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[bookmark: _Toc530000703]EXECUTIVE SUMMARY

The key purpose of the report has been to generate a practical understanding of the human resource practices of City Bank LTD. Human Resource department are the core part of each and every company to get a competitive man power and advantage from the competitors. There are many functions are followed globally to manage their employees. This report is about a little brief about Human Resource management functions are followed by CBL and how their functional process is improve their efficiency in the market and what are the procedure follow to recruit the right talent.  This report has been divided into five different chapters which I have learned. Chapter one is based on the introduction which includes topics like introduction which include importance of banking in Bangladesh, banking industry of Bangladesh, origin of the report, statement of the problem, objectives of the report, scope of the report, methodology and limitation of the study also literature review. Chapter two states a brief background of the banking industry all bout City Bank limited. It also includes the overall banking activities, and operational processes such as background of the company, mission, vision with core values and objectives, swot analysis and departments and the product and service description also portrait in this chapter two. Chapter three is all about the human resources practices of City Bank Limited. This chapter includes full description of over all human resource management and its objectives. In this chapter I tried to focus on overall HRM practices of the City bank limited and HR departmental activities. Chapter four portraits the analysis of the questionnaire and interpretation of each result which I have surveyed on the employees of CBL. This chapter also includes the positive and negative sides of major findings and recommendations. Finally, chapter five signifies the summaries the study by giving conclusion. 
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Introduction of the report
















1.0 [bookmark: _Toc518173536]INTRODUCTION
The City Bank Limited is a full administration booked business bank. It contains mutually neighborhood and Universal Institutional investors. This is basically determined with a perspective of making openings and seeking after-market specialties not generally meet by traditional banks. The City Bank has been persuaded to give "best-in-the-class" administrations to its different collection of clients spread the nation over under an on-line managing an account. 
Today, The City Bank is one of the quickest developing banks in the nation. Keeping in mind the end goal to help the arranged development of its appropriation, system and its different business portions, The City Bank is as of now searching for great objective situated, excited, people for different business tasks. 

[bookmark: _Toc514264669][bookmark: _Toc518173537]1.1: ORIGIN OF THE REPORT

The first objective of the report is to fulfil the partial requirement of the BBA program. Secondly, to give an overview of City Bank Limited in general based. The origins of the report are:
· To analyse Human resource planning of City Bank Limited.
· To understand the various Human resource planning process, Recruitment, Training and Development of CBL.
· To make recommendation to eliminate the problems faced by City Bank Limited on it’s over all activities

[bookmark: _Toc514264670][bookmark: _Toc518173538]1.2: STATEMENT OF THE PROBLEM:

HR practice is backbone for an organization, without a good HR practice an organization could become a good company in the market. A good HR practice could bring a healthy environment in a company and the employee of the company would positively express their affection towards the company. So a good HR policy could be one of strategy for becoming top in the market. All of those were the key point of the study. While researching or following the HR policies many of the points or the steps have been looked away or may not be a concern for that respective branch. It may result an incomplete scenario of the CITY Bank HR. Apart of it the overall focus was remain concrete. 


1.3 [bookmark: _Toc518173539]OBJECTIVES OF THE REPORT

The main objective of the report is comparative analysis and to examine some data and trend some recruiting and training method that are using City Bank Limited. This report will reveal how City Bank limited focusing on recruiting & selecting fresh employee and job training. This objective comprises goals:
· To highlight organization recruiting, Selecting and training process.
· To provide Company overview  
· To understand and analyze the overall human resource activities of City Bank Limited.
· To fine out the strength and weakness involved with City Bank Limited.
· To suggest the way and means for improvement on policy and techniques.
· To gain knowledge about the human resource activities and functions of General Banking, Foreign Exchange and Investment section. 
 
[bookmark: _Toc514264672][bookmark: _Toc518173540]1.4: SCOPE OF THE STUDY:

The scope of this report is confined to Human resource practices in City Bank Limited. It should only cover how the company manages human resource management.

[bookmark: _Toc514264673][bookmark: _Toc518173541]1.5 LIMITATIONS OF THE STUDY:

There were some obstacles, which were hard to meet up with. Some limitations and problems are discussing below:
· Most of the materials are collected from the secondary sources and the validity of the data is questionable in some cases.
· Lack of my experience, knowledge and efficiency to prepare the standard report.
· Lack of proper knowledge about modern HR practices.
· Bank’s website does not contain latest year’s data and info.

[bookmark: _Toc514264674][bookmark: _Toc518173542]1.6 METHODOLOGY:

Research   is   a   systematic   method   of   finding   solutions   to   problems.   It   is essentially an investigation, a recording and an analysis of evidence for gaining knowledge.  According  to  Clifford  woody,  ―research  comprises  of  defining  and redefining   problem,   formulating   hypothesis   or   suggested   solutions,   collecting, organizing   and   evaluating   data,   reaching   conclusions,    testing   conclusions    to determine  whether  they  fit  the  formulated hypothesis. The following study illustrates the comparisons of Human Resource Management practices in CBL.

[bookmark: _Toc514264675][bookmark: _Toc518173543]1.6.1 TYPES OF RESARCH
This report was prepared based on Human Resource management practices of City Bank Limited. I have followed two kinds of methodology for the arrangement of the report. The two ways in which I have collected information. Thereby, this  study is  dealt  with  qualitative  data  while  analyzing  the  sampled  questionnaire. Interpretation of qualitative data and it is relevant in this report’s aspect.

1.6.2 DATA COLLECTION TECHNIQUE
Data   will   be   collected   through face to face interview with the key personnel of Human Resource department from CBL. Interviews helped to obtain in-depth information and helped the interviewee to share their thoughts and views in detail. A slight drawback was faced when certain executives were reluctant to disclose specific information due to their confidentiality, for which some important details were missed out.
PRIMARY SOURCES:
Direct interview though a questionnaire. The questionnaire comprises of close ended as well as open ended questions. In close ended questions dichotomous, some dimensions, checklist questions and multiple choice questions are used. I have collected this data with the help of a supervisor; talk directly with the employees of City Bank Ltd.
 
SECONDARY SOURCES:
Secondary data is the data that is copied or exported from another source which can be secondary. Secondary data was collected so as to have accurate results. Required data was collected from various books, magazines, journals and internet. I visited the institution’s website to know about organization. I have collected some basic information from the website and analyzed the information. 

[bookmark: _Toc514264676][bookmark: _Toc518173544]1.6.2 SAMPLING 
Sample plan is definite plan for obtaining a sample from a given population.
· [bookmark: _Toc514264677][bookmark: _Toc518173545]Population
 All the employees of The City Bank Limited have been considered as the population of the study.
· [bookmark: _Toc514264678][bookmark: _Toc518173546]Sampling unit
Employees who is working in organization
· [bookmark: _Toc514264679][bookmark: _Toc518173547]Sample size 
Total sample size was 10 employees.
· [bookmark: _Toc514264680][bookmark: _Toc518173548]Sample Design
The non-probability convenience sampling procedure is used in survey to collect the information and make this report accurately.


1.7 LITERATURE REVIEW

HUMAN RESOURCE MANAGEMENT
“(HRM) is the term used to describe formal systems devised for the management of people within an organization. The responsibilities of a human resource manager fall into three major areas: staffing, employee compensation and benefits, and defining/designing work. Essentially, the purpose of HRM is to maximize the productivity of an organization by optimizing the effectiveness of its employees”. (Armstrong, Michael. A Handbook of Human Resource Management Practice. Kogan Page Limited, 1999.) 
“A philosophy of people management ground on the confidence that human resources management are uniquely foremost and predominant to comfort and hearten business favourable.’’
‘’Human resource management is aimed at recruiting capable, malleable, workable and committed people and rewarding their execution, accomplishment and developing key competencies.’’

STANDARDS OF HUMAN RESOURCE MANAGEMENT  
“Business experts take note of that cutting edge human asset administration is guided by a few abrogating standards. Maybe the foremost rule is a basic acknowledgment that HR are the most vital resources of an association; a business can't be fruitful without adequately dealing with this asset. Another essential guideline, verbalized by Michael Armstrong in his book A Handbook of Human Resource Management, is that business achievement "is well on the way to be accomplished if the work force strategies and methods of the undertaking are firmly connected with, and make a noteworthy commitment to, the accomplishment of corporate destinations and key designs”. (Mathis, Robert L., and John H. Jackson. Human Resource Management. Thomson South-Western, 2005.)   



OBJECTIVES OF HRM
“The content of HRM is, without doubt, huge. Every significant movement of the worker's work life from the moment of entering an association until the moment they leave, falls under the domain of human resources management. In particular, the exercises include: HR-organization, work exam and planning, enrollment and determination, introduction and situation, preparation and improvement, performance exam and occupation assessment, employee compensation, inspiration correspondence, welfare, safety and well-being, mechanical relations” (Dessler, 2017)
PRINCIPALS OF HUMAN RESOURCE MANAGEMENT

1. Fairness: Fairness refers to conduct that is unbiased, just and honest. It may also mean treating employees consistently and the principle of fairness, enshrined in The Labor Relations Act and it is fundamental to employee relations.
2. Diversity: “Diversity recognizes that people have individual characteristics that make them distinct from others, including age, language, culture, ethnicity, skills, gender, abilities, talents and perspectives”.
3. Equity: Equity means applying the principles of justice to correct or supplement employment practices to redress disadvantages experienced by individuals in the workplace and employment equity is achieved when organizations are representative, fair, inclusive, diverse and respectful of differences.
4. Transparency: Transparency refers to policies that are clear, frank and accessible and it also refers to conduct being free from pretense or deceit.
5. Public Interest: “The public interest is served when all actions and decisions of public officials and managers are based on merit, fairness and reasonable consideration of the public's need for service, efficiency, effectiveness, representation and access to information and opportunities” (Garrick, 2002).



POSITION AND STRUCTURE OF HUMAN RESOURCE MANAGEMENT
“Human asset office duties can be subdivided into three zones: individual, authoritative and profession. Singular administration involves helping workers distinguish their qualities and shortcomings; remedy their inadequacies; and make their best commitment to the venture. These obligations are brought out through an assortment of exercises, for example, execution audits, preparing, and testing”. (Johnston, John. "Time to Rebuild Human Resources." Business Quarterly. Winter 1996.)     
 

