
At the very arena of globalization and technological innovation, banking business has become more competitive. To cope up with this, bankers should have huge theoretical knowledge and professional skill as well as technical basis. As a BBA student, I felt that banking is an excellent area to gather some practical knowledge. With a view to develop skilled professional in banking area Manarat International University has undertaken the internship-training program for its BBA students .As a partial and essential requirement of the BBA degree, on authority’s instruction I have selected the BRAC Bank Limited, one of the prominent banking institutions of Bangladesh to acquire some practical experience in banking, especially in the correspondent banking program. It would not be out of place to mention here that during the course of the program I had to perform several duties. 

1.2 ORIGIN OF THE REPORT

This report is an internship report prepared as a partial fulfillment of requirement for the completion of the BBA from Manarat International University. The primary goal of the internship was to provide an ‘on the job’ exposure to the student and an opportunity for translation of theoretical conceptions in real life situation. We, the students, were placed in enterprises, organizations, research institutions as well as development projects. In this connection, after the completions of the BBA program, I was assigned to the BRAC Bank Ltd. for Practical orientation. I chose the topic “Customer Satisfaction of BRAC BANK Retail banking (emphasis on deposit and loan product)”. For my internship report under the supervision of Md. Abdullah Al Mahmud, Lecturer, Department of Business Administration, Manarat International University. This report has been prepared on my practical experiences from 1st February to 30th April 2011 in BRAC Bank Limited, Gulshan Branch.
1.3 OBJECTIVE OF THE STUDY

1.3.1 General Objective

The general objective of preparing this report is to fulfill the requirement of project work as well as completion the BBA Program through gaining the experience and view the application of Theoretical knowledge in the real life. Also find out the Operational Process of the Bank and it’s overall Performance.

1.3.2 Specific Objective
The objectives of this report are the followings:

· Get introduced with the idea of “Customer Service Quality” in BRAC Bank Ltd.

· Introduce with the Bank service quality assessment tools.

· Techniques to win a strong customer base.

· To know the expectations of customers of BRAC Bank.

· To know about the Retail Product and promotion techniques of BRAC     Bank ltd.

· To Know the BRAC Bank position in the Market.

· To know the study’s and conditions of overall performance.

· To make some recommendations and conclusion to further the development of Retail products of BRAC Bank Ltd.

1.4 SCOPE OF REPORT

The report covers overall Retail banking (emphasis on deposit and loan product) activities and procedures of the BRAC Bank Limited. This report especially emphasizes on Customer Service Quality and Product Promotion Strategy. 

1.5 METHODOLOGY

 1.5.1. Sampling methodology

To make the report more meaningful and presentable, two sources of data and information were used widely. Both primary and secondary data sources were used to prepare this report. The nature of this report is descriptive with some survey or using sampling method. Most of the necessary information has been collected by random sample. 
1.5.2. Data collection

Both the primary and secondary forms of data are used to make the report more rich and informative.

The details of these sources are gives below:

1.5.2.1 Primary Sources
· Most of the information was acquired by questionnaire.

· Observation and work experience with different divisional in-charges and suggestions of many executives of the bank.
1.5.2.2 Secondary Sources

· Annual Report of the BRAC Bank Limited.

· Various books, articles, compilations etc.

· Websites of the Bank.

· Instruction circular of Head Office, brochures of different banks, newspapers and magazines regarding banking issues, seminar papers and so on.

1.5.3. Data analysis procedures

The report is based on information and it is also a descriptive research. After collecting all the relevant data, analysis has been done with the help of arithmetic and statistical operations. Software such as Microsoft Excel was used to calculate the data and present the results in graph. Based on all the possible results that have been found from the analysis I have tried to identify the reason behind the problem and draw the solution of the problem by formulating the conclusion and preparing the report.

1.6 Limitations

Finally I want to talk about my limitations that I had to face during the completion of the report. On the way of preparing of this report, I have faced following problems that may be termed as the limitation of the study.

· Only three months are not enough to understand the overall operations of a commercial bank.

· Bank’s policy of not disclosing some sensitive data and information for obvious reason posed an obstacle to the practical orientation that could be very much useful.

· Non-availability of data and information that are more recent on different activities of BBL was a great difficulty to depict the actual and up-to-date business position of the bank.

· The clients were too busy to provide me much time for interview.
· Though I have prepared many reports before, I had no experience of internship. So inexperience is one of the main constrains of the study.
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Chapter 2

Bank overview

2.1 PREFACE

BRAC Bank Limited, a scheduled commercial Bank, commenced its business operation in Dhaka, Bangladesh on 4 July 2001. It is an affiliate of BRAC (Bangladesh Rural Advancement Committee), one of the world’s largest non-governmental development organizations founded by D. Fazle Hasan Abed in 1972. The Bank is mainly owned by the largest NGO in Bangladesh – BRAC. The Bank has positioned itself as a new generation Bank with a focus to meet diverse financial needs of a growing and developing economy. The Bank has embarked with an avowed policy to promote broad based participation in the Bangladesh economy through the provision of high quality banking service based on latest information technology. The Bank will ensure this by increasing access to economic opportunities for all individuals and businesses in Bangladesh with a special focus on currently underserved enterprises and households across the rural-urban spectrum. We believe that increasing the ability of underserved individuals and enterprises to build their asset base and access market opportunities will increase the economic well being for all Bangladeshis.

2.2 About BRAC Bank Limited

BRAC Bank Limited, with institutional shareholdings by BRAC, International Finance Corporation (IFC) and Shore cap International, has been the fastest growing Bank in for last two years. The Bank operates under a "double bottom line" agenda where profit and social responsibility go hand in hand as it strives towards a poverty-free, enlightened Bangladesh. A fully operational Commercial Bank, BRAC Bank focuses on pursuing unexplored market niches in the Small and Medium Enterprise Business, which hitherto has remained largely untapped within the country. In the last six years of operation, the Bank has disbursed over BDT 10,000 core in loans to nearly 2,00,0,000 small and medium entrepreneurs. The management of the Bank believes that this sector of the economy can contribute the most to the rapid generation of employment in Bangladesh. In 2011, the Bank's has 81 branches ,22 SME service center,46 SME/KRISHI Branches, 421 SME unit offices and 240 ATM sites across the country, and the customer base has expanded to 1400 core deposit and 1,87,000 advance accounts. In the years ahead BRAC Bank expects to introduce many more services and products as well as add a wider network of SME unit offices, Retail Branches and ATMs across the country.

BRAC Bank intends to set standards as the Market leader in Bangladesh. It will demonstrate that a locally owned institution can provide efficient, friendly and Modern full- service banking on a profitable basis. It will produce earnings and pay out dividends that can support the activities of BRAC, the Bank’s major shareholder. Development and poverty alleviation on a Country wide basis needs mass production, mass consumption and mass financing. BRAC Bank goal is to provide mass financing to enable mass production and mass consumption, and thereby contribute to the development of Bangladesh. 

2.3 Shareholding Structure

The shareholding structure of BRAC Bank Limited consists of different group with institutional shareholdings by BRAC, International Finance Corporation (IFC), Shore cap International and general public is also included through IPO.
2.3.1 BRAC

BRAC, a national, private organization, started as an almost entirely donor funded, small-scale relief and rehabilitation project initiated by Fazle Hasan Abed to help the country overcome the devastation and trauma of the Liberation War and focused on resettling refugees returning from India. Today, BRAC has emerged as an independent, virtually self-financed paradigm in sustainable human development. It is one of the largest Southern development organizations employing 97,192 people, with 61% women, and working with the twin objectives of poverty alleviation and empowerment of the poor. 

2.3.2 International Finance Corporation 

International Finance Corporation (IFC) is the commercial wing of World Bank. Using certain channels and overseas representatives, IFC it helps local financial institutions find profitable ways to target small and medium sized companies. Funding comes from the Asian Development Bank, Canada, the European Commission, the Netherlands, Norway, United Kingdom and IFC itself. IFC is a 19% shareholder in BRAC Bank. A new assistance program signed in August 2005 aims to double the bank’s number of small and medium enterprise clients in 18 months through campaigns to target women entrepreneurs and rural clients, introduce new products and train branch managers. 

2.3.3  Shore Cap International

Shore Cap International Ltd. is an international private non-profit, equity company seeking to invest in small business banks and regulated micro finance institutions in countries with developing and transitional economies. Founded in mid 2003, Shore Cap has a current base of $28.3 million in capital commitments and seeks to support the growth of development finance institutions in Africa, Asia and Eastern Europe. The institution has made investments totaling $7 million in Bangladesh, India, Cambodia, Armenia, Mongolia and Kenya. Shore Bank is a 9% investor of Shore Cap and runs the management company, which oversees investment activities. Shore Cap typically invests between $500,000 and $2 million for an ownership position of 10- 25% of a company. As a minority shareholder, Shore Cap seeks financial institutions with a strong, experienced management team and a committed set of local development-minded investors. Shore Cap currently owns 18% of BRAC Bank Limited.

SHAREHOLDERS PERCENTAGE 
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2.3.4 Sources and Application of Funds

Main source of fund is customer deposits and bank utilize major portion of the fund for loan and advances and investments. A portion of fund is maintained in the form of cash and cash equivalents to maintain Statutory Liquidity Ratio and Cash Reserve Ratio. 
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2.4 Company Slogan
BRAC Bank Limited’s company slogan is “Aastha Obichol”. It promises of unshakeable trust and being the “dependable friend in banking” will hold true for years to come.
2.5 Goals

BRAC Bank will be the absolute market leader in the number of loans given to small and medium sized enterprises throughout Bangladesh. It will be a world - class organization in terms of service quality and establishing relationships that help its customers to develop and grow successfully. It will be the Bank of choice both for its employees and its customers, the model bank in this part of the world.

2.6 Vision

“Building a profitable and socially responsible financial institution focused on Markets and Business with growth potential, thereby assisting BRAC and stakeholders build a just, enlightened, healthy, democratic and poverty free Bangladesh".

2.7 Mission

· Sustained growth in 'small & Medium Enterprise' sector.

· Continuous low cost deposit growth with controlled growth in Retained Assets.

· Corporate Assets to be funded through self-liability mobilization. Growth in Assets through Syndications and Investment in faster growing sectors.

· Continuous endeavor to increase fee based income.

· Keep our Debt Charges at 2.5 % to maintain a steady profitable growth.

