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Banking system occupies an important place in a nation's economy because of its intermediary role; it ensures allocation and re-allocation of resources and keeps up the momentum of economic activities. In a developing country like Bangladesh, the banking system as a whole has a vital role to play in the progress of the economic development.

Banks in these days provide a variety of services. They provide both short- term and long- term credit. Their customers come from a small business to a multi- national corporation having its business activities all around the world. Modern banks are not only providing traditional banking, but also are expanding the menu of financial services. Banks are making the untouchable service touchable for their customers. 

The changing and expanding role of banking has made the banking business more complex and competitive. Customers are the center of all the activities of a bank. To serve the customers according to customer's requirement, every bank has different divisions and every division has units or departments and every department has their own functions. This is very difficult to satisfy a customer in banking sector because the customers usually make judgment about the quality of services depending on how much satisfaction they are getting from the customer service and the way of judgment varies from customer to customer. Keeping in view the need for information/data on all dimensions of the report, the study on “Customer Service and Customer Satisfaction Towards Prime Bank Limited” was undertaken.
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    1.2 Origin of the Report

This report entitled “Customer Service and Customer Satisfaction Towards Prime Bank Limited” originated from the partial fulfillment of the report. This report focuses on various customer services & level of customer satisfaction and also some problems faced by this bank in rendering its services with the recommendation. We have completed our report based on Prime Bank Limited, New Eskaton branch, Dhaka. This report has been prepared under the supervision of Professor Md. Hamidul Haque, American International University Bangladesh. 
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    1.3 Rationale of the study

Customers are the main assets of a Bank. An individual/ firm/ company become a client of a bank through opening an account. Customer services also involve issuing cheque books, collection and clearing of cheque, issuing and responding IBCA and IBDA, outward and inward bills collection, issuing payment orders, demand drafts and telegraphic transfer (T.T.), FDR preparing voucher, endorsement, cash payment and receive, providing locker service etc. All these activities are very risky and important as well. A little mistake can harm any bank’s reputation. Since the success of a bank depends on the evaluation of satisfaction by the customers, the customer service providers should be always careful about their efficiency in serving the clients and should be sincere to give the best effort all the time. Realizing the importance of providing quality services in a competitive Banking sector, we have selected our report title as - “Customer Service and Customer Satisfaction Towards Prime Bank Limited”.

This study will help the management practitioner to identify the loopholes of the proper customer satisfaction and the constraints that hinder their performance regarding better customer service. This also will help the customers to identify their expectation from the company. It will also help others for further investigation in the sector.
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    1.4 Objectives

1.4.1 Broad Objective: 

The broad objective of the study is to provide overall idea of Customer service and to find out those key factors which are mostly responsible to satisfy the customers of Prime Bank Ltd. So the broad objective of the report is to identify the consumers and their views towards the customer service of Prime Bank Ltd, the needs and wants of the consumer and their views towards customer service to increase their satisfaction level.

1.4.2 Specific Objective:

· To determine customer satisfaction level regarding the current level of service.

· To find out the problems of customer service of Prime Bank Limited.

· To find out the strengths and weaknesses of Prime Bank Limited.
· To have an overall idea about banking system.

· To determine standard service, that will increase customer satisfaction level.
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    1.5 Methodology
    This report of which major objective is to describe the comparative study of customer service quality and how well the customers are accepting the services, is a single cross sectional design where preliminary information is gathered only from the existing clients (account holder) of Prime Bank Limited, The Premier Bank Limited, Dutch Bangla Bank Limited, National Bank Limited and BRAC Bank Limited to whom the quality of services is provided. 

The main objective is to evaluate the customer services. To gather this information I have made some questionnaire and collected information from the existing clients (account holders) of Prime Bank Limited. The survey was designed in a manner so as to facilitate measurement of variables reflecting outcome and its impact on target beneficiaries. Outcome of the research will measure in terms of the extent of attainment of each of the components of the report. The components are assumed to multifaceted influence on consumer satisfaction level, customer services provided by Prime Bank Ltd. as well as behavioral dimensions of target groups.

· Sample Size:

The survey questionnaire consists of 22 (Twenty Two) sample questions that was used to evaluate 30 customers. Sample size was determined through the approach based on confidence level and precision rate.

· Population Size:

The report accomplishes on the evaluation of customer services provided in the Prime Bank. Therefore, for the purpose of the study all the customers of Prime Bank Limited would be the target customers. Now the customer size of Prime Bank Limited in New Eskaton Branch is near about 15000 (within ten year of its establishment).

· Sampling Frame:

Sample selection is a part of sample frame. Sample frame is containing a List of the Particulars about all the items of a Population. It is prepared with a view to facilitating me to select required Samples. Sample selection: As survey was to be conducted, an initial plan for stratified sampling was designed. The respondents were to be picked from the following clusters-

1. The service holders or businessmen including end users, decision makers and opinion leaders.

2. Housewives 

3. Young generation or students from business school

4. Doctors

Once the strata were selected, convenient sampling procedure was adopted for the ease of data collection.

· Sample Technique:

Based on the Methodologies, as a researcher we have drawn Samples on the basis of non random sampling techniques. In this report we have gone through all the non-random sampling techniques like Purposive /Judgemental, Quota Sampling, Convenience Sampling.

· Analysis Method:

We used different types of charts and diagrams to present the outcomes that was collected from the survey in the analysis part and described the results from the analysis of outcomes in the findings part.

Data analysis techniques are: Graphical presentation, Percentage, One sample test, Correlation, Regression, and ANOVA.

· Data Collection:

The report is based on both primary and secondary sources of information and also Structured Questionnaire Survey and interview. Because of group work this was our responsibility to supervise, collect, monitor the data collection process. In the questionnaire the Likert Scale (of Rensis Likert) and Semantic Differential scale is followed to asses the customers’ satisfaction level. There was 5 points scale from 1 (strongly disagree) to 5 (strongly agree). Some additional questions were added to identify the demographic factors with psychographics factors.

In case of data collection the sources of data are given below:

Primary Sources are:

Practical desk work 

Some Questionnaire survey with the customers will be made at Prime Bank Limited.

Observing organizational procedures.

Face to face conversation with the bank officers. 

Secondary Sources are:

Annual Report (2008) of Prime Bank Limited.

Brochures of Prime Bank Limited.

Different publications regarding banking functions.

Internet and website (www.prime_bank.com) of Prime Bank.

· Variables 

Two types of variables are used in these regard.

· Dependent- Customer satisfaction.

· Customers are satisfied with the service provided by Prime Bank Ltd.

· Independent – Efficiency, Quality, Cost, Commitment, Relationship.

· All the employees of Prime Bank are very efficient.
· All the services of Prime Bank are meeting with quality standard.
· Cost of service of Prime Bank Ltd is reasonable compared to others.
· Prime Bank is committed to their clients. 
· Prime Bank has a good relationship with all clients.
Data presentation techniques and format of report:

After collecting data, a comprehensive screening process is followed. Incomplete and biased data is stored out and deleted from the data bank. Both descriptive and inferential statistics is used in the analysis. We used two softwares to analyze the data. The softwares are-

· SPSS

· Microsoft Excel

A logical consistency checking technique is employed to identify inconsistencies using SPSS. In the event of inconsistencies or discrepancies being detected in the process, corrective measures will be taken. The analysis is done with both quantitative and qualitative procedure. MS-Excel is used as the software for quantitative analysis. And the qualitative analysis is done based on the quantitative findings.

Correlation between the factors and age, gender, income, was identified to know the relationship. In order to explore relationship with the overall service quality, multiple regression will be preferred with the factors. 

· MS Word

· Power Point

· SPSS output 
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Like all survey works, this research is subject to a number of limitations. These are:
· Bank secrecy posed a major problem since disclosers of some information have been restricted. 

· Sufficient records, publications, facts and figures are not available. These constrains narrowed the scope of real analysis.

· Not having an accurate customer database in CS (Consumer Service) division that caused waste of time.
· It is quite difficult to complete for such research program for four persons in a certain time limit.
· The researcher had to depend on personal interview for collecting data. Sometimes the executives & clients were too busy to give time for the report. Data were also not sufficient to conduct the research effectively. 
· There was time limitation for this research project. That made difficult to get all information.
· The respondents at times complaint against the length of the questionnaire but as this study touched so many issues; there was no way to shorten it up. However, the complaint was managed efficiently.  
However, we will try our best to prepare our report as good as possible within these limitations. 

Customer service performs the core functions of the bank, operated the day-to-day transactions, all the functions of other department is linked with customer service. This is very difficult to satisfy a customer in banking sector because the customers usually make judgement about the quality of services depending on how much satisfaction they are getting from the customer services.
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                          (Company Details)
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    2.1 Background of Prime Bank Limited

In the backdrop of economic liberalization and financial sector reforms, a group of highly successful local entrepreneurs conceived an idea of floating a commercial bank with a different outlook. For them it was competence, excellence and consistent delivery of reliable service with superior value products. Accordingly, Prime Bank Limited (PBL) was established and commencement of business started on 17 April 1995. 

Prime Bank Ltd. is operating as a scheduled bank under the banking license issued by Bangladesh Bank, the Central Bank of the country on April 17, 1995 through the opening of its Motijheel Branch at Adamjee Court Annex Building, Motijheel commercial area, Dhaka-1000. PBL was registered under the Companies Act of 1913 with its five-registered office, Rajuk Avenue, Motijheel commercial area, Dhaka-1000 that was later shifted to Adamjee Court Annex-2 Building, 119-120, Motijheel commercial area, Dhaka-1000.


As a fully licensed commercial bank, Prime Bank Limited has been managed by highly professional and dedicated team with long experience in banking. They constantly focus on understanding and anticipating customer needs. As the banking scenario undergoes changes so does the bank and it adjusts and repositions it to the changed conditions.

In its 13th year of operation in 2008, Prime Bank Ltd has made substantial headway in terms of business growth, profitability and establishing its image as one of the leading private commercial banks. Its march towards reaching greater heights in operation continues with full vigor and enthusiasm. Prime Bank has made significant progress within a very short period of its existence. The bank has been graded as a top class bank in the country through internationally accepted CAMELS rating. The bank holds the first position in the CAMELS rating, published by Bangladesh Bank for the last consecutive four years. The bank has already occupied an enviable position among its competitors after achieving success in all areas of business operations.

Prime Bank Limited at a glance: (According to Annual Report 2007)

Name of the Company: Prime Bank Limited.

