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There is a great supportive role of banking system in human society. It plays a vital role for the economic development of a country. The banking system of Bangladesh is backward, compared to many other nations. The local banks which are rendering services to mass people of the country are following the traditional system, which are no longer followed by bank in other development countries. It brings Bangladesh people to the touch of modern technology.

Uttara Bank is one of the largest and oldest private sector commercial bank in Bangladesh, with years of experience. Adaptation of modern technology both in terms of equipment and banking practice ensures efficient service to clients. 207 branches at homo and 600 affiliates worldwide create efficient networking and reach capability. Uttara Bank made its journey like a modern private Bank in 15 September 1983 at its registered office and other branches. The initial Authorized Capital of the Bank was 20 (Twenty) crore Taka. Which paid capital was 10 [ten] crore taka.

General banking section is the heart of banking activities because funds are mobilized cash transactions are made clearing, remittance and accounting activities are done here. It makes possible financing of different sectors. Uttara Bank Limited compliance with credit policies of Bangladesh bank. My comment is to make a good environment of financial institution like bank where people can use bank as their consultant and supervisor of financial work and risk management. To know the scopes of business and the place of production. As the bank is the controller of business environment and economical condition of a country they should know the way of proper marketing policy and strategy. From where they will get a good return. This is found that out of 7P`s product strategy is not satisfactory. They have available products but this is limited in a Branch. They should start On-line banking system to survive the competitive position. Their pricing, promotion and distribution strategy of UBL are also not satisfactory enough. They capture good position in Place Strategy by their 207 branches at homo and 600 affiliates worldwide. The Bank manages its physical evidence very carefully, as it can have a profound impact on customers’ impression. They also design their process in such a way that leads to competitive, dynamic and very effective service delivery and result in satisfied customers. They maintain a good relationship with its customers. This is found by my customer’s survey through questionnaire that Maximum numbers of people have Savings Accounts than other accounts in UBL. Customers have average and moderate satisfaction on the quality and performance of General Banking service. But customers have maximum reliability on Uttara Bank Limited.
1. 0 Introduction
Banks are financial-service firms, producing and selling professional management of the public's funds as well as performing many other roles in the economy. Banks are among the most important financial institutions in the economy. When businesses and consumers need funds, Bank will provide them necessary funds to continue their business.

Banks are those financial institutions that offer the widest range of financial services - especially credit, savings, and payment services - and perform the widest range of financial functions of any business firm in the economy. In other words, Banks are financial service firm, producing and selling professional management of the public's funds as well as performing many other roles in the economy. The banking process and its area are increasing faster and getting wider day-by-day to understand banking procedure has become essential for every individual.
1. 1 Background 

As a part of our BBA program I have to accomplish my Internship from an organization. And in this process I have completed 3 months internee in Uttara Bank Limited. Marketing is the main weapon for the organization to make profit and develop growth rate. Marketing is a technique of creating demand of product and ensuring them that a product can make benefit for the ultimate user. A practical way of understanding marketing techniques requires some practical knowledge and ideas that how marketer can create demand and sell their product in the market. To gain a proper knowledge of marketing tools is very important and useful for each and every organization. 
1. 2 Significance/Justification 
Report is a formal presentation of information or data. A particular report helps us to attain knowledge about some particular facts or events. Again, a specified report helps us to fulfill some specific purposes. Report, that I have prepared, also fulfill some purposes or objectives and these are as follows ----

· Learning practically – Marketing techniques and marketing application in banking sector.

· How marketing influence the performance of a particular organization?

· Knowing the real procedures of analyzing a firm’s marketing steps and application.

· Enhancing our practical knowledge, which is essential for future field of work?

· Knowledge about the real world, which will increase our efficiency. 

1. 3 Scope of the Report

As I was assigned to the Uttara Bank, Darus Salam Road Branch, the scope of the study is only limited to this Branch. The report covers the topic “General Banking Services of Uttara Bank Ltd”. To conduct a study on what is general banking in banking concept I have gathered valuable information from Uttara Bank Limited. I have also got some information from web site of Uttara Bank Ltd (www.uttarabankbd.com).

Despite this topic there are many sectors for working:

· Foreign Exchange Department

· Loan and Advance Department

1. 4 Objectives
1.4.1 Broad objective:

The major objective of this internship report is -

“Evaluation of General Banking System of Uttara Bank Limited & the capacity of bank to satisfy consumer by providing existing product and service”

1. 4. 2 Specific Objective:

· To know the banking system of  Uttara Bank Limited and to give an idea about how Uttara Bank Limited emerged

· To understand the various services the bank offers and to understand the mechanism of the services

· To identify the strengths and weakness, opportunities and threats of Uttara Bank Limited.

· To presents a brief description about the General Banking Department and their activities.

· To formulate recommendations that could add value to the service of Uttara Bank Limited.

1. 5 Methodology 

1. 5. 1 Types of research: The research was descriptive in nature.


Research design:

The study was to analyze overall activities especially General banking Sector of Uttara Bank Limited.  

1. 5. 2 Sources of Data :  Two types of sources of data -  1. 5. 2.1. Primary sources.




                                             
 1. 5. 2. 2. Secondary sources.
1.5.2.1. Primary sources are :

Data directly collected from my samples.

· Discussion with officials of Uttara Bank Limited.

· Face to face conversation with the Institutional clients.

· Discussions with customers over the responding to their query.

1.5.2.2. Secondary sources are :

· Annual report of the Uttara Bank Limited.

· Web site of Uttara Bank Limited.

· Journals, Books and Periodicals.

· Internet, Newspapers and magazines 

1.5.3. Data Collection Procedure:

Both secondary and primary data are used for preparing this report. But the research was mainly based on the clients’ survey. Information was collected directly from the customers who are directly dealing with the Uttara Bank through General Banking Department. 

[[[[[[[

1.5.3.1. Secondary data

Secondary data from ---
· Different manuals of Uttara Bank Limited

· Different circulars of Uttara Bank Limited

· Annual report of Uttara Bank Limited 

· Prospectus of Uttara Bank 

· Internet. 
1.5.3.2. Primary data

Primary data from ---

· Face to face conversation with the bank officers & staffs. 

· Informal conversation with the clients.  

1.5.4 Questionnaire 

The questionnaire was used for primary data collection. Both open ended & close-ended questions were included. Average time for conducting individual questionnaire survey was 30 minutes.

1. 5. 5 Sampling Plan
1. 5. 5. 1 Population:    All the officials & clients of at Uttara Bank Limited, General Banking Department were target population of my study.

1. 5. 5. 2 Sample Unit:   Survey sample unit was the individual clients of at Darus Salam Road branch of Uttara Bank Ltd.

1. 5. 5. 3 Sample size:   There are minimum 15 questions as sample size, I took 15 customers to measure customer satisfaction on the bank.
1. 5. 5. 4 Sampling Procedure: Non probability sampling method was used for survey officials’ clients of at Uttara Bank Ltd.
1. 5. 5. 5 Sample Frame:    Structured sample frames are follows:

	Population
	Sample Unit
	Sample size

	Uttara Bank Limited(UBL)
	Clients of General Banking Dept.
	15


1. 5. 6 Data analysis and reporting 

Data analysis and reporting are as MS WORD. MS EXCEL.

1.6 Limitation

The present study was not out of limitations. But as an intern it was a great opportunity for me to know the banking activities of Bangladesh specially Uttara Bank Limited Some constraints are appended below:
· Due to time limitations many of the aspects could not be discussed in the present report.

· Every organization has their own secrecy. So that, they did not disclose much information for the sake of the confidentiality of the organization.

· As the employees being busy while working in the bank, it is difficult to get time from them. 

· Another problem is that creates a lot of confusions regarding verification of data. In some cases more than one person were interviewed to clarify each concept as many of the bankers failed to provide clear-cut idea about the job they perform.

· The clients were too busy to provide me much time for interview.

2.1 Background of Uttara Bank Limited

Uttara Bank formed in 1972 as a scheduled bank with assets and liabilities of the Eastern Banking Corporation set up in East Pakistan on 28 January 1965. It started banking business 22 June 1965 and became a member of the Dhaka Clearing House on 17 September 1965. At the time of establishment, Eastern Banking Corporation had a paid up capital of Tk 1.42 million and deposit resources of about Tk 10 million. It was the only scheduled bank formed with capital raised entirely from the small income group of people of East Pakistan.
Eastern Banking Corporation was nationalized under the Bangladesh Banks Nationalization Order 1972 and its name was changed to Uttara Bank. At that time, the bank had 182 branches. The government retracted 95% of its share capital and allowed it to operate as a private bank. It was transformed into a limited company on 15 September 1983 then it made its journey like a modern private Bank at its registered office and other branches. The initial Authorized Capital of the Bank was 20 (Twenty) crore Taka. Which paid capital was 10 [ten] crore taka. Government hold 6% share and rest 94% shares are distribute in privet sector. Uttara Bank’s head office is suited in Motijheel c/a. Dhaka-1000. A new opportunity in this field of financial activities was opened for the business. UBL made a careful journey and maintained its successive growth for few years with its qualified professional management under most unpredictable, unregulated, uncertainties and limitations. The bank is listed with both Dhaka and Chittagong Stock Exchanges. 

2.2 Uttara Bank- At Present
Uttara Bank is one of the largest and oldest private sector commercial bank in Bangladesh, with years of experience. Adaptation of modern technology both in terms of equipment and banking practice ensures efficient service to clients. 207 branches at homo and 600 affiliates worldwide create efficient networking and reach capability. Uttara is a bank that serves both clients and country.

Like clothes shops, candy shops, bake shops, food shops, Uttara Bank Limited is not a “debt shop” the term being used by many to call the present say banks. It is now been called a modern bank that undertakes all its operation at international standard.
Although Uttara Bank Limited faces some primary difficulties in past, it has now emerged as a major player in the financial sector. It is listed in both Dhaka and Chittagong bourses IPO that raised the paid-up capital of the bank to Tk.10 core. In 31 March 2006 reserve fund was Tk178.4 core. 

Banks are the pillars of the financial system. Specially, in Bangladesh, the health of the banking system is very vital because the capital market is little developed here. As the banks are still the major sources of credit and exercise great influence on the financial system, it is extremely important that the country’s banking systems should be in good health in the interest of investment activities, meeting the needs of all kinds of finance and related matters.

Over the years, Uttara Bank Limited   has built itself as one of the pillars of Bangladesh’s financial sector and is playing a pivotal role in the extending the role of the private sector of the economy. The bank has a strong branch network nation wide with 202 branches.

 2.3 Vision

To be in the front of national development by providing all the customers inspirational strength, dependable support and the most comprehensive range of business solution through our team of professional that work passionately to be outstanding in everything we do.

2.4 Mission 

We shall be the forefront of national economic development by:

· Anticipating business solutions required by all our customers everywhere and innovative supplying them beyond expectation.

