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The HongKong and Shanghai Banking Corporation was established in 1865 In Hong Kong. HSBC is a global banking and financial services organization headquartered in London, HSBC Holdings is one of the largest banking and financial services organizations In the world. HSBC’s international network comprises over 10,000 offices in 83 counties and territories In Europe, the Asia- Padflc region, the knerlcas, the Middle East and Africa. HSBC Group Is represented in Bangladesh by its subsidiary bank HSBC, Bangladesh since 1996. There are nine branches of HSBC, six in Dhaka, two In Chittagong and one In Sylhet HSBC Is going to open another one branch and two ATM booths very soon. HSBC has expertise on banking business and a very strong capital base. It had financial losses in the first three years since 1999 Its profit has been Increasing steadily. The financial products of HSBC can be categorized into two groups - Asset products and Liability products. Asset products are the various types of credit and loan schemes offered to consumers whereas the liability products consist of all the savings and deposit schemes offered to customers. HSBCs My Future Liability products) and My Loan (Asset products) products are designed to meet diverse financial needs of Individuals. As one of the largest international banks in Bangladesh, HSBC has a long-term commitment to its customers and provides a comprehensive range of financial services: personal, commercial and corporate banking; trade services; cash management; treasury; consumer & business finance; and securities and custody services. This Is an integral and vital part of the bank. The financial performance of HSBC in Bangladesh is excellent arid analysis shows that it will enhance in the upcoming years. HSBC’s loan disbursement Is Increasing steadily because of its expansion, competitive interest rate, loan repayment flexibility , good relationships with customers.
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Chapter-1

Entrepreneurship
Definition of Entrepreneur

1.
The Shorter Oxford Dictionary, 1989

“Person who starts and organizes a commercial enterprise, especially involving financial risk

2.
The New Encyclopaedia Britannica

“As the individual who bears the risk of operating a business in the face of uncertainty about future conditions & who is rewarded accordingly by his profit or lossess.”

3.
Nicholas C Siropolis

“Entrepreneur is a person who organizes, operates and assumes the risk of his or her own venture.”

Definition of Entrepreneurship
1.
Kuratko D.F & Hodgetts RM

“The Process of organizing managing and assuming risk of a business.”

2.
Koontz and Fulmer

“The ability of a person who a business opportunity, to get together the capital needed to the advantage of the opportunity, and to stat a business taken the risk of failure in the both of reaping the rewards of success”.

3.
An Expert 


“ The act of starting a business”.

4.
Nathaniel H.Leff

“Entrepreneurship is the capacity for motivation, investment and expansion in new markets, products  & techniques.”

The terms entrepreneur & entrepreneurship are interlinked, one can think of the one without the other. The theme or discipline that suggests the explanation is based on the same principles whether  the terms are use with reference to large institution or an individuals who starts and runs his or her new venture single and handedly.

Characteristics Attributed to Entrepreneurs

Many authors who dealt with the topic either as researchers or as writes of texts discussing small business and or entrepreneurs/entrepreneurship identified a number of characteristics of entrepreneurs. These are sometimes found to be related and often diverse. Some of such characteristics are:

	1
	Confidence 
	11
	Orientation

	2
	Perseverance, diligence 
	12
	Positive response to challenge

	3
	Energy, diligence
	13
	Independence

	4
	Resourcefulness
	14
	Time competence efficiency

	5
	Ability to take calculate risk
	15
	Responsibility

	6
	Dynamism, leadership
	16
	Foresight

	7
	Optimism
	17
	Accuracy, throughtness

	8
	Need to achieve
	18
	Cooperatives 

	9
	Creativity
	19
	Profit orientation

	10
	Ability to influence others
	20
	Ability to learn from mistakes


Organized Sources of Assistance in Bangladesh

Bangladesh do not possess much of inherited entrepreneurial tradition. Erst while Pakistan from which Bangladesh came from did nothing mentionable towards promoting entrepreneurial initiatives. All their efforts were mainly directed fro the then West Pakistan with some very insignificant ones made in name only for the then East Pakistan, now Bangladesh. There decades after the emergence of Bangladesh, now a days there are a number of organizations, governmental & private devoted directly or indirectly to assist the entrepreneurial initiatives. These are: 

	Governmental Agencies
	Non-Governmental Agencies

	1. Board in Investment
	1. Grameen Bank

	2. Bangladesh Shilpa Bank
	2. MIDAS

	3. Bangladesh Shipa Rin Sangstha
	3. BRAC

	4. Investment Corporation of Bangladesh 
	4. Private Commercial Banks

	5. Nationalized Commercial Banks
	5. Private Insurance Companies 

	6. Bank of Small Cottage Industries
	6. Federation of Chambers of Commerce & Industries 

	7. Bangladesh Krishi Bank
	7. National Association of Small & Cottage Industries of Bangladesh

	8. Bangladesh small Industries Corporation
	8. Leasing Companies

	9. Controller of Imports & Exports
	9. Proshikha

	10. Export promotion Bureau
	

	11. Trading corporation of Bangladesh
	

	12. BCSIR
	

	13. Bangladesh Standards & Testing Institute
	


Chapter-2
Introduction

2.1 Introduction

The financial institutions especially banks have undergone a tremendous change in recent years due to high competition. They always try to expand their business, so that they are offering venous products & services to the customer. As a multinational bank HSBC Is not an exception of

them.

They are not only competing with the local banks but also with the foreign banks, which have strong capital base and new approach to offer services to their customers. In this new regime of liberalization banks are facing huge competition. They are to adopt new strategy for their banks to attract their customers because in this situation the customer are sensitive to the services of the bank and they compare services and If they find any opportunity to other banks they switch and get benefit.

Another important thing that has also brought competition in the banking sector is the adoption of technology-based products and services. If any bank is lagging behind this race they are knocked out of the market and this has proved the great saying “survival of the fittest. Another factor that forced the bank to change their strategy to cope with situation Is the entrance of many non-bank financial institutions that did not adopt the true definition of bank but providing different services of the banking In nature. As a result, to maintain a sustainable growth has become a great challenge for the bank. In this competitive situation HSBC offered various products & services to attract the customers that I tiled my best to find out and describe in this paper.
2.2
Background of the study

Any academic course of the study has a great value when it has practical application in the real life. Only a lot of theoretical knowledge will be little important unless It is applicable In the practical life. So we need proper application of our knowledge to get some benefit from our theoretical knowledge to make It more fruitful when we engage ourselves in such field to make proper use of our theoretical knowledge In our practical only then we come to know about the benefit of the theoretical knowledge. When theoretical knowledge Is obtained from a course of study it is only the half way of the subject matter. The report is titled “Different Products & Services Offered by Multinational Banks In Bangladesh: A Case Study of The Hong Kong and Shanghai Banking Corporation Limited.” As a student of Marketing this study will be more significant in my practical life.

2.3 Objectives of the Study


General objective of this report cognates the Internship purpose. The internship objective is to gather practical knowledge and experiencing the corporate working environment with the dose approximation to the business firm and the experts who are leading and making strategic decisions to enhance the growth of a financial institution.

Every task has its respective goals or objectives without which the work is meaningless. Keeping the following objectives in my view I have prepared this thesis paper.

•
To fulfill the partial requirement of Internship program.

•
To gain practical exposures in different banking activities

•
To familiar with the working environment In bank

•
Calculating sustainable growth of bank’s different items.

•
To apply theoretical knowledge In the practical field.

•
To observe the products & services of specific branch and the bank as a whole.

•
To be acquainted with day to day functioning of service oriented banking business.

•
To study existing banker customer relationship.

•
To learn about variation of products & services.

•
To learn about general banking.

2.4 Methodology of the Study


The information gathered for this report through the use primary and secondary source. Initial contacts with key persons have been made through personal contacts. Sub sequent interviews with the concerned infidels have been used for collecting information. Additional secondary information has been collected from company’s published yearly publications. Data and information are collected through the following ways:
Primary sources of data:

o
Interviews both formal and informal were taken from the officers of HSBC.

o
Observing the procedure of banking activities followed by relevant departments.

o
Face to face discussion with the respective officers of the branch.

o
By interviewing customers at HSBC, Dhanmondi Branch.

Secondary Sources of Data:

Internal Sources

o
Previous Annual Reports published by HSBC.

o
Brief History published by HSBC.

o
Reading various relevant files.

o
Deskwork: during the practical orientation I worked at Customer Services Department (CSD)

o
Prior research reports

o
Any information regarding the Banking sector

External Sources


o
Different books and periodicals related to the banking sector


o
Bangladesh Bank Report


o
Newspapers

2.5
Scope of the Study

This report is done only on one particular organization. This report focuses on Product & Services and also the nature, types and functions of general banking operated by the Dhanmondi Branch of HSBC Ltd. in Bangladesh. Since HSBC is still in Its growth stage in Bangladesh; It has still to go a long way to achieve Its destination. The report will mainly focus on recent Product & Services offered by HSBC In Bangladesh to attract their customers.

2.6 Limitations of the Study

Every project has some limitation. During the course of my practical orientation I faced some usual constraints.

· Time frame for the research was very limited. The actual survey was done within a month.

· Large-scale research was not possible due to constraints and restrictions posed by the organization.

· The research only covers the customers of Dhanmondi Branch.

· The survey was limited to the customers of Personal banking division and does not cover the organizational or corporate customers of KSBC.

· Part on organizational culture was written from individuals  perception and may vary from person to person.
· In many cases, to date Information was not published.
· Getting Relevant papers and documents were strictly Prohibited.

· Many procedural matters were conducted directly In the operations by the top management level, which also gave some sort of restrictions.

· To protect the organizational loss in regard of maintaining confidentiality, some parts of the report are not in depth.

Chapter-3
Banking Sector in Bangladesh

3.1 Definition of Bank 

Whoever, being an individual firm, company or corporation generally deals’ in the business of money and credit Is called a bank. In our country, any institution, which accepts for the purpose of lending or Investment deposits of money from public, repayable on demand or otherwise, and with transferable by checks draft order & otherwise Is called a bank?

The purpose of Banking is to ensure transfer of money from surplus unit to deficit units  Banks In all countries work as the repository of money. The owners look for safety and amount of Interest for their deposits with Banks. Entrepreneurs try to obtain money from the banks as working capital and for long term investment These entrepreneurs welcome effective and forward-looking advice for Investment Banking sector thus owe a great deal to the deposit holders on the one hand and the entrepreneurs on the other. They are expected to play the role of friend, philosopher, and guide for the deposit holders and the entrepreneurs.

3.2 Banking Sector in Bangladesh:

Since liberation, Bangladesh passed through fragile phases of development In the Banking sector. The nationalization of Banks In the post liberation period was Intended to safe the Institutions and the Interest of the depositors. Those handling the banking sector have borne the burden of putting banks on reliable footings. Despite all that was done, some elements of irregularities appeared. With the assertion of the role of the Central Bank, the Bangladesh Bank started adopting measures for putting banking institutions on right track Yet the preponderance of public sector management of banks left some negative effects In the money market In particular and the economy In general The agility among the borrowers manipulates the banking sector as a whole. In effect, a default culture, among other effects, appeared on the scene.

The opening of private and foreign participants to the banking sector was Intended to obtain desirable results from banking. The authorization of private banks was designed to create competition among the banks and competition in the form of efficiency within and the productivity In enterprises funded by banks. Unfortunately, for the people, at large, banking sector is yet to obtain the credit for efficiency, credibility  and growth.

