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Succession management refers to the process of ensuring that pools of skilled employees are trained and available to meet the strategic objectives of the organization. Succession management is mainly involved with the identifying the key personals for the future positions and develop them accordingly. The identification of talents is always paired with ongoing programs to develop that talent. Succession management ensures the continuity of the flow of talents to the key position of the organization which is very much needed for the smooth development of the organization.

Now a days Banking sector is highly competitive. It is happening because of the increase of the number of private banks that are struggling for the comparatively slow growing market shares. More or less all the private sector banks offer nearly similar products to the customers. But one thing that differs from bank to bank is the quality of service that is provided to the customers. As it is a service industry, competitiveness and development of a bank much depends on the performance of every individual starting from customer service in the front desk to credit facilities to large corporate bodies. Not only that, succession management is also necessary for the following reasons:

· Succession management provides increased opportunities for high potential workers.

· Succession management encourages the advancement of diverse group.

·  Succession management analyzes ones strengths and weaknesses, it is an important tool to facilitate an organization’s career planning process.

· Improves employee morals.

· Helps the workers to cope with the effect of the voluntary separation program.

·  Helps the employee to copy with the effect of downsizing.

· It helps the management to identify who is the most deserving candidate to get the promotion. It’s very important for ensuring the increasing the employee moral and performance level.

· It helps to identify replacement needs as a means of targeting necessary training, employee education and employee development.

Dhaka bank limited has more than seven hundred employees. It is one of the most important duties of the human resources department to carry on the entire succession management process.

1.2 Origin of the Report

Internship program is a pre-requisite for acquiring BBA degree. Before completion of the degree, a student must, undergo the Internship program. Every student under the internship program has to prepare a report based on the project or particular matching with the Intern’s area of specialization and organizational requirement. The report writing consists of Intern’s analysis, findings and achievements. This report titled “SUCCESSION MANAGEMENT PROCESS OF DHAKA BANK LIMITED”: A study on Foreign Exchange Branch of Dhaka Bank Limited,” is prepared as internship report under the supervision and guidance of Ms. Shammi Akhter, Lecturer, Stamford University Bangladesh and Mr. Mokhlessurzzaman Khan, FAVP and credit in charge, Dhaka Bank Limited, Foreign Exchange Branch to meet the requirement of the Internship program.

1.3 Purpose

The purpose of this study is to analyze the current succession management format and the succession management process; and finally customizing the succession management process of Dhaka Bank Limited for better performance.

1.4 Scope of the study

The study was limited to the Credit Department of Dhaka Bank Foreign Exchange Branch only and the population of this study was the employees of that branch who have experiences to work there. 

The study inquired into the succession management Dhaka Bank Limited. It is also aimed at identifying the present problems faced by the employees due to process, and 

management philosophy. Attempts were made to find out the factors which need to be changed and improvised so that employee can better match with the system as it is needed to achieve the desired HR goal.

1.5 Objective of the Study

There had been some objectives set forward in doing this report so that it can be determined what tasks have to done. The objectives of the report are:

· Trying to find out the constrain possess by the environment at the time of implementing the theoretical knowledge.  
· Analyze the current succession management process and try to find out the scope for its improvement.

· Propose changes mainly in the evaluation format, management philosophy and process by keeping relevance with other HR processes and other constrains.

1.6 Methodology

This report is prepared by dividing it into two parts- Organization part and Project part. In the first part an overview of Dhaka Bank Ltd is narrated.  In the project part, the current succession management process is analyzed, problems were identified and then changes were proposed for the format, process and management philosophy. The analysis of appraisal format is done for three hierarchical levels:

· Officer

· Assistant Vice president

· Vice President and Branch Manager

1.7 Sources of Information

All the information incorporated in this report has been collected from two sources. They are as follows: 

Primary Sources:

1. Interview with the Branch manager, Operations manager, FAVP & Credit In charge and some other employees of Foreign Exchange Branch.

2. Discussion sessions with HR officials in the Head Office.

Secondary Sources:

1. Dhaka Bank Limited Annual Reports 2008.

2. Job description for each position of Dhaka Bank Ltd, Foreign Exchange Branch.

3. Performance appraisal format.

4. Performance appraisal guideline provided by the Human Resources Department.

1.8 Limitation

· It was very much difficult and inconvenient to prepare a report on human resources management topic without being attached to the HR department.

· Employee fells hesitation in providing HR related information as these are confidential information. 

· Load at the work place was a barrier to prepare this report. Although the officers of DBL have been very helpful, they don’t have enough time to provide, as they very busy with their assigned works. So, in some cases, information is collected through observation.

· Due to lack of experience, there may have been faults in the report though maximum efforts have been given to avoid any kind of mistake.

· The human resources department was reluctant to provide information, because s of confidentiality.

Chapter 2: Profile of Dhaka Bank Limited

2.1 Historical Perspective

Dhaka Bank Limited is the leading Private Sector Bank in Bangladesh offering full range of Personal, Corporate, International Trade, Foreign Exchange, Lease Finance and Capital Market Services. Dhaka Bank Limited is the preferred choice in Banking for Friendly and Personalized Services, cutting edge Technology, tailored solutions for Business needs, Global reach in Trade and Commerce and high yield on Investments, assuring Excellence in Banking Services.

Dhaka Bank Limited (DBL) is a Scheduled Bank that was incorporated as a public limited company on April 06, 1995 under the Companies Act, 1994. The Bank started its commercial operation as a Private Sector Bank on July 05, 1995 with a target to play the vital role on the socio-economic development of the country. Aiming at offering Commercial Banking Service to the Customers’ door around the country, the Dhaka Bank Limited (DBL) established 45 branches up-to last year. This organization achieved Customers’ confidence immediately after its establishment.

Within this short time the bank has been successful in positioning itself as progressive and dynamic financial institution in the country. This is now widely acclaimed by the business community, from small entrepreneur to big merchant and conglomerates, including top rated corporate and foreign investors, for modern and innovative ideas and financial solution.

The Authorized Capital of the Dhaka Bank Limited (DBL) was Tk.1000 Million and Paid up Capital of Tk.100 million. The Bank raised its authorized capital at 6000 million and Paid up Capital raised at Tk.1934 Million as on 31 December 2008. The Total Equity with shareholder’s equity (Capital and Reserves) of the Bank as on 31 December, 2008 stood at Tk.4000 Million. The Capital Adequacy Ratio is 20% as on December 31, 2007, which exceed the Stipulated Requirements for the Bangladesh Bank.

2.2  Mission & Vision

The Mission of the Dhaka Bank Limited (DBL) is “To be the Premier Financial Institution in the country providing High Quality Products and Services backed by Latest Technology and a Team of Highly Motivated Personnel to deliver Excellence in Banking”.

“The stars in the seven skies sparkle in brilliance and twinkle in blissful beauty. We wonder at them in profound admiration and speculation.

At Dhaka Bank the shareholders management and employees draw inspiration from the distant stars. The team is committed to assure a standard that makes every banking transaction a pleasurable experience. Our endeavor is to offer customers the razor sharp sparkle through accuracy, reliability, timely delivery, cutting edge technology, tailored solutions for business needs, global reach in trade and commerce and high yield on your investments.

Our people, products and processes are aligned to meet the demand of our discerning customer. Our goal is to achieve a distinction like the luminaries in the skies. Our prime objective is to deliver a quality that demonstrates a true reflection of our vision – “Excellence in Banking.”

The Vision of the Dhaka Bank Limited (DBL) is to be one of the top three Private Commercial Banks in Bangladesh by the year 2008.

2.3
Goals of the Bank
· Long-term Goal:
To be the Market Leader both in terms of Deposits and good advances among Private Commercial Banks in Bangladesh by the year 2009.

· Short-term Goal:
To increase Current Market Shares at least 0.50% by 2009.

· Financial Goal:
To reduce the existing Cost of Fund by 1%, this currently stands at 9.40%

· Other Goals:
· To be one of the best Banks of Bangladesh.

· To achieve Excellence in Customer Service next to none and superior to all competitors.

· To cater to all differentiated segments of Retail and Wholesale Customers. 

· To be a High Quality Distributor of Product and Services.

· To use state of the Art Technology in all spheres of Banking.

2.4
Values

· Customer Focus

· Integrity

· Team Work

· Respect for the Individual

· Quality

· Responsible Citizenship

2.5
Workforce

Dhaka Bank Limited (DBL) recognizes that a productive and motivated Work Force is a prerequisite to leadership with its Customers, its Shareholders and in the Market it serves. DBL treats every Employee with dignity and respect in a supportive environment of trust and openness where people of different backgrounds can reach their full potential. 

The Bank’s Human Resources Policy emphasize on providing Job Satisfaction, Growth Opportunities, and due recognition for superior performance. A good working environment 

reflects and promotes a high level of loyalty and commitment from the employees. Realizing this Dhaka Bank Limited (DBL) has placed the utmost importance on continuous development of its Human Resources, identify the strength and weakness of the employee to assess the individual training needs, they are sent for training for self-development. 

