quality to its customer. This report is generated under the supervision of Course Instructor, Assistant professor of Marketing and International Business department, School of Business and Economics of United International University.


[bookmark: _Toc6659795]1.2 Background of the study:
Bangladesh economy is becoming very much complex day by day. Without sufficient practical experience business becomes difficult some cases possible. The whole world is moving because of business relation. Day by day the business world is changing with the changing of demands. Practical knowledge regarding as a media through whom we have an acquaintance with the real world. Thought this report is an individual report, I have acquired good knowledge and sound experience about the DBBL products. They have different types of products and they use different types marketing policies for marketing their bank products. I have collected all the necessary and relevant data from various primary, secondary and tertiary sources. The data is truly and strictly confidential and no can use its components in a full. I would give like to thanks to everyone who has helped and encouraged me in the progress of preparing this report. In this report I have faced different problems and challenges to complete the task, 

[bookmark: _Toc6659796]1.3 Purpose Statement:
As I am doing this internship report on “The service quality and gap of the organization: Dutch Bangla Bank Limited” so here all the service quality of DBBL and the gap of the service is been identified in this report.

[bookmark: _Toc6659797]1.4 Scope of the report: 
· To Understand and analyze the overall activities of DBBL.
· To evaluate the existing activities and techniques of DBBL.
· To study the service quality of DBBL.
· To suggest the ways and means for improvement in policy and techniques.
· To relate the theoretical learning with the real life situation.
· To make some recommendations and conclusion to further development of service quality of DBBL.
· To know about customer satisfaction for knowing the service quality. 

[bookmark: _Toc6659798]1.5 Limitation of this report:
I faced following obstacles while preparing this report,
· Time period was the other limitation for collecting information. Insufficient supply of relevant books and journals. 
· Branches is too much busy branch as for this to operate the survey on the basis of questionnaire 
· Deficiencies in data required for the study. 
· Field practice varies with the standard practice that also created problem. 
· Time provided for conducting the study is another important constraint.
· I have so much trouble to collect the information from customers because most of the customers in the brunch are not properly educated so I have understand them about the questioner firstly then get the answers.

[bookmark: _Toc6659799]1.6 Significance of the study:
This program is held to understand the organization norms, corporate culture and investment decision and customer satisfaction of an organization for ensuring the service quality. Banking is the new century is even more prosperous than the past owing to revolutionary advancement in technology, as well as, the development of new ideas and system. All the necessary adjustment is included in this report for analyzing DBBL’s service quality and the gap of service quality.
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[bookmark: _Toc6659800]2.1 Research Type:
As I am doing this internship report on DBBLservice quality so a survey is been conducted on customer satisfaction in some branches. In this report all the necessary information’s and document are described elaborately.

[bookmark: _Toc6659801]2.2 Data Type:
The study requires various types of information of present policies, procedures and strategies of DBBL service quality preference. Both primary and secondary data available have been used in preparing this report. 

[bookmark: _Toc6659802]2.2.1 Primary Data:
· Practical banking work.  
· Personal discussion with the officers and executives of DBBL. 
· Personal interview with the customers.

[bookmark: _Toc6659803]2.2.2 Secondary Data:
· Daily diary (containing my activities of practical orientation in Dutch Bangla Bank Limited).
· Various publications on banking operation.
· Official website of National Credit & commercial bank Ltd. 
· Annual Report 2017, 2018 of the DBBL.
· Personal investigation with banker’s profile.
· Different circulars issued by Head Office and Bangladesh Bank.

[bookmark: _Toc6659804]2.3 Sample Size:
Here I have survey 130 customers so N=130 and in this 40 sample customers are savings account holder, 30 customers are have Fixed deposit account, 10 customer are taking home loan facility from DBBL Bank, 25 customers are taking service of Special Scheme Deposits (SSS), 25 customers are taking loan facility of DBBL Bank.

[bookmark: _Toc6659805]2.4 Sampling Technique:
In the survey I know all of the samples. In the probability sampling I have followed the randomly probability sampling because I select randomly every sample. As I have surveyed 130 customers so 130 customers are selected randomly.

[bookmark: _Toc6659806]2.5 Data Collection Method:
In this report I have surveyed 130 customers and as I applied two methods in this report for collecting data so we collect all the data in two ways:

[bookmark: _Toc6659807]2.5.1 Open-ended Interview: 
In the open-ended interview I have asked the 130 customers randomly about their opinion about DBBL service quality and about their satisfaction toward the DBBL services.

