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Priority banking is a personal banking of a very niche segment of Mutual Trust Bank, which is mainly catered to offer to the elite class of the society who wants special care and treatment. 

Priority Banking was first launched in the year 1999, with only one center in Bangladesh. The center was located in Dhanmondi. After the acquisition of ANZ Grind lays Bank in 2001, ANZ Premium Banking Centers also converted to Priority Banking. Initially three-priority centers started operation in 2001 located in Gulshan, Dhanmondi, and Nasirabad, Chittagong. In the year 2003, another center opened in Uttara. 

This part of Mutual Trust Bank is catered to the very niche segment of the bank. It offers wide range of exclusive services and privileges to its highly valued customers. The main theme of priority banking is providing customers with dedicated relationship managers who will guide the customers and provide information and assistance in this kind of banking. The main competitor of SCB`s Priority banking is the premier banking of HSBC bank. 

This report attempts to comprehensively describe the concept of priority banking introduced in Bangladesh by Mutual Trust Bank. It focused on the products and services that are offered by this kind of banking, SWOT analysis and the Porters Five Model and. Its main objective is to give a thorough understanding of what priority banking is, how it works, what type of products and services it offers, its strengths and weakness, and its potentials in the coming years. Finally the study of” Priority Banking” identified some problems and limitations of Priority Banking Service and provided a set of recommendation to overcome the identified problems. It is believed that priority banking will lessen time consumption for banking services and elegantly priority suits will be provided for the customers as part of the relaxed banking system by priority banking. It is strongly believed that Priority Banking will make banking simple and easier for its customers. 

Part 1: Orientation to the Report

1.1 Origin of the Report

As a partial requirement of the fulfillment of the BBA program of the Department of Marketing, University of Dhaka, I have completed a three months internship program in the Mutual Trust Bank at Dhanmondi branch. It is mandatory to write an internship report  based on the knowledge and experience gained during the internship period for the fulfillment of the BBA program. I worked on various aspects of priority banking`s products and service offerings. I found it interesting to write a report on the concept of Priority Banking. In my report I am going to discuss priority banking in details.

1.2 Objectives of the study
This report attempted to present  a clear picture of “Priority Banking” introduced by Mutual Trust Bank .Elaborating the concept of Priority Banking, this paper tried to identify its benefits to the customers, problems and limitations of the priority banking and presented some recommendation to overcome the identified drawbacks. Objectives of this paper can be put as follows:

· To discuss the product Priority banking.

· To find out the satisfaction level of priority customers of SCB and different queries regarding products and services.

· To find out the factors on which the priority customers’ satisfaction level depends.

· To identify problems and limitations of priority banking.

· To suggest ways of improving the service standard and satisfaction level of the customers

1.3 Significance of the study
 The purpose of conducting this research is to find out the customer satisfaction level toward the products and services provided by Dhanmondi Branch, and the scope of improvement in order to achieve more profit. This study will help the employers to gain more knowledge about the satisfaction level of the Priority customers and will help them to redefine their strategies to satisfy the customers. It will also help them to analyze more about their product. 

After conducting the study, the employees will be more motivated to adopt new ways of approaching the customers. This report will not only help the management of SCB, but also the stakeholders on a whole. Different financial institutions can be motivated to take an essence of this report in order to improve their different features of credit card and ways of improving their customer service. In that way the market will be more competitive and ultimately the society at large will be benefited. 

People may come to know about the different advantages of having Priority card, which will increase the volume of profit of the bank and boost up the economy of the country.

1.4 Scope and Limitations of the study

This paper is written based on the activities and performances of Dhanmondi branch of SCB. Therefore, the scenario presented here may not reflect the actual situation of all other branches. However, it will help understanding the concept “Priority Banking” and its functions.

Lack of comprehension of the respondents may be one of the major problems that may create confusions regarding verification of conceptual questions. 

Due to time limitation, many aspects may not be discussed in the study. Every organization has their own secrecy that is not revealed to others. This might be another problem for which the result may not be fully functional.

1.5 Methodology

The methodology used in preparing this paper primarily was observational which was backed by random survey of the customers coming to the Priority centers. Company brochures, booklets, publications and the Internet came to a great help in preparing the paper. 

Part 2: An Introduction to Private Sector Banking Industry in Bangladesh

2.1 Introduction

Banks and financial institutions play an important part role in financial intermediation and thereby contribute to the overall growth in the economy. At present, the financial system in Bangladesh consists of the central bank, nationalized bank/specialized bank, foreign banks and other non-bank financial institutions. In this section, a review is presented in a general fashion on the gradual evolution of private sector banks in Bangladesh and an evaluation is done on their comparative position vis-à-vis other types of banks and their future roles in years to come.

2.2 Gradual evolution of private banks:

Before independence of Bangladesh on 16 December 1971, all the commercial banks operating here except National Bank of Pakistan (now Sonali Bank) and Eastern Mercantile Bank (Now Pubali Bank) were privately owned. After independence, all the banks operating in Bangladesh (except foreign banks) were nationalized and restructured into six banks. Later on, Uttara Bank and Pubali Bank whose majority shares were held by the Bangladeshi were transferred to the private sector in September 1983 and 1984 respectively.

With a view to ensuring effective and meaningful participation of the private sector in the overall development of the economy and to infuse competition in the banking system, Bangladesh Bank with the approval of the Government issued licenses for opening new banks since early 80s. At present, there are 30 private banks operating in Bangladesh. These private banks are popularly known to the public as First Generation Banks (9 banks opened during 1982-87), Second Generation banks (13 banks opened during 1992-96) and Third Generation Banks (13 banks opened during 1999-01). For our purpose, we will treat all banks together to represent the private sector banks.

2.3 Market share in deposits and in advances

The private sector banks in Bangladesh seem to be very aggressive in collecting deposits and in providing advances. Deposits of the private increased significantly during the period of 1985-2003 but the growth rate came down in recent years as compared to earlier years. Deposits increased by 207% during 1985-90 and further by 112% during 1990-95. The growth rate slowed down to 101% and 75% during 1995-2000 and 2000-03 respectively. But in terms of market share of the private banks to total deposits of the banking system, it the years. The market share in deposits of the private banks increased significantly from 17.58% in June showed an increasing trend over 1985 to 24.78% in June 1990 and again to 27.46% and 30.30% in June 1995 and 2000 respectively. At the end of March 2003, it stood at 37.59%.

Now a question may arise from these deposits came in to the private banks. One can easily respond to this question by saying that substitution of deposits took place from nationalized banks to private banks as is evident from the declining share of deposits of the NCBs. The share of NCBs in total deposits of the banking system was 71% in June 1985, and gradually declined to 63% in June 1990 and further to 56% in June 2000. By the end of March 2003, it came down to 49%. This decline in deposits may be attributable among others to the following factors:

Relatively better customer services provided by the private banks and 

Higher interest rate on deposits offered by these banks. 