Legal Status: Public Limited Company.

Date of Incorporation: February 12, 1995.

Formal launching of the Bank: April 17, 1995.

Listed with Dhaka Stock Exchange Ltd.: March 27, 2000.

Listed with Chittagong Stock Exchange Ltd.: November 15, 1999.

Principal activities: Corporate Banking, Retail Banking, Consumer Banking,  

 


  Islamic Banking, Merchant Banking.  

Authorized capital: 4000 million. 

Paid up capital: 2275 million.

No. of outstanding share: 22.75

No. of Employees: 1400.

No. of Branches: 61.

Awards & Recognitions: ICAB Award (2006).




           SAFA Merit Award (2006).

Rating: A+ by Credit Rating Information & Services Ltd (CRISL) 

    2.2 Objective of the Bank
Prime Bank Limited designs to provide commercial investment bank services to all type of customers ranging from small entrepreneurs to big business firms. In this regard, it gives emphasize on the priority sector of the economy like industry, housing and self- employment. Besides, the bank aims to provide different customer friendly deposit and loan products to fulfill the banking needs of the individual customers.

    2.3 Vision of the Bank 

To be the best Private Commercial Bank in Bangladesh in terms of efficiency, capital adequacy, asset quality, sound management and profitability having strong liquidity.


    2.4 Mission of the Bank

· To build Prime Bank Limited into an efficient, market driven, customer focused institution with good corporate governance structure.

· Continuous improvement in business policies and procedure and efficiency through integration of technology at all levels.


    2.5 Corporate Culture

This bank is one of the most disciplined Banks with a distinctive corporate culture, believe in shared meaning, shared understanding and shared sense making. Bank people can see and understand events, activities, objects and situation in a distinctive way. They mould their manners and etiquette, character individually to suit the purpose of the Bank and the needs of the customers who are of paramount importance to the bank. The people in the Bank see themselves as a tight knit team/family that believes in working together for growth. The corporate culture the bank belongs has not been imposed; it has rather been achieved through corporate conduct. 


     2.5 Prime Bank’s Organizational Structure




· Logistic & Support Services Division (L & SSD): 
Its main functions relate to procurements and supply of all tangible goods and services to the branches as well as Head Office of Prime Bank Limited.

· Financial Administration Division (FAD):
 Financial Administration Division mainly deals with the account side of the Bank. It deals with all the Head Office transactions with bank and its branches.

· Credit Division: 
The main function of this division is to maintain the Bank’s Credit Portfolio. A well-reputed and hard working group of executives & officers run the functions of this division. These functions are as follows:

· Receiving proposals

· Proposing and appraising

· Getting approval

· Communicating and sanctioning

· Monitoring and follow-up

· Setting price for credit and ensuring effectiveness of it

· Preparing various statements for onward submission to Bangladesh Bank

· International Division: 
The objective of this division is to assist management to make international dealing decisions and after decision is made, guide Branches in their implementation.

· Computer Division: 
Prime Banks operates and keeps records of its assets and liabilities in computers by using integrated software to maintain Ledger. 

· Public Relations Division: 
It has to perform certain functions related    to all types of communication. The broad routine functions are- receiving and sanctioning of all advertisement application, keeping good relation with different newspaper offices, inviting concerned ones for any occasion, keeping good relation with different officials of electronic media.

· Marketing Division: 
Marketing Division is involved in two types of marketing:

a) Asset Marketing: 

Marketing of assets refers to marketing of various kinds of loans and advances. In-order to perform this job, the officials often visit domestic large organizations and attract them to borrow from the Bank to finance profitable ventures.

b) Liability Marketing: 

In this case, different organizations having excess funds solicited to deposit their excess fund to the Bank. If the amount of money to deposit is large, the Bank sometimes offers a bit higher price than the prevailing market rate. 

· Human Resources Division (HRD):  
It performs all kinds of administrative and personnel related matters. Its main activities are- Selection & Recruitment of new personnel, Preparation of all formalities regarding appointment and joining of the successful candidates, Placement of manpower, Dealing with the transfer, promotion and leave of the employees, Training & Development of personnel, Termination and retrenchment of the employees.

· Inspection & Audit Division: 
Inspection and Audit division works as internal audit division of the company. The officers of this division randomly go to different branches to examine the necessary documents regarding each single account. 

· Credit Card Division: 
Prime Bank obtained the principal membership of Master Card International in the month of May 1999. The Marketing Team of this division goes to the potential customers to sell the card. Currently Prime Bank Ltd. offers  some types of cards, like: 

· Local Silver Card

· International Silver Card

· Local Gold Card

· International Gold Card

· VISA Credit Card

· Merchant Banking and Investment Division: 
This division concentrates its operation in the area of under-writing of initial public offer (IPO) and advance against shares. The Bank has a large amount of investment in shares and securities of different corporations as well as government treasury bills and prize bond. 


Chapter - 3

Branch Details 

Of 

Prime Bank Ltd, New Eskaton Branch




Prime Bank Limited, New Eskaton Branch is situated in a duplex building, 133, New Eskaton road, Dhaka-1000. This branch started its functions on 24 December, 2001. Twenty one employees are operating the activities of this branch. Among them five employees are temporary.

   3.2 Divisions of New Eskaton Branch

Branch activities are divided into two divisions. Those are

1. General Banking division

2. Credit division

General Banking Division: General Banking division works with the following sections: 

· Account opening section

· Local remittance section

· Foreign remittance section

· Online branch banking section

· Deposit scheme section

· Clearing section

· Collection section

· Cash section

· Accounts section


    3.4 Deposit Schemes

Prime Bank Limited has formulated the following Savings Schemes:

· Contributory Savings Scheme

· Short Term Deposit Scheme

· Fixed Deposit Scheme

· Double Benefit Deposit Scheme

· Monthly Benefit Deposit Scheme

· Lakhopati Deposit Scheme

· Special Deposit Scheme

· Education Saving Scheme

 3.5 Loan Schemes
Prime Bank Limited has formulated the following Loan Schemes:

· General Loan Scheme

· Consumer Credit Scheme

· Lease Finance

· Hire Purchase

· House Building / Apartment Loan Scheme  

· Advance against Share

· Small and Medium Enterprise (SME)


 SHAPE 
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CHAPTER – 4

Products & Services 

                         Of

                      Prime Bank Ltd


Bank is the largest mobilizer of surplus domestic savings. For poverty alleviation, we need self-employment; for self-employment, we need investment and for investment we need savings. In other words, savings help capital formations and the capital formations help investments in the country. The investment in its turn helps industrialization leading towards creation of wealth of the country. Moreover, the wealth finally takes the country on road to progress and prosperity. As such, savings is considered the very basis of prosperity of the country. The more the growth of savings, the more will be the prosperity of the nation.

The savings rate in Bangladesh is one of the lowest in the world, rate of domestic saving being 17.78 %. In order to improve the savings rate, Financial Institutions responsible for mobilization of savings should offer attractive savings schemes so that the marginal propensity to save increases. The savings do not, of course, depend only on the quantum of income but largely depend on the habit of savings of the people.

Prime Bank Limited has formulated the following Savings Schemes:

· Contributory Savings Scheme

· Short Term Deposit Scheme

· Fixed Deposit Scheme

· Double Benefit Deposit Scheme

· Monthly Benefit Deposit Scheme

· Lakhopati Deposit Scheme

· Special Deposit Scheme

· Education Saving Scheme

4.1.1 Contributory Savings Scheme:

This is a Savings Scheme in which a person gets the opportunity to build up savings by contributing monthly installments and receives an attractive fixed amount at the end of a specified term. 
The Scheme is designed to help the fixed income group to save money and build up a sizable fund with which they can go for some income generating venture to improve the quality of their life and/or meet any future financial obligations.

The salient features of the Scheme are given below:

1. Minimum size of monthly installment shall be Tk. 500/- and multiplies of Tk. 1000/-.  Maximum installment size shall be Tk. 25,000/-

2. The Deposit shall be for a period of 5 years.

3. Lump sum amount shall be paid after maturity or monthly Pension shall be paid for the next 5 years according to the size of deposit. A brief chart of lump sum amount and monthly pension installments payable are shown below:

	Size of monthly deposit (Taka)
	Terminal value after 5 years (Taka)
	Pension for next 5 years (Taka)

	500/-
	40,000/-
	870/-

	1,000/-
	80,000/-
	1,739/-

	2,000/-
	1,60,000/-
	3,478/-

	3,000/-
	2,40,000/-
	5,217/-

	4,000/-
	3,20,000/-
	6,956/-

	5,000/-
	4,00,000/-
	8,695/-

	6,000/-
	4,80,000/-
	10,434/-

	7,000/-
	5,60,000/-
	12,173/-

	8,000/-
	6,40,000/-
	13,912/-

	9,000/-
	7,20,000/-
	15,651/-

	10,000/-
	8,00,000/-
	17,390/-

	11,000/-
	8,80,000/-
	19,129/-

	12,000/-
	9,60,000/-
	20,868/-

	13,000/-
	10,40,000/-
	22,607/-

	14,000/-
	11,20,000/-
	24,346/-

	15,000/-
	12,00,000/-
	26,085/-

	16,000/-
	12,80,000/-
	27,824/-

	17,000/-
	13,60,000/-
	29,563/-

	18,000/-
	14,40,000/-
	31,302/-

	19,000/-
	15,20,000/-
	33,041/-

	20,000/-
	16,00,000/-
	34,780/-

	21,000/-
	16,80,000/-
	36,519/-

	22,000/-
	17,60,000/-
	38,258/-

	23,000/-
	18,40,000/-
	39,997/-

	24,000/-
	19,20,000/-
	41,736/-

	25,000/-
	20,00,000/-
	43,475/-


4. At present Income Tax on interest will not be applicable but in future for any change in Govt. rule of taxation, the Bank reserve the right to deduct Income Tax.

5. The depositor will have the option to choose any installment size at the time of opening of an Account and will not be allowed to change the size of installment afterwards.

6. Account in the name of minors can be opened too under the Scheme.

7. A person can open more than one account for different size of installments at any branch of the Bank.

8. The specified amount on maturity at any slab shall be paid after one month from the date of deposit of the final installment.

9. Normally no withdrawal shall be allowed before maturity. But, if any depositor intends to withdraw his/her savings due to certain unavoidable reasons before 5 years, he/she will be allowed to do so, in the following manner: 


a. No benefit or interest shall be allowed for pre-mature encashment within one year. 


b. If the account is closed after one year of its opening, interest shall be allowed on the deposit at prevailing Savings Deposit rate.