· Achieve efficient synergies between the bank's Branches, SME Unit Offices and BRAC field offices for delivery of Remittance and Bank's other products and services.

· Manage various lines of business in a fully controlled environment with no compromise on service quality.

· Keep a diverse, far flung team fully motivated and driven towards materializing the bank's vision into reality.

2.8 Corporate Values 

BRAC Bank Limited’s strength emanates from their owner - BRAC. This means, we will hold the following values and will be guided by them as we do our jobs.

· Value the fact that we are a member of the BRAC family.

· Creating an honest, open and enabling environment.

· Have a strong customer focus and build relationships based on integrity, superior service and mutual benefit.

· Strive for profit & sound growth.

· Work as a team to serve the best interest of our owners.

· Relentless in pursuit of business innovation and improvement.

· Value and respect people and make decisions based on merit.

· Base recognition and reward on performance.

· Responsible, trustworthy and law-abiding in all that we do.

2.9 Performance of BRAC Bank Ltd. AT a Glance
· BRAC Bank wins the award for best retail banking in Bangladesh by Asian banker.

· BRAC Bank awarded prestigious FT sustainable bank of the year 2010.

· DHL-DAILY STAR Bangladesh business award 2008.

· BRAC Bank received ICAB National award.
· National award as the highest VAT payer for the financial year of 2007-2008.
· Fastest growing bank: BRAC Bank has been the fastest growing Bank in last two years. It is one of the local private commercial bank that set the standard of banking for the leader bank of Bangladesh banking industry

· Leader in SME financing through 421 SME unit offices: The idea of SME unit are become very popular to the BRAC bank customer. In the last six years of operation, the Bank has disbursed over BDT 10,000 corer in loans to nearly 2,00,0,000 small and medium entrepreneurs.
· Biggest suit of personal banking & SME products: BRAC Bank has variety of product for their customer in Branch and also in SME office.

· Large ATMs (Automated Teller Machine) & POS (Point of Sales) network: Now BRAC Bank has 240 ATM Machine all over the country.

2.10 SWOT Analysis of BBL
SWOT Analysis

SWOT analysis is an important tool for evaluating the company’s Strengths, Weaknesses, Opportunities and Threats. It helps the organization to identify how to evaluate its performance and scan the macro environment, which in turn would help organization to navigate in the turbulent ocean of competition. 
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2.10.1 Strengths

2.10.1.1 Company reputation

BRAC bank has already established a favorable reputation in the banking industry of the country particularly among the new comers. Within a period of 10 years, BBL has already established a firm footing in the banking sector having tremendous growth in the profits and deposits. All these have lead them to earn a reputation in the banking field.

2.10.1.2 NGO name (BRAC)

BRAC is one of the largest NGO of the world and it is operating its activities in Bangladesh. BRAC bank is not a NGO bank but many people of the country consider it as a NGO bank like Grameen Bank which is not correct.

2.10.1.3 Sponsors

BRAC Bank Limited has been founded by a group of eminent entrepreneurs of the country having adequate financial strength. The sponsor directors belong to prominent resources persons of the country. The Board of Directors headed by its Chairman. Therefore, BBL has a strong financial strength and it built upon a strong foundation.

2.10.1.4 Top Management

The top management of the bank is also major strength for the BBL has contributed heavily towards the growth and development of the bank. The top management officials have all worked in reputed banks and their years of banking experience, skills, expertise will continue to contribute towards further expansion of the bank. At BBL, the top management is the driving force and the think tank of the organization where policies are crafted and often cascaded down.

2.10.1.5 Facilities and equipment

BRAC Bank Limited has adequate physical facilities and equipments to provide better services to the customers. The bank has computerized and online banking operations under the software called Finacle banking operations. Counting machines in the teller counters have been installed for speedy service ant the cash counters. Computerized statements for the customers as well as for the internal use of the banks are also available.

2.10.1.6 .Impressive branches

This creates a positive image in the minds of the potential customers and many people get attracted to the bank. This is also an indirect marketing campaign for the bank for attracting customers. 81 branches of the bank are impressive and are compatible to foreign banks.
2.10.1.7 Interactive corporate culture

BRAK Bank Limited has an interactive corporate culture. Unlike other local organization, BBL’s work environment is very friendly, interactive and informal. There are no hidden barriers or boundaries while interacting among the superior or the subordinate. The environment is also lively and since the nature of the banking job itself is monotonous and routine, BBL’s likely work environment boosts up the spirit and motivation of the employees.

2.10.1.8 Team work at mid level and lower level

At BEAC Bank Limited is mid level and lower level management, there are often team works. Many jobs are performed in groups of two or three in order to reduce the burden of the   workload and enhance the process of completion of the job. People are eager to help each other and people in general are devoted to work.

2.10.2 Weaknesses

2.10.2.1 Advertising and promotion of SME loan

This is a major setback for BBL and one of its weakest areas. BBL’s advertising and promotional activities are satisfactory but it SME loan is not advertised well. It does not expose its SME product to general public and are not in lime light. BBL does not have neon sign or any advertisement for SME loan in the city. As a result people are not aware of the existence of this bank.

[
2.10.2.2 Low remuneration package

The remuneration package for the entry and the mid level management is considerably low. The compensation package for BBL entry level positions is even lower than the contemporary banks. Under the existing low payment structure, it will be very difficult to attract and retain higher educated employees in BBL. Specially CRO’s are not satisfied with compensation package

Provided to them.

2.10.3 Opportunities

2.10.3.1 Diversification

BBL can pursue a diversification strategy in expanding its current line of business. The management can consider options of starting merchant banking or diversify in to leasing and insurance. By expanding their business portfolio, BBL can reduce their business risk.

2.10.3.2 Product line proliferation
In this competitive environment BBL must expand its product line to enhance its sustainable competitive advantage. As a part of its product line proliferation, BBL can introduce the following products.
ATM

This is the fastest growing modern banking concept. BBL should grab this opportunity and take preparation for launching ATM. Since BBL is a local bank, they can form an alliance with other contemporary banks in launching the ATM.

2.10.4 Threats
2.10.4.1 Multinational banks

The emergence of multinational banks and their rapid expansion poses a potential threat to the new growing private banks. Due to the booming energy sector, more foreign banks are expected to arrive in Bangladesh. Moreover, the already existing foreign banks such as Standard Chartered are now pursuing an aggressive branch expansion strategy. This bank is establishing more branches countrywide and already launched is SME operation. Since the foreign banks have tremendous financial strength, it will pose a threat to local banks.

2.10.4.2 Upcoming banks

The upcoming private local banks can also pose a threat to the existing private commercial banks like BBL. It is expected that in the next few years more local private banks may emerge. If that happens the intensity of competition will rise further and banks will have to develop strategies to compete against an on slaughter of foreign banks.

2.10.4.3 Contemporary banks

The contemporary banks of BBL such as Dhaka bank, prime bank and Dutch Bangla are its major rivals. Prime bank and other banks are carrying out aggressive campaign to attract lucrative clients as well as big time depositors.

2.11 Management Hierarchy of BRAC Bank Limited 
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2.12 Departments of BRAC Bank Ltd.
If the jobs are not organized considering their inter relationship and are not allocated in a particular department it would be very difficult to control the system effectively. If the departmentalization is not fitted for the particular works there would be haphazard situation and the performance of a particular department would not be measured. BRAC Bank Limited does these works very well. Departments are as follows—

· Human Resource Department

· Financial Administration department

· Asset Operations Department

· Credit Division

· SME divisions

· Inter Control and Compliance Department

· Impaired Asset Management

· Probashi Banking Operations

· Treasury Front

· Treasury Back

· General Infrastructure Services

· IT

· Customer Service Delivery

· Cards Division

· Phone Banking Cash Management

· Payment Service

· Loan Administration Department
2.13 Business Division of BRAC Bank

BRAC Bank Limited consists of four major business divisions namely:
a) Corporate Banking Division

b) Retail Banking Division

c) Small and Medium Enterprise (SME)

d) Foreign Trade & Treasury
2.13. a) Corporate Banking Division
Corporate Division provides full range of commercial banking products and services to any potential corporate clients including multinationals, large or medium local corporate, NGOs, institutional bodies. The Corporate Banking Division has a centralized structure through on-line banking system. Any credit facility is processed at the Corporate Banking Division, Head office. After sanctioning of the facility, the limit is put on line and the customer can enjoy the facility from any of the BRAC Bank branches. Strict adherence to internal control guidelines and other legal and statutory compliance are followed. The Credit approval process involves separate Credit Division, the Managing Director and finally the Board. Credit Division, the Managing Director and finally the Board. Other departments like Foreign Trade, Treasury, and Credit Administration etc. play the support role for a comprehensive range of service to the Corporate Banking Division.

2.13 b) Retail Banking Division

Retail Division offers a wide array of lucrative and competitive banking products to the individual customers of the bank. Currently there are seven lending products and a number of other attractive new products will be launched shortly. It also offers different types of term deposit scheme and attractive STD & Savings deposit schemes giving interest on daily balance.
2.13 c) Small and Medium Enterprise (SME)

SME is an additional and specialized horizon of the bank which serves the bank’s special focus in promoting broad based participation by catering to the small and medium entrepreneur. The network of SME has already been established throughout Bangladesh. The SME market in Bangladesh is large. BRAC Bank is the absolute market leader in the number of loans given to small & medium enterprises throughout Bangladesh that has made more than 26500 dreams come true. The Bank disburses almost BDT 10,000 core of their loan to the SME unit. SME unit is dealing with small scale loan which is known as "ANONNO".

Now SME banking introduced a new loan facility titled”APURBO” SME loan facility for small & medium entrepreneurs. This offer up to 50 lac as loan facility towards the SME entrepreneurs.

2.13 d) Foreign Trade & Treasury

Treasury Division is one of the major divisions of BRAC Bank. Treasury Division deals with money market. All treasury related products are processed in conformity with the Bank's Operational, Trading, Money market, Overnight, Term placing, Deal settlement, Commercial position keeping, Treasury, Credit, Finance & other applicable policies. Treasury Operations calculates investment figure, prepares the auction application, forwards the application to Bangladesh Bank for Bid and Treasury Operations maintains and reconciles all accounts with foreign and local banks.