HUMAN RESOURCE MANAGEMENT-KEY RESPONSIBILITIES  
“Human asset administration is worried about the improvement of the two people and the association in which they work. HRM, at that point, is locked in not just in securing and building up the abilities of people laborer, yet in addition in actualizing programs that improve correspondence and collaboration between those individual specialists with a specific end goal to support hierarchical advancement”.  
“The essential obligations related with human asset administration include: work investigation and staffing, association and use of work power, estimation and examination of work compel execution, usage of reward frameworks for representatives, proficient advancement of laborers, and upkeep of work drive”. (Gubman, Edward L. "The Gauntlet is down." Journal of Business Strategy. November-December 1996)  

JOB ANALYSIS: 
“Comprises of deciding regularly with the assistance of other organization zones the nature and obligations of different business positions. This can include assurance of the aptitudes and encounters important to satisfactorily perform in a position, recognizable proof of occupation and industry patterns, and expectation of future work levels and ability prerequisites. "Occupation investigation is the foundation of HRM hone since it gives legitimate data about employments that is utilized to enlist and advance individuals, build up compensation, decide preparing requirements, and settle on other critical HRM choices”, expressed Thomas S. Bateman and Carl P. Zeithaml in Management: Function and Strategy. Staffing, in the interim, is the genuine procedure of dealing with the stream of faculty into, inside (through exchanges and advancements), and out of an association. Once the enlisting some portion of the staffing procedure has been finished, choice is expert through employment postings, interviews, reference checks, testing, and different apparatuses. The procedure of employment investigation includes the investigator portraying the obligations of the occupant, at that point the nature and states of work, lastly some essential capabilities. After this, the activity investigator has finished a frame called a vocation psychograph, which shows the psychological prerequisites of the activity. The measure of a sound occupation examination is a substantial undertaking list. This rundown contains the useful or obligation zones of a position, the related errands, and the essential preparing suggestions. Topic specialists (occupants) and chiefs for the position being broke down need to approve this last rundown with a specific end goal to approve the activity examination.   
“Occupation investigation is urgent for to begin with, helping people build up their vocations, and furthermore to help associations build up their workers keeping in mind the end goal to augment ability. The results of employment investigation are enter impacts in planning getting the hang of, creating execution intercessions, and enhancing forms. The use of employment investigation methods makes the verifiable presumption that data about an occupation as it by and by exists might be utilized to create projects to enlist, select, prepare, and evaluate individuals for the activity as it will exist later on”. (Wilson, M. (2007). A background marked by work investigation. In L. Koppes, Historical points of view in mechanical and authoritative brain research. Mahwah, NJ: Lawrence Erlbaum Associates)   

ORGANIZATION, UTILIZATION & MAINTENANCE: 
An organization's work compel is another key capacity of HRM. This includes planning a hierarchical structure that makes most extreme utilization of an endeavor's HR and setting up frameworks of correspondence that assistance the association work in a brought together way. Different duties around there incorporate wellbeing and wellbeing and laborer administration relations. Human asset upkeep exercises identified with wellbeing and wellbeing as a rule involve consistence with government laws that shield representatives from dangers in the working environment. These directions are passed on from a few government offices, including the Occupational Safety and Health Administration (OSHA) and the Environmental Protection Agency (EPA), and different state offices, which actualize laws in the domains of specialist's remuneration, representative insurance, and different zones. Support undertakings identified with laborer administration relations principally involve: working with worker's parties; dealing with grievances identified with offense, for example, burglary or inappropriate behavior; and conceiving correspondence frameworks to cultivate collaboration and a common feeling of mission among representatives.  

RECRUITMENT AND SELECTION  
“Recruitment and selection process is another impotent part of human resources in Dutch-Bangla Bank Limited. Without recruitment process bank cannot hire a good amount of appropriate officers. A bank always wants capable and knowledgeable officers”.
“A selection process is also very important. Selection process should be fair and correct. Selection process is a big and vital part for any organization or a bank. For a recruitment process skill, ability, experience, knowledge, education qualification is must be needed”.
“Recruitment is a center capacity of human asset administration. It is the initial step of arrangement. Enlistment alludes to the general procedure of drawing in, short posting, choosing and selecting reasonable possibility for occupations (either perpetual or brief) inside an association. Enlistment can likewise allude to forms associated with picking people for unpaid positions, for example, wilful parts or unpaid student parts. Chiefs, human asset generalists and enrollment masters might be entrusted with completing enlistment, however now and again open segment work offices, business enrollment offices, or authority seek consultancies are utilized to attempt parts of the procedure. Web based innovations to help all parts of enlistment have progressed toward becoming widespread.” According to (Syamala Devi Bhoganadam, Dr. DasarajuSrinivasa Rao, October, 2014) “among all other HR capacities enrollment is the prime capacity where representatives are passage into the associations. It’s a difficult task to find the right people for right task. Many other researchers say recruitment should be ethical to the organization in order to sustain in the competitive market. There are many other sources for traditional recruitment is by employee referrals, transfers and promotions, walk-in and by the advertisements”.   


	                                Bank.                                   
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Performance appraisal 
“Is the practice of assessing employee job performance and providing feedback to those employees about both positive and negative aspects of their performance? Performance measurements are very important both for the organization and the individual, for they are the primary data used in determining salary increases, promotions, and, in the case of workers who perform unsatisfactorily, dismissal”. A performance appraisal (PA), also referred to as a performance review, performance evaluation, (career) development discussion, or employee appraisal is a method by which the job performance of an employee is documented and evaluated. (Aguinis, 2011) said “Performance management is a continuous process of identifying, measuring and developing performance in organizations by linking each individual’s performance and objectives to the organization’s overall mission and goals”. Managers ensure that employee’s activities and outputs are compatible with the organization’s goals and consequently, help the organization improvement a competitive business advantage. Performance management therefore creates a direct link between employee performance and organizational goals and makes the employees’ involvement to the organization explicit”.  (https://en.wikipedia.org/wiki/Performance_appraisal) 

Reward systems 
“Reward framework is ordinarily overseen by HR territories also. This part of human asset administration is critical, for it is the system by which associations furnish their laborers with rewards for past accomplishments and motivators for elite later on. It is likewise the instrument by which associations address issues inside their work compel, through foundation of disciplinary measures. Aligning the work force with company goals, stated Gubman, "requires offering workers an employment relationship that motivates them to take ownership of the business plan."(Ulrich, Dave. Delivering Results: A New Mandate for HR Professionals. Harvard Business School Press, 1998.) 

Compensation management 
“Compensation Management is the demonstration of disseminating some sort of financial incentive to a representative for their work by methods for the organization's strategy or strategies. In essential terms, it is paying a representative in view of the chose pay and arrangement for assistance for the position. The objective of remuneration administration is to discover quality individuals who perform quality work and after that repay them so as to hold them and diminish turnover rates. Some extraordinary sorts of pay incorporate compensation, additional time pay, commission, rewards, and support agreement that may incorporate wellbeing and dental protection, get-away time, and retirement savings. Human Resource Management has assumes noteworthy part in every single association. Today employees are considered companies assets so that they need to more efficient and effectively managed. To motivate employee’s salary and benefits is considered as one of the important factor. According to (Nazir, 2010) “employees are not willing to work only for cash, they expect extra. This extra is known as employee benefits. It’s also a part of a salary, people are easily get become monotonous to their work so they need to motivate and it an important task to HR officials to take care of them. So, salary will not only thing they want for their motivation so anything which is equal to cash is more workable for the employees as their motivation”.  

Change management  
(At times condensed as CM) is an aggregate term for all ways to deal with getting ready and supporting people, groups, and associations in rolling out hierarchical improvement. “;It incorporates techniques that divert or reclassify the utilization of assets, business process, spending portions, or different methods of activity that altogether change an organization or association. Authoritative change administration (OCM) considers the full association and what necessities to change, while change administration might be utilized exclusively to allude to how individuals and groups are influenced by such hierarchical progress. It manages a wide range of orders, from behavioral and sociologies to data innovation and business arrangements. In a venture administration setting, the expression "change administration" might be utilized as other option to change control forms wherein changes to the extent of a task are formally presented and affirmed”. 

Employee development and training  
“Training and development is another indispensable obligation of HR faculty. HR is in charge of looking into an association's preparation needs, and for starting and assessing worker advancement programs intended to address those necessities. These preparation projects can run from introduction programs, which are intended to adjust new contracts to the organization, to goal-oriented training programs expected to acquaint laborers with another product framework”.  
"After getting the right talent into the organization," wrote Gubman, "the second traditional challenge to human resources is to align the workforce with the business-; to constantly build the capacity of the workforce to execute the business plan." This is done through execution evaluations, preparing, and different exercises. In the domain of execution examination, HRM experts must devise uniform evaluation norms, create survey strategies, and prepare directors to regulate the examinations, and after that assess and follow up on the adequacy of execution audits. They should likewise tie the evaluation procedure into remuneration and motivator systems, and work to guarantee that government controls are watched.  
“Duties related with preparing and advancement exercises, in the meantime, incorporate the assurance, outline, execution, and investigation of instructive projects. The HRM expert ought to know about the essentials of learning and inspiration, and should painstakingly outline and screen preparing and improvement programs that advantage the general association and the person”. 
The importance of this aspect of a business's operation can hardly be overstated. As Roberts, Seldon, and Roberts indicated in Human Resources Management, "The quality of employees and their development through training and education are major factors in determining long-term profitability of a small business'¦. Research has shown specific benefits that a small business receives from training and developing its workers, including: increased productivity; reduced employee turnover; increased efficiency resulting in financial gains; and decreased need for supervision."(U.S. Small Business Administration. Roberts, Gary, Gary Seldon, and Carlotta Roberts. "Human Resources Management." N .d.)
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Chapter- 02
[bookmark: _Toc514264683]Overview of the city bank limited













[bookmark: _Toc512853360][bookmark: _Toc514264684][bookmark: _Toc518173551]
2.0 BACKGROUND OF THE COMPANY
The City Bank Limited is one of the latest generations of commercial banks, which started its journey on the 4th of July 2001 with a vision to be the absolute market leader and it is a commercial bank scheduled bank extending full range of banking facilities as per the directives of Bangladesh bank and is the only providing 100% integrated local online banking also it intends to set standards as the absolute market leader by providing efficient also friendly and modern fully automated on line service on a profitable basis in surviving in the large arena through its unique and competitive products and the bank is mainly owned by privatize bank in Bangladesh as well “The City Bank ltd. has positioned itself as a new generation Bank with a focus to meet diverse financial need a growing and developing economy”. The bank has embarked with a stated policy to promote broad based participation in the economy all the way through the provision of high quality banking service based on latest information technology and they will ensure this by increasing access to economic opportunities for all individuals and businesses in Bangladesh with a special focus on currently under served enterprises and households across the rural urban spectrum. We believe that growing the ability of underserved individuals and enterprises to build their asset base and access market opportunities will increase the economic wellbeing for all Bangladesh also to keep in tied with its sponsor the City goals and the bank trying to provide mass financing especially to focus on under-served enterprises across the urban area where the bank focused on relationship based Banking as it believes that the pursuit of profit and developmental goals are mutually reinforcing where this focus makes the bank to emphasize more on to explore and access market opportunities besides build asset base to its clients conforming significant contribution to the profitability of the Bank as well.

[bookmark: _Toc509692260][bookmark: _Toc512853361][bookmark: _Toc514264685][bookmark: _Toc518173552]2.1 COMPANY OVERVIEW

Until the beginning of the eighties, the banking business in Bangladesh was only restricted to the nationalized sector in addition to two or three foreign banks. It is only in 1983 that the Government changed its policy on the banking sector paving the way for setting up new banks with private sector. In fact, “1983 saw the emergence of a bevy of local banks with private entrepreneurship of which The City Bank limited stands out prominently. It came on stream on the 27th March 1983. The City Bank Limited is the first private sector Bank in Bangladesh and the Bank has been operating since 1983 with an authorized capital of more than TK. 1.75 Billion under the entrepreneurship of twelve prominent and leading businessman of the country. “The noble intention behind starting this Bank was to bring about qualitative changes in the sphere of Banking and Financial management. Today The City Bank Limited serves its customers at home with 120 branches spread over the country and about three hundred oversea correspondences covering all the major cities and business centers of the world. The services encompass wide diversified areas of trade, commerce and industry which tailored to the specific needs of the customers and are distinguished by an exceptional level of prompt and personal attention. Over the year the Bank has expanded the spectrums of Its Services. The extensive and ever growing domestic network provides and carries various product and service to the doorsteps of millions. The City Bank Limited has already introduced some new Banking Products like duel currency Credit Cards, ATM and Online services which has created attraction among the clients. The Bank has introduced real time Internet, SMS and Phone Banking systems with all modern delivery channels at an early date. For significant performance, the bank has earned national and international recognition”.