Total number of employees stood at 898 as on December 31, 2008. 
2.6
Management System

Since its journey as Commercial Bank in 1995 Dhaka Bank Limited (DBL) has been laying great emphasis on the use of improved Technology. It has gone to Online Operation System since 2003. The new Banking Software FLEXCUBE is installed since 2004. As a result the Bank is able to give the services of international standards. Because of the use of new technology DBL is constantly providing better service for its customer. Now the management has decided to go for centralization of much of its activity to one step forward in customer service. In this regards DBL divide its total market in to 4 parts. All the processing and decision making activity of each part will be made in a single office. As a result of this the bank can easily monitor and coordinate the activity of the Branches and employee of the Branches will get more time to solve the problems of the customer. 

2.7
Correspondent Relationship

The Bank established correspondent relationships with a number of Foreign Banks, namely American Express Bank, Bank of Tokyo, Standard Chartered Bank, Mashreq Bank, Hong Kong Shanghai Banking Corporation (HSBC), CITI Bank NA-New York and AB Bank Ltd. The Bank is maintaining Foreign Exchange Accounts in New York, Tokyo, Calcutta, and London. The Bank has set up Letter of Credit on behalf of its valued Customers using its Correspondents as advising and reimbursing Banks. The Bank maintains a need based Correspondent Relationship Policy, which is gradually expanding. The number of Foreign Correspondents is now 350.

2.8 Corporate Social Responsibility

In the era of Societal Marketing Concept, each organization has to pay attention to customers and society. Because customers are very well known about substitute and they do prefer to build relation with such organization, which really thinks about CSR. Dhaka Bank is committed to their corporate responsibility toward the community. They allocate 2% of their tax profit for CSR practices each year. They have also taken numerous initiatives towards social welfare and community development. They also donated-

· Bangladesh Institute of Research and Rehabilitation in Diabetes, Endocrine & Metabolic Disorders (BIRDEM).

· Kidney foundation Hospital.

· Center for Women and Child Health (CWCH).

· Bangladesh Eye Foundation.

· SEID Trust.

· Motijheel Govt. Boys High School.

· Ideal School and College.

· BADC High School.

· Bangladesh Hockey Federation.

· Bangladesh under-19 Cricket team.

· 20th Bangladesh International Junior Tennis.

· Dhaka Bank Independence Day Inter Club Tennis and Squash Tournament 2006.

· Dhaka Bank Premier Cricket League.

· Pacific Hospital Limited for treatment of poor patients.

· Chhayanaut.

· Anti-Drug Campaign in Chittagong.

· Shahid Ziaur Rahman Shishu Hospital.

· Individual assistance for treatment.

2.9   Capital Market operation

Capital Market Operation besides investment in Treasury Bills, Prize Bonds and other Government Securities constitute the investment basket of Dhaka Bank Limited. Interest rate cut on bank deposits and government savings instruments has contributed to significant surge on the stock markets in the second half of 2004, which creates opportunities for the 

bank in terms of capital market operations. The Bank is a member of Dhaka Stock Exchange Limited and Chittagong Stock Exchange Limited. Capital Market Division conducted a total trade of Tk. 37.15 billion against Tk.14.41 billion in 2008. Gross Operating profit from Capital Market Services Division is Tk. 349.00 million in 2008 against Tk. 170 million in 2007.

2.10
Departments of DBL

If the Jobs are not organized according to their interrelationship and are not allocated in a Particular Department it would be very difficult to control the system effectively. If the any Departments are not fitted for the Particular Works there would be Haphazard Situation and the Performance of a Particular Department would not be measured. 

Dhaka Bank Limited (DBL) has does this work very successfully. The management has created various departments according to the need and has clarified the responsibility of each department. Every Department is responsible to full their target. Different departments of Dhaka Bank Limited (DBL) are as follows: 

· Human Resources Division

· Personal Banking Division

· Treasury Division

· Operations Division

· Computer and Information Technology Division

· Credit Division

· Finance & Accounts Division

· Financial Institution Division

· Audit & Risk Management Division

2.11 Board of Directors:

Chairman:


Mr. Altaf Hossain Sarker

Vice Chairman:

Mr. Mohammed Hanif

Directors:


Mr. Abdul Hai Sarker





Mr. A.T.M. Hayatuzzaman Khan





Mr. Matin Uddin Ahmed Barabhuiya





Mr. Khondoker Monir Uddin






Mr. Md. Amirullah





Mr. Aminul Islam





Mr. Abdullah Al Ahsan





Mr. M.N.H. Bulu





Mr. Jashim Uddin









Mr. Shameem Hussain

Managing Director:                 Mr. Khandoker Fazle Rashid
Deputy Managing Director:    Mr. Abu Musa (Risk Management)

Deputy Managing Director:    Mr. Tanweer Rahim  (Business Banking)

Deputy Managing Director:    Mr. Kaiser Tamiz Amin (Operations) 

Company Secretary:               Mr.  Arham Masudul Huq

2.12
Existing Branches:
Dhaka Bank limited has 45 conventional Branches and 2 Islamic Banking Branches. The registered office (Head Office) of Dhaka Bank Limited is at Biman Bhaban, 100 Motijheel C/A, Dhaka-1000. The detailed list of Dhaka Bank Limited branches is as follows:

	LOCAL OFFICE

	ADDRESS
	Adamjee Court (GF), 115-120 Motijheel C/A, Dhaka-1000

	BANGSHAL BRANCH

	ADDRESS
	88 Shaheed Syed Nazrul Islam Sharani, 1st-2nd Floor, Bangshal, Dhaka-1100

	BANANI BRANCH

	ADDRESS
	73/B Kemal Ataturk Avenue, Banani, Dhaka-1213

	IMAMGANJ BRANCH

	ADDRESS
	1, Imamganj Lane, Imamganj Bazar, Dhaka

	ISLAMPUR BRANCH

	ADDRESS
	6-7 Islampur Road, Islampur , Dhaka-1100

	FOREIGN EXCHANGE BRANCH

	ADDRESS
	Biman Bhaban (1st floor), 100 Motijheel C/A, Dhaka-1000 

	UTTARA BRANCH

	ADDRESS
	House # 01, Road # 13, Sector # 1, Uttara, Dhaka-1230

	DHANMONDI BRANCH

	ADDRESS
	House # 500, Road # 7, Dhanmondi R/A, Dhaka

	KARWAN BAZAR BRANCH

	ADDRESS
	Summit Centre (1st floor), 18 Karwan Bazar, Dhaka-1215,

	AMIN BAZAR BRANCH

	ADDRESS
	Market Complex (1st floor), Amin Bazar Jame Mosque, Amin Bazar, Savar, Dhaka

	EPZ BRANCH

	ADDRESS
	Zone Service Building, Room # 51, DEPZ Ganakbari, Savar, Dhaka

	FANTASY KINGDOM BRANCH

	ADDRESS
	Chowdhury Plaza, Jamgara, Savar, Dhaka

	ISLAMIC BANKING BRANCH, MOTIJHEEL 

	ADDRESS
	Sara Tower (1st floor), 11/A Toyenbee Circular Rd., Motijheel, Dhaka 1000 

	GULSHAN BRANCH

	ADDRESS
	Plot # 7, Block # SE(D), Holding # 24, Gulshan Avenue, Gulshan-1, Dhaka-1212 

	AGRABAD BRANCH

	ADDRESS
	Chamber House, 38 Agrabad C/A, Chittagong

	KHATUNGANJ BRANCH

	ADDRESS
	292-293 Khatunganj Road, Khatunganj, Chittagong

	JUBILEE ROAD BRANCH

	ADDRESS
	183 Jubilee Road, Chittagong

	ISLAMIC BANKING BRANCH, AGRABAD 

	ADDRESS
	Sadharan Bima Sadan (GF), 102 Agrabad Commercial Area, Chittagong

	NARAYANGANJ BRANCH

	ADDRESS
	26-29 S. M. Maleh Road, Tanbazar, Narayanganj

	MADHABDI BAZAR BRANCH

	ADDRESS
	8 Bank Road, Madhabdi Bazar,Narshingdi

	BELKUCHI BRANCH

	ADDRESS
	Jamuna Shopping Complex, Mukundaganti Bazar, Belkuchi, Sirajganj 

	LALDIGHIRPAR BRANCH

	ADDRESS
	960 Laldighirpar, PS. Kotwali, Sylhet 

	MOULVIBAZAR BRANCH

	ADDRESS
	SR Plaza (1st floor), 1151/3,M. Saifur Rahman Road, (Pachim Bazar)Moulvibazar


2.13 Organizational Structure of Dhaka bank limited

Designations are in ascending order-
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2.14
Growth of the Bank
The Dhaka Bank Limited (DBL) is one of the most successful Private Sector Commercial Bank in our country, though it started its operation only Eleven years back. It has achieved the trust of the general people and made reasonable contribution to the Economy of the country by helping the people investing allowing Credit Facility.  