2.14 Product and Service of Retail Banking

Retail Division offers a wide array of lucrative and competitive banking products to the individual customers of the bank. Currently there are seven lending products and a number of other attractive new products will be launched shortly. It also offers different types of term deposit scheme and attractive STD & Savings deposit schemes giving interest on daily balance. Retail product is following bellow
· Deposit product 

· Loan product

· Card

· Non-stop banking 

· ATM /Branch locator 

· Locker service

· Foreign exchange & related service

2.14.1 Retail Banking (Deposit schemes and services)
An overview of Deposit Accounts:

One of the primary function of a banker as contained in the Banking Corporation act 1991 is to accept money from the public. Taking deposits from the customers and providing loan facility to borrower is one of the generic functions of consumer banking.
The deposits collected by bank may be broadly classified into:-
Demand Deposit
Demands on demand deposit accounts may be withdrawn on demand and thus no prior notice is needed. Deposit in

· currents Accounts

· Short term Deposit Accounts fall under this category.

Time Deposits
Deposits maintained in the Time Deposits or Term Deposit accounts are withdrawn on the expiry of a fixed period of time only.

· Savings Accounts

· Fixed Deposit Accounts
Current Deposit Accounts
A Current Deposit Account may be operated upon any number of times during the business hours of a working day. Current Deposit Account suits the requirement of Businessman, Joint Stock Companies, Institutions and Public Authorities etc. as they require numerous transactions on every working day. The banks do not pay interest on current deposits. Usually the loans and advances are disbursed through Current Accounts.

Savings Accounts

The savings accounts are usually opened and operated by individuals to meet their future contingencies and also to enjoy the convenience of easy accessibility of money kept in savings accounts. Savings accounts are designed for the investment of the personal savings. One of the objectives of such accounts is promotion the habit of thrift among people. The banks impose certain restriction on withdrawals from the savings accounts. The bankers usually on a special request may permit withdrawals exceeding these limits but then interest for that particular month in which withdrawals exceed these limits, is not paid. Interest on savings accounts is allowed on minimum balance. Interest is credited every six months (generally in June and December).

Fixed Deposit Accounts

Fixed Deposit Accounts are also called Time Liabilities of a banker. They are so called because the money is payable on the expiry of a fixed period of time only. The guest suiting his convenience chooses this time period. The rate of interest for different period is different but in case is usually higher than the arte offered on the Savings accounts. The reason is very obvious.  The bank when knows the exact date of repayment, he can invest the money in long term projects bringing him a higher rate of return.

2.14.1.1 Deposit Products (Savings Accounts)
Savings Accounts

· A Savings Account is an account that gives interest on the deposits kept in it.

· This Account is for individuals and non-trading entities.

· One can put his money in this account and earn interest on the idle funds also use the fund when he needs it.
Savings Account is suitable for
· Individuals, clubs, associates, societies, trusts and others of similar stature.

· Particularly suited for individuals who have regular and fixed sources of income and fixed expenses. For example: housewives, salaried professionals, businessman and other self-employed professionals.

Savings Accounts of BRAC Bank Ltd.
a) Triple Benefit Savings Account (TBS)

b) Savings Classic Account

c) Aporajita Account.
d) Future Star Account.

2.14.1.1. a)  Triple Benefit Savings account
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Triple Benefits Savings Account offers a high interest rate of up to 8% p.a. Interest is credited to the account every month on average monthly balance. The minimum account opening balance requirement is BDT 50,000.

Required Documents to open a Triple Benefits Savings Account
A completed personal account opening form. Completed personal account opening form means-

· Name, occupational details and nationality of the applicant mentioned.

· Applicant(s) Date-of-birth, father’s and mother’s name mentioned.

· Applicant(s) full mailing and permanent address mentioned.

· Name, photograph, Date-of-birth, relationship, address of nominee –all information are given.

· If the nominee is minor, then his/her thumb impression and one legal guardian is must.

· The nominee must sign at the back of his/her photo and the applicant must sign underneath, attesting that sign.

· Signature of the applicant in the appropriate boxes. 

· The applicant will have to use the sign in all account related activities.

· This sign must also be the same as the one on the back of the nominees photograph.

· Name, account No., and sign of the introducer. Introducer must be an existing account holder of BBL with at least 6 month’s satisfactory relationship.
· The monthly income and the source of income of the applicant must be mentioned.
· The transaction profile must be filled in.

· The initial deposit should be filled up. If the initial deposit is in cheque, then the drawee bank name, cheque number must be mentioned.

· One bill copy of the communication address should be given; if it is not given then a verification of the address must be filled up and verified by the introducer.

· If the applicant wants to have other facilities (such as:  sms banking, internet banking, fixed deposit, locker facility) then proper boxes should be filled in.

· A KYC form should be properly filled up by the account opening officer and attach with the form.
Facilities in the Triple Benefits Savings Account
· Account opening balance: BDT 50,000 only.

· Interest rate of up to 8% p.a., credited to the account every month.

· No Debit card Fee.

· No upfront Fee.

· No yearly/ half yearly Account maintenance Charges.

· First cheque book of 12 pages for free.

Interest rate on Triple Benefits Savings Account
Interest rate is applicable to the account twice a year on June and December. The interest rate in the Triple Benefits Savings Account is as follows:

	Monthly average balance
	Rate

	Below Tk. 50,000 


	0 %

	From Tk. 50,000 to less than Tk. 5 lac
	4%

	From Tk. 5 lac to less than Tk. 25 lac
	6%

	Tk. 25 lac & above
	8%


Tax rate on the Interest & on the Triple Benefits Savings Account

There is a 10% tax on the interest earned in the savings account. This tax is deducted at source, meaning the bank deducts the tax before giving it to the customer. There is also Government Excise Duty on the deposit/ balance level of the account. The duty is calculated on the balance between January and December.

Triple Benefits Savings Account statements

Customer gets half yearly statements (every six months) in the TBS account. If the customer wishes any other frequency then they will have to mention it in the account opening form. They can also change the frequency of the statements as well. Statement is usually mailed to the customer’s mailing address. Customers can also collect the statements from any branch of BBL from anywhere in the country.
Triple Benefits Savings Account cheque book and Visa debit card
Customers will get cheque book and Visa debit card for the TBS account. TBS accounts in the name of the person, individuals or joint, will also get Visa debit card. Joint account holders will get Visa debit card for each person/ for any one person if the mode of operation is operating singly or either or survivor respectively.
Withdraw system of ATM

There is a cap of maximum TK. 20,000 from the ATM booth and TK. 100000 from the POS machine from any branch that can be withdrawn from one account in a single day. If anyone wants to extent his limit he can do this by calling to the phone banking.
Triple Benefits Savings Account Fund Transfer

There are no restrictions in fund transferring for Triple Benefits Savings Account. In fact,

· Customers can deposit cash and cheque at any branch in Bangladesh and have their account credited.

· Customers can also withdraw cash from any branch or ATM booth machine in Bangladesh.

· Funds can be transferred between two accounts of the same branch or different branches.

· Customers get cheque clearing facility for local cheque and collection facility for outstation cheque.

Procedures to operating account in absence of account holder

Customers can let another person to operate the account in his/ her absence by:

· Delegation of authority
Customers can delegate the authority to operate their account signing a form for “Delegation of authority”. The a/c holder must also attest the photograph of the procurator. The person to whom the authority is delegated is called Procurator. The form designed in such a way that the customer can choose which rights they will delegate and which they will not. Customers can cross out the powers they do not wish to delegate.

· Power of Attorney
By power of attorney we mean general Power Of Attorney here. Delegation of Authority covered special Powers of Attorney. Branch personnel must be absolutely sure of the Attorney’s identity and the document’s, which gives the power, is completely valid. If they feel that the Power was gained through duress they can refer it to the BSSM/CSM. Finally, the power of attorney must include clauses that relate to banking. If the documents don’t say anything about banking transactions, then the Bank is not obliged to recognize the Power of Attorney.

· Signature
Signature to operate the account can be change for both organizational and individual customers.

· For individuals
Customers can fill in an account services form, where they can change their Signature. The customer will have to give both the existing signature and the new signature in that form.
· For organizations
Signatories for the organizations account can change and they do change. In that case a new Board Resolution or extract of the Board Resolution is required. The resolution will state that the new signatories, whom they are replacing, are and if any special instructions are applicable for their signing authority.

· Closing of Triple Benefits Savings Account
· Customers can close a savings account by filling in an account closing form. Customers can withdraw all the amount end leave the funds to meet the account closing charges.

· Close the account the customer must return the cheque book and Visa debit Card. The employee will destroy the card and the cheque book in front of the customer.

· Customer can also transfer the money left to another BBL account by fund transfer option.

2.14.1.1. b) Savings Classic Account

Savings Classic Account offers interest rate of 5.5% p.a. The minimum account opening balance Requirement is BDT 15,000. Any balance greater than zero will be eligible for interest. The account maintenance fee is BDT 300 + VAT for every half year. Annual Debit Card Fee is BDT 600 + VAT. The account offers free cheque book facility provided the minimum balance is maintained.

NB: Required Documents to open a Savings Classic Account is same as the individuals Triple Benefits Savings Account.

Facilities in the Savings Classic Account
· Account opening balance: BDT 15,000 only.

· Interest rate of up to 5.5% p.a., credited to the account every month.

· Half Yearly Account Maintenance Fee Tk. 300 Half-Yearly.

· Cheque book Issue Fee Free.

· Second Cheque book Issue Fee Tk. 100 for 12 pages, if balance is below Tk. 15,000. Free if last month’s average balance is Tk. 15,000 & above.

· Visa Debit Card fee (annual) Tk. 600 (yearly).

Savings Classic Account cheque book and Visa debit card
Customers will get cheque book and Visa debit card for the Savings Classic Account. Savings Classic Account in the name of the person, individuals or joint, will also get Visa debit card. Joint account holders will get Visa debit card for each person/ for any one person if the mode of operation is operating singly or either or survivor respectively.
NB: 

· Savings Classic Account Fund Transfer is same as the individuals Triple Benefits Savings Account.

· Procedures to operating account in absence of account holder is same as the individuals Triple Benefits Savings Account.

· Closing of classic saving account is same as the individuals Triple Benefits Savings Account.

2.14.1.1. c) Aporajita Savings Account

Aporajita Account is a savings account for female customers, which offers interest rate of 6.5% p.a., credited to the account on a monthly basis. The minimum account opening balance requirement is BDT 5,000. Any balance of greater than zero will be eligible for interest. There is no Annual Account Maintenance Fee. Annual Debit Card Fee is BDT 600 + VAT. This is a non cheque book account.