The weighted average rate of interest on deposits of the NCBs and the foreign banks was 4.39% and 6.31% respectively at the end of March 2003 whereas it was 7.2% for the private sector banks.

Aggressive expansion of branches by the private banks. 

The total number of private bank branches was only 632 (13% of the total branches) in June 1985, which increased to 1016 (18% of total branches) in June 1995 and further to 1231 (20%) in June 2000. It again increased to 1416 (23% of total branch) in June 2003. 

It is to be noted that classified loan is stated as percentage of private banks’ total advances and it relates to December data except for 2003 in which case relates to March 2003.

If we look at the composition of deposits and branches of the private banks, we see that most of their deposits and branches are concentrated in urban areas. Urban deposits of the private banks, which stood at 16% of total deposits in June 1985, increased top 25% in June 1995 and 35% in March 2003. Again, urban branches of the private banks which was only 8% of total branches in June 1985 sharply increased to 12% in June 1995.

One of the important features of the banking system in Bangladesh is that a significant portion of deposit, which came from the rural areas, is being transferred to the urban areas. The general perception is that the private banks are a vehicle to this process of siphoning off rural fund to urban areas and depriving the rural communities from desired financing. The share of rural advances of the private banks was always lower than that of rural deposits of these banks throughout the period. For example: rural advances of the private sector were lower at .96% as against 1.39% of rural deposits in June 1985. The share of rural advances of these banks declined sharply to .57% of total deposits in June 1995 whereas rural deposits rose to 2.52%. The same phenomena also continued during the subsequent years. This situation suggests that we have enough resources in the rural areas, but limited opportunities to use those.

A frequently discussed issue among the general public about the health of the banking system among others is the status of their classified loan. It was as high as 39.43% of private banks’ advances in December 1995, which gradually declined to 22.01% in December 2000 and further to 17.44% in March 2003. This has been due to improved management in the private banks as well as effective supervision and prudential guidelines given by the central bank. Still the private sector banks in Bangladesh are to go a long a way and they need strong consolidation of their operations in all respects than expansion.
2.4 Name of the Selected Scheduled banks of the Country                                      

 (I) Nationalized/Government Controlled Bank:
                        (A)  Commercial Banks (NCBs) :
        1)   Sonali Bank 
        2)   Janata Bank 
        3)   Agrani Bank 
        4)   Rupali Bank Limited* 
 (B)   Specialized Banks: 
        1)   Bangladesh Krishi Bank 
        2)   Bangladesh Shilpa Bank 
        3)   Rajshahi Krishi Unnayan Bank 
        4)   Bangladesh Shilpa Rin Sangstha 
        5)   Bank of Small Industries  and Commerce Bangladesh Limited
(II) Private Commercial Banks (PCBs)

      1)   Eastern Bank Limited
      2)   Uttara Bank Limited 
      3)   Arab Bangladesh Bank Limited 
      4)   International Finance Investment and Commerce Bank Limited 
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      5)   Islami Bank Bangladesh Limited 
      6)   National Bank Limited 
      7)   The City Bank Limited 
      8)   United Commercial Bank Limited 
      9)   Al-Baraka Bank Bangladesh Limited 
    10)   Pubali Bank ltd

    11)   BRAC Bank Ltd
    
(III) Foreign Commercial Banks
     1)   Mutual Trust Bank Limited 
     2)   HSBC

     3)  Citibank N, A. 
 Others:

       1) Ansar VDP Unnayan Bank  

       2) Bangladesh Samabai Bank Ltd. (BSBL)  

       3) Grameen Bank  

       4) Karmasansthan Bank  
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Part 3: Company Profile

3.1 Mutual Trust Bank

With its unique position as an international bank with strong franchise, Standard Chartered combines an in-depth knowledge of local markets with global product expertise to offer effective financial solutions. The bank capitalises on its onshore presence across Asia, Africa, and the Middle East to offer customers convenient and reliable access to the widest range of currency markets, to date local market information, country-specific global risk management strategies, and customised capital raising and liquidity management solutions. 

With 150 years of emerging market experience, our in-depth understanding of the local market is unrivaled by most other financial institutions, especially in the currencies of Asia, the Middle East and Africa. We are able to meet the needs of local corporate, multinational companies, development organisations, investment and financial institutions, and central banks around the world. Mutual Trust Bank (SCB) is a multinational bank, which primarily focuses its activities in Asia, Africa, and Middle East. This bank plays an invigorating role in linking the world’s developed economies with emerging markets and provides personal banking, corporate banking, institutional banking, consumer finance, and custodial services. The act of the bank is to provide the most efficient, consistent and up to date services and to be the bank of choice in its principal territories. 

SCB is a multinational bank and financial services group that is incorporated in the U.K. with a unique international network. It now spans in the developed and emerging economies of the world, after having been in existence for 150 years now.

3.2 The background of Mutual Trust Bank

The name Standard Chartered comes from the two original banks from which it was founded – The Chartered Bank of India, Australia, and China, and The Standard Bank of British South Africa.  The Chartered Bank was founded by James Wilson following the grant of a Royal Charter by Queen Victoria in 1853, while The Standard Bank was founded in the Cape Province of South Africa in 1862 by John Paterson. Both companies were keen to capitalize on the huge expansion of trade and to earn the handsome profits to be made from financing the movement of goods from Europe to the East and to Africa. In those early years, both banks prospered. Chartered opened its first branches in Bombay. Traditional business was in cotton from Bombay, indigo, and tea from Calcutta, rice in Burma, sugar from Java, tobacco from Sumatra, hemp in Manila and silk from Yokohama.

In South Africa, Standard, having established a considerable number of branches, was prominent in financing the development of the diamond fields of Kimberley from 1867 and later extended its network further north to the new town of Johannesburg when gold was discovered there in 1885. Half the output of the second largest gold field in the world passed through The Standard Bank on its way to London. Both banks – at that time still quite separate companies – survived the First World War and the Depression, but were directly affected by the wider conflict of the Second World War in terms of loss of business and closure of branches. There were also longer-term effects for both banks as countries in Asia and Africa gained their independence in the ‘50s and ‘60s.

Each and acquired other small banks along the way and spread their networks further. In 1969, the decision was made by Chartered and by Standard to undergo a friendly merger. They decided to counterbalance their network with expansion in Europe and the United States. Further expansion also took place in Standard Chartered’s traditional markets in Asia and Africa. All appeared to be going well, when a hostile takeover bid was made for the Group by Lloyds Bank of the United Kingdom in 1986. 

