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Standard Chartered is one of the world’s most international banks with employees representing 80 nationalities. It serves both consumer and wholesale banking customers and aims to be The Right Partner for its customers. Standard Chartered and as ever, remain strong and determined in commitment to lead in the market offerings. Being right partner is the pivotal goal and hence ensuring its financial success of customers become key priority of SCB.

Following the acquisition of Korea First Bank, Standard Chartered now employs 33,000 people in 950 locations in more than 50 countries in the Asia Pacific Region, South Asia, the Middle East, Africa, the United Kingdom and the America. Standard Chartered PLC is listed on both the London Stock Exchange and the Stock Exchange of Hong Kong and is in the top 25 companies, by market capitalization. Standard Chartered Bank’s purchase of the American Express Bank’s branches and commercial banking business in Bangladesh as a very important investment goes to show SCB’s commitment and trust in Bangladesh, where it intend to do more business and serve more customers in the coming days.

Standard Chartered is able to introduce a number of new products and services in the market. It serves both consumer and wholesale banking customer. Consumer banking provides credit cards, personal loans, mortgages, deposit taking and wealth management services to individuals and small to medium sized enterprises. Wholesale banking provides corporate and institutional clients with services in trade finance, cash management, lending, securities services, foreign exchange, debt capital markets and corporate finance. 

Standard Chartered is well established in growth markets and combines deep local knowledge with global capability. The bank is trusted across its network for its standards of governance and its commitment to make a difference in the communities in which it operates.

                                   CHAPTER ONE: INTRODUCTON

1.1 Origin of the report

This report has been prepared as a requirement of the internship program based upon the Standard Chartered Bank where my organization supervisor is Mrs. Fahmida Saddique, Branch Sales and Sevice Manager-Sylhet Branch, and my institution supervisor is Mr. Shariyar Anam, Head of Department, Department of Business Administration, University of Asia Pacific.My institute supervisor duly approved the topic decided for doing the report. Since the BBA program is an integrated, practical and theoretical method of learning, the students of this program are required to have practical exposure in any kind of business organization in last term of this course.

1.2 Objective of the report

This paper is prepared with a view to highlight my three months period banking experience through the analysis of products and services available at Standard Chartered Bank. The objectives of this report are:

·  To show the available products & services.

· To determine the various service dimensions that the Standard Chartered Bank’s CBS (Consumer Banking Service) customers expect throughout Bangladesh.

· To identify the strengths, weaknesses, opportunities and threats for Standard Chartered Bank.

· To represent the unique features of Standard Chartered Bank.

· To discuss how Standard Chartered Bank performs its daily operation through various sections.
· To provide with probable solutions for the improvement of the customer service quality.
1.3 Methodology of the report

All the information incorporated in this report has been collected both from the primary resources as well as from the secondary sources. To collect the primary data I discussed  with SCB officials, make face to face  conversation with the clients and also discuss with them over the telephone .The secondary data has been  collected from different publication of  Standard  Chartered  Bank such as annual reports of  SCB, newsletter of  SCB, various  brochures on the products and services offered by the SCB , internet and  different articles in the journals &  magazine. 
1.4 Scope of the Study

I have worked as an internee in Standard Chartered Bank, Sylhet branch for three months period. Standard Chartered Bank is the leading foreign bank in our country. It has been operating here since 1948 and has become an icon among the foreign banks operating here. The main scope of this study is the findings regarding SCB’s operating and production technology. Many aspects of the operation and product diversification along with the production technology of SCB could be adopted by our planners to design our banking sector into a real effective one. This report may act like a guide in revealing some of the important aspects of Standard Chartered Bank. This report tends to determine the customer satisfaction and various service dimensions that Stnadard Chartered Bank’s CBS (Consumer Banking Service) customer expect and to what extent SCB has been able to meet them.

1.5 Limitations
 Limitations, which I faced while doing my internship report, are discussed below:

· Time constraint was a limitation restricting this report from being more detailed or analytical.

· Every organization has its own secrecy that cannot be revealed in publics. Confidentiality of data was most important barrier that I faced during my internship.

· Lack of comprehension of the respondents was the major problem that created many confusions regarding verification of conceptual questions.

· As I had more dependence on the primary sources, so there might be some level of inaccuracy with those collected information though adequate verification and cross-checking was used to minimize the error level.

                               CHAPTER TWO: STANDRD CHARTERED BANK
2.1 Historical Background of Standard Chartered Bank

The name Standard Chartered basically comes after two banks, which merged in 1969.  They were originally known as the “Standard Bank” of British South Africa and the “Charterd Bank” of Australia and China. 

Of the two banks, the “Chartered Bank” was established by Royal Charter from Queen Victorian in 1853. The key person behind the Chartered Bank was a Scot, James Wilson. He started “The Economist”, which is still one of the world’s pre-eminent publications.He visualized the advantages of financing the growing trade links with the areas in the east, where none of the other financial institutions were present at that time and as such the Chartered Bank opened two branches in 1858 in Chennai and Mumbai. The same year bank opened another Branch in Shanghai. The following year the Chartered Bank opened a branch in Hong Kong and an agency in Singapore. In 1861 the Singapore agency was upgraded branch. In 1862 the Chartered Bank was authorized to issue bank notes in Hong Kong. Subsequently it was also authorized to issue bank notes in Singapore, a privilege it continued to exercise up until the end of the 19th Century.

On the other hand , the “Standard Bank” was founded by Scot, John Paterson in 1862. He immigrated to the Cape Province in South Africa and he became a successful merchant there. He also visualized the great trading possibilities between Europe and his adopted country. 
 From the very beginning both the banks were keen to capitalize on the huge expansion of       trade between Europe, Asia and Africa and to reap the handsome profits to be made from financing that trade and for that they expanded and prospered with time and decided to merge in 1969. After the merger the new shares of the Standard and Charterd Banking Group Limited were listed in the London stock Exchange on January 30th, 1970.  