10. The monthly installment shall be payable by the 8th day (in case of holiday the next working day) of every month. Advance payment of any number of installments is acceptable.

11. When a depositor fails to deposit any installment, he/she will have to pay a fine @5% of the overdue amount payable at the time of depositing the next installment or maximum Tk. 500/-. 

12. When a depositor fails to pay 3 (three) consecutive installments at any point before five years term, the customer will cease to remain within the purview of the scheme and scheme will be treated as a Savings Bank deposit and interest will be paid on the deposited amount at prevailing SB account rate subject to completion of 1 (One) year of its opening.

13. Loan may be allowed up to 80% of the deposited amount against lien on the same after at least 2 (Two) years of regular payment of installments and minimum limit of the loan shall be Tk. 50,000/-.

14. In case of death of a depositor, the account will cease to be operative and the amount deposited so far shall be paid to the nominee, and in absence of nominee, to the legal heirs of the deceased as per rules in force.

15. The Bank at its discretion may allow inter branch transfer of the A/C under the Scheme.

16. The clients are encouraged to give standing instructions to the Bank to deposit the monthly installments, debiting their CD/SB accounts maintained with the concerned Branch. In that case, no charge will be realized for such service.

17. Normally no statement of the account will be served to the depositor, in case of need of any depositor, charges @ Tk. 10/- per year / per statement shall be realized as cost of paper.

18. At the time of opening account under CSS customer shall refer his/her SB account number for transferring his/her pension amount or may open SB A/C at the time of maturity for getting monthly pension amount.

4.1.2 Short Term Deposit:

A short-term deposit (STD) account is a running account with amounts being paid into and drawn out of the account continuously.

The salient features of the Scheme are given below:

1. These accounts are called Demand Deposits or Demand Liabilities since the  

           Banker is under obligation to pay the money in such deposits on demand.

2. Business Organization, Public Institution, Corporate bodies, generally opens these accounts.

3. It is an interest bearing deposit. Interest calculates on daily basis as per Banks Prescribed Rate and credit to account on half-yearly basis.

4. Current interest rate on STD account presents in the following table

                       

Table: 01

4.1.3 Fixed Deposit Scheme:

This type of deposit should keep for a fixed term or period. Prime Bank Limited deals with the following terms deposit:

	SI. No.
	Term
	Interest Rate

	1
	30 days
	7.50%

	2
	3 months
	12.00%

	3
	6 months
	12.00%

	4
	1 year or above
	12.00%


Table: 02
4.1.4 Double Benefit Deposit Scheme:

The main features of this scheme are:

1. Deposit of Tk. 1, 00,000 (Tk. one lac) and multiplies thereof but maximum limit of Tk. 25, 00,000 (Tk. twenty-five lac).

2. At maturity, the deposit amount will be double & paid to the depositor.

3. Photograph of Nominee, duly attested by the depositor, will obtain at the time of opening the account.

4. Normally no withdrawal will allow before maturity. But if any depositor   intends to withdraw his deposit before maturity, the following rules will be applicable:

a) No benefit including interest/profit will allow for pre-mature   encashment within one year. 

b) If the accounts/deposits close after one year of its opening, benefit will allow on the deposit at normal Savings Deposit rate.

5. In case of death of a depositor, the amount of instrument will pay to the nominee, to the legal heirs of the depositor on production of succession certificate.

4.1.5 Monthly Benefit Deposit Scheme:

This is a deposit scheme where the depositor gets a fixed amount of profit every month. The scheme is designed for the benefit of the persons who intend to meet the monthly budget of their families from the income out of their deposit.

The salient features of the Scheme are given below:

1. Deposit of Tk. 25,000.00 (Taka twenty five thousand) and multiples thereof, but maximum Tk. 25, 00,000/- (Taka twenty-five lac) shall be acceptable under the Scheme.

2. The Deposit shall be for a period of 5 (Five) years. The Principal amount is refundable on maturity.

3. Profit shall be paid on monthly basis @ Tk. 1,000.00 per Tk. 1,00,000.00.

4. Payment of monthly profit shall start from the subsequent month after a clear minimum gap of 30 days from date of deposit.

5. In case of death of a depositor, the account shall cease to be operative and the amount deposited so far shall be paid to the nominee, and in the absence of nominee, to the legal heirs of deceased as per rules in force.

6. Normally, the deposit will not be encashable before 5 (Five) years. But if any depositor intends to withdraw his deposit before maturity due to certain unavoidable reasons, he would be allowed to do so in the following manner:

a. No benefit including interest shall be allowed for pre-mature encashment within one year.

b. If the accounts / deposits are closed/ encashed after one year of its opening, benefit shall be allowed on the deposit at existing normal Savings Deposit rate.

c. If the amount of monthly profit already paid exceeds the amount payable at normal Savings rate, the difference shall be realized from the principal deposit amount, if and when necessary.

7. Separate Application Form specially designed for the purpose shall be obtained duly filled in and signed by the depositor. In addition to this, the depositor must have a separate Savings Bank Account with the branch wherein the benefit on the amount so deposited shall be credited every month.

8. A specially designed Receipt shall be issued for the deposit under the Scheme in the same manner as issued in case of FDR.

9. The Receipt will not be transferable.

10. Advance against lien on such Receipt can be allowed up to 80% of the deposit bearing normal rate of interest prevalent at the time on Overdraft/ Loan.

11. During the period of such Overdraft/ Loan, the monthly benefit shall be credited to the concerned Overdraft/Loan.

12. Payment will be made after deduction of taxes as fixed by the Govt. from time to time.

13. In case the instrument is lost, the procedure for issuance of a duplicate will be the same as applicable in case of loss of FDR.

N.B. Senior Citizens will get 0.50% higher rate of interest as permissible for all other deposits of our Bank. Monthly benefit shall be Tk. 1042/- per Tk. 1,00,000/- per month for Senior Citizens.

4.1.6 Lakhopati Deposit Scheme:

Rules & Regulations:

1.   Monthly Installment size, tenure and terminal value of the scheme are:

	Monthly Installment Size 
	Tenure
	Amount to be paid after Maturity 

	Tk. 500
	10 years
	Tk. 1,00,000

	Tk. 1285
	5 years
	Tk. 1,00,000

	Tk. 2400
	3 years
	Tk. 1,00,000


Table: 03

2. The installment shall be payable by the 8th day (in case of holiday the next   working day) of every month. Advance payment of any number of installments is acceptable.

3. Normally no withdrawal shall be allowed before maturity, if any depositor intends    to withdraw his/her savings due to certain unavoidable reasons before 5 years, 10 years and 15 years, he/she will not be allowed any benefit if the premature encashment takes place before completion of 1 year.

4. In case of death of a depositor, the account will cease to be operative and the     amount deposited so far will paid to the nominee, and in absence of nominee, to the legal heirs of deceased as per rules in force.

4.1.7 Education Saving Scheme:

The education expenses particularly the expenses for higher education are sharply increasing day by day in our country. Sometimes, the children are deprived of getting the desired level of education because of the inability of the parents to meet their educational expenses. However, the parents would not feel any difficulty to defray such expenses if a proper financial planning makes much ahead of time. Moreover, the Bank is receiving demands from the Islamic minded people of our country for an attractive Savings Scheme based on Islamic Sariah to encourage them to save in Islamic way for education of their children. 

Prime Bank Limited has introduced a Saving Scheme entitled “Education Savings Scheme” based on profit and loss sharing. The scheme provides a unique opportunity to the parents to make a future provision for the educational expenses of their children when they enter into Schools, Colleges and Universities out of the benefit of a small amount of savings with the Bank at an opportune moment. 

The salient features of the Scheme are given below:
1. The Scheme shall be implemented through all our branches, though it is specially designed for Islamic Banking branches.

2. Deposit of Tk. 50,000/- and multiples thereof but maximum limit of Tk. 5,00,000/- at a time will be acceptable under the Scheme.

3. A specially designed Receipt shall be issued for the deposit under the Scheme in the same manner as issued in case of FDR.  Branches shall use the ESS receipts that used for existing scheme.

4. The instrument shall be issued for a period of 5 years term.

5. On maturity a lump sum amount of Tk. 85,382/- shall be payable or education allowance @ Tk. 1,854/- per month per Tk. 50,000/- shall be payable on the basis of deposit amount for next 5 years starting from the completion of the term as per following table.  Income Tax @10% on interest may be deducted at source at the time of payment of lump sum amount.

	Initial Deposit (Taka)
	Lump sum amount payable at maturity 
	Amount of Education allowance per month

	50,000/-
	85,382/-
	1,854/-

	1,00,000/-
	1,70,763/-
	3,705/-

	1,50,000/-
	2,56,145/-
	5,558/-

	2,00,000/-
	3,41,526/-
	7,410/-

	2,50,000/-
	4,26,908/-
	9,263/-

	3,00,000/-
	4,69,704/-
	11,115/-

	3,50,000/-
	5,47,988/-
	12,968/-

	4,00,000/-
	6,26,272/-
	14,820/-

	4,50,000/-
	7,04,556/-
	16,673/-

	5,00,000/-
	7,82,840/-
	18,525/-


6. To avail the monthly allowances the depositor is required to surrender the savings instrument to the Bank duly discharged with a written instruction to the Bank to pay the installments to his ward on monthly installment basis as stipulated in the scheme.

7. Separate Application form specially designed for the purpose shall be obtained duly filled in and signed by the depositor.

8. Photograph of the Nominee and Ultimate Beneficiary, if any, duly attested by the depositor, shall be obtained at the time of opening the account.

9. Normally no withdrawal will be allowed before maturity. But if any depositor intends to withdraw his/her deposit before maturity, the following rules will be applicable:

a. No benefit including interest shall be allowed for pre-mature encashment within one year.

b. If the accounts/deposits are closed/ encashed after one year of its opening, benefit shall be allowed on the deposit at normal Savings Deposit rate.

10. The instrument will be acceptable as collateral security against any investment subject to registering lien with the issuing Branch.

11. In case of death of the depositor, the amount of instrument will be paid to the nominee or, in the absence of a nominee, to the legal heirs of the depositor on production of succession certificate.

12. But if the nominee after the demise of the depositor intends to continue the deposit to enjoy the monthly educational allowance for five years, as admissible under the rules of the scheme, the receipt should be surrendered to the Bank on maturity duly discharged by the nominee and duly authenticated by the legal guardian.