[bookmark: _Toc6659808]2.5.2 Close-ended Interview: 
By giving a questioner to the customers for identifying through their relevant or relevance thought. In the questioner I organized the questions sequentially and in the answer box they have answered their relevant in 5-liker scale.

[bookmark: _Toc6659809]2.6 Data Analysis Methods and Presentation: 
In this report, I have analyzed information that I acquired from survey in the Microsoft excel. I also use some statistical tools from the Microsoft excel for instance: Average, mean, weighted mean, percentage, summation, and multiplication mean deviation. By the using of Microsoft excel I separately the analysis the different customers results.I will submit the report by the hard copy by the Microsoft office. Some of the data analysis we have presented by pie chart, bar chart, and frequency polygon.
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Bangla Bank Limited (DBBL) is a scheduled joint venture commercial bank between local Bangladeshi parties spearheaded by M Sahabuddin Ahmed (Founder & Chairman) and the Dutch company FMO. DBBL was established under the Bank Companies Act 1991 and incorporated as a public limited company under the Companies Act 1994 in Bangladesh with the primary objective to carry on all kinds of banking business in Bangladesh. The Bank is listed with the Dhaka Stock Exchange Limited and Chittagong Stock Exchange Limited.DBBL commenced formal operation from June 3, 1996. The head office of the Bank is located at SenaKalyanBhaban (4th floor), 195, Motijheel C/A, Dhaka, Bangladesh. The Bank commenced its banking business with one branch on 4 July 1996.The bank is often colloquially referred to as "DBBL", "Dutch Bangla" and "Dutch Bangla Bank".


[bookmark: _Toc6659810]3.1 Mission:

Dutch-Bangla Bank engineers enterprise and creativity in business and industry with a commitment to social responsibility. "Profits alone" do not hold a central focus in the Bank's operation; because "man does not live by bread and butter alone".

[bookmark: _Toc6659811]3.2 Vision:

Dutch-Bangla Bank dreams of better Bangladesh, where arts and letters, sports and athletics, music and entertainment, science and education, health and hygiene, clean and pollution free environment and above all a society based on morality and ethics make all our lives worth living. DBBL's essence and ethos rest on a cosmos of creativity and the marvel-magic of a charmed life that abounds with spirit of life and adventures that contributes towards human development.
[bookmark: _Toc6659812]3.3 Core Objectives:		
	
Dutch-Bangla Bank believes in its uncompromising commitment to fulfill its customer needs and satisfaction and to become their first choice in banking. Taking cue from its pool esteemed clientele, Dutch-Bangla Bank intends to pave the way for a new era in banking that upholds and epitomizes its vaunted marques "Your Trusted Partner".

[bookmark: _Toc6659813]3.4 Banking:

After instability and frequent management changes in its initial years, DBBL overcame these obstacles to establish itself as a market leader. It has grown its reputation through social work rather than profits. The bank's conservative nature, long-term strategies, hefty social donations and technology investments have always led to modest but steady profits. Due to investor confidence, DBBL share prices have steadily climbed in value. In January 2008, DBBL share prices reached Tk. 9,450 .00 in the Dhaka Stock Exchange, setting the record for the highest stock price in the history of Bangladesh. It is also one of the few banks that do not participate in merchant banking (which can lead to sporadic growth). DBBL has branded itself as a trusted bank through its banking practices and social commitments. Dutch Bangla Bank is the first and only local bank in Bangladesh to have an automated banking system. The bank has spent over Tk. 1 Billion in automation upgrades (first bank in Bangladesh to do so). The ATM count stood at 140 eclipsing other networks by a large margin. This rapid increase in DBBL's ATM network has led the majority of other banks to sign sharing agreements instead of pursuing their own ATM network. In 2006, Dutch Bangla Bank ventured into the realm of personal credit by offering automatic credit facilities to its Debit card (DBBL Nexus) holders. It also continued expanding its ATM network with the intension of installing more than 400 machines. In 2007 the bank entered a strategic alliance with Citibank NA, where both parties will provide retail-banking services of DBBL for its employees and owners of Citibank corporate customers in Bangladesh. In the same year DBBL became the first bank in Bangladesh to offer SMS Banking services. DBBL maintained a proprietary policy on its ATM network until 2007. This was changed when DBBL and Standard Chartered Bank (SCB) signed an agreement that will let SCB use DBBL's ATM network. 
[bookmark: _Toc6659814]3.5 Social Work:

Dutch Bangla Bank supports social work extensively and is one of the largest private donors in Bangladesh. It contributes extensively through its foundation Dutch Bangla Bank Foundation. This has been one of the biggest priorities for the bank since its inception. DBBL's CSR activities were further increased in 2009. Since inception, DBBL tried to enrich economic and social indicators of society by way of reducing poverty, giving standard health care service, proper nutrition, and ensuring environment friendly society for the present and future generations. CSR initiatives undertaken in 2009 among other include awarding scholarships to needy and meritorious students, the Smile Brighter program for cleft lipped operations, rural healthcare service, the financial support to the acid-burn, dowry victims, AIDS victims etc. It won the 2007 Bangladesh Business Awards for being the 'Best Financial Institution' mainly for its commitment to technology and community service. In 2007 alone, DBBL donated BDT 220 million towards social causes. DBBL has selected all the necessary items for truly on- line Banking. The truly on-line Banking will officially be inaugurated on 3rd January 2005. In this unique real- time, any-where, any-way banking program of DBBL, the valued customers and trusted partners will enjoy a full range of modern banking services at desired speed, absolute accuracy and competitive Price.  We are fully aware of the confidentiality and security of your personal and account’s information stored into our computer systems. The confidentiality and security of your data is achieved by establishing four layers of security – at application, network, database and operating system levels. 

[bookmark: _Toc6659815]3.6 ATMs of DBBL:

Banking was a paper-based system until Dutch Bangla Bank Limited (DBBL), with its wide local network, delivered banking automation and modern banking services to the masses. In 2004, Dutch Bangla Bank Ltd. inaugurated its ATM system. This effectively introduced the 'plastic money' concept into the Bangladeshi society. Now DBBL has 917 ATM's installed all over Bangladesh, making it the largest network by a large margin. 

DBBL-NEXUS and DBBL Maestro/Cirrus Debit cards are linked directly to client’s account, enabling payment of bills and cash withdrawal debiting client’s account and crediting Merchant’s account instantly.
· Fund transfer within one’s own accounts 
· Payment of mobile/T&T phone, Gas, Electricity, Water, Internet, Credit Card bills from ones savings/current account
· Payment of School/College/University fees by debiting ones savings/current account 
· Purchase of activation number for Mobile/ Internet pre-paid cards

[bookmark: _Toc6659816]3.7 Security System:

The confidentiality and security of client’s data is achieved by establishing four layers of security - at application, network, database and operating system levels. DBBL has set-up first on-line DRS (Disaster Recovery Site) of the country to safeguard the customers interest in any sort of disastrous situation. A set of servers and UPS identical to the Data Center is installed at DRS. In case the Data Center is destroyed for any reason, the DRS will take over the control of branches, ATMs, POS terminal and Internet Banking.

[bookmark: _Toc6659817]3.8 Credit card:
DBBL offers the most secure credit card in the market. A credit card offers greater flexibility for international travel. A credit card is inherently less secure unless it is a Nexus-EMV credit card. The reason why DBBL entered the credit card market at such a late stage is because it did not want to compromise your security until DBBL itself implemented Nexus-EMV technologies. All credit card DBBL issues are Nexus-EMV credit cards.
[bookmark: _Toc6659818]3.9 Nexus-Pro:
Nexus-PRO is a revolutionary card first and only offered by DBBL in Bangladesh. It is the most advanced card in the world. Unlike normal cards, Nexus-PRO features a processor chip that makes the card the most secure and faster than any card worldwide. DBBL has worked with both Visa and MasterCard to bring this revolutionary card to the market.  DBBL is the only fully Nexus-PRO compliant and certified. DBBL's entire infrastructures (including ATMs) have had a costly upgrade to enable Nexus-PRO to Bangladesh. The Nexus-Pro Credit Card is accepted at all DBBL POS & ATMs network as well as at all the Visa & MasterCard locations all over the world. Three types of cards are available for the customers: Gold, Platinum and Titanium.
[bookmark: _Toc6659819]3.10 Debit cards:

DBBL is the market leader in Debit Cards. DBBL have also achieved the milestone of issuing Debit Cards in Bangladesh. Up to December 2009, they issued over 755,000 DBBL debit cards to their customers. All DBBL debit cards give you unlimited and free access to all DBBL ATMs and POS nationwide. There is no transaction or hidden costs associated with DBBL cards and accounts. By default, when opening a DBBL account, all clients will receive the DBBL Nexus Classic card.