2.2 Organizational Overview
 Standard Chartered employs 33000 people in over 550 locations serving 48 countries and territories across the Asia Pacific region, South Asia ,the Middle East , Africa, the United Kingdom and the Americas. It is one of the world’s most international banks with employees representing 80 nationalities.
Standard Chartered serves both consumer and wholesale Banking customers, is well established in growth markets and aims to be The Right Partner for its customers. The Bank is trusted across its network for its Standards of governance and its commitment to making a difference in the communities in which it operates. Standard Chartered recognizes its responsibilities to its staff and to the communities in which it operates. Their 150 years of history gives them a deep better understanding of their markets, their customers, and the local communities in which they operate. It is a strong platform for future growth. Standard Chartered is holding leading positions in dynamic markets. They are in some of the worlds fastest growing markets including the United Arab Emirates, India, China, and the markets of South Asia. They are present in many of their markets for several generations and have became a trusted partner to businesses and individuals. They have built up an enviable knowledge of local markets in Asia, Africa, theAmericans and the Middle East.

2.3 Global presence of Standard Chartered Bank

Standard Chartered Bank has its prominence presence in total of 48 countries:

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

	Botswana                         

Cameroon

Gambia

Ghana

Kenya

Sierra Leon

South Africa

Tanzania

Uganda

Zambia

Zimbabwe


	Australia

Brunei Darussalam

Cambodia

China

Hong Kong

Indonesia

Japan

Laos

Macao

Malaysia

Myanmar

Philippines

Singapore

South Korea

Taiwan

Thailand

Vietnam
	Argentina

Brazil

Colombia

Mexico

Peru

Venezuela


	Bahrain

Bangladesh

India

Iran

Nepal

Oman

Pakistan

Qatar

Sri Lanka

UAE


	Falkland Island

Jersey

UK
USA


Table 1: Global presence of Standard Chartered Bank (Source: Internet)

    2.4 Present Situation of SCB

       Globally, the key resources of SCB include:

· A network of over 600 offices in 50 countries.

· A stuff of about 33000 people managing assets of around 47 billion pounds.

· Standard Chartered Bank’s international business in personal Banking, Corporate Banking and Standard Chartered Markets are its special strengths.

· Standard Chartered Bank also maintains correspondents relationship with over 600 banks in 157 countries around the world.

2.5 Global strategy

The global strategies of Standard Chartered Bank are:

· To build and grow strong businesses in East and South East Asia-the Asia pacific Region 

· To enhance historical position in the Middle East and South Asia region.

· To concentrate operations in those activities that support Standard Chartered Bank’s remarkable franchise in newly industrialized and emerging markets.

2.6 Operation of Standard Chartered Bank 

  Standard Chartered Bank is regulated by the Bank of England and is a clearing bank in the United Kingdom. The head office of the group is located at Standard Chartered PLC, 1, Alderman bury Square, London, UK. The group operates through more than 600 offices in over 48 countries and has over 33000 people managing assets of over 47 billion pounds. In 1997, the Bank were ranked 94th in the world in asset size. Among them it has 239 offices in Asia, 33 offices in South & North America, 95 offices in Africa and one office in Australia. 

The global network of the bank is shown in the following diagram:
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         Figure 1:  Global Network of SCB (Source: www.standardchartered.com)

The bank aims to be the leading international bank in principal markets. It mostly concentrates on markets and businesses that they understand best. They provide high quality products supported by proven delivery systems and excellent customer service. SCB trains and develop people and exercise community responsibility. 

2.7   Business Activities of the global Standard Chartered Bank 

The bank provides various products and services all around the world, some of which  are mentioned  here:

· Global Consumer Finance:
There are seventy-six branches and finance centers under this division in about the countries with a workforce of 1616 employees. Some of the services provided by this

Division are unsecured personal loans, credit cards and retail store cards, vehicle related leases, etc.
· Personal Banking:

There are about 410 branches with a workforce of 12000 employees working under this division in 28 countries. Some of the services provided by this division are various kinds of insurance and loans, account maintenance, travelers cheques and money exchange etc.    

· Global Corporate and institutional Banking:
There are 350 branches under this division. This division provides services in 42 countries. The services provided by this division are international Trade Management Institutional banking, Treasury, Custody and Cash Management.

· Global Custodian Services: 
There are 17 offices under this division and about 900 staff members, operating in 14 countries and headquarters in Singapore. Standard Chartered Equator fulfils Standard Chartered Bank’s strategic commitment to provide custody and clearing services in the greater Asia. Standard Chartered Bank has one of Asia’s leading custodians over 40 years. 

· International Trade Management:

Principal services of this division are to the people are import Letter of Credits (L/C), import bills for collection, Bank to Bank Letter of credit, Direct Export Bills for collection, Bulk Letter of credit Collection, Bonds and Guarantees.

· Global cash management:

The division is operational in all countries where the group has Corporate & institutional Banking division. Standard Chartered Bank recognizes the importance of cash Management to corporate and institutional customers and offers a comprehensive range of services and liquidity management.

· Global Electronic Banking:  
  Electronic Banking provides various types of support through a wide range of operating           systems, sweeping transaction accessories with the provision of reporting features.

   CHAPTER THREE: STANDARD CHARTERED BANK IN BANGLADESH

3.1 History and background of Standard Chartered Bank in Bangladesh

The Chartered Bank opened in Chittagong in 1948, which was, at that time, the eastern region of the newly created Pakistan. The branch was opened mainly to facilities the post-war re-establishment and expansion South East Asia. The Bank opened its first branch in Dhaka in 1966 and shifted its headquarter from Chittagong to Dhaka after the birth of the Republic of Bangladesh in 1971.At present the Bank has 18 branches all over the country.

. In the year 1999 Standard Chartered has acquired the operation of Grindlays Bank in the Middle East and South East Asian countries. Former Grindlays Bank started its journey in Bangladesh in 1905 under the name of Grindlays Bank (when it forbears the National Bank of India opened in Chittagong). Standard Chartered Bank took-over the operation of ANZ Grindlays Bank in Bangladesh as a part of acquisition of South East Asian and Middle East operation of the Australia and New Zealand Banking Group. Standard Chartered Bank (SC) become the highest bidder quoting about AU$ 2.5 billion (US$1.5 billion) after ANZ Banking group decided to sell its subsidiary. The ANZ Grindlays Bank operating mostly in the Middle East and East Asian countries. The SC with its 18 branches and 27 ATM booths across Bangladesh has employed more than 600 people. The acquisition has enabled Standard Chartered Bank (SC) to across 500,000 new customer and 40 branches in India, and this made them one of the biggest bank in this region. After acquisition, Grindlays Bank is a part of Standard Chartered Group. The Bank presently has 18 outlets in 5 cities serving over 1, 25000 customers. The network of Standard Chartered Bank in Bangladesh includes:

· 10 branches in Dhaka

· 1 branch in Savar

· 1 branch in Narayanganj

· 3 branches in Chittagong

· 1 branch in Khulna

· 1 branch in Sylhet

· 1 branch in Bogra

3.2 The Organization Structure

The Standard Chartered Bank in Bangladesh has its headquarters in Dilkusha and has 18 branches across the country. While the full range of services is available at the headquarters, other branches offer specific services that are appropriate for the location. At the headquarters the bank mainly consists of two divisions:

· Business

· Support

The Business Division has the following department:

· Corporate Banking Group

· Global Markets

· Institutional Banking

· Consumer Banking

· Custodial Services

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

· Operations

· Finance, Administrations and Risk Management

· Information Technology Center

· Human Resource Department

· Legal and Compliance

· External affairs

· Credit

All staff members of Standard Chartered Bank recognize their responsibility to their country and the community in which they operate. They are committed to excellence in customer service, to delivering consistently superior performance and to building shareholder value.