NB: Required Documents to open an Aporajita Savings Account is same as the individuals Triple Benefits Savings Account.
Facilities in the Aporajita Savings Account

· Account opening balance: BDT 5,000 only.

· Interest rate of up to 6.5% p.a., credited to the account every month.

· No yearly/ half yearly Account maintenance Charges

· No Chequebook.

· Visa Debit Card fee (annual) Tk. 600 (yearly).

· Aporajita ATM card fee (annual)-discontinued Tk. 590 (yearly).

NB.

· Tax rate on the Interest & on the Aporajita Savings Account is same as the individuals Triple Benefits Savings Account. 

· Aporajita Savings Account statements is same as the individuals Triple Benefits Savings Account.

Aporajita Savings Account cheque book and Visa debit card

Customers will not get any cheque book for the Aporajita Savings Account. Aporajita Savings Account in the name of the person, individuals or joint, will get Visa debit card only. Joint account holders will get Visa debit card for each person/ for any one person if the mode of operation is operating singly or either or survivor respectively.

2.14.1.1. d)  Future Star Account
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Future Star Account is a savings account for minor that offers an opportunity to save for your child’s future. The account is available for the children below 18 years of age. However, legal guardian of the child will operate the account on behalf of the minor. Future Star Account offers a high interest rate of up to 8% p.a. Interest is accrued on monthly average balance and applied to the guest account yearly. The minimum account opening balance requirement is BDT 2,000.Fund cannot be withdrawn until the child reaches 18 years of age. However, on emergency case, fund can be withdrawn by closing the account. In this case, if the account is closed before one year, interest amount shall be forfeited. Only self-deposited amount will be paid to the account holder.

Required Documents to open a Future Star Account

A completed personal account opening form. Completed personal account opening form means-

· Name, occupational details and nationality of the applicant mentioned.

· Applicant(s) Date-of-birth, father’s and mother’s name mentioned.

· Applicant(s) full mailing and permanent address mentioned.

· Name, photograph, Date-of-birth, relationship, address of nominee–all information are given.

· Birth certificate should be given.

· The nominee is minor, then his/her thumb impression and one legal guardian is must.

· The nominee must sign at the back of his/her photo and the applicant must sign underneath, attesting that sign.

· Signature of the applicant in the appropriate boxes. 

· The applicant will have to use the sign in all account related activities.

· This sign must also be the same as the one on the back of the nominees photograph.

· Name, account No., and sign of the introducer. Introducer must be an existing account holder of BBL with at least 6 month’s satisfactory relationship.
· The monthly income and the source of income of the applicant must be mentioned.
· The transaction profile must be filled in.

· The initial deposit should be filled up. If the initial deposit is in cheque, then the drawee bank name, cheque number must be mentioned.

· One bill copy of the communication address should be given; if it is not given then a verification of the address must be filled up and verified by the introducer.

· If the applicant wants to have other facilities (such as:  sms banking, internet banking, fixed deposit, locker facility) then proper boxes should be filled in.

· A KYC form should be properly filled up by the account opening officer and attach with the form.
Facilities in the Future Star Account

· Account opening balance: BDT 2,000 only

· Interest rate of up to 8% p.a., credited to the account yearly

· Free colorful passbook

· Free privilege card.

· No relationship or account maintenance fee.

Interest Rate on Future Star Account

	Monthly Average Balance
	Rate

	Below Tk. 50,000
	4%

	Tk. 50,000 to less than Tk. 1 lac
	6%

	Tk. 1 lac & above
	8%


2.14.1.2 Deposit Products (Current Accounts)
Current Account
· Current account is an account on which cheques are drawn and to which credits are paid.

· This is appropriate for both organization and person, who expects very frequent   transactions with funds coming in and going out daily.

Current Account is suitable for
· Individuals: Resident Bangladeshis, Non-Resident Bangladeshis, Foreign National Resident in Bangladesh.
· Organizations: Sole proprietorship, Registered partnership, Unregistered partnership, Public limited Companies, Private limited Companies, Clubs, Associations, Societies, Charities, Nationalized Organizations, Autonomous Bodies, NGO’s. It is for anyone who engaged in frequent transactions.
Current Accounts of BRAC Bank Ltd:

· Current Classic Account.

· Current Plus Account.

· EZEE Account.

· Salary Account.

· Campus Account.
2.14.1.2. a   Current Classic Account
Current Classic Account is a non interest-bearing account with cheque book & VISA Debit card facility. The minimum account opening balance requirement is BDT 15,000. The account has maintenance fee of BDT 500 + VAT for every half year and Annual Debit Card Fee is BDT 600 + VAT. The account comes with a 12 page cheque book free.

Current Classic Account Opening Procedure

Any person or organization that has a legal standing in Bangladesh can open a Current Classic Account.

Required document to open a Current Classic Account-Individuals

Duly completed account opening form
· Name, occupational details and nationality of the applicant’s mentioned.

· Applicant’s mentioned Date-of –Birth, mother’s and father’s mentioned.

· Applicant’s mentioned Full mailing and permanent address mentioned.

· Current Account ticked and Taka in currency column ticked.

Identification and support documents
· Photograph of the account holder.

· Copy of National ID Card, Passport, driving license.

Nominee & others
· Name and Photograph of the nominee must be attested by the account holder.
· If the nominee is minor, then his/her thumb impression and one legal guardian is must.
· Signature of the applicant in the appropriate box (es).

· The applicant will have to use the sign in all account related activities.

· One bill copy of the communication address should be given; if it is not given then a verification of the address must be filled up and verified by the introducer.

Initial Deposit
The minimum account opening balance requirement is BDT 15,000
Introducer
· Name account number & Signature of the Introducer.

· Introducer must be a existing account holder of BBL with at least 6 month’s satisfactory relationship.

· Photographs of the signatories duly attested by the Introducer.

Required document to open a Current Classic Account- Sole proprietorship
Duly completed account opening form
· Name of the sole proprietorship with full mailing address.

· Name and Telephone number of the two key personnel.

· Mode of operation clearly stated.

Identification and support documents
· Copy of National ID Card, Passport, driving license of the signatories.

· Photograph of the signatories. 

· Valid trade license.

Introducer and Initial Deposit for sole proprietorship is same as the individuals current classic account

Facilities in the Current Classic Account

· Account opening balance: BDT 15,000 only.

· yearly/ half yearly Account maintenance Charges Tk. 500 Half-Yearly

· Chequebook Issue Fee Free

· Second Chequebook Issue Fee Tk. 100 for 12 pages, if balance is below Tk. 15,000

· Visa Debit Card fee (annual) Tk. 600 (yearly).

Closing of Current Classic Account

· Customers can close a savings account by filling in an account closing form. Customers can    withdraw all the amount end leave the funds to meet the account closing charges.

· To close the account the customer must return the cheque book and Visa debit Card. The employee will destroy the card and the cheque book in front of the customer.

· Customer can also transfer the money left to another BBL account by fund transfer option.

2.14.1.2.b) Current Plus Account
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Current plus Account offers you the freedom of unlimited transactions. There is no intercity transaction fee for this account. The minimum account opening balance requirement is BDT 25,000. There is no Annual Debit Card Fee or any other upfront fees. The account has a Half- Yearly Account Maintenance Fee of BDT 500 + VAT. However, the fee will be waived if the account maintains an average balance of Taka 25,000 or above for the last six months. The account comes with a 25 page first cheque book for free.

Current Plus Account opening procedure

Any person or organization that has a legal standing in Bangladesh can open a Current plus Account.

NB. Required document to open a Current Plus Account is same as the Current Classic Account.

Facilities in the Current Plus Account
· Account opening balance: BDT 25,000 only.

· Free Visa Debit card facility.

· No upfront Fee or charges.
· First cheque book of 25 pages for free.

· Second cheque book onwards Tk. 200 for 25 pages, free if the last month’s average balance is 000 & above.

NB. Closing of Current Plus Account is same as the Current Classic Account.
2.14.1.2. c) Ezee Account

BRAC Bank offers you EZEE Account a non-cheque interest bearing account for small savers who are in frequent need of transaction. You don't need to write a cheque or stand in a long queue to draw your own money from BRAC Bank. You can get a Debit Card to operate your account round the clock. EZEE Account is an interest-bearing current account which offers interest rate of 4% p.a. The minimum account opening balance requirement is BDT 2,000. Any balance greater than zero will be eligible for interest. There is no Annual Account Maintenance Fee. Annual Debit Card Fee is BDT 600 + VAT. This is a non-cheque-book account.
NB. Required Documents to open an EZEE Account is same as the individuals Savings Account.

Minimum Deposit required to open a EZEE Account
The minimum deposit required to open an Ezee Account. is TK.2000.

Facilities in the EZEE Account
· Account opening balance: BDT 2000 only.

· Interest rate of up to 4% p.a., credited to the account every month.

· No Account Maintenance Fee.

· No Chequebook Issue.
· Visa Debit Card fee (annual) Tk. 600 (yearly).

· Any amount greater than zero can earn interest.
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EZEE Account cheque book and Visa debit card
Customers will not get cheque book for the EZEE Account. EZEE Account in the name of the person, individuals or joint, will also get Visa debit card.

2.14.1.2. d) Salary Account

Salary Account is a non-cheque book individual account for employees of different Corporate Houses, offered to facilitate the disbursements of their monthly salaries. Employees of MNC/LLC/MID CORP/NGO/Large proprietorship/Partnership firm, other than foreign nationals are eligible to open this account. Interest rate for Salary Account is 4% p.a. Any balance greater than zero will be eligible for interest. Interest calculation will be based on Daily Balance and Interest payment will be made half yearly. There is no Annual Account Maintenance Fee in Salary Account. Annual Debit Card Fees is BDT 300 + VAT. Cheque Book facility is also available for this account.

Eligibility for opening a Salary Account

The organization needs to have a minimum of 10 employees & a payout of Tk. 1 lac per month and an average salary per employee of Tk. 10,000 per month.

Required Documents to open a Salary Account

A completed personal account opening form same as the individuals Current Account including Copy of the office ID. If ID is not available appointment letter signed by the authority. Here National ID card/passport is also mandatory.

Minimum Deposit required to open a Salary Account
The minimum deposit required to open a Salary Account. is TK.0.