2.14.1 Capital & Reserve

Dhaka Bank Limited (DBL) commences its operation with an Authorized Capital of Tk.1000.00 Million with Paid up Capital of Tk.100.00 Million. The Paid up Capital of the Bank amounted to 1547 Million as on December 31, 2007 and Tk.1934 Million   on 2008.

Table 1: Paid up Capital of DBL Taka in Million
	Year
	Paid up Capital

	2007
	1547

	2008
	1934


Chart 1 Paid up Capital of DBL Taka in Million
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                                     Table2: Capital & Reserve of DBL Taka in Million

	Year
	Capital & Reserve

	2007
	3125

	2008
	4000


Chart 2 : Capital & Reserve of DBL Taka in Million
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2.14.2 Profit

Dhaka Bank Limited (DBL) registered an Operating Profit of Tk.839 Million as on December 31, 2008. Tk 704 Million on December 31, 2007. Operating income raise by 135 Million at a rate of 19%. 

Table 3: Profit of DBL Taka in Million

	 Year
	Profit

	2007
	704

	2008
	839


                                   Chart 3: Profit of DBL Taka in Million
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2.14.3 Deposits

As on December 31, 2007 the Total Deposits of the Bank stood at Tk. 48,731 Million. In 2008 the total deposit of the bank stood at Tk. 56,986 Million.

Table 4: Deposits of DBL in Tk. million

	Year
	Deposits

	2007
	48,731

	2008
	56,986


Chart 4: Deposits of DBL in Tk. million
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2.14.4 Loan and Advances

The Bank recorded a 24% growth in Advances with a Total Loans and Advances Portfolio of Tk. 49,698 Million at the end of December 2008 compared to Tk. 39,972 Million up to the end of 2007.

Dhaka Bank is making Loan and Advances in different areas. The Bank continues to explore and diversify its loan. Distribution with the objective of efficient use of resources and take utmost precaution to safeguard it, DBL also participated in a Syndicated Loan. 

Table 5: Loans & Advances of DBL Taka in Million

	Year
	Loans & Advances

	2007
	39,972

	2008
	49,698


Chart 5: Loans & Advances of DBL Taka in Million
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2.14.5 International Trade

International Trade is an important constituent of the business portfolio of the bank. The import value stood at Tk. 65,737 million in 2008 with a growth of 33% over the volume of Tk. 49,496 million in 2007. On the other hand, export increased by 26% in the year 2008. Total export volume of the bank amounted to 39,038 million in 2008 compared to Tk.31,081 million in the previous year.  

Table 6: Import of DBL Taka in Million

	Year
	Import

	2007
	49,496

	2008
	65,737


Chart 6: Import of DBL Taka in Million
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                                       Table 7: Export of DBL Taka in Million

	Year
	Export

	2007
	31,081

	2008
	39,038


                                       Chart 7: Export of DBL Taka in Million
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2.14.6 Investment Banking

Lease finance, Hire purchase and Capital Market Operation besides investment in Treasury Bills and Prize Bonds constitute the investment basket of DBL. The investment portfolio made up of Government Securities and Shares and Debentures of different listed companies stood at Tk.7,239 Million in 2008 indexing a 21% increase over Tk. 1,267485 Million in the previous year. The total investment in 2007 is Tk. 5,972 and in 2008 is Tk. 7,239 Million.

Table 8: Investment Banking of DBL Taka in Million

	Year
	Investment Banking

	2007
	5,972

	2008
	7,239


Chart 8: Investment Banking of DBL Taka in Million
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2.14.7 -Dhaka Bank at a Glance: 2004-2008 (Taka in Million):

(5 Years Financial Highlights)

	Particulars
	2004
	2005
	2006
	2007
	2008

	 Authorized Capital
	1,000
	2,650
	2650
	6,000
	6000

	 Paid up Capital
	664
	1,228
	1,289
	1,547
	1,934

	 Reserve Funds & Other Reserve
	824
	988
	1,262
	1,578
	2,065

	 Shareholders' Equity (Capital & Reserve)
	1,488
	2,216
	2,551
	3,125
	4,000

	 Deposits (Base & Bank)
	22,270
	28,439
	41,554
	48,731
	56,986

	 Advances
	16,539
	23,372
	34,049
	39,972
	49,698

	 Investments
	3,078
	3,926
	5,378
	5,972
	7,239

	 Import Business
	28,048
	30,213
	46,277
	49,496
	65,737

	 Export Business
	8,881
	13,505
	23,268
	31,081
	39,038

	 Guarantee
	3,663
	6,099
	6,473
	6,523
	7,887

	 Total Interest Income
	2,011
	2,897
	4,342
	5,636
	7,171

	 Total Interest Expenditure
	1,389
	2,149
	3,380
	4,049
	5,214

	 Operating Profit
	747
	893
	1,183
	2,010
	2,533

	 Profit before Tax
	633
	768
	950
	1,531
	1,864

	 Profit after Tax
	358
	463
	580
	704
	839

	 Fixed Assets
	125
	122
	217
	291
	387

	 Total Assets (excl. contra)
	28,178
	33,072
	47,594
	57,443
	71,137

	 Number of Branches
	23
	29
	37
	41
	45

	 Number of Employees (permanent)
	613
	688
	786
	842
	898

	 Number of Foreign Correspondent Bank
	406
	406
	350
	350
	350

	 Earning per Share (Taka)
	61
	44
	45
	36
	43

	 Total Capital
	1,651
	2,453
	2,924
	3,680
	4,808

	 Book Value Per Share (Taka)
	224
	180
	198
	202
	207

	 Market Price Per Share (Taka)
	850
	469
	466
	706
	361

	 Price Earning Ratio (Times)
	14.03
	10.66
	10.32
	15.33
	8.31

	 Number of Shareholder
	1,092
	3,677
	4,187
	5,340
	8,198

	 Return on Investment (ROI) %
	
	
	4.87
	6.24
	7.86

	 Return on Assets (ROA)%
	1.27
	1.40
	1.22
	1.23
	1.18

	 Cost of Deposit %
	6.75
	8.13
	9.15
	8.97
	9.40

	 Classified loans against total loans and advance %
	2.48
	3.26
	1.51
	1.64
	1.78

	 Statutory Reserve 
	-
	-
	-
	306.18
	372.77

	 Amount of classified loans
	76
	103
	172
	439
	825


2.15
SWOT Analysis

2.15.1
Strengths of Dhaka Bank Limited (DBL)

· Dhaka Bank Limited (DBL) is newly established Commercial Bank in the Banking Sector but it builds strong reputation in short time.

· The Financial Condition of DBL is very strong. It’s Loan and Deposit Quality is better than most other Private Commercial Banks in Bangladesh.

· DBL has strong network throughout the country and provide quality services to every level of Customers.

· It has separate branch for foreign exchange transaction and it give the people more comfort in dealing international arena.

· DBL’s Correspondents Relationship with more than 200 International and Local Banks created Global Accessibility and Relationship with People.

· Installation and use of highly sophisticated, automated System (For example, FLEXCUBE) enables Dhaka Bank Limited (DBL) to have on time communication with all Branches reduces excessive paper-works waste of time for Valued Customer Transaction.

· ATM Cards of DBL give the Customers 24-hours Banking Facilities from his/her Accounts.

· Phone Banking of DBL gives the Customers, opportunity to make Enquiries and Service Request over the Telephone.

· Cash Advance from Credit Cards of DBL attracts more Customers to interact with the Bank.

· SME banking provided small loans to potential customers and helping in the process of changing the fate of small entrepreneurs as well as doing remarkable job in the development work of the country.

· By providing high level of payment and other fringe benefit, DBL is able to attract the most potential work force who are capable to provide better services.

2.15.2 Weaknesses of Dhaka Bank Limited 

· One of the greatest weaknesses for Dhaka Bank Limited (DBL) is the Shortage of Manpower in every Division. During the Working Hours of the Bank, the Employees have to be fatigued and cannot provide proper attention to every type of Services, which create dissatisfaction of the Customers.   

· Higher Service Charge in some areas of Banking Operations than that of the Nationalized Commercial Banks discourage the Customers for opening and maintaining Accounts with DBL.

· Growth in Assets of a Bank depends on hoe fast its Deposits grow. But in the Deposit side DBL is facing some problems from its Competitors. Because the Competitors are giving a Higher Interest Rate in Deposits without any reason, 

· which could be deteriorated its Position than before. Because of this a lot of Depositors are leaving the Bank.

· There is a very little practice for increasing Motivation in the Employees by the Management of Dhaka Bank Limited (DBL), which discourages them to provide the best Service to the Customers. This is another Weakness of the Bank.