                                                  Organogram
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Figure2: Organogram of Standard Chartered Bank (source:SCB official documents)

    Chain of command of selected department is given below:
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Figure3: Structure of Consumer Banking department of SCB(source:SCB official documents)
3.3 Achievements of Standard Chartered Bank-in Bangladesh

Since its inception, Standard Chartered Bank created a well-earned reputation among the banking sector by providing excellent services to its customers. As a result within these fifty years it becomes the leader of foreign banking institution across the country. The reason behind its success and popularity is the innovative techniques and the excellent work force. SCB is always front-runner adopting in any latest technology in the world. Because it believes that innovative technology is a key asset for the future of banking. Their strategy is to invest in those systems that will enable them to upgrade and enhance financial services. Initiatives include the spreading of high quality transaction processing across the Group; the use of workflow technologies such as electronic imaging; the introduction of state-of-art Cash Management and trade products; and fully automated branch services. Now Standard Chartered is recognized as the technological leader in the banking sector of Bangladesh for their following achievements:

· Standard Chartered Bank is the only bank with 24 hours automated Phone-Banking service. 

· State-of-art ATM network running on unique platform.

· Usage of optical storage for retrieval of records on customers request.

· On-line real-time connection among all branches.

· Full-fledged back-up data center support.

· Only bank in the country to use inter-city VSAT link.

· Only Bank using automated jailing system

· SWIFT communication for payment transfer.

· E-mail service network amongst all the branches.

Standard Chartered Bank recognizes their responsibility to invest in communities world wide not just as a moral duty, but because they know they are inter-dependent with the communities in which they operate. They believe that investing in the well fare of the community is worthwhile cause for their shareholders. They are active in their community work, identifying the causes they wish to support today.  

CHAPTER FOUR: HUMAN RESOURCES DEVISION OF STANDARD CHARTERED BANK
4.1 Human resources division of SCB
This department manages recruitment, training and career progression plan. Standard Chartered Bank highlights the importance of developing its people create a culture of customer service, innovation, teamwork and professional excellence. SCB recruits people by two ways. One is a “Management Trainee” that has a probation period of six months and after the probation period the trainees will be counted as an officer and they will do the different kinds of managerial works and another is “Non Management Trainee” which does not have any fixed probation period. Time required for training is dependent on the recruited person’s performance. Here two ways of recruitment is taken place. They are (a) taken by signing a contract with some outside organization for three months and after three months the contract may be renewed or not depending upon the employee’s performance. These people coming through outside contract are called “Out Source”. 

(b) Taken by signing a contract with the bank for the three months and after three months the contract may by renewed or not depending on his/her performance. These people coming through bank contract are called “In source”.

4.2 Controlling Structure at SCB

Alike all other big multi-national companies, management in SCB consists of planning organizing, directing, controlling all of the resources of an organization. The goal of Standard Chartered Bank is to be the “Bankers of First Choice.” Towards that goal, the overall planning in the Organization is done at the headquarters level in Dhaka by a Management Committee (MANCO), headed by the CEO and consisting of the business heads like Corporate Banking, Consumer Banking, Treasury, Global Markets, and from the support divisions the heads of Human Resource, Operations and Finance Departments, They meet once a month, or when special situations arise, to plan the strategic decisions. 

4.3 Personnel Policies

The number of officers exceeds the number of clerk, which is a straight contrast to local banks specially the nationalized commercial banks. Standard Chartered Bank pays great attention to recruiting high quality staff through proper evaluation and improving their skills through structured training. Reward and punishment base on strict performance evaluation and opportunities of promotion both in country and abroad are two important features of the personnel policy of Standard Chartered Bank.

4.4 Planning, Organizing, Directing and Controlling

The top down planning approach is mostly followed at Standard Chartered Bank. The top managers have the authority to decide how they will achieve their goal because SCB group worldwide decides the goal. The Business Bank mainly does planning and Retail Bank Division, IT department provides all the assistance and information that is required to create and execute long term and short term planning. The performance of each branch is solely dependent on the branch manager. Management is partly authoritative and participant at the top level of SCB.

4.5 Five Values of Standard Chartered Bank

Standard Chartered Bank has five values and these values are key to their success. These values determine how the employees achieve their goals, the way they work together and how it feels to be a part of Standard Chartered Bank. In brief these values are:

· Courageous: Being courageous is about confidently doing what’s right. Often the task may seem insurmountable but with courage and tenacity, the odds can be overcome. A truly courageous act both inspires and builds character.

· Responsive: How we response to our customer will influence their belief in our commitment to them. It clearly demonstrates our willingness to go beyond the unexpected.

· International: As a member of global village SCB views the world from the widest perspective. They are all global citizens and the world is full of new opportunities and exciting possibilities. They also deliver world-products and services.

· Creative: Creativity belongs to those of us who are excited by challenges and engage them in fresh thinking and an open mind. Creative thinkers are not limited by convention but allow their minds to soar beyond predictable solutions.

· Trustworthy: Trust is the foundation of every successful relationship. Building trust can take forever. Losing takes only moments.
  CHAPTER FIVE: BRANCH OPERATION OF STANDARD CHARTERED BANK

SCB has different section to operate total operation of branch. Each section has different types of work. All section is equally important for branch. These section are Cash and client service, Customer Service, account and loan opening Section, Clearing section, Loan section, Information Section, Card Section, Sales Section, Risk management section.

5.1 Cash and Client Service


Procedure

a. Customer presents cheque / withdrawal slip/ counter cheque at the counter.

b. Teller examines the cheque/ withdrawal slip/ counter cheque and ensures that

· The cheque/ withdrawal slip/ counter cheques have been signed.