When the bid was defeated Standard Chartered entered a period of change. Like many British banks, provisions had to be made against their world debt exposure and against loans to began corporations and entrepreneurs who could not meet their commitments. Standard Chartered a series of divestments notably in the United States and South Africa and also entered into a number of asset sales. In mid 1993, Sir Patrick Gillam became Chairman. He made it clear that Standard Chartered would grow and develop its strong franchises in Asia, the Middle East, and Africa using its operations in the United Kingdom and North America to provide customers with a bridge between these markets. Secondly, it would focus on consumer, corporate and institutional banking, and on the provision of treasury services – areas in which the Group had particular strength and expertise.

In August 2000, the US$ 1.34 billion acquisition of Grindlays Bank was completed. This made Standard Chartered the leading international bank in India and the other countries of South Asia strengthened the Group’s competitive position in the Middle East and brought to the Group a respected private banking business.

In September 2000, the Group agreed to acquire Chase’s Hong Kong cards. At that time, it was also announced that Chartered Trust had been sold to Lloyds TSB for GBP.627 million.

The group operates through more than 600 offices in over 48 countries and has over 25,000 people managing assets of over 47 billion pounds. In asset size the group was ranked 94th in the world in 1997. The group has its long past history showing its huge growth worldwide. 

3.3 Global presence of Mutual Trust Bank

Mutual Trust Bank has its prominence presence in 48 countries:

	Africa
	Asia Pacific
	Latin America
	Middle East & South Asia
	UK & USA

	Botswana
	Australia
	Argentina
	Bahrain
	Falkland Islands

	Cameroon
	Brunei Darussalam
	Brazil
	Bangladesh
	Jersey

	Gambia
	Cambodia
	Colombia
	India
	UK

	Ghana
	China
	Mexico
	Iran
	USA

	Kenya
	Hong Kong
	Peru
	Nepal
	

	Sierra Leon
	Indonesia
	Venezuela
	Oman
	

	South Africa
	Japan
	Argentina
	Pakistan
	

	Tanzania
	Laos
	Brazil
	Qatar
	

	Uganda
	Macao
	Colombia
	Sri Lanka
	

	Zambia
	Malaysia
	Mexico
	UAE
	

	Zimbabwe
	Myanmar
	Peru
	
	

	
	Philippines
	Venezuela
	
	

	
	Singapore
	
	
	

	
	South Korea
	
	
	

	
	Taiwan
	
	
	

	
	Thailand
	
	
	

	
	Vietnam
	
	
	


Figure: Standard Chartered in Middle East & South Asia (MESA)

The MESA region performed well in year 2002. The region accounts for approximately eleven percent of the group’s revenues. The integration of Grindlays was successfully completed and the group is now one of the leading international banks in each of its chosen markets in the region. The contribution of the Group’s business in the United Arab Emirates reflects the businesses. Standard Chartered now holds leadership positions in most of its key product segments in the UAE. The average number of employees in the Middle East and other South Asia region in 2002 was 2995.

3.4 Mutual Trust Bank, Bangladesh at a Glance

Since liberation, Bangladesh has passed through fragile phases of development in the banking sector. The nationalization of banks in the post liberation period was intended to save the institutions and the interest of the depositors. However, the performance of the public sector management left some negative effects in the economy. Therefore, the authorization of private banks was designed to create competition among the banks. Now, as it has come to the discussion of private banks in Bangladesh, the first and foremost name that comes to the people’s mind is the Mutual Trust Bank.

Mutual Trust Bank started its business in Bangladesh in 1948, opening its first branch in the port city of Chittagong. The branch was opened mainly to facilitate the post world war re-establishment and expansion of South and South East Asia. The Bank opened its first branch in Dhaka in 1966 and shifted its headquarter from Chittagong to Dhaka after the birth of the Republic of Bangladesh in 1971.

The bank increasingly invested in people, technology and premises as its business grew in relation to the country's thriving economy. At present, the bank has six offices in Dhaka, Chittagong, and Sylhet, including the country's only offshore banking unit inside the Dhaka Export Processing Zone at Savar.

Extensive knowledge of the market and essential expertise in a wide range of financial services underline their strength to build business opportunities for corporate and institutional clients at home and abroad. Continuous upgrading of technology and control systems has enabled the bank to offer new services, which include unique ATMs and Phone banking.

Standard Chartered’s services in Bangladesh range from Personal & Corporate Banking to Institutional Banking, Treasury, and Custodial Services. Standard Chartered offers premium retail banking services to individual customers with a large variety of deposit and loan products. SCB`s Consumer Banking division continuously meets the challenge of developing new products and services to match the specific requirements of its customers. In Bangladesh Standard Chartered offers 24 hour banking services through its Money link ATM network and Call Centre. To enhance customer convenience, Standard Chartered has pioneered off-site Money link ATMs in Dhaka and Chittagong. Their aim is to offer excellent service on 24-hour basis.

Standard Chartered is highly reputable in providing flexible and innovative financial services solution. Their expertise is in corporate and institutional banking includes cash management, trade finance and custodial service, consumer banking and treasury operations. They adopt a proactive approach in tailoring customized package to meet their customer’s ever-changing needs. They apply state-of-the-art technology to automate their daily operations and electronic delivery system has been put in place to ensure that transactions are handled swiftly and efficiently. Their dedicated Customer Service Centers are staffed with experienced products specialist to ensure that all their customers are well served.

3.4.1 Mission of SCB Bangladesh

SCB Bangladesh operates with the same mission as the group SCB subscribes to worldwide. The bank in Bangladesh has the best and dedicated human resources in the private sector banking. With an experience of 150 years, the bank has a formidable efficiency in the operational areas in which it operates. The bank has a mission to build and grow on its 150 years of experience and the positive image that it has earned over the years. The underlying factor of its business mission is manifested by its five values: “Responsive, international, trust worthy, responsive and courageous”.

	Year of Establishment
	1948

	Head office
	SCB house,67 Gulshan Avenue, Dhaka.

	Service Coverage & Customers
	Business or Corporate Financial Services 

Retail or Consumer Financial Services

	Products
	Savings & Deposit services

Loan products

Corporate & Institutional Services 

	Number of Offices (18)
	10 Branches in Dhaka

Off Shore banking unit at EPZ in Savar

3 branches in Chittagong

1 branch in Sylhet

1 branch in Bogra

1 branch in Khulna

1 branch in Narayangonj

	Number of ATM’s
	35 ATM booths 

	Number of Bills Pay Centers
	3 (Dilkusha, Gulshan, Dhanmondi 2)


Table: SCB Bangladesh at a glance                             
Source: Internet and Internal document
3.4.2 SCB’s Objectives

Based on their mission and vision, Standard Chartered has come up with few objectives, which they believe will help them reach their desired destination. They are:

· Gaining a larger market share: Mutual Trust Bank currently has a quite low market share of less than 6%. They want to increase their market share in the coming years.
· Strengthening brand image: SCB wants to establish themselves as a bank providing excellent service in the minds of the customers. This will help them strengthen their brand image.
· Provide technologically advanced services: SCB want to provide technologically advanced services for the convenience of their customers. They were the first bank in the country to introduce Moneylink ATM cards. Now they have introduced 
      Phone banking, Internet banking, and sms banking.