The clever, among the user of banking services, have Influenced the management of banks, for obtaining short term and long term loans. They sometimes showed inflated equity to get money for Investment in businesses and industry. Few diverted their loan money to purposes different from the loan proposals, and Invested In non profitable units have failed to repay their loans to the banks. For this reason new entrepreneurs are not getting capital while defaulting entrepreneurs have started obtaining either relief In the form of rescheduling of the repayment program or additional inevitable money for diversified units.

But now, the situation Is changing day by day, Bangladesh Bank is taking more initiative for reducing the bad loan. The banks’ are also taking smart techniques and decision to reduce the bad loan and Investing In more secured place. This Is not only good for the banks but also good for Bangladesh economy, because Investors are trying to improve their business decision & Innovating more constructive business plan.

For the improvement of banking sector, Bangladesh Bank took some changes in Banking Company Ad in the recent year and some changes also In progress. Which are as follows:

•
Every bank has to increase their paid up capital and reserve from 10 million to 20 million.

•
There should not be more than 13 directors in a bank (except the Investors).

•
If any family holds more than 5% of share, then two directors may be appointed from that family at best

•
If any family holds less than 5% of share, then one director may be appointed from that family at best.

•
Excepts the Managing Director, other directors should not hold his post more than two times continuously.

•
Excepts these rules, Bangladesh Bank enhanced the penalties more Ideal for the miss users of these Act.

Bangladesh Bank is trying to Improve the strength of banking sector of Bangladesh, for this reason It wants to Increase banks paid up capital and reserve from 20 million to 40 million between few years. Because In India its now 30 million and in Pakistan its 50 million. If any bank face difficulty to improve their paid up capital and reserve then Bangladesh Banks suggestion Is to merge with another bank.

3.3 Banks in Bangladesh:

There are 48 (forty eight) banks in Bangladesh. The banks and the number of branches are as follows:

	Name of Bank
	Number of Branches

	
	Urban
Area
	Rural
Area
	Total
	Approval for new
brandies in 2007

	A.
Nationalized Commercial Banks(4)
	
	
	
	

	1.Sonali Bank Ltd.
	381
	803
	1184
	0

	2. Janata Bank Ltd.
	324
	519
	843
	0

	3. Agrani Bank Ltd.
	298
	568
	866
	0

	4.
Rupali Bank Ltd.
	235
	256
	491
	0

	Sub Total
	1238
	2146
	3384
	00

	B.
Specialized Banks (5)
	
	
	
	

	5.
Bangladesh Krishi Bank
	77
	871
	948
	0

	6.
Rajshahi Krlshi Iinnayan Bank
	33
	331
	364
	0

	7.
Bangladesh Shilpa Bank (Industrial)
	15
	0
	15
	0

	8.
Bangladesh Shilpa Rin Sangstha
	02
	0
	02
	0

	9. Basic Bank Ltd
	29
	01
	30
	0

	Sub Total
	156
	1203
	1359
	00

	C. Private Commercial Banks (30)
	
	
	
	

	10.
Pubali Bank Ltd.
	201
	160
	361
	05

	11.
Uttara Bank Ltd.
	153
	54
	207
	05

	12. Arab Bangladesh Bank Ltd.
	52
	18
	70
	00

	13.
International Finance & Investment & Commerce Bank Ltd. (IFIC)
	51
	19
	70
	05

	14.
Islami Bank Bangladesh Ltd.
	125
	61
	186
	10

	15.
National Bank Ltd.
	71
	30
	101
	-
10

	16. The City Bank Ltd.
	67
	16
	83
	00

	17.
United Commercial Bank Ltd.
	62
	22
	84
	00

	18. The Oriental Bank Ltd.
	26
	04
	30
	00

	19.
Eastern Bank Limited
	27
	03
	30
	05

	20.
National Credit & Commerce Bank Ltd.
	43
	10
	53
	05

	21
PrIme Bank Ltd.
	48
	13
	61
	10

	22. South East Bank Ltd.
	32
	09
	41
	10

	23.
Dhaka Bank Ltd.
	28
	13
	41
	07


	24. AI-Arafah Islami Bank Ltd.
	37
	09
	46
	00

	25.
Social Investment Bank Ltd.
	20
	04
	24
	00

	26.
Duch Bangla Bank Ltd.
	35
	14
	49
	10

	27.
Standard Bank Ltd.
	23
	06
	29
	05

	28.
One Bank Ltd.
	23
	07
	30
	05

	29.
Exim Bank Ltd.
	27
	08
	35
	05

	30.
Mercantile Bank Ltd.
	31
	10
	41
	06

	31.
Bangladesh Commerce Bank Ltd.
	25
	00
	25
	00

	32.
Mutual Trust Bank Ltd.
	22
	08
	30
	05

	33.
First Security Bank Ltd.
	16
	04
	20
	05

	34. The Premier Bank Ltd.
	20
	07
	27
	01

	35.BankAsiaLtd.

	23
	07
	30
	05

	36. Trust Bank Ltd.
	25
	09
	34
	08

	37.
Shahajalal Islami Bank Ltd.
	21
	05
	26
	05

	38. Jamuna Bank Ltd.
	26
	09
	35
	05

	39.
BRAC Bank Ltd.
	26
	10
	36
	10

	Sub Total
	1386
	549
	1935
	142

	D.
Foreign Commercial Banks (9)
	
	
	
	

	40.
Commercial Bank of Ceylon Ltd.
	06
	00
	06
	00

	41. The Standard Chartered Bank
	19
	00
	19
	00

	42.
Habib Bank Ltd.
	04
	00
	04
	00

	43. State Bank of India
-
	04
	00
	04
	00

	44.
National Bank of Pakistan
	02
	00
	02
	00

	45.
City Bank N. A.
	04
	00
	04
	00

	46. Woori Bank Ltd.
	01
	00
	01
	00

	47 The HSBC Ltd.
	08
	00
	08
	01

	48.
Bank Alfala Ltd.
	05
	00
	05
	00

	Sub Total
	53
	00
	53
	01

	Grand Total
	2833
	3898
	6731
	143

	Source: www..bangladesh-bank.org


3.4 Banking in Bangladesh:

Banking is the backbone of national economy. All sorts of economic and financial activities revolve round the axis of the bank. As the industry produces goods and commodities, so does the bank creates and controls money-market and promotes formation of capital. From this point of view, banking-a technical profession- can be termed as industry. Services to its customers are the products of banking industry besides being a pivotal factor in promoting capital formation in the country. As all economic and fiscal activities revolve round this important ‘Industry, the role of banking can hardly be over emphasized.

circumstances being such, It becomes Imperative to find out the role that now planning in the country and analyze its operational aspects so as to ascertain the Importance of this delicate financial sector and Its over all Impact on our national economy. To ascertain the role of banks and to analyze Its operational aspects and its overall Impact on our national economy a through study as to Its distribution, expansion and contribution Is essential to comprehend Its past, present and future bearings for the growth and development of the banking sector of the country. In the global context, the role banks is far - reaching and more penetrating In the economic and fiscal discipline, trade, commerce, Industry, export and import- all carried through the bank. Banks are the only media through which international trade and commerce emanate and entire credit transactions, both national and International.

Chapter-4
Company Profile

4.1 Introduction
The HSBC Group was born from one small Idea a local bank serving local needs. In March 1865, HSBC opened Its doors for business In Hong Kong and today It welcomes customers all over the world.

The Intervening years have formed the character of HSBC. Its experiences have created Its core strengths of resilience, adaptability and capability for Innovation. A glance at its history explains why it believes in capital strength, strict cost control and In building long-term relationships with customers. HSBC has weathered change in all forms — revolutions, economic crises, new technologies - and has adapted to survive. Growth has come organically and through strategic acquisitions, and these purchases have brought their own strengths and cultures to the Group.

The resulting corporate character of HSBC enables It to meet the challenges of the financial world of today and tomorrow.
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4.2 History:

Headquartered in London, HSBC Holdings plc is one of the largest banking and financial services organizations in the world. HSBC’s international network comprises over 10,000 offices in 83 countries and territories In Europe, the Asia​ Pacific region, the Americas, the Middle East and Africa.

Through an international network linked by advanced technology, including a rapidly growing e-commerce capability, HSBC provides a comprehensive range of financial services: personal financial services; consumer finance; commercial banking; corporate, investment banking and markets; and private banking. At 30 June 2007, the Group’s total assets amounted to US$2,150 billion. It has 315,000 employees and over 125 million customers around the world.
Although the Group’s holding company, HSBC Holdings plc, was formed as recently as 1991, many of Its principal constituent companies opened for business over a century ago and have long experience In their home and International markets. The story of the growth and ‘development of these companies is rich In variety and achievement, with an International pedigree that is unique In banking history.

4.3 The making of the modern HSBC Group:

When The Hongkong and Shanghai Banking Corporation acquired the Mercantile Bank and The

British Bank of the Middle East In 1959, It laid the foundations of today’s HSBC Group. In these acquisitions and, by the later investment In Hang Seng Bank In 1965, the bank grew and diversified through subsidiary companies with their own experience and expertise.

In the late 1970s, this ‘group’ approach was a key factor In the strategy for expansion In markets where previously The Hong Kong and Shanghai Banking Corporation was not well represented, particularly In North America and Europe. In the United States, this expansion centered on the

purchase  a 51 per cent shareholding in Marine Midland Bank in 1980. This purchase, at a cost of US$314 million, nearly doubled the Group’s assets, from HK$128 billion to HK$243 billion. The remaining shares were purchased In December 1987, making Marine Midland the Group’s principal subsidiary In the United States.

In Europe, The Hong Kong and Shanghai Banking Corporation sought a partnership similar to its investment in Marine Midland. In 1981, its plans to acquire the Royal Bank of Scotland, countering a bid from Standard Chartered Bank, were thwarted when the UK Monopolies and Mergers Commission ruled against both bids. six years later, however, the bank signaled Its continuing interest in the major British banks when it purchased a 14.9 per cent interest in Midland Bank. A co-operation agreement between the bank and Midland allowed the two banks to consolidate and rationalize their international catties by reciprocal transfers of business as, for example, the transfer of Midland Bank Canada to Hong Kong Bank of Canada in 1988.

The formation of HSBC Holdings plc In 1991, creating a holding company for the entire Group with its shares quoted in London and Hong Kong, showed that the Group viewed Europe and the
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London market in particular, as a vital part of its future development. This strategy was made dear when, in March 1992, HSBC Holdings announced that It would make a recommended offer for full ownership of Midland. In late April Lloyds Bank, one of the other British clearing banks, indicated that It was also considering an offer for Midland. That possible offer was dropped shortly after HSBC announced Its final offer In June 1992, valuing Midland at £3.9 billion. The offer became unconditional In July, the Group’s total assets from £86 billion In 1991 to over £170 billion In 1992.
HSBC’s acquisition of Midland created one of the largest finandaf organizations of Its kind in the world. Attention now turned to integrating and consolidating the business of the enlarged Group. HSBC was spending keen to see a synergy of the Interests of the major subsidiary companies. Treasury operations In London, New York and Tokyo were integrated and common standards In technology were Introduced. Similarly, between 1992 and 1994, HSBC drew together Its activities In merchant banking, securities and asset management~ and then enhanced its private banking and securities custody business. In each of these areas of business, the enlarged Group benefited from a greater level of co-ordination and a commitment to effective technology and training. The results of these efforts were reflected In HSBC’s performance, with profits attributable to shareholders increasing from £586 million in 1991 to more than E2,000 million In 1994.