· The cheque is payable to bearer.

· The date is current (i.e. The cheque is not over 6 month old or post dated or withdrawal slip is dated today)

· The payee is indicated as “self or cash” or name of the person is indicated.

· The amounts in words and figures are same.

· Any alteration has been authenticated by a full signature of the drawer

c. Teller inputs the account number on the system and cheeks the balance in the customer account.The teller then switches to SIGCAP and cheek the signature and signing authority & then handover cash to the customer or bearer. Teller passes the cheque /withdrawal slip/counter cheque with full signature with a stamp “Authorized for payment”. Teller also stamps the cheques / withdrawal slip/ counter cheque “CASH PAID” and keeps it with him/her in drawer tray. 

Payment against transfer (House Transfer) cheques

Fund can be transferred from one account to another when both drawer and beneficiary maintain accounts with the bank. Customer (beneficiary) presents / deposits cheque at the counter under deposit slip in duplicate, provided by the bank, duly completed and signed by the depositor. 

5.2 Customer Service, Account and Loan opening Section

This section meets the needs of individual customers with various products like Savings Account, Extra Value Savings Account, Access Account, Call Deposit, FCY Deposit, NFCD Fixed Deposits, RFCD Account, Personal Loans, Auto Loans, Flexi loans, Cash Line, Installment loans, etc. This section also deals with other savings instrument like education savings scheme, rainy day scheme, marriage day scheme, millionaire scheme. The following materials are considered when new accounts are opened:
· Know your customer (KYC). 

· Address verification. 

· Mandate or mode of operation of the account.

Mandates are:

· Account in single name:
 A person who seeks to open a bank account in his own name has unquestionable authority to do with absolute control over his account. 

· Account in joint names:

Account can also be opened in joint names .The power to operate the account must be authorized by them jointly with their signatures on provided in the account opening form.

· Introduction  

A person who has an account with SCB for at least 6 months can introduce a new customer. The photograph of the account holder must be attested by the introducer.
· Occupation of the account holders
If the account holder is a businessman he must have to specify his business and his business has to be verified by the trade license and the address of the business. 

· Nominee
 To take nominee is mandatory. Incase of death of the account holder the nominee will be the owner of the amount available in the deceased account. Nominee should be the nearest relation: son / daughter, Wife / Husband, Father / mother etc.

· Transaction profile

Transaction profile declares by the account holder must be consistent with the Type of account and the nature of the business. 

· Identity

 One of the following documents may be accepted in support of the identity of customer. Photocopy of valid passport, Driving license ,Voter ID card, Certificate from doctor etc.

5.3 Information Section

This section performs daily operations such as cheque books, pin, tin, captured card delivery. Customers get various types of information from this section.

5.4 Card Section

SCB is the one of the acquires of two major cards in Bangladesh. Two of the credit cards are VISA and MASTER CARD. SCB started its cards operation in 1989 as a part of retail banking. The bank is the first to introduce the TAKA CREDIT CARD. 
5.5 Loan Section

This section works with various types of loan. This section keeps record of each loan. This section has the responsibility of monitoring each customer loan.
5.6 Clearing Section 

Clearing section receives instruments for mainly two purposes, which can be classified as under outward clearing instrument and inward clearing instrument.

5.7 Risk Management Section
This section has the responsibility of monitoring various types of risk that may be occurred by customer transaction. This section works to control the critical matter and try to reduce it.

5.8 Sales section 

Responsibility of the employees of this section is to achieve the target sales on weekly and monthly basis. They have to maintain the record of how many customers they visits and how many accounts are opened if they can sell above their target, they get commission. 

· Customer Service Manager

Customer service Manager has the responsibility of monitoring the daily Branch cash operations. CSM approval is needed every cash related function such as issuing pay order, cheque payment, and clearing cheque etc. 

· Branch Sales and Service Manager

BSSM acts as a line manager of the above sections. He is the leader of the team. All of the orders and rules specified by the authority are reached to the employee of different section of the Branch by BSSM. He monitors all the branch operations according to the centralized rules. Any transaction exceeding the approval limit of CSM, it requires the approval of BSSM. To achieve the central target for the Branch, BSSM sets guideline so that every employee can work as a team to achieve their individual target as well as the Bank as a whole. 

CHAPTER SIX:  LIABILITY PRODUCTS OF STANDARD CHARTERED BANK 
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Figure 4: Liability Product (Source: SCB Official Document)

All types of accounts are called liability product. These are mentioned below: 

6.1 Deposit Accounts

i) Personal & Joint Account: 

For opening a personal or a joint account one needs to submit a valid passport or any identification attached with photo, one passport size photograph and needs to be introduced by any account holder of SCB whose account is minimum six months old. To open the account the person needs to fill up a form mentioning his name, address, telephone number, date of birth, occupation etc. 

ii) Current Account:
Current account is an account on which cheques are drawn and to which credits are paid. It is a non-interest bearing account, it is also called checking account. This account is appropriate for both organization and person, who expects very frequent transactions with funds coming in and going out daily. Essentially, it is for anyone who engages in frequent transactions.

Customer Eligibility

· Individuals: 

Resident Bangladeshis, Non-resident Bangladeshis, Foreign Nationals resident in 

Bangladesh. Current account can also be opened in the name of minors (Jointly with adults).

· Organizations:

Sole Proprietorships, Registered Partnerships, Unregistered Partnerships, Public Limited Companies, Private Limited Companies, Clubs, Associations, Societies, Charities, Nationalized Organizations, Autonomous Bodies, and NGOs.
                                        Table 1: Product Features

	Opening Amount
	BDT 50,000

	Minimum Balance

Requirement
	BDT 50,000

	Tax
	No tax is applicable

	Chequebook
	Yes


                                             Source: SCB Official Document 

iii) Current Account (Islamic): 

This account includes the following features: 

Compliance with Shariah:

The Standard Chartered Group has an international team of professionals with Islamic financial expertise dedicated to developing Shariah-approved financial solutions. The process of product development and Shariah review ensures that its Shariah Compliant Products are with in the guidelines for finance that are prescribed by the Islamic Law. There are no interest related charges on Islamic Current Account. The facilities are:

· 24-hours ATM services across the country.

· By subscribing SMS banking, account holder can also set account information through SMS.

· Phone Banking-at Standard Chartered’s 24-hour call centre.