· Setting industry benchmarks of world class standard delivering customer value through our comprehensive product range, customer service and all our activities building an exciting team-based working environment that will attract, develop and retain employees of exceptional ability who help celebrate the success of our business, of our customer and of national development.

· Maintaining the highest ethical standards and a community responsibility worthy of a leading corporate citizen.

· Continuously improving productivity and profitability, and thereby enhancing shareholder value. 
· 2.5 Goal 

To share a significant portion of the banking sector’s by utilizing available manpower and also state of the art technology for maximizing the shareholders wealth.

· Long Term Goal :  Is   maximize  the  wealth of the shareholders.
· Short Term Goal : To earn satisfactory rate of return on investment by providing wide range of banking service.

2. 6  Organogram (The Higher Authority and Board of Directors)
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At present there are 15 members in the Board of Directors. In Board of Directors 1, chairmen1, Management Director and 13 directors are involve in Board of directors. According to the Banking Company Act, Management Directors are not elected by the directors. They are appointed by Bangladesh Bank from outer sources.
However the members are obliged to maintain the annul general meeting and declare the dividend payout schedule on due time. Moreover, the committee selected by shareholders represents individual body that then looks after the periodic issue with the management and tries to solve the problem.  

2.7 The Organogram of Uttara Bank Limited of Darus Salam Road Branch 
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2. 8 Features of Uttara Bank Limited
Bank is an intermediary institute. Like other commercial bank Uttara Bank Limited also has some special features. They are as follows:

i. Legal Entity: It is compulsory matter for a bank to achieve legal entity. The stronger legal entity leads to effective banking program. Uttara Bank Limited has a strong legal entity.

ii. Organizational Structure: Uttara Bank Limited has a well-set organizational structure. Organizational structure is a precondition of effective banking activities.

iii. Financial Solvency: Uttara Bank Limited is an old bank; its ratio of liquidity is well and strong. So, the clients get greater confidence in the bank.

iv. Location of The Bank: Location is very useful for bank. The Head Office and the branches of Uttara Bank Limited are located in the central point of the capital and the other district towns. It has branches also in the big town for rural people.  

v.  Relation with the Central Bank: As the Uttara Bank Limited is the government-registered bank, so it maintains a friendly behavior with the Bangladesh Bank.

vi. Security: the Uttara Bank Limited is totally a secured bank. The clients of the bank get a heavy security on their deposit.

vii. Management of the Bank: The executives and the officers Uttara Bank Limited are very experienced. Maximum executives are well educated and experience about the banking system.

viii. Foreign Exchange: Uttara Bank Limited operates foreign exchange business promptly. There 47 branch deals with foreign exchange.

2.9 Nature of the business

Uttara Bank Limited is a progressive commercial bank in privet sector in Bangladesh. It creates a new opportunities for its clients. It gives customized service and harmonious banker-client relationship. It contributes towards formation of national capital, growth of saving and investment in trade, commerce and industrial sectors. It provides different types of commercial banking and services to the customer of all strata in the society with in the stipulation laid down in the Bank Company Act 1991. Rules and regulations framed by the Bangladesh bank from time to time.

2.10 Trade Finance and Correspondent Banks
Successful companies today are fully aware that they need to be able to rely on the services of a bank that can handle international trade with a good hand. , Uttara Bank has been an accomplished “Trade Finance” bank. With a highly professional team experienced and competent professionals we are able to provide a wide range of services to companies engaged in international trade .Uttara Bank has also positioned itself as an established correspondent bank. Through a worldwide network of 260 correspondent banks Uttara Bank is present in all key areas of the globe. Our ambit of correspondent includes top ranking international banks with a global reach. 

2.11 Performance of the Bank
The bank may sustain its strong image in the mind of the customers and shareholders as a leading financial institution despite serious competition from both local and foreign banks operating in the country. Sill they are increasing their profit. Its opening profit was Tk.11024.94 million in 2006, which were Tk. 9907.57 million in previous year. But whole performance of the bank is not looking well because of the bureaucratic problem.

2.12 Authorize Capital

The authorize capital of the bank remain unchanged Tk. 20 crore in the year 2006.

2.13 Paid-up Capital

The paid-up capita of Uttara Bank remain unchanged Tk 10 corer to in 2006. 

2.14 Reserve Fund

The reserve fund of the bank increased of Tk. 178.4 corer in the year 2006 as against Tk. 174.2 corer of previous year, increase being 4.2%.

2.15 Corporate Mission

· To provide high quality financial services in export and import trade. 

· To provide excellent quality Customer service. 

· To maintain Corporate and business ethics. 

· To become a trusted repository of customers' money and their financial advisor. 

· To make our stock superior and rewarding to the customers/share holders. 

· To display team spirit and professionalism. 

· To have a Sound Capital Base. 

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

2.17 Management of Uttara Bank
For any financial and non-financial organization, Management is the most valuable and important resources of any kind of organization. And, a well-organize management provides the organization to reach its ultimate goal. Management means planning, organizing, staffing, directing and controlling of all financial and non-financial resources of an organization. Different aspects of management practice in Uttara bank planning, organizing, staffing, directing & controlling, human resources practices and recruitment finally.

2. 18 Marketing mix ( 7 p’s) 

Products:

Financial products and services products that a bank offers to its customers are mainly classified as under:

1. Deposit Products to generate funds.

2. Lending products for financial gains

3. Money Transmission products

4. International business products 

5. Special fee earning services 

6. Social services products

Products that are offered by Uttara Bank are as under

1. Deposit Products

Deposit is the lifeblood of a bank. From the history and origin of the banking system we know that deposit collection is the main function of a bank.

-Accepting deposits

Procedures of collecting deposit procedure are almost same in the entire bank and the branches as well. The deposits that are accepted by Uttara Bank slake other banks may be classified into: 

· Current Deposit

· Short term deposit

· Saving Deposit 

· Fixed deposit 

· Special Saving Scheme Deposit (SSS)

2. Lending Products

Bank has its own principle about the credit sanctioned or loan to the customers, but lending product of a bank or of a branch is equal important to verify the outstanding at the end of any fiscal year. Every bank pays special attention about their lending products, because these products are handed over on a regular basis.

· Continuous Loan

A). Secured Overdraft against Financial Obligation {SOD (FO)}

Advances allowed to individual /firms against financial obligation (i.e lien of FDR/PSP/BSP/Insurance Policy etc.) and against assignment of works order for execution of contractual works fall under this head.  It is a continuous advance facility. By this agreement, the banker allows his customer to overdraft his current account up to his credit limits sanctioned by the bank. The interest is charged on the amount, which he withdraws, not on the sanctioned amount. Uttara Bank sanctions SOD against different security.

B). Secured Overdraft against Work order/ Real Estate etc [SOD (G)}

Advances allowed against assignment of work order or execution of contractual works falls under this head. This advance is generally allowed for a definite period and specific purpose i.e. it is not a continuous credit. It falls under the category "Others". 

C). Cash Credit (Hypothecation)

Advances allowed to individual /firm for trading as well as wholesale purpose or to industries to meet up the working capital requirements against hypothecation of goods as primary security fall under this type of lending. It is a continuous credit. It is allowed under the category 

1. “Commercial Lending” when the customer is other than a industry and 

2. Working Capital when the customer is an industry.

D). Cash Credit (Pledge)

Financial accommodations to individual/firm for trading as well as sole-sale purpose or to industries as working capital against pledge of goods as primary security fall under this head of advance. It is also a continuous credit and like the above allowed under the categories 

(i)”Commercial Lending” and 

(ii) “Working Capital”.

E). Export Cash Credit (ECC)

Financial accommodation allowed to a party for export of goods falls under this head and is categorized as "Export Credit," The advances must be liquidated out of export proceeds within 180 days.

· Demand Loan

	Demand  Loan:

(Forced LIM, BLC, PAD, IBP etc). Overdue period will be accounted from the day following the date of expiry of such loan.
	· Less than 6 months
	Unclassified


	1%



	
	· 6 months or more but less than 9 months
	Sub-standard
	20%

	
	· 9 months or more but less than 12 months
	Doubtful
	50%

	
	· More than 12 months
	Bad/loss
	100%


A). Loan General 

Short term, Medium term & Long term loans allowed to individual /firm /industries for a specific purpose but for a definite period and generally repayable by installments fall under this head. This type of lending are mainly allowed to accommodate financing under the category (a) Large & Medium Scale industry and (b) Small & Cottage Industry. Very term financing for (a) Agriculture & (b) Others are also included here .

B). Demand Loan Against Ship breaking

This type of loans does not exercise in this branch, but being exercised to another branch that provide advances against ship breaking.

C). Payment against Documents (PAD)

Payment made the bank against lodgment of shipping documents of goods imported through L.C. falls under this head. It is an interim advance connected with import and is generally liquidated shortly against payments usually made by the party for retirement of the documents for release of imported goods from the customs authority. It falls under the category “Commercial Lending”  

D). Loan Against Imported Merchandise (LIM)

Advances allowed for retirement of shipping documents and release of goods imported through L.C. taking effective control over the goods by pledge in brokerage house under bank's lock & key fall under this type of advance. This is also a temporary advance connected with import which is known as post-import finance and falls under the category "Commercial Lending."

E). Loan Against Trust Receipt (LTR)

Advance allowed for retirement of shipping documents and release of goods imported through L.C. without effective control over the goods delivered to the customer falls under this head. The goods are handed over to the importer under trust with the arrangement that sale proceeds should be deposited to liquidate the advances within a given period. This is also a temporary advance connected with import and known as post-import finance and falls under the category "Commercial Lending".

F). Packing Credit

Advance allowed to a party against specific L.C/firm contract for processing/ packing of goods to be exported falls under this head and is categorized as "Packing Credit." The advances must be adjusted from proceeds of the relevant exports within 180 days.

G). Foreign Documentary Bills Purchased (FDBP)

Payment made to a customer through purchase/ negotiation of a foreign documentary bills falls under this head. This temporary advance is adjustable from the proceeds of the shipping/export documents. Its falls under the category “Export Credit" 

H). Local Documentary Bills Purchased (LDBP/IDBP)

Payment made against documents representing sell of goods to local export oriented industries which are deemed as exports and which are denominated in Local currency/ foreign currency falls under this head. The bill of exchange is held as the primary security. This temporary liability is adjustable from the proceeds of the bills.
I). Festival Business Loan.

This type of loan are generally sanctioned depending on the occasion, more than two festival business loans are generally sanctioned in an annum. 

· Term Loan

A). Project Loan 

Uttara Bank offers different conventional credit/investment schemes and the Banking products to their customers. So far loans and advances portfolio includes Project Finance in the form of Term Loan, Real Estate Finance, Secured Overdraft against FDR, different security certificates, working capital in the form of Cash Credit Hypothecation, Import Trade Finance in the form of PAD/LIM/TR etc. 

Uttara Bank considers the loans, which are sanctioned for more than one year as term loan. Under this facility, an enterprise is financed from the starting to its finishing. from installation to its production

B). Transportation Loan

Considers the loans, which are sanctioned for the purpose of delivering the goods on to its final destination, its generally used in the form of inland exporting or back to back Later of credit.