13. In case of instrument is lost the procedure for issuance of the duplicate will be the same as applicable in case of loss of FDR.
4.1.8 House Building Deposit Scheme:

The salient features of the Scheme are given below:
1. The tenor of the House Building Deposit Scheme will be 5/7/10 years.

2. Minimum Equity building amount shall be Tk. 10.00 lac.

	Size of monthly deposit in Tk.
(without Insurance) 
	Size of monthly deposit in Tk.
(with Insurance) 
	Investment Tenor (in Year) 
	Age Limit 
(in Year)* 
	After the  investment Tenor the terminal value of the Scheme 
(in Taka)** 

	4,570/-
	4,705/-
	10
	18 to 35
	1,000,000/-

	7,890/-
	8,045/-
	7
	18 to 38
	1,000,000/-

	12,465/-
	12,640/-
	5
	18 to 40
	1,000,000/-

	9,135/-
	N/A
	10
	18 to 35
	2,000,000/-

	15,770/-
	N/A
	7
	18 to 38
	2,000,000/-

	24,925/-
	N/A
	5
	18 to 40
	2,000,000/-


* Age upper limit will be applicable for HBL facilities only

** Insurance Coverage will be restricted to terminal amount of Tk. 1,000,000/-(Taka Ten Lac) only; here the age limit will be from 18 years to 60 years.

3. Income Tax on interest amount shall be as per Government rule on taxation and the Bank reserves the right to deduct Income Tax.

4. The depositor will have the option to choose any installment size at the time of opening of the A/C. and will not be allowed to change the size of installment afterwards.

5. Account in the name of minors can be opened too under the Scheme but without insurance coverage.

6. A person can open more than one account but House Building Loan facility shall be on one account only.

7. The installment shall be payable by the 8th day (in case of holiday the next working day) of every month. Advance payment of any number of installments is acceptable.

8. Normally no withdrawal shall be allowed before maturity, if any depositor intends to withdraw his/her equity due to certain unavoidable reasons before maturity, following should be applicable for accounts covering insurance:


a. On or before completion of one year, No interest (Saving) shall be paid and Advance Insurance Premium paid to the Insurance Company shall be deducted from the final settlement.


b. On or before completion of two years, No interest (Saving) shall be allowed and No deduction will be made.


c. On completion of three (03) years, Saving Interest rate on the deposited amount may be allowed.

For accounts not covering any insurance:

a. On or before completion of one year, No interest (Saving) shall be paid.

b. After completion of one year Saving Interest rate on the deposited amount may be allowed.

9. When a depositor fails to deposit any installment, he/she will have to pay a fine @5% of the overdue amount payable at the time of depositing the next installment or maximum Tk. 500/-

10. When a depositor fails to pay 3 (Three) consecutive installment at any point of time before 2 years term, the customer will cease to remain within the purview of the scheme and scheme will be treated as a Savings Bank deposit and interest will be paid on the deposited amount at prevailing SB A/C rate subject to completion of 1 (One) year of its opening.

11. HBL facility shall be considered on maturity upon application up to three times the equity but not exceeding Tk. 50.00 lac on compliance of loan formalities.

12. In case of death of a depositor, the A/C. will cease to be operative and the amount deposited so far shall be paid to the nominee, and in the absence of nominee, to the legal heirs of deceased as per rules in force.

13. The Bank at its discretion may allow inter branch transfer of the A/C under the Scheme.

14. The clients are encouraged to give standing instructions to the Bank to deposit the monthly installments, debiting their CD/SB accounts maintained with the concerned Branch. In that case, no charge will be realized for such service.

15. Normally no statement of the account will be served to the depositor. Incase of need of any depositor, charge @Tk.10/- per year / per statement shall be realized as cost of paper.

   4.2 Deposit Performance

Prime Bank Limited is well able to mobilize substantial deposits through various deposit schemes. The deposit balance of Prime Bank reached the level of Tk. 70,512 million during 2007 from Tk. 54,724 million of previous year. The growth rate is 28.85 percent. This was possible due to superior customer service delivery at the branch level, expansion of branch network to rural areas where foreign remittance flow is significant. 

The deposits performance is shown below:

Deposit mix as on December 31, 2007 was as follows:

	Items
	Tk (in million)
	% of Total Deposit

	Current & other Deposit
	10590
	15.02%

	Savings Bank Deposit
	6027
	8.55%

	Fixed Deposits
	36961
	52.41%

	Short Term Deposits
	3046
	4.32%

	Deposits Schemes
	12710
	18.08%

	Bills Payable
	1145
	1.62%

	Total
	70512
	100%


Table: 04
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Pie Chart: Deposit Mix

 4.3 Loan Schemes

Prime Bank Limited has formulated the following Loan Schemes:

· General Loan Scheme

· Consumer Credit Scheme

· Lease Finance

· Hire Purchase

· House Building / Apartment Loan Scheme  

· Advance against Share

· Small and Medium Enterprise (SME)

4.3.1 General Loan Scheme:

Depending on the various nature of financing, all the lending activities have brought under the following General Loan:

· Short term Loan   

· Medium term Loan   

· Long term Loan

The loans allow to individual / firm / industries for a specific purpose but for a definite period and generally repayable by installments fall under this head. This type of lending is mainly allowed to accommodate financing under the categories:

· Large & Medium Scale Industry and 

· Small & Cottage Industry. 

Very often term is financing:

· Agriculture and

· Others.

4.3.2 Consumer Credit Scheme:

In order to provide financial assistance to the limited income group for raising their standard of living by acquiring domestic durables like freeze, TV, Computer, Motor Car, etc., the bank has have introduced a Consumers Credit Scheme to improve the quality of life particularly of the fixed income earner of the society.

Consumer Credit Products: 

· Car Loan

· Doctors Loan

· Advances Against Salary

· Education Loan

· Travel Loan

· Marriage Loan

· Hospitalization Loan

· Household Durable Loan
4.3.3 Lease Finance:

Lease financing is one of the most convenient long-term sources of acquiring capital machinery and equipment. An obvious advantage of the lease is to use an asset without having to buy it. The lessee is obligated to make lease payments until the expiration of the lease agreement, which corresponds to the useful life of the asset.

Salient Features of Lease Financing:

· Lease finance offers for acquiring the use of Capital Machinery, Equipments, Medical Instruments and Automobiles.

· Financial Lease is long term in nature and is no cancelable.

· The customer will be required to make a deposit equivalent to 3 (three) months lease rentals to the Bank on the date of signing of the lease agreement, which shall be refunded to the client at the expiry of lease term.

· Bank will purchase the equipment after confirmation of the acceptance of the equipment by the client.

· On execution of Lease, the client and the Bank shall enter into an amendment lease agreement reflecting the actual acquisition cost.

· The term of lease is maximum 5 (five) years in case of Capital Machinery, Equipment and Medical Instruments but 4 (four) years in Automobiles.

· The Lessee will pay service charge or project examination fee @O. 15% on the sanctioned amount subject to a minimum Tk. 3,000 and maximum Tk.10, 000 in case of acquisition of machinery and Equipments for projects. In case of Automobile, a service charge of Tk. 500 is payable when the acquisition cost is below Tk. 10.00 lac and an amount of Tk. 1,000 is payable when the acquisition cost is Tk. 10.00 lac and above.

4.3.4 Hire Purchase:

Hire Purchase is a type of installment credit under which the Hire Purchaser (Client) agrees to take the goods on hire at a stated rental, which is inclusive of the repayment of Principal as well as interest for adjustment of the loan within a specified period.

4.3.5 House Building Loan Scheme:

Loans allowed to individual/enterprises for construction of house (residential or commercial) fall under this type of advance. The amount is repayable by monthly installment within a specified period. Such advances are known as Loan (HBL​GEN). Loans allowed to the Bank Employees for purchase /construction of house shall be headed Staff Loan (HBL-STAFF).

4.3.6 Advance against Share:

To contribute to the development of the Capital Market of the country Prime Bank Limited extends credit facilities against pledge of Shares to the individuals as well as to the Member of DSE & CSE.

Terms & Conditions:

· For availing of credit facilities against pledge of shares the intending borrowers shall deposit shares of at least three (3) Companies, which are preferably registered in his/her name.

· Credit facilities in the form of Secured Overdraft (SOD) Limit may allow up to 50% of the Value of shares pledged calculated based on current market prices or previous 6 months' average market prices, which is lower.

· The Share Certificates must accompany by form -117 containing the signature of the Shareholders duly checked and verified. 

· The maximum limit shall be Tk. 20.00 Lac for individual borrowers. 

· Interest rate charges @ 15% P.A quarterly or as amends from time to time.

4.3.7 Small & Medium Enterprise (SME):

Many small and medium entrepreneurs in the country have innovative idea, spirit and potentiality to do something productive for local consumers as well as export abroad. Prime Bank Limited provides loan to small and medium entrepreneurs and play positive role in the overall socioeconomic development of the country.

Objectives:

· To provide credit facilities to the small and medium size entrepreneurs 

· Help the entrepreneurs to take part in economic activities.

· To inspire for undertaking small projects for creation employment.


   4.4 Credit Portfolio
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Pie Chart: Credit Portfolio


   4.5 Master Card

Prime Bank Limited obtained Principal Membership of Master-Card International in the month of May 1999. The Special feature of the Prime Bank Master Card is that it bears the cardholder's photo on the card, which is the first of its kind in Bangladesh and adds security against misuse. It has created a new dimension in its customer service and consumer financing. Prime Bank limited issues 4 types of cards. These are:

· Gold local 

· Gold International 

· Silver local

· Silver International. 

Followings are the main feature of MasterCard Credit:

· Prime Bank ensures high level of security by inserting the account holder's Photograph on the Card.

· 20 to 50 days credit form the date of transaction. When the client receives his/her monthly statement, either he/she can choose to pay in full or just minimum due amount shown on the statement. No interest is charged if he/she pays in full within payment due date.

· 24 hours a day, 365 days worldwide service.

· No fees of joining/administrative.

· Waiver of annual fees for International Card: If the client accumulates 20,000 Prime Bank Bonus Point for Gold Card or, 10,000 Bonus Point for Silver Card in a year then he/she enjoys his/her Card without fees ($ 1 purchase: 1 Bonus).