· Customers can pay bills from their Islamic Current Account without actually coming to the branches. Bills will be automatically paid by filling up an instruction form.

·  The Standard Chartered Islamic Current Account is all about flexibility & convenience. Customers can make withdrawals & deposits without any restrictions.
iv) VIP Current Account (VIPCA):

This account is recently introduced in SCB. It is a interest bearing account. Interest is given on month end balance.

                                             Table 2: Product Features

	Opening Amount
	BDT 2.5 lac

	Minimum Balance

Requirement
	BDT 2.5 lac

	Interest rate
	2-3%

	ATM withdrawal
	BDT 50,000 per day


                                               Source: SCB Official Document 
v) Savings Account:

It is an assortment of best benefits available in the market, offering a wide range of special treats free of cost to SCB’s retail customers. Anyone looking for an opportunity to build a sound saving base can avail Standard Chartered’s Savings account, which includes the following benefits:

· Free cheque-book, ATM card and phone-banking service

· Opportunity to apply for safe deposit locker facility, utility payment service through ATM and any of their personal finance products.

                                            Table 3:    Product Features

	Opening Amount
	BDT 100,000

	Minimum Balance

Requirement
	BDT 100,000

	Tax
	No tax is applicable

	Interest rate
	2.75%


                                                           Source: SCB Official Document 
vi)  Extra Value Savings Account (EVSA):

EVSA is a high-powered Savings Account targeted at people with a high disposable income. It has all the features and benefits of a Savings Account and some extra benefits.

· Maximum ATM withdrawals limit BDT 40,000 in a single day.

· Discount on locker charge.

· Discount rates for issuing Pay Order, Demand Draft, foreign currency exchange rate and overdraft facility.

· Quarterly statements and chequebooks.

· Accidental Insurance coverage from the date of account opening for one year.
vii) VIP Saving Account (VIPSA): 

This account is introduced recently in SCB. This account targets people with a high income. Its interest rate is also high. Interest is given on month end balance.

                                             Table 4: Product Features

	Opening Amount
	BDT 5 lac

	Minimum Balance

Requirement
	BDT 5 lac

	Interest rate
	Max 5%

	ATM withdrawal
	BDT 60,000 per day


                                               Source: SCB Official Document 
viii) Short Term Deposit (STD) Accounts or Call deposits:

 Big clients maintain this type of account because interest is given on a daily basis. 

                                                Table 5  :    Product Features

	Opening Amount
	BDT 2.5 lac

	Minimum Balance

Requirement
	BDT 2.5 lac

	Interest rate
	4%-6%


                                               Source: SCB Official Document 
ix) Resident Foreign Currency Deposit (RFCD) Account:

It offers resident Bangladeshis wonderful opportunity to build a deposit base in foreign currency and helps make payment for overseas commitments and dues like credit card bills, travelling expense etc.
 Main features:

· Offered in USD, GBP and Yen

· Competitive interest on deposit

· Can only be opened within 1 month of arrival from abroad

· Deposit can be made in foreign currency only (cash, TC or Drafts)

· Cash withdrawal in local currency only

x) Foreign currency current account:
This account is applicable to Bangladeshis working abroad; it can be opened in USD, GBP and Yen without restriction on transaction frequency. It can be operated through nominees in absence of the accountholder. Fund remains in foreign currency and is freely remittable.

Main features: 
· Deposit can be made in foreign currency only (cash, TC or Drafts or transfer from other Fcy account)

· Cash withdrawal from the account is in local currency only

· Funds Remittance (in both LCY and FCY) to any place in and out of the country (without restriction)

· Fund can be used to make investment in Wage Earners’ Development bond
xi) Non - Resident Foreign Currency Deposit (NFCD):

A short – term foreign currency deposit account suitable for Bangladeshis living abroad, is offering most competitive interest rates available in both local and international markets. Other features include: 

· Interest paid in foreign currency

· Can be opened for a term of 1month, 3 months, 6 months or 12 months

· Interest payable on maturity

· Automatically renewable (with or without interest)

· Can be used as security against personal / commercial loan

· Remittance in both LCY and FCY to any place in and out of the country.
xii) Fixed Deposit Account:

Standard Chartered’s Fixed deposit, known for its high-yield, helps customers earn the maximum possible return in addition to the following features:

· Can be opened for term of 3 months, 6 months or12 months

· Interest payable on maturity

· Automatically renewable (with or without interest)

· Can be used as security against personal/ commercial loans
xiii)  Sole Proprietorship Account:

Just like the personal and joint account, an account opening form and one passport size photograph is required. The customer also needs to submit a copy of his trade license, Sole proprietor Declaration Form and signature with seal, nominee’s sign and photo attested by him.

xiv) Partnership account:

An account opening form and passport size photographs of each partner are needed. Account holders must appoint a Nominee’s signature and photo. Moreover the customers are required to provide the following documents:  
· Required certified copy of the Partnership Deed of the firm. 

· Certificate of Registration of the firm.

· List of partners with their address.

· Latest copy of Balance Sheet.

· Extract of resolution of the partners of the firm for opening the account and authorization for its operation duly certified by the firm’s Managing Partner.

· List of names with appointments and specimen of the persons who are authorized to operate the account duly certified by the Managing Partner of the firm.    
xv) Limited Company Account:

To open a limited liability company account the customer is required to submit the following documents:

· Certified copy of the memorandum and articles of association of the company.

· Certificate of incorporation of the company.

· Certificate from the Joint Stock Registrar that the company is entitled to commence business.

· Latest copy of Balance Sheet.

· Extract of Resolution of the Board / General Meeting of the company for opening the account and authorization for its operation duly certified by the Chairman or Managing Director of the company.

· List of names with appointments and Specimen signatures of the persons authorized to operate the account and request the bank to open a letter of Credit / Guarantee duly certified by the Chairperson or Managing Director of the company.             
xvi) Graduate Account:

It is interest bearing Savings Account for ongoing university students who are at least 18 years old. The account will have debit card but no chequebook facility. Interest will be calculated on daily basis but to be credited half yearly.

                                             Table 6: Product Features

	Opening Amount
	BDT 10,000

	Minimum Balance

Requirement
	BDT 10000

	Interest rate
	2%

	ATM withdrawal
	BDT 5000 per day


                                               Source: SCB Official Document 
xvii) Access Account (ATM based non-branch services):

Access is a non-branch banking solution that gives the customer more flexibility with:

· Access to 27 ATMs in six major districts.