[bookmark: _Toc6659820]3.10.1 DBBL Debit cards Features:
· Fully recognized by Visa and MasterCard. 
· DBBL Debit cards are secure, convenient and cheaper.
· Debit cards can withdraw money from your account directly while a credit card has to issue a 'loan'. 
· DBBL debit cards come with the client’s photo printed on it and require a secret PIN verification by the client. 

[bookmark: _Toc6659821]

3.11 Home Banking:
This contents DBBL introduced by their Internet banking features. Home banking frees customers of visiting branches and most transactions will be automated to enable them to check their account activities transfer fund and to open L/C sitting in their own desk with the help of a PC and a telephone. DBBL allows you to do seamless Internet banking. This allows you to review your account, statements, paying bills as well as making some transactions. Because of local banking regulations, DBBL is not allowed to provide some types of transactions even though it is fully capable.
Through the Internet banking of DBBL, the following can be performed:

· Checking of account balance
· Printout of account statement for a particular period
· Transfer of fund within the customer's own accounts
· Payment of mobile/T&T, Gas, Electricity, Water, Internet bills from the customers A/C.      
· Payment of School/College/ University fees by debiting one's own account.
· Purchase activation number for Mobile/Internet pre-paid cards
· Foreign Currency Exchange rates and interest rates enquiry

[bookmark: _Toc6659822]3.12 Correspondent banking relationship:

At present, DBBL has 442 correspondent banking relationships covering 92 countries. As a result, we can route Letters of Credit (L/C) to all important business centers of the world. We are maintaining adequate number of nostrum accounts in major currencies with the key players in the world market to facilitate export and import transaction needs of our valued clients. DBBL's excellent service with competitive charges provides a good correspondent banking solution for the valued clients of DBBL. DBBL has established Taka Drawing Arrangements with various exchange houses located in USA, UAE, Kuwait, Canada etc. Moreover, arrangements of DBBL with Western Union, USA and Xpress Money of UAE Exchange Center, UAE enable people to get direct inward remittances from every corners of the globe. Remittance inflow of DBBL rose significantly by 29.3 per cent from US $ 75.7 million in 2008 to US $ 97.9million in 2009.

[bookmark: _Toc6659823]3.13 Foreign Remittance:

Dutch-Bangla Bank Limited has set up a Representation Agreement with Western Union Financial Services Inc. U.S.A. as on 14th February 2006. Millions of people have confidence on Western Union for sending money to their friends and family. Through Western Union Money Transfer Service, Bangladeshi Wage Earners can send and receive money quickly from over 225,000 Western Union Agent Locations in over 197 countries and territories worldwide, only by visiting any branches of Dutch-Bangla Bank Limited in Bangladesh. 

[bookmark: _Toc6659824]3.14 Call Center:

Considering the growing number of customers, cardholders& transactions, DBBL has taken steps to setup a Call Center. It will be a world renowned Cisco hardware-based call center comprising of all the services a call center can provide, e.g., Interactive Voice Response (IVR) by virtue of which the customer will be able to choose his options using the keypads of a touch or cell phone and listen to the responses related to his account or card or transactions from the system. 
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[bookmark: _Toc6659825]4.1 What is Consumer Service in service quality:

Consumer service is the set of behaviors that a business undertakes during its interaction with its Consumers. It can also refer to a specific person or desk, which is set up to provide general assistance to Consumers. It refers to the satisfaction of Consumers in terms of how they are satisfied with the politeness, knowledge and promptness of employees in handling busy Consumers. It also takes into consideration the perception of the Consumers as to whether the product or service is worth what they are paying for it.

[bookmark: _Toc6659826]4.2 Satisfaction in service quality:

There are five major factors identified by the experts that are essential to assure the quality of better service that will lift the level of satisfaction. They are reliability, responsiveness, assurance, empathy and tangibles. These five factors determine the quality of interaction between Consumer and provider, the quality of: Physical environment quality and outcome quality of the service which leads the overall service to the position of excellence of quality. From our survey we found that how these factors affect their satisfaction level.