· Making banking comfortable and convenient for customers: SCB wants to retain their customers by making customers feel comfortable while they are at the banking premises. For this reason, they have arranged for adequate seating facilities. Now customers do not have to wait for long hours in queues, they can sit with their token until their token number appears on the screen and they are called to the counter.
· Encourage and motivate customers so as to increase sales and profits: SCB wants to retain their previous customers by keeping them motivated by providing them with gifts for extensive use of ATM cards and Credit Cards and by providing higher interest rates to customers who open their accounts with a higher initial balance. This will also help them to attract new customers.
· Ensuring customer satisfaction: Mutual Trust Bank has made use of different means of getting feedback from customers so as to understand their level of satisfaction, based on which they can take the necessary actions to ensure customer satisfaction.
3.4.3 Principles & Values of SCB

At Standard Chartered, our success is built on teamwork, partnership and the diversity of our people.

At the heart of our values lie diversity and inclusion. They are a fundamental part of our culture, and constitute a long-term priority in our aim to become the world's best international bank.

Today we employ over 65,000 people, representing more than 100 nationalities, and you'll find more than 50 nationalities among our 500 most senior leaders. We believe this diversity helps to fuel creativity and innovation, supporting the development of exciting new products and services for our customers worldwide.

What Standard Chartered stands for:

    -Strategic intent

    -The world's best international bank

    -Leading the way in Asia, Africa and the Middle East

Brand promise

The Right Partner - Leading by Example

Values

· Responsive

· Trustworthy

· International

· Creative

· Courageous

3.4.4 Products and Services Offered By Mutual Trust Bank

Mutual Trust Bank has a full range of financial, foreign exchange, and risk management solutions to meet the needs of clients across the world.

(1) Phone banking

Mutual Trust Bank is the first bank in the country to offer automated 24-hour Phone banking service. Our phone banking services include balance enquiry, fund transfer, change of TIN, chequebook request, statement request, foreign currency exchange rate etc., which are available through telephones from the comfort of home, office, or car.

Other services available during the working hours include account opening information, remittance query, stop payment instruction, request for draft, renewal of fixed deposit, change of address etc.

Phonelink service is offered to all customers free of charge.

(2) Safe Deposit Locker

Our safe deposit locker service offered from selected branches gives you a modern facility for safekeeping of precious items, confidential documents and other valuables. Other features:  Personalised service from a dedicated locker officer

Available to any customers (for an annual fee, which depends on locker size)

(3) Debit Card (Moneylink Card)

Mutual Trust Bank launched Moneylink ATM in 1994, the first bank to offer this service in Bangladesh. Moneylink ATM service is free of charge, offering the following features:

· Cash Withdrawal & deposit

· Cheque deposit

· Chequebook request

· Change of PIN

· Printing of mini-statement

· Payment of utility bills.

 (4) iBanking:-Mutual Trust Bank's online banking service.

      iBanking offers you the convenience of managing and controlling your banking and finances - whenever you want to, wherever it’s needed. iBanking is convenient, simple and secure.

Who can use iBanking?

    To enjoy this facility, you will have to be a customer of Mutual Trust Bank, Bangladesh. Your existing relationship with us can be in the form of an account or a credit card.

Why iBanking?

   Mutual Trust Bank’s iBanking facility is simple and secure.... And it is absolutely FREE of charge! With iBanking, you can access any of the basic banking services you require, 24 hours a day, 7 days a week, 365 days a year.

 What does iBanking offer?

    iBanking offers the following range of online services. which makes your banking accessible anytime and from anywhere.

· Account Services

                               View your account information, download and print your account statement, request a chequebook, request an account statement by mail and ascertain the status of cheques you have issued.

· Fund transfers

                               Transfer funds between your own accounts. You can also set-up standing orders to make the fund transfer process simpler and save time.

· Payments

                            Make your credit card payments from your Mutual Trust Bank account.

· Card services

  With iBanking you can view your complete Credit Card details. You can view your Credit Card statement, determine the minimum amount due, request for a credit limit increase and even make an online card payment.

· Personal update

                  Change your password as and when you want to.

(5) Managing Your Needs

Standard Chartered offers premium retail banking services to individual customers with a large variety of deposit and loan products. Its Consumer Banking business continuously meets the challenges of developing new products and services to match the specific requirements of customers. 

To offer its customers a greater banking convenience, Mutual Trust Bank has introduced many modern banking facilities that include: 

- Evening Banking

- Saturday Banking 

- Largest 24-hour ATM Network 

- VISA - State-of-the-art 24-hour Call Centre 

- Internet Banking 

- E-Statements 

- SMS Banking 

- Auto BillsPay Service 

- 24-hour BillsPay Services 
  
 

- Debit Card

Part: 4 Organization Structure


4.1 Overview

SCB Bangladesh operates with a functional structure with sufficient flexibility to reap the benefit of matrix system of organizational structure. The functional structure that relies on grouping of people on the basis of common expertise and experience allows ample opportunity to become more specialized and productive by doing the same work repeatedly and over long exposure to the work.

Such a structure provides greater control over quality control and effective allocation of fund and task to the employees. The structure is also conducive for the employees to enjoy greater autonomy and span of control.

At SCB, the functional structure is applied with a great deal of flexibility. That is, the bank intends to shrug off the demerits of the functional structures by implementing certain flexibility and allocation of authority that enables it to reap the benefits of matrix structure. This process at SCB is achieved by greater automation of the process by using of computer technology and forming of cross- functional teams to develop new products and improve the quality of the services or address specific operational problems. SCB is known for revolutionizing the banking industry of Bangladesh through the adoption of newer technology such as ATM machines, Tele banking, credit card operations etc.

The Mutual Trust Bank in Bangladesh has its headquarters and twenty five branches across the country. While the full range of services is available at the headquarters, other branches offer specific services appropriate for the location. At the headquarters, the bank mainly consists of two divisions:

· Business Division

· Support Division

The business division has the following departments:

Corporate Banking Group (CBG)

Global Markets (GM)

Institutional Banking Group (IBG)

Consumer Banking (CB)

Custodial Services (CUS)

The Support division provides assistance to the above business activities and consists following departments:

Operations

Finance, Administration and Risk Management

Information Technology Center

Human Resource Department

Legal and Compliance

External Affairs

Credit

All the staff members of Mutual Trust Bank belong to an internal trade union known as "Mutual Trust Bank Employees Union" the clauses of which are reviewed and agreed upon every two years.  