· The management provides profit bench mark for the branch manager without tell how to achieve that target. It often creates miss understanding among the employee and the manager. 

2.15.3 Opportunities of Dhaka Bank Limited 

· The greatest Opportunity for Dhaka Bank Limited (DBL) lies in the increase of standard of living of a certain mass of the Population as well as their acceptance of the Nation of Consumer Financing and Short Term Lending.

· The Credit Facility offered by Dhaka Bank Limited (DBL) attracted Security and Status conscious Businessmen and as well as Service holders with Higher Income Group.

2.15.4
Threats of Dhaka Bank Limited (DBL)

· The emergence of several Private and Foreign Banks with in the post few years offering similar Service with less or free charge for the facilities can be a major Threat of Dhaka Bank Limited (DBL). 

· The Central Bank exercise strict control over all Banking Activities in Local Banks like Dhaka Bank Limited (DBL). Sometimes the restrictions impose barrier in the Normal Operations and Policies of the Bank.

· Pressure from the government for reducing the interest rate on loan forcing the bank to reduce the interest rate in deposits. As a result the bank is facing difficulties in collecting deposits as the customers have better investment alternatives in hand.

· Revival Banks easily copy the Product offering of Dhaka Bank Limited (DBL). Therefore the Bank is in continuous of Product Innovation to gain Temporary Advantage over its Competitors. This is another Treat of the Bank.

· Sometime Political Loans are the Threat for the Banking Service.
· International recession resulted in the slow down of the business activity. It directly affects the deposit and loan application. As a result the profit the bank is reducing.
Chapter 3: Theoretical review

Succession management is the process of ensuring that, a pool of skilled employees is trained and available to the organization to meet the strategic objective of the organization.

It is very much important for the organization as organization has unlimited life and it required more and more competent people to meet the need of the fast moving world. Another thing is skilled people are not made in one day. The need to build up and it required time. For this reason, organizations have to practice good succession management based on the future need and groom up employees accordingly. 

Succession management is a complex process as it deals with the complex human being. A well tested succession management process consists of five steps. Those steps are briefly discussed here for the better understanding.

Step 1: Align succession management plans with strategy: depending on the market or the types of business the required skill vary from organization to organization. Organizations need people to meet the objective of the organization. So the HR has to align all its strategy with its objective. So the managers has to determine what are the required skills of the manager, how many managers need to fight in the competitive global world, how many employees have those required skills. After determining these things the HR manager has to plan all the things accordingly like succession planning, performance evaluation etc.

Step 2: Identify the skills and competencies needed to meet strategic objectives: once the HR manager has decided the required succession management objectives than they have to go for the determination of the scale for the performance measurement. There are two types of performance measurement scale. They are as follows:

1. Job-Based approach: this approach assume that, the employee who has the significant experience as manager and have acquire job skills such as motivation, delegating, marketing, or managing finance will be a successful manager. 

2. Competency-Based approach: it refers to the group of related behavior that is needed for successful performance. They are measurable performance that

 differentiates successful manager from the others. These competencies may be hard or soft. Hard competencies are the ability to build a new technology and the soft competencies is the ability to be in the top ten. Manager acquires these competencies through job rotation and with the sprit of learning new things. 

Among the above two competency measurement scale, most of the manager and HR specialist prefer the second one. It is so because, the global business world is dramatically changing everyday and a successful manager have to know all the things related to the business of the organization. 

Step- 3: Identify high-potential employee: At this stage the manager attempt to identify the key employee for who have the high potentiality and should be groom up in order to make them the future leader of the organization. Managers do this through evaluating their performance, measuring their dedication to the work and job rotation and various special task performances. Most of the times, it is done in for steps. All those are given bellow:

· Temporary replacement: at the most primitive level, employee are send to various training program, evaluate their learning spread, hour of working, leave chart etc. the employees are also rotated to various task in order to teach them various task. By this way primary screen out of successful performers are identified. 

· Replacement chart: Some organizations prepare a replacement chart and update it along with the employees’ success history. This chart contains the rotation period with date, performance during the rotation period. It is usually done at the time of the performance appraisal. This chart shows who are ready now, who will be ready with in 2-3 years and who will take more time to be ready for promotion.

· Strategic replacement: in some organization it is practice. In this approach high potential employees who have the extraordinary performance are screen out and made them prepared for the top positions. The management tests their decision making ability by giving them power and the situation. By this way management do the 360-degree evaluation.

All the above steps are discussed in the individual level and may not suit for all organization. HR manager practice things, that suit with their organization.

Step 4: provide development opportunities and experiences: Up to this step we have discussed about the process of identifying the key employees. But the next part of the succession management if the building up the leaders. As the organization does not find the prepared managers all the time, they have to build managers. Organizations build managers or key officials in various ways. It is long term process and it is costly too. For this reason, managers first provide much effort in finding the employee to whom to groom up. There are many processes to build up employees. Some of them are given bellow:

· Promotions

· Job Rotations

· Special Assignment

· Formal training and development

· Mentoring and Coaching
Step- 5: Monitoring Succession management: As the result of succession management is not found instantly and it is a long term process, in many organizations it is not practiced properly. But it is very important and the organization will feel the result in the long run when they will get skilled managers ready when needed to meet the objective of the organization. In order to get the best result of succession management, organization should follow up the process strongly, regularly and gave the feed back to the employee so that they can understand the impact of the good performance. By this way the employee will be encouraged for the good performance and will remain motivated.

From the above discussion, we can divide succession management process in two parts for the better analysis in respect of the Dhaka Bank Limited. Those two steps are performance measurement part and employee development part. In the next two chapters, I will try to discuss the practice of those two parts in Dhaka Bank Limited.

Chapter 4: Personal Policy of Dhaka Bank Limited
Staffing is assigning right person in the right place. In broad sense, it involves identifying work-force requirement, inventorying the people available, recruitment, selection, placement, training, promotion, motivation, appraisal, and compensation of needed people.

4.1
Appointment and promotion
Vacant positions are fulfilled with promoted people from within the organization, such as; almost all managers have been promoted from representative level. At mid-level management, very few executives are selected from outside. In this process, normal procedures are followed, such as; advertisement is given on newspaper, screening, training etc. 

The law provides for the discretionary powers of the Management for any appointment or promotion to fill any vacancy in higher grade of post. Nevertheless, both the parties agree to set a convention by giving preference to the existing employees to fill in such vacancy in higher grade or post provided, he/she, as the case may be is fully qualified or other wise eligible. After selection, the candidate will be subject to screening and medical examination. When the candidate has successfully passed through the medical test an appointment letter will be issued to him/her and he/she will be made permanent on completion of probationary period and on the basis of performance review report submitted by the department in charge.

When an employee reaches the maximum of his/her grade, he/she shall be promoted to the next higher grade provided there is a vacancy in the next higher grade and the employee justifies his/her promotion. However, the employees who would cross the maximum of his/her grade but has no opportunity to be promoted will continue to get annual increment at the rate of last slab of his/her respective grade till a new agreement is signed.

The employee who will be on without pay during a particular year the management may stop or withheld his/her increment as per past procures. Increment shall not be withheld or stopped without any proper reason. It is to be communicated to the employee concerned without any delay. 

4.2 Training

Dhaka Bank Limited has a separate training institute that is “Dhaka Bank Training Institute”. Every employees get training mainly throughout their jobs. At the beginning of the job the new recruiters is sent through a 3 day orientation program. Here the employee learns the basic rules of the bank and the working procedure. After that the employee is placed in the desired position. There the employee learn from the co workers. Besides those, officers and executives are sent to different training institute like BIBM and different employers’ associations for training and encourage participation in workshops or seminars. At the time of normal working the employees are sent for different training program usually 2-3 days long on the basis of requirement. Sometimes executives and officers are sent to overseas training for their respective field. 

4.3
Appraisal

The Personnel Department will issue to each department prescribed Performance Review Forms in the month of July on each year, which will be returned duly filled in to the Personnel Department within the period notified from time to time. The annual increment will be considered in the recommendations of the immediate supervisor. Increment letters issued to the employee will be effective from 1st July. 

4.4 Motivation

Besides the facilities written on the contract Dhaka Bank Limited has service reward facilities. Once a year every employee must have to go for fifteen days leave that is called recreation leave. Every employee gets Leave Fare Assistance during this period.  Dhaka Bank Limited organizes a yearly picnic each year in the different attractive picnic spot outside of Dhaka. Every employee participate the picnic with their spouse and enjoys a daylong cultural program with gifts etc. 

4.5
Festival Bonus

The Bank will continue to pay two festivals bonus equivalent to one-month basic salary of an individual employee per annum as bonus to its permanent employees.

4.6
Incentive Bonus

The Bank pays incentive bonus on the basis of profits of the bank that basic salary of an individual employee per annum to its permanent employees.

· An employee who has completed at least six months of continuous service in a year will be eligible to receive full payment of bonus.