[bookmark: _Toc6659827]4.2.1 Reliability:

It means ability to perform the promised service accurately. In case of banking reliability is very important. Because if the client pretends that the company is not able to continue its service proper in the future they will not interested to banking industry. From our survey we see that most of the Consumers choose banking service because they think it is reliable compare to others in case of providing various unique features (Bangladesh international). On the whole Consumers have a perception that Banking service is capable to provide all the services they offered.


4.2.2 Responsiveness:

It is another vital factor that controls Consumers’ perception about quality of service. It means willingness of the employees to help the Consumers. According to the perception of Consumers responsiveness is very important to increase the quality of the service. Even the Consumers ranked the importance of responsiveness in banking 7 out of 9. If employees do not response immediately to the need of the Consumers, valuable time of the Consumers will be spent unnecessarily. Even the Consumer may become frustrated whether he will get the service or not. 

[bookmark: _Toc6659829]4.2.3 Assurance:

It means the knowledge and ability of the employees to develop trust in the mind of the clients about the completion of the task properly and on time. Consumers have a great perception about banking service that they perform according to their promise. Assurance has a great impact on the quality of the service because if promises are not kept Consumers may switch to other bank.


[bookmark: _Toc6659830]4.2.4 Empathy:

To ensure better service it is very important for the employees to have empathy. Empathy means giving individual attention and taking extra care of the Consumer. Banking service has young and energetic employees that interact with Consumers nicely and they continuously ask about their satisfaction and dissatisfaction of every individual.   


[bookmark: _Toc6659831]4.2.5 Tangibles:

Tangibles are very important factor because it directs the Consumer mind about the quality of the service. Tangibles are physical facilities, equipment etc. used in the context of service company.  Interior decoration, sitting arrangements, temperature of the room, cleanness odor everything controls the perception of Consumers about the quality of the service. Banking service has confirmed well interior decoration in all their branches and they try keep the standard of their services cape same all over the world. They use all the elements used in their company like chairs, carpet etc. imported from Hong Kong and all of them are same for all branches.


[bookmark: _Toc6659832]

4.3 Factors that determine service quality:

Reliability
Responsiveness
Assurance

Empathy
Tangibles
Interaction quality
Physical environment quality
Outcome quality
Service quality
Customer satisfaction
Situational factors
Personal factors

[bookmark: _Toc6659833]Graph 4.3.1: Factors that determine service quality.
























Chapter 5:
Findings and Analysis







[bookmark: _Toc6659834]5.1 Findings and Analysis:
At the bellow table the first column contents are total of all factors are divided by the number of customers. The mean calculated by total number of a particular factor, which is divided by 130 customers. Same calculation also applied in other terms and the gap is calculated. In the table there are 10 factors. As I have surveyed 130 customers and there are 10 factors so, between the 10 factors there are five variables, which are savings account customers, SSS account customers, FDR account customers, Home loan account customers and general loan account customers.

All these calculations are calculated in Microsoft excel. From the survey of open-ended interview the factors has listed. The factors are thoughts of the customers according to their relevant or relevance answer. The positive gap indicates matter of concern; the negative gap indicates the development and zero gaps syndicate the no matter of concern.

At the bellow the following table is showing number the mean value of each factor with the relevant variables: 
	Factors
	Savings
	SSS
	DPS
	Home
Loan
	Loan

	DBBL Bank provide quality service
	2.45
	2.36
	2.6
	2.36
	2.88

	DBBL Bank staff behavior is good
	4.56
	2.53
	2.6
	2.48
	2.92

	Trouble in open an account
	3.45
	2.67
	4.6
	4.04
	3.40

	Detailed Information on customer quarry
	3.225
	2.3
	2.7
	2.68
	3.00

	Bank’s staff behavior is good
	2.55
	3.07
	2.7
	2.72
	3.04

	DBBL Bank credit card/debit card service is good
	3.625
	3.7
	3.7
	3.44
	3.40

	DBBL Bank has proper ATM service
	4
	3.47
	3.3
	2.84
	3.88

	DBBL bank provide message after every transaction
	2.65
	3.37
	3.5
	2.84
	3.20

	DBBL banking provide accurate and timely service
	3.025
	3.07
	2.6
	2.92
	3.32

	I will not switch this bank if this change is made
	3.275
	2.63
	3.1
	3.4
	3.12


[bookmark: _Toc6659835]Table: 5.1.1 Factor’s mean in term of DBBL customer’s response


At the bellow the following chart will demonstrate each factor between the two variables (Savings and SSS):  