Facilities in the Salary Account
· 4% interest on any deposit amount (*on daily balance).

· No Account Maintenance Fees.

· Partial waiver on VISA Debit Card.

· Cheque book facility (Free for Aarong and BRAC staffs).

· Loan facility at preferential rates (Personal loan, Home loan, Auto loan).

Salary Account cheque book and Visa debit card
Customers will get cheque book and Visa debit card for the Salary Account. Salary Account in the name of the person, individuals or joint, will also get Visa debit card. Joint account holders will get Visa debit card for each person/ for any one person if the mode of operation is operating singly or either or survivor respectively.

2.14.1.2. e) Campus Account

Campus Account is an interest-bearing current account exclusively offered for university students with an interest rate of 4% p.a. The minimum account opening balance requirement is BDT 2,000. Any balance greater than zero will be eligible for interest. There is no Annual Account Maintenance Fee. Annual Debit Card Fee is BDT 600 + VAT.

Required Documents to open a Campus Account

· A completed personal account opening form same as the individuals including Id card of the particular educational institution. Here National ID card/passport is not mandatory.
Minimum Deposit required to open a Campus Account
The minimum deposit required to open a Campus Account is TK. 2000.

Facilities in the Campus Account
· Account opening balance: BDT 2,000 only.

· Interest rate of up to 4% p.a., credited to the account every month.

· Annual Visa Debit Card Fee is BDT 600 + VAT.

· Any balance greater than zero will be eligible for interest

· No yearly/ half yearly Account maintenance Charges.

· No cheque book.

· Campus Debit Card Fee(annual)-Discontinued- 400.

NB.

· Tax rate on the Interest & on the Campus Account is same as the individuals Current Account.

· Campus Account statements is same as the individuals Current Account.

Campus Account cheque book and Visa debit card
Customers will get cheque book and Visa debit card for the Campus Account. Campus Account in the name of the person, individuals or joint, will also get Visa debit card.

2.14.1.3 Deposit Products (Term Deposits)
Deposits maintained in the Time Deposits or Term Deposit accounts are withdrawn on the expiry of a fixed period of time only.

· Fixed Deposit Accounts.

· DPS.

Term Deposit products of BRAC Bank Ltd:

a) DPS.

b) Fixed Deposit General.

c) Flexi DPS.

d) Interest First Fixed Deposit.

2.14.1.3. a) DPS( Deposit Premium Scheme)

BRAC Bank introduces the Deposit Premium Scheme (DPS) – a truly special savings plan that allows saving on a monthly basis and getting a handsome amount at maturity – BRAC Bank DPS account gives the convenience of saving regularly in line with one’s monthly income stream. So, if anyone wants to create a big savings to fulfill his/her cherished dream DPS is the right solution.

Installment sizes and DPS term

BRAC bank has a range of options for both installment size and maturity. The monthly installment can be as low as BDT 500 or any multiples of it i.e. BDT 1,000, BDT 2,500, BDT 5,000 and so on. Customers are also free to choose the maturity of their DPS. They may select a period of 5 or 10 Years, depending on their convenience.

Get a Savings Account and On-Line Banking Facility

Unlike other banks, BRAC Bank gives their customer the luxury of choosing any day of the month as installment date. Moreover, with a DPS at BRAC Bank, Customer will also have a Savings Account with personalized cheque book and receive on-line banking facility.

Auto Transfer Facility

Managing DPS had never been so easy. Customers don’t have to stand in long queues to deposit their installment every month. Customers can always deposit more than one installment in their savings account and Bank will automatically transfer the installment to their DPS account on due dates.

2.14.1.3.b) Fixed Deposit General

Fixed Deposit General is a non-transactional account that gives interest and principal at maturity. Minimum amount required to open the General FD account is BDT 50,000. FD General can be opened for 3/6/12/24/36 months. Interest is paid on maturity, calculated on 360 days, as per the Interest Rate Matrix. This account is available on a roll over basis until the customer confirms its closure. 10% Government Tax shall apply to the interest amount.

2.14.1.3. c) Flexi Deposit Premium Scheme (Flexi DPS)

Flexi Deposit Premium Scheme is a non-transactional account that a customer uses for interest earning and savings purposes through monthly installment basis. Minimum amount required to open an FDPS account is BDT 500 and its multiples. FDPS can be opened for 1/5/10 years. This account is available on a roll over basis until the customer authorizes its closure. Interest is accrued to the FDPS account on monthly basis. Interest (after adjusting 10% Government tax on the interest amount) will be paid at maturity date, as per the Interest Rate Matrix.

Monthly installment of Flexi DPS
	Monthly Installment

Tk 500
	Monthly Installment

Tk 1,000
	Monthly Installment

Tk 5,000
	Monthly Installment

Tk 10,000

	1 year
	6,246
	1 year
	12,492
	1 year
	62,461
	1 year
	124,922

	5 year
	37,989
	5 year
	75,978
	5 year
	379,891
	5 year
	759,782

	10 year
	101,779
	10 year
	203,557
	10 year
	1,017,785
	10 year
	2,035,571


All the figures are Indicative and subject to govt. taxes.

2.14.1.3. d) Interest First Fixed Deposit (IFFD)

Interest First Fixed Deposit is a non-transactional account that a customer uses for interest earning in advance and savings purposes. The unique feature of this product is that interest is given upfront, at the time of opening the fixed deposit. Minimum amount required to open an IFFD account is BDT 100,000. IFFD can be opened for 3/6/12 months. Interest (after the adjustments of 10% Government tax on the interest amount) is immediately transferred to the link account, as per the Interest Rate Matrix.

2.14.2 Retail Banking (Lending schemes and services)

An overview of Loan Products

BRAC Bank is offering the following loan and advance product to the client for financing different purpose that fulfill the requirements of the bank and have good return to the investment as well as satisfy the client. The loan and advance Products are:

2.14.2.1 Unsecured Loan
An unsecured debt refers to any type of debt or general obligation that is not collateralized by a lien on specific assets of the borrower in the case of a bankruptcy or liquidation. In the event of the bankruptcy of the borrower, the unsecured creditors will have a general claim on the assets of the borrower after the specific pledged assets have been assigned to the secured creditors, although the unsecured creditors will usually realize a smaller proportion of their claims than the secured creditors.
Usually BRAC Bank is used to offer two types of unsecured loan. These are-

a) Salary Loan.

b) Quick Loan.

2.14.2.1.a) Salary Loan

Salary Loan (SAL) is a term Loan facility offered by Bank’s Retail Banking Division to individual salaried people living in the cities / towns where the Bank has its operations to cater his/her personal or professional needs. It is a clean or unsecured loan in the sense that there is no cash security (like Govt. Savings Certificates or Fixed Deposits etc) taken against the loan. This is an “any purpose” loan which means the applicant does not have to declare the purpose for which he / she is taking the loan, hence there will be no hypothecation over the asset to be purchased. The credit risk of the product is covered by a process of strict selection of prospective borrower and the company he/she is working for. If anyone wants to keep an extra 15 month's salary in his pocket, he can get BRAC Bank Salary loan, Loan against your salary. If an individual is a salaried personnel working in Bangladesh, he can apply for a salary loan. Because Salary Loan from BRAC Bank has been designed with what is just in his minds.

Eligibility
· Employed as a regular salaried staff.

· Have minimum age of 23 years, max - 60 years (at the time of maturity)

· If he earn a monthly salary of BDT 15,000

.
Features
·  Loan amount up to BDT 1, 00,000 to 10, 00,000.

·  Loan up to 15 times of your Salary.

·  Attractive Interest Rate.

·  No collateral of cash securities.

·  Flexible repayment Equal Monthly Installments (EMIs) over a period of 12 months to 60 months.

·  Person with salary account with BRAC Bank will enjoy 1% less than the prevailing interest rate.

Documents required
· Last 6 month's bank statement.

· Last salary slip/Letter of introduction.

· Proof of identity.

· Proof of employment of minimum 1 year.

· Interest rate 19%.

Schedule of Charges
· Processing fee: 1.5% +VAT of the loan amount.

· Early Settlement Fees:

· 2%+ VAT on the outstanding amount if settled within 1st 2 years,

· 1%+ VAT for 2 years & above.

2.14.2.1. b) Quick Loan

Quick loan is a personal loan facility offered by the Retail Banking Division to businessmen who have sound business records for minimum 3 years with a valid trade license. It is a clean lending product in the sense that there is no cash security taken against the loan. This is an “any purpose” loan; hence there will be no hypothecation over the asset to be purchased. However, the applicant must need to mention the purpose of the loan clearly in the loan application form. The credit risk of the product is covered by a strict evaluation and assessment of customer’s bank statement with any bank in Bangladesh. For quicker needs that arise quickly BRAC Bank offers Quick loans. If anyone is a businessman or self employed personnel, Quick loan is specially designed just to cater his needs.

Eligibility
· Businessman & Self Employed Personnel (Doctors, Engineers, Architects, and Accountants etc.).

· Minimum age of 23 Years; Maximum 65 Years (At Maturity).

·  Having minimum income of BDT 20,000.

Features:

· Loan amount up to BDT 1, 00,000 to 10, 00,000.

·  Attractive Interest Rate.

·  No collateral of cash securities.

· Flexible repayment Equal Monthly Installments (EMIs) over a period of 12 months to 60 months.

· Interest rate 19.5%.

Documents required:
· Last 1 Year bank statement.

· Valid Trade License.

· TIN Certificate.

· Proof of identity.
NB. Schedule of Charges is same as the Salary Loan.
2.14.2.2 Secured Loan

A secured loan is a loan in which the borrower pledges some asset (e.g. a car or property) as collateral for the loan, which then becomes a secured debt owed to the creditor who gives the loan. The debt is thus secured against the collateral — in the event that the borrower defaults, the creditor takes possession of the asset used as collateral and may sell it to satisfy the debt by regaining the amount originally lent to the borrower. From the creditor's perspective this is a category of debt in which a lender has been granted a portion of the bundle of rights to specified property. 
· Auto Loan.

· Home Loan.

· Secured Loan/Overdraft.

2.14.2.2. a) Auto Loan

Auto Loan is a term loan facility for the middle class to upper class people of the cities, where the bank has its operations, to buy automobiles for their personal use. Under this scheme, the vehicle is hypothecated to the bank only. In addition to this registration requirement, the loan is also partially secured by the commonly acceptable form available in the market as hypothecation. Whether anyone wants to purchase a brand new car or a reconditioned one, BRAC Bank Auto Loan is built for maximum speed and efficiency. Get your dream car on the road in no time.