· An employee who has not completed six months of service in a particular year will be paid bonus on pro-rata basis.

4.7 Provident Fund 

· The Bank agrees that the rate of employee’s contribution to the Provident Fund shall continue to be10% of his basic salary month and the Bank’s contribution to the fund in respect of each employee shall be equal to the employee’s contribution to the fund.

· On completion of 5 years service, the contribution of the employee and that of the Bank will increase to 10% of the basic salary.

4.8 Medical Allowance

· Each employee completed their six month job get medical allowance for him and his belongings. It the 3 times of his basis salary per annum.

4.9 Gratuity

The Rules prescribing payment of gratuity shall be called “The Dhaka Bank Limited payment of Gratuity Rules”, hereinafter called “Gratuity”. It is paid to the employee at the end of the service period of the employee.

The following Rules shall apply to all employees of the Bank in case of gratuity:

i. The object of gratuity is to remunerate the concerned employee for their past services rendered to the Bank.

ii. The Bank shall create a gratuity fund as and when required for adequate amount for the purpose. All gratuity payments shall be made from appropriate expenditure account until such fund is created.

iii. Subject to the other provisions of these rules, an employee who has completed 05 years continuous active service shall be entitled to gratuity.

iv. The gratuity shall be paid at the rate of two month’s basic salary for each successfully completed year of service or in excess of six months will be treated as one year in case of calculating the amount of  gratuity.

v. The basic pay for the purpose of calculation of gratuity shall be the basic pay drawn by the employee concerned in the immediate last month.

vi. Not with standing anything contained herein above, the gratuity may be paid at the discretion of the competent authority to an employee who has not completed 5 years of active service. 

Chapter 5: Performance Evaluation

According to the level of the position of Dhaka Bank Limited, the performance of the employee is evaluated in three levels. Performance evaluation of the employee according to the level is discussed bellow:

5.1 Performance Evaluation of the officer:

5.1.1 Analysis of Performance Appraisal Form:

The first part is performance review. In this section, the specified target of getting deposit, advances, account opening, bank guarantee etc. is determined through prior discussion between appraisers and appraise which is commonly known as management by objectives approach. This is an appreciable step in performance measurement, because it utilizes employee participation in setting meaningful, attainable tasks and personal objectives for each individual. The appraiser settles on the issues (profit, deposit, advance etc) considering the following issues:

· The level of the employee on organizational hierarchy

· Interpersonal skill of the employee

· Past performance of the employee

· Overall branch target decided from the head office

Performance review is followed by self-appraisal. In this part employees usually write some general comments about his/her job, achievement and goals. 

The next part is the most vital part. It is the competence review. Here both technical and management skill of an employee is judged. 

For technical skill, mainly computer skill, language skill and knowledge regarding basics of banking (laws, regulations and calculations) are rated.

For computer skill, the following issues are rated:

· Overall competence in computer skill like MS office programs, web browsing and e-mail

· Competence in ‘Flex Cube” (the system software used for retail and corporate transactions and gathering information from the information center) module. Complete knowledge, speed and problem solving capabilities are judged.

Both written and spoken fluency is rated. Mainly report writing, correspondence and presentation skill is measured.

Management skill: For the position ranging from assistant officer to senior principal officer, employees are evaluated according to a set of predetermined factors like self-confidence, customer orientation etc.

Basing on the performance review and competence review, the appraiser writes down the most applicable grade to the employee. The appraise then signs it. The appraise can be recommend either for both promotion and increment or any one of the two. From general practice, it is known that an employee is not recommended for promotion unless

· Two years have passed since last promotion and

· Two years have passed since confirmation of employment (applicable for Trainee assistant officer, Trainee assistant cash officer and probationary officer)

In the part of overall summary the appraiser writes a brief narrative describing the employee’s strengths and weaknesses. It is followed by comments by appraiser’s manager/supervisor (in this case branch manager of Foreign Exchange branch). This includes comments regarding employee’s potential and transferability across different functional departments.

The higher authority (head of HR or Managing Director) expresses his/her comments concerning the employee. Finally, the appraise writes down comments after reviewing the 

overall appraisal. An employee has all rights to disagree with the grades given by the appraiser. The disagreement can either be resolved through discussion between appraisers and appraise or the matter may be carried forward to the Human Resources department.

Basing on the overall competence review (technical and management skill) the appraiser recommends necessary training and development requirements to facilitate better performance of the employee. After the completion of the whole appraisal process, the appraisal forms are returned to the Human Resources department for documentation and follow up.

5.2 Performance Evaluation of the Assistant Vice President:

Similar to the performance appraisal form of assistant officer to senior principal officer, first part is performance review. Agreed key tasks that consists of profit, deposit, advance, bank guarantee etc is determined followed by a discussion between the apprise and the appraiser (in this case, the branch manager of Foreign Exchange Branch). This approach is known as management by objectives.  It utilizes employee participation in setting meaningful, attainable tasks and personal objectives for each individual. The key factors of setting up targets are mentioned in the previous section. 

For the case of foreign trade department, fulfilling L/C target becomes much easier when some reputed business organizations maintain their respective L/C operations through a particular bank. In Foreign Exchange branch of Dhaka Bank Ltd, Zam Zam Sprinning Mills; Desh Bandhu Sugar Mills Ltd.; Columbia Garmants; Jenesis Fashions and its sister concerns; Sanjee Automobiles; B.P. Wears etc are considered as very valued clients. Attracting and retaining large clients are remarkably considered as good performance incase of the Assistant Vice President.

Performance review is followed by self -appraisal. In this part executives usually write some general comments about his/her job, achievement and goals. 

The competence review is the most essential part. Here both technical and management skill of an employee is judged. Like the technical skill of Assistant Officer to Principal Officer, it is very important for this position also

Based on the performance review and competence review, the appraiser writes down the most applicable grade to the employee. The appraise then signs it. The appraiser be can recommend either for both promotion and increment or any one of the two. From general practice, it is known that an employee is not recommended for promotion unless two years have passes since last promotion.

All other parts in the form are same as the previous one. At this level, training programs are not arranged as frequently as it is arranged for the level of Assistant officer to Senior Principal Officer. Rather different types of day long seminar, workshops etc are arranged for them. Training is arranged when there is any major change in the laws, regulation, operation module etc. 

The organization structure is pyramid shaped. For that reason, upward mobility is comparatively slow in this level. In Dhaka Bank ltd, there is a tradition that employees get promotions on every two-three years. But this is not applicable for the position of AVP and above. Some executives who perform extraordinarily well, gets promotion in 2-3 years, but these are becoming rare incident day by day.

5.3 Performance Evaluation for the Vice President:

The appraisal form of Assistant Vice President (AVP) and Vice President (VP) are same. To avoid redundancies the detailed analysis of the appraisal form is not mentioned in this section. Only the performance review and competence review section is analyzed and changes are proposed accordingly. The VP is the branch manager of Foreign Exchange Branch.

5.3.1 Performance Review:

The tasks and personal objectives regarding profit, deposit, advance, bank guarantee etc are determined through a meeting with Managing Director and head of Human resources in Head Office. The managing director of the bank is the appraiser for this position. Branch profit and other targets are also set there .The key factors for setting these targets are:

· Location of the branch

· Availability of customers

· Market trend

In Foreign Exchange branch the targets are ambitious because of availability of large number of customers who deposit handsome amount of money. Moreover, there is provision of getting large number of salary accounts, deposit for employee provident fund and Large L/C etc because many traders, corporate bodies are located around Foreign Exchange branch. 

Regardless of the business opportunities, some threats are also involved in it. There is always constant threat of losing deposits. Because, now a days banking business is very much competitive and competitors always offer interest rate, lower operating charges for different accounts. For deposit amounts like more than one core difference 

is huge even if the interest varies for .25%. As the above mentioned factors are determined by the management of the bank, the vice president and branch manager have to meet the target adjusting the prescribed condition. It is a difficult task and for that the manager has to have various skills and should have the ability to cope with every situation.

5.3.2 Competence Review:

 This is more or less same as that of AVP position. So both technical and managerial skills are judged on simple rating scale, which has five categories. All the categories have been discussed already in the previous section and I am avoiding the repetition. 

Chapter 6: Performer Building
Succession management is the process of managing the successor. People are not the performer by born. They are prepared by various ways through a systematic process. So we can say that the second important factor after identifying the qualified people is grooming them for the desired performance. In this chapter I will try to focus on the activity performed Dhaka Bank Limited for building performer. 

As the natures of the business vary from organization to organization and the objective and capabilities of every company is unique, the HR management prepares their own strategy for succession management. Like any other well structured organization Dhaka Bank Limited has various policies to build up their future performer in order to achieve the objective in the changing global environment. The task of the banking industry is very much structured and the primary weapon of fighting in this industry is providing better service, the prime focus of employee training is achieving the efficiency and perfection in the work of the employee. 