The City Bank Limited was one of the twelve banks of Bangladesh among the five hundred banks in Asia for its asset, deposit and profit as evaluated by “Asia Week” in the year of 2000.
 
Other the other hand, The City Bank Limited received the “Top Ten Company” award from The Prime Minister of the People’s Republic of Bangladesh. We have a distinguished Board of Directors which consists of thirteen successful and reputed businessmen. Mr. Aziz Al-Kaiser, atop leading businessman, industrialist, pioneer personality and entrepreneur of private sector bank of Bangladesh, is the Chairman of the Bank. Mr. Kazi Mohmood Sattar a dynamic, nationally and internationally reputed banker is the Managing Director and CEO of the Bank. The City Bank Limited recently won The Asian Banker “The Strongest Bank in Bangladesh- 2010” Award.

The birth of The City Bank Limited as back as 1983 created a sensation on the financial sector and raised new hopes among the banking population within few years of its launching the bank made tremendous impact in the economy and showed immense potentialities. Success after success was streaming. The bank was adorned with prestigious honors like one of the top ten companies, large tax payer, one of the top five hundred banks in Asia. From 1984 through 1992the bank earned profits consistently and the performance was remarkable. The bank, however, ran into rough waters from 1993 due to multiple events like business slump, default culture, rigorous provisioning etc. The City Bank Limited has so far been highly successful in keeping its clients satisfied with its high quality service, while counting its expansion to reach more people around the country. The City Bank Limited conducts all types of commercial banking activities and it is involved in most of the areas of commercial banking operations. Trade finance, term finance, working capital finance and corporate finance is comprised by the core business of bank. Lead arrange acted the City Bank Limited in raising term loan for a number of projects under syndicated finance and also participated in some cases under such financing arrangement. The bank is also providing personal credit, services related to local and foreign remittances and several other products. The City Bank Limited’s program under “Poverty Alleviation Scheme” delivered through rural branches in the form of micro credit is playing an important role towards socioeconomic development of the poor people in the rural areas. When economic policy environment of country is balanced then the City Bank Limited entered the market at a time for higher levels of business activities and growth. “The prevailing macroeconomic management and the government’s determination to carry on reforms in the banking sector provide a supporting and encouraging environment.”

[bookmark: _Toc514264686][bookmark: _Toc518173553]2.2 MISSION, VISION AND CORE VALUES OF CBL
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Mission:
· To contribute to the financial improvement.
· To accomplish largest amount of consumer loyalty through augmentation of administrations by committed a motivated group of experts.
· To keep up continuous development of share market guaranteeing Quality.
· To expand bank's benefits by guaranteeing its steady development.
· To assure contributing administration framework and strengthening of Human Resources.
[bookmark: _Toc509692264][bookmark: _Toc512853365][bookmark: _Toc514264688][bookmark: _Toc518173555]Vision:
To be the leading bank in the country with best practices and highest social commitment.

Values:
· Result Driven
· Accountable & Transparent
· Courageous & Respectful
· Engaged & Inspired
· Focused on Customer Delight
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The major objective of The CBL is to “generate a solid financial base, to acquire a decent benefit and pay an attractive profit to respectable Shareholders, to accomplish the goals, the bank works for enhancing the nature of bank's advantages by distinguishing potential great borrowers. What's more, influence the customers to open a record in the bank through their mind and knowledge and also is to keep up the notoriety through their client administrations arranged offices. To accomplish this coveted objective, it has the aim to the quest for magnificence in the atmosphere of persistent change. Since it trusts the line of greatness is ceaseless, it additionally trusts that its vital plans and business will its quality in a focused domain. Its proverb is to give each and every client administration accessible in the present managing an account strategy for their customers” (Mission, Vision statement, CBL, 2012).




Financial performance table 
Materials                                               2008-09                                         2009-10 
Net loans outstanding                             178.10                                          274.30 
Total deposits                                          200.20                                          319.70 
Return of average assets                           1.4%                                            1.5% 
No. of borrowers                                     21,723                                          40,799 
No. of branch                                            310                                                381 
No. of employees                                     1213                                              3047
The City Bank ltd. received National Award as the Highest VAT payer for the financial year     
“In 2008-2009, The City Bank Limited has recently received the prestigious award for being the highest VAT paying organization in national level in service industry. The City Bank ltd received ICAB National Award .The City Bank Limited has been awarded ICAB National Award from Institute of Chartered Accountants of Bangladesh (ICAB) for one of the Best Published Accounts & Reports 2009recently”
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The board of directors is the top management and policy making comity of The City Bank Limited. Presently the board consists of a chairman and four directors as well as it is to be noted that the managing director, is also a member of the board. “The directors are appointed from amongst those who have had experiences and shown capacity in the field of finance and banking, trade, commerce, industry etc. The chief operations officer executes all the activities under the directions of the board. The officer and the other line and staff personnel are appointed by the bank’s own recruitment committee of Human resource Division”.

2.4.1 EMPLOYEE OF CITY BANK LIMITED
1. Deputy Managing Director (DMD) 
2. Executive Vice President (EVP) 
3. Senior Vice President (SVP) 
4. Vice President (VP) 
5. Senior Assistant Vice President (SAVP) 
6. First Assistant Vice President 
7. Assistant Vice President 
8. Senior Principal Officer (SPO) 
9. Principal Officer (PO) 
10. Senior Officer (SO) 
11. Management Trainee Officer (Direct Recruit) 
12. Officer Grade II 
13. Officer Grade I

2.4.2 MANAGEMENT TEAM
Management team of THE CITY Bank includes the following positions and each position contains one member. 
· Managing Director& CEO Deputy Managing Director 
· Chief Information Officer 
· Head of Credit 
· Company Secretary & Head of Regulatory & Internal Control 
· Head of Probashi Banking 
· Head of Human Resource Management 
· Head of Treasury & Financial Institution 
· Head of Marketing & Corporate Affairs Head of Corporate Banking 
· Head of Impaired Asset Management 
· Head of Enterprise Risk Management 
· Chief Financial Officer 
· Head of Technology 
· Head of Retail Banking

2.4.3 BRANCHES OF CITY BANK LTD.
CBL is one of the fastest growing banks in Bangladesh. Now Finacle 87 branches are operating all over Bangladesh.
Finacle Branches          : 87  
Islamic Branch             : 01 
SME Service Center    : 10
SME Branch                 : 30
ATMs                            : 83

The network of CBL engages itself for providing best quality banking service in retail, commercial, corporate and Islamic banking segments and the country’s top enterprises, multinational as well as local corporations and financial institutions are served by CBL with a total asset of BDT 48,755 million  therefore it is among the top performing local banks in Bangladesh.




2.5 TYPES OF BANKING



2.5.1. SME Banking 
The City Bank is the market leader in giving loans to small and medium entrepreneurs. They have been doing it for the last five years. SME Banking includes:
· SME Network Coverage
· SME products

2.5.2: Retail banking
Retail banking includes in following things:
· Car loan, 
· Deposit products and 
· Cards.

 2.5.3: Loan Products
· Doctors’ loan, 
· salary loan and secured loan, 
· NOW loan, 
· high Flyer loan
· Top Up loan
· Car loan, teachers’ loan, study loan, travel loan, credit card loan etc.

2.5.4: Deposit products
· Fixed deposit, and interest first, 
· Salary account, current account and saving account.

2.5.5: Cards:
· American Express Card
· Nexus Pro
· City Credit Card
· City Manarah card
· Platinum city debit card
· City max card
 
2.5.6 ATM/ Debit Card:
· ATM Debit Card
· ATM Locations
· POS Outlet
· Lost card/ card replacement
2.5.7: Corporate Banking:
· Corporate loan products
· Trade Finance
· Corporate cash management
2.5.8 Islamic Banking
The City Bank Ltd. is operating now Islamic banking through some branches in the city. Their preceding years profit is well and the top management always follows up rules and regulations of the Islamic banking and Bangladesh Bank.

2.5.8: Advantage of employees / employer:
 For employee:
· 24hour banking
· Extended banking hours
· Online banking
· Payday overdraft
· Salary loan
For employer:
· Salary upload
· Multi location salary
· Affordability
· Privacy
· Professionalism

2.5.9 CBL’S SME-S banking is engaged of servicing for the following facilities 
1. City Muldhan- Trading Purpose 
“SME business in Bangladesh mostly requires active financial / banking support for their business to grow. To cater various such needs of different trade related business, from July, 08 The City Bank was going introduce a complete tailor made package which surely will meet your specific financial needs and services.”

2. City Munafa- 50% FDR backed 
“There are around 106,000 Small and Medium Enterprises in Bangladesh according to a market survey. Based on the estimate, there is a total funding requirements of BDT 200 Billion. A lot of banks are financing for their working capital, fixed asset purchase and other business purposes through complicated or less friendly credit analysis methods by taking land or building as primary collateral. City Bank, as specified in its Small and Medium Enterprise financing policy, would like to offer simply structured, process based, yet risk mitigating banking product to the SMEs. CBL MUNAFA has been designed based on the above objectives to achieve and it is a terminating loan facility (EMI based) for working capital, fixed asset purchase, or any other business purpose.”

3. City Shulov- Manufacturing Purpose  
“A unique product to facilitate concerns engaged in manufacturing business. The product will facilitate to meet up diversified needs to different manufacturing concerns.”

4. City Sheba- Service Purpose 
“To facilitate different concerns engaged in service related industry, The City Bank is going to introduce a customized product naming City Bank Sheba. The product will positively satisfy different business related needs of the clients involved in different service sectors”.

2.6 DEPARTMENTS OF CITY BANK LIMITED

The City Bank Limited has 26 departments in three different criteria. The Departments are-
 
1. Business           
2. Support            
3. Operations

2.6.1 GENERAL BANKING (GB) DEPARTMENT
As per the law and practice, the investor client connection emerges just from the contact between the two. Furthermore, opening a record is the agreements that build up the connection between a broker and a client. So this area pays an indispensable part in pulling in client and consequently ought to be taken care of with additional care. Some of the day-to-day activities of this department are given below:
· Account opening is one of activity.
· Issuance of cheque is another activity.
· Under activity receiving cheques for clearing, transport and dispatch.
· “Issuance of TT (Telegraphic Transfer), PO (Pay Order), DD (Demand Draft)”, etc.
· Opening and maintaining FDR and other scheme deposits is another thing
· Fund transfer from one to another account.
· Closing and transfer of accounts is happened in this department.
· Maintaining the lockers of the bank.
· Outward clearing of IBC and OBC.
· Maintaining on-line voucher.

Activation Process of Dormant Account
For dormant account reactivation at first account holder needs to come to the mother branch and then has to fill up a form which bank give. Customer service officer give the form to the account holder needs to sign and fill up the form and submit it to his. Customer service officer will verify the signature from finacle and sent the request to the head office through centralized system to reactivate the account. Then it takes 2 to 3 days for reactivate the account and then account holder can transact with this account and to active dormant accounts charges are applicable.