[bookmark: _Toc6659836]Chart 5.1.2: Savings Vs. SSS

Findings:
The above table is showing the relation difference between two variables according to the each factor. In the above chart factor third factor is showing that according to the Special savings Scheme service taking customers are satisfied with DBBL Bank ATM service and according to the savings account holders DBBL bank staff behavior is good and they are very satisfied with it. According to the SSS service taking customers service time should change and according to the savings account holder’s office infrastructure should change.
The bellow chart is showing the different between DPS and SSS according to the each factor:

[bookmark: _Toc6659837]Chart 5.1.3: DPS Vs. SSS

The above table is showing the relation difference between two variables according to the each factor. In the above chart factor seventh factor is showing that according to the DPS service-taking customers don’t have any trouble to open any account and according to the SSS service-taking customers are satisfied with DBBL bank credit & debit card service and they are very satisfied with it. According to the SSS service taking customers service time should change and according to the DPS customer’s office infrastructure should change.


The bellow chart is showing the different between general loan and home loan according to the each factor: 


[bookmark: _Toc6659838]Chart 5.1.4: Home Loan Vs. General Loan

Findings:

The above table is showing the relation difference between two variables according to the each factor. In the above chart factor seventh factor is showing that according to the general loan taking customers don’t have any trouble to open any account & they are highly satisfied with it and according to the home loan taking customers are satisfied with DBBL bank ATM service and they are very satisfied with it. According to the home loan customers and general loan-taking customers DBBL bank of Dhanmondi branch should give proper service time to their customers.

The bellow chart is showing the different between DPS service taking customers and home loan taking customers according to the each factor:


[bookmark: _Toc6659839]Chart 5.1.5: Home Loan vs. DPS

Findings:
The above table is showing the relation difference between two variables according to the each factor. In the above chart factor seventh factor is showing that according to the DPS customers don’t have any trouble to open any account & they are highly satisfied with it and according to the home loan-taking customers are satisfied with DBBL bank ATM service and they are very satisfied with it. According to the home loan customers and general loan-taking customers DBBL bank of Dhanmondi branch should give proper service time to their customers.

The bellow chart is showing the different between variables according to the each factor:


[bookmark: _Toc6659840]Chart 5.1.6: Difference between factors mean

Findings: The above table is showing the chart of mean value of all variables according to the factors. The highest mean value is reached on the detailed information on customer quarry and bank staff behavior is good.

The bellow pie chart is showing the sample size according to each variable:

[bookmark: _Toc6659841]Chart 5.1.7: Sample Size in term of percentage

The following table is showing the gap between total mean value and variables mean value:
	Total
	Savings
	Gap
	SSS
	Gap
	DPS
	Gap
	Home
	Gap
	Loan
	Gap

	
	
	
	
	
	
	
	
	
	
	

	2.43
	2.130
	-0.02
	2.36
	0.07
	2.6
	-0.17
	2.36
	0.07
	2.88
	-0.45

	2.925
	4.56
	-1.635
	2.53
	0.395
	2.6
	0.325
	2.48
	0.445
	2.92
	0.005

	3.65
	3.45
	0.2
	2.67
	0.98
	4.6
	-0.95
	4.04
	-0.39
	3.4
	0.25

	3.21
	3.225
	-0.015
	2.3
	0.91
	2.7
	0.51
	2.68
	0.53
	3
	0.21

	3.041
	2.55
	0.491
	3.07
	-0.029
	2.7
	0.341
	2.72
	0.321
	3.04
	0.001

	3.77
	3.625
	0.145
	3.7
	0.07
	3.7
	0.07
	3.44
	0.33
	3.4
	0.37

	3.73
	4
	-0.27
	3.47
	0.26
	3.3
	0.43
	2.84
	0.89
	3.88
	-0.15

	3.275
	2.65
	0.625
	3.37
	-0.095
	3.5
	-0.225
	2.84
	0.435
	3.2
	0.075

	3.29
	3.025
	0.265
	3.07
	0.22
	2.6
	0.69
	2.92
	0.37
	3.32
	-0.03

	3.36
	3.275
	0.085
	2.63
	0.73
	3.1
	0.26
	3.4
	-0.04
	3.12
	0.24


[bookmark: _Toc6659842]Table 5.1.8: Gap value of service quality with the expected value

Findings: In the above the column of total value means, the expected value of all the factors. In the gap column the difference between gap value and factorial value are showed.
At the bellow all the chat will show the gap between the factor and variables:

[bookmark: _Toc6659843]Chart 5.1.9: Pie chart of gap value (Savings)
Findings: This chart is showing the mean value of savings account customer relevant answers and the gap each factor according to the variable. The chart is demonstrating the saving accounts customer mean value and gap value.