The performer building activity designed by the HR management of Dhaka Bank Limited can be categorized in three groups. These activities are prepared based on the task of the employee and as there are three level of employee in the organization hierarchy, there are three distinct group of activity. 

6.1 Activities concentrating the officer: It is the first level of the managerial employee of the bank. They entered in the bank as fresh graduate in most of the cases. As they are new in the bank as well as in the industry, they need intensive orientation training for their better performance. After joining in Dhaka Bank Ltd. the bank arrange a 3 day long training program for all the Probationary officers. In this training program, the employees learn the basic rules regarding the policy of the bank and the Banking job, their job responsibility, and how to operate “FLEXCUBE”. After the training, the employees are placed in the desired place. In the practical working environment the employee learn from their co workers and the superior. After 4 or 5 months, the bank arrange a intensive training program on banking which is 42 days lang. The training is given in BIBM (Bangladesh 

Institute of Banking Management). After the training, the employee sets on a test, which mark is preserved in the employee’s personal file for future evaluation. After that, the employees are send for various task related training program as per requirement which are usually 2-3 days long. These on demand training are given in the Dhaka Bank training centre.

6.2 Activities concentrating the Assistant Vice President: The job responsibility of the Assistant vice president is broadly two types. One is monitoring the activities of the department under his control and does the required work through them. Another is maintaining a good relation with the customer of the bank. The customer not necessarily will be the actual client of the bank; the customer can be the potential client of the bank. AVP can do many of their work by the knowledge gathered through working experience. More over if they fell any problem in performing his duty, the bank arrange training program for them. The program is designed by the HRD with consultation of the Dhaka Bank Training Institute (DBTI). These are mostly customized training program. It plan based on the problem faced and recommendation of the Branch manager. Some training program also arranged for the AVP, if there is and change in the rules and regulation regarding the operation of the relevant field of the AVP. Various related seminar and workshops are also arranged time to time for the improvement for the working capabilities of the AVP. They are also developed for various departmental work through job rotation among various departments. AVP are responsible for taking some decision but remain under the close supervision of the manager. As a result, they become capable for taking decision and practice it under a secured condition. In a word, the position of AVP is the direct learning stage of the managerial behavior and Dhaka Bank have successfully prepared a environment so that, the learning become successful and build up the ability to be a successful manager. 

6.3 Activities concentrating the Vice President: The training activities for the manager of the Dhaka Bank are quite similar to the activities for the AVP. Managers become capable for their activity through a continuous process of the working this sector. There is no pre-structure training schedule for the manager of the bank. HRD and the DBTI jointly prepare the training schedule for the manager based on the requirement. Dhaka Bank also arranges various seminar and workshops for the managers. Dhaka bank encourages the manager to attain various workshops regarding the management. The Vice Presidents are primarily responsible for achieving the target settled by the executive committee. For that reason, Vice President remains in search for better approach all the time in order to be on target. Dhaka Bank arranges a manager’s conference in every month where all the Branch of the Dhaka Bank gives a presentation on the performance of their own branch. Through that conference the vice president and the branch managers can share their knowledge and experiences. Dhaka bank also arranges various training program or send the vice president to various train program arranged by different organizations of the country or outside the country. The vice president also can take suggestion from the seniors and the executive committee for the solution of the specific problem. Some times Bangladesh Bank arrange various workshops, Dhaka Bank ensure the attendance of the vice presidents in those workshops. Some times Dhaka Bank recruit vice president from other Commercial Banks. From them the vice president can collect and share knowledge though the orientation program. As the vice president work independently in a prescribed constrains, the vice president gather experience through practice. 

6.4 Staffing policy: Staffing means placing the right people in the required position for the smooth running of the organization. Organizations hire people from two available source of employee. One is the internal source and another is the external source. Internal source of human resources compose of the existing employee of the organization. Organization may full the vacant position of the organization through giving promotion of the better performing subsequent lower level employee. This policy usually used by the organization for various purposes like this is cost effective, motivate the employee, give the employee a growth opportunity etc. External source compose of the human resources out 

side of the organization, who have the required qualifications and actively searching for a job that match with the job required by the bank. 

Dhaka Bank recruit people from both the sources depending on the position for which the recruitment will made. 

6.4.1 For Entry level officer: In order to fulfill the entry level position of the bank, Dhaka Bank recruits people from external source. For this position, Bank give advertisement in the news paper. Interested candidate may also apply through online. After that, the selective candidates from the application pool are called for the written test. In the process of selecting the candidates for the written test the Bank call based on merit and they prefer the graduate from IBA of Dhaka University or the graduate from business faculty of Dhaka University. The successors of the written test are called for the viva Test. The viva board selects the finally appropriate candidates. After that they are offered for the probationary position of Dhaka Bank. Dhaka Bank also hire employee on contractual basis for the entry level official job. Most of the time, they offer the contractual job to the well performing, interested internee of the Bank. 

6.4.2 For officer: The position of the officer of the bank is usually filled by giving promotion from the subsequent lower level. It is so as the employee become familiar to the rules, regulations and work procedure of the bank. This policy also motivates the existing employee for better performance and gives a growth opportunity to them. Sometimes experienced employees of other Banks are directly recruited for the offer and SPO positions but it is not very frequent in Dhaka Bank.

6.4.3 For Vice president and Manager: For this position Dhaka Bank use both the sources for recruitment. In this case, the Bank policy is they will hire the qualified performer without more concentrating on the present serving organization. But in this case bank most of the time find the qualified performer form their internal human resources. 

6.4.4 For SVP and their Superiors: For those mid management level positions, Dhaka Bank appoints people based on their previous performance. The performer may either come from the existing human resources of the Bank or from outside of the Bank. In this case the bank also show interest to those successful employees who have served the Bank earlier and now working in another Bank and gather more experience from another bank. Performance is the prime criteria for being selected in these positions.

So we can say that, Dhaka Bank Limited provide the scope to build up the carrier through providing the learning scope, teaching and the growth opportunity. 

Chapter 7: Proposal for change in the format of the Evaluation Process.
7.1 Proposed Changes in Format, Process and Management Philosophy of Evaluating Officer:

From the format, it is clearly understandable that the process is a simple rating scale, which comprises five scales ranging from outstanding to poor which expresses the highest level of performance to the lowest level. This is used because it is simple and quick. But this process has some significant disadvantages:

· The factors and degrees are sometimes vaguely defined. For example, in case of ‘customer orientation’, ‘communicating’, and ‘team orientation’ there should be specific definitions.

· The central tendency errors are likely to occur because it may be difficult for the appraiser to factually justify a rating above or below acceptable performance.

· This process sometimes lacks factual basis.

For some technical and management skill, Behaviorally Anchored Rating Scale (BARS) can be a very good alternative. It is more detailed and redefined version of the rating scale. Detailed analysis of a job and a precise identification of specific effective and ineffective job behaviors are mentioned in the appraisal form. As each job is carefully judged and identified it is a more objective method than other methods because behavioral statements are stated rather than vague descriptions of performance. Descriptive statements for each level of performance for each job factor is identified and then arranged on a scale in rank order. In this report, the scale provides for five descriptive statements for each performance factor.

The scales are defined in the following:

	5 Clearly outstanding performance
	Meets all targets and greatly exceeds some

	4 Good
	Meets all targets, exceeds some

	3 Satisfactory
	Meets all set targets on time

	2 Below satisfactory
	Little shortfall in a few targets, but met others

	1 Poor
	Could not meet any target


Some technical and managerial skills are evaluated in BARS method in the next page:

Job: Officer, Foreign Trade department

Technical Skill: Functional knowledge

Factor: Maker of retail and corporate module in Flex Cube( 

	(5.Clearly outstanding performance
	Has complete knowledge in Flex Cube; Very fast and efficient in processing transactions in retail and corporate module.

	(4.Excellent performance
	Has good knowledge of Flex Cube and efficient in processing transaction in it.

	(3.Satisfactory performance
	Has knowledge of own field; can do the transaction processing correctly with moderate time.

	(2.Moderate performance
	Can process transaction in Flex Cube module but needs assistance.

	(1.Poor performance
	Slow in transaction processing, as a result L/C operation does not run smoothly, takes more time to complete the process.


System software in which all sorts of transaction (retail, corporate) are processed and all previous transaction lists, statements etc are recorded.

Management skill: Communication Skill
Factor: Follow up with PSI companies, timely submission of all related statements to head office/ Bangladesh bank; Regular correspondence with all related parties of L/C.

	(5.Clearly outstanding performance
	Can prioritize work, submits related statements before due date and maintains continuous correspondence with the remitting bank, beneficiary and other related authorities.

	(4.Excellent performance
	Maintains timely follow up with all concerned parties, send statements correctly and on time

	(3.Satisfactory performance
	Able to do all the works with moderate time.

	(2.Moderate performance
	Sends statements correctly to concerned parties but sometimes needs supervisor’s reminder.