Nominee, Signature or Address Change of an Existing Account 
There are several things in account like nominee change, signature change, and address change etc. work regarding existing account. Nominee is the person who is the authorize person in behalf of the account holder and basically after the death or any such cases nominee will have the right to take any kind of decision regarding that account. If customer want to change the nominee customer needs to come to the mother branch of the account and then fill up a form named nominee change form. When customer want to change nominee then in the nominee form, account holder come with one copy of nominee photograph  and he has to sign the form that he or she wants to change. After that officer will verify the information with sing files need to submit to the responsible officer. This whole process takes 2 to 3 days to finish. “For changing signature, account holder has to fill up the signature change form and then needs to submit to the customer service department and customer service officer verify the signature and the information with photograph change, in some cases account holder needs to provide a photograph of his or her own if the previous photograph is not match with the present photograph”. This whole process also takes 2 to 3 days for processing.

2.6.2 CASH DEPARTMENT
This department is responsible for cash payment and receipt and the employees in this department are also liable for computer posting, passing cheques, PC Bank Management and accuracy of posting, balancing on-line accounts, etc. Cash is the most fluid resource and it ought to be bargain painstakingly. So this division is extremely given with escalated mind. This office begins the day with trade out vault. All money receipts and installments are made through this division. Money officer starts their exchange with taking cash from the vault, known as the opening money adjust. Vault is kept in an extremely secured room. Keys of the room are monitored money officer and Branch Operation Manager. The measure of opening money adjust is gone into enroll. After entire days' exchange overflow of the cash stays in the money counter is returned in the vault and known as the end adjust. Cash is gotten and paid in this segment.

1. Cash Receipt: Depositors deposit money in their account through this segment by deposit slip. This segment likewise gets money from client for opening pay arrange, bank draft wire exchange and so forth this banks all money receipts are taken by this division.

2. Cash Payment: This segment acknowledges the cheque from the contributors for installment in real money. Subsequent to getting cheque first the check is examined whether it is a substantial one. Money officer judges the sum both in figure and word date of the check and mark and so on then at long last approved officer contrasts the mark on the cheque and the example mark, and check whether the adjust in the record is adequate 

2.6.3. REMITENCE
Clients of a bank need to exchange his store or cash to anyplace inside the nation they can do it through the settlement area of the bank settlement segment of general keeping money manages just nearby settlements. Amid my temporary position I have spectator in my branch manages three kinds of nearby settlements.


2.7 FOREIGN EXCHANGE OF CITY BANK LIMITED

Foreign Exchange, like Foreign Trade is a part of economic activities of a country and the term foreign Exchange is defined as “the system or the process of converting one national currency into another and of transferring money from one country to another”. Foreign Exchange as Foreign Currency, which includes deposits, credits, and balances payable in Foreign Currency as well as Drafts, Traveller’s Cheques, Letter of Credit, Bill of Exchange drawn in local currency but payable in Foreign Currency. The mainsprings of foreign exchange dealings are the international trade and movement of money and capital. In the modem day, in dealing with foreign trade where the banking service especially foreign department is performing a demanding role, which are as follows below: 
 I) Import 
2) Export 
3) Foreign Remittance  

At Principal Brunch of CBL, foreign Exchange department has divided into 3 distinct sections. These are  
i) Import Section,  
ii) Export Section and  
iii) Foreign Remittance Section. 

For function of foreign exchange department some national and international laws are regulated. Among these, “Foreign Exchange Act, 1947 is for dealing in foreign exchange business and Import and Export control Act, 1950 is for Documentary Credits (UC’PDC-1993 revision & International chamber of terms and conditions between exporter and importer law for settlement of terms and condition between exporter and importer in international factors for import and export operation for banks)”. The main product of Import section is LC (Letter of Credit) operation to import goods in the country.

2.7.1. Import Department: 
Import section helps business and other people to import goods. Buyers and sellers are unknown to each other in international environment that’s why sellers always seek guarantee for the payment for his goods exported and during this time bank gives export guarantee that it will pay for the goods on behalf of the buyer and this guarantee is called letter of Credit. Thus the banker gives the contact between importer and exporter by its “Letter of Credit” 

· Import (LC): “A letter of credit is a letter by a bank (known as the opening or the issuing bank) at the instance of its customer (known as the opener) addressed to a person or a company (beneficiary) undertaking that the bills drawn by the beneficiary will be duly honoured by it (opening bank) provided certain conditions mentioned in the letter have complied with. When a buyer goes to import some goods from a foreign buyer, he requests his bank make payments to the exporter of goods. And the bank recovers the amount from the importer”. 
 
· Registration with CCI & E: “For engaging in international trade, every trader must be first registered with the Chief Controller of Import and Export. Trade can take license only for import or only for export or both. For getting license, trader has to pay some specified fees to the CCI & E. The license is called IRCIERC – (import-export registration Certificate). For opening LC with bank, this IRC must be showed to the bank”.  

· Determination terms of Credit: “The term of the letter of credit is depending upon the contract between the importer and exporter. The terms of the credit specify the amount of credit, name and address of the beneficiary and opener, tenor of the bill of exchange, period and mode of shipment and of destination, nature of credit, expiry date, name and number of sets of shipping documents etc”.

Application by Importer to the Banker to Open Letter Of Credit:  
For opening LC, the importer is required to fill up a prescribed application form provided by the banker and this prescribed application form includes details of import information including terms of credit which is evidence of agreement between the importer and the banker. Document required with LC application Form: 
· Pro-forma invoice / Indent Invoice and Liability Sheet 
· Demand Promissory Note 
· Authority to debit account 
· A filled up amendment request form 
· A declaration of importer that his application has no illegal matter. 
· IMP form and Insurance cover note, etc. 
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            Figure: Organogram of the City Bank Limited (The City Bank Limited, 2012)
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2.8.1 DIFFERENT TYPES OF ACCOUNT OR PRODUCT
New banking products are established which created attraction and desirable among the clients by the City Bank Limited (CBL) some like duel currency Credit Cards, ATM and Online services. Real time Internet, SMS and Phone Banking systems with all modem delivery channels are introduced by this bank at an early date. Principal Branch has the following types of accounts: 
1. Saving Account 
2. Current Account 
3. Short Term Deposit (STD) Account 
4. Fixed Deposit Receipt (FDR) Account
5. Deposit Scheme Account   

2.8.1 DIFFERENT SERVICE PROVIDE BY CBL
The services surround wide different areas of trade, commerce & industry that tailored to the specific needs of the customers and are characterized by an exceptional level of immediate and personal attention. Over the years The City Bank Limited has expanded the spectrums of its services with the extensive and ever growing domestic network. It provides and carries various services to the doorsteps of mill ions. Other than this, Customers are deal by various services and it is General Banking. These are following things described below: 
1. Demand Draft (DO), 
2. Pay Order (PO) 
3. Clearing & Bills Section 
4. Safe Deposit Locker 
5. Utility Services 
6. Online Banking  
Demand Draft (DD): Demand Draft or DO is an instrument which containing an order by the issuing branch upon another branch known as drawer branch to his or her order on demand or pay a certain sum of money to the payee and from one place to another with minimum risk this is the easiest process to convey a great amount of money 

Pay Order (PO): Payment Order or PO imparts payee the right to demand payment from the issuing branch and in other words it is taking on responsibilities by the bank to pay a particular sum of money to the payee or to order on demand and following procedure is maintained for the issuance of PO: 
· With PO form customer is supplied. 
· Customers pays the money after filling the form in cash or by cheque. 
· There are a specific block where Customer service officer issues. This block has three parts, one for bank and other two for the customer and ‘A/C Payee’ crossing is sealed on all Pay Orders issued by the bank. 
· The officer then writes down the number of the PO block on the PO form. 
· Two authorized officers sign the block. 
· At the end customer is provided with the two parts of the block after signing on the back of the Bank’s part.

Clearing & Bills Section: Principal Branch of CBL receives diversified types of instruments, like cheque, Pay Order, Demand Draft etc from its customers for collection and it also pays on behalf of its customers for those instruments that come to it through clearinghouse. Through clearing house when instruments of CBL are sent for collection or received for payment it is called Inter Bank Clearance or IBC.

Safe Deposit Locker: Only Savings / Current account holder of CBL can apply for a locker and three types of locker available in principal Branch and These are: (I) Large (2) Medium (3) Small.


2.8.2 MISCELLANEOUS SERVICES PROVIDE BY THIS DEPARTMENT: 

Student File Open: Students who are wishful to study abroad can open file in City Bank Ltd. They confirm the remittance of funds by opening this student file for studying in abroad. In addition, CBL sends financial information to the diplomatic office which is very helpful for student to get visa.

Foreign Transfer: City Bank Limited issues Demand Draft in favor of purchaser or any other according to instruction of purchaser of Demand Draft holds its NOSTRO Account, after that the payee can collect it for the drawee bank in which the Issuing bank . CBL also makes payment on DO drawn on CBL by its foreign correspondence bank through the VOSTRO Account. In the process of remittance, City Bank Limited must have to make profit as a business institution besides bank makes profit in two ways such as: I. Commission charge and 2. Differences between the buying and selling rate. 

Telex Transfer Outward IT: City Bank Limited also remit fund by tested telegraphic message via its foreign correspondence bank in which it is maintaining its NOSTRO Account. Incoming IT is one type of transferrable thing in the same manner, CBL makes payment according to telegraphic message of its foreign correspondence bank from the corresponding VOSTRO Account.

Cash Remittance Cash Dollar/Pound Sell: By the purchaser City Bank Limited sells Dollar Pound for using in abroad. “The maximum amount of such sell is mentioned in the Bangladesh Bank publication of Convertibility of Taka for Currency Transactions in Bangladesh”. In Cash Dollar/Pound purchase bank can purchase dollar from resident and non-resident Bangladeshi and Foreigner and most dollars purchased comes from realization of Export bill of exchange. These are the various type’s services given and operated by Foreign Exchange Department.


2.9 CREDIT RISK MANAGEMENT DIVISION

In 2009, for protecting the interest of City bank Ltd. Credit Risk Management division (CRMD) has received lot of initiatives from the credit risk perspective. According to the business needs CBL governed Credit risk by Credit Policy Manual (CPM) which was enhanced as well as risk management is concerned.
Vision 
· Maintain and sustain a high standard credit quality, control & compliance in place
· Pull down NPL ratio further
· In terms of CBL content and sprit Basel II guidelines implementation
· Promote and develop continuously on the job local and overseas training

2.9.1 WHAT DOES THE TERM CREDIT MEAN?
Lending is fundamental manner of banking that progress and prosperity are made to customer in dependence on his promise to repay rather than the security held by banker. The object of both external or internal control is to confirm the employment of bank fund and Security is requisite by bankers as a protection against unquoted default in repayment by the customer in this manner in a profitable and beneficial manner without under risk of loose to the capital.
“Loan contains some degree of risk, sound principles of credit must be employed in approving loans on order to keep the risk to minimum. The principles of sound lending may therefore be summarized on safety, purpose, security, liquidity, diversity, adequate return, credit control and tribally to serve national interest the main objective of lending policy is to increase import, export, trade and at the same time to promote industrial growth by providing industrial landing.” Bank credit plays a dominant role in economic development of a country where Long run and sound credit policy of a country is the precondition for its economic development and existence of sound credit policy is inevitably linked with timely recovery of loans.