[bookmark: _Toc6659844]Chart 5.1.10: Pie chart of gap value (SSS)

Findings: This chart is showing the mean value of SSS customer relevant answers and the gap each factor according to the variable. The chart is demonstrating the SSS customer mean value and gap value.


[bookmark: _Toc6659845]Chart 5.1.11: Pie chart of Gap value (DPS/FDR)

Findings: This chart is showing the mean value of DPS/FDR customer relevant answers and the gap each factor according to the variable. The chart is demonstrating the DPS/FDR customer mean value and gap value.


[bookmark: _Toc6659846]Chart 5.1.12: Pie chart of gap value (Home loan)

Findings: This chart is showing the mean value of DPS/FDR customer relevant answers and the gap each factor according to the variable. The chart is demonstrating the DPS/FDR customer mean value and gap value.


[bookmark: _Toc6659847]Chart 5.1.13: Pie chart of sales

Findings: This chart is showing the mean value of loan customer relevant answers and the gap each factor according to the variable. The chart is demonstrating the DPS/FDR customer mean value and gap value.











Chapter 6:
Recommendation and Conclusion













[bookmark: _Toc6659848]6.1 Recommendation:

Now days banking sector is so much competitive and all banks are running to prove that, their banking service is the best service in this competitive market. At the bellow all the recommendations are provided for the DBBL Dhanmondi branch only:

· The bank should start for a short-term scheme for servicing the poor customers.
· Many customers provide their opinion about DBBL of Dhanmondi branch infrastructure so they should make the bank decoration attractive.
· DBBL can provide various billboards in the bank and it must be present in the impressive way. Normally most of the customers of Dhanmondi branch are not educated properly so that they cannot understand the foreign language and it should be more colorful.
· As I worked in DBBL Dhanmondi brunch so their bank environment is not so much good and they can manage more employees to provide fast service. 
· DBBL of Dhanmondi brunch needs an information desk officer to understand the people about their product and procedures. Most of the customer cannot understand about the product and its service system.
· Most of the customers give complain about DBBL service time and DBBL has +shortage of employees so that cannot provide right time service delivery to their customers.
· As DBBL provide token system to their customers but it seems that most of the customers waiting time is more so DBBL should train their employees to provide efficient time management system to the employees









[bookmark: _Toc6659849]Conclusion:

Dutch Bangla Bank Limited (DBBL) is serving the market with almost full range of services. It has much brunch in our country, but it should also be noted that all the branches cannot provide adequate service according to customer satisfaction, no bank could make as good standing without providing quality service. Some branch is following a certain traditional marketing strategy and it is doing well. This marketing strategy should be customer oriented which can make a positive impact on its profit trend. But with this modern tradition, the bank should change its strategy with this diversifying world. If it improves its marketing strategy, then it can attract more customers so that bank earn more profit and make well impact on banking industry.









Appendix Part



[bookmark: _Toc6659850]Reference:
· https://www.dutchbanglabank.com/

· https://www.dutchbanglabank.com/social/social-cause.html


· https://app.dutchbanglabank.com/DBBLWeb/DbblManagement


· https://www.dutchbanglabank.com/investor-relations/financial-statements.html






[bookmark: _Toc6659851]Questioner: Measuring Service Quality of DBBL Bank: Dhanmondi Branch:

(Please answer the bellows question in the scale. The lists below are some of the characteristics that refer the National Credit & Commercial Bank Limited product characteristics. Using scale from 1 to 5, with 1 being strongly agree and 5 being strongly disagree)
To describe your opinion according to the question and extend agree to disagree that will refer National Credit and Commercial has: (Put a circle on your answer)

	1.
	DBBL provide quality service
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	2.
	DBBL staff behavior is good
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	3.
	Trouble in open an account
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	4.
	Detailed Information on customer quarry
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	5.
	Bank’s staff behavior is good
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	6.
	DBBL credit card/debit card service is good
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	7.
	DBBL has proper ATM service
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	8.
	DBBL provide message after every transaction
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	9.
	DBBL provide accurate and timely service
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	Customer Loyalty

	10.
	I will not switch this bank if this change is made
	Strongly agree………….. Strongly disagree
1             2                 3               4                5


	
(1= Service Quality; 2= Service cost 3= Service time; 4= the office infrastructure 5= the employees)

The question no 10 are referring that, what change is needed according to you for not switching this bank to another bank.