	(1.Poor performance
	Not able to do all the works by himself/ herself, takes other’s help; can not prioritize work and needs continuous guidance from supervisor.


Managerial Skill: Customer orientation

Factor: All transactions related inward remittance through cash payout system, issuance of foreign draft, dollar endorsement and traveler’s cheque.

	(5.Clearly outstanding performance
	Highly efficient in performing all tasks; Can meet all customer queries in time and follows up on those; provides fast service to the customers; has a friendly demeanor.

	(4.Excellent performance
	Efficient in performing own duties; Volunteers relevant information and good services to customers; meets customer queries with a smiling face.

	(3.Satisfactory performance
	Provides necessary service and information to the customer properly.

	(2.Moderate performance
	Provides reasonable service to customers; can not always answer all customer queries (because of either knowledge gap or for not being able to prioritize)

	(1.Poor performance
	Not able to provide customer service properly; often makes mistake; does not have the right disposition to handle different types of customers.


Managerial Skill: Functional capability
Factor: Issuance of local and foreign L/C; follow up and adjustment of payment instructions; reimbursement; proceeds realization; scrutiny of shipping documents; lodgments; retirement and all related accounting entries.

	(5.Clearly outstanding performance
	Very efficient and prompt in performing all function and maintains proper coordination among other team members who share the responsibilities.

	(4.Excellent performance
	Efficient in performing all the functions, effort in coordinating activities and sharing responsibilities are appreciable.

	(3.Satisfactory performance
	Able to do all the works, sometimes takes assistance of others in scrutinizing the shipping documents, team members rarely expresses dissatisfaction about improper coordination and sharing responsibilities.

	(2.Neither good nor bad performance
	Slow in doing works, team members sometimes complain about improper coordination

	(1.Poor performance
	Not able to identify all the problems in shipping documents and reluctant to take part in sharing responsibilities.


Managerial Skill: Team orientation

Factor: Assisting others when required, solving problems collaboratively; Dependable, supportive, reliable, goes out of way to assist, In absence of one of the team member managing daily responsibilities of that person in addition to own  works.

	(5.Clearly outstanding performance
	Extraordinarily dependable, supportive, reliable, goes out of way to assist; Maintains proper coordination among other team members who share the responsibilities.

	(4.Excellent performance
	Dependable and supportive; Maintains coordination among work team; Gives effort to strengthen team spirit.

	(3.Satisfactory performance
	Effort in coordinating activities and sharing responsibilities are appreciable. 

	(2.Neither good nor bad performance
	Team members rarely express dissatisfaction about improper coordination and sharing responsibilities. 

	(1.Poor performance
	Team members sometimes complain about improper coordination; reluctant to take responsibilities of peers in case their absence ( Sometimes not have the intention and sometimes can no allocate time for being slow work)


Furthermore, an external customer feedback can be done so that appraiser’s comments can be re- checked (whether positive or negatively biased). These feedback forms can be given to some valued clients for their comments. Similarly, internal customer feedback can also be taken from the superiors, peers and subordinates of same and other functional departments. A sample form is given bellow for more clarification.
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INTERNAL/ EXTERNAL CUSTOMER FEEDBACK

As an internal/ external customer of (name) ……………………………………………, please give him/ her feedback regarding his/her work performance and work behaviors. After you have completed this form, send it to ……………………………. Your responses will be tabulated and then discussed with the individual.

To what extent did this individual meet your expectations of work quality in areas you indicate as important:

	
	Exceeds
	Meets
	Doesn’t meet

	1. Accuracy of the work you received
	
	
	

	2. Timeliness of the work you received
	
	
	

	3. Dependability of the work you received
	
	
	

	4. Sharing relevant information to help you do your work more efficiently
	
	
	


In terms of your interactions with this person, please feel free to comment on any of the following:

1. The type of errors and the amount of rework

2. The nature of any work delays

3. Interpersonal work behaviors

4. Collaborative efforts to improve work or business process

Please state any new expectations that you have regarding the work you receive from the person.

Thank you for completing this form

We know, 360( evaluations is the most perfect way of appraising employees. Though it is time consuming, this can be started on a pilot basis to see whether the ultimate result differs in the two different processes. If the difference is significant, then proposed changes can be considered as essential to revise the existing system.

7.2  Proposed Changes in Format, Process and Management Philosophy of Evaluating Assistant Vice President:

In the earlier discussion, the definition of BARS and its advantages were described. Some technical and managerial skills are evaluated in BARS method in the following:

Job: In –charge (First Assistant Vice president), Foreign Trade department

Management skill: Resource management
Factor: translates strategic plans in to work assignments, facilitate the process of achieving targets of the branch.

	(5.Clearly outstanding performance
	Successfully performs the job of planning and allocating human and monitory resources, which fulfill the ultimate objectives of target achievements and even exceeds profit target.

	(4.Excellent performance
	Efficient in performing all the functions, can prioritize the allocation of resources where necessary; Sometimes exceeds profit

	(3.Satisfactory performance
	Takes initiatives to do the jobs properly and meets the target

	(2.Moderate performance
	May face problem in resource planning  and prioritizing its  allocation

	(1.Poor performance
	Lacks ability to plan and allocate resources, can’t fulfill the targets.


Management skill: Leadership

Factor: Assigning jobs for the officers of foreign trade department and supervise their activities and evaluate their performance

	(5.Clearly outstanding performance
	Successfully assigns jobs to the officers, resolve conflicts in collaborative way, supervise their activities, boost team spirit and appraise the subordinates accurately

	(4.Excellent performance
	Efficient in assigning jobs and as a mediator of resolving conflicts; possess required supervisory skills.

	(3.Satisfactory performance
	Can do all the duties properly and try to develop team spirit

	(2.Moderate performance
	May face problems while assigns jobs and resolving conflicts which results in lack of coordination in team work

	(1.Poor performance
	Subordinates complain about the leadership skill, biasness in conflict resolution and supervising ability of the manager. 


Management skill: Communicating

Factor: All overseas correspondence/ communication related to foreign trade, represent own work unit, develop relations with other managers, communicates the needs of the work group to others

	(5.Clearly outstanding performance
	Possess excellent communication skill—completes all sorts of correspondence promptly and successfully, maintain very good relation with other functional departments.

	(4.Excellent performance
	Possess good communication skill—completes all sorts of communications properly and on due time, has  good relations with all in the branch

	(3.Satisfactory performance
	Able to perform all the activities but not prompt

	(2.Moderate performance
	May face problems in coordinating activities with other departments.

	(1.Poor performance
	Poor in communicating with others, sometimes seek assistance of subordinates for different correspondence


Management skill: Business development and customer orientation
Factor: Develop and maintain relationship with clients, participate in task forces to identify new business opportunities.

	(5.Clearly outstanding performance
	Personally visits potential and existing valued clients to show the eagerness to serve them and find new avenues for business development

	(4.Excellent performance
	Visits only existing valued clients and provide some extra services when they come to branch.

	(3.Satisfactory performance
	Does not give personal visits; Takes initiatives to expand business through providing good quality services to the clients

	(2.Moderate performance
	Does routine marketing and business development jobs; not serious about extra initiatives.

	(1.Poor performance
	Depend on the past good will of the bank for further business development, no proper effort or initiative is visible, no special behavior with the clients is observed


Management skill: Functional capability
Factor: Authorizer of all transactions related to foreign exchange, scrutinize L/C proposals; in absence of operations manager the duties are transferred to him.

	(5.Clearly outstanding performance
	Has complete knowledge about all the related transactions and accounting entries, can check and authorize transactions very swiftly and Can identify maker’s mistake very quickly. Efficient in managing tasks of other departments when necessary.

	(4.Excellent performance
	Has complete knowledge about all the related transactions and accounting entries, authorizations are done timely. 

	(3.Satisfactory performance
	Has knowledge about all the related transactions and accounting entries, authorizations are done timely

	(2.Moderate performance
	Does routine jobs, does not feel comfortable while taking over charges of other departments

	(1.Poor performance
	Slow in doing works; lack knowledge of swiftly operating the Flex cube module, sometimes can’t identify mistakes of the makers. 


For this level of hierarchy, major duties are managing individual performance, coordinating interdependent groups to ensure that the subordinates are meeting external and internal customer needs and ensure uniformity in interpretation of policies and procedure.

To make the appraisal process more transparent, neutral and accurate both internal and external customer feedback can be taken, but this form will differ from that of the junior level. This will check the positive or negative biasness of the appraiser (the branch manager)

The internal customers can be the executives of the other functional departments. And the external customers can be senior officials of the valued organizations who have extensive L/C operations with the bank. A sample form is given below: 

	INERNAL/ EXTERNAL CUSTOMER FEEDBACK
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As an internal/ external customer of (name) ……………………………………………, please give him/ her feedback regarding his/her work performance and work behaviors. After you have completed this form, send it to ……………………………. Your responses will be tabulated and then discussed with the individual.