Eligibility
· Available for Salaried individuals, Business Persons, Self Employed & Landlord.

· Age between 21 at the time of application to 65 at the time of maturity.

· Minimum Monthly Income: BDT 20,000 (for salaried); BDT 35,000 (for others).

· Length of service: Min 2 Year as permanent employee.

· Age of Business: Min 3 years.

Features
·  Up to 80% of quoted value of the car.

·  Loan Amount: Up to BDT 2,000,000.

·  Competitive Interest Rates.

·  Tenor: 12 to 60 months.

·  For brand new and reconditioned cars.

Documents required
· Latest one year's personal bank statement.

·  Photocopy of national ID/Passport.

·  One copy passport size photograph of the applicant.

·  One copy passport size photograph of guarantor.

·  Price quotation of the vehicle.

·  Business card/ visiting card of the applicant.

·  Personal TIN certificate.

Additional documents required for salaried person
Letter of Introduction stating salary; issued by the employer.

Additional documents required for business person
· Copy of Trade License.

· Company’s bank statement for last one year.
· Memorandum of Articles for Limited Liability Company.

Additional documents required for self employed person
Professional Certificate issued by authorized institution.

Additional documents required for self landlord
· Valid documents of the property.

· Rent receipt/deed.

Schedule of Charges
· Processing Fee: 1.0% of Loan Amount.

· Early Settlement Fee: 5% (within 1 year),3% within( 1-2 years ) 1% (after 2 years and before expiry).

2.14.2.2. b) Home Loan (Apon Ghor)
Apon Ghor (Own Home) is the Home Loan product from BRAC Bank with a difference. It is not just a loan, rather a complete solution stretching with five value-added FREE services:

· BRAC Bank Apon Ghor provides you personal bank representative for information search till moving into the home.

· BRAC Bank Apon Ghor helps find a home suitable for you taste, budget and area. In addition to these there are attractive privilege consultancy for:

· Interior.

· Furniture & Soft Furnishing.

· Home Appliance.

· Color & Window Treatment.

· Light & Floor.

· Apon Ghor is the quickest loan to get disbursed.

· Apon Ghor finds you Home with proper legal documents.

· Apon Ghor needs the least documentation for processing.

Product Type & purpose
Home Loan
Financing against purchase of one’s Apartment or house (under-construction / semi-completed /completed / secondhand).

Home Credit
Financing against Renovation / Extension / construction of one’s home
Takeover
Financing against transfer of the current balance of the existing Housing loan to BRAC Bank.
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Customer Segment & Eligibility

Salaried Individuals
· Total Job Experience is minimum 3 years & must be permanent in current job.

· Minimum income is BDT 25,000/-

· Salary must be credited to bank by the employer.
Businessmen / Self Employed Individuals / Landlords
· Owner / Director of Proprietorship / Partnership / Private Limited Company.

· Total Business Experience is minimum 3 years.

· Minimum income is BDT 30,000.

Product Features
· Owner of the property must be the main borrower.
· Mortgaged property must be located within the metropolitan area of Dhaka, Greater Dhaka where RAJUK Plan is available, Chittagong & Sylhet.

· Applicants must be permanent resident of Bangladesh.

· Minimum age 25 years & maximum age 65 years at the time of maturity.

· Competitive Interest Rate.

· Maximum loan tenor 25 years.

Processing Fees & Other Charges
· Loan up to BDT 15 Lac is @ 2% on loan amount + VAT.
· Loan above BDT 15 Lac is @ 1.5% on loan amount + VAT.

· For Take Over cum Home Credit loan 1% on loan amount + VAT.

· In case of Takeover, processing fee is 0.50% of loan amount +VAT.

· Valuation charge @ 3500 + VAT in addition to the processing fee

Early Settlement & Rescheduling Fees

Processing Fee
· 2% of outstanding if settled within first 5 year + VAT.

· 1% of outstanding if settled after 5 year + VAT.

· Rescheduling fee due to Interest Rate change / Tenor change – 0.25% + VAT of outstanding or maximum Tk 10,000 + VAT whichever is lower.

· Date rescheduling fee Tk 2000+VAT each time.

Partial pre-payment & fees
· Minimum partial pre-payment amount is BDT 1,00,000.

· 2%+VAT on pre-payment amount within first 5 years.

· 1%+VAT on pre-payment amount after 5 year.

Common Documents
· Latest 01 year personal bank statement.

· Latest Tax Clearance Certificate (where applicable)
· Photocopy of National ID card / Passport.

· Allotment Letter/ Allotment Agreement/ Byna Deed for Home Loan.

· Registered ownership deed for Home Credit / Take over Loan.

· Price quotation for Home Credit Loan.

Salaried Individuals
· Letter of Introduction (LOI).

· Latest 01 year salary account statement.

Businessmen
· Trade License for last 3 years.

· Latest 1 year bank statement of the company.

· Registered partnership deed for Partnership Company.

· MOA+ Certificate of Incorporation+ Latest Schedule X for Private Limited

· Company.

Self-Employed 

· Certificate of membership of respective professional association.

· Declaration on self-pad along with seal.

· Certificate of Professional degree.

Land Lord
· Registered ownership deed.

· Rental deed.

· Copy of any utility bill (Electricity/ Water/Gas).

2.14.2.2C) Secured Loan/Overdraft

BRAC Bank provides loan against fixed deposits so that one can meet any cash emergencies without the need to give up on high yield savings.

Eligibility
Any individual with fixed deposits and WEDB purchased from BRAC Bank Ltd may apply for this facility.

Features
· Secured Loan: Term Loan.

· Tenor: 1 Year.

· Paid in Equal monthly installments.

· Secured Overdraft: Continuous Loan.

· Tenor: 12 months (Auto renewal option available).

· Quarterly interest payments.

Other features
· Loan Amount up to 90% of Face Value of your fixed deposits,

· Minimum Spread.

· Early settlement facilities available.

· Enhancement Facilities available.

· Cross collateralization allowed.

Documents Required
Copy of National ID.

Schedule of Charges
Processing Fee
· 1.0% of the loan amount.

· Maximum BDT 10,000.

· Minimum BDT 1000.

Early Settlement Fee
· Secured Loan- 1% of outstanding amount at any time before maturity; Maximum BDT 10,000.

· Secured Overdraft - 2% of outstanding or BDT 2,000, whichever is lower.
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Chapter 3

Literature Review of Customer Satisfaction

3.1 Customer satisfaction
Customer satisfaction, a term frequently used in marketing, is a measure of how products and services supplied by a company meet or surpass customer expectation. Customer satisfaction is defined as "the number of customers, or percentage of total customers, whose reported experience with a firm, its products, or its services (ratings) exceeds specified satisfaction goals.” Satisfaction is an emotional or feeling reaction. It is the result of a complex process that requires understanding the psychology of customers. The range of emotion is wide with, for example, contentment, surprise, pleasure, or relief. Satisfaction is influenced, in the end, by expectations and the gap between perceived quality and expected quality, called "expectancy disconfirmation".
3.2 Customer satisfaction process

The figure below shows the predominant linkage of this process:
[image: image11.emf]
3.3 Level of customer satisfaction

Customer satisfaction, however, is when the customer is satisfied with a Product/service that meets the customer’s needs, wants, and expectations. To further understand customer satisfaction, we must take a deeper look at the levels of specific satisfaction. We must also recognize that there are levels of customer satisfaction that, in a sense, define the basic ingredients of quality. There are at least three levels of customer expectations about quality: 

Level 1.  Expectations are very simple and take the form of assumptions, must have, or take it for granted. 
Level 2. Expectations are a step higher than that of level 1 and they require some form of satisfaction through meeting the requirements and/or specifications. 

Level 3. Expectations are much higher than for levels 1 and 2. Level 3 requires some kind of delightfulness or a service that is so good.
3.4 Measurement of customer satisfaction
The strategy issue is also a very important element of customer satisfaction, primarily because it sets the tone for the appropriate training, behavior, and delivery of the specific service. There are four items that the strategy for service quality ought to address:
· Customer service attributes
 The delivery of the service must be timely, accurate, with concern, and with courtesy. One may ask why are these elements important the answer is that all services are intangible and are a function of perception. As such, they depend on interpretation. In addition and perhaps more importantly, service by definition is perishable and if left unattended, it can spoil on the organization.

· Approach for service quality improvement
 The basic question one must be able to answer is why bother with service quality? The answer is in a three prong approach. The first is cost, the second is time to implement the program, and the third is the customer service impact. Together, they present a nucleus for understanding and implementing the system that Customer Service and Satisfaction is responsive to both customers and organization for optimum satisfaction. 

· Develop feedback systems for customer service quality 
The feedback system one chooses will make or break the organization. Make sure not to mix the focus of customer satisfaction and marketing. They are not the same. The focus of customer service and satisfaction is to build loyalty, and the focus of marketing is to meet the needs of the customer profitably. Another way of saying it is that marketing’s function is to generate customer value profitably, whereas the purpose of customer service and satisfaction is to generate repeatability, recognition, and overall satisfaction of the transaction. The concern here is to make sure that a goal exists (a reporting system for measurement is appropriate and useful for the particular service) and to reach the reward of service quality. The question then becomes how to develop a system that is responsive to the customer’s needs, wants, and expectations. To answer these concerns, look to the customer for answers. The value of the information must be focused in at least the following areas:

• To know what customers are thinking about company, company service, and company’s  competitors.
• To measure and improve company’s performance

• To turn strongest areas into market differentiators

• To turn weaknesses into developmental opportunities—before someone else does

• To develop internal communications tools to let everyone know how they are doing

• To demonstrate your commitment to quality and your customers In essence your measurement for the feedback must be of two distinct kinds:

1. Customer satisfaction, which is dependent upon the transaction

2. Service quality, which is dependent upon the actual relationship

· Implementation
 Perhaps the most important strategy is that of implementation. As part of the implementation process, management must define the scope of the service quality as well as the level of customer service as part of the organization’s policy. Furthermore, they must also define the plan of implementation. The plan should include the time schedule, task assignment, and reporting cycle.