2.9.2 PRODUCTS OF CREDIT DIVISION
There are many types of loan in City Bank, which takes customer to fulfil their needs. Such as-
a) Retail loan = Most types of loan processing from here. These Are:
· City Express
· City Solution
· City Drive
· City Credit Card
· City Scholar
· City Double Loan
b) Corporate loan = Big company/organization are including here.
c) SME loan = Small/Medium entrepreneur are including here
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2.9.3 CREDIT POLICIES & PRACTICES

Table: Credit policies & Practices for City Credit Card:
	Loan Amount
	Local Classic/Silver Card
	BDT 10,000 – BDT 49,000

	
	Local Gold Card
	BDT 50,000 – BDT 500,000

	
	Dual Classic / Silver Card
	BDT 10,000 – BDT 49,999+US$100 – US$ 1,999

	
	Dual Gold Card
	BDT 50,000 – BDT 500,000 +US$ 1,000 – US$ 3,000



Table-Credit policies & Practices for City Express:
	Loan Amount
	90% of FDR amount

	 Rate of interest
	 3% added with FDR interest rate (FDR interest + 3%)

	 Guarantee
	 Customer FDR is treated as Guarantee

	Target Customer
	Who have FDR in CBL



Table-Credit policies & practices for City Solution:
	Loan Amount
	Minimum Tk. 50,000/- and Maximum Tk. 10 lac or 12 times of gross monthly income, whichever is lower. Category wise income multiplier will apply

	Target Customer
	Salaried executives, Professionals like Doctor, Architects, Engineers, Chartered Accountants, Consultant, IT professionals and Businessperson

	Rate of interest
	18%

	Processing Fee
	1% of loan amount

	Personal Guarantee Required
	Yes, One personal guarantee is required



Table-Credit policies & practices for City Drive:

	Loan Amount
	Minimum Tk. 50,000/- and Maximum Tk. 10 lac or 12 times of gross monthly income, whichever is lower. Category wise income multiplier will apply

	Minimum Monthly Income
	Minimum BDT 30,000/- per month

	Rate of interest
	18%

	Processing Fee
	1% of loan amount

	Target Customer
	Salaried executives, Professionals like Doctor, Architects, Engineers, Chartered Accountants, Consultant, IT professionals and Businessperson

	Personal Guarantee Required
	Yes, One personal guarantee is required



2.9.4 IDENTIFICATION AND DOCUMENTATION OF LOAN:

1)      City Solution
· Customer have given “Passport or Voter identity or driver license or Employee Id or Nationality or Ward Commissioner’s Certificate with photo attachment”
· Photograph and business card have to shown
· Bank Statement for last 6 months give to the bank
· Any document showing TIN which proves identity
· Customer brings “Letter of Introduction (LOI) for salaried executives or salary slip, if it covers the major information of LOI”
· Trade license/MOA for businesspersons is mandatory
· “Copy of house ownership and rent agreement for landlord and landlady” is needed

2) City Drive
· “Passport or Voter identity or driver license or Employee Id or Nationality or Ward Commissioner’s Certificate with photo attachment” is needed mandatory
· Recent colour photograph and business card is showing to bank
· Copy of TIN related certificate have given to bank
· “Letter of Introduction (in case of salaried executives) as per our format or Pay Slip, if it covers the major information of LOI”
· Trade license/MOA for businesspersons is necessary
· The customer shown “Bank Statement for last 6 months”
· “Rent or Lease Agreement of house / property (if applicable)”

3) City Express
Firstly customer must open any FDR in this bank and FDR document treated as City Express document. Such as-
· He must bring “passport or Voter identity or driver license or Employee Id or Nationality or Ward Commissioner’s Certificate with photo attachment”
· For businessman bring “Trade license/MOA”
· Recent colour photograph and business card will bring with customer
· Any document showing TIN have to shown
· 1 copy photo of nominee is mandatory for customer

4) City Credit Card

	Salaried

	Salaried Executives
	“Salary certificate/ LOI /pay-slip signed by branch managers/manager accounts/HR/Admin/Finance/ or any other authority acceptable to CBL. Bank statement, TIN & passport copy/photo ID”
	“Salary certificate /LOI /pay-slip/bank statement” not required where the Customer’s salary account is maintained by bank.

	Self-employed

	Sole proprietorship
	“Trade license, last 6 months bank statement, & passport copy/photo ID and TIN”. Bank Statement for last 6 months. Sole-Proprietorship Account
	For credit card preparing in bank “Income documentation requirements may be needed for the existing loan customers if customer’s income recorded with us covers additional exposure.

	Partnership
	“Partnership deed, Passport copy and TIN Bank Statement for last 6 months”. Business Account
	

	Limited company 
	“Passport copy, memorandum of Association, TIN. Bank statement of Business Account. Board resolution Regarding ERQ accounts”
	

	Secured Card

	Lien against deposit account
	“Letter of lien and set-off over deposit account. Fund holding instruction. FDR receipt/RFCD Advice/ERQ Advice. TIN. Other bank’s lien confirmation from Head Office level”
	




 5) City Scholar

City scholar is a unique education loan offered to fund higher studies not only in Bangladesh but also abroad and it offers up to 95% of you fixed deposit value as student loan or up to tk.10 lac on purely collateral-free basis.
· Scholars bring “one valid Passport copy of applicant and student (for study abroad)/ Driving License or NID”
· For proof he brings copy of College / University admission paper and proof of formal acceptance by student along with other documents (for abroad)
· He or she have to come with “2 copies of photograph of the applicant and 1 copy photograph of the guarantor (if availing unsecured loan portion)”
· If the person doing business then bring “Business card (if any), Copy of Tin related documents “(TIN certificate in not mandatory)
· He showing “Letter of Introduction (in case of salaried executives) as per City Bank’s format or salary slip if that covers the major information of LOI”
· According banks rule he bring “Bank Statement for last 3 months for salaried persons and 6 months for professionals/businessmen for unsecured loans”


6) City Double Loan

“City Double is a unique loan facility where your fixed deposit in City Bank or in any other financial institution will now allow you to avail two loans at the same time from us – one as overdraft (up to 95% of FD value) and other as an EMI loan (up to Tk. 10 Lacs)”

	Category
	Requirement

	Salaried executives
	Minimum Tk. 15,000/- per month

	Self-employed professionals like doctors, engineers and architects
	Minimum Tk. 25,000/- per month

	Businessperson, landlord and other-income individuals
	Minimum Tk. 30,000/- per month





2.9.5 SECURITIES/GUARANTEE:

1) City Solution: One personal guarantee will required availing City Solution in given below:
Eligibility of guarantor:
· Any salaried executive deemed acceptable to CBL or professionals (Doctors, Chartered Accountants, and Engineers ) deemed acceptable to CBL or
· A reputed Businessman can take into consideration to CBL
· A guarantor can provide personal guarantee not exiting maximum exposure of the product ceiling
· CBL staff cannot give guarantee against City Solution
Required guarantor’s Documents:
· Guarantor have to showed any document like TIN
· He have to bring with photograph and business card

2) City Drive: One personal guarantee is required from any of the following individuals stated below
Eligibility of guarantor:
· He or she should be spouse or blood relative (parents, siblings)
· Any salaried executive taken to acceptable to CBL or
· Any professionals like Doctors, Chartered Accountants, and Engineers etc  or
· Any Reputed Businessman who are accepted to CBL
· A guarantor can provide personal guarantee not exceeding maximum exposure of the product ceiling and creditability.
· CBL employees cannot give guarantee against any retail loan
Required guarantor’s Documents:
· Any document needed TIN in case of spouse and blood relative
· Also Photograph is needed 

3) City Express: “Customer FDR which deposited in this bank, is treated as his/her Securities/Guarantee. In addition, he/she can takes as loan 90% of FDR amount”.

4)  City Credit Card: No guarantor is required, only a reference is required.


2.9.6 CREDIT INFORMATION

1)  City Solution
Features:
·  One feature is Loan amount and ranting from “Tk.50, 000 to Tk. 10, 00,000”
·  Loan tenor “12 to 60 months”
·  Amount up to Tk. 3 lac no guarantor is required for the loan in CBL
·  No hidden charges will be applicable
·  Competitive interest rate is needed
·  Processing fee 1.5% is required
Eligibility:
· Age: 22 to 60 years
· For Salaried executive experience is total 1 year including 6 months with current employer and for Businessperson 2 year and professional 1 year
· For Salaried executive monthly income minimum Tk.15, 000 and Self-employed Tk. 25,000 also for  businessperson Tk. 30,000

2)   City Drive
Features:
·  There has limit and Loan amount ranging from Tk. 3, 00,000 to Tk. 20, 00,000
·  Car financing “up to 90% of reconditioned or new vehicle price”
·  “Lower interest rate & up to 100% financing for loan against cash security”
·  There has Loan tenor 12 to 60 months
·  No hidden charges is applicable and Loan processing fee 1% of loan amount
·  Age: 22 to 60 years
·  Experience is 1 year for Business person, and also 1 year for Salaried executive including 6 months with current employer
·  Monthly income is Minimum Tk. 30,000

3)   CBL Credit Card
Features: Some of the Important features of it given below:
· Interest Free Days are Minimum 15 & Maximum 45 Days for all
· CBL Dual Currency ‘CITYCARD’ is accepted all over the world
· Doing balance Transfer
· Flexi-Pay/Instalments Payment is also one features
· There has Lower Annual/Renewal Fee
· International Mobile Roaming has included
· Supplementary Card they provided
· è Internet Transaction is excellent thing
·  they can Immediate Cash Advance 
·  Auto Debit Facility has provided
·  Convenient Payment Option is given
·  E–Statement is also provided
·  Global Emergency Assistance Service is given to customers
·  Self-set Limit and Limited Lost Card Liability
Eligibility:
· Age limit for Primary Card is 18 to 60 years
· For Supplementary card is 18 to 60 years
· Target market is Salaried Executive and Self-employed
· Minimum monthly income:
· For Silver/Classic CITYCARD: BDT 12,000
· For Gold CITYCARD: BDT 30,000
· They give citizenship to the applied cardholder must be a Bangladeshi or a non- Bangladeshi holding a valid work permit with prior approval from Bangladesh Bank
· Meeting the requirements of existing and potential customers and also the requirements of Head Office and customers of General Credit to cooperate with other departments for smooth operation.
· Preparing CIB statements for fulfilling requirement
· Preparing credit proposal and statement in bank
· Administration of retail credit.
4)   City express
Features:
·  Loan amount ranging up to 90% to 95% of FDR
·  Lower interest rate only 3% which is good
·  No guarantor required for the loan amount in this bank
·  No hidden charges is applicable
·  Competitive interest rate is there
Eligibility:
·  Everyone can take this loan in CBL which have any FDR 

5)     City Scholar
· Value can be up to 95% of the security deposit in secured overdraft facility.
· “Unsecured facility is loan amount up to Tk. 10 Lac”
· Secured Equal Monthly Instalments’ Facility is loan amount up to 95% of the security deposit
· Quick processing time is provided
· There are lower Interest rate than other competitive products
· Student file service facility is provided
Eligibility:
“This education loan is designed to meet any type of educational financial need of a student and any creditworthy individual can avail this loan facility for his/her offspring or for himself/herself.”

6)  City Double Loan
Features:
· For FDR value fully secured loan in the for up to 95% 
· Unsecured loan for “up to Tk. 10 Lac payable in Equal Monthly Instalments (tenor ranging from 12 to 60 months)”.
·  Zero processing fee for the overdraft facility in CBL
·  There are Interest rate lower than other competitive products

Eligibility:
· Any credit worthy individuals such as salaried executives, professionals like doctors, architects, engineers, chartered accountants, consultants, IT professionals and businesspersons etc. can apply for this loan.
2.9.7 LOAN HANDLING

Loan Disbursement Procedure:  At first branch provides a sanction advice including all terms & conditions asking their opinion.
· At first when the party agreed at the time send a reply.
· According to rules and the terms & conditions the party submits all documents.
· After collecting the documents, the lawyer is submitted by the bank for the purpose of registration.
· Then all document are registered by bank after getting his/her permission
· At this stage the bank, when all necessary work and activities are done which are mentioning then there need a permission.
· After getting the permission finally the party opens an account in the name of loan.