An important result of the acquisition of Midland was the transfer in January 1993 of the Group’s head office — but not that of The Hong Kong and Shanghai Banking Corporation Ltd — from Hong Kong to London to meet the requirements of the UK regulatory authorities. Although the Bank of England now became the lead regulator for HSBC Holdings, the banking subsidiaries continued to be regulated locally in their country of operation. HSBC’s traditional concern for rapid decision-making and local accountability meant that the new Group Head Office In London provided only the essential central functions, such as strategic planning, human resource managements legal and company secretarial and financial planning and control. In 19g8, HSBC announced that these head office functions, together with most of the Group’s London-based businesses and operations, would be relocated to a new headquarters building In London’s Docklands. The 45-storey tower, designed by Foster and Partners, was officially opened In April 2003. The new building quickly brought advantages in communications, logistics and working conditions for some 8,000 HSBC staff.

In the late 1990s and early 2000s, HSBC vigorously developed Its role as one of the world’s leaders In banking and financial services Its strategy of ‘Managing for Value’ emphasized the Group’s unique balance of business and earnings between the older, mature economies and the faster-growing emerging markets. The creation of new subsidiaries in South America In 1997, for Instance, extended HSBC’s reach In emerging markets, as did the acquisition of all of Lloyds 158’s assets relating to Brazil In 2003.

In contrast, the acquisition In 1999 of Republic New York Corporation and Safra Republic Holdings S.A. for US$9.85 billion reinforced HSBC’s presence In the highly developed markets of the United States, Switzerland and Luxembourg. The third-largest deposit-taking bank In the New York metropolitan area and a leading name in private banking, Republic matched HSBC’s aim of delivering wealth management In key financial centers around the world. A further major Investment followed when HSBC announced in April 2000 a US$11 billion recommended offer for Credit Commercial de France (CCI). Established In 1894, CCF brought Into the Group a network of 650 branches In France and greatly strengthened HSBC’s presence In the euro zone.

In November 1998, HSBC announced the adoption of a unified brand, using HSBC and Its hexagon symbol nearly everywhere It operates, with the aim of enhancing recognition of the Group and Its values by customers, shareholders and staff throughout the world. The branding Initiative allowed HSBC to develop new services and products on a worldwide scale, all beating the Group’s Identity.

Launched In 2000, HSBC Premier provides round the- clock International services for the Group’s most valuable personal customers. The HS8C brand has also proved Its worth in a series of global marketing programmers and sponsorship. Since 2002, the HSBC identity has carried the strap line ‘the world’s local bank’ emphasizing the Group’s experience and understanding of a great variety of markets and cultures.

Although HSBC’s acquisitions and growth since 1992 had brought greater geographical balance, Its position in North America did not yet match Its prominence In Asian and European markets. As

a platform for growth In that region, In 1999 the shares of HSBC Holdings plc were listed on the New York Stock Exchange In parallel, HSBC’s share structure was simplified by introducing a single class of ordinary shares denominated in US dollars. Acquisitions were also essential to a larger role In the region and In 2003 the purchase of Household International, Inc added substantially to the Group’s business and profile; Household’s network of over 1,300 branches provided consumer finance to over 53 million customers.

The Investment In North America was matched south of the border by a series of purchase. In 2002, HSBC acquired and recapitalized Grupo Financier Bital In Mexico and In 2006 purchased Grupo Banlstmo. Based In Panama, Grupo Banistmo was the leading banking group In Central America and gave HSBC access to new markets, with offices In Colombia, Costa Rica, El Salvador, Honduras and Nicaragua.

Despite Its adventures overseas, HSBC still has a dear focus on its place of birth. In 2005 HSBC celebrated 140 years of business In China and continues to grow in the region. The branch network In China expanded to 62 outlets by the start of 2008, and new products and services were provided to the growing customer base, Including offering reminding services to Chinese citizens. In April 2007 HSBC announced the formation of a locally incorporated bank - HSBC Bank (China) Company  limitted - and in the same year received permission to become the first international bank to establish a bank in rural China. HSBC has also built up a network of strategic partners In the region, taking significant stakes In Bank of ShanghaI (2001), PIng An Insurance Company of China (2002), and Bank of CommunIcations Limited (2004).

HSBC reinforced Its long-standing commitment to the environment in 2004 when It became a founder member of the climate Group and, In the following year, achieved its target of becoming the first major bank to become carbon neutral. Major programs are In place to embed sustainable practices Into the everyday business of the Group, Including Issuing lending guidelines for environmentally sensitive sectors such as forestry and chemicals. This work gained recognition In 2007 when HSBC won the first Financial Times Sustainable Banking Award.

Today HSBC occupies a leading position In the world of banking and finance with an International network that spans six continents. Its distinctive history and experience places HSBC In a strong position to meet the challenges of the rapidly changing business environment of the 21d century. HSBC has traveled a long way since Its beginnings in 1865 - from a small local bank to the world’s local bank

4.4 Principal members of the HSBC Group

	Company by date of entry into the NSBC
Group of origin of entry (name in 2008)
(name at entry into Use Group)
	Birthplace
	Date of origin
	Date of entry

	The Hongkong and Shanghai Banking Corporation
Limited
(Hongkong and Shanghai Banking Company
Limited)
	Hong Kong
	1865
	1865

	HSBC Bank Middle East Limited The British Bank of the Middle East
	London
	1889
	1959

	Hang Seng Bank limited
Hang Seng Bank Limited
	Hong Kong
	1933
	1965


	The Saudi British Bank
	Riyadh
	1978
	1978

	The Saudi British Bank
	
	
	

	HSBC Bank USA
	Buffalo
	1850
	1980

	Marine Midland Bank, N.A.
	
	
	

	HSBC Bank Canada
	Vancouver
	1981
	1981

	Hongkong Bank of Canada
	
	
	

	HSBC Bank Egypt S.A.E.
	Cairo
	1982
	1982

	Hongkong Egyptian Bank S.A.E.
	
	
	

	HSBC Bank Australia Limited
	Sydney
	1986
	1986

	Hongkong Bank of Australia Limited
	
	
	


	HSBC Bank Egypt S.A.E.
	Cairo
	1982
	1982

	Hongkong Egyptian Bank S.A.E.
	
	
	

	HSBC Bank Australia Limited
	Sydney
	1986
	1986

	Hongkong Bank of Australia Limited
	
	
	

	HSBC Bank plc
	Birmingham
	1836
	1992

	Midland Bank p/c
	
	
	

	HSBC Trinkaus & Burkhardt KGaA
	DÜsseldorf
	1785
	1992

	Trinkaus & Burkhanit KGaA
	
	
	

	HSBC Guyerzeller Bank AG
	Zurich
	1894
	1992

	Bank GuyeizellerAG
	
	
	

	HSBC Bank Malaysia Berhad
	Kuala Lumpur
	1994
	1994

	Hongkong Bank Malaysia Bethad
	
	
	

	HSBC Bank BrasH S.A.-Banco Móltiplo
	Curitiba
	1952
	1997

	Banco Bamerindus do BrasllS.A.
	
	
	

	HSBC Bank Argentina S.A.
	Buenos Aires
	1903
	1997

	Banco Robe,ts SA.
	
	
	

	HSBC Bank USA
	New York
	1966
	1999

	Republic New York Corporation
	
	
	

	HSBC Republic Bank (Suisse) SA
	Geneva
	1988
	1999

	Republic National Bank of New Yo (Suisse) SA
	
	
	

	HSBC Bank Malta p.l.c.
	Valletta
	1882
	1999

	Mid-Med Bank 
	
	
	

	HSBC France
	Pans
	1894
	2000

	Credit Commercial do France LA.
	
	
	

	HSBC Bank A.S
	. Istanbul
	1953
	2001

	Demirbank TAS
	
	
	

	HSBC Mexico, S.A
	Mexico City
	1941
	2002

	Grupo financiero Bital, LA. do C V
	
	
	

	HSBC Finance Corporation
	Minneapolis
	1878
	2003

	Household International, Inc.
	
	
	

	The Bank of Bermuda LImited
	HamiLton
	1889
	2004

	The Bank of Hemiuda Limited
	
	
	

	HSBC Bank (Panama) S.A.
	Panama City
	1984
	2006

	G,vp, Banistmo LA.
	
	
	

	HSBC China (China) Company Limited
	Shanghai
	2007
	2007

	HSL9C China (China) Company Limited
	
	
	


4.5 HSBC’s International Network:

The HSBC Group’s International network comprises of some 9,500 offices in 79 countries and territories. A brief list is executed below:

	Region
	Number of offices

	Americas
	5,708

	Asia-Pacific
	693

	Europe
	2,897

	Middle East & Africa
	172


COUNTRY CLASSIFICATIONS:

To ensure that key resources (management time, capital, Human resources and Information technology) are correctly allocated and that the exchange of best practice is accelerated between entitles, the group has classified the countries where It operates into 3 categories: the large, the major and the international.

These classifications are a function of sustainable, attributable earnings, the number of retail clients, balance sheet and size of operation. A brief presentation of this classification Is shown below:
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4.6 HSBC Principal Business Entities:

The group Is represented by different business entitles In over 83 countries and territories around the world. It would be difficult to list them all Individually so the name of the major entitles Is shown on the following page a Long with their region and volume of operation.

KSBC Group Vision:

•
To become the world’s leading financial service company

•
To balance group earnings between the OECD and the emerging markets.

HSBC Group Mission:

To be the Bonding Company that guarantees in the market to satisfy appropriately and professionally the bonding needs of our obligors and the assurance of timely fulfillment of our bond to our beneficiaries.

HSBC Group Values:

•
Long term, ethical client service

•
High productivity through teamwork

•
Confident and ambitious sense of excellence

•
International character, conservative orientation

•
Capable of creativity and strong marketing

4.7 HSBC’s Business Principles & Values:

The HSBC Group is committed to five Business Pimples:

•
Outstanding customer service;

•
Effective and efficient operations;

•
Strong capital liquidity;

•
Conservative lending policy;

•
Strict expense discipline;

4.7 HSBC also operates according to certain Key Business Values:

•
The highest personal standards of Integrity at all levels;

•
Commitment to truth and fair dealing;

•
Hand-on management at all levels;

•
Openly esteemed commitment to quality and competence;

•
A minimum of bureaucracy;

•
Fast decisions and Implementation;

•
Putting the Group’s Interests ahead of the individual’s;

•
The appropriate delegation of authority with accountability;

•
Fair and objective employer;

•
A merit approach to recruitment/ selection /promotion;

•
A commitment to complying with the spirit and letter of all laws and regulations;

•
The promotion of good environmental practice and sustainable development and commitment to the welfare and development of each local community.

HSBC Brand & Corporate Identity:

The Hexagon logo of HSBC derives from HSBC’s traditional flag, a white rectangle divided diagonally. Like many other Hong Kong company flags in the last century, the design of the flag was based on the cross of ST. Andrew, The Patron Saint of Scotland.

HSBC brand & corporate Identity represents what HSBC wants Its brand to mean to Its customer. It is derivers from the groups:

Corporate Character

HSBC Is a prudent, cost conscious, ethically grounded, conservative, trustworthy International builder of long term customer relationships.

Basic Drives

Higher productivity, Team Orientation, Creative Organization & Customer Orientation.

Vision

To be the world’s leading financial company. The essence of HSBC brand Is Integrity, trust and excellent customer service. It gives confidence to customers, value to Investors & comfort to colleagues.

Chapter-5
HSBC in Bangladesh

5.1 HSBC in Bangladesh:

HSBC obtained license from Bangladesh Bank on The HSBC Asia Pacific group 1 April 1996 to conduct banking business In the country and commenced formal banking operations on 3 December 1996 through opening a branch at Dhaka. In Bangladesh , the HSBC Group Is represented by Hong Kong bank , which has Its head office In Hong Kong and a holding company, HSBC holding plc which is incorporated in England on 41 December 2000, total capital and reserve of HSSC In Bangladesh were BDT 535.7 million , which comprised capital BDT. 441.6

million and supplementary capital BDT. 94.2 million.