4.2 Chain of Command

Chartered Bank in Bangladesh follows a hierarchical pattern of command. The Chief Executive Officer (CEO), David M. Fletcher reports to the Regional General Manager, MESA in Dubai.  All the department heads at the headquarters report to the CEO. In Chittagong, however, since there are two major business activities, a manager or senior manager, who reports directly to the head of the respective division in Dhaka, heads each. The Custodial Service division at the headquarters reports to the Head of Corporate Banking.

The respective branch managers are responsible for the performance of their unit.  Each branch is organized functionally along line divisions with some support facilities and the manager assigns tasks to his/her subordinate personnel and supervises their performance, instructions are often given without necessary details and clarifications

4.3 Management of SCB

The goal of SCB is to be the leading foreign bank and retain the position from the competitive threats. To attain the goal, the overall planning is done at the headquarter level in Dhaka by the management committee known as “MANCO”, which is headed by the CEO, Mr. David Fletcher. The committee also includes all the divisional heads from the support and business. They meet once in a month or contingent basis. The decision-making is a top down cascading process with the flexibility of incorporating the feedback from the operational areas to avoid the problems of so-called “Ivory Tower” planning. The management is amply flexible to include enough room for participation from bottom and allows significant room for accommodating strategic changes. Management in SCB consists of planning organizing, directing, and controlling all of the resources of the organization. The goal of Mutual Trust Bank is to be the "Bankers of First Choice." The management has clear bent for the following:

· Modernization of process and operations to achieve higher service quality, customer satisfaction and reduce the paper work  

· Recruit, develop and maintain top-grade efficient employees

· Maintain, enhance and protect brand image

· Ensure convenient working and banking experience for the employees and the customers.




Part 5: Priority Banking of SCB


5.1 Priority Banking: An Exclusive Service Offering 

Priority Banking - a privileged service offered to the selected customers. The Mutual Trust Bank promises its high valued customers services that are personal, professional, privileged, private and profitable. 

Key features of priority banking: 
· Serves the niche high net worth segment of customers of the Bank 

· Offers wide range of exclusive services and privileges. 

· Aims to bring Experience and Expertise.

· Provides unique ‘Plan, Grow and protect’ methodology to the Customers for maximizing their financial growth. 

· Valued priority customer given exclusive personal attention.

· Ensuring the kind of facility and services that the valued priority customers deserve. 

· Elegantly furnished Priority Banking suits.

· Dedicated relationship manager for ensuring unrivalled level of service.

· Offering information and assistance with expert advice by dedicated relationship managers.

· Ensuring less time consumption for banking services.

This unique service, offered by only Mutual Trust Bank in Bangladesh, comes with a range of attractive benefits such as:

· Personal dedicated Relationship Managers.

· Separate Priority Suites for providing personalized banking services and transactions with maximum confidentiality.

· Free Priority Banking membership 

· Preferential rate of interest on deposit & advances (at the discretion of the management)

· Commission-free Foreign Currency endorsement and issuance of Traveler’s Cheques.

· Free Traveler’s Cheque encashment.

· Entitlement of Priority Banking Privileges beyond Bangladesh territory (International recognition as a Priority Banking customer in Mutual Trust Bank all over the world)

· Access to the VIP lounge (Balaka Business class lounge) of Dhaka Sheraton Hotel at Zia International Airport (including immediate family members accompanying) irrespective of the airlines or the class the customer is flying. 

· A 20% discount on food and soft beverages at Balaka restaurant (opposite to the Balaka Business class lounge). 

· Priority Suites in Dhanmondi, Gulshan, and Uttara in Dhaka and Nasirabad in Chittagong.

· Swifter service in clearing cheques and in-house cheques transfers.

· Issuance of personalized Priority Chequebook - Free.

· Free   access to 24 hour call centre  

· Debit card replacement charge - Free.

· Higher withdrawal limit of BDT 50,000/- on Moneylink / ATM /Debit Card

· Full Waivers on charges of Pay Order and Demand Draft issuance up to BDT 100,000/-

· 25% Discounts in Locker charges.

· Full waivers on issuance of Bank certificates - Balance Confirmation Certificate, Certificate of Interest, Solvency Certificate) in Priority Banking letterheads.

· Duplicate statement (current & previous year) - Free.

· Provision for Car Parking.

· Ability and flexibility to conduct banking transaction over phone through Call Centre.

· Full waiver on online (one city to another city) transactions

· Full waiver on Student File Maintenance(i.e.BDT 4000/-)

· Discount for the purchase of plot and / or flat with AMIN MOHAMMED FOUNDATION (Real Estate)

· Exclusive lifestyle privileges in the following GIFTS & JEWELLERY shops:

· Naba Rupa

· Oriental Pearl

· New Augnibeena Jewellers                                                                               

· Special privilege (Business class check) in the following AIRLINES: 

· Malaysian Airlines

· EVA

· Silk Air

· Discounts in the following HEALTH CLUBS:

· Pan Pacific Sonargaon Hotel

· Dhaka Sheraton Hotel

· Club Amazon

· Exclusive lifestyle privileges in the following SHOPS:

· Sports World

· Pick & Pay Supermarket Chain

· Agora (Separate Billing counter)

· Rajeshwary (Chittagong) 

· Exclusive lifestyle privileges in the following RESTAURANTS: 

DHAKA

· Pan Pacific Sonargaon Hotel

· Dhaka Sheraton Hotel

· Spitfire

· Sajna

· Olive Garden

CHITTAGONG

· Chutny Mary

· Snoopy Restaurant 

· Chung King Restaurant

· 20% - 30% Discount in HOTEL SARINA

· Special privilege in the following HOSPITAL & DIAGONISTIC CENTRES:

DHAKA

· Conscious Health Services Ltd. (House-25A, Road-6 Dhanmondi)

· The Ibn Sina Trust (Road - 9A, Dhanmondi)

CHITTAGONG

· Sensiv (14 Jamal Khan Road)

· Exclusive lifestyle privileges in the following APPAREL SHOPS:

DHAKA

· Sarovar Sarees (House-1, Road-138, Gulshan-1)

· Saree Sagar (Kashba Centre, 2nd Floor, Dhanmondi)

· United Colors of Benetton (Gulshan-1)

                                 CHITTAGONG

· M/S City Center (1002 CDA Avenue)

· Gardenia (147, Central Plaza OR Nizam Road)

· Top Shop Top Men (7 Premier University, Probortak Circle)

· Sundaari (66/67 Central Plaza OR Nizam Road)

· Collection (183 Central Plaza OR nizam Road)

· Exclusive lifestyle privileges in ART & HOME DECOR: HOME ART COLLECTION (1702 Hosna Mansion, Chittagong)

· Dedicated Customer Relationship Personnel at the Priority Centres

All you have to do is maintain a minimum balance of BDT 3.5 Millions in your personal account(s) and sign up as a Priority customer.