2.9.8 CREDIT PROCESSING STEP
Banks are profit-oriented organization for which a bank invests its funds in many ways to earn income and at the same time bank runs the risk of default in repayment. As such, the banks are asserted to follow certain basic principles of lending. These principles are-
· Know your Customer: “Know your Customer (KYC) is the most important guiding principle of The City Bank Ltd. for extending credit facilities to its prospective borrowers. Complying with this principle helps the bank to avoid money laundering crime and adverse selection of borrowers.”

· Safety: Safety depends first upon
The security and its value offered by the borrower and the repaying capacity and willingness of the borrower to repay the loan with interest.
· Liquidity: It refers to ability of an asset to be converted into cash without loss and within a short time to meet depositor’s demand for cash.

· Profitability: The City Bank Ltd. must employ its fund in such a way that they will bring adequate return for the bank, which should be more than cost of the funds.   

    
· Purpose: The purpose for which The City Banks will provide loan should be productive so that the money not only safe but also provides a definite source of repayment.

· Spread: “It refers to the diversification of advance and the City Bank Ltd. could maintain considerable margin on its disbursed loan but recently Bangladesh Bank has imposed restriction on lending rate and to comply with Bangladesh Bank policy guidelines, The City Bank Ltd. lowered its lending rate”.



2.10 CREDIT SUPERVISION AND MONITORING TECHNIQUES IN THE CITY BANK LTD

“The primary and the most important risk associated with a loan is default risk or the borrower to repay the loan with interest. To protect loan assets from being nonperforming The City Bank Ltd. both in the pre-sanction and in the post-sanction stage or for ongoing credit does assets effective supervision and monitoring. In simple words, supervision and monitoring of a loan denotes continuous checking and assessing the borrower, his business, and his willingness to repay the loan based on some predetermined manners”. Purpose of Credit Monitoring in The City Bank Ltd. – are pointed out below-
·  For preventing loan classification credit is monitoring
·  For the purpose of return flow of fund credit is monitoring
·  “To ensure compliance of terms and conditions” credit is on supervision
·  To obtain feedback from the borrowers is important for supervision
·  For taking timely corrective action regarding a particular loan amount

I. Credit Administration as a Tool for Credit Monitoring
· They administrated to ensure that all security documentation complies with the terms of approval and is enforceable.
· They checked for controlling loan disbursement only after all terms and conditions of approval have been met and all security documentation is in place.
· They maintained control over all security documentation.
· They controlling to monitor borrower’s compliance with covenants and agreed terms and conditions, and general monitoring of account conduct or performance.
· They try to “minimize credit losses, monitoring procedures and systems should be in place that provides an early indication of the deteriorating financial health of a borrower”.
· “Past due principal or interest payments, past due trade bills, account excesses, and breach of loan covenants” are also considered.
· On the regular basis, loan terms and conditions and receiving the financial statement where any breaches or exceptions need timely actions.
· To take timely corrective action to address findings of any internal and external or regulator inspection or audit.
· “An Early Alert Account is one that has risks or potential; weaknesses of a material nature requiring monitoring, supervision, or close attention by the management”.
· A regular contact with customers will enhance the likelihood of developing strategies mutually acceptable to both the customer and the bank.
· Determine Account Action Plan Recovery Strategy is also administered
· They have to ensure adequate and timely loan loss provisions are made based on actual and expected losses which is considered by this division
· Regular review of worse accounts is also administered

II. Risk Grading as a tool of Credit Monitoring
The system should define the risk profile of borrower’s to ensure that account management, structure and pricing are commensurate with the risk involved. “Risk grading is key measurement of a Bank’s asset quality, and as such, it is essential that grading is a robust process and all facilities should be assigned a risk grade. It is recognized that the banks may have more or less risk grades”.
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2.11 EQM MACHINE MANAGE

Enterprise quality management system (EQMS) that optimizes quality ensures compliance and Reduces costs and risk for world-class clients across a range of regulated industries. To ensure customers flexibility and to save time The City Bank Limited introduced EQM Machine at every Branch. This machine basically provides token to the customers based on what type of service they will have. EQM ensures few things that are discussed below: 
I. Enterprise Quality Management omits the long queue in front of the teller service area.
II. Customers no longer have to wait in extensive lines to get their job done.
III. By taking token customers can identify how much time it will take to come to his or her
IV. Number and meantime can allow himself or herself to do another task as well.
V. Sometimes customers get violent after waiting for too long in the queue by taking token
VI. They will know when it’s time for them to go and get the service.

How the System Works:




[bookmark: _Toc514264698][bookmark: _Toc518173562]2.12 FUTURE PLAN FOR UPGRADING PRODUCT AND SERVICES OF CBL 

The City Bank Limited needs to wind up the most favored bank to by and large the nation. They need to give their clients the best in class administrations, inventive items and budgetary arrangements from brilliant outlets-all with huge grins that pass on and create best administration. In accordance with the bank's technique of making administrations more open to clients. CBL is intending to dispatch appropriate managing an account administrations and business in all branches. All branches of the bank will be brought under deals and administrations display centering retail saving money business while offering administrations to every other client of various specialty units. Understanding customer’s savings trend and market demand, CBL is launching 4 new deposit products which are:
· City Onayesh
· City Icchapuron
· City Shombriddhi
· City Projonmo

Day by day CBL is getting into the modern banking system. The professional is working hard every day to bring out the best services from the employees. CBL is blessed with a very efficient and hardworking personnel who work dedicatedly to meet the objectives (City Sheba, 2016).
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2.13 SWOT ANALYSIS OF THE CITY BANK LIMITED

Every organization is determined by some internal strengths and weaknesses and has some external opportunities and threats in its whole life cycle. This will briefly introduce the customers to The City Bank’s internal strengths and weaknesses and external opportunities and threats as I have explored that are following below:
·    “S”- Strengths
·   “W”-Weaknesses
·   “O”-Opportunities
·   “T”-Threats

STRENGTHS

1. American Express Credit Card: The City Bank ltd. has propelled both nearby and double money (BDT and Dollar) Amex Credit Cards on seventh November, 2009. Under the agreement, CBL will become the limiting distributor and seller of American express cards in Bangladesh. The image of the Amex brand, undoubtedly, is aimed at the image of the City Bank ltd brand.
 2. Upgraded management: The administration group of CBL has altogether transformed since the year of 2008. Recent offices like NFB (Non supported business), regulations and investigation are unlocking for upgraded activity purposes.
 3.  Experience: CBL has been in the business for almost 25 years. This long time of presence in the business has supported CBL to pick up inside and out information about the business slants and also developed key association with numerous enterprises which most different banks couldn't accomplish in this short schedule.
4. Good relationship with Customers: One of the fundamental quality of CBL is they keep up a decent association with their clients. They treat their client’s cordial. That is the reason; clients would prefer not to leave the bank.

WEAKNESS

1. Low remuneration package: Contrasted with different banks, City Bank’s installment bundle is not so upgraded. With this lower installment strategy, CBL won't have the capacity to contract the appropriate representatives of the nation and can drop their current achieved workers to different banks.
2.  Poor service quality:  CBL's service standard is bring down contrasted with different banks. But few chose branches (Dhanmondi, Gulshan branch), and other branch doesn't have restrictive arranged inside plan. Clients are not treated by their conviction and administration is moderate in some branches for the poor system framework.
3.  Existing elderly employees: A major level of CBL representatives are doing job here more than 25 years. The recent administration is thinking that it’s difficult to designate with these representatives, particularly with the personnel who are unwilling to acknowledge updated strategies and conversion inside the association. 
4. Lack of own ATM services: Many customers complain that ATM booths are not available in some areas or one booth is so far away from another.

OPPORTUNITY

1. Credit Card Business:  The business of Bangladesh cards shoots in recent years. ATMs, Platinum cards and cargo cards become imperative. This is done entirely to help your business and your brand image. In addition, VAT plans to incorporate the Ace card into its card business. Both assume an imperative part for VAT to be developed as a pioneer in the trading of cards in Bangladesh.
2.  Internet Banking: With the progression and accessibility of innovation, the requirement for web based managing an account is getting greater need. Both outside and neighborhood banks are moving towards internet managing an account to comfort the exchange procedure for the clients. CBL as well, has taken some gigantic endeavors
3.  Automation:  As of now the greater part of CBL’s branches are associated through internet. Structure coordinate managing an account is formulating the general sector employments substantially simpler and quicker, guaranteeing better and significantly speedier client benefit. This is heading off to mechanization will unquestionably give CBL a major favorable position over different banks in the business.
4. High growth of sales and trade finance: City Bank's gain an immense sum from their business group and exchange fund now daily. They need to prepare their business group appropriately on the grounds that it's an incredible open door for them.

THREATS

1. VISA Credit discounts: We recently said that CBL tested a certain portion of American Express in the card segment of the dispersed money industry. Regardless, the map area of Bangladesh is now controlled by Visa MasterCard. Similarly, particularly after sending Amex cards, several banks (ie, a standard contracted bank) have received notable discounts on their obligations with respect to a visa card. Under these circumstances, unusual companies in Visa can have a tremendous effect on CBL's Amex Company by several banks.
2. Unable to place AMEX brand image: Contrasted with current outside banks, City bank’s image picture is gathered to some degree poor. Particularly if there should be an occurrence of administration attribute. 
3. Managing a large target market: The City Bank Limited has a huge target market which comprise of buyers from bring down category customers with high total assets. As of late embraced 'Celtic Venture' is intended for exclusively the exclusive class of Bangladesh. In any case, with insignificant preparing, the current workers won't not to give adequate support of these distinctive classes of individuals, essentially since the normal administration nature of the high society differs from lower classes.
4. Management Collision:  In the year 2006, a critical transformation happened in the historical backdrop of CBL's administration as a result of the sudden enrollment of certain new identities. The new administration group redeveloped the general structure of the bank and brought together its tasks. They endeavored to guarantee that the new administration comprises of youthful and exceptionally capable individuals of the business. A considerable lot of existing representatives feel that under this new administration their future prospect of occupation is zero and despite what might be expected, the new administration isn't prepared to concur that there exists a type of misconception and is attempting to persuade that lone individuals with high capacities have been decided for recently embraced ventures.                                                                
                                                             













Chapter- 03
[bookmark: _Toc514264699]HR ACTIVITIES OF THE CITY BANK LIMITED















3.1 TRAINING AND DEVELOPMENT

On-the-job training of City Bank Limited: On the job training techniques include orientations, job instruction training, Assistant to position, job rotation and coaching. In the perspective, CBL has adopted diversified training programs to produce quality service providers. CBL thinks that, learning on the job takes biggest part because the work place is the best to learn. In work area, employees see the real things and face the real problems. 