Realizing the huge potential and growth In personal banking industry In Bangladesh, HSBC extended Its operation to the personal banking sector In Bangladesh and within a very short span of time it was able to build up a huge client base. Extending its operation further, HSBC opened two branches at Chittagong, six branch offices at Dhaka (Guishan, Kawran Bazar, Mothijheel, Dhanmondl, Uttara and Banani) and one branch in Sylhet.

HSBC Bangladesh is under strict supervision of HSBC Asia Pacific Group, Hong Kong. The Chief Executive Officer of HSBC Bangladesh manages the whole banking operation of HSBC in Bangladesh. Under the CEO there are heads of departments who manage specific banking functions e.g. Personal banking, corporate banking, etc. Currently HSBC Bangladesh Is providing a wide range of services both two Individual and corporate level customers. In the ‘,‘ear 2000, the bank launched a wide array of personal banking products designed for all kinds of (middle and higher-middle Income) individual customers. Some such products were Personal loans, car loans, etc. Recently the bank launched three of Its personal banking products - Tax loan, Personal secured loan & Automated Tele Banking (AIB) service. These products are designed to meet the diverse customer needs more completely.

HSBC In Bangladesh also specializes In self-service banking through providing 24-hour ATM services. Recently It has introduced Day & Night banking by Installing Easy-pay machines in Banani, Uttara and Ohanmondi to better sadist’s the needs of both customers and non-customers. In total HSBC currently has 22 ATM’S and 6 Easy-pay machines located at various geographical areas of Dhaka & Chittagong.

5.2 HSBC Bangladesh at a Glance:

Name of the Organization:

The Hong Kong Shanghai Banking 

Corporation
Bangladesh LTD

Year of Establishment


1996

Head Office:



Anchor Tower, 1/1-B, Sonargaon 

Road
Dhaka 1205, Bangladesh

Nature of the organization:

Multinational Company with 

subsidiary group in Bangladesh.

Capital:




Paid up capital: BDT. 4380 million







Deposit - BDT. 4,980 million







Advance — BDT. 3,255 million

Shareholders:



HSBC group shareholders

Products




Savings & deposit services.







Personal Loan products.







Corporate and Institutional services.







Trade services

Number of OMces:


9 (Dhaka: Kawran Bazar, Motljheel, 

Guishan, Dhanmondl, Uttara, Banani, Chittagong:







Osman Court, GEC and Sylhet)

Number of ATM’s:



22

Number of Easy Pay Machines:
6

Number of employees:


835

Technology




Offers Phone Banking Services and 

full online banking from branch to branch and also from Dhaka to Chittagong.

Service Coverage &

Customers:




Serves Individual and corporate 

customers within Dhaka & Chittagong and Sylhet

Financial Services:

It means any service or product of a financial nature that Is subject to, or governed by, a measure adopted or maintained by a party or by public body that exercises regulatory or supervisory authority delegated by law and Including, but is not deposit - taking; loan and Investment services; Insurance; estate, trust and agency services ; securities; and all forms of financial or market intermediation Including , but not limited to, the distribution of financial product
5.3 HSBC Bangladesh Offices & ATM Centers:

HSBC Bangladesh currently provides services from three of its full service branches one In Dhaka, Chittagong and Sylhet. Besides these offices there are four personal banking Booth offices located at Gulshan, MotiJheel and Dhanmondi and another one Is in Chittagong. There are currently 11 ATM’S operating In Dhaka, 2 in Chittagong and 1 In Sylhet. The list of these offices Is shown below along with there their addresses:

Branches& Booths:

· Dhaka Main Office (Full service branch with one ATM)


Anchor Tower, Sonargaon Road - Dhaka

· Guishan Office (Personal Banking Booth with one ATM)


Gulshan Avenue, Dhaka

· Motjjheel Office (Personal Banking & Remittance office with one ATM) 



City Center, Motijheel- Dhaka

· Dhanmondl Office (Personal Banking Booth with one ATM) Road-27, Dhanmondi-Dhaka

· Uttara Office (Personal Banking Booth with one ATM)

Plot No.: 4/A, Road No.5, Sector -4, Uttara Model Town 

Dhaka-1230.

· BananI Branch (Personal Banking Booth with one ATM)

[Will stat from 01 July 2008]

· Chittagong Office (Full service branch with one ATM) Osman Court, Agra bad — Chittagong

· SyIhet Office


Coushatta, Sylhet
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Offsite ATMs

1.
Uttara model town, Uttara - Dhaka

2.
Mumtaz plaza, Dhanmondi - Dhaka

3.
Kamal Ataturk Avenue, Banani - Dhaka

4.
Concord Twin Towers, Shantinagar - Dhaka

5.
GEC arde - Chittagong.

6.
Hotel Westin -Gulshan#2 - Dhaka

7.
BFC- Gulshan #2- Dhaka

8.
Radisson Water Garden Hotel-Dhaka

9.

Hotel Sheraton - Dhaka

10.
Mlrpur 10, Dhaka (will start from 01 July 2008)

11.

Dhaka Old Town, Dhaka (will start from 01 July 2008)

5.4 Personal Financial Services (PFS):

PFS Is the most flourishing department of HSBC Bangladesh. This department basically deals with the management of products and services offered to the In individual consumers. Within a span of only seven years, HS8C~ PFS has grown tremendously and Is still growing with Its innovative products and service offerings. Manager of PFS, Mr. Shafliat Hossain, Head of this department He Is the person behind the astounding growth of PFS department in HSBC Bangladesh. Chief of PFS manages and supervises the Personal Banking activities of the brand, network of HSBC Bangladesh. The 9 branches of HSBC basically deal with the personal banking activities and provide various accounts service.

5.5 Branch Network


There are seven branches of HSBC, 6 situated at different place in Dhaka and 2 at Chittagong and another is in Sylhet. Only the Dhaka office (head office) branch & Chittagong branch deals with both corporate and personal banking. The other 5 offices only deal with the personal banking activities. There functions are to provide various financial services to the consumers. These Including customer services, sale of various PFS products, opening new accounts, providing cash, remittance and other teller services, etc. the branches are quite decentralized for better delivery of services to customer and have their own premises and facilities. Branch managers head these branches. Each branch Is staffed with Its own team of employees1 A great deal of teamwork Is seen within these brandies. ATM’S are situated with each branch premises.

5.6 ATM Centers

The ATM center ensures smooth operation of the ATM machines that are located at Dhaka, Chittagong and Sylhet The ATM center is responsible for regular replenishment of the off-site ATM’s and serving of all the ATMs. Currently a total 22 ATMs are in operation. The ATM center also deals with issuance, termination and servicing of the ATM cards. Basically, the ATM center Is the department that is solely responsible for all the activities related to ATM and Is the facilitating department that enables customers 24 hour banking support.

5.7 Product and Service

HSBC Bangladesh carries out all traditional functions, which a commercial Bank perform such as Mobilization of deposit, disbursement of loan, investment of funds, financial export & import business, trade & commerce & so on. Besides it also offers some specialized services to Its customers. Products & services offered by HSBC can be categorized according to the customers they serve. Thus two major groups can be Identified. They are — individual customers or consumers & corporate customers or organizations. An In-depth analysis of HSBC’s product and services In Bangladesh Is presented In this section. First of all, the liability products of the bank are discussed. Then, the various products and services of personal banking division will be presented. The summary of all the products and services of HSBC Bangladesh Is displayed In the following page with the help of a diagram.

Chapter -6
Findings & Analysis

6. Products& Services of HSBC

HSBC Bangladesh carries out all traditional functions, Which a commercial Bank performs such as Mobilization of deposit, disbursement of loan, investment of funds, financing export & Import business, trade & commerce & so on. Besides it also offers some penalized services to Its customers. Products & services offered by HSBC can be categorized according to the customers they serve. Thus two major groups can be identified. They are - Individual customers or consumers & corporate customers or organizations. An in-depth analysis of HSBC’s product and services In Bangladesh Is presented In this section. First of all, the liability products of the bank are discussed. Then, the various products and services of personal banking admission will be presented. The summary of all the products and services of HSBC Bangladesh Is Mowing with the help of a diagram.

6.1 Products of HSBC

6.1.1
Personal Banking Products: Liabilities

The financial products of HSBC can be categorized into two groups - Asset products and liability products. Asset products are the various types of credit and loan schemes offered to consumers whereas the liability products consist of all the savings and deposit schemes offered to customers. In the following section, the liability products of HSBC are described briefly:

6.1.1.1 Savings Accounts


This Is a depository account basically designed for small-scale savers. This Is an Interest bearing account and the features of this account are as follows:

· Opening balance Taka 50,000/
· Average balance that should be maintained: Taka 50,000/

· Interest bearing (from 4% - 5.25%). One of the unique features of HSBC savings account is that interest is calculated on daily outstanding balance and Is credit to customers account every six months.

· No restrictions on number of Transactions

· No yearly ledger fee

· Free ATM card and phone banking service
· Documentation required to open the account: one pp-size photograph, filled account opening form, passport copy & check/cash of Taka 50,000/-
· Can be opened only by Bangladesh and dual citizens in single or joint names.

6.1.1.2 Current Accounts
This is also a depository account basically designed for various customers. This Is a non interest bearing account and the features of this amount are as follows:

· Opening balance Taka 50,000

· Average balance that should be maintained: Taka 50,000

· No restrictions on number of Transactions

· No yearly ledger tee

· Non Interest bearing

· Free ATM card and phone banking service

· Can be opened only by:

· Individuals (Joint or single)

· Partnership companies

· Limited Companies

· liaison offices
· NGO’s

· Documentation needed: various kinds of documents are needed for the companies such as memorandum of association, board resolution, etc. however the requirements for Individuals are same as the savings account

6.1.1.3
Short Term Deposit: (STD)

These accounts are opened mostly by the organizations. Organizations normally maintain current accounts In the banks. They need to transact bulk amount regularly that’s why, current account fits with their requirements. As current accounts do not provide any Interests and as the organizations cannot have savings account, they are deprived of earning any Interest despite having huge deposit In their accounts. ‘Short-term deposit’ accounts enable them to earn interests from their accounts. These kinds of accounts share some properties of both current and savings accounts. The account provides interests, which are like the savings accounts, and the holder can withdraw any amount any time from his account, which Is a property of the current account. Individuals especially, businessmen maintain such accounts.

6.1.1.4
Fixed deposit

It is also known as term deposits. These deposits are made In the bank for a fixed period of time. This period of time should be sped fled in advance. The bank needs not maintain cash reserves against these deposits & therefore, it offers Interest rates that are higher than the savings accounts.

6.1.1.5 Residents Foreign Currency Current accounts

80 nationals residing abroad open this account Foreign nationals residing abroad or In Bangladesh, Foreign firms registered abroad, Bangladeshis working In multinationals at Bangladesh and receiving salary In FC can also open such account. The account Is non-Interest bearing and there are various kinds of restrictions for withdrawals and deposits. The account can be maintained In Euro (EUR), Pound Sterling (GBP) and US Dollar (USD).

6.1.1.6
Non-resident foreign currency accounts

These are time deposit interest bearing accounts. All non-resident Bangladeshi nationals can open them, persons having dual citizenship, shipping staffs, etc. they can be maintained In EUR, GBP & USD currencies. These accounts are strictly monitored by the central bank and restrictions exist for these accounts.

6.1.1.7 Resident foreign currency deposit accounts

Balances in these accounts are freely transferable abroad without any restriction from Bangladesh bank. Resident Bangladeshis returning from abroad can open this account within one month of his/her return.