C). House Building Loan

Loans allowed to individual/ enterprise construction of house (residential or commercial) fall under this of advance. The amount is repayable by monthly installment within a specified period, advances are known as Loan (HBL‑GEN).

D). Small Business Loan

Short term and long term loans allowed to individual/ firms / industries for a specific purpose but a definite period and generally repayable by the installments fall under this head. These types of lending are mainly allowed to accommodate financing under the categories. Small and Cottage Industries, Very often term financing for agriculture and others are also included here.

E). Consumer Finance Loan

Uttara Bank keeping in mind the economic development and helping the fixed income group in fulfilling their demand to upgrade the standard of living will continue before consumer finance scheme for:

· Household appliances, Furniture & Fixture, Air Conditioner, Fax Machine, motor cycle/Car, Cellular phone, and Other equipment.

F). Lease Finance 

Uttara Bank Limited to keep its contribution to the growth of national GDP, accelerate the total economic development by infusing the fund in productive sector in more efficient and effective way: diversity its portfolio and satisfy the customers need would go for lease finance for:

· Setting up of small and cottage industries/Projects, BMRE of existing projects 

· Transports (roads/marine),  Medical equipment/surgical/clinical/lab equipment/x-ray machine etc, Construction equipment and other fixed assets of other productive and service oriented ventures.

G). Personal Loan

To meet emergency financial requirement especially for medical treatment/surgical operation, marriage, admission of children/ educational expenses, maternity the loan facility may be extended.

3. Money transmission Product

Carrying cash money is troublesome and risky. That’s why money can be transferred from one place to another through banking channel. This is called remittance. Remittances of funds are one of the most important aspects of the Commercial Banks in rendering services to its customers. 

· Payment order/security deposit receipt (PO/SDR): This term will be discussed in the overall activities section under remittance department.

· Demand Draft (DD): This term will also been discussed in the overall activities section under remittance department.

· Telegraphic Transfer (TT): This is also a common term that in the remittance section as well. .Travelers Cheque

	Traveler’s Cheque

(TC)
	Issue of TC
	TC is useful to traveler abroad. Customers can encash the TC in abroad from the drawee bank. TC is alternative to holding cash and it provides better security than holding cash in hand.

	
	Buying Of TC
	If any unused leaf of TC is surrendered bank buys it from the customer. All payments are made in local currency. Banks generally buy only those TC.


4. International Business Products 

In banks when we talk of international business products, we refer to the general mechanism by which a bank converts currency of one country into that of another. Foreign Exchange Department (FED) is the international department by which a bank or an AD branch transects with other international bank or of a branch. Bangladesh Bank issues license to scheduled banks to deal with foreign exchange. These banks are known as Authorized Dealers.  If the branch is authorized dealer in foreign exchange market, it can remit foreign exchange from local country to foreign countries by transacting their international business products.  So   Uttara bank, Principal branch is an authorized dealer.

· Letter of Credit (L/C)

· Back to back Letter of credit (BTB L/C)

· Buying and selling of foreign exchange 

· Foreign demand draft (FDD)

	Foreign Demand Draft
	Bank issue Demand Draft in favor of purchaser or any other according to instruction of purchaser. The payee can collect it for the drawer bank in which the Issuing bank of Demand Draft holds its NOSTRO Account. Bank also makes payment on DD drawn on this bank by its foreign correspondence bank through the VOSTRO Account.


· Foreign telegraphic transfer (FTT)

Outward remittance covers sales of foreign currency through issuing foreign T.T. Drafts, Travelers Check etc. as well as sell of foreign exchange under L/C and against import bills retired.

5. Special fee earning products 
Uttara Bank considers the special earning product to the different consumer, as it to play a comprehensive role in financing the bank product. Among those following are some issues relate to special fee earning product: 

· Bank guarantee 

· Foreign bank Guarantee (F.B/G)

· Underwriting 

· Brokerage House and locker Service 

· Issuances of Sanchaya Patra, Wages Earners Development Bond, National Investment Bond, Prize Bonds are some special earning fee product of Uttara bank.

6. Social Service Products

Uttara Bank Consider several service products by looking at the social point of view. At this competitive edge, banking might have reached to preserve its market share and to penetrate new market share through diversification of its product range. Following are the services that are designed to provide for society: 

· Sale of Lottery Tickets for collection of fund for social establishment.

Price: 

The term “Price of UBL products” assigns by Head Office maintaining of all the branches incurred by customers in obtaining benefits from the service of products. UBL maintains the standard pricing tasks of determining the selling price to customers. UBL is trying hard to Minimize the cost of taking services because everyone wants best service in a reliable price. Uttara bank offers very reasonable price to its customers. For this reason there are huge number of people are very loyal to them. There are plenty of services provided by UBL and there are dynamic price list for different service. 

Head office provides the attractive and competitive interest rate for customers

	No.
	                                         Types of Deposits
	                        Interest Rates

	1
	Savings Deposit
	                                 6 %

	2
	Savings Deposit: Urban/Rural
	

	3
	STD (Short Term Deposit)
	                                 5 %

	4
	FDR for 3(Three)  month and above
	                                 9.25 %

	5
	FDR for 6(Six) months and above
	                                 9.50 %

	6
	FDR for 1(one) year months and above
	                                10.00 %

	7
	FDR for 2(Two) year months and above 
	                                10.25 %                           

	Note: The rate of interest offered earlier on FDR (s) shall remain  unchanged till their next maturity 


Place:

The place means as Delivering product elements to customer involves decisions on the place and time of delivery, as well as on the methods and channels used.Uttara Bank is the largest and oldest private commercial bank in our country. Uttara Bank delivers their different types of services to customers through 207 branches all over the country. Within the branches they have 12 Regional Offices for providing evening service to customers. So they are very conscious about delivering service as they are very near to customer. Uttara Bank knows – speed & convenience of place and time for the customer are becoming important determinants in service delivery strategy. Some important location on Uttara Bank can represent their sense of place & timing.

          Uttara Bank Limited networks of the whole country:
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	Uttara Bank Limited Networks

	Corporate Offices ( Corporate Branch & Local Office )  
	2 

	Regional Office 
	12

	Total Branches ( Including Corporate Branch & Local Office )
	207 

	Authorized Dealer Branches 
	38 

	Treasury & Dealing Room 
	1 

	Training Institute
	1 

	Man Power 
	3564  


Promotion

Effective marketing communication is very important for any kind of organization. The term Promotion helps people about products: 

· Providing needed information & advice, 

· Persuading target customers of the merits of a specific product, and 

· Encouraging them to take action at specific times. 

Promotion Mix of Uttara Bank: Uttara Bank Limited accelerates its promotional activities are as follows :

· Advertising: 

Advertising is any paid form of no personal communication about an organization, product, service, or idea by an identified sponsor. Uttara Bank does not go for massive advertising. This is one major lacking of the bank. 


Advertising tools of Uttara Bank Limited:



a. Print materials

b. Brochures & booklets

c. Symbols & Logos

1. Sales promotions: It involves extra value or incentives to the sales force or ultimate customers and can stimulate immediate sales. Uttara Bank often go for consumer oriented sales promotion. 

Sales promotion of Uttara Bank Limited:

· Premiums & gifts

· Low-interest financing

· Trade in allowance

2. Public relations: Publicity usually comes in the form of a news story, editorial or announcement about an organization or its product/service. Credibility is the advantage of this medium. Public relation is the management function which evaluates public attitudes. Uttara Bank goes for both publicity & public relation.
· Seminars

· Annual reports

· Charitable donations

· Company magazine

Physical Environment:

The Uttara Bank Bhabon, vehicles, interior furnishing, equipment, staff members, signs, and other visible things provide tangible evidence of the banks service quality. Uttara Bank manages its physical evidence very carefully, as it can have a profound impact on customers’ impression. They have: 

1. Well decorated office space.

2. Prayer time & space.

3. Necessary furniture & electric equipment

4. Seating arrangement for customers

5. Car parking facility

6. Skilled manpower etc.

Process:

 Processes are the architecture of services, describing the method and sequence in which service operating systems work and how they link together to create the voices experience and outcomes that customers will value. Uttara Bank creates and deliver product elements to customers require the design and implementation by effective process. Uttara Bank designs its process in such a way that leads to competitive, dynamic and very effective service delivery and result in satisfied customers. In the bank most of the directions comes from head office but there are different culture in different branch based on location but every where a specific process is highly maintained.

People: 

The success of banking business depends on providing service by skilled employees that they faces directory to customers. Uttara Bank maintains a good relationship with its customers. Service quality is often assessed based on customers’ interactions with front line staff. Uttara Bank Ltd. provides the better services to customer by the qualified and experienced personnel and they have also a Training Institution for providing training their unskilled employees. Because the bank believes that employees represents the image of the bank in front of customers.

2.19 SWOT Analysis on General Banking of Uttara Bank Limited
In the further studies of overview of Uttara Bank we have identified the Strength, Weakness, Opportunities and Threats of Uttara Bank, but identifying the SWOT analysis of General Banking relates to the activities of General Banking Section. They are as Following:
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Strength

1. They use up to date software, which reduce time and labor of employee.

2. Introduced different types of schemes and services that are available in multinational banks to compete in market and clients satisfactions as well.

3. Skilled manpower and efficient employees are being involved in busy subsection of this section to meet the client’s satisfaction.

4. Promotional activities of (such as advertising) of different schemes and services are being encouraged to stay in the competition.

5. Good customer oriented services are being provided as per recent informal meeting with customer those who are receiving day to day services.

6. Dynamic approach and efficient Management.
7. The bank carries out all type of commercial banking activities. 
Weakness

1. Using of Data Base networking in information Technology from one branch to another is a major problem of general banking section, resulting time consuming, manual work and delay in day to day execution.

2. Being not fully computerized it follows traditional system while executing day to day operations.

3. According to some clients, variety of services not practiced and this is the reason of falling behind in competition.

4. According to some clients, introducer in account opening procedures are very much emphasized due to those who does not have the reference may not be part of this bank.

5. Banking procedure of Uttara Bank is time consuming. 

6. Lack of innovative and differentiated services in proportion to their competitive.

Opportunities

1. To advertise in present schemes and services, clients are likely to enjoy the competition and this section of the bank has the opportunity to be more competitive in near future.

2.   New ideas have to find out from experts or from fresher towards the effective execution of the                            daily general banking activities for taking this more competitive.

3.   Opportunity to expend geographically with in Bangladesh.

Threats

1. Providing different new schemes and services compared to other banks, it has not attracting its clients by providing fast and fully customized way, it’ll become a threat for this section to retain customers.

2. Rising internet banking is a threat for this bank.

3.   New restriction or law enforce by the nation.

1 Customer satisfaction: 

The extent to which a product’s perceived performance matches a buyer’s expectations. 
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Customer Satisfaction depends on the service perceived performance relative to a buyer’s expectation. If the services performance falls short of expectations, the customer is dissatisfied. If the performance matches expectations, the customer is satisfied. If the performance exceeds expectations, the customer the customer highly satisfied or delighted. The extent to which a product’s perceived performance matches a buyer’s expectations.