The training programs that are offered to employees from city bank
· Orientation Training,
· In-house training,
· Job specific training,
· Need based training,
· Basic computer training,
· E-learning: Online training and evaluation.
Besides sometimes Branch manager sit with the employees of the branch and identify the skills and knowledge required to achieve the goals and objectives of the bank. Every week city bank arrange online exam and all employees have to attend the exam. On the basis of the exam they get marks which show the employees knowledge about the bank related things

Orientation Programme of City Bank Limited: Orientation training program are organized by CBL for new hired employees. Under this, there has fixed some training which is arranged for the new employees with brief and accurate information about city bank and make them familiar with culture of it. It is a great way to communicate between a new employee and their supervisor which make the new employees more flexible and comfortable in their job. Each new employee has to successfully complete this training program before performing their job duties and responsibilities. “Orientation training program includes two days of training where first day they give brief overview of City Bank Limited and Human Resource division and the last day employees are given lectures about different topics which topic employees have to know”.

In-house training: In City Bank, they have their own trainer. With the help of them in house training is conducted. Under in house training, job specific, need based and orientation training programme are also part of it. There have an advantage of this training program that their own trainer is trained to new and existing employees. Here is the list of some In-house training program of - 
 Attachment with Operations, Trade and Remittance.
 Foundation course for executive officer, assistant executive officers and teller.
 Basics of Banking Operations. 
 Corporate Business overview and Relationship Management. 
 Training on Retail Account and personal Loan Processing. 
 Induction and Orientation Training. 
 English Language Courses.
 Managing core risk in banking.

[bookmark: _Toc530000750][bookmark: _Toc530000751]Job specific training: After joining the respective department employees must get their job description and go through the on the job training process. City bank train them by peer or supervisor. This is applicable for all branch employee. Through this training employees’ knowledge, service quality and other issues can be identified.

Basic computer training: Under this course, banking application software, hardware maintenance, trouble shooting and networking and system administrating with MS Windows 2000 Server are arranged for executives and also for executive who stay outside Dhaka in evening course.
[bookmark: _Toc530000752]
E-learning: It is an online training program. All the employees of City Bank have to take part in the E-Learning exam. It is mandatory for all regular employees and also for the new joiners. A new employee can take part in this exam right after his joining and he must complete all the departmental courses by the end of his first year of service. Participants give online exam and the result is published via internet. All department follows each employee performance by pa method. Supervisors and respective department head fill out form and sign this performance measurement form and after reviewing their performance through pa, training needs are identified for different employees in specified department. 

[bookmark: _Toc530000753]Course objectives
· To strengthen capacity of the participants on over all banking procedure.
· To transform a group of officers’ into efficient bankers.
· To increase resources of the bank to strengthen future capacity.
· To transform trained officers to asset of the bank in commercial running of branches.
· To increase profitability through banking by trained staff.
· To enhance human & material resources for achieving the goals of the bank branches.
· To create permanent resources in branches of the bank.


3.2 EMPLOYEE RECRUITMENT AND SELECTION POLICY

Motto: 
· Equal opportunity of employment.
· No discrimination in gender, sex religion & colour. 
· Fair judgment for all employees
· Respect for individuals.

Recruitment Process: 
City Bank tries to discover industrious and innovative people ready to embark on a challenging career. During search for talent, City Bank carries out a number of activities such as: 
· Online Database
· Advertisement in daily newspapers
· Accept hard-copy submission of CVs in Human Resource Division 
· Occasionally from Job Fairs

Selection Procedure:
City Bank follows widespread and thorough selection procedures in search for the most ideal and competent professionals. The testing methods are feasibly designed for particular job in order to accurately and properly evaluate the required competence and skill. CBL procedures for selection involve the following steps are given below:

.

Recruitment Sources:
An effective recruitment always opens with the correct selection of sources of human resources. When a recruited employee has not the right skill he cannot perform effectively and efficiently. As a result complete performance level is sure to weaken which has significant effect on the company performance or employee. Therefore, City Bank has been on continuous search of effective recruitment sources for recruiting perfect candidate. 
Internal Sources 
In City Bank there are a policy to give preference to appoint internal candidates who is suitable and the employee is qualified for the vacant or new position and also meets the existing and future requirements. Appointments may be made by the way of promotion or up gradation or transfer with the approval of the authority in CBL. As a usual procedure, Advertisement is given through internal sources for job vacancies to the concerned officers in City Bank.
External Sources 
Whenever job vacancies are required to be circulated outside in CBL, the main objective will be to attract a pool of candidates to apply from which qualified candidates for job vacancies can be chosen. Here are such number of external sources that is used by the City Bank Ltd: 
· Newspaper Advertisement: 
Vacancy announced is disseminated by publishing advertisement in the national dailies paper. The newspapers that are widely circulated which are chosen for publishing advertisement. 
· Walk-ins and Write-ins: 
Often job seekers in Bangladesh arrive at HR department in CBL in search of a job. They are walk-in people who want to job. Write-ins are those people who send their curriculum resume for suitable position in City Bank Ltd. Both groups may be asked to fill up a written application in CBL. Their pertinent all information may be kept in active database file in CBL for any suitable position in future. 
· Web site: 
Modern information technology such as web site is also used for advertising job vacancy of different positions in CBL for hiring employee. 


· Other: 
Depending on circumstances or situation, other professional or employment agencies, technical institutes and journals may be chosen to give wider coverage of job openings in CBL. The role of HR personnel is very important in dealing with external job seekers because the outsider individuals draw an impression about City Bank Limited on the manner their candidate has been dealt with.

Application Receiving 
HR department of City Bank Ltd. collects job applications against each vacancy announcement and there should have a minimum time period for application receiving in CBL. The period should normally be around 10 days of application receiving. All applications are sequentially numbered in HR in main branch and applications are not accepted that are received after the deadline. Under special situation, applications after deadline may be accepted provided the concerned Manager of CBL (main branch) gives written authorization. 
It is City Bank’s policy to attract as many applicants to apply so provided that they meet the Pre- requisites of the job criteria of CBL. However, those who have been wailed within last six months period are not allowed to apply for whatsoever position in City Bank and within one year a candidate cannot take place for more than two tests / interviews. 

Short Listing 
Short listing is done on the basis of appraising information on the application form in the light of job specification of a position in City bank Ltd. The job criteria are critically reviewed during shortlisting and the short-listing method is qualitative one where managerial judgment plays important role for candidate. Before short listing of candidates for tests, job criteria are set by HR and line manager of CBL. There are general job criteria that a candidate has to meet for consideration of next step of selection where HR of CBL determines general criteria while line manager determines technical criteria. Both the types of the criteria are important however, it is the nature of job that determines which type of criteria should give more priority on CBL.
Evaluating criteria: 
· Educational Qualification  
Which are come to city bank whether the candidates have the required educational qualification 

· Relevant job experience and required skills 
The candidate may have the irrelevant job experiences and skills that are not considered during short listing in City Bank and they follow a standard set rule of short listing of candidates. The candidates having the relevant job experience are enlisted in CBL in the short list. 

· Administering tests and interview 
After short listing of prospective candidates, appropriate employment tests such as written tests, oral tests or any other tests as deemed fit are arranged in City Bank to assess candidates’ suitability for the position. Through the test selected psychological factors such as intelligence, aptitude, temperament and attitude of the candidates are measured and observed for interview. 

· Conducting written test 
HR of CBL drafts the written test questionnaires and a set of questions of technical nature is drafted byline mangers and sent to HR of CBL. Few questionnaires from that list is included in the test by HR of CBL as random basis, while finalizing test question, HR considers the job requirements of the position and maintains relevance, consistency and standard on the pattern of questions for candidate. The type of question depends on the nature of the position. HR of CBL exclusively checks all multiple type and non- technical narrative type of answers while the line manager checks the narrative type of technical part. HR of CBL does the compilation of score in written test and it is the responsibility of HR to select and call candidates for subsequent tests based on the performance of written test. The minimum qualifying score in the written test is 45% and candidates who have qualified in the written test of CBL are invited for the next selection test. 
Interview Steps 
Selection interview is an in-depth discussion between interviewer and interviewee where an interview Board/Selection Committee is formed comprising of the following personnel: 
· Line Manager
· Unit/Departmental Head 
· Head of HRD 
For the position of senior management level generally HR conduct all the process of recruitment and selection and also outside recruitment may be permissible. For this purpose HR contacted by executive Search/ Professional Consulting Firms. The interview board members ask questions that are relevant to the performances of the job including questions regarding required skills where all the type of questions may be mixed of open-ended, behavior-oriented; competency based and stresses type questions. The nature of questions varies according to the level of position in CBL. 

Medical Examination 
 In City Bank, the job offer is feasible on passing medical examination conducted by the any diagnostic center. When the preliminary decision is made for the recruitment process then the medical examination is exercised but the employment offer has not yet given. The purpose for a medical examination is to “obtain information on the health status of the applicant being considered for employment and to determine whether the applicant is physically and mentally capable of performing the job”. The cost of medical examination is borne by City Bank Limited. 

Final Selection and Appointment Offer 
Based on positive report and positive reference check on health status of a candidate from the medical center then the candidate is selected for appointment. At this stage, city bank offered employment to the selected candidate and the appointment authority of City Bank issues an appointment letter to the selected candidates. The appointment letter also states that: 
1. Job title and Grade and also Salary 
2. Nature of appointment in appointment letter
3. Place of posting is written
4. Name of section or department 
5. Effective date of appointment in CBL
6. Probationary period with conditions of confirmation and notice period 
7. “Ending date of employment” (applicable for contract employee) 
8. City Bank standard rules, terms and conditions. 
A current job description is also attached with the appointment letter and the appointment letter and job description will become valid only after signing by the Director HR and the employee, in the space provided for the purpose.

 Recruitment Budget:
· MD and CEO tend to decide and break down the need of labor in light of enlistment required by the Offices and anticipated spending plan in view of the year in the wake of talking about with various division heads. Thusly, it is the duty of the administration to analyze the work load and complete the activity examination and additionally investigating the genuine prerequisite of representatives under different classifications, to see whether an extra hand is extremely important 
· Board of executives holds the expert to at long last choose any issue with respect to any kind of enlistment. 
· THE CITY Bank must perceive the significance of labor estimation and in like manner an Organ gram ought to be set up for the organization and for every department and Branch. The Organogram might notwithstanding, not be inflexible, it might be inspected and updated when fundamental now and again. Subject to survey every once in a while, the able expert according to control assigned by the head will make the arrangements.
3.3 COMPENSATION MANAGEMENT OF CBL

 Basic Salary:
Without any other allowances basic salary is the actual salary that the City Bank Limited is giving to the personnel and it is the main margin of salary range in CBL. In The City Bank Limited there are “thirty slabs of salary range for every job grades where basic salaries are being in flexible amount”.
Travel Allowance:
The compensation has a standard traveling allowance matching with the status of employee of different categories.
Daily Allowance: 
The daily allowance is admissible as per rules framed by the board from time to time.
Incentive bonus:
The board of directors at its discretion declares incentive bonus as and when deemed necessary.
Festival Bonus:
The employees or staffs are entitled to get two festival bonus to celebrate religious festival.
Employee Benefits: 
CBL guarantees that provident store benefits are given to the qualified staffs of the association as indicated by the tenets of Provident Fund constituted under an unalterable trust. CBL has likewise presented 'Superannuation Fund' rather than Group life coverage strategy for the representatives. Those representatives, will's identity ready to satisfy particular criteria said in the approach of the reserve, will be entitled for the advantage of Superannuation Fund.