3.5 Customer loyalty
Customer loyalty is not always easy to construe and many definitions have been proposed. Let's first settle what customer loyalty is not (Prus & Randall, 1995):  Customer loyalty is not customer satisfaction. Satisfaction is a necessary but not sufficient criterion. We know that "very satisfied" to "satisfied" customers sometimes switch to competitors. Customer loyalty is not a response to trial offers or incentives. Customers who react to incentives are often highly disloyal and they often leave as fast as they came. They are very much inclined to respond to a competitor's incentive. Customer loyalty is not a strong market share. High level of market share can also be influenced by other factors such as poor performance by competitors or price issues. Customer loyalty is not repeat buying or habitual buying. Some of your consumers choose your products because of convenience or habits and they can be tempted to defect for any reason .Prus & Randall then describe customer loyalty as follows: "Customer loyalty is a composite of a number of qualities. It is driven by customer satisfaction, yet it also involves a commitment on the part of the customer to make a sustained investment in an ongoing relationship with a brand or company. Finally, customer loyalty is reflected by a combination of attitudes (intention to buy again and/or buy additional products or services from the same company, willingness to recommend the company to others, commitment to the company demonstrated by a resistance to switching to a competitor) and behaviors (repeat purchasing, purchasing more and different products or services from the same company, recommending
3.6 Satisfaction-Loyalty link

High-quality products and associated services designed to meet customer needs will create customer satisfaction. This high level of satisfaction will produce increased customer loyalty. According to conventional wisdom, we would be tempted to believe that the link between satisfaction and loyalty is a simple, linear relation. But reality proves us wrong: it is neither linear nor simple (see figure "The effect of satisfaction" below). The relation reacts differently according to time and circumstances. Unless they are totally satisfied, there is always a chance you will see customers be lured away (Jones & Sasser Jr., 1995). Source: Rust, Zahorik, Keiningham, 1996
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Chapter 4
Customer Satisfaction about BRAC Bank                              

 4.1 Customer Service Quality

Let’s see what business Guru’s thinks:

“Customer Service is an organization’s ability to supply their customers’ wants and needs”

“Customer Service is any contact between a customer & a company, that cause a +ve /-ve perception by a customer”

At first BRAC Bank introduce the concept of customer service quality at banking sector in Bangladesh. BRAC Bank is always careful to provide their customer the best service and always try to make them happy. That’s why in every branch has a customer service department that consisting two level of employee:

BSSO (Branch sales and service officer)

They give all the service to the customer except cash transaction.
· Seek information about products /service

· Get more Clarity on something

· Solving Problems

· Lodge complaint & seek Solution

· Multiple affaires: FDR Receipt order and delivery, PO etc.

BSSO are responsible to solve this problem of customer.
Floor Supervisor
Floor Supervisor normally careful about customer
· Timing: They give the customer Token and Serial Number.

· Correct Placement: Sometimes new or uneducated customer come to branch and they not know about where they go for which service. Floor Supervisor places them in correct department.

· Information: Floor Supervisor also gives necessary information to the customer. 
Normally customers are come to branch in some specific reason .BRAC Bank thinks that is the opportunity for bank to make them satisfied, loyal and ambassador. That’s why BRAC bank is tried to provide excellent customer service to their customer instead of only customer service. In this purpose all the Bank staff makes the promise to make Customer satisfied or even delighting Customers which means excellent customer service to them.

4.2 Importance of Good Customer Service

Good customer service always has to play some rule. BRAC Bank customer service is always tried to provide certain service to their customer. Those are:

Customer Satisfaction
Customer satisfaction is the main purpose of customer service. All the branch staff is always try to give the best service to their customer.
Building Relationship
BRAC Bank treat customer as their guest. That’s why floor supervisor always cordially invited the customer when they enter into the branch and serve them until they leave the branch. That’s help customer to make loyal to the Bank.
Customer Expectation
As a service organization BRAC Bank always try to provide the best service that expected by its customer.
Higher Service Charge 
Expectation of better Service

Positive & Negative Word of Mouth

BRAC Bank is always following the motto ‘Customer is always right’ and also behaves softly with the customer.

Customer Loyalty
BSSO and CSM always show sympathy in the any sad news of the customer or share a Share a happy moment with their existing customer. ex: Send Eid card, Calendar, Inform about new facility.

Increasing market Competition
BRAC Bank introduces new strategy day by day to make their potential client as their loyal customer.

4.3 Role of Customer Service Peoples in Service Delivery
In the branch the branch manager, customer service manager, customer service people (BSSO have to play several rules. Those are: and OCCS)
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4.4 Service Quality in the Eye of BRAC Bank

· Service quality is service check points for customer service or any other issues in branches and backward linkage departments.

· Service Auditing and Monitoring

· SQ works with process & people part of customer Service

4.5 Purpose of Service Quality

· Access & Monitoring the performance of CSO & OCCS on Regular basis.

· Process Designing and Reengineering

· Complaint handling

· Launching different service related campaign

· Design new customer service

· Asses and monitor customer Service standard in branches
4.6 How BRAC Bank tracks the performance of branch service quality

For tracking the performance of CSOs & CSM apply the following approaches:

· Mystery Shopping

· Pop-Up Visit

· Customers’ Feedback

Mystery Shopping

Mystery shoppers work just like an ordinary customer to gain real customer experience, with respect to selected activities. The mystery shopper monitors each CSO and CSM (Customer Service Manager) twice in a month.

Parameter of Evaluation in Mystery Shopping
There are some parameters fixed by bank. Mystery shoppers go to branch and asses the staff in this attributes.
4.7 Attributes of Assessment (Individual)
Personal Aptitude
How an employee is behaving with customer? Includes: Acknowledgement & Greetings, Introduction and Offering seat, Facial Expression, Body Language, Closing Conversation

Professional Conduct
A Customer service person always shows professionalism in their work, Dress Up and Appearance, Impression Management & professional attitude, Addressing & accent, Dispute Handling Ability, Apologizing for Mistake, Confusing by Referring, Do it Right at the First Time.

Product Knowledge & Service focus
Complete knowledge about different type of product is mandatory. Adequate Product Knowledge, Presentation Ability, Reasonable Timing, Error Free Service Delivery, All information should be well Communicated.
Inappropriate Conduct: Some behaviors are restricted for bank staff in front of customer. Those include: Referring Without Completing, Left Seat & Kept Vacant for long time, Eating and Drinking, Receiving PERSONAL Phone Call, Prolonged Conversation with other, Causal body language, Rudely & Loudly Talking, Identical Discrimination, Act as nothing Wrong, Improper, Falls & Unsure statement, laughing at Customer, Lack of Commonsense, and Subjective Impression.
4.8 Can Bank Control over Their Customer

· 1% die

· 3% move away

· 5% seek alternatives or develop other relations

· 9% begin doing business with the competitors

· 14%are dissatisfied with the product or service

· 68% are upset with the treatment they received

That means bank have some control over 96% of the reason customers stop doing business with Bank. 

4.9 Customer Service Quality Rules (Code of Conduct) of BRAC Bank

Know your customer (KYC)
When a client comes to open an account, try to get a clear idea about that person prior to open an account. Common facts required to be noticed are:

Social Position
Take prior permission from Head office and be careful in case of opening account for people who are Politicians, Customs, Technocrats, Judicial, Defense personnel, law enforcing agency, Income tax, Vat authority etc.

Occupation
Type & nature of Business job nature and duration. Check the Trade License / employment documents. Take Prior permission from Head office and be careful when the occupation is in jewelry, Exchange House, Manpower, Courier Company, Hotel & Restaurant, Machine parts.
Income Level
Check whether the level of income complies with the average industry income level for the sector and position where the customer belongs.

Address Level
At least one of the addresses (permanent / present / work) mentioned in the account opening from should be verified by personal visitation of DSE or other officer of the Bank.

4.10 Points to be checked in the Time of Account Opening
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4.11 Eligibility

· Bangladeshi National

· Foreign National

· Major (age above 18 years)

· Age Limit Vs eligibility

· Allowed Currency of operation

· Eligible to sign (thumb impression maybe acceptable in some banks)

· Business Entity operating in Bangladesh

· Satisfactory “KYC” understanding

· Having Sound documentation for A/C opening as per bank’s policy
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Chapter 5

Analysis & Discussion
5.1 Company Competitive situation

BRAC Bank Ltd has just completed another successful year. The 12th annual general meeting (AGM) of BRAC Bank Ltd was held on 24th March, 2011. Looking over 2010 at a glance, BRAC Bank Ltd’s performance has increased significantly in all aspects. Their operating cost as a percentage of funds under management (FUM) reduced from 2.59% in 2010 to 2.54% in 2009. Profit After Tax (PAT) has increased by BDT 331 million while assets increased by BDT 22,140 million, I have also diversified their asset portfolio while maintain their quality and promoting values. This has also been echoed today by their respected shareholders. 2010 was an exceptionally challenging year for the financial sector in Bangladesh. Yet, they have closed the year with stellar performance. 
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Fig 1: Total asset growth of BRAC Bank Ltd

At first we start with the Total Asset and Liabilities of the Bank. Total asset of the bank rose to BDT 119,150 million in 2010 from BDT 95,127 million in 2009 registering a growth of 25 %. Significant increase in assets documented in loans and advances, investments, fixed assets and cash assets maintained by the Bank. Loans and advances increase by BTD 20,152 million or 31% in the tear2010..

Consumer Banking
BRAC Bank Ltd’s consumer banking division has already made its mark as a differentiator. This division strives to bring international quality best practices in Bangladesh by being different in the fields of Branch Banking, Retail Lending, Liability & Wealth Management, Cards and Alternate Banking.

Retail Banking
BRAC Bank Ltd’s customer deposits of the bank grew by 17% in 2010. The bank ended the year 
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Fig 2: Total Deposit growth of BRAC Bank Ltd

2010 with total customer deposits of BDT 88,158 million compared to BDT 75,220 million in year 2009.Currently the Bank’s deposit mostly comprises of Fixed Deposits. Since, almost 39% of total deposits are in the form of fixed deposits while only 18% are in the form of current deposit. During fiscal year 2009, bank focused on increasing proportion of low cost retail deposits in our funding base. Their current and savings account deposits (CASA) as a percentage of total deposits increased 23% respectively.      
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Fig 3: Total Deposit mix of Ltd BRAC Bank.
Retail Lending
Retail lending business requires a high level of credit and analytical skills and strong operations process backed by technology. BRAC Bank’s retail strategy is centered on a wide distribution network comprises branches, dedicated sales forces and dealers and real estate developer relationships. A comprehensive and competitive product suite, technology enabled back office process a robust credit and analytical frame work. During fiscal 2010 Bank focused on risk containment in the retail business. They tightened their lending norms and moderate their disbursement, especially in the unsecured retail loan segment.
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Fig 4: Total Loan mix of BRAC Bank Ltd.