· Access to free e-Statement facilities.

· Access to state-of –the art Call Centre facilities.

· No minimum balance fees.

· Interest is accrued monthly and paid half yearly.

· No chequebook – all transactions done    electronically.

· Annual ATM fee of only BDT 150+ VAT.

· The minimum opening balance for this account is BDT 20,000.

· Customers are required to keep a minimum balance of BDT 100,000 in order to earn interest on the deposit that they keep in their access account.

· Customers can transfer funds to other accounts. They will have to visit any of Standard Chartered branches during banking hours to transfer funds.

· Customers can use branches to deposit money.

· Customers can use their Access Account statements to have a Credit Card from Standard Chartered Bank.

· Customers can use their Access Account Statements to receive a loan from Standard Chartered Bank.

Personal Banking Plan (Excel Banking):

Customers having semi - annually BDT 1.5 million to BDT 2.5 million average balance in their deposit Account will be eligible for Excel Banking Customers. Excel Banking membership is free. Falling below semi annually average balance will make a charge of BDT 2,000 annually.  The Privileges are:

· Free up gradation for existing account holders.

· Free cashier's orders up to BDT 50 k.

· Commission-free foreign currency endorsement and issuance of Travellers Cheques.

· Higher Debit card withdrawal limit through ATMs of BDT 40,000.

· 50% off in Debit Card Annual Fees for the first year.

· Special Invitation to SCB sponsored cultural functions.
· Special discount of 33% on Locker services.

· Head of Wealth signed greetings card on different national occasions.  
· Access to the convenience of flexible banking i.e., 24 hour ATM network, phone banking services, I banking, sms banking, auto bills pay etc.

 Priority Banking:

Customers having semi - annually BDT 3.5 million average balance in their deposit Account will be eligible for Priority Banking Customers. Standard Chartered offers such customer special privileges like:

· Locker facilities at branches of Standard Chartered with preferential rates.

· Specially designed Priority Card that lets priority customer withdraw up to BDT 50000.

· The following charge free banking convenience:

Student files

TCs/Foreign exchange issue

Solvency/ Balance confirmation certificate

P.O.s & D.D.s (on SCB location) upto Tk 100k

· Customer can also take advantage of:

· A host of exclusive privileges and discounts offered at various retail outlets on food & beverages, apparels, fitness & other lifestyle products are available to priority customer just by showing Priority Banking Card.

· Complementary access to the Balaska Lounge at Zia International Airport and much more places.

6.2 Monthly Savings Scheme (MSS):

Insurance Coverage Facility is an added feature of Education Savings Scheme, Rainy Day Savings Scheme and Marriage Savings Scheme. Under this facility customer’s nominee(s) will receive the Maturity Amount in case of his untimely death. The facility is available in any of the above-mentioned three schemes for 3-year, 5-year or 10-year term only. All of these Savings Schemes are for fixed term and sold in units. To buy one unit of education, marriage & rainy day scheme customer need to deposit Tk. 10,000 at the beginning and a monthly deposit of Tk. 1000 till the maturity of the scheme. But for Millionaire scheme initial deposit is 100000 & monthly deposit is 10,000.
Benefits:

· Secured: MSS offers customers an alternative to eliminate the uncertainties from their beloved children's life in case of their untimely death. 

· Sure Return: Insurance Facility of Savings Scheme offers sure return to customer’s children or anyone selected by him as the nominee in case of unfortunate death before the maturity of the scheme. Customer’s nominee will receive the total amount (equal to the proposed Maturity Value for any particular scheme) no matter how much customer has paid. 

CHAPTER SEVEN:  ASSET PRODUCTS OF STANDARD CHARTERED BANK 
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Figure 5: Asset Product of SCB (Source: SCB Official Document) 

All types of loan accounts are asset product.

7.1 Conventional Loan
i) Personal Loan (PL):

It is a loan offered to individuals for some given purposes and is to be repaid by Equal Monthly Installments (EMI). Salaried employees of MNCs, Large Local Corporate bodies, NGO's, International aid agencies, UN bodies, Airlines. Government employees, businessmen and self-employed professionals can get this loan. Since no security is taken, the income of the applicant is given prime consideration.
                                             Table 7 :    Loan Features

	Maximum loan installment
	60

	Minimum loan amount
	BDT 50,000

	Maximum loan amount
	BDT 1,000,000

	Interest rate
	16%-21%

	Processing Fee
	BDT 1000 + 15% VAT for loans equals to or below BDT 100,000/=



The purposes for which Personal Loan can be availed are as follows:

· Purchase of miscellaneous household appliances

· Purchase of personal computers/ refrigerators/ audio-video equipment

· Purchase of furniture

· Hospitalisation or other emergency medical needs

· House/ Office renovation

· Purchase of office equipment/ accessories

· Marriages in the family

· Advance rent payments

· Overseas trips

· Education/ professional training
                      Flow Chart of Personal Loan Process
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                Figure 6: Flow chart of PL Process(Source: SCB Official Document) 

ii) Flexi Loan:

Flexi Loan from Standard Chartered is a loan facility that has been custom-designed to fit customer’s needs. Flexi Loan is targeted for employees of reputed local corporates, multinationals, NGOs, private universities, international Aid Agencies, UN bodies and airlines, government employees, self-employed professionals and businessman.

                                             Table 8 :    Loan Features

	 loan installment
	12,24 or 36 if the loan is from tk 100,000 to tk 499,000

48 if the loan is from tk 500,000 to tk 1,000,000

60 if the loan is greater than tk 1,000,000



	Minimum loan amount
	BDT 100, 000

	Maximum loan amount
	BDT 1,200,000.



	Interest rate
	13%-15%

	Processing Fee
	BDT 1000 + 15% VAT for loans equals to or below BDT 100,000/=


	Minimum age of the customer
	23 years

	Minimum income of the customer
	BDT 12,000 per month

	Customer eligible for flexi loan
	Who is maintaining a savings or current account with SCB for least six months or a minimum of one year with any other bank.