Savings	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.4499999999999997	4.5599999999999996	3.4499999999999997	3.2250000000000001	2.5499999999999998	3.625	4	2.65	3.0249999999999999	3.2749999999999999	SSS	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.36	2.5299999999999998	2.67	2.2999999999999998	3.07	3.7	3.4699999999999998	3.3699999999999997	3.07	2.63	SSS:	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.36	2.5299999999999998	2.67	2.2999999999999998	3.07	3.7	3.4699999999999998	3.3699999999999997	3.07	2.63	DPS:	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.6	2.6	4.5999999999999996	2.7	2.7	3.7	3.3	3.5	2.6	3.1	General loan	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.36	2.48	4.04	2.68	2.72	3.44	2.84	2.84	2.92	3.4	Home Loan	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.88	2.92	3.4	3	3.04	3.4	3.88	3.2	3.32	3.12	DPS	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.6	2.6	4.5999999999999996	2.7	2.7	3.7	3.3	3.5	2.6	3.1	Home loan	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	2.36	2.48	4.04	2.68	2.72	3.44	2.84	2.84	2.92	3.4	#REF!	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	0	2.4499999999999997	4.5599999999999996	3.4499999999999997	3.2250000000000001	2.5499999999999998	3.625	4	2.65	3.0249999999999999	3.2749999999999999	#REF!	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	0	2.36	2.5299999999999998	2.67	2.2999999999999998	3.07	3.7	3.4699999999999998	3.3699999999999997	3.07	2.63	#REF!	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	0	2.6	2.6	4.5999999999999996	2.7	2.7	3.7	3.3	3.5	2.6	3.1	#REF!	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	0	2.36	2.48	4.04	2.68	2.72	3.44	2.84	2.84	2.92	3.4	#REF!	DBBL provide quality service	DBBL staff behavior is good	Trouble in open an account	Detailed Information on customer quarry	Bank’s staff behavior is good	DBBL credit card/debit card service is good	DBBL has proper ATM service	DBBL provide message after every transaction	DBBL provide accurate and timely service	I will not switch this bank if this change is made	0	2.88	2.92	3.4	3	3.04	3.4	3.88	3.2	3.32	3.12	sample size	Savings	SSS	DPS/FDR	Home loan	Loan	40	25	30	10	25	Gap	2.4499999999999997	4.5599999999999996	3.4499999999999997	3.2250000000000001	2.5499999999999998	3.625	4	2.65	3.0249999999999999	3.2749999999999999	-2.0000000000000011E-2	-1.635	0.2	-1.5000000000000022E-2	0.49100000000000038	0.14500000000000021	-0.27	0.62500000000000122	0.26500000000000001	8.5000000000000048E-2	Gap	2.36	2.5299999999999998	2.67	2.2999999999999998	3.07	3.7	3.4699999999999998	3.3699999999999997	3.07	2.63	7.0000000000000021E-2	0.39500000000000074	0.98	0.91	-2.9000000000000012E-2	7.0000000000000021E-2	0.26	-9.5000000000000043E-2	0.22	0.73000000000000065	FDR/DPS	2.6	2.6	4.5999999999999996	2.7	2.7	3.7	3.3	3.5	2.6	3.1	-0.17	0.32500000000000062	-0.95000000000000062	0.51	0.34100000000000008	7.0000000000000021E-2	0.43000000000000038	-0.22500000000000001	0.69000000000000061	0.26	Sales	2.36	2.48	4.04	2.68	2.72	3.44	2.84	2.84	2.92	3.4	7.0000000000000021E-2	0.44500000000000001	-0.39000000000000062	0.53	0.32100000000000062	0.33000000000000074	0.89	0.43500000000000055	0.37000000000000038	-4.0000000000000022E-2	Sales	2.88	2.92	3.4	3	3.04	3.4	3.88	3.2	3.32	3.12	-0.45	5.0000000000000088E-3	0.25	0.21000000000000021	1.0000000000000024E-3	0.37000000000000038	-0.15000000000000024	7.5000000000000011E-2	-3.0000000000000002E-2	0.24000000000000021	
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