6.1.1.8
Convertible Taka account

Diplomatic missions, UN organizations, non-profit international companies, foreign contractors & consultants, expatriate resident employees of UN missions can open these accounts. These accounts are maintained in Taka and is non-Interest bearing.

6.1.1.9 Exporters Retention quota accounts

Exporters earn foreign currency. But due to legal restriction posed by the Bangladesh bank, they cannot keep foreign currency more that $5,000. As the exporters earn bulk of foreign exchange and are deprived of the benefits of foreign currency accounts, a special kind of account Is created to benefit them. In this special type of account they can keep up to a 7% of their total amount of foreign currency exports and earn Interests according to dollar interest rates. Some other special benefits are also awarded to such customer such as free endorsements, withdrawals that are higher than the maximum limits, discounted rates for it’s, etc. They use those accounts in the purpose of remittance and other business purposes.

6.11.10 Other accounts

There are various other accounts that are created to meet customer demands and requirement. Such accounts are customized and restrictions on these accounts are subject to change.

6.1.1.1 1 Services offered to these accounts

Wide ranges of services are offered to the customers who hold these accounts  Some such services are:

· Free ATM Card, check book & phone banking service

· Cheques /Cash deposits
· Standing instruction
· Quarterly/ monthly statement of account
· Foreign currency Endorsement against travel quota and sale of Travelers Cheques (Thomas Cook).

· Issue of Solvency Bank certificate

· Payment orders, demand drafts, Telegraphic transfers.
· Inward and outward funds transfer and receiving.

Some unique services are also provided to customers using HSBC accounts. These services are Phone Banking, Self Service Banking & Power vantage Scheme.

6.1.2
Personal Banking Products: Assets

The personal banking division of HSBC has designed various assets products to meet the needs of individual customers. These are various loans and consumer credit schemes that satisfy and fulfill some basic purchase purpose of the individual customers. These products are described In the following sections.

Personal Credits offered by HSBC are

1.
Personal Installment Loan

2.
Car Loan

3.
Home Loan

4.
Personal Secured Loan

5.
Personal Secured Credit
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6.
Credit card

6.1.2.1
Personal Installment Loan

Any purpose loan — no cash security

Eligibility:

o
Minimum monthly income BDT 15,000/-

o
2 years service in a well reputed, stable company

o
Minimum age 25 and Maximum 56

· Valid Income proof documents must be furnished

· Unsecured loan & no personal guarantee required
· Minimum loan amount Is BDT 50,000/-

· Maximum loan amount is BDT 20,00,000 or 4 times of salary
· Interest rate will be 18% per annum

· Maximum loan tenure is 36 months. If loan amount It BDT 4, 00,000/- or above then maximum tenure is 48 months.
· Loan processing fee is 1% of the loan amount or BDT 1,000/- whichever is higher + stamps BDT 170/-
· For customers maintaining relationship less than 3 months (except confirmed CEPS A/C), processing fee will be 2.5% of approved amount

· Auto Pay customers will get discounted interest rate: 14.5% and loan amount: 6 times of salary or 2 million whichever Is lower.
· CEPS customers will get discounted interest rate: 14.5% and loan amount: 10 times of salary or 2 million whichever is lower
· PVA customers will get discounted interest rate: 14.5% If CEPS and PVA together then the rate will be 13.5%
· Personal loans will be granted at discounted rates to employees of blue chip companies against assignment of terminal benefits as per agreement with employer. Loan tenure will be up to 5 years.

· For salaried Individuals additional Income inducing rent, will be considered, provided these are substantiated with requisite documentation / evidence.
· For businessmen more emphasis on bank statements will be given, although the TIN certificate will remain a mandatory document for income verification.
· Bank may ask for the tax return paper on a case-to-case basis to assess the customer’s profile.

· A current account needs to be opened by the customer before applying for Personal Installment loan
Equivalent deposit of at least one EM! needs to be held in customer’s account to loan disbursement for all non Auto Pay / non CEPS customers.

Personal Installment Loan is any purpose loan. It has been categorized into the following:

I)
Professional Loan

II)
Lifestyle Loan

Ill)
Furniture Loan

IV)
Wedding Loan

V)
Festival Loan

The following loans with different benefits are also available under Personal Installment Loan:

i) Travel Loan

ii) Motorbike Loan

iii) Student Loan

iv) CNG Conversion Loan


6.1.2.1.1 Professional Loans — to meet the professional needs

Features:

· No personal guarantee or cash security.

· The loan amount ranges from BDT 50,000 to BDT 1,000,000 or a maximum of four times of the monthly income, whichever is lower.

· II is an Auto Pay customer, he can gets a maximum of four times of the monthly income up to a maximum of BDT 2,000,000.

· Competitive interest rates.
· Low processing fees.

· One can repay the loan in l2,24,36,l8 or 60 months. The loan product are based on floating interest rates which are subject to change at the banks discretion, The installment amounts may vary during the life of the loan.

· Loan against partial security Is also available

6.1.2.1.2 Lifestyle Loans — to add comfort to personal life

Features:

· No personal guarantee or cash security.
· The loan amount ranges from BDT 50,000 to BDT 1,000,000 or a maximum of four times of your monthly Income, whichever is lower.

· IfoneisanAutoPaycuslx,mer,hecangetslxtimesorlfhelsaCEPscustomerhe can get ten times of his monthly income up to a maximum of BDT 2,000,000.
· Competitive Interest rates.

· Low processing fees.

· One can repay the loan in 12,24,36,48 or 6o months. The loan precuts are based on floating interest rates Which are subject to change at the Bank’s discretion. The installment amounts may vary during the life of the loan.
· Loan against partial security Is also available.


6.1.2.1.3
Furniture Loans — to decorate home with right furniture

Features:

· No personal guarantee or cash security,

· The loan amount ranges from BDT 50,000 to BDT 1,000,000 or a maximum of four times of your monthly income, whichever is lower.

· IfoneisanAutoPaycustomer,hewillgetslxtimesorlfonelsaCEPScustomerhe can get ten times of his monthly Income up to a maximum of BDT 2,000,000.
· Onecanrepaytheloaninl2,24,36,8or6omonths.Theloanproductsarebased on floating Interest rates which are subject to change at the Bank’s discretion. The installment amounts may vary during the life of the loan.
· Loan against partial security is also available.

6.1.2.1.4 Wedding Loans — to fulfill dream of a perfect wedding and a good be ginning of a new life
Features:

· No personal guarantee or cash security.

· The loan amount ranges from BDT 50,000 to BDT 1,000,000 or a maximum of four times of your monthly income, whichever is lower.

· If one is an Auto Pay customer, he can get six time a CEPS customer he can get ten times of his monthly Income up to a maximum of BDT 2,000,000.

· Competitive Interest rates.

· Low processing fees.
· Loan against partial security Is also available.

· One can repay the loan in 12, 24, 36,48 or 60 months. The loan products are based on floating interest rates which are subject to change at the Bank’s discretion. The installment amounts may vary during the life of the loan.

6.1.2.1.5 Travel Loan



Documentation:

· Travel quotation
· Valid income proof documents
· Last six months bank statement Features:

· No personal guarantee or cash security.
· The loan amount ranges from BDT 50,000 to BDT 500,000 or a maximum of four times of monthly income, whichever is lower.
· If one Is an Auto Pay customer, he can get six times or if one is a CEPS customer he can get ten times of his monthly Income up to a maximum of BDT 500,000.
· Competitive Interest rates.
· Low processing fees.

· Loan against partial security is also available.
· Documentation-travel quotation along with other documents.

· Onecanrepaytheloanlnl2,24,36or48months.Theloanpmductsarebasedon

floating interest rates which are subject to change at the Bank’s discretion. The Installment amounts may vary during the life of the loan.

6.1.2.1.6 Motorbike Loan
Features:

· No personal guarantee or cash security.

· Loan amount ranging from BDT 50,000 to BDT 200,000 or a maximum or four times of monthly income, whichever is lower.
· If one is an Auto Pay customer, he can get six times or if one is a CEPS customer he can get ten times of his monthly Income up to a maximum of BDT 200000.
· Competitive interest rates.

· Low processing fees.

· One can repay the loan In 12,24 & 36 months. The loan products are based on floating interest rates which are subject to change at the Bank’s discretion. The installment amounts may vary during the life of the loan.

· Documentation- quotation of the motorbike along with other documents.

6.1.2.1.7 Student Loan


Features

· Loan amount ranging from BDT 50,000 to BDT 750,000 or a maximum of four times of monthly income, whichever is lower.
· No personal guarantee or cash security.

· If one is an Auto Pay customer, he can get six times or If one Is a CEPS customer he can get ten times of his monthly Income up to a maximum of BDT 750,000.

· Competitive interest rates. Low processing fees.
· Onecanrepaytheioanlnl2,24,36,48&60moflths.ThelOanprOduCtSarebaSed on floating interest rates which are subject to change at the Bank’s discretion. The
installment amounts may vary during the life of the loan.

· Loan against partial security is also available. 
· Documentation-copy of college/university admission paper and proof of formal acceptance by student along with other documents.

6.1.2.1.8CNGConversionLoan


Features:

· Competitive Interest rates

· Maximum loan tenure 2 years
· No personal guarantee or cash security required

· Loan amount ranging from BDT30,000 to BDT50,000

6.1.2.2 Car Loan:

Drive a good bargain before you drive a good car

Eligibility

· Minimum monthly income BDT 20,000/-
· 2 years service In a well reputed, stable company
· Minimum age 25 and Maximum 56

· Valid income proof documents must be furnished

· No personal guarantee is required

· Minimum loan amount is BDT 50,000/-

· Maximum loan amount is 4,000,000/-

· For both reconditioned car and new car loan amount will be maximum 70% of the car value
· The loan will be paid to the Car Dealer by Cashier Order
· Interest rate will be 13.0% per annum

· Maximum loan tenure is6O months (at the discretion of PFS Credit)
· Loan processing fee is 1% of the loan amount or BDT 1,000/- whichever is higher stamps BDT 170/-

· Car will be registered in Bank’s name (no joint registration) 

· Comprehensive Insurance In discounted rate from selected Insurance company In Bank’s name is mandatory and automatically debited from customers account every year. 
· All fees will be borne by customer
· CEPS salaried customers will get 0.5% discount in loan processing fee, i.e. 14%

· If a customer Is both CEPS and PVA then processing fee is 0.5% of loan amount

· For salaried individuals additional income Inducing rent, will be considered, provided these are substantiated with requisite documentation I evidence.
· For businessmen more emphasis on bank statements will be given, a though the TIN certificate will remain a mandatory document for income verification

· Bank may ask for the tax return paper on a case-to-case basis to assess the customers profile

· A current account needs to be opened by the customer before applying for Car Loan

· Equivalent deposit of at least one EMI and processing fee need to be held in customer’s account prior to loan disbursement for all non Auto Pay / non CEPS customers.
Following Parameters are common for above loans

· Business persons can also apply by furnishing proven income source.
· Customers can choose the loan tenure (12,24,36,48 or 60 Installments)
· A current account needs to be opened by customer before applying or loan
· Prepayment Is allowed and fee for prepayment Is BDT 1,000/-
· If paid in the first 3 months of the facility offered, the charge 100% on the outstanding amount or BDT 1,000/- whichever is higher.
· Partial prepayment (at least 30% of outstanding loan) is also allowed with a fee of BDT 1,000/-
· Default fee for each missed installments is  24% on delinquent amount 

· In the event of three consecutive missed Installments the account will be handed over to collections for full recovery.