3. 2Customer Development Process  

The main steps in the process of attracting and keeping customer are shown beside the chart. The start point is everyone who might perhaps buy the service or product (suspects).From these company or bank determines the most likely prospects, which it hopes to convert into first time customers, and then into repeat customers, and then to clients- people to whom the company or bank gives very special and knowledgeable treatment. The next challenge is to turn clients into members by starting a membership program that offers benefits to customers who join, and then into advocates, customers who enthusiastically recommend the company or bank and its product or services to others. The ultimate challenge is to turn advocates into partners.                                 

FFigure : Customer development process

3. 3 Customer- Centered Marketing strategy

To succeed in today’s competitive market place, companies or banks need to be customer centered. They must win customers form competitors, then keep and grow them by delivering greater value, but before it satisfy customer, a company or bank must first understand their needs and wants. Thus, sound marketing requires a careful customer analysis. Companies or banks know that they can not profitably several all customers in a giving market-at least not all customers in the same way. There are too many different kinds of customers with too many different kinds of needs. Moreover, most companies or banks are in position to serve some segments better than others are. Thus, each company must divide up the total market, choose the best segments and design strategies for profitably serving chosen segments. This process involves three steps: 

[image: image6.emf]Percentage of accounts

Percentage of 

accounts, 47%

Percentage of 

accounts, 27%

Percentage of 

accounts, 13%

Percentage of 

accounts, 7%

Percentage of 

accounts, 7%

Savings A/C

Current A/C

FDR A/C

STD A/C

CC A/C

             Market segmentation

                    Target marketing

                    Market positioning.

Figure-: Customer Centered Marketing Strategy & Marketing Mix

Market segmentation:
Dividing a market into distinct groups of buyers who have distinct needs, characteristics, or behavior and who might require separate services or marketing programs is called market segmentation. A market segment consists of customers who respond in a similar way to given set or marketing efforts. 

Target Marketing: 

The process of evaluating each market segments attractiveness and selecting one or more segments to enter. A company should target segments in which it can profitability generate the greatest customer value and sustain it over time.

Market positioning: 

Arranging for product or service to occupy a clear, distinctive, and desirable place relative to competing products or service in the minds of target customer. Thus marketers plan positions that distinguish their products or services form or competing brands and give them the greatest strategic advantage in their target markets.  

3. 4 Capturing value form Customers

The first four steps in the marketing process involve building customer relationship by creating and delivering superior customer value. The final step involves capturing value in return, in the form of current and future sales, market share, and profits. By creating superior customer value, the firm creates highly satisfied customers who stay loyal and bye more. This, in turn, means greater long-run returns for firm. Here, we discuss the outcomes of creating customer value: customer loyalty and retention, share of customer, and customer equity.

Creating Customer loyalty and Retention 

Good customer relationship management creates customer delight. In turn, delighted customers remain loyal and talk favorably to others about the bank and its services. Studies show big differences in the loyalty of customers who are less satisfied, somewhat satisfied, and completely satisfied. Even a slight drop from complete satisfaction can create an enormous drop in loyalty.

Companies are realizing that losing a customer means losing more than a single sale. It means losing the entire stream of purchase that the customer would make over a lifetime of patronage. For example- here is a dramatic illustration of Customer Lifetime value.

Growing Share of Customer

Beyond simply retaining good capture customer lifetime value, good customer relationship management can help marketers to increase their share of customer- The share they get of the customers purchasing in their service categories. Many marketers are now spending less time figuring out how to increase share of market and more time trying to grow share the customer.

Customer Equity

· The combined customer lifetime values of all current and potential customers.

· Measures a firm’s performance, but in a manner that looks to the future.

· Choosing the “best” customers is key.

3.5 Customer Needs, Behaviors, and Values Clarified 

· Banks achieve better prospect and customer management by combining profitability, behavioral segmentation, and analysis 

· Banks deliver information to customer touch points (e.g., branches or call centers) to influence customer activity and workflow management

· Stage Two banks manage and influence the workflow of their branches and call centers, and generate more effective customer acquisition and management activities

3. 6 Building the Right Relationships with the Right Customer

Companies should manage customer equity carefully. They should view customers as assets that need to be managed and maximized. Nevertheless, not all customers, not even all loyal customers are good investments. Surprisingly, some loyal customers can be unprofitable, and some disloyal customer can be profitable. Which customers should the company or bank acquire and retain. The company can classify customers according to their potential profitability and manage its relationships with them accordingly customer relationship groups. This group classifies customer into one of four relationship groups, according to their profitability and projected loyalty. Each group requires a different relationship management strategy. Which are discussed follows very briefly:   
	Butterflies

Good fit between companies or banks offerings and customer’s need; high profit potential.
	True Friends

Good fit between companies or banks offerings and customer’s need; highest profit potential.

	Strangers

Little fit between companies or banks offerings and customer’s need; lowest profit potential.
	Barnacles

Limited fit between companies or banks offerings and customer’s need; low profit potential.


 High

Profitability

Low

Profitability 

                                                        Figure-: Different relationship management strategy

          Butterflies: Are profitable but not loyal. Good fit between companies or banks offerings and        customer’s needs. However like real butterflies, we can enjoy for only a short while and there gone.

         True Friends: Are both profitable and loyal. There is strong fit between their needs and the companies or banks offerings. The firm or bank wants to make continuous relationship investments to delight these customers and nature, retain and grow them. It wants to turn true friends into “true believes” who come back regularly and tell others about their good experiences with the bank or company.

Strangers: It shows low profitability and little projected loyalty. There is little fit between the companies or banks offerings and their needs. The relationship management strategy for these customers is simple. 

Barnacles: Are highly loyal but not very profitable. There is a limited fit between companies or banks offerings. For example- a Uttara bank customer who is regularly but do not generate enough returns to cover the costs of maintaining their accounts. Like barnacles on the hull of a ship they create drag. Barnacles are perhaps the most problematic customers. The bank might be able to improve their profitability by selling them more, raising their fees, or reducing service to them. However, if they cannot be made profitable, they should be “fired”.

The point here is an important one: That is different types of customers require different relationship management strategies. The goal is to build the right relationships with the right customers.

4.0 General  Banking

General banking department is the heart of all banking activities. This is the busiest and important department of a branch, because funds are mobilized, cash transactions are made; clearing, remittance and accounting activities are done here.

Since bank is confined to provide the services everyday, general banking is also known as ‘retail banking’. In Uttara Bank Limited Principal Branch, the following departments are under general banking section:

4.1 A)
Account opening section

4.2 B)
Cash Section

4.3 C)
Local Remittances 




4.4 D)
Clearing section 

4.5 E)    Accounts section

4.1 A) Account opening section
Account opening is the gateway for clients to enter into business with bank. It is the foundation of banker customer relationship. This is one of the most important sections of a branch, because by opening accounts bank mobilizes funds for investment. Various rules and regulations are maintained and various documents are taken while opening an account. A customer can open different types of accounts through this department. Such as:

4.1. 1. Current Deposit.

4.1. 2. Savings account.

4.1.3. Short notice deposit (SND)

4.1. 4. Fixed Deposit Receipt Account/ FDR Account  
4.1. 5. Short Tram Deposit / STD Account  
4.1.1. Current Deposit

Current account is purely a demand deposit account. There is no restriction on withdrawing money from the account. It is basically justified when funds are to be collected and money is to be paid at frequent interval. Some important points have been discussed in the project part.

4.1.2. Savings Bank Account

This deposit is primarily for small-scale savers. Hence, there is a restriction on withdrawals in a month. Heavy withdrawals are permitted only against prior notice. Some Important Points have been discussed in project part.
4.1.3. SND (Short Notice Deposit) Account

Normally various big companies, organizations, Government Departments keep money in STD account. Frequent withdrawal is discouraged and requires prior notice.  The deposit should be kept for at least seven days to get interest. The interest offered for STD is less than that of savings deposit. Interest is calculated based on daily minimum product and paid two times in a year. Interest rate is 6.00%.
4.1.4. Fixed Deposit Receipt Account/ FDR Account  
Any Bangladeshi national residing home or abroad may open FDR with Uttara Bank Limited. FDR may be opened single/joint name for a period of 3, 6, 12, 24 and 36 months. Uttara Bank Limited offers attractive/competitive rate of interest in FDR.

4.1.5. Short Tram Deposit / STD Account  
Govt. Semi-Govt. Autonomous organization and an individual may open STD Account with Uttara Bank Limited. Uttara Bank Limited offers attractive/competitive rate of interest in STD Account. 7 days notice required to withdraw big amount. 
Head office provides the attractive and competitive interest rate for customers

	No.
	                                         Types of Deposits
	                        Interest Rates

	1
	Savings Deposit
	                                 6 %

	2
	STD (Short Term Deposit)
	                                 5 %

	3
	FDR for 3(Three)  month and above
	                                 9.25 %

	4
	FDR for 6(Six) months and above
	                                 9.50 %

	5
	FDR for 1(one) year months and above
	                                10.00 %

	6
	FDR for 2(Two) year months and above
	                                10.25 %                           

	Note: The rate of interest offered earlier on FDR (s) shall remain  unchanged till their next maturity 


Number of the accounts:

	Particulars
	No. of Accounts

	Savings Accounts 
	 9216

	Current Account
	 1890

	Cash Credit(CC) 
	 92

	STD (Short Term Deposit)
	 33

	 FDR for 3 months
	131

	 FDR for 6 months
	13

	 FDR for 1 year
	69

	 FDR for 2 year
	12

	 FDR for 3 year
	17


Table-01
 Account Opening procedure
	Step 1
	The account should be properly introduced by Any one of the following: 

· An existing Current Account holder of the Bank.

· Officials of the Bank not below the rank of an Assistant officer.

A respectable person of the locality well known to the Manager/Sub-Manager of the Branch concerned.

	Step 2
	Receiving filled up application in bank’s prescribed form mentioning what type of account is desired to be opened

	Step 3
	· The form is filled up by the applicant himself / herself. 

· Two copies of passport size photographs from individual are taken, in case of firms photographs of all partners are taken.

· Applicants must submit required documents.

· Application must sign specimen signature sheet and give mandate.

· Introducer’s signature and accounts number – verified by legal officer.

	Step 4
	Authorized Officer accepts the application.

	Step 5
	Minimum balance is deposited – only cash is accepted.

	Step 6
	Account is opened and a Cheque book and pay-in-slip book is given.