                                                   Source: SCB official document
The purposes for which Flexi  Loan can be availed are as follows:

· House renovation

· Marriages in the family

· Advance rental payments

· Hospitalization or other emergency medical needs

· Trips abroad

· Higher professional or tertiary education/ professional training

· Purchase of Miscellaneous household appliance

Flow chart of Flexi Loan process
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           Figure 7: Flow chart of Flexi loan Process (Source: SCB Official Document) 

iii) Business Installment Loan (BIL):

BIL is a partially secured loan facility given to any business concern for any legitimate purpose. The security for the loan must be in a readily encashable form. It is one of the oldest forms of banking products, where the bank lends the customer a principal fund and the customer pays off the loan (Principal + Interest) periodically (i.e. monthly). The target market for this loan are:
· Small and Medium Enterprises in any sector other than the restrictions and exclusions outlined in the Product Development Document, and qualified by customer selection criteria.

· Professionals, for example, doctors, lawyers, teachers, etc.

Customer Eligibility:

· Age of business has to be 3 years or more.

· Business must have own / rented operating premises for alt least 2 years.

· Annual sales turnover has to be between BDT 60 lakh and BDT 60 crore. Consequently, annual pre-tax income has to be FBT 6 lakh.

BIL can be offered to the customers for the following purposes:

· Long term working capital finance

· Asset finance (plant & machinery)

· Business expansion

· Office premises renovation

Facility Amount:

	Minimum Loan:
	BDT 12 lakh

	Maximum Loan:
	BDT 50 lakh


Table 9( Source: SCB Official Document)

iv) Cash Line:

Cash Line is a fully cash secured lending facility. It is intended to meet the emergency cash needs of the customer without unlocking his long term investments. Cash Line is a secured credit facility against customer’s fixed deposits .Customers can borrow up to 90% of their security value and enjoy the benefits of readily available funds even as their investment continues to earn interest for them.

                                             Table 10 :   Loan Features

	Maximum loan instalment
	60

	Minimum loan amount
	BDT 80,000

	Maximum loan amount
	BDT 5,000,000

	Interest rate
	9% - 13%

	Processing Fee
	1% of approved loan amount or BDT 2000, whichever is higher


                                 Source: SCB Official Document

v) Mortgage loan:

Everyone has dreams of a sweet home. SCB helps make this dream come true by introducing Mortgage-the best home loans offers the following products:
· Home Loan (HL): Purchase dwelling for residence Purpose 

· Home Credit (HC): Purchase subsequent properties for investment. 

· Life style Loan (LSL): Meet some urgent daily life expenses. 

· Take Over (TO): Transfer loan from current institution to SCB.
                              Table 11 :   Loan Features

	Minimum loan instalment
	36

	Minimum loan amount
	BDT 5 Lac

	Maximum loan amount
	 BDT 60 Lac

	Interest rate
	13.50%

	Minimum income of the customer
	BDT 25,000 for Salaried Persons, BDT 35,000 for Businessmen & BDT 35,000 for Self-employed Professional


                                  Source: SCB Official Document
7.2  Islamic Loan:

1.Islamic Personal Finance: 

Standard Chartered is introducing Islamic Personal Finance in Bangladesh for purchase of consumers durables with the convenience and flexibility to suit their needs. Islamic Personal Finance is a Shariah Compliant financing opportunity. 

Features:

·  Compliant with Shariah: 

Islamic Personal Finance has been developed in consultation with & approved by the SCB Islamic Shariah Supervisory Committee. The process of product development & Shariah review ensures that SCB’s Shariah compliant Products are free of interest  & with the guidelines for commerce, finance & investment that are prescribed by the Shariah (Islamic Law).

· Islamic Personal Finance under Murabaha mode:

 Islamic Personal Finance is designed according to the rules of Murabaha financing, an Islamic financial tool, which allows party A to purchase assets/goods from party B, pay for the goods in deferred payments. The condition is that party A should own the goods at the time of sale. The price of the assets/goods should be fixed at the time of sale & should not change subsequently.

Customers can purchase durables & services from SCB at a fixed price. The customer can pay for the price of the durables & services in equal monthly installments. SCB will first purchase & services itself & then sell it to customers at a price, which includes a profit.
· Flexible, helpful & convenient:

This product offers customer the choice of finance for any of the following purposes:

· Purchase of miscellaneous household appliances

· Purchase of personal computer/ refrigerator/ audio-video equipment/ furniture

· Purchase of Hospitalization or other medical need (actual payment to be made directly to the hospital)

· House innovation

· Marriage in family (actual purchase of goods)

· Overseas trips (actual purchase of packages)

· Education / professional training (actual payment to be made directly to the institution)

· No cash security required:

The amount of the Islamic Personal Finance may range from BDT 60,000 to BDT 1,000,000. Moreover, there is no cash collateral requirement to obtain this finance.. Customer can choose to pay 12 to 60 equal monthly installments depending on the finance amount.

2.Islamic Auto Finance:

The idea behind the Auto Finance Program is to facilitate Muslims to have access to auto financing facilities designed in accordance with the principles of Shariah.

The product has been structured in the following manner:-

1. The bank will enter in to a joint participation arrangement to invest in the vehicle on the basis of Diminishing Musharaka.

2. The bank will provide the larger share of the purchase price of the vehicle.

3. The bank will rent out / allow usage of its share of the vehicle to the customer. The customer will agree to make monthly payments for the use of the vehicle.


4. The customers will also make regular scheduled payments in the participation to increase their equity in the vehicle. Thus with each payment the ownership of the customers in the partnership grows increasing their share of the vehicle.

5. Once the customer has paid in full, the customer will have free and clear title to the vehicle.A conventional auto loan is a debt whereby the borrower is bound to pay interest on the money owed, while the Islamic Auto Finance is a shared participation in the vehicle. 
7.3 Credit Cards: 

A credit card is a revolving loan facility, which can be used to purchase goods and services and withdraw cash at wide range of outlets. SCB first introduced the Taka credit card in Bangladesh. Its credit card division offers both national and international credit cards. There are two logos – VISA and MASTER.



Figure 8: Credit Card of Standard Chartered Bank (Source: SCB Official Document)


  Figure 9: Credit Cards Application Flow Chart (Source: SCB Official Document)
Product Features & Benefits:

· Wide Recognition & Acceptability:

Standard Chartered Taka credit card is welcomed and honoured at over 3000 establishments in the 5 major cities in the country. This is the most acceptable card in the country.

SCB International Visa Credit Card is a globally accepted Credit Card welcomed at all locations displaying the Visa logo. The card can be used at over 18 million establishments in more than 150 countries around the world and at over 3,000 merchant outlets in Bangladesh        

· Easy Credit & Maximum 45 Days Interest Free Period:

Standard Chartered Credit card offers the power & flexibility to plan payments. Statements are generated once a month and cardholders can repay the outstanding within 15 days from the statement date. Thus Standard Chartered credit card offers interest free credit up to a maximum of 45 days. Besides cardholders have the option to pay as little as 5% of the outstanding each month and the balance at convenience. 