6.1.2.3 Home Loan

It’s easier than ever to own your dream home

Eligibility

· Minimum monthly Income BDT 40,000/-
· Minimum age 25. The loan must end before borrower’s age reaching 57 years or retirement date, which ever is earlier.

· 2 years service In a well reputed, stable company. If the applicant has less than 2 years experience In his / her current job, previous employment record will be considered.

· This loan Is provided for completed flats I apartments - less than 20 years of age

· Valid Income proof documents must be furnished

· Income of the spouse can be combined and s/he can apply as joint applicant

· No personal guarantee is required

· Minimum loan amount is BDT 7,50,000/-

· Maximum loan amount Is 100,00,000/-

· Maximum loan tenure 1s15 years, loan must be repaid pilot to 57 years of age

· A maximum loan amount of 70% of the total value of the apartment costing up to BDT 50,00,000/- and 60% of the total value for the apartments over BDT 50,00,000/-. The total loan value of the registration cost.

· Financing for the registration cost

· The loan will be paid to the Developer I previous owner by Cashier Order
· Interest rate is 13% per annum

· Interest is calculated on a monthly reducing balance as opposed to an annual reducing balance, giving customer a lower monthly installment amount

· Loan processing fee Is 1.5% of the loan amount or BDT 20,000/- whichever is higher + stamp charge
· Security: Registered mortgage and original title deed

· Insurance: Fire, earthquake, flood, cyclone

· There Is option of disbursing funds, up to 50% of the loan amount prior to registration subject to the property being complete, as evidenced by suitable representation by a reputable developer of a qualified third party surveyor. In such cases Tri-partite
· Agreement between the Bank, Developer, and Borrower Will be taken as security In the Interim prior to registration.

· More emphasis on bank statements for businessmen will be given. Although submission of tax papers remain mandatory.

· For salaried individuals additional income Indus ding rent, will be considered, provided these are substantiated with requisite documentation I evidence.

· Exception of accepting Equitable Mortgage rather than Legal Mortgage for properties developed by the more reputable companies and as advised by our lawyers.
· Partial or full prepayment allowed
· CEPS salaried customers will get 0.5% discount in Interest rate, i.e. 13.5%

· A current account needs to be opened by the customer before applying for Home Loan.

6.1.2.4 Personal Secured Loan
Personal Secured Loan is a simple stand by loan against the lime Deposit and NRB Bonds and the loan Is repayable in equal monthly installment

o

Standby loan against ND and NRB bonds (WEDBIUSO Bonds)

o

WEDB or USDBs issued from HSBC and other multinational banks are considered.

o

Interest rate 12.5% for loan amount below BDT 5,00,000/- and 12% for loan amount of BDT 5,00,000/- and above

o

InterestrateagainstLCYTMDisTMDratel3%

o
Minimum loan amount BDT 90,000/-

o

Maximum loan amount 90% of LCY ND amount or WEDB and 80% 01 FCY ND or USDBs.

o
Option of bullet repayment with quarterly interest payment Is 


available. Partial prepayment Is not allowed for this facility. Bullet repayment facility allows no monthly repayment option. The quarterly interest has to be paid by the customer.

o

10.5% interest rate for bullet repayment PSL facility 
o
Processing fee against certificate Issued from HSBC Is BDT 1,000/- + stamps BDT 170/-

o
Processing fee against certificate issued from other banks is BDT 1,500/- + stamps BDT 170/-

o

flexible tenure, maximum loan tenure is 5 years, customers can choose the loan tenure (12, 24, 36, 48, or 60 Installments)

o

Default fee for each missed installment is @ 24% on delinquent 



amount

o
In the event of three consecutive missed Installments the security 

will be encased & outstanding loan amount will be realized

o
Set off fee for liquidation of 3 consecutive delinquent amount is BDT 

1,000/-

o

Partial prepayment fee is BDT 1,000/-

Early settlement fee Is BDT 1,000/- (If within 3 months -1% of the outstanding or ROT 1,000/-whichever Is higher.

6.1.2.5 Personal Secured Credit

Credit facility against your Investments

Personal Secured Credit is a credit facility against Time Deposits and NRB Bonds that enables customers to have the flexibility to meet short-term commitments without unlocking their long-term investments

o

Customers can borrow up to 90% of their ICY TMDs and WEDB value

o
WEDB and USDBs Issued from HSBC and other multinational banks 

are considered

o
Minimum loan amount is BDT 90,000/-

o
Maximum loan amount 90% of LCY  amount or WEDB and 80% of 

FCY ND or USDBs.

o
Processing fee against WEDB and USDBs Issued from HSBC is 

BDT 1,000/- + stamps BDT 170/-

o

Processing fee against WEDB and USDBs issued from other banks 



is BDT 1,500/- + stamps ROT 170/-

o
Interest rate against LCY ND is ND rate + 3% and FCY ND Is 12.5% 

for loan amount below 5,00,000/- and 12% for loan amount of BDT 5,00,000/- and above

o 
Interest rate against NRB bonds 13%

Customer needs to have a current account with us to avail this facility.

6.1.2.6 Credit cards

HSBCS co-branded credit card with Prime Bank gives you the freedom to pay for goods and services without the hassle of carrying cash. The card is accepted at shops, restaurants, hotels, airlines and travel agents, departmental stores, hospitals and diagnostic centers, practically anywhere In Bangladesh displaying the MasterCard logo.

Product Name: HSBC - Prime Bank CO-branded Master Card Gold Card Card Type: Local Master Card Gold Card

Card Unit:

· Staff Card: BDT 15,000/- to 1,00,000/-

· Master Card Gold Normal: BDT 50,000/- to 1,00,000/-

·  Master Card VIP: BDT 1,00,000/- to 2,00,000/-
Higher credit limit will be granted on exceptional basis

Eligibility:

· Primary Eligibility: Minimum BOT 25,000/- gross income from regular sources. Bangladeshi Citizen 21-65 years of age and has account with HSBC

· For Supplementary card the person has to be at feast 18 years of age

· Card Life: By default 2 years for all cards new and renewed
· Repayment Period: 26 day of every month. Maximum 50 days interest free period
· Minimum Payment Calculation
· 8% of the current balance shown on the statement or BDT 500/- which ever Is higher. If current balance Is less than BDT 500/-, then full payment
· For over limit account: 8% of the credit limit plus exceeded amount

· For overdue account: minimum of the previous statement plus 8% of the billed amount.

	Fees and charges: (VAT applicable)
	

	Annual Fee
	BDT 2,000/-
	

	First Supplementary Annual Fee
	Free
	

	2nd -9th  Supplementary Annual Fee
	BDT 1,000/-
	

	Card Replacement Fee
	BDT 500/-
	

	Late Payment Fee
	BDT 300/-
	

	
	
	

	Excess Limit Fee
	BDT 500/-
	

	Statement Retrieval Fee
	BDT 50/- per statement
	

	Sales Slip Retrieval Fee
-
	BDT 250/-
	


Figure 1: Fees and charges for Credit Card


Supplementary Card: Total 9 cards can be availed. There will be no annual fee for the first supplementary card.


Interest: 2.5%s monthly. Interest is calculated on daily basis on card accounts from posting date. If payment is paid within the payment date in full, no interest Is charged. This present a cardholder the option to enjoy a maximum of 50 days free credit facility


Penalty for Late Payment: The billed amount needs to be repaid or the minimum as shown on the Statement of Card Account within the Payment Due Date to avoid Late Payment Fee. If payment received late for two months, the card account may be suspended.


Penalty for Excess Limit: Minimum as prescribed. Any excess limit must be paid immediately otherwise fees may be charged twice. Interest, Excess limit Fee shall be debited to Card Account on the Payment Due Date. Any discrepancy is the statement should be reported to Prime Bank Limited, Card Division with in 10 days from the Statement Date. Else the billed amount shall be considered correct

6.2 Services of HSBC


As one of the largest International banks in Bangladesh, HSBC has a long-term commitment to its customers and provides a comprehensive range of financial services: personal, commercial and corporate banking; trade services; cash management treasury; consumer & business finance; and securities and custody services. This is an integral and vital part of the bank. The services department ensures smooth operation and functioning within and between all the departments of HSBC. It also provides continuous support to the core banking activities of HSBC. The Manager of Services heads this department who formulates and manages various critical Issues of the services function of HSBC. He Is followed by a group of executives who are the heads of various subsidiary divisions that operate within the services department The services department is considered as the backbone of all other departments The various subsidiary divisions within this department are Administration, IT, Internal Control (IC), Network Services Center (NSC), and HUB. A structure of the services department is presented below followed by a briefing of the subsidiary divisions:
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6.2.1 Administration


Like that of any other organizations, the Admin department of HSBC makes sure that the organizations moves on with all its departments and staffs operating according to all the rules and regulations of the company. It also prevents any bottlenecks with in the work process and ensures smooth functioning. The admin department has two divisions - general administration and Business support services.

The general admin division Is pretty much similar to the admin departments of other companies that ensure and regulatory concerns. The business support services provide supports to the departments during employee leaves and sudden terminations so that the department can function without problems.

6.2.1.1 IT

This department gives the software and hardware supports to different departments of the bank As HSBC is engaged in online banking, the role of ii is very crucial for the bank. This department is the most active department of HSBC where employees always stand by to solve any problems in the system. The managers and executives of IT division work continuously to develop the total it system of HSBC so that it can be operated with ease, accuracy and speed.

6.2.1.2 Internal Control

HSBC has Internal auditors who visit on regular basis and submit the report to the higher authority for audit purposes. This gives different departments the chance to know their mistakes and take necessary corrective actions. Again, the Bank annually administers a company wide audit program to evaluate the overall performance of the bank in Bangladesh.

6.2.1.3 HSBC Universal Banking (HUB)

The HSBC banking system is called HUB. HSBC does the online banking and It is HUB, which sets up the parameter for that This HUB is linked with the HSBC group via satellite and each and every transaction made by HSBC within Bangladesh is being recorded at the HSBC Asia-pacific headquarters at Hong Kong via HUB. Thus the HUB is the most powerful and important equipment of HS8C Bangladesh that monitors and tracks any fraud and faults made with HSBC Bangladesh.

6.2.1.4 Network Services Centre (NSC)

This department can be described as the ‘Power House of HSBC Bangladesh. NSC does the back office job for the bank. The main four jobs that are performed by NSC are Clearing, Scanning of signature cards, issuing checkbooks and sending & receiving Remittances. NSC looks after the clearing process of HSBC and makes necessary contact with the central bank for maintaining account flows. All the customer signatures are scanned in this department and are entered Into the system. NSC also issues checkbook for new and old accounts based on requisition from various branches. ‘Remittance’ is a banking term, which means ‘Transfer of funds through banks’. When a bank remits on behalf of its customers, it is termed as outward remittance. On the other hand, when the bank receives the remittance on behalf of the bank, it is inward remittance. The following are the methods that NSC used to remit money for customers: Telegraphic Transfer (IT), Demand Draft (DD) & Cashier’s Order.

6.2.2 Financial Control Department (FCD)

This is considered as the most powerful department of HSBC. It keeps tracks of each and every transaction made with in HSBC Bangladesh. Manager of FCD who ensures that all the transactions are made according to rules and regulation of HSBC GROUP heads It. Violation of such rules can bring serious consequences for the lawbreaker. The functions of FCD are briefly discussed In the following pages along with an organ gram of the department:
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6.2.2.1
 Foreign Correspondence (FC)

FC keeps records of all the accounts of HSBC. All the vouchers, notes, advices and transaction reports of the branches are sent to FC for record keeping purposes. FC also prepares the financial

statements for the banks and decided upon banks assets and liabilities. It also deals with the returns that are submitted to the Central Bank on regular interval.