BRAC Bank was the larger provider of retail credit in Bangladesh with a total retail portfolio of TK.11.3 billion as on December 31, constituting 18% of their total loans. During the year they dealt with more than 7,100 new retail customers through a total disbursement of TK.5.8 billion. Home loan has secured top position among the lending products in terms of net growth. With gross disbursement volume of TK.1.3 billion of Home loan they have establish relationship with 427 new customers.

5.2 Customer Satisfaction
The success of any product is largely dependent on customer’s satisfaction and acceptance. Selling a product or a service is just the beginning of a relationship, which is to be built and maintained over the year. Only this way the sense of loyalty is established in customer’s mind. BRAC Bank Limited with the commitment to provide Excellence service in Banking always tries to offer better product to the customers as well as keeping in mind about the volatility of the market. Here in this part I have shown demand of customer satisfaction is related with its customers’ financial position and demand(by their occupation) and are they satisfied with BBL or not.

5.3 A Survey of Customer Satisfaction

5.3.1 Research Approach

I have conducted a survey on the people of different occupation. Today the demand of Deposit and loan is rapidly increasing. At the preliminary stage, only rich people were interested to take service from BRAC Bank. Now middle class segments are also interested to this sector. So I have surveyed on both high and middle class people. So I have tried my best to go through most of the places.

5.3.2 Contact Method

I have contacted to the persons individually with a questionnaires. Then I gave them both close ended questions and open-ended questions. Most of the person gave answer of my entire question. Some did not because of their busyness and lacking of knowledge about loan procedure.

Sample Design

Sample design consists of three parts-

· Sample size

· Sampling frame 

· Sample technique    

a. Sample size
For this research (the survey on customer satisfaction) the determined sample size is 15.

b. Sampling frame
Opening an account is depending on the occupation of the family. He may be a company owner of related to any other type of business and he may be service holder. So the survey is conducted on these persons – businessmen & service holders.

c. Sampling technique
For this research the researcher follow the convenience sampling. As here the main objective was to gather knowledge about the customer satisfaction.

5.3.3 Research Instrument
My research instrument was a printed questionnaire to which I gave both close-ended questions and open-ended questions. It is because to make an explanatory research and to easily interpret and tabulate our research work. 
[
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Graph-Segment of income Range
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Graph ­: Occupation
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Graph: % of satisfaction Level
5.4 Hypothesis Testing
5.4.1 Hypothesis - 01

Consumer satisfaction with the customer service
a. Calculation of mean.

(x =34, n =15

( 
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Here,
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(x = Sum of values of all observation

n = number of observation

b) Calculation of Standard deviation 
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c. One sample T test.


Ho: Consumers are satisfied with Customer Service

H1: Consumers are not satisfied with Customer Service

It is a small sample as (n<30) and population standard deviation is not given. So we use t distribution. We assume significance level 0.05 and Degree of freedom is (15-1) = 14. It is a two tailed test. Our Hypothesized value 
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Our calculated statistics is 0.98 which is inside the acceptance region.

So we accept the null hypothesis. We may assume at 0.05 significance level, Customer service system of BRAC is satisfactory.

Consumers are satisfied with the Customer Service of BRAC Bank
5.4.2 Hypothesis - 02

Consumers are satisfied with the fees and charges

a. Calculation of mean
(x =38, n =15
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b) Calculation of Standard deviation 
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c. One sample T test

Ho: Fees and Services of BRAC Bank is Satisfactory

H1: Fees and Services of BRAC Bank is not satisfactory

It is a small sample as (n>10) and population standard deviation is not given. So we use t distribution. We assume significance level 0.05 and Degree of freedom is (15-1) = 14. It is a two tailed test. Our Hypothesized value 
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Our calculated statistics is 1.76 which is inside the acceptance region.

So we accept the null hypothesis. We may assume at 0.05 significance level, fees and services of BRAC bank is satisfactory.

Fees and Services of BRAC Bank is satisfactory
5.5 Findings

By analyzing Consumer Banking system of BBL I have find out following issues-

Positive Findings

· BBL always tries to satisfy their customers through quality services.

· BBL tries to provide quick services to the customers and try to solve problems of the customers as soon as possible.

· All the employees of the customer service have excellent interpersonal and communicational skills.

· Customers of the bank pursue a great attitude about the bank.

· BBL provides excellent banking environment for both the customer and the bankers.

Negative Findings
· BBL customer service charges are much higher than other commercial banks in Bangladesh. This charges system should be changed. Otherwise it can be threat for the bank in future.

· The remuneration package dissatisfies the bankers because it is very poor for their hard work.

· Phone banking system found busy in many time.

· Absence of Islamic Banking System.

· There are some hidden costs in products or services which cause the customer sometimes in difficulty and sometimes the officers are not telling it to the customers properly which in the long run can hamper their business. Officers should clear every paisa about the costing to the customer clearly.

· CSO dealing with retail products have to perform dual duties- Service to customers and fund collection. So that they can’t concentrate on customer service properly. As a result sometimes there service hampered as they always think how they can fulfill the target.
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Chapter 6

Recommendations and conclusion
6.1 Recommendations
However the satisfaction level of BRAC Bank is good enough. But some customers have expressed their dissatisfaction about the BRAC bank in various aspects. It has a profound effect on the overall satisfaction level of the bank. I have to make some recommendations based on the findings that I have got from my research. I hope the recommendation will help the bank to take necessary steps in order to increase the satisfaction level of customers of BRAC Bank. The following are some recommendations for the company:

· Bank has to satisfy its customer at any cost. Even if the customer is wrong in that case also, even then the officers should not make any rough behave to the customer. Because customers are everything for a bank. The employee of BBL should show a sincere interest in solving the customer’s problem.

· For maintaining the relationship with the customer, employees have to give all types of support to the customers.

· Officials should be more cooperative with the clients.

· Officials should be faster during transaction.

· There are a lot of banks now in Bangladesh and customers now have lots of options. So a bank should do everything possible for them to do to retain its customer.

· Bank should be more innovative and diversified in its services.

· Some customers said that the service charges of BRAC bank are comparatively higher than other bank so it should be reduced if possible. Otherwise it can be a threat for the bank in future.

· Facilities of equipment like PC system should be improved so that every employee could work properly in time.

· The code of conduct for the officials should be strictly maintained.

· Token system/Queue system should be introduced in the customer service to minimize the rush and for easy service giving by the officer.

· Mobile phone use of the customers should not be allowed inside the Bank like some other multinational Banks.

· Sometime it is seen that some people are sitting in the waiting bench for hours without any cause. So security system should be more strict in the Bank.
6.2 Conclusion
Today banking business becomes more competitive than before. Now customers are more aware and become smart to compare between the banks. And then choose the most convenient bank for them for dealing with their hard earned cash and business finance. Considering the fast moving and altering business era in the world each and every business organizations need to upgrade their ways of business to keep pace in the changing situation. It is very true that the most of the customers do not hesitate to term BRAC Bank better than other banks. But it should also be considered that the customers have very few choices of banks with which they can actually compare the Consumer Banking services of BRAC Bank. The bank has successfully made a positive contribution to the economy of Bangladesh with in very short period of time. Its profit is gradually increasing. The local banks have recently focused their attention to customer service, satisfaction regarding deposit-banking services. Moreover there are a good number of private banks that are into the competition. Therefore it is better for BRAC Bank not to let the situation be worst and should emphasize on serving customers effectively and efficiently to ensure better services. By the grace of Almighty ALLAH, My study finally ended up with considerable degree of success. I consider it to be a success, because I carried out a lot of invaluable experiences. It helped me to identify the best way of applying the theoretical knowledge to practical field, to make adjustments, alteration in order to be in line with practice. As per working experience concern; it cannot be spelled out within few words. It really gave me tremendous experience of working in a congenial atmosphere. Experience with BRAC Bank Ltd. proves that putting corporate interest before individual interest and a sense of responsibility can lead an organization to its desired goal.
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APPENDIX
Questionnaire
A Survey on Customer Satisfaction & Preference

BRAC Bank-Gulshan branch.

Surveyed By: _________________
(Please Put a Tick Mark in your selected one)
· Personal Information
1) Your Relationship with BRAC Bank
a) 0-2 years 
b) 3-4 years 
c) 5-6years 
d) 6 or more years
2) In which age group do you belong?
a) 21-30 
b) 31-40 
c) 41-50 
d) 51 or more
3) What is your occupation?
4) Your income range
a) 15,000-25,000 
b) 25,000-35,000
c) 35,000-45,000 
d) Above 45,000
5) Did you recommend BRAC Bank to your relatives/ Friends / Colleagues?

a) Yes 
b) No
· Features
1) How satisfied are you with the quality of customer service department?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied
2) How satisfied are you with the Token system that determines your handover time?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied

3) How satisfied are you with the product Knowledge of customer service officer?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied
4) How satisfied are you with the fees/service charge of the bank?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied
5)How long you are using BRAC Bank deposite product?

a) more than 5 year 
b) 3-5 year 
c) 1-2 year 
d) less than 1 year 
e) none 

6) How satisfied are you with the way of issue / encase fixed deposit service?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied
7) How satisfied are you with the system of Pay Order?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied
8) How satisfied are you with the delivery method of Cheque book/ FDR Receipt/credit

Card/Bank Statement?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied
9) How do you feel when you come to a BRAC Bank Branch?

a) Very Satisfied 
b) Satisfied 
c) Neutral 
d) Dissatisfied 

e) Very Dissatisfied

· External Factors
1) If changes are needed than what type of changes you recommend?

________________________________________________________________________

2) Any other Suggestions?

________________________________________________________________________

www.AssignmentPoint.com

PAGE  
12

_1103240719.unknown

_1103240982.unknown

_1258390456.unknown

_1333874512.unknown

_1103240786.unknown

_1103239248.unknown

_1103239695.unknown

_1103239900.unknown

_1103239787.unknown

_1103239636.unknown

_1103239126.unknown