5.2 History of Priority Banking in Bangladesh By SCB

· Started in 1999 with only one center in Dhanmondi 2.  

· After the acquisition of ANZ Grindlays Bank in 2001, ANZ Premium Banking Centers also converted to Priority Banking. 

· Initially three priority centers starts operation in 2001 located in 

· Gulshan, 

· Dhanmondi

· Nasirabad, Chittagong. 

· In year 2003, another center opened at Uttara. 


5.3 Current Portfolio Snapshot




5.4 Priority Centers in Bangladesh



           Figure: Priority Centers in Bangladesh

5.4 Priority Center Structure

                                 Figure: Structure of Priority Center

5.5 Criteria for Becoming Priority Customer

· Minimum Threshold is BDT 3.5 million

· Social Status and Value.

· Future Prospects and potentiality.

· Under family banking proposition.
5.6 Priority and Consumer Banking

Deposits:

· Consumer Banking

· Priority Banking

Assets:

· Consumer Banking

· Priority Banking 


                                                     Figure: Consumer Vs Priority Banking

5.7 Priority Propositions

· Privileges(10%)

· Waiver, discounts, special rates etc.

· Recognition(40%)

· Recognize Priority customer in each and every touch points by differentiating them from the normal customer

· Relationship(50%) 

· Creating an emotional bondage with each and every 

· Priority Customer

5.8 Value Propositions and Lifestyle Privileges

· Tie Ups were made recently with   various organizations to create distinctive privilages for Priority customers

· Apollo Hospitals Dhaka

· Baton Rouge Restaurant

· Gold’s GYM

· Farzana Shakil’s Makeover Salon

5.9 Other Privileges

· Separate PrB suites for Personalized Banking Services 

· Preferential int. rate (Management Discretion)

· PrB Privileges beyond Bangladesh territory

· Access to VIP lounge at Dhaka International Airport

· Swifter service in clearing & in-house cheques

· Separate Car Parking for PrB customers

5.10 Future Plans

· New Products & services – VIP Savers Club

· Ultimate re launch of Priority banking 

· Introducing independent sales channel

· Working on Family Banking Proposition 

5.11 SWOT Analysis of SCB Priority Banking

The SWOT analysis comprises of the organization’s internal strength and weaknesses and external opportunities and threats. SWOT analysis gives an organization an insight of what they can do in future and how they can compete with their existing competitors. This analysis is a tool for auditing an organization and its environment. 

5.11.1 Strengths

(1)Market leader: SCB’s Banking Experience for more than 50 years in Bangladesh provides SCB the strength of being the market leader in the foreign banking sector. This strength of SCB is to a great extent unmatched by any other multinational bank in Bangladesh, as the long term success of a bank heavily depends on the reputation that has been built over the years while dealing with very sensitive commodity like money. 

(2)Favorable Brand Image: SCB’s continuous and sound profitability track record created a good brand image among at all level. In their history they never faced any big disaster which effected customer interest.

(3)First bank in Bangladesh to issue money link: SCB is the first bank in Bangladesh to issue Money link (ATM) card. As the market leader, they showed the most substantial corporate strength among the foreign banks by grabbing the opportunity that exists in the market.

(4)Devoted HR: SCB has a bulk of qualified, experienced and dedicated human resources.

(5)Wide customer base: Among the foreign banks, SCB is the only one which has been able to capture a wide customer base at a very short time through its extensive marketing efforts.

(6)24 hour service: SCB is very dedicated to provide the best phone banking services in town, and to provide unmatched and instant 24 hour banking service, it has opened the Call Centre at Lotus Kamal Tower in Nikunjo, Dhaka. 

(7)Evening banking services: SCB provides evening banking services at some selected branches, which helps the customers a lot. The evening banking service is provided at three branches- the one in Gulshan and the two branches in Dhanmondi. It is open form 6pm to 8 pm in the evening. This reduces the lag and hassle for the customer who has to keep his transactions stopped for 18 hours until the next banking hour arrives.

(8)Innovative multiple products: SCB tries to be innovative and creative by coming up with customers, banking problems and solving them. 

5.11.2 Weaknesses

(1)Few branches: SCB has fewer branches than its domestic competitors. For instance SCB has only 18 branches whereas Uttara Bank Limited has 198 branches and 12 regional offices.

(2)High fees and charges: SCB has more and high fees and charges compared to its rivals. Such as minimum balance fee, ledger fee etc. As a result SCB is losing its customers. (See Appendix C for the frees and fees)

(3)Inadequate management structure: SCB is more hierarchy-driven compared to other multi-national banks. Despite restructuring, the organization is yet to achieve flat-management structure.
(4)Lengthy service procedure: Procedure of availing service from SCB is quit lengthy and costly other then the competitors. It restricts the flexibility of the service at some extent and hampers customer satisfaction.
(5)Incompetent ATM: Customers often complain that the ATMs are out of order.
(6)Inadequate facility: Some branches of SCB situated in commercial area do not have adequate facility to serve the rush and thus creating dissatisfaction among a major portion of the customer group.

(7)Conservative or defensive strategies: Marketing and the promotional strategies of SCB are rather reactive and defensive. And as most of them are designed globally, those fail to attract consumers entirely.
(8)Weaker distribution channel: SCB weaker distribution channel then that of other competitors. Whereas other national private bank like The City Bank have branches in most of the district cities.
5.11.3 Opportunities

(1)Increased potential customers: The population of Bangladesh is continuously increasing. The country’s growing population is gradually and increasingly learning to adaptation of consumer finance. As the bulk of our population is middle class, different types of products have very large and easily pregnable market.

(2)Utilization of idle cash: In today’s economy, substantial amount of savings are remaining idle. Currently foreign direct investment in the country is very low. Banks can avail this opportunity to provide loans to the local entrepreneurs to set up businesses and utilize the idle cash.

(3)Huge consumer base: Bangladesh has a huge consumer base for maintaining several accounts. So SCB has the opportunity to keep these customers by reducing its current fees and charges and positioning attractively in middle class segment.

(4)New businesses with existing customers: In addition to making new business with new customers, SCB also has the opportunity to make new businesses with existing customers as well. SCB can offer lower interest rates, can lower the minimum balances eligible for interest. This way the bank can attract a lot of the old customers who are availing services of other banks. 

(5)Growth in export, import and remittance: Growth in export, import and remittance will definitely increase the business opportunity for SCB.

(6)Emergence of techno based products: Emergence of techno based product and services will create more space to provide quality service, as they are expert in this area. 