· Waiver of annual fee for local Card: If the client accumulates 10,000 Prime Bank Bonus Point for Gold Card or 8,000 Bonus Point for Silver Card in a year then he/she enjoys his/her Card without fees (Tk. 5o purchase: 1 Bonus point).

· The highest bonus point holder can enjoy free air ticket Dhaka – Bangkok – Dhaka (Business Class).

· Cash advance facilities.

Credit Limit:

PBL may sanction any credit limit that is the maximum of credit available to the cardholder which can be accessed at any one time, for the facilities under Condition 2 hereof and may terminate or modify or vary such facilities or credit limit without notice. The limit imposed for Cash Advances shall be part of the credit limit imposed. The credit limit will notify in writing to the Cardholder.

  4.6 ATM Card

Prime Bank at new eskaton branch stared its new facilities of ATM. ATM services that provide 24 hours cash transactions o their clients. This service is highly preferred by the clients. Therefore, Prime Bank has a good opportunity to provide their own ATM facility to the customers. A customer will withdraw maximum Tk. 30,000 per day. Customer of Prime bank ATM card holder can withdraw money from DBBL booth without any service charge.


CHAPTER – 5

Operations

At Customer Service Desk



5.1 Deposits

All deposits that accept by PBL like other banks classified into two categories:

1) Demand deposits

2) Time deposits

5.1.1 Demand Deposits:

These deposits are without notice. Prime Bank Limited accepts demand deposits through the opening of:

· Current account

· Saving account

5.1.2 Time Deposits:

A deposit which is payable at a fixed date or after a period of notice is called time deposit. Prime Bank Limited accepts time deposits through fixed deposits receipt, Short-term deposit, Bearer certificate deposit etc. A contact is done between the bank and the customer. When the officer opens an account in the name of a customer, there arise contracts between them. This contract will be a valid one only when both the parties are competent to enter into contracts. As account opening initiates the fundamental relationship and the banker has deal with different legal status, Prime Bank Limited officials remain very much careful about the competency of the customers.

  5.2 Procedure of opening an Account

Before opening an account, the customer must complete the following formalities/ furnish the particulars:

· Name of account holder(s), father’s name, mother’s name, spouse name

· Telephone No., Fax No., Email address

· Permanent Address/ Residential address /Mailing address 

· Occupation;

· Amount of initial deposit;

· Others personal information as applicable;

· KYC(Know Your Customer);

· Risk Grading;

· Specimen signature;

· Recording of specimen signature;

· Custody and safe-keeping of specimen Signature cards;

· After fulfilling the above formalities, Prime Bank Limited provides the customer

· Cheque book.

  5.3 Deposit Rate

The rates of interest on deposit are given below


Table: 05

  5.4 Different Types Of Deposit Account

Prime Bank Limited offers the following types of accounts and their formalities:

Nature of Accounts in Prime Bank- 
· Corporate Banking

· Retail Banking

Corporate Banking Covers the Accounts- 

· Limited company (Private and Publics)

· Partnership Firm;

· Association/ Club/ Charity/ Trust/ society etc.

· Sole Proprietorship 

Mainly the following documents are obtained while opening the various accounts in Prime Bank:

5.4.1 Current Account:

In the name of individual/Joint: 

· Two copies of photograph of the account holder(s) who will operate the A/C

· Introduction

· Nationality certificate or photocopy of Passport (1-7 pages)

· KYC Form

· Operational instruction (In case of joint A/c)

· Letter of Thanks and Letter of Welcome

Proprietorship Firm

· Two copies of photograph of the account holder(s) who will operate the A/C (original must be seen);

· Sole proprietorship declaration;

· Introduction;

· Certified copy of valid trade license;

· Trade seal;

· Nationality certificate or photocopy of Passport (1-7 pages);

· Transaction Profile;

· KYC Form dully filled in;

· Letter of Thanks and Letter of Welcome

Partnership Firm

· Two copies of photograph of the account holder(s) who will operate the A/C (original must be seen);

· Introduction;

· Certified copy of valid trade license;

· Trade seal;

· Certified copy of partnership deed dully signed by all the partners

· Nationality certificate or photocopy of Passport (1-7 pages);

· Transaction Profile;

· KYC Form dully filled in;

· Letter of Thanks and Letter of Welcome

Trust

· Two copies of photograph of the account holder(s) who will operate the A/C

· Up-to-date list of members of the Trustee Board

· Certified copy of Deed of Trust

· Certified copy of the Resolution of Trustee Board for opening and operation of the account

· Introduction

· Seal (Designation wise) who will operate the A/C

·  Nationality certificate or photocopy of Passport (1-7 pages);

· Transaction Profile

· KYC Form

· Letter of Thanks and Letter of Welcome

Limited Company

· Two copies of photograph of the account holder(s) who will operate the A/C

· Certified copy of the memorandum of Association and Article of Association

· Certificate copy of Incorporation

· Certified copy of Full Board Resolution for opening and operation of the A/C

· List of Directors with Signature(up-to-date) In Letter Head Pad

· Introduction

·  Seal(Designation wise) who will operate the A/C

· Form-XII(if old company)

· Form 117(if takes over another company)

· Transaction Profile

· KYC Form

· Letter of Thanks and Letter of Welcome

· Certified copy of the Certificate of Commencement of Business( Incase of Public Limited Company)

· Valid trade license

· Transaction Profile

· KYC Form

· Letter of Thanks and Letter of Welcome

Minor Accounts

· Two copies of photograph of the account holder(s) who will operate the A/C

· Minor’s date of birth and photograph dully certified by the guardian

· Transaction Profile

· KYC Form

· Letter of Thanks and Letter of Welcome

Illiterate Person’s Accounts

· Two copies of photograph of the account holder(s) who will operate the A/C

· Introduction

· KYC Form

· Illiterate persons use their thumb sign instead of giving specimen signature

5.4.2 Savings Bank Accounts

· Photograph of the account holder(s) attested by the introducer

· Photocopy of National Certificate/ Photocopy of passport (Original must be seen)

· - KYC form dully filled in (Required Photocopy of Valid passport (1-7 pages)/ ID card/ TIN certificate/ valid trade license/ Nationality Certificate issued by the Word Commissioner of Chairman/ Driving license/ Voter ID card/ Employer’s Certificate)

· Transaction Profile

· Letters of Thanks

· Letter of Welcome

· Introducer (other account holder accepted to the branch manager)

5.4.3 Short Term Deposit Account:

In short-term deposit, the deposit keeps for at least seven days to get interest. The interest offered for STD is less than that of savings deposits in PBL. Various big companies, organizations, government departments keep money in STD accounts. Frequent withdrawal is discouraged and requires prior notice.

5.4.4 Fixed Deposit:

It is known as time liabilities or term deposits. These are deposits, which makes with the bank for a fixed period specified in advance. The bank offers high rate of interest on such deposits. In Prime Bank Limited, fixed deposit account opens in two forms. One is midterm that is less than one year and the other is term deposit, which is more than one year.

5.4.5 Closing of Account:

The closing of an account takes place:

· If the customer desires to close the account

· If Prime Bank Limited finds the account not in operation for a long duration

· If garnishee order is issued by the court on Prime Bank Limited

· To close the account, the chequebook is to return to the bank. Prime Bank Limited takes all the charges by debiting the account and the remaining balance pay to the customer. Necessary entries are given to the account closing register and computer.

 5.5 General Banking Instruments

There are different types of instruments by which different services are provided to the customers. These instruments use to do the task smoothly and in a very efficient way.

5.5.1 Cheque book:

According to section 60 (f) of negotiable instruments act, 1881, a cheque is “A bill of exchange drawn on a specified banker and not expressed to be payable otherwise than on demand”.

To facilitate withdrawals and payments to third parties by the customer, Prime Bank Limited provides a cheque book to the customer. Cheque book contains 10 leaves for savings account while for current account is 10 to 50 leaves. The cheque book also contains requisition slip, which is used by the customer to obtain new cheque book. When all the leaves are used, the customer submits the slip to the bank. A senior official then issues a new cheque book and subsequent entries are given in the register and in computer. If the chequebook is lost, the customer has to furnish a guarantee indemnifying the bank. After fulfilling this, a new chequebook is issued.

5.5.2 Pay Order:

A pay order is a written order, issued by a bank, to pay a certain sum of money to a specified person or a bank. A pay order issued and paid by the same branch of a bank and such, the drawer and the drawee are the same. The person or the organization in whose favor it issues known as payee or the beneficiary. Pay Order send to the individual on payment of value and is called the purchaser.  To purchase a pay order, the customer must have a bank account in the issuing bank. The purchaser should sign the standard application form giving detailed particulars and request for issue of pay order. The payee or beneficiary must not appear to be fictitious. His full name and address should be written on the application. Bank should recover commission of pay order from the purchaser. 

5.5.3 Pay Slip:

A pay slip is written authorization for making payment-specified person or firm payable by issuing branch, for a discharge liability of the bank. A pay slip originates made payable by the bank in a receipt form there is no need for any application for its issue. A pay slip issues to effect payments because of bills payable for goods and services purchased or availed by it. For example, bank is required to make payment of bills for the purchase of furniture & fixture, for printing & stationary and for any other works done on its behalf by the other party on agreement with the bank.

5.5.4 Demand Drafts:

Demand draft is an order to pay money, drawn by one branch of a bank for a sum of money payable to order on demand. A draft cannot payable to bearer. The purchaser of a demand draft may or may not be customer of the bank. The purchaser of the draft must fill in the relative application form with his name, amount, and name of the payee, the amount and the office in which it is drawn. In order to sure safety, the purchaser advised to cross the draft and the bank gives a test number. Having issued the draft the issuing officer would send the drawee branch, an advice containing the particulars of the draft branch through savings account.

5 .6 Dishonor of Cheque 

If a cheque is dishonored, PBL sends cheque return memo to the customer stating the reason in the following way:

· Insufficient fund, Exceeds arrangements

· Effects not cleared, May be presented again

· Payment stopped by drawer

· Payee's endorsement irregular/illegible/required

· Payee's endorsement irregular, requires bank's confirmation

· Drawer's signature differs/required

· Cheque is post dated/out of date/mutilated

· Alteration in date/ figures/words

· Amount of words and figure differs

· Crossed cheque must be presented through a bank, clearing stamp required/ requires cancellation

· Cheque crossed "Account Payee Only"

If the cheque is dishonored due to insufficiency of funds, Prime Bank Limited charges Tk.50 as penalty. If the cheque is lost then the customer must inform the police and should take a copy of G.D. The customer then fills an indemnity for guarantying that the cheque is lost. When the bank is convinced with having the above documents bank gives to the customer a new cheque book.