Documents required for opening account

 □   Individual / Joint Account

1. Introduction of the account.

2. Two photographs of the signatories duly attested by the introducer.

3. Identity (copy of passport).

4. Joint Declaration Form (For joint a/c only).

5. Employee’s Certificate (in case of service holder).

 □   Partnership account

1. Introduction of the account.

2. Two photographs of the signatories duly attested by the introducer.

3. Partnership letter duly signed by all partners (Sign should be similar as stated in Partnership Deed).

4. Partnership Deed duly certified by Notary public.

5. Registration (If any).

6. Updated Trade license.

□    Proprietorship account

1. Introduction of the account.

2. Two    photographs of the signatories duly attested by the introducer.

3. Valid copy of Trade License.

4. Rubber stamp.

5. TIN number certificate.

6. Identity (Copy of passport).

7. Permission letter from DC/ Magistrate (in case of newspaper)

□   Limited company

1. Introduction of the account.

2. Two photographs of the signatories duly attested by the Introducer.

3. Valid copy of Trade License.

4. Board resolution of opening A/C duly certified by the Chairman/Managing Director.

5. Certificate of Incorporation.

6. Certificate of Commencement (In case of Public limited company). 

7. Certified (joint stock) true copy of the Memorandum and Article of Association of the Company duly attested by Chairman or Managing Director.

8. List of directors along with designation & specimen signature.

9. Latest certified copy of Form – xii (to be certified by register of joint stock companies) (In case of Directorship change).

      10. Rubber Stamp (Seal with designation of each person)

      11. Certificate of registration (In case of Insurance Company                              

      12.Obtained from department of Insurance from the      Peoples Republic of BD).

□    Club / societies account

1. Introduction of the account.

2. Two photographs of the Signatories duly attested by the introducer.

3. Board Resolution for Opening A/C duly certified by President/ Secretary.

4. List of Existing Managing Committee.

5. Registration (if any).

6. Rubber Stamp.

7. Permission letter from Bureau of N.G.O. (In case of N.G.O. A/C).

Closing of an account

The closing of an account may happen,

· If the customer is desirous to close the account,

· If the Uttara Bank finds that the account is inoperative for a long duration.

· If the court of Uttara Bank issues garnishee order.

A customer may close his/her account any time by submitting an application to the branch. The customer should be asked to draw the final check for the amount standing to the credit of his/her account less the amount of closing an other incidental charge and surrender the unused check leaves. The account should be debited for the account closing charge etc. and the authorized officer of the bank should destroy unused check. In case of joint account the application for closing the account should be signed by the joint account holder. The fee for closing of an account is Tk.50.

4.2 B) Cash  Section

Major activities of this section are​
· Receipt of Cash.

· Payment of cash.
· Balancing, Checking and Safe Custody of Cash.
· Receiving of cheque deposited for clearing.
Cash Receiving

It is one of the major functions of this section. Cash deposited by the clients to be received by this section. The concerned person shall take care of the following things:
· Deposit slip is billed up properly and Scholl the deposit slip

· Date, Account no., Account name, Amount in figure and in words, Denomination are   properly written.
· Physical count of the cash.
· Writing the amount in figure on the counter part.
· Obtaining signature of authorized persons.

· Deliver the counter part to the client.
· Balance the physical rash with total receipt of cash through vouchers.

Cash Payment

· Another major function of the section steps of making a payment:

· Receive the cheque and token the cheque.
· Verily that the cheque is of' our branch and date. Amount in figure and write works, signatures are correct.
· Make entry in computer.
· If transaction is successful, make payment.
· Take two signature of the receiver on backside of the cheque and write denomination.
Receiving of Cheque Deposited For Clearing

In this case the concerned person will take care that the particulars of the cheque deposited for clearing are properly written in the deposit slip. Then write the amount in figure on the counter part, obtain signature of the authorized poisons, return the counter part of the deposit slip to the client and the cheque to the clearing section. The in-charge of' this section holds the responsibility to maintain the following registers.

· Vault register: In this roister withdrawal of cash, Deposit of Cash and Balance of cash arc written with denominations.

· Cash register: In this register Opening Balance. Total Receipts, Total Payments anal Closing Balance with denominations are recorded.

4.3 C) Local Remittance

Carrying cash money is troublesome and risky. That’s why money can be transferred from one place to another through banking channel. This is called remittance. Remittances of funds are one of the most important aspects of the Commercial Banks in rendering services to its customers. 

Types of remittance: 

· Between banks and non banks customer

· Between banks in the same country

· Between banks in the different centers.

· Between banks and central bank in the same country

· Between central bank of different customers.

The main instruments used by the Uttara Bank of remittance of funds are 

· Payment order (PO)

· Demand Draft (DD)

· Telegraphic Transfer (TT)

So the basic three types of local remittances are discussed below:

Table- 02

	Points
	Pay Order
	Demand Draft
	TT

	Explanation
	Pay Order gives the payee the right to claim payment from the issuing bank
	Demand Draft is an order of issuing bank on another branch of the same bank to pay specified sum of money to payee on demand.
	Issuing branch requests another branch to pay specified money to the specific payee on demand by Telegraph /Telephone

	Payment from
	Payment from issuing branch Only
	Payment from ordered branch
	Payment from ordered branch

	Generally used to Remit fund
	Within   the clearinghouse area of issuing branch.
	Outside the clearinghouse area of issuing branch. Payee can also be the purchaser.
	Anywhere in the country

	Payment Process of the paying bank
	Payment is made   through clearing
	1. Confirm that the DD is not forged one. 

2.Confirm with sent advice 

3.Check the ‘Test Code’ 

4.Make payment
	1.Confirm issuing branch

2.Confirm Payee A/C

3.Confirm amount

4.Make payment

5.Receive advice

	Charge
	Only commission
	Commission + telex charge
	Commission     +

Telephone


Term Deposit Receipt

The Local Remittance section of Uttara Bank Motijheel Branch also issues TDR. They are also known as time deposit or time liabilities. These are deposits, which are made with the bank for a fixed period, specified in advance. The bank need not maintain cash reserves against these deposits and therefore, the bank offers higher of interest on such deposits.

· Term Deposits: These rates are not negotiable. In this table we can find out the percentage that is given by the bank for specific period of time to the customer.

4.4 D) Clearing Section

The amount of Cheques, Pay Order (P.O), and Demand Draft (D.D) Collection from other banks on behalf of its customer is a basic function of a Clearing Department.

· Clearing:  Clearing is a system by which a bank can collect customers fund from one bank to another through clearing house.  

· Clearing House:  Clearing House is a place where the representatives of different banks get together to receive and deliver Cheques with another banks.

· Normally, Bangladesh Bank performs the Clearing House in Dhaka, Chittagong, Rajshahi, Khulna & Bogra. Where there is no branch of Bangladesh Bank, Sonali bank arranges this function.

· Member of Clearing House:  Uttara Bank limited is a scheduled Bank. According to the Article 37(2) of Bangladesh Bank Order, 1972, the banks which are the member of the clearinghouse are called as Scheduled Banks. The scheduled banks clear the cheque drawn upon one another through the clearinghouse.
· Types of Clearing
A) Outward Clearing: When the Branches of a Bank receive cheque from its customers drawn on the other Banks within the local clearing zone for collection through Clearing House, it is Outward Clearing.

B) Inward Clearing : When the Banks receive cheque drawn on them from other Banks in the Clearing House, it is Inward Clearing.

· Who will deposit cheque for Clearing:  Only the regular customers who have Savings, Current, STD & Loan Account in the bank can deposit cheque for collection of fund through clearing house. 

· Responsibility of the concerned officer for the Clearing Cheque and being work with department, following are the issues

1) Crossing of the cheque.

2) (Computer) posting of the cheque.

3) Clearing seal & proper endorsement of the cheque.

4) Separation of cheque from deposit slip.

5) Sorting of cheque 1st bank wise and then on branch wise.

6) Computer print 1st branch wise & then bank wise.

7) Preparation of 1st Clearing House computer validation sheet.

8) Examine computer validation sheet with the deposit slip to justify the computer posting 

9) Copy of computer posting in the floppy disk.

· Bills   Collection:  In modern banking the mechanism has become complex as far as smooth transaction and safety is concerned. Customer does pay and receive bill from their counterpart as a result of transaction. Commercial bank’s duty is to collect bills on behalf of their customer. 
 Types of Bills for Collection

i. Outward Bills for Collection (OBC).

ii. Inward Bills for Collection (IBC).

What is OBC ?

OBC means Outward Bills for Collection .OBC exists with different branches of different banks outside the local clearinghouse. Normally two types of OBC:

1) OBC with different branches of other banks.

2) OBC with different branches of the same bank. 

Procedure of OBC:

1) Entry in the OBC register.

2) Put OBC number in the cheque.

3)  “Crossing seal” on the left corner of the cheque & “payees account” will be credited on realization “seal” on the back of the cheque with signature of the concerned officer. 

4) Dispatch the OBC cheque with forwarding.

5) Reserve the photocopy of the cheque, carbon copy of the forwarding and deposit slip of the cheque in the OBC file.

Inward bills for collection (IBC)

When the banks collect bills as an agent of the collecting branch, the system is known as IBC. In this case the bank will work as an agent of the collection bank. The branch receives a forwarding letter and the bill.

Procedure of IBC:

1. IBC against OBC: To receive the OBC cheque first we have to give entry in the IBC Register .The IBC number should put on the forwarding of the OBC with date.

2. Deposit of OBC amount: OBC cheque amount is put into the “sundry deposit-sundry Creditors account”, prepare debit & credit voucher of it. If the OBC cheque is honored, send credit advice (IBCA) with signature & advice number of the concern branch for the OBC amount.

3. If the OBC cheque is dishonored, the concerned branch is informed about it.

4. Again place in the clearing house or send the OBC cheque with Return Memo to the issuing branch according to their information.

4.5 E) Accounts Section

Accounts Department is called as the nerve Centre of the bank. In banking business, transactions are done every day and these transactions are to be recorded properly and systematically as the banks deal with the depositors’ money.  Improper recording of transactions will lead to the mismatch in the debit side and in the credit side. To avoid these mishaps, the bank provides a separate department, whose function is to check the mistakes in passing vouchers or wrong entries or fraud or forgery. This department is called as Accounts Department. If any discrepancy arises regarding any transaction this department report to the concerned department.

Besides these, the branch has to prepare some internal statements as well as some statutory statements, which are to be submitted to the Central Bank and the Head Office. This department prepares all these statements.

Workings of this department:
· Packing of the correct vouchers according to the debit voucher and the credit voucher

·  Recording the transactions in the cashbook.

· Recording the transactions in general and subsidiary ledger.

· Preparing the daily position of the branch comprising of deposit and cash.

· Preparing the daily Statement of Affairs showing all the assets and liability of the branch as per General Ledger and Subsidiary Ledger separately.

· Making payment of all the expenses of the branch

· Recording inters branch fund transfer and providing accounting treatment in this regard.

· Preparing the monthly salary statements for the employees

· Preparing the weekly position for the branch which is sent to the Head Office to maintain Cash Reserve Requirement (C.R.R)

· Preparing the monthly position for the branch which is sent to the Head Office to maintain Statutory Liquidity Requirement (S.L.R)

· Make charges for different types of duties

· Preparing the budget for the branch by fixing the target regarding profit and deposit so as to take necessary steps to generate and mobilize deposit.