(7)Growing higher class consumer group: Newly targeted market for SCB is the upper  higher class sector, which is growing recently. Again this sector is more aware about financial services and understands the significance better.   

5.11.4 Threats

(1)Increased competition: Increased competition by other foreign banks one of the threats to SCB. At present HSBC and CITI Corp are posing significant threats to SCB regarding retail and business banking respectively. Furthermore, the new comers in private sector Prime Bank, Dutch Bangla Bank, EXIM Bank, BRAC Bank, Southeast Bank, Mercantile Bank, Social Investment Bank, Islami Bank and Bank Asia are also coming up with very competitive products.

(2)Govt. instruction towards foreign banks: Increased provisioning requirement and increased paid up capital maintenance requirement have proved to be the increased threats toward the private banks.

(3)Customer being interest conscious: Customers now days are very interest conscious and are not very effortlessly accepting the reasons for increased interest and other charges.
(4)Market pressure for lowering of lending rate: Price-cutting due to the unfair and hostile competition, i.e., market pressure for lowering of lending rate.

(5)More effective advertisement of competitors: Competitors are giving more frequent and effective advertisement than Mutual Trust Bank.

(6)Fluctuation of exchange rate: Deep and frequent exchange rate fluctuation negatively impacting on import and export business of all the clients, which in turn effects SCB.

(7)Political instability of the country: Political acrimony and frequent strike and pervasive nature of corruption are big threats for SCB. Also the legal system of the country is very inefficient and unstructured, which is a big threat for SCB to operate smoothly.
5.12 Porters five forces

5.12.1 Rivalry Among Existing Firms

Competitors:

As the market is faced by lots of banks, not only local but also foreign banks, this has become almost saturated. As a result the competition among the existing player is very high. That means the rivalry is high. 

Price competition: 

Interest rate and other charges of banks influence customers intensely in deciding from whom they will take the service or not. And as the interest rates and other charges decide the ultimate profitability of the banks this increases rivalry among the industry.
Economic growth: 
Growing economic activities, large population, rapid urbanization, and migration of rural people to the urban area, peoples increasing affordability, changes in higher class people testes & choice, availability of consumer lone & lease finance facility and, people’s higher consumption and spending tendency have increased the rivalry among the companies.  

Product Differentiation: 
Product differentiation is not that high, rather it could be said that the differentiation is moderate somewhat in this industry. More or less the same types of products are offered by different banks. And as the differentiation is low, rivalry in the industry is high.   
Exit cost:

Exit cost is not high in this industry. Banks have to reduce their functions first and also have to pay huge compensation to its employees. So, competitors try to avoid exiting the industry which increases the rivalry among the players. 

5.12.2 Bargaining Power of Buyers

Buyer concentration: 

Consumers of banking industry mostly comprise of individual buyers. But individual customers have no bargaining power as their individual deposit is not that significant for the banks. But scenario is different for the corporate clients. As, some of the corporate clients have large share of the corporate deposit they ask for special rates from the banks and banks try to acquire those few corporate as they prove  to be profitable for the bank. It can be said that the pressure from corporate clients is present but that does not strengths buyers bargaining power. So, overall the bargaining power is not present in the industry and thus increases the attractiveness of the industry. 
Substitute product available: 
As it is told earlier, there are not much substitute products available in the industry. Same products are being sold at different names through different banks. As a result bargaining power of buyers is low.    

Switching cost: 

When switching cost of buyer is high, bargain power of buyer is low. But sometimes it depends on brand-to-brand and company-to-company. For example- if a customer wants to switch from SCB, then its switching cost is high. On the other hand if it is any local bank, then the switching cost is low. Thus the switching cost of buyer is low to moderate.

5.12.3 Bargaining Power of Suppliers

Supplier concentration: 

There are thousands of depositors in this industry. As there is an increased population, rapid urbanization so the suppliers of the resources are also increasing. As a result the bargaining power of supplier is not that high.

Switching cost: 
The switching cost of suppliers is moderate, as they have to compromise some of their money or resource when they switch from one bank to another.
5.12.4 Threat of new Entrants

Economies of scale: 

Establishment of banks needs huge investment and it is impossible to achieve economies of scale overnight. It takes a considerable period to acquire a bunch of customers, which will ensure economies of scale (lower fixed cost per product). So economies of scale play as barrier to new entrant from easily entering the industry which lowers the threat of new entrants. 

Brand preference and customer loyalty:

Consumers of this industry are not that much brand loyal. It has been observed that, consumers switch to different banks due to flexibility in the service offered by various banks. Thus brand preference of the consumer does not create any entry barriers for new comers.

Capital requirements: 

The capital requirement for entering in the banking industry is quite high. Again in recent year the present government has given a ceiling of initial capital investment capital of BDT 100 crores, which restricts new banks to enter the market. Thus, capital is creating entry barriers for the new players. 

Access to distribution channel:

Branches of the banks play the role of distribution channel. Bank, which has more branches in convenient places, are permitted with more access to the customer. So for banks acquiring more outlets are important. However, this is difficult for a new entrant to establish at first place. For So difficulty in accessing the distribution channel creates an entry barrier for the new entrants.

Government Policy:

All the banks are closely monitored by the Bangladesh Bank and they are bound to follow the guideline made by them. In regular interval Bangladesh modify their guidelines and this brings new challenge for the banks. For example, newest addition to the guideline is banks have to closely monitor the transactions of all the customers and have to question abnormal transaction. This rule is made due to control money laundering but this is creating customer dissatisfaction at great level for the banks. I recent days Bangladesh bank planned to increase the lending rate which will decrease the tendency of taking loans, which will indeed cause harm to the business of all the banks. Though, huge issuance of license to large amount of private banks to operate made the life of new entrant easier to enter the market in the last decade has been restricted.  Thus, government policies are acting as entry barriers for the new entrants.

5.12.5 Threat of Substitute Products or Services

Functional similarity:   

In recent days, some financial institutions like leasing companies are coming up with similar services that normally commercial banks offer. These services can act as substitute of banking services. But still the presence is not that strong and numbers of such financial institutions are very few. Thus absence of pressure from substitute product increases the attractiveness of banking industry.
Price performance trend:

In terms of cost of fund and so the price factors, the banking sector is better placed than the lease sector. About 15% of the deposits of the banking sector is reported to be demand deposits which are interest free while 35% constitute low cost saving deposits. As a result it could be said that the threat of substitute product is low.

Analyzing the entire situations, it can be said that the industry is moderately attractive for the existing players.