To what extent did this individual meet your expectations of work quality in areas you indicate as important:

	Exceeds

Meets

Doesn’t meet

1. Accuracy of the work you received

2. Timeliness of the work you received

3. Dependability of the work you received

4. Sharing relevant information to help you do your work more efficiently



	In terms of your interactions with this person, please feel free to comment on any of the following:

	5. The nature of any work delays



	6. Interpersonal work behaviors



	7. Collaborative efforts to improve work or business process

8. 

	Please state any new expectations that you have regarding the work you receive from the person.

Thank you for completing this form


We know, 360( evaluations is the most perfect way of appraising employees. Though it is time consuming, this can be started on a pilot basis to see whether the ultimate result differs in the two different processes. If the difference is significant, then proposed changes can be considered as essential to revise the existing system.

7.3 Proposed Changes in the Form and Process of Evaluating Vice President:

Managerial skill: Leadership

Factor: Assigning jobs for all the officers in all the available departments, developing a vision of future and formulate strategies to achieve that; motivating, energizing and influencing the behavior of other employees:

	(5.Clearly outstanding performance
	Successfully assigns jobs, develop vision and can motivate employees towards that can influence employees’ behavior. Has the ability to translate strategies into action.

	(4.Excellent performance
	Possess the ability to assign right job to the right person, can develop appropriate strategies.

	(3.Satisfactory performance
	Does routine jobs, but no extra effort is given. 

	(2.Moderate performance
	Sometimes faces problems while assigning jobs (can not put right person on the right position) that results in job dissatisfaction among employees

	(1.Poor performance
	Lacks the ability to motivate employees and can rarely influence their behavior. 


Managerial skill: Business development

Factor: Monitoring the business environment by analyzing business trends, developing relationship with clients and overseeing sales and marketing activities

	(5.Clearly outstanding performance
	Successfully performs all duties to achieve branch target; regularly review profit position and take necessary initiatives to achieve that; often profit exceeds target; and can explore new business avenues. 

	(4.Excellent performance
	Takes decisions basing on the market trends, supervise the sales and marketing activities.

	(3.Satisfactory performance
	Performs well and proceed with a view to achieve branch target. Gives necessary efforts for business development.

	(2.Moderate performance
	Sometimes face   problems in carrying out duties that negatively affects target achievement. 

	(1.Poor performance
	Lacks proper knowledge of business development; no effort is given towards customer relationship and supervision on marketing activities.


Managerial skill: Customer orientation

Factor: Pursuing the existing customers to strengthen the relationship and influencing new customers to get service from the bank:

	(5.Clearly outstanding performance
	Can successfully pursue the valued clients to gather huge deposit and advances and minimum use of discretionary power (to enhance interest rate for FDR, to reduce l/C margin etc.  which increases the cost of fund)

	(4.Excellent performance
	Can pursue the valued clients and rarely use discretionary power.

	(3.Satisfactory performance
	Does routine jobs to retain customers but no extra effort is given.

	(2.Moderate performance
	To sustain the business manager often depends on exercising the discretionary power. 

	(1.Poor performance
	Lacks proper knowledge and influencing capability to retain customers, consequently customers switch to other competitors. 


Managerial skill: Functional capability

Factor: Authorizer of all transactions related to all departments when necessary; responsible for compliance of anti- money laundering activities; follows up KYC (Know your customer) updates; works as an internal auditor of the branch; and ensures timely submission of all statements to Bangladesh Bank

	5.Clearly outstanding performance
	Has complete knowledge about all the related transactions and accounting entries, can check and authorize transactions very swiftly and Can identify maker’s mistake very quickly; supervises and gives reminder in advance to all the departments to submit all sorts of statements timely and accurately and successfully meets the audit compliances.

	(4.Excellent performance
	Has complete knowledge about all the related transactions and accounting entries; supervises the procedure of submitting all sorts of statements timely and accurately and meet the audit compliances properly. 

	(3.Satisfactory performance
	Has knowledge about all the related transactions and accounting entries, able to meet the audit compliances

	(2.Moderate performance
	Gives effort to perform all the duties but face problems in prioritizing works and consequently cannot keep balance of all the activities

	(1.Poor performance
	Slow in doing works; lack knowledge of swiftly operating the Flex cube module, often fails to supervise KYC and other compliances. 


Managerial skill: Resource management

This will be almost same as the appraisal process of AVP, but an AVP plans and allocates resources for his/ her own department but a branch manager’s responsibility is much more than that. S/he deals with all the departments in a branch and allocates resources accordingly.

Chapter 8: Findings & Recommendation
Recommendations of this report have been made on the basis of the analysis and the findings of the succession management of Dhaka Bank Limited. Based on the finding I have tried to propose some changes on the current performance evaluation format, process, management philosophy and training system. 

8.1   Findings:
Dhaka Bank Limited is a well established bank of our country. It is using well proved modern practices in order to make it fit for the competitive world. Despite after doing the analysis regarding the topic, I have been able to find out the following things could be changed in order to be in a more strong position.

· The performance evaluation system of Dhaka Bank should be updated.

· In the evaluation process, the evaluation from the co-worker and from the customer about an employee should be taka into consideration, as the employee most of his working hours with interacting them.

· Some of the employee is not getting promotions in due time. It is creating frustrations among them. This thing should be considered more deeply.

· Employees are not getting different types of training on regular basis.

· At the peak hour the branch become very crowded and the employees fails to serve every client properly all the times. Sometimes the clients could not find place to wait for his turn.

It is very difficult to recommend about this topic because this issue is very sensitive, directly related to the top level management of the bank and finally cost is associated if these recommendations are executed. Despite these problems there is something that the Human Resource department of Dhaka Bank, should look at.  

8.2   The format:

· The HR department can introduce BARS method to appraise most of the technical and management skills.

· Internal and external customer feedback form can be attached with the existing form.

8.3   The process:

· Appraisal from the peers and customers can be introduced to check the biasness of the appraiser.

8.4   Management philosophy:

· The quota system regarding grades should be abolished so that it cannot victimize the employees.

· Management should take necessary initiatives for the employees whose promotions as well as career path are stuck.

· All the departments of the branches can be given under the supervision of the Assistant Vice President. By this way the management can able to give promotion on a more regular basis as well as safe the career path of employee form to be stuck.

·  The number of employee should increase in the branches specially in the busiest branches. This will directly affect the quality of the customer service and the motivation level of the employee.

· The Bank should give chance to apply the graduate from all institutions, so that it can collect larger application pool from where they can select.

· Through giving chance to graduates from all institutions will increase the reputation of the Bank as an equal opportunity employer.

· The Bank should give the employee transfer to the branch near to their home. It will motivate them and give them a chance to provide better service. It may also increase the deposit and secured loans as there will be chance for the employee to know the customer personally.

8.5   Training program:

· There should be scheduled training program for each level of the employee.
· Every employee should get training just after getting the promotion or the change in the job responsibility.
· The bank can increase the period of the orientation of the new employee of the bank. 
· The bank should give the new rules and practice of the industry in the corporate brochures of the bank and should ensure the availability of it to all the employee of the bank.

These changes in the format can be introduced in a pilot basis in two or three branches to see whether there are substantial differences in the results from both of these formats. If the change brings out more accurate results and creates less dissatisfaction to the employees, then the changes should be implemented. The proposed changes in the philosophy of the management and in the training program should be calculated in terms of money. If it seams that, it is feasible to implement that, the management should do the change up to the possible extant as the proposed change will bring benefit. 

Chapter 9:  Conclusion
Individuals working in an organization perform at varying levels of proficiency. Some use their skills, time and energy very effectively, some do not. Some display an abundance of initiative and seek opportunities for additional responsibilities, some do not. Decision making in many areas of human resources management depend upon the managers’ ability not only to recognize such differences in individual performance but also to accurately measure them. This is the task of performance evaluation.

After proper evaluation of the individual difference preparing the future key performer for the development of the organization, retain them and keep them motivated is the activity of performer building. 

Succession management become successful, when the organization can identify the inner capacity of the employee, nurses them properly and make them ready to use their best effort for the betterment of the organization.

The study of the report refers to the succession management of Dhaka Bank Limited. It is aimed at analyzing the existing process, identifying the present problems faced by the employees due to process, and management philosophy. Attempts were made to find out the factors which need to be changed and improvised.

A number of changes are proposed in the format, process and management philosophy. The BARS method is used to appraise the competence of the three hierarchical levels. During the internship period, there was a scope to see the succession management of the bank. At the time of working, there is a chance to get closer of various employees, share their feelings and the problems. It revealed the frustrations and dissatisfaction of many of the employees due to some inherent problems associated with the existing process. 

As the succession management deals with the expectation, personal objective carrier of the individual employee, the process should be modified to make them more accurate and effective. It is very much need for the success of the organization as organization success demands on the employee personal success. 
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