6.2.2.2 Treasury


This department works under FCD. Their main job Is to take decisions regarding purchase and sell of foreign currency. The purpose of Treasury’s operations Is to utilize the funds effectively and arrange funds at a lowest possible rate of interest, through maintaining effective relationship with other banks and following the Government rules and foreign exchange regulations

6.2.2.3 Payment and cash Management (PCM)

PCM deals with the inter-bank payment PCM strategies are designed to ensure efficiency, profitably and comprehensive support


6.2.3
Personal Banking Division (PLB)


P18 is the most flourishing department of HSBC Bangladesh. This department basically deals with the management of products and services offered to the In individual consumers. Within a span of only seven years, HSBC P18 has grown tremendously and is still growing with its innovative products and service offerings. Manager of P18 manages this department He is the person behind the astounding growth of P18 department in HS8C Bangladesh. Chief of P18 manages and supervises the Personal Banking activities of the branch network of HSBC Bangladesh. The S branches of HSBC basically deal with the personal banking activities and provide various accounts services to individual customers.

6.2.3.1 Branch network


There are five branches of HSBC, 4 situated at different Dhaka and 1 at Chittagong. Only the Dhaka office (head office) branch & Chittagong branch deals with both corporate and personal banking. The other 3 offices only deal with the personal banking activities. There functions are to provide various financial services to the consumers. These include customer services, sale of various P18 products, opening new accounts, providing cash, remittance and other teller services, etc. the branches are quite decentralized for better delivery of services to customer and have their own premises and facilIties1 Branch managers head these branches. Each branch Is staffed with Its own team of employees. A great deal of teamwork Is seen within these branches. ATM’S are situated with each branch premises.

6.2.3.2 Credit Department


The personal banking credit department deals with the consumer credit schemes such as the Personal loan, car loan, personal secured loan, personal secured credit etc., which are tailored to meet the demand of  customers. The manager of P18 credit approves and administers all the activities of this department. He Is staffed with two loan approval officers, two loan processing officer, two assistant officers and one MIS clerk. The approval officers mainly reject or approve the credit requests. After being checked by the approval officers, the credit requests go to the processing officers for further processing of the application.


6.2.3
Persona! Banking Division (PLB)

P18 is the most flourishing department of HSBC Bangladesh. This department basically deals with the management of products and services offered to the in individual consumers. Within a span of only seven years, HSBC PIB has grown tremendously and is still growing with its innovative products and service offerings. Manager of P18 manages this department. He is the person behind the astounding growth of P18 department in HSBC Bangladesh. Chief of P18 manages and supervises the Personal Banking activities of the branch network of HSBC Bangladesh. The 5 branches of HSBC basically deal with the personal banking activities and provide various accounts services to individual customers.


6.2.3.1
Branch network

There are five brandies of HSBC, 4 situated at different Dhaka and 1 at Chittagong. Only the  Dhaka office (head office) branch & Chittagong branch deals with both corporate and personal banking. The other 3 offices only deal with the personal banking activities. There functions are to provide various financial services to the consumers. These inclu customer services, sale of various P18 products, opening new accounts, providing cash, remittance and other teller services, etc. the branches are quite decentralized for better delivery of services to customer and have their own premises and facilities. Branch managers head these branches. Each branch Is staffed with Its own team of employees. A great deal of teamwork is seen within these branches. ATM’S are situated with each branch premises.


6.2.3.2
Credit Department


The personal banking credit department deals with the consumer credit schemes such as the Personal loan, car loan, personal secured loan, personal secured credit etc., which are tailored to meet the demand of customers. The manager of P18 credit approves and administers all the activities of this department. He is staffed with two loan approval officers, two loan processing officer, two assistant officers and one MIS . The approval officers mainly reject or approve the credit requests. After being checked by the approval officers, the credit requests go to the processing officers for further processing of the application.

6.2.4.2 Relationship Management Department


The RM department consists of various relationship managers who are assigned to different corporate to better satisfy their needs. These RM’S communicate with the and are solely responsible for the companies they deal In. Any information regarding a corporate must be communicated through the respective RM assigned to that corporate. A relationship manager may be assigned more than one company and this decision depends on the Head of Corporate Banking.

6.2.4.3 Hexagon
The Hexagon department deals with all aspects related to HSBC’s unique banking software product - Hexagon. It Is the global Electronic Banking system of HSBC, which offers the customers more convenient and efficient banking than ever before. It is an innovative desktop banking system developed by the HSBC group, whIch operates via the group’s proprietary worldwide communications network~

6.2.4.4 HSBC Trade Service (HTV)


Trade service is known by various names in other banks, e.g. Trade Finance Foreign Exchange, Foreign Trade etc. However, the functions are the same. As the name suggests, this department is involved in facilitating trade, both international & within Bangladesh. HSBC Is the leading provider of trade finance and related services to Importers and exporters in Asia. Trade is considered a core business of the group. The group’s presence in 81 countries of the world gives a good opportunity to control both ends of a trade transaction and keep the business within the Group. The various awards It has won from the leading publications of the world acknowledge HSBC’s excellence In trade. The trade service department has two separate subsidiaries: Credit Administration & Foreign Exchange Division.

Credit Administration department basically deals with all the documentation, processing, administration and disbursement of the import-export services provided to corporate clients. This department is known to be the heart of HSBC trade services that administers and manages all the trade tools provided by HSBC Corporate Banking. Some important aspects of this department are IC advising, documentation, OD facilities, guarantees, etc. The For-ex division of trade services is solely concerned with the management of Foreign exchange inflow and outflow. The For-ex division of trade service in relation with NSC and FCD manages the foreign currency traffic of HSBC that originates from Corporate Banking and trade services.

6.2.5 Marketing Department


The sixth major department of HSBC is the marketing department. The marketing department of HSBC play a vital role in fostering the continues growth HSBC In Bangladesh. A manager Is assigned to this department who looks after the overall marketing operation of HSBC in Bangladesh. This department Is basically concerned about marketing the company’s products, services and building a strong corporate image. The marketing department of HSBC has three subdivisions: Direct Sales, Promotion & Marketing Administration, This division are discussed below:


6.2.5.1 Direct Sales (DS)


An executive is assigned to this part of the marketing department The Direct Sales division coordinate & manages the sales activities of all the Mobile sales officers (MSO) of HSBC Bangladesh. The MSO’s basically makes sales of the company various Personal Banking products such as, savings accounts, consumer loan, etc outside the banking premises. There are a total of more than 75 mobile sales officers (MSO) employed in the cities of Dhaka and Chittagong. The MSO’s are assigned to specific branches for making sales activities more smoothly. The DS executive sets sales strategies & targets for the Sales officers and manages the whole team of MSO’s In Bangladesh. The direct sales department also decides upon the commission and remuneration of the mobile sales officers as their salary structure is based on sales performances. Thus this part of the marketing division is very important for the overall growth of the Personal Banking Division.


6.2.5.2
Promotion

This part of the marketing department deals with all the promotional activities of HSBC Bangladesh. Prime responsibilities of this department are: Maintaining strong public relations with various media intermediaries, Advertising the companies products and services, building a strong corporate image of HSBC in Bangladesh.

6.2.5.3PublicRelations

The promotion department organizes various environmental and social activities in order to build a strong corporate image of HSBC in the minds of customers as well as in the media. Maintaining strong relationship with news media is another major duty of this department.

6.2.3.3 ATM Center


The ATM center ensures smooth operation of the ATM machines that are located at Dhaka and Chittagong. The ATM center is responsible for regular replenishment of the off-site ATM’S and serving of all the ATMs. Currently a total 9 ATMs are in operation. The ATM center also deals with issuance, termination and servicing of the ATM cards. Basically, the AN center Is the department that Is solely responsible for all the activities related to ATM and Is the department that enables customers 24 hour banking support.

6.2.3.4 ATB center


ATB refers to Automated TeIe Banking. This department deals with the back office serving of the HSBC phone banking services provided to customers. This department Is basically responsible for the activation of ATB, ATB pin generation, and ATB security management, ATB blocking and troubleshooting of all AIB problems. Currently this department Is staffed with one executive and an officer

6.2.4 Corporate Banking

This division of HSBC provides financial services to organizational clients. HSBC is a worldwide leader in banking and financial services whose success Is based on its relationships with its corporate clients. Whether it is locally or around the world, HSBC offers a comprehensive range of services that can be tailored to the individual needs of the company. Two offices of HSBC Bangladesh offer corporate banking services to corporate clients. These are the Dhaka Head Office and Chittagong office. Corporate Banking of HSBC Bangladesh in dudes Corporate Institutional Banking ((IS) Trade Service (HTV), and Hexagon. These sub-divisions are discussed briefly In the following sections:

6.2.4.1 Corporate Institutional Banking (CIB)


As their major customers operate internationally, HSBC serves them internationally. Operating through the centers and in dose liaison with HSBC Investment Bank, Corporate and Institutional Banking provides the full  range of the Group’s capabilities at local and global levels, with a particular focus on payments and cash management, trade and securities custody. HSBC also offers local  institutions and banks access to wide range of financial services available on an international basis. The services are tailored to suit the needs of the companies. CIB has two separate wings: Relationship management department and Hexagon.
6.2.5.4 Advertising


The promotion also coordinates all the advertising of HSBC products within Bangladesh. Some of the advertising tools that are frequently used by the company are as follows:
a)
Newspapers Advertising: Regular advertisements of various products and services of HSBC are given in some of the counties most renowned daily newspapers.

b)
Billboards: Huge colorful billboards with HSBC logo are found In various major areas of Dhaka and Chittagong. These billboards emphasize on the needs of customers and shows HSBC logo as solution to their needs.

C)
Road Side Signposts: Medium sized multi colour signposts focusing on various products of HSBC are found on the roadsides of various posh areas such as, Gulshan, Dhanmondi, Bandhara, Motijheel, etc.

d)
Mailers: various product updates and new product Information are regularly sent to existing customers of HSBC.

e)
Brochures: Various colorful brochures featuring specific products of HSBC are being displayed and distributed to existing and potential customers via branch offices and Mobile sales officers.

These are some of the promotional activities managed and coordinated by the promotion department.

6.2.5.5 Marketing administration


This department formulates & executes various marketing strategies of HSBC Bangladesh. This department also administers various marketing research activities on the existing and potential customers of HSBC. Some such research activities are: mystery shopping, critical incident surveys, customer suggestion surveys, etc. The results of these surveys are integrated while formulating venous marketing strategies. This department also deals with the billing and invoicing of various marketing & advertising costs of HSBC Bangladesh.

In these are the major departments of HSBC Bangladesh. Except the branches all other departments are situated at HSBC Bangladesh head offices located at Anchor Tower, Kawran Bazar. Most of HSBC’s operation and activities are operated centrally from the head office. But to deal with customers more completely, the branches are given considerable authority and they operate in a more decentralized manner but subject to verification of the respective departments.

Chapter-7
SWOT Analysis

7.1 Strength

	Strong corporate Identity


Distinct operating Procedures
	HSBC is the leading provider of financial services worldwide. With its strong corporate image and identity it can better position in the minds of customers. This image has helped HSBC grab the personal banking sector of Bangladesh very rapidly.

HSBC in known worldwide for its distinct operating procedure. The company’s Managing for Value strategy better satisfy customers needs and also keeps the firm profitable.

	Distinct schedule
	Everyone in HSBC from the appraiser to the top management has to work to the same schedule toward a different aspect of the same goal, interfacing simultaneously at all level over quite a long period of time.