                                                           



        Figure: Porter’s Model of industry analysis on bank industry

Part 6: Conclusion


6.1 Findings 

It is very true that most of the customers do not hesitate to term Mutual Trust Bank better than other banks. Mutual Trust Bank has been able to earn lots of customers and as I have done the study on priority account holder’s satisfaction level, I must say lots of account holders. But only getting the customers will not pay to them. Now, it is the hard time that SCB should ring a bell to its own aim, which was to give the best service to its clients. As per Dhanmondi Branch, it has been seen that although the Priority Banking division has started only a few years back, it is trying its best to satisfy their customers on top of things.

SCB Dhanmondi Branch has much more potential to explore the existing situation. The main customers of this branch hold a strong background, which is a positive obsession for this branch. However, from this report it came to know that there are many factors to which customers are very much dissatisfied. In order to confiscate, this dissatisfaction it would be better if this branch gets more spirited in every aspect in their service.  

It should be considered that the customers have very few choices of banks with which they can actually compare the good priority service. However, the local banks have recently focused their attention to customer service, satisfaction and credit card service. Moreover, there are a good number of private banks that are in the competition. Therefore, it is better for Standard Chartered not to let the situation be worse, and from now on SCB should emphasize on serving customers more effectively and efficiently.

6.1 Recommendation

It is evident that SCB Gulshan Branch– Priority division has failed to serve their customers appropriately in some areas. In order to improve in these areas, I have tried to make some recommendations for SCB Gulshan Branch.

Increase interest rates: The foremost demand of the majority of customers was to Interest the interest rates. Some of the local banks such as Brac Bank, Dhaka Bank, planned to offer their customers similar kind of product with a higher interest rate. SCB should take precautionary measures to keep their products viable to customers both new and old. Therefore, the suggestion to SCB would be to set charges consistent with competitor’s charges pattern.
Lessen monthly and other related charges: Reducing existing charges can successfully attract a huge number of customers to SCB. If charges are made considerable, SCB can capture a big portion of middle class society who can be proved to be better customer than any other class of the society. SCB should lower their charges immediately to prevent the loss of customers.

Make hassle-free procedure: People of our country usually do not want to step in those systems that are tricky and multifaceted. Moreover, it has been seen that customers of SCB mostly complain about their procedure. To hold on to a large number of customers SCB should understand that they have to make their service availing procedures, like to get a card; to seal it and other others related procedures, easier and tranquil. 
Raise the number of qualified customers Another service, where SCB should turn their eyes on is the number of qualified customers available who accept their services. In that case SCB may arrange seminars with the customers and make them convince about their payment system and benefits.

Increase RM to avoid long queue: Dhanmondi Branch has only one RM. And sometimes it becomes hard for him to control too many customers at a time. Most of the time the customer pressure is not hat high. Nevertheless, at times, like in any festival it turns out to be impossible for the RM to handle too many customers. And that was also the complaints of many respondents. Therefore, it is hard time that Gulshan Branch increases the number of their RM. 
Educate customers more about Priority products: from the analysis, it came to know that many customers do not understand many terms and procedures of products although they are using them. So, in this case SCB as a whole or if it not possible than it would a idea to only Gulshan branch to arrange a seminar for the account holders so that they become more educated and in that way SCB can grab more customers.
Train the RMs more: Recruit or train the existing workforce. SCB should recruit more qualified, skilled, and smarter salespeople, who will be able to persuade eligible customers to have a banking relationship with SCB. The present sales force does not seem to lack the quality, but still, to keep pace with the increased competition, it is advised to SCB to raise the skill level of the RMs. In that case employee trainings and workshops should be administered in order to give them knowledge and professionalism in customer interactions. Along with that, SCB senior officials should be more cooperative to their subordinates and arrange for workshops to keep them motivated in their work.

Reduce system error: As I have worked in the SCB Gulshan Branch, so I faced some problem in the computer. Therefore, I know that customer handling gets late because of the system error. It would be my suggestion to SCB that they try to solve this problem as soon as possible, so that there are no afterward in providing service to the customers.
Provide service on time: in the data analysis, it is seen that RM tells exactly when services will be performed according to the respondents. However, this totally contradicts with the actual scenario. Most of the customers said that, services are not performed as when it is being told. RMs should be more trained concerning the actual processing and capturing time of the head office, so that there is no communication gap between them and the customers.

Raise the standard of telephone call responses: Customers are very dissatisfied with the telephone accessibility. Limited phone line and service time with uncertain access, a long time waiting time to get the service is time consuming and costly to the customers. So in order to improve this situation phone line should be increased with the increase of other resources. Again, it has been complained that RM in the branch do not attend and answer the queries with full attention. Here, RMs should be more trained as per how to satisfy the customers over phone. 

Provide special attention and Priority account holders: Every customer wants their problem to be handled with special care, they want individual attention. People choose a private bank with the expectation that they will be treated far above the ground. So, customers will not be satisfied only getting their problems solved. RMs should understand that account holders are the people who get cards having total faith in the bank. So, only recognizing and solving the problem will not be enough, RMs should be sympathetic with the account holders. Only then, it will pay to the bank and ultimately increase the bank’s profit. 

Build loyal relationship with priority customers: Priority customers are the people who earn the bank interest and so profit. Therefore, the bank should focus more on existing card holders in order to build strong and loyal relationship with them as most satisfied customers recommends the bank to friends and relatives. Thus, the power of relationship will promote positive word of mouth communication and will attract new customers.
Explore the branch situation: The management of Gulshan Branch can consider doing an extensive marketing research on its own to understand the priority account holder’s perception and expectation. This is vital for them to deliver expected service quality and thus to close the customer gap they have been facing for so long. As customer expectations and satisfaction are not static figures, regular research at sufficient intervals should be conducted.
Quality Assessment Week: SCB should closely monitor the quality of the service and continuously modify it. By doing this, they may provide prompt solution of those problems to ease the requirements of the customer.
Additional facility to loyal priority accounts holders: Priority customers those holders who are maintaining the threshold of the accounts and also fulfilling all the other necessary procedures for loans should be given privileges, such as providing them lower interest rates regarding the loans. Also, sending them small gifts and flowers on their special occasions such as anniversaries and birthdays. They should also invite them to various programs organized SCB, such as The SCB NIGHT to make them feel that they are very special and important to the organization .This will make the customers feel that SCB value their asset, time and the relationship; which make the customers more loyal to the bank. 
Promotion of the priority products and services: Last but not the least, it has been seen that many customers were neutral about many features of priority banking. Therefore, the bank should concentrate more on promotion of various features of the product. Priority account holders were uncertain about many features. These promotions must provide details regarding the features of the product and the procedure to avail it. These plans must also provide information regarding the usefulness of the features and the requirements of the product to be availed by the customer. The RM should also aware about the promotions that, what actually went there, what offers are given and so forth. They should be fully prepared to answer all sorts of queries of the customers, which will help the branch to satisfy the customers completely.
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