5 .7 Online Banking Operation   

The bank has set up a wide area network across the country to provide online branch banking facility to its valued clients. Under the scheme, clients of any branch shall be able to do banking transaction at other branches of the bank. Under this system, a client may do the following types of transactions:

· Cash withdrawal from his or her account at any branch of the bank irrespective of location.

· Cash deposits in his or her account at any branch of the bank irrespective of location.

· Transfer of money from his or her account with any branch of the bank.

· Any amount can deposit or transferred under Prime online. However, at present there is a limit for cash withdrawal through bearer or by account holder himself. 
   5 .8 Clearing

In this unit, all the cheques of Prime Bank Limited and other banks of Bangladesh deal. There are two kinds of clearing process.

1. Inward clearing

2. Outward clearing

5.8.1 Process Of Inward Clearing:
For inward clearing, cheques of Prime Bank Limited, Pallabi Branch deposit in other banks and sent back to Pallabi Branch of Prime Bank Limited through clearing house for collection of money. In this process, cheques of Pallabi Branch of Prime Bank Limited are sent to local office of Prime Bank Limited first. Then the local office sent those cheques to the Pallabi Branch.

After receiving cheques from the local office of Prime Bank Limited, those cheques are directly sent to the computer section for checking the balance of those specific accounts from which money should be collected. If the required balance available there then amount debited from that account and the cheque is honored. However, in case if the required balance is not available, the authorized officer of clearing department immediately informs it to the head of the customer service or he tries to connect the account holder. If the account holder does not deposit the required balance immediately, the cheque is dishonored. Finally, the authorized officer gives all the entry of those cheques in inward clearing register. After giving the entries, a credit advice is sent to the local office of Prime Bank limited.

5.8.2 Process Of Outward Clearing:

For outward clearing cheques, the bearer of the cheques must have an account in Pallabi branch of Prime Bank Limited. After the submission of the cheques, authorized officer gives the entries in software, provided by Bangladesh bank. After giving all the entries print and enclose with the cheques. Then all the cheques with the enclosed sheets are sent to the head office of Prime Bank Limited for the collection of money. The head office sends it to clearing house.

Send For Collection:
Customer deposits cheque, drafts, etc. for collection along with deposit slip. Instruments within the range of clearing collect through local clearinghouse, but for outside the clearinghouse ranges collect through OBC (Outward Bill Collection). Customer of Prime Bank Limited, Pallabi branch, Dhaka may deposit a cheque of Prime Bank Limited, Moulvibazar branch. For this purpose the collection bank, Prime Bank, Pallabi branch will do as follows:

· The cheque first deposits with the help of a slip.

· The collecting bank gives a crossing with prime Bank, Pallabi branch. It indicates that the mentioned bank is the collecting bank.

· Entry for outward clearing register gives with clearing seal and giving the cheque a 'S' (subsidiary) seal.

· The cheque register in Send for Collection register and a Send for Collection number is given.

· Endorsement is giving, as payee’s account will credited on realization



CHAPTER – 6

               

            Data Analysis 

                                  Of

                                          Survey & Hypothesis 


  Analysis

In the analysis part of this report, we analyzed the results of the survey. To analyze the results we used all the samples that we have used to collect data. Analysis is made through presentation of graphs with Diagrams and we also did some hypothetical test & one sample T-test. In this part, we evaluated the services of prime bank that are provided to the customers. To begin with, the analysis part it is to mention that we have surveyed on 30 customers of Prime Bank Limited to evaluate customer services & customer satisfaction with a survey questionnaire where there were 22 sample questions. The answer of the questions is representing the customer’s perception or attitude & behavior towards customer services customer satisfaction of the Prime bank limited.


One Sample Test:

Hypothesis H1.1

H0: Not all the employees of Prime Bank are very efficient.

H1: All the employees of Prime Bank are very efficient.

One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Prime Bank Limited provides quick service to the customer.
	-8.043
	49
	.000
	-.840
	-1.05
	-.63


Table 1: One-Sample Test Hypothesis 1.1

Statistical Decision: Since the calculated value of Sig. value (.000) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here, we can conclude that Prime Bank Ltd. is quick service provider. 
Hypothesis H1.2

H0: Not all the employees of Prime Bank are very efficient.

H1: All the employees of Prime Bank are very efficient.

One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Employees of Prime Bank Ltd are efficient & responsive to serve their clients
	-5.403
	49
	.000
	-.560
	-.77
	-.35


Table 2: One-Sample Test Hypothesis 1.2

Statistical Decision: Since the calculated value of Sig. value (.000) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here, we can conclude that Employees of Prime Bank are efficient & responsive to serve their client. 
Hypothesis H2.1

H0: Not all the services of Prime Bank are meeting with quality standard.

H1: All the services of Prime Bank are meeting with quality standard.


One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Prime Bank Ltd. Office environment is very pleasant
	-3.718
	49
	.001
	-.440
	-.68
	-.20


Table 3: One-Sample Test Hypothesis 2.1

Statistical Decision: Since the calculated value of Sig. value (.001) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here we can conclude that office environment is very pleasant. 

Hypothesis H2.2

H0: Not all the services of Prime Bank are meeting with quality standard.

H1: All the services of Prime Bank are meeting with quality standard.


One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Prime Bank Ltd has a convenient transaction hour.
	2.759
	49
	.008
	.340
	.09
	.59


Table 4: One-Sample Test Hypothesis 2.2

Statistical Decision: Since the calculated value of Sig. value (.008) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here we can conclude that Prime Bank has a convenient transaction hour. 

Hypothesis H2.3

H0: Not all the services of Prime Bank are meeting with quality standard.

H1: All the services of Prime Bank are meeting with quality standard.

One-Sample Test

	
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Management system of Prime Bank is well established.
	-.489
	49
	.627
	-.060
	-.31
	.19


Table 5: One-Sample Test Hypothesis 2.3
Statistical Decision: Since the calculated value of Sig. value (.627) is more than the significance value (.05) so H0 hypothesis is accepted.
Research Decision: Here we can conclude that Management system of Prime Bank is not well established.
Hypothesis H2.4

H0: Not all the services of Prime Bank are meeting with quality standard.

H1: All the services of Prime Bank are meeting with quality standard.

One-Sample Test

	
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Employees of Prime Bank Limited are very Friendly & helpful.
	-7.452
	49
	.000
	-.660
	-.84
	-.48


Table 6: One-Sample Test Hypothesis 2.3
Statistical Decision: Since the calculated value of Sig. value (.000) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here, we can conclude that employees of Prime Bank Ltd. are very helpful.
Hypothesis H3

H0: Cost of service of Prime Bank Ltd is not reasonable compare to other.

H1: Cost of service of Prime Bank Ltd is reasonable compare to other.


One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Fees & services charges of the bank are reasonable compared to other banks.
	-.265
	49
	.792
	-.040
	-.34
	.26


Table 7: One-Sample Test Hypothesis 3
Statistical Decision: Since the calculated value of Sig. value (.792) is more than the significance value (.05) so H0 hypothesis is accepted.
Research Decision: Here we can conclude that Fees & services charges of the bank are not reasonable compared to other banks.
Hypothesis H4

H0: Prime Bank is not committed to their client. 

H1: Prime Bank is committed to their client. 

One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Prime Bank Ltd. is very committed to their customer.
	-2.689
	49
	.010
	-.300
	-.52
	-.08


Table 8: One-Sample Test Hypothesis 4
Statistical Decision: Since the calculated value of Sig. value (.010) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here, we can conclude that Prime Bank Ltd. is very committed to their customer.
Hypothesis H5.1
H0: Prime Bank has not a good relationship with all clients.

H1: Prime Bank has a good relationship with all clients.

One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Prime Bank Ltd values its high profile clients more.
	-3.881
	49
	.000
	-.460
	-.70
	-.22


Table 9: One-Sample Test Hypothesis 5
Statistical Decision: Since the calculated value of Sig. value (.000) is less than the significance value (.05) so H0 is rejected and there is a strong possibility to accept the alternate hypothesis H1
Research Decision: Here, we can conclude that Prime Bank Ltd values its high profile clients.

Hypothesis H5.1
H0: Prime Bank has not a good relationship with all clients.

H1: Prime Bank has a good relationship with all clients.

One-Sample Test

	 
	Test Value = 3

	 
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	 
	 
	 
	 
	 
	Lower
	Upper

	Prime Bank Ltd. ignores its general customer's wellbeing.
	-.742
	49
	.462
	-.100
	-.37
	.17


Table 10: One-Sample Test Hypothesis 5
Statistical Decision: Since the calculated value of Sig. value (.462) is more than the significance value (.05) so H0 hypothesis is accepted.
Research Decision: Here we can conclude that Prime Bank Ltd. does not ignore its general customer's wellbeing.
ANOVA Test

Hypothesis Test: 1

My first objective was to find out the employee efficiency can increase the level of customer satisfaction.

H0: Not all the employees of Prime Bank are very efficient.

H1: All the employees of Prime Bank are very efficient.

Assume that significant level, 
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, Ho is rejected and H1 is accepted.
Variables Entered/Removed (b)

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Employees of Prime Bank Ltd are efficient & responsive to serve their clients, Prime Bank Limited provides quick service to the customer.(a)
	.
	Enter


a. All requested variables entered.

b. Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.239(a)
	.057
	.017
	.888


a. Predictors: (Constant), Employees of Prime Bank Ltd are efficient & responsive to serve their clients, Prime Bank Limited provides quick service to the customer.