	Strong employee bonding and belongingness
	HSBC employees are one of the major assets of the company. The employees of HSBC have a strong sense of commitment towards organization and also feel proud and a sense of belonging towards HSBC. the strong culture of HSBC is the main reason behind this strength.

	Efficient Performance
	HSBC provides hassle free customer service to its client base comparing to the other financial institutions of Bangladesh. Personalized approach to the needs of customers is its motto.

	Young Enthusiastic workforce
	The selection & recruitment of HSBC emphasizes on having the skilled graduates & postgraduates who have little or no previous work experience. The logic behind is that HSBC wants to avoid the problem of ‘garbage in & garbage out’. & This type young & fresh workforce stimulates the whole working environment of HSBC.

	Empowered Work


force
	The human resource of HSBC is extremely well thought & perfectly managed. As from the very first, the top management believed in empowered employees, where they refused to put their finger in
every part of the pie. This empowered environment makes HSBC a

	
	better place for the employees. The employees are not suffocated with authority but are able to grow as the organization matures.

	Companionable


Environment
	AU office walls in HSBC are only shoulder high partitions & there is no executive dining room. Any of the executives is likely to plop down at a table in its cafeteria & join in a lunch chat with whoever is there. One of the employees has said, Its exciting to know you may see & talk to the top management at any time. You feel a part of things”.

	No communication barriers
	DBD has tried hard to avoid communication barriers & structural bureaucracies . The little existence of authoritative bafflers among the different level of management stimulates a feeling of importance as their work get priority over the position.


	Equalization
	At HSBC workshops are conducted periodically. On the workshops, all people participate as equals, with new members free to openly challenge top managers.

	Free exchange of communication
	At HSBC the main objective is to setting up workshops are to remove authority from an artificial spot at the top, & place it where the most knowledgeable people are, the people dosest to the operations. The free exchange of ideas is reinforced by a policy of ~construct1ve confrontation”. Each employee is expected to challenge ideas openly & aggressively, but never attack an individual’s motives for presenting an idea.

	14B0
	HSBC also has Management by Objectives (MBO) everywhere. Each person has multiple objectives. the employees must have to get the approval of their bosses on what they are going to do. Later they review as how well they have performed their job with their management as well as the peer group.

	One-to-one” meeting
	The MBO makes the review a communication device among various groups. The key to the system is a 5one-to-one” meeting between a supervisor & a subordinate. In the meeting, the problems in dealing with customers are put forward first & every one dug it to solve them.

	Modem Equipment & technology
	HSBC owns the best banking and information technology equipments in Bangladesh. It ultra modem banking systems starting from terminal  HUB’S are based on the international HSBC group standards and are the latest The Hexagon product is one of the best examples in this context.

	Visually Appealing

Facilities
	HSBC has some of the best visually appealing branches and office. premises in Dhaka & Chittagong that highly attracts customer’s attentions and customers also feel the international environment while banking with HSBC.


7.2 
Weaknesses
	Absence of strong
Marketing
Activities
	HSBC currently don’t have any strong marketing activities through mass media e.g. Television. TV ads play a vital role in awareness building.

HSBC has no such TV ad campaign.

	Narrow operating span
	HSBC has a very narrow operating span in Bangladesh. It has only 2 full service branches in Bangladesh situated only at Dhaka and Chittagong. Various geographic segments are currently not availing the services of HSBC due to inconvenient branch location or absence of neighborhood branches.

	No investment


products
	Currently the personal banking divisions of HSBC do not have investment products for its customers. The banning of investment loan by central bank posses a strong pressure to design new products.

	Too many contract workers
	HSBC has contract workers who lack the commitment with superior quality service and also are pretty classified as being a contract worker. This hampers the banks service quality as a whole.

	Diversification



	HSBC can peruse a diversification strategy in expanding its current line of business. The management can consider options of starting merchant banking or diversify in to leasing and insurance. As HSBC is one of the leading providers of all financial services, in Bangladesh it can also offer these services.

	Credit Cards
	This is one of the most popular and emerging product in Bangladesh Which offers customers total financial mobility. Various other banks and institutions are currently offering this product. HSBC can also take advantage of this product and grab the market share.


	Acquisition
	HSBC is one of the experts in acquiring various firms and  rganizations.In Bangladesh it can also diversify quickly by acquiring various local established banks and increase its total operation within Bangladesh rapidly.


7.3 Opportunities

	High demand of Housing loans
	Since housing is one of the basic needs of people, there is a high demand of housing loans. HSBC personal banking division can focus on this category of products and grab these segments of customers.

	Distinct operating procedures
	HSBC is noted for its distinct operating procedures. Repayment capacity as assessed by HSBC of individual client helps to decide how much one can borrow. As the whole lending process is based on a client’s repayment capacity, the recovery rate of HSBC is dose to 100%. This provides HSBC financial stability & gears up HSBC to be remain in the business for the long run.

	Countrywide network
	The ultimate goal of HSBC is to expand its operations to whole Bangladesh. Nurturing this type of vision & mission & to act as required, will not only increase HSBC’s profitability but also will secure its existence in the log run.

	More experienced & managerial know-how
	The top management team of HSBC is expert in banking activities. The operating policies established by them are unique & unified. All the members of the team carry out their management roles exhaustively. They equally contributed to HSBCs superior leadership, by carrying out their unique roles. They worked well together, respecting each other’s abilities, & arguing openly & without any rancor when they disagree.


7.4 Threats

	Upcoming Banks
	The upcoming private local & multinational banks posses a serious threat to the existing banking networks of HSBC. it is expected that in the next few years more commercial banks will emerge. If that happens the intensity of competition will rise further and banks will have to develop strategies to compete against and win the battle of banks.

	Lose of Customers
	Absence of various products such as credit card, housing loans are causing various customers to detract from HSBC. This is a serious threat for HSBC Bangladesh.

	Moderate levels of Customer
Satisfaction
	HSBC should continuously improve its customer service strategies and the overall service quality needs to win the customer satisfaction undoubtedly.

	Default Culture
	This is major problem in Bangladesh. As HSBC is a very new organization the problem of non-performing loans or default loans is very minimum or insignificant However, as the bank becomes older this problem will arise enormously and the bank may find itself in a more threatening environment. Thus HSBC has to remain vigilant about this problem so that proactive strategies are taken to minimize this problem.


Chapter -8
Conclusion & Recommendation 

8.1 Conclusion

HSBC has entered the new millennium in good shape, with a dear strategy and a broad spread of businesses able to pursue opportunities for profitable growth wherever they occur. The outlook for I-ISBC is encouraging. 1 got an opportunity to know the Products & Services offered by HSBC to its customers and how the department works. I also got the scope to interact with customers and reveal their expectations and perceptions about the bank’s services.

Consumer banking industry has been treated as a prospective financial sector in Bangladesh. More and more banks and non-bank financial companies are entering the industry. The industry became so attractive that multinational bank like HSBC has entered the market and wants to lead the market. However, the entrance of banks like HSBC has brought revolutionary changes in banking services. People get better service than ever before. It becomes tot easier for people to get loans and investing money into diversified portfolios. Sophisticated services like ATM, Phone banking etc. has been brought by this new generation banking.
This report has increased my knowledge about banking operations and this knowledge and experience will help me advance In career life In the future. From all of my learning at HSBC I realize that it can be a role model to the banking industry.
8.2.Recommendations

Through conducting this study I have acquired some practical knowledge about products & services HSBC in Bangladesh, general banking and other relevant matters. In this part of recommendations, some valuable Issues of HSBC are discussed. These were the aspects that came out while working as an intern at HSBC These were related to various parts of HSBC and thus are placed in the list of general recommendation. Though these issues were not the part of the project, they also contribute valuable information at improving the overall customer satisfaction of HSBC. Such general recommendations are discussed below:
8.2.1 New Branches Should Be Introduced

Customers showed a huge dissatisfaction with current locations as HSBC provides services from only 9 branches throughout Bangladesh. New branches should be constructed in Dhaka city satisfying more geographic segments. As convenience of communication to the branch location is a very important factor for the customers HSBC should consider building new branches and ATM’S within Dhaka city as well as other metropolitan cities of Bangladesh.

8.2.2  Market Research

The management of HSBC should regularly administer marketing research activities in order to keep a regular track of satisfaction levels. Regular research should also be conducted to find out customer expectations about various service aspects. As customer expectations and satisfaction are not static figures regular research at confident intervals should be conducted.

8.2.3 Customer defined Service standards

A formal service blueprint should be designed with appropriate service level standards to reduce the variability of service. These standards should be customer defined and customer expectation should be considered while deciding on the service standards.

8.2.4 Faster Delivery of ATM cards

HSBC should reduce the amount of time required to provide new ATM cards. Currently it takes 15 days while some competitors can provide the card within 2 working days. As the HSBC ATM card comes directly from Hong Kong delays are obvious. HSBC should make necessary arrangements to produce the new cards locally In order to reduce the customer difficulties faced in the absence of ATM card.


8.2.5 Reconsider Interest Rates on Savings

The savings rates of HSBC should be redesign as most of the customers were currently dissatisfied with the savings rates. HSBC should restructure the interest schemes of its savings product to attract more valuable customers.

8.2.6 Advertising & Promotion

HSBC should pursue an aggressive advertising campaign in order to build up a strong Image and reputation among potential customers. In this context, the valuable strengths should be used for positioning the corporate image of the banking ads should be aired to reach a wider array of customers. The ads should capitalize on building strong relationship, needs of customers and quality service of the bank rather than features of products.

8.2.7 Launch of Credit Cards

This is one of the most popular and emerging product in Bangladesh which offers customers total financial mobility. Many local and foreign banks are currently providing these services and are satisfying customer needs more widely. HSBC should also take advantage of this popular product with no further delay and grab the market share.

8.2.8 Locker Services

While interacting with the customers at customer service point a huge amount of customers demanded lockers services. With such demand of this service, HSBC should consider of proving locker services to its customers. This will also attract new customers from other banks who are currently offering this service.

8.2.9 Focus on Relationship Strategies

The bank should focus more on existing customers In order to build strong and loyal relationship with them as satisfied customers more aptly or certainty recommends the bank to friends and relatives. Thus the power of relationship Will foster positive Word of Mouth Communication and will attract new customers at a lower cost

8.2.10 More permanent staff instead of contract workers

HSBC has many contract workers who have lack of commitment with superior quality service and also pretty dissatisfied as being a contract worker. The circumstance hampers the bank’s service quality as a whole.

8.2.11 Control over the mailing network:

HSBC should strictly monitor the courier services that are engaged in delivering mails and documents. Huge amount of delivery failures is being piled up at branches. So HSBC should have some control over its couriers and ensure proper delivery of malls and documents.

Last of all it can be said that In spite of having some barriers, obstacles as well as limitations HSBC is stilt in growth-oriented, feasible as well as sustainable In the long run.

Chapter-9
Reports Utility

9.1
Appendix


HSBC- Hong Kong and Shanghai Banking Corporation


PFS-
Personal Financial Services


PSL-
Personal Secured Loan


PSC-
Personal Secured Credit


PIL-
Personal Installment Loan


EMI-
Equal Monthly Payment


DPD-
Day Past Due


DB-
Debt Burden


ATM-
Automatic Teller Machine


KYC-
Know Your Customer


LOI-
Letter of Introduction


ATM-
Automated Teller Machine


BIN-
Bank Identification Number.


CSC —Customer Service Center


ETC-
Electronic Teller Card


EPM-
Easy Pay Machine


GATM -Group AN proprietary network.


PAN-
Personal Account Number


PIN-
Personal Identification Number


PML-
ATM Periodic Maintenance Letter


SAN-
Secondary Account Number


POS -
Point-Of-Sale location.
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