· Checking of Transaction List.

· Recording of the vouchers in the Voucher Register.

4.6 Other department of Uttara Bank Limited

4.6.1 Foreign exchange

Foreign exchange is the means and methods by which rights to wealth in a country’s currency are converted into rights to wealth in another country’s currency. In banks when we talk of foreign exchange, we refer to the general mechanism by which a bank converts currency of one country into that of another. Foreign Exchange Department (FED) is the international department Bangladesh Bank issues license to scheduled banks to deal with foreign exchange. These banks are known as Authorized Dealers.  If the branch is authorized dealer in foreign exchange market, it can remit foreign exchange from local country to foreign countries.  So Uttara Bank, Principal branch is an authorized dealer.

There are three kinds of foreign exchange transaction:

A) Import

B) Export

C) Foreign Remittance.

4.6.1.1 A) Import

To import, a person should be competent to be an importer’. According to Import and Export Control Act, 1950, the Office of Chief Controller of Import and Export provides the registration (IRC) to the importer. In an international business environment, buyers and sellers are generally unknown to each other. So seller of goods always seeks security for the payment of his exported goods. Bank gives export guarantee that it will pay for the goods on behalf of the buyer if the buyer does not pay. This guarantee is called Letter of Credit. Thus the contract between importer and exporter is given a legal shape by the banker by ‘Letter of Credit’.

· Letter of Credit

· Definition

A letter of credit is a letter issued by a bank (know as the opening or the issuing bank) at the instance of its customer (known as the opener) addressed to a person (beneficiary) undertaking that the bills drawn by the beneficiary will be duly honored by it (opening bank) provided certain conditions mentioned in the letter gave been complied with.

Table- 03

Parties to the L/C

	Importer
	Who applies for L/C

	Issuing Bank
	It is the bank which opens/issues a L/C on behalf of the importer.

	Confirming Bank
	It is the bank, which adds its confirmation to the credit and it, is done at the request of issuing bank. Confirming bank may or may not be advising bank.

	Advising or Notifying Bank
	It is the bank through which the L/C is advised to the exporters. This bank is actually situated in exporter’s country. It may also assume the role of confirming and / or negotiating bank depending upon the condition of the credit.

	Negotiating Bank
	It is the bank, which negotiates the bill and pays the amount of the beneficiary. The advising bank and the negotiating bank may or may not be the same. Sometimes it can also be confirming bank.

	Accepting Bank
	It is the bank on which the bill will be drawn (as per condition of the credit). Usually it is the issuing bank.

	Reimbursing Bank
	It is the bank, which would reimburse the negotiating bank after getting payment – instructions from issuing bank.


Steps for import L/C Operation – 8 steps operation
Step 1 - Registration with CCI&E

· For engaging in international trade, every trader must be first registered with the Chief Controller of Import and Export.

· By paying specified registration fees to the CCI&E. the trader will get IRC/ERC  (Import/Export Registration Certificate), to open L/C with bank, this IRC is must.
Step 2 - Determination terms of credit

· The terms of the letter of credit are depending upon the contract between the importer and exporter. The terms of the credit specify the amount of credit, name and address of the beneficiary and opener, tenor of the bill of exchange, period and mode of shipment and of destination, nature of credit, expiry date, name and number of sets of shipping documents etc.
Step 3 - Proposal for Opening of L/C

To have an import LC limit an importer submits an application to department to Uttara Bank. The proposal contains the following particulars:

· Full particulars of the bank account

· Nature of business 

· Required amount of limit

· Payment terms and conditions

· Goods to be imported 

· Offered security

· Repayment schedule
Step 4 - Application by importer to the banker to open letter of credit

· For opening L/C, the importer is required to fill up a prescribed application form provided by the banker along with the following documents:

Table- 04

	1. L/C Application form
	7. Authority to debit account

	2. Filled up LCA form
	8. Filled up amendment request Form

	3. Demand Promissory Note
	9. IMP form

	4. pro-forma invoice
	10. Insurance cover note and money receipt.

	5. Tax Identification number
	11. Membership certificate

	6.Import registration certificate
	12. Rate fluctuation undertaking


Step 5 - Opening of L/C by the bank for the opener:

· Taking filled up application form from the importer.

· Collects credit report of exporter from exporter’s country through his foreign correspondence there. 

· Opening bank then issues credit by air mail/TELEX/SWIFT followed by L/C advice as asked by the opener through his foreign correspondent or branch as the case may be, at the place of beneficiary. The advising bank advises the L/C to the beneficiary on his own form where it is addressed to him or merely hand over the original L/C to the beneficiary if it is so addressed.
Step 6 – Shipment of goods and lodgment of documents by exporter:

· Then exporter ships the goods to the destination of the importer country. 

· Sends the documents to the L/C opening bank through his negotiating bank. Generally the following documents are sent to the Opening Banker with L/C:

Table- 05

	1. Bill of Exchange
	6. Packing List

	2. Bill of Lading
	7. Advice Details of Shipment

	3. Commercial Invoice
	8. Pre-shipment Inspection Certificate

	4. Certificate of Origin
	9. Vessel Particular

	5. A certificate stating that each packet contains the description of goods over the packet.
	10.Shipment Certificate


Step 7 - Lodgment of Documents by the opening Bank from the negotiating bank:

After receiving the documents, the opening banker scrutinizes the documents. If any discrepancy found, it informs the importer. If importer accepts the fault, then opening bankers call importer retiring the document. At this time many thing can happen. These are indicated in the following:

· Discrepancy found but the importer accepts - no problem occurs in lodgment.

· Discrepancy found and importer not agreed to accept - In this case, importer protest and send back all the documents to the exporter and request his to make in the specified manner. Here banker is not bound to pay because the documents send by exporter is not in accordance with the terms of L/C.

· Documents are OK but importer is willing to retire the documents - In this case bank is obligated to pay the price of exported goods. Since importer did not pay for bill of exchange, this payment by bank is one kind of credit to the importer and this credit in banking is known as PAD.
· Everything is O.K. but importer fails to clear goods from the port and request bank to clear - In this case banks clear the goods and takes delivery of the same by paying customs duty and sales tax etc. So, this expenditure is debited to the importer’s account and in banking it is called LIM.
Step 8 - Retirement

             The importer receives the intimation and gives necessary instruction to the bank for retirement of the import bills or for the disposal of the shipping document to clear the imported goods from the customs authority. The importer may instruct the bank to retire the documents by debiting his account with the bank or may ask for LTR (Loan against Trust Receipt).

Accounting Procedure in case of L/C Opening

When the officer thinks fit the application to open a L/C, giving the following entries- creates the following charges-

Table- 06

	Particulars
	Debit/ Credit
	Charges in Taka

	Customer’s A/C
	Debit
	

	L/C Margin A/C
	Credit
	

	Commission A/C on L/C
	Credit
	50%

	VAT
	Credit
	15% on commission

	SWIFT Charge
	Credit
	3000/=

	Datamax
	Credit
	1000/=

	Stamp
	Credit
	150/=

	Postage
	Credit
	300/=

	DHL/Courier
	Credit
	1500/=


Amendment of L/C

After opening of L/C some time’s alteration to the original terms and conditions become necessary. These amendments involve changes in 

    A. Unit price

    B. Extension of validity o the L/C 

    C. Documentary requirements etc.

Such amendments can be affected only if all the concerned parties agree. The beneficiary, The importer, the issuing bank and the advising bank. 

For any amendment the importer must request the issuing bank in writing duly supported by revised indent/ Proforma invoice. The issuing bank then advises the required amendment to the advising bank. L/C amendment commission including postage is charged to the clients A/C. 

 Loan against Trust Receipts (LTR)

· Advance against a Trust Receipt obtained from the Customers are allowed to only first class tested parties when the documents covering an import shipment or other goods pledged to the Bank as security are given without payment. However, for such advances prior permission/sanction from Head Office must be obtained.

· The customer holds the goods or their sale-proceeds in trust for the Bank, till such time, the loan allowed against the Trust Receipts is fully paid off.

· The Trust Receipt is a document that creates the Banker’s lien on the goods and practically amounts to hypothecation of the proceeds of sale in discharge of the lien.

Loan against Imported Merchandise (LIM)

Advance (Loan) against the security of merchandise imported through the Bank may be allowed either on pledge or hypothecation of goods, retaining margin prescribed on their Landed Cost, depending on their categories and Credit Restriction imposed by the Bangladesh Bank. Bank shall also obtain a letter of undertaking and indemnity from the parties, before getting the goods cleared through LIM Account.

Payment Procedure of Import Documents

This is the most sensitive task of the Import Department. The officials have to be very much careful while making payment. This task constitutes the following:

· Date of Payment

        Usually payment is made within seven days after the documents have been received. If the payment is become deferred, the negotiating bank may claim interest for making delay.

· Preparing Sale Memo

A sale memo is made at B.C rate to the customer. As the T.T & O.D rate is paid to the ID, the difference between these two rates is exchange trading. Finally, an Inter Branch Exchange Trading Credit Advice is sent to ID.

· Requisition for the Foreign Currency

 For arranging necessary fund for payment, a requisition is sent to the International Department.

· Transmission of Message 

Message is transmitted to the correspondent bank ensuring that payment is being made.

4.6.1.2 B) Export

Understanding

The goods and services sold by Bangladesh to foreign households, businessmen and Government are called export. The export trade of the country is regulated by the Imports and Exports (control) Act, 1950. There are a number of formalities, which an exporter has to fulfill before and after shipment of goods. The exports from Bangladesh are subject to export trade control exercised by the Ministry Of Commerce through Chief Controller of Imports and Exports (CCI & E). No exporter is allowed to export any commodity permissible for export from Bangladesh unless he is registered with CCI & E and holds valid Export Registration Certificate (ERC). The ERC is required to be renewed every year. The ERC number is to be incorporated on EXP forms and other documents connected with exports.

Formalities and procedure of Export L/C
1. Obtaining exports LC: To get export LC form exporter issued by the importer.

2. Submission of export documents: Exporter has to submit all necessary documents to the collecting bank after shipping of goods. 

3. Checking of export documents:  After getting the documents banker used to check the documents as per LC terms.

4. Negotiation of export documents:  If the bank accepts the document and pays the value draft to the exporter and forward the document to issuing bank that is called a negotiating bank. If the bank does buy the LC then the bank normally acts as collecting bank.

5. Realization of proceeds: This is the period when the issuing bank has realized the payment.

6. Reporting to the Bangladesh bank:  As per instruction by Bangladesh bank the bank has to report to respective department of Bangladesh bank by mentioning latest payment.

7. Issue to proceeds realization certificate (PRC):  Bank has to issue proceed realization certificate of export LC to the supplier / exporter for getting cash assistance. 