CBL compensation and benefit packages:
	Allowance
	Incentives/Benefits

	· House Rent allowance
75% of basic
· Medical allowance
20% of basic
· Conveyance
30% of basic
· Lunch
Tk.200 per working day

	· Yearly:
· Leave fare
· Deposit target bonus
· Two festival bonuses
· Performance bonus
· Long term:
· Provident fund
· Gratuity
· Insurance benefit
· Medical benefit



Gratuity: 
A gratuity is granted to or on account in the in the event of:
· Death while in the service of the organization.
· Termination of service or compulsory retirement resulting from permanent incapacity due to physical or mental infirmity provided this has not been caused by the irregular or inappropriate habits. 
· Termination of service or early retirement resulting from the abolition of his post or bona-fide retirement.

The following categories of employees are not eligible for gratuity:
· Those who are dismissed from the organization or 
· Those who left or discontinued their service without the permission of the organization.
The amount of gratuity admissible to an employee is a sum equal to two month's basic pay for each completed year at the rate of last pay drawn.

3.4 LEAVE

The policies followed by CBL for employee leaves management based on the types of leaves and their criteria are given below:
Annual Leave: All officers will wind up qualified for yearly leave of 24 working days after fruition of one-timetable year. Of these 24 days 15 days must be taken as sequential leave every year. Any pending leave might be conveyed forward to the following year.
Casual/Sick Leave: Casual leave over to 14 logbook days can be allowed every year to a representative who might be not able go to obligation because of sudden sickness or critical private undertakings. Not over 2 days' easygoing leave can be taken at once in a month.
Maternity Leave: Female (affirmed) representatives will appreciate 4 months' maternity take off. One worker will be qualified for profit this leave for 2 times in her whole administration period.
Study Leave: Study Leave is conceded to a worker Study leave of greatest 2 years must be allowed to a representative without pay and remittances gave he/she has put in no less than three years of administration.
Leave without Pay: Leave without pay might be conceded to a worker in exceptional conditions where no other leave is allowable under these tenets. In the event of Leave without Pay, the period does not surpass 60 days.
Leave during Probation Period: For sick leave in the probation period, the leave has to be specially mentioned by the department of CBL. Casual leave will be granted to probationary employees after completion of 6 months and any leave taken prior to completion of 6 months will be adjusted against the casual leave in City Bank Ltd.
Encashment Facilities of Annual Leave: Yearly leave encasement offices might be permitted to the representatives for a most extreme of 90 days (based on last basic) at the season of worker's leaving the bank.


3.5 PERFORMANCE MANAGEMENT
The performance appraisal is the way to assess the last execution of the representative, especially for the reward, progress and improvement of the personnel. The action test is a procedure that distinguishes, evaluates and creates representative actions to achieve hierarchical goals.
Purposes of Performance appraisal in The City Bank Limited:
· To review past performance of personnel
· To assess training needs of every employee
· To help develop individuals in every department
· To audit the skills within City Bank Ltd.
· To  set targets for future performance in CBL
· To identify potential employees for promotion 
· To provide legal & formal justification for employment decision
· To diagnose the hidden problems of City Bank Ltd.

Approaches to measuring employee performance in The City Bank Limited:
There is various kind of method for measuring performance appraisal and only two type of Performance method are at below CBL follows:
360-degree feedback: One currently popular methods of Performance appraisal is called 360-degree feedback and with help of this method managers peers, suppliers are ask to complete questionnaire of CBL and the questionnaire is generally lengthy.
Experience based: The City Bank limited measures the performance of employee by experience which get better result. 

3.6 HEALTH AND SAFETY ISSUES

Health and safety is a key duty and responsibility of all management team. In City Bank Ltd employee health and safety policy is a potential part. Some time they fell very sick and that is not good for this bank.
Actual, Standards, policies, performance, plan, side-line all for health, safety, and security policy those are set by management team and head of the department. CBL should maintain those issue and provide proper take care of those employees.
Health:
1. Emergency ambulance service
1. Emergency doctor service
1. Medicine provide
1. Hospital provide
1. Provide Healthy foods
Dental:
1. Proper dental plan
1. Monthly check-up and dental care.
1. Provide proper dental treatment 
1. Provide medicine
1. Provide Health care plan
1. Provide pre-package plan.
1. Most of the big issue is all facilities should be provide free of cost through board of director, board of trusty, chamber of commerce.   
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4.1 FINDINDS

Positive Sides:

· Outstanding Compensation plan is given to employees of city bank. 
· Employees don't work in the bank without wearing ID card. 
· City Bank Limited leave policy is too much attractive and very much perfect. 
· They has Lengthy lending process where as there has lack of monitoring of credits
· City Bank Limited are maintain and control health and safety plan according to the labor low .They are also provide mask, pure drinking water, fresh foods, medicines etc. All those issues are very necessary and needed. They provide protection in case of unexpected accident.
· Compensation plan is fair and well designed for the employees
· The training budget of CBL is increasing so it is clearly state that, for achieving their objective they are taking training more serious
·  Every employee get a fair and great compensation plan and policy and better compensation is one kind of motivation for an employee.
· City Bank regards social contrasts, work – including enlisting, compensation, benefits, progression, end and retirement in light of capacity and not on conviction or some other individual attributes. 
· Employees don't work in the bank without wearing ID card. 
· Very experienced administration authorities. 
· A few representatives say that an additional work stack in a consistent premise is a typical paradigm of the association. Thus, the bank at some point misfortune worker's appeal.
· Just the head office contains HR division and all the HR exercises are controlled from the head office. Consequently, when at times any HR issues raised staffs need to sit tight for quite a while to settle it. Also, this office isn't excessively organized.




Negative Sides:
· There are lacking in the job analysis, human resource planning, recruitment and selection policy of CBL is not standard. The reason behind this fact is the manager of HRD is incapable to operate the various HRM function.
· There is lack of accuracy in following the performance appraisal because of some discrimination, favoritism and nepotisms are exercised. 
· The human resource management of CBL does not operate standard pay structure for employees.
· Personnel of Branch do not give smooth service to their customers.
· The Pay Packages of the Bank isn't focused in contrasting with other Bank working in Bangladesh.
· Outdoor training for employees doesn’t organized properly because of inefficiency of training program planning.
· Sometimes employees feel demotivated for lack of transparency in promotion policy because of favoritism and nepotism.
· Talent acquisition managers are not up to date with the strategies of choosing the best candidates.
· Service charge is relatively high than others.
· There have lacking of Proper Knowledge and guidelines in city bank
· Due to the unavailability the credit demand assessment is not properly done in city bank
· Customer satisfaction the city bank does not up to consideration according to customers’ preference.
· Their marketing division are weak
· Only the head office of city bank contains HR division and all the HR exercises are controlled from the head office. Consequently, when at times any HR issues raised staffs need to sit tight for quite a while to settle it and also this office isn't excessively organized.




4.2 RECOMMENDATIONS

Positive:
· Employees of CBL are needed to give proper training to work and handle clients under pressure so that both the branch authorities and higher authorities can persuade each other to train the employees.
· Worker training and motivation programs should be arranged for employee and update to remind them these things.
· The HRM authority should try to reduce the extra workload of the employee in order to reduce employee unrest and turnover.
· The job analysis of CBL should be more attractive and specific.
· City Bank Ltd. should revise their compensation program to retain highly qualified, competent and promising employees.
· CBL should have to increase more Consumer Banking activity so that it helps and their Consumer banking activity is quite satisfactory but “it will be better if they can put attention on individual customer”.
· City Bank Ltd. should recruit more capable & experiences employees to speared their products and services over country
· It will be more helpful if, employees of CBL adapt more advance technology in the production process and improvement of compensation structure for the staffs and employees and employees in CBL should get proper knowledge on products & facilities to deliver the customer regarding right time, right facilities as per their requirements.
· The return on investment made towards training and development activity need to be measured in CBL so employee has to be aware about the cost invested by company indirectly also motivated to get the desired result output.


· Negative:
· Training should be provided by professional consultation with the training division in the central level and mid-level. 
· The authority of The City Bank Limited should establish a structure performance appraisal policy.
· The CVs of applicants should be sorted on the basis of degree or skill as early as possible which will save valuable time to internal CV sourcing in CBL. 
· The standard performance appraisal has to be prepared by the HRD manager of CBL
· The manager of HRD need to operate the standard pay structure for the employees of CBL to minimize the rate of high turnover of employees.
· HRD manager has to avoid the biasness so that efficient employee can get proper reward for their performance. “right man in right position”
· The HRD manager must do the succession planning. A careful and thoughtful action plan ensures that the person's responsibilities and, therefore, the effectiveness of the organization are altered as little as possible.
· Human resource information system (HRIS) should be used widely. Modern technology, equipment and material should be linked in this system.
· Customer service skill are needed some improvement and effective steps should be taken to provide one stop service related training as early as possible





CONCLUSION
The Human resource department of City Bank Limited (CBL) is strong, supportive to its employees as well as the HRD coordinate the other department in an effective way so that the organization goals can be achieved. The challenge is to maintain a business like committed corporate culture that matches CBL’s mission. Organization success depends on the skill manpower and skill man power provided by the human resources department. Now-a-days the role of HRD is very important. The biggest multinational company control there large amount of employee through HRD. In recent years, for every changing business environment human Resources issues have become more central to business deliberations. Today's most successful organization recognizes the bottom line impact of the emerging HR practices. “Effective Human Resources Departments are upgrading themselves every now and then to attract, develop and retain talents”. It is evidence that effective HR practices deliver shareholder return much higher than those of companies without human resource practices. It is important for HR professionals to convey with HR best practices to build organizational capabilities in delivering sustainable and continuous results. The City Bank Limited is a bank that ensures the best service to the customers as well as to the employees by Human Resource Division. The City Bank Limited is the fastest growing Bank in Bangladesh where organizations throughout the world are quickly changing and improving the quality. This quality is control by the appraisal process of CBL, which include a Varity of assignment. Retention of excellent employee is one of the most important challenges in organizations today’s world. So the HRD of CBL are conscious about the global challenges and they always try to develop the HRD and therefore the HRD of CBL is trustworthy to its employees because the HRD stated -“Finding and keeping the best employees”.
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5.1 SAMPLE QUSTIONNAIRES

1. How recruitment need is determined? 
2. What is your recruitment process? Is it same for all level of employees?
3. How your Bank determines the duties and responsibilities of a job?
4. How do your bank determine the skill required by the job/position?
5. How your company recruits employees? Do you prefer internal or external recruitment?
6. What types of questions are asked in interview (job related, behavioural or situational)?
7. How the interviews administered/ evaluated?
8. How you inform the selected candidate (Telephone. E-mail, SMS)?
9. Do you conduct any medical examination of the employees before selecting them?
10. Do your bank have any orientation program for new employees?
11. Do you prefer organizational orientation or departmental orientation or both?
12. What type of employees is capable of training?
13. Do you have any in house training department?
14. Where your bank organize training programs for employees? Is it in inside or outside the bank?(on the job or off the job training)
15. For training what approach do you follow the most?
 a. Job Rotation b. Coaching.  c. Seminar   
16. Does your bank give any benefit to existing employees for attending training programs? If yes, please mention the types of benefits?
17. What type of personal skill development is there for the employees?
18. Do you evaluate the training program? If yes, please specify.
19. Is there any retraining opportunity?
20. Who appraises employee performance in the organization?
21. In motivating employees do you prefer financial or non-financial incentives?
22. What are the necessary steps your bank take into improve employee performance?
23. What steps your company take when they get poor employee performance?
24. Does your company have any extra-ordinary employee performance example? If yes, please share the thing?
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