ANOVA (b)

	Model
	 
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	2.235
	2
	1.118
	1.418
	.252(a)

	 
	Residual
	37.045
	47
	.788
	 
	 

	 
	Total
	39.280
	49
	 
	 
	 


a. Predictors: (Constant), Employees of Prime Bank Ltd are efficient & responsive to serve their clients, Prime Bank Limited provides quick service to the customer.

b. Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Coefficients (a)

	Model
	 
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95% Confidence Interval for B

	 
	 
	B
	Std. Error
	Beta
	 
	 
	Lower Bound
	Upper Bound

	1
	(Constant)
	2.469
	.443
	 
	5.571
	.000
	1.578
	3.361

	 
	Prime Bank Limited provides quick service to the customer.
	.434
	.293
	.358
	1.482
	.145
	-.155
	1.023

	 
	Employees of Prime Bank Ltd are efficient & responsive to serve their clients
	-.216
	.295
	-.177
	-.732
	.468
	-.810
	.378


a  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

In this hypothesis test I was considering service efficiency of Prime Bank as independent variable and Customer satisfaction with the service provided by Prime Bank as a dependent variable. The relationship among the variable in relative term can be estimated with the help of the co-efficient of multiple correlation (R). From the model summery table we find R=.239 which indicate that there exist a very low relationship among the variables.
To assess the significant of the result I go through the ANOVA table and the significant level is .252 which is higher than .05 or 5% so the result is not statically significant. From the coefficient table independent variables significant levels are at .145 & 468, which is not significant. So the Ho is accepted that means all the employees of Prime Bank are not very efficient and there is a relation between the level of service efficiency of a Prime Bank Ltd. and consumer’s satisfaction. Employee efficiency can increase customer satisfaction. 

Hypothesis test: 2

My second objective was to find out the service quality can increase the level of customer satisfaction or not.

H0: Not all the services of Prime Bank are meeting with quality standard.

H1: All the services of Prime Bank are meeting with quality standard.

Assume that significant level, 
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, Ho is rejected and H1 is accepted.
Variables Entered/Removed (b)

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Employees of Prime Bank Limited are very Friendly & helpful., Management system of Prime Bank is well established., Prime Bank Ltd. Office environment is very pleasant, Prime Bank Ltd has a convenient transaction hour.(a)
	.
	Enter


a  All requested variables entered.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.499(a)
	.249
	.182
	.810


a  Predictors: (Constant), Employees of Prime Bank Limited are very Friendly & helpful., Management system of Prime Bank is well established., Prime Bank Ltd. Office environment is very pleasant, Prime Bank Ltd has a convenient transaction hour.

ANOVA (b)

	Model
	 
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	9.769
	4
	2.442
	3.724
	.011(a)

	 
	Residual
	29.511
	45
	.656
	 
	 

	 
	Total
	39.280
	49
	 
	 
	 


a  Predictors: (Constant), Employees of Prime Bank Limited are very Friendly & helpful., Management system of Prime Bank is well established., Prime Bank Ltd. Office environment is very pleasant, Prime Bank Ltd has a convenient transaction hour.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Coefficients (a)

	Model
	 
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95% Confidence Interval for B

	 
	 
	B
	Std. Error
	Beta
	 
	 
	Lower Bound
	Upper Bound

	1
	(Constant)
	1.861
	.758
	 
	2.455
	.018
	.335
	3.388

	 
	Prime Bank Ltd. Office environment is very pleasant
	-.357
	.142
	-.334
	-2.513
	.016
	-.643
	-.071

	 
	Prime Bank Ltd has a convenient transaction hour.
	.095
	.143
	.093
	.666
	.509
	-.193
	.384

	 
	Management system of Prime Bank is well established.
	.067
	.140
	.065
	.477
	.636
	-.216
	.349

	 
	Employees of Prime Bank Limited are very Friendly & helpful.
	.606
	.189
	.424
	3.199
	.003
	.224
	.987


a  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

In this hypothesis test I was considering service quality of Prime Bank as independent variable and Customer satisfaction with the service provided by Prime Bank as a dependent variable. The relationship among the variable in relative term can be estimated with the help of the co-efficient of multiple correlation (R). From the model summery table we find R=.499 which indicate that there exist a very low relationship among the variables.
To assess the significant of the result I go through the ANOVA table and the significant level is .011 which is less then .05 or 5% so the result is statically significant. From the coefficient table independent variables significant levels at .016, .509, .636, and .003. In this, first and forth independent variables are significant and others are not. So the Ho is rejected that means all the services of Prime Bank are meeting with quality standard.

That indicates, service quality of Prime Bank is well enough. So, customers are satisfied with service quality.

Hypothesis Test: 3

My third objective was to find out cost of service of Prime Bank Ltd is reasonable or not.
H0: Cost of service of Prime Bank Ltd is not reasonable compare to other.

H1: Cost of service of Prime Bank Ltd is reasonable compare to other.

Assume that significant level, 
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, Ho is rejected and H1 is accepted.
Variables Entered/Removed (b)

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Fees & services charges of the bank are reasonable compared to other banks.(a)
	.
	Enter


a  All requested variables entered.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.315(a)
	.099
	.080
	.859


a  Predictors: (Constant), Fees & services charges of the bank are reasonable compared to other banks.

ANOVA (b)

	Model
	 
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	3.896
	1
	3.896
	5.285
	.026(a)

	 
	Residual
	35.384
	48
	.737
	 
	 

	 
	Total
	39.280
	49
	 
	 
	 


a  Predictors: (Constant), Fees & services charges of the bank are reasonable compared to other banks.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Coefficients (a)

	Model
	 
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95% Confidence Interval for B

	 
	 
	B
	Std. Error
	Beta
	 
	 
	Lower Bound
	Upper Bound

	1
	(Constant)
	2.099
	.361
	 
	5.815
	.000
	1.373
	2.824

	 
	Fees & services charges of the bank are reasonable compared to other banks.
	.264
	.115
	.315
	2.299
	.026
	.033
	.495


a  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

In this hypothesis test I was considering cost of service of Prime Bank as independent variable and Customer satisfaction with the service provided by Prime Bank as a dependent variable. The relationship among the variable in relative term can be estimated with the help of the co-efficient of multiple correlation (R). From the model summery table we find R=.315 which indicate that there exist a very low relationship among the variables.
To assess the significant of the result I go through the ANOVA table and the significant level is .026 which is less then .05 or 5% so the result is statically significant. From the coefficient table independent variable is significant at .026, which is significant. So the Ho is rejected and there is a relation between the level of service cost of a Prime Bank Ltd. and consumer’s satisfaction. Cost of service of Prime Bank Ltd is reasonable compared to others.

Hypothesis Test: 4

My forth objective was to find out Prime Bank is committed to their client or not.
H0: Prime Bank is not committed to their client. 

H1: Prime Bank is committed to their client. 
Assume that significant level, 
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Variables Entered/Removed (b)

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Prime Bank Ltd. is very committed to their customer.(a)
	.
	Enter


a  All requested variables entered.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.439(a)
	.193
	.176
	.813


a  Predictors: (Constant), Prime Bank Ltd. is very committed to their customer.

ANOVA (b)

	Model
	 
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	7.575
	1
	7.575
	11.468
	.001(a)

	 
	Residual
	31.705
	48
	.661
	 
	 

	 
	Total
	39.280
	49
	 
	 
	 


a  Predictors: (Constant), Prime Bank Ltd. is very committed to their customer.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Coefficients (a)

	Model
	 
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95% Confidence Interval for B

	 
	 
	B
	Std. Error
	Beta
	 
	 
	Lower Bound
	Upper Bound

	1
	(Constant)
	1.534
	.414
	 
	3.710
	.001
	.703
	2.366

	 
	Prime Bank Ltd. is very committed to their customer.
	.498
	.147
	.439
	3.386
	.001
	.202
	.794


a  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

In this hypothesis test I was considering Prime Bank is committed to their client as independent variable and Customer satisfaction with the service provided by Prime Bank as a dependent variable. The relationship among the variable in relative term can be estimated with the help of the co-efficient of multiple correlation (R). From the model summery table we find R=.439 which indicate that there exist a very low relationship among the variables.
To assess the significant of the result I go through the ANOVA table and the significant level is .001 which is less then .05 or 5% so the result is statically significant. From the coefficient table independent variable is significant at .001, which is also not significant. So the Ho is rejected that means Prime Bank is committed to their client.
Hypothesis Test: 5
My fifth objective was to find out Prime Bank has a good relationship with their client or not.
H0: Prime Bank has not a good relationship with all clients.

H1: Prime Bank has a good relationship with all clients.

Assume that significant level, 
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, Ho is rejected and H1 is accepted.
Variables Entered/Removed (b)

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Prime Bank Ltd. ignores its general customer's wellbeing., Prime Bank Ltd values its high profile clients more.(a)
	.
	Enter


a  All requested variables entered.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.374(a)
	.140
	.103
	.848


a  Predictors: (Constant), Prime Bank Ltd. ignores its general customer's wellbeing., Prime Bank Ltd values its high profile clients more.

ANOVA (b)

	Model
	 
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	5.487
	2
	2.744
	3.816
	.029(a)

	 
	Residual
	33.793
	47
	.719
	 
	 

	 
	Total
	39.280
	49
	 
	 
	 


a  Predictors: (Constant), Prime Bank Ltd. ignores its general customer's wellbeing., Prime Bank Ltd values its high profile clients more.

b  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

Coefficients (a)

	Model
	 
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95% Confidence Interval for B

	 
	 
	B
	Std. Error
	Beta
	 
	 
	Lower Bound
	Upper Bound

	1
	(Constant)
	3.390
	.476
	 
	7.116
	.000
	2.431
	4.348

	 
	Prime Bank Ltd values its high profile clients more.
	.204
	.150
	.191
	1.360
	.180
	-.098
	.507

	 
	Prime Bank Ltd. ignores its general customer's wellbeing.
	-.355
	.132
	-.378
	-2.685
	.010
	-.621
	-.089


a  Dependent Variable: Customers are satisfied with the service provided by Prime Bank Ltd

In this hypothesis test I was considering relationship with their client as independent variable and Customer satisfaction with the service provided by Prime Bank as a dependent variable. The relationship among the variable in relative term can be estimated with the help of the co-efficient of multiple correlation (R). From the model summery table we find R=.374 which indicate that there exist a very low relationship among the variables.
To assess the significant of the result I go through the ANOVA table and the significant level is .029 which is less then .05 or 5% so the result is statically significant. From the coefficient table independent variable is significant at .180 & .010, where first independent variable is not significant but second one is statistically significant. So the Ho is rejected that means Prime Bank has a good relationship with all clients. It’s a good sign for Prime Bank Ltd.