· Back-To-Back L/C

It is simply issued to the clients against an import L/C. Back-to-Back mechanism involves two separate L/C. One is master Export L/C and another is Back-to-Back L/C. On the strength of Master Export L/C bank issues bank to Back L/C. Back-to-Back L/C is commonly known as Buying L/C. On the   contrary, Master Export L/C is known as Selling L/C.

Features of Back to Back L/C

· An Import L/C to procure goods /raw materials for further processing.

· It is opened based on Export L/C.

· It is a kind of Export Finance.

· Export L/C is at Sight but back to Back L/C is at insurance.

· No margin is required to open Back to back L/C

· Application is registered with CCI&E 

· Applicant has bonded warehouse license.

· L/C value shall not exceed the admissible percentage of net FOB value of relative Master L/C.

· Insurance period will be up to 180 days.

· The import L/C is opened for 75% of the value of Export L/C. 

· Here L/C issued against the lien of export L/C.

· Arrangements are such that export L/C matures first then out of this export profit, import L/C is paid out.
Documents Required for Opening a Back-to-back L/C
In Uttara Bank Principal Branch, following papers/ documents are required for opening a back-to-back L/C-

1. Master L/C
2. Valid Import Registration Certificate (IRC) and Export Registration Certificate (ERC)

3. L/C Application and LCAF duly filled in and signed

4. Proforma Invoice or Indent.

5. Insurance Cover Note with money receipt.

6. IMP Form duly signed.

In addition to the above documents, the followings are also required to export oriented garment industries while requesting for opening a back-to-back L/C –

1. Textile Permission.

2. Valid Bonded Warehouse License.

3. Quota Allocation Letter issued by the Export Promotion. Bureau (EPB) in favor of the applicant for quota items.

· Payment of back to back l/c:

In case back to back as 60-90-120-180 days of maturity period, deferred payment is made. Payment is given after realizing export proceeds from the L/C issuing bank.

Negotiation of Export Documents:

Negotiation stands for payment of value to the exporter against the documents stipulated in the L\C. If documents are in order, Uttara Bank purchases (negotiates) the same on the basis of banker- customer relationship. This is known as Foreign Documentary Bill Purchase (FDBP).

If the bank is not satisfied with the documents submitted to Uttara Bank gives the exporter reasonable time to remove the discrepancies or sends the documents to L/C opening bank for collection. This is known as Foreign Documentary Bill for Collection (FDBC) entered into the Foreign bill Purchased (F.B.P) register. The documents are sent to the L/C opening. 

· Presentation of export documents for negotiation/Purchase:

After shipment, exporter submits the following documents to Uttara Bank for negotiation.

· Bill of exchange  

· Bill of Lading 

· Invoice

· Insurance Policy/Certificate

· Certificate of Origin

· Inspection Certificate

· Consular Invoice

· Packing List

· Quality Control Certificate

· G.S.P. certificate.

Payment Procedure for FDBP:

(i) After purchasing the documents, Uttara Bank gives the following entries:

FDBP A/C ---------------------------------------------------- Dr. (at OD sight rate)

Customer A/C ------------------------------------------------ Cr

(Before realization of proceeds)

             Bank would realize only postage charges from the exporter.

(ii) Subsequently, Bank will send the documents to the L/C opening Bank for payment with a forwarding letter detailing the enclosures. Upon realization of proceeds the Negotiating Bank would pass the following vouchers: 

Head Office A/C -------------------------------------------- Dr. (at T.T Clean rate)

FDBP A/C --------------------------------------------------- Cr    

Income A/C Profit on Exchange Trading --------------- Cr.

   (Adjustment after realization of proceeds)

    A FDBP Register is maintained for recording all the particulars.

Foreign documentary bills for collection (FDBC):

Uttara Bank forwards the documents for collection due to the following reasons-
· If the documents have discrepancies.

· If the exporter is a new client.

FDBC signifies that the exporter will receive payment only when the issuing bank gives payment. Uttra Bank make regular follow-up with the L/C opening Bank in case of any delay in getting payment. 

Settlement of Local Bills:

1. The settlement of local bills is done in the following ways –

2. The customer submits the L/C to Uttara Bank along with  the documents to negotiate

3. Uttara Bank official scrutinizes the documents to ensure the conformity with the terms and conditions.

4. The documents are then forwarded to the L/C opening bank.

5. The L/C issuing bank gives the acceptance and forwards an acceptance letter.

6. Payment is given to the customer on either by collection basis or by purchasing the document.

Mode of payment of export bill under L/C:

As per UCPDC 500, 1993 revision there are four types of credit. These are as follows:

· Sight Payment Credit: In a Sight Payment Credit, the banks pay the stipulated sum immediately against the exporter’s presentation of the documents.

· Deferred payment Credit: In deferred payment, the bank agrees to pay on a specified future date or event, after presentation of the export documents. No bill of exchange is involved. Payment is given to the party at the rate of D.A 60-90-120-180 as the case may be. But the Head office is paid at T.T clean rate. The difference between the two rates us the exchange trading for the branch.

· Acceptance credit: In acceptance credit, the exporter presents a bill of exchange payable to him to drawn at the agreed tenor (that is, on a specified future date or event) on the bank that is to accept it. The bank signs its acceptance on the bill and returns it to the exporter. The exporter can then represent it for payment on maturity. Alternatively he can discount it in order to obtain immediate payment.

· Negotiation Credit: In Negotiation credit, the exporter has to present a bill of exchange payable to him in addition to other documents that the bank negotiates.

4.6.1.3 Foreign Remittance

Uttara Bank Limited is the members of MoneyGram and SWIFT networks. Using the services of these global network, non resident Bangladesh nationals can send money from abroad to their home country within a few minutes without any risk, Besides Money Gram, they have also arrangement with foreign money exchange companies like U.S.E. Exchange Co. Redha-al-Ansari Co. etc. through which Bangladeshi expatriates can remit these money to their relatives in home country very easily and safely using SWIFT network. MoneyGram and SWIFT mechanism ensure 100% secured and quickest possible mode of money transfers from abroad tour country and Bangladeshi money receivers are enjoying these facilities through us. Uttara Bank Limited is rendering exceptional services to its clients by arranging such private remittance of money from foreign countries to Bangladesh.

MoneyGram

Uttara Bank Limited is very happy to announce to have joined hands with MoneyGram Payment Systems Inc to serve expatriates to send money back home quickly from anywhere in the word. Moreover, money can also be sent quickly through MoneyGram from Bangladesh to other parts of the World as is done through the banking channel. At the moment we are concentrating on home remittances being sent by the expatriates. 
MoneyGram Payment system Inc is a non-back provider of electronic money transfer service. MoneyGram is providing its customers a service of an unsurpassed quality and superior value. MoneyGram has over 25,000 Agent locations throughout the world. Persons anywhere require transferring cash quickly, reliably, conveniently and at attractive prices to more than 115 countries can depend MoneyGram agents for the service. 

 
SWIFT Networks:
Uttara Bank Limited is a member of the Society for Worldwide Inter-bank Financial Telecommunication (in abbreviation SWIFT). Through this fast, reliable and secure global communication, UBL has gained 24 hours connectivity with over 7000 financial institutions in 200 countries for transmission of LCs, Guarantees, funds transfers and payment etc.

Foreign Currency Accounts

Any person/firm/organization who earns foreign currency can open Foreign Currency Account with UBL. Payments in foreign currency may be made freely abroad from this account and local payment in Taka may also be made from this account. Bank pay interest provided the accounts are maintained in the form of term deposit for minimum period of 90 days.

4.6.2 F) Loans and Advance

This is the survival unit of the bank because until and unless the success of this department is attained, the survival is a question to every bank. If this section does not properly work the bank it may become bankrupt. This is important because this is the earning unit of the bank. Banks are accepting deposits from the depositors in condition of providing profit to them as well as safe keeping their interest. Now the question may gradually arise how the bank will provide profit to the clients and the simple answer is – Loans & Advance. 

Process of Loan
Table- 07 

	Heads
	Characteristics

	Application
	Applicant applies for the loan in the prescribed form of the bank describing the types and purpose of loan.



	Sanction
	1. Collecting credit information about the applicant to determine the credit worthiness of the borrower. Sources of information

2. Personal Investigation, Confidential Report from other bank, Head Office/Branch/Chamber of Commerce.

3. CIB (Central Information Bureau) report from Central Bank.

i. Evaluation of compliance with its lending policy. 

ii. Evaluating the proposed security.

4. LRA is must for the loan exceeding one core – as ordered by Bangladesh Bank.

5. If everything is in accordance the loan is sanctioned.

	Documentation
	Then bank prepare a loan proposal which contains terms and conditions of loan for approval of H.O. or Manager.

Takes the necessary papers and signatures from borrower.

	Disbursement
	A loan Account is opened. 

Where customer A/C-------------------------Dr.

      Respective Loan A/C   -------------------Cr.                      


Types of Loans and Advances

The different types of loans and advances that Uttara Bank offers are being discussed in project part as well.

Reasons for loan default

	Sick management

 Integrity

Cooperation

 Financial/Marketing knowledge/

 Technical knowledge/Experience

 Endurance and Judgment
	Sick operation

Efficient machinery’s 

Skilled labor/supervision 

Good labor relation 

Utilities of raw materials

	Sick market

 Freedom 

Openness 

Growth 

Stability
	Sick finance 

Working capital 

Repayment period 

Flexible rate of interest

Assets matching to liabilities Collateral’s Capital market

	Sick product 

Quality 

Competitiveness 

Demand 

Durability
	Other reasons 

Reputation 

Analysis of balance sheet 

Lending risk analysis


       
Table- 16  There are many reasons for loan default among those:

Lending Authority

As sure proper and orderly conduct of the business of the Bank, the Board of Directors' will empower the Managing Director and other Executives of the Bank to lend up certain amount under certain terms and conditions at their discretion. The lending officer is broadly categorized as follows:


· Managing Director

· Deputy Managing Director

· Executive vice President Asst. 

· Senior vice President

· Vice President

· Senior Asst. vice President

· Asst. Vice President.

It must be emphasized that an Officer will not be delegated lending authority only on the basis of his position. Specified lending authority will be delegated by the Managing Director to various Executives after taking into consideration his proven credit judgment, knowledge and experience. The amount of lending authority approved by the Board for various Executives form the upper limits of the authority that may be delegated to an officer holding corporate title. Each individual lending authority will be delegated to him in writing. The managing Director with the Executive Committee/ Board will review all lending authorities periodically.    

Credit Information Bureau (CIB)
Bangladesh Bank has established within itself a Credit Information Bureau (CIB), which collects credit information from the banks. Banks are required to furnish such information in respect of credit limit of Tk.50000 and over. They mention the Name of facility, security and charge along with outstanding balance. After consolidating such information in respect of each customer the central bank supplies to the total limits sanctioned to and the number of banks dealing with a party. Thus the banks can find out if any of their customers is having excessive borrowings from the banking system at any particular time.

Loan classification 

Loan classification is a process by which the risk or loss potential associated with the loan accounts of a bank on a particular date is identified and quantified to measure accurately the level of reserves to be 

maintained by the bank to provide for the probable loss on account those risky loan.

Like other banks, all types of loans of Uttara Bank fall into following four scales:

· Unclassified: Repayment is regular.
· Substandard: Repayment is stopped or irregular but has reasonable prospect of improvement.

· Doubtful debt: Unlikely to be repaid but special collection efforts may result in partial recovery.

· Bad/ Loss: Very little chance of recovery.

 Security

1. Primary security: These are the security taken by the ownership of the items for which bank provides the facility.

2. Collateral security: Collateral securities refer to the securities deposited by the third party to secure the advance for the borrower in narrow sense. In wider sense, it denotes any type of security on which the bank has a personal right of action on the debtor in respect of the advance.

Documentation 

Documentation can be described as the process or technique of obtaining the relevant documents. In spite of the fact that banker lends credit to a borrower after inquiring about the character, capacity and capital of the borrower, he must obtain proper documents executed from the borrower to protect him against willful defaults. Documents contain the precise terms of granting loans and they serve as important evidence in the law courts if the circumstances so desire. That’s why all approval procedure and proper documentation shall be completed prior to the disbursement of the facilities.

Credit Disbursement

Having completely and accurately prepare the necessary loan documents, the loan officer ready to disburse the loan to the borrower’s loan account. After disbursement, the loan needs to be monitored to ensure whether the terms and conditions of the loan fulfilled by both bank and client or not.

Administration

The administration of the loan process shall ensure. Compliance with all laws and regulations at both local and global levels including bank policy as set out in this document and the Banks credit manual/ circulars.

Proper analysis of credit proposal is complex and requires a high level of numerical as well as analytical ability and common sense to ensure effective understanding of the concepts and thus common sense. Bank healthy proper staffing of the credit departments shall be done through placement of qualified officials who have got the right aptitude, formal training in finance, credit risk analysis, Bank credit procedures as well its required experience. Where repayment and interest servicing performance of a credit deteriorates shall be identifies at an early state and closely monitored to avoid low losses.                                                                                                                  

Evaluation of General Banking Services of Uttara Bank Limited
I evaluate the General Banking Services of Uttara Bank Limited based on my customer’s survey through questionnaire. I survey fifteen customers to measure the General Banking Services of Uttara Bank Limited.
{The Questionnaire is used to evaluate General Banking Services of UBL. This question was aimed at finding out the General Banking services provided by Uttara Bank Limited at present. This identification will help in developing the subsequent part of the research.}
5.0 Maximum numbers of people carry Savings Accounts

Uttara Bank Limited is the largest and oldest private bank in Bangladesh. They have huge number of accounts holders under various accounts. 

[image: image7.emf]Customer Satisfaction Level

7%

27%

13%

53%

0%

10%

20%

30%

40%

50%

60%

Delight Satisfied Moderate Dissatisfied

Percentage

Table: Percentage of account

	Account Name
	Percentage of accounts
	Number of Customer

	Savings A/C
	47%
	7

	Current A/C
	27%
	4

	FDR A/C
	13%
	2

	STD A/C
	7%
	1

	CC A/C
	7%
	1


                                                                                                                                             The above graphical presentation shows that 47 percent customers are maintaining Savings Account in Uttara Bank where 27, 7, 7 and 13 percent people have respectively maintains Current, Cash Credit, STD and FDR account. 

5.1 Moderate customer satisfaction level
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Table: Customer Satisfaction Level

	Particulars
	Percentage
	Number of the Customers

	Delight
	7%
	1

	Satisfied
	27%
	4

	Moderate
	53%
	8

	Dissatisfied
	13%
	2


The above graphical presentation shows that 53 percent customers have moderate satisfaction level on Uttara Bank Limited. Some customers are 27 percent satisfied and 7 percent delighted to it. But they have13 percent dissatisfied level. 

5.2 Account holders are reliable on Uttara Bank Limited

Uttara Bank Limited serves people through various deposits accounts since 1983. They can able to gain customers reliability on them very quickly.
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Table: Reliable

	Particulars
	percentage
	Number of the Customers

	Reliable
	80%
	12

	Non reliable
	20%
	3


The above graphical presentation shows that 80 percent customers are reliable on Uttara Bank Limited. Some Client also has 20 percent non reliable.

5.3 Competitive interest rate provided for deposit accounts

Uttara Bank Limited provides competitive interest rate on deposit accounts.

Table: Interest provided on deposit account by Uttara Bank Limited
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	Particulars
	Percentage
	Number of the Customers

	Attractive
	7%
	1

	Competitive
	47%
	7

	Good
	27%
	4

	fair 
	20%
	3


The above graphical presentation shows that a 47 percent customer says Uttara Bank Limited provides competitive interest for deposit accounts to accounts holder. 7 percent attractive and 27 percent good and 20 percent fair.

5.4 Average quality of General Banking service

Customers are average satisfied on the performance of General Banking service.

Table: Quality of General Baking Service


	Particulars
	percentage
	Number of the Customers

	Standard
	7%
	1

	Average
	53%
	8

	Good
	20%
	3

	Fair
	20%
	3


The above graphical presentation shows that 53 percent customers are average satisfied on General Banking service where 7 percent standard and 20 percent good and 20 percent fair. 

06. Major Findings

In general banking department they follow the traditional banking system. The entire general banking procedure is not fully computerized. 

· Service personnel are working under pressure because they have to deal with large number of customer every day.

· Customers need to wait for long time.

· Logistic supports are not sufficient    

· Branch premises is not large enough for the customer

· Less importance in customer care which is very much potential now a day.

· Lack of sitting arrangement in the branch is a trouble for the customer

· Interest rates on different loan items are not that comparative for customer satisfaction.

· Uttara Bank Limited HRD is not so efficiently works for the personnel and for the organization.

· High paying Interest expense which is not good for a Bank or company. 

· Uttara Bank Limited has less amount of foreign exchange business compare to other Banks. 
. 1 Recommendation Regarding General Banking Section

· Nearly every bank follow traditional system in general banking activities but bank should introduce computerized system it will reduce time, labor and cost also.

· Cash payment section and cash received sectioned should be separated by using data based software.

· They should use Data Base Networking in Information Technology (DBNITD) Department so that they transfer data from one branch to another and branch to head office. 

· Uttara Bank Limited should give more emphasis on their marketing effort and try to increase their sales force. 

· To ensure best service for their customer. 

· They should reduce their interest rate on different credit scheme.

· The Bank should give more emphasis on industrial loan.

· They should try to attend different type of target customer.

· The Bank should reduce services charge of money transfer.

· To give full concentration to their customer. 

· To increase their logistics support. 

· The Bank should increase profit rate on different scheme.

· The existing setup can be improved by adding a few more employees.

· Lack of openness often drives customers away. All kinds of rules and instructions must be disclosed to the customers so a to make it convenient for him to take a decision. Customers are always afraid of charges.

7. 2 Conclusion
From the practical implementation of customer dealing procedure during the whole period of my practical orientation in Uttara Bank limited. I have reached a firm and concrete conclusion in a very confident way. I believe that my realization will be in harmony with most of the banking thinkers. It is quite evident that to build up an effective and efficient banking system to the highest desire level computerized transaction is a must.

Success in the banking business largely depends on effective customer services. Less the amount of loan losses, the more the income will be from Credit operations. The more the income from Credit operations the more will be the profit of the Uttara Bank Limited and here plays the success of Credit Financing. 

Though there are some drawbacks in implementing Credit facilities in Uttara Bank Limited as per manual, it can be further developed in light of the recommendations being discussed above. Finally it can be argued that though the results achieved so far are not satisfactory, Credit Financing is a modern scientific technique for enhancing Uttara Bank strength and there lies the opportunities to make it more effective in the future for our own benefit.     
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7. 4 Annexure
Sample Questionnaire
Respondent Name: _______________________________ . Age: ________ .

Occupation: _____________________________________. Sex: _________. 

Address: _______________________________________________________.

01. Do you have any accounts in Uttara Bank Limited?




a) Yes



b) No

02. If yes, why do you prefer to open an account in Uttara Bank Limited?

……………………………………………………………….

……………………………………………………………….

03. What type of accounts you have in Uttara Bank Limited?

a) FDR


b) STD

c) Savings

d) Current

e) cc 

04. A/c opening procedure is -

                   a) Excellent 


b) Good



c) Moderate


d) poor



e) Very poor 

05. Cheque Book Issuance procedure 

                   a) Excellent 


b) Good



c) Moderate


d) poor



e) Very poor 

06. Charges account for various services provided -

                   a) Excellent 


b) Good



c) Competitive


d) fair

07. Interest provided on various deposit accounts is-

                   a) Attractive


b) Good



c) Competitive


d) fair 

08. From when do you open your Account in it?
a) Before 2 years

b) Before 5 years

c) Before 10 years

d) can’t remember 

09. What is your satisfactory level on services of Uttara Bank Limited?
a) Delight.


B) Satisfied.

c) Moderate.


D) Dissatisfied.

010. Attitudes & behaviors of employees towards account holder of Uttara Bank Limited?

                   a) Excellent 


b) Good



c) Moderate


d) poor



e) Bad 

011. The Bank’s Attitudes on honoring cheque is-

                   a) Excellent 


b) Good



c) Moderate


d) poor



e) Very poor 


f) No Comment 

012. Services charge in Uttara Bank Limited of money transfer is reasonable

                   a) Strongly agree

b) Agree



c) Disagree


e) Strongly Disagree 

013. Services quality in case of money transfer is 

                   a) Excellent 


b) Good



c) Moderate


d) poor



e) Very poor 

014. To make transaction in Uttara Bank Limited is 

                   a) Reliable

b) not reliable

015. Opinion about the General Banking service is

                   a) Standard

b) Average



c) Good

e) Fair

Uttara Bank Ltd.


Darus salam Road Branch Code-1529





General Banking Department





Foreign Exchange Department








Loan & Advance Department





Mr. Md. Nurul Islam Pathan


Assistant General Manager








Md. Osman Gani








Mr. Ziauddin Ahmed





Md. Habibur Rahman








Md. Anisur Rahman


Md. Mosharof Hossain





K. M. Fazlul Karim (Officer GR-I)


Ummey Sayma Sarifa (Officer GR-II)


Mahfuza Mukta (Officer GR-II)








Lina Sultana


Md. Zishan Ahmed








Principal Officer








Officer





Assistant Officer





Advance Officer





Md. Ehteshamul Hoque





Officer








Md. Ehsan Uddin (Officer GR-I)


Md. Sarowar Chowdhury  (Officer GR-II)


Sultana Habiba Khanam (Officer GR-II)








Officer








Md. Mahbubul Alam Officer GR-I (Cash Incharge)


Mrs. Sharifa Begum,Officer GR-I








Cash Department





Assistant Officer





Mrs. Lila Eyesmin Apu





Mr. Md. Abdul Gaffer Mollah








Assistant General





Senior Principal Officer








Senior Principal Officer








Senior Principal Officer











www.AssignmentPoint.com