DEMOGRAPHIC FACTORS:
· Age:

Age is the major determinants in targeting the consumers. All age people from the target group are taking bank service as necessity but bellow 18. From our survey most of the respondent falls under 31-40 age group which indicates the younger generations.
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Figure 1: Age distribution of target customer
· Sex

Service is gender neutral, meaning there is no such kind of obligation to take the service for male or female. However, from our survey outcome, we have found that most the consumers are male and rest are female.
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Figure 2: Gender distribution of target customer
· Income:

The social class of the target market was determined according to their gross family income. It’s been seen from the Figure that most of the respondents have family income 10,000 to less than 60,000. This group is defined as the “middle class & higher middle class” who is the well-off group. This figure indicates the social class of all the respondents.
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· Occupation:

The survey also attempted to find the desired social status of the respondents. Which means where do they are in the present position?
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Most of the respondents are businessmen and service holder. But they are now doing these jobs. In our country, all of these professions have promise of high social status.
MEASUREMENT OF ATTITUDE COMPONENTS:

· Measuring Beliefs:

 To measuring beliefs I was using semantic differential scale. Which are given below:
Q.15 Place specify your belief of the different attributes of Bank in the spaces below. Write A for Prime Bank, O for others and “I” for Ideal.

Low price                           __1_   __2__   _3__   _4__    _5__        High price

Low Status                         __1_   __2__   _3__   _4__    _5__        High Status

Low value added service​   __1_   __2__   _3__   _4__    _5__    High Value added service

 Low Facilities                    __1_   __2__   _3__   _4__    _5__         High facilities 
Q.16 How do you describe yourself? Place with a tick mark, where you stand in the spaces below:

Harsh           __1__    __2__   __3__   __4__    __5__   Delicate

Dominating  __1__    __2__   __3__   __4__    __5__   Submissive

Youthful      __1__    __2__   __3__   __4__    __5__   Mature

Traditional  __1__    __2__   __3__   __4__    __5__   Changing


   Colorless     __1__    __2__   __3__   __4__    __5__   Colorful
Whenever I asked them who influenced you to choice the brand Prime Bank Ltd.
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From my survey I find out that most of the respondents are influenced by their friends or neighbors when they choice any brand.


SWOT analysis enables an organization to have a comprehensive insight about its current position in the industry compared to the competitors. It provides the organization a scope to improve strategically its position in the market. Here, the internal strengths and weaknesses of Prime Bank Limited as well as the external opportunities and threats are discussed.

Strengths: 

· Good Customer Service: Prime Bank Limited provides quality services to the clients compared to its other contemporary competitors. The bank has a very good relationship with its customers. The bank believes in maintaining personal relationship with the customers. One of the major goals of this bank is to build long-term relationship with the customers and to create value for them. 

· Innovative Products: Prime Bank Limited has offered various kinds of deposit schemes by which people have opportunity to save their small money and bank is able to earn more for themselves for their clients. Comparatively Prime Bank Limited offers more number of deposit schemes to customers.

· Efficient Administration: Prime Bank Limited has an efficient administration. The work is done in a timely and systematic manner for which the efficient administration is responsible. There is close relationship between the employees and management though the chain of command is maintained strictly. Overall, there is a good balance between the administration and the employees. 

· Capital Adequacy: Prime Bank Limited is maintaining a strong capital base. By the end of December 2007, the capital adequacy ratio was 11.50%. The bank has now increased its authorized capital to 4000 million for its expansion program.

Weakness:

· Technology: One of the major weaknesses of Prime Bank Limited is the technology used by the bank. With the change of time, technological advancement is essential to survive in the competition.

· Promotion: When an employee gets a promotion to the next level, he/she gets more compensation. Prime Bank Limited is regular in giving promotion but the employees get later effect of this promotion. 

· Training: Prime Bank Limited has its own training institute PBTI (Prime Bank Training Institute) to strengthen the capabilities of human resources. However, there is a lack of specific training for specific jobs. As a result, the employees have to learn things from the job by doing it practically.

Opportunity:

· Branch Expansion: Prime Bank Limited is growing quickly all over the country. Besides expanding in the urban areas, Prime Bank Limited has prospects to open more branches that will eventually enhance the government’s effort at receiving the rural economy as well as reaching more people by better service.

· Training Facility: Prime Bank Training Institute (PBTI) is supporting the bank by offering in house training courses, workshops and seminars. As the bank has its own training institute to enhance the capability of human resources, Prime bank Limited can use this opportunity to train their employees in specific areas and create specialized and expert people for the bank.

· Banking Software: Quality service providing is a major goals of Prime bank limited. Though Prime Bank limited is still lagging behind in upgrading their software system, the bank has the prospect to select high quality banking software, which will make the banking operations easier and smooth.

Threats:

· Level of Competition: Competition is always a major threat for any organization. In recent years, the number of private bank is increasing. These banks always pose a threat for others by coming up with new product line, innovative technology, quality services, etc. Thus, the level of competition rises and creates threats for Prime Bank Limited.

· Technological Advancement: With time, technology is getting advancement and most of the private banks are upgrading their operating system to survive in the industry. Prime bank Limited is lagging behind in this department and still mostly dependent on manual work rather than technology. Advancement of technology is posing great threat for Prime bank Limited.
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7.1 Findings

This is the most important part of our report titled “Customer Services and Customer Satisfaction Towards Prime Bank Limited”. In findings part we are interpreting the results of our survey on 30 sample customers. The results of this study are stated below in points:

· All employees of Prime Bank are not very efficient and responsive. 

· Prime Bank is quick service provider.

· Branch environment of Prime Bank is very pleasant.

· Transaction hour of Prime Bank is not convenient.

· Management system of Prime Bank is not well established.

· Employees of Prime Bank are very friendly and helpful.

· Almost all agree that fees & service charge of Prime Bank is not reasonable compare to other banks.

· Prime Bank is very much committed to their clients. 

· Prime Bank values its high profile customer.

· Prime Bank does not ignore its general customer.

· Prime Bank needs some technological advancement.

· Employees need more training from time to time.

· Prime Bank should offer better compensation plan for employee motivation. 

Prime Bank, New Eskaton Branch is well decorated. This branch has all kinds of logistic support- well furnished, high security system, central A/C, well lighting etc. There are three departments in this branch and all are well setup. Branch whole environment is very pleasant. Clients are satisfied with that. But there are some problems. Employees are not well trained. That’s why efficiency level is low. If they get proper training customer service may be improved. Customers are, however satisfied with the over all service. Some clients claim that service charge of this bank is not reasonable. So, service charge should reduce if possible, that also increase customer satisfaction level. One thing we found that customers are not satisfied with the transaction hour. Whenever we asked about quality of service, clients agree that quality of service of Prime Bank is good. Because they are offering huge service and that are different. Prime Bank offers those services what customer wants. Prime Bank always tries to maintain the service quality. Prime Bank is committed to their clients. And Bank has a good relationship with their clients. A good relationship can increase customer satisfaction and customer will never switch from the bank. And that will be the good sign for this bank. 

7.2 Recommendations

Prime Bank Limited has an efficient and excellent management team and performing with a great expertise and care. The limitations can be overcome by some measures to make the performance outstanding. We have some suggestions for Prime bank Limited derived from our observations out of our survey on 30 customers. Those are given below:

· Prime Bank Limited should maintain good relationship with the customers by providing qualitative products and services.

· The number of employees should increase to remove the barriers of providing quick services to the customers.

· The employees must be smart and energetic to serve the customers efficiently.

· Proper training program should arrange for them to serve the customers.

· Complain/suggestions box for the customers may be arranged.

· Prime Bank Limited should arrange the time-to-time promotion system for the employees to increase their effectiveness/ efficiency/ motivation level.

· Monthly providing of account statements may increase customer’s loyalty to the bank.

· The bank should concentrate on interest rate according to the expectation of the customers.

· The capacity of software system must be improved.

· Adequate fund should be provided for ATM booths that can remove complain of majority of sample customers.

· The highest number of sample customers opined that compared to other banks the transaction costs, service charges and other fees of Prime Bank Limited is high. By reducing bank’s internal cost the bank can reduce its transaction costs, service charges and other fees.

· Bank transaction hour should be increased if possible. Then customer will be benefited and satisfaction level will automatically increase.
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CHAPTER – 8

Conclusion













Customer service constitutes the core functions of the bank, operated the day-to-day transactions, all the functions of other department is linked with customer service. This is very difficult to satisfy a customer in banking sector because the customers usually make judgement about the quality of services depending on how much satisfaction they are getting from the customer services and the way of judgement varies from customer to customer. Therefore, the customer service providers should be concerned in giving their best efforts to satisfy the need of each individual customer. 

Prime Bank Limited started its journey in 1995 with the firm commitment of excellent customer service with a difference. Now, it has established itself as one of the leading and strongest private sector Bangladeshi bank having remarkable progress in all areas of operations despite challenging environment. Credit Rating Information and Services Limited (CRISL) rated Prime Bank as A+ considering its good profitability, best asset quality and diversified product line.

After conducting the interviews, it has been seen that the customers are more or less satisfied with the overall services of customer service and the behavior of employees. They also have some complains which make them dissatisfied in some cases. From the survey, we have noticed that the customers prefer prompt service, Online Banking services, want to avoid more formalities for issuing P.O, opening account etc. Therefore, Prime Bank Limited should try heart & soul to address there issues and pleases those customers in a smart and trusting way.

We have also noticed that Prime Bank Limited has a better position for providing Customer Services compared with other private sector Banks. The bank by way of reviewing, redesigning and developing its customer service program and related activities with the objective of providing excellent service to their customers can restore its leading position in quality service. So, as to gain its expected first position in all areas of operation in near future. There is a word in business sector "A company must diminish from the market when it ceases to serve its customer." Therefore, it is necessary to provide quality services to make customers satisfied. Only by satisfying the customers competently, a bank can achieve its goal successfully.
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 4.1 Deposit Schemes





Particulars�
Interest Rate�
�
Below Tk. 1 crore�
5.00%�
�
Tk. 1 crore and above but below Tk. 10 crore�
6.00%�
�
Tk. 10 crore and above�
8.15%�
�







































Sl No.�
Particulars�
Rate�
�
01.�
Short Term Deposit�
�
�
�
i) Below Tk. 1 crore�
5.00%�
�
�
ii) Tk. 1 crore to Tk.10 crore�
6.00%�
�
�
iii) Above 10 crore�
8.15%�
�
02.�
Saving Deposit�
6.00%�
�
03�
Fixed Deposit�
�
�
�
i) 1 (one month)�
7.50%�
�
�
ii) 3 (three) months�
11.50%�
�
�
iii) 6 (six) months�
11.50%�
�
�
1 (one year) and above�
12.00%�
�
04�
Current Deposit�
No interest�
�



 			6.1. Hypothesis Test:
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 8. Conclusion:
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