· Instant cash advance facility:

Standard Chartered Cardholders have the facility to withdraw 50% of" the credit limit available as a cash advance from any Standard Chartered branch in the country. From ATMs maximum TK 20,000 per day can be withdrawn.

· Supplementary (Additional Cards):
Supplementary Cardholders enjoy the same benefits and services as the primary Cardholder. The min. age to qualify for a supplementary card is 18 years. Primary cardholders have the option to place a monthly spending limit on the supplementary card(s) issued. 

· Foreign Transactions:

Transactions made with SCB International Visa Credit Card will be converted from the transaction currency to US$ based on the international exchange rate as applied by Visa 'International.
Standard Chartered Gift Card:
Standard Chartered believes that customers are unique in style and taste. SCB also know how important it is to get it absolutely right when it comes to buying gifts for someone special. Now with Standard Chartered Gift Card, customers quest for the perfect gift is over.
· Convenient:
Customer can choose a Standard Chartered Gift Card as gift; which he/she can load-up with the amount of choice. As this is a Visa Card, the recipient has the option of using this Card to buy his/her product of choice from outlets across the country that accepts Visa Cards electronically. The recipient can also withdraw Cash from the ATMs any time of the day.
· Flexible:

Based on requirement, customer can load-up Gift Card for any amount ranging from Tk.1, 000 to Tk.100, 000; while paying only a nominal issuing fee. 

· Safe:  Even if Gift Card is lost or stolen, customer can easily get a replacement card by contacting Standard Chartered’s 24-hour Call Centre.

CHAPTER EIGHT: SERVICES OFFERED BY STANDARD CHARTERED BANK

8.1 Self Service Banking

State –of the Art 24 –Hour Call Centre:

Customer can contact with Standard Chartered’s 24-hour call centre for account services related requests & get 50% off on processing fee. Customers can now obtain the following special account services at half the price by simply calling 24-hour Call Centre:

· Lost ATM Card Replacement

· Duplicate Statements

· Pay Order/ Demand Draft (BDT only)

· Various Certificates
Enjoying the convenience of banking while relaxing at home, office or car, 24 hours a day, 365 days a year, services that are currently offered by the Call Centre:

· Receive information on account balance

· Request a chequebook

· Request a bank statement

· Transfer funds within same Account number i.e. from current to savings account

· Receive information of the last 10 transactions

· Receive information on foreign currency exchange rate

· Receive information on Credit Card balance, minimum payment required, last data of payment

· Utility bill payments (i.e. BTTB, mobile phones, electricity, Cable & ISP) facility

· Informing bank about lost or captured ATM/ Debit/ Credit Card
Dial-a-draft:

Dial-a-draft is a convenient & flexible way for customers to ask for a draft from home, office or car. Customers just pick up the phone & Standard Chartered employee will prepare a draft at their request.Customers don’t have to visit branch. They will have the convenience of requesting for a draft over phone
8.2 I -Banking

Standard Chartered Bank provides simple, hassle-free and secure internet banking service to all customers.

Services Offered by I -Banking:

· Account Service: View relationship with the Bank at a glance, check account balance, view and download statements, order statements & chequebooks.

· Fund Transfer: Transfer funds between own Standard Chartered Bank accounts.

· Standing Orders: Request the set –up standing orders.

· Cheque Status: Check the status of cheques issued from accounts.

· Utility Bill Payments: Pay utility bills online.

· Credit Card Payments: Pay from the account to card, both of which should be linked with i Banking.

· Credit Card Services: View card statement, check the card balance, and apply of a credit limit increase.

· Loan Services: View loan type and amount, outstanding balance & overdue amount.

· Personal Information: Change existing password.

· Market Watch: Get updated on foreign exchange rates.
 8.3 SMS Banking

 SMS Banking- is the simplest way of finding out the daily or month end balance of customers’ Banking Account and the daily outstanding balance, available limit, statement balance, minimum amount due and payment due date of customers’ Credit Card. Services currently offered by SMS Banking are:

· Push!

Through PUSH service, information regarding customers’ Credit Card statement and Banking Account’s month-end balance will be available to customers periodically.

· Pull!

Through PULL service, customer will be able to access his Credit Card or Banking Account’s previous day’s outstanding balance and a range of other financial information.

8.4 E-Statement

 It is a fast, reliable and efficient service of Standard Chartered to minimize paperwork and maximize convenience. With no charge involved, Standard Chartered has designed a unique system that enables customers to receive monthly Credit Card/ Account statement is an e-mail absolutely free. All customers need to get started is a personal e-mail address.
8.5 Debit Card

Standard Chartered Debit Card can be used at around 800 established merchant outlets around Bangladesh. To withdraw money by debit card customer can access any of 24-hour Standard Chartered ATM booths.Cash withdrawal limit per day is BDT 20,000 or as defined by bank.

Benefits:
· It gives customer instant and total accesses to their Account form any where in Bangladesh, at anytime. 

· It lets them view their Bank Account balance, and withdraw cash from 27 ATMs countrywide.

· Customer uses their Debit Card to pay for purchases at more than 800 merchant establishments in Bangladesh.

· They can also pay their utility bills through ATMs by using Standard Chartered Debit Card.

8.6  ATM (Automated Teller Machine)
ATM is a machine capable of dispensing cash, taking deposits and providing other services to customers 24 hours a day, 7 days a week, 365 days a year. It is a fast, easy and convenient way for customers to withdraw & deposit cash and avail other services without having to step into a branch. Moreover, its absolutely free of cost. Standard Chartered Bank has 27ATMs in Bangladesh. 

Facilities available through SCB ATMs:

· Cash withdraw and Deposit

· Cheque Deposit

· Instruction Deposit

· Balance enquiry

· Fund Transfer

· Instant mini-statement printout

· SCB credit card bill payment

· Utility bill payment 

8.7 Auto Bills Pay

Auto Bills Pay is the simplest and most convenient way of paying customer’s Monthly Bills of mobile phone, electricity, Internet, cable TV, etc. With a SCB Card/ Account, customers can put an end to the hassle and frustration involved in paying their bills the traditional way.Once they become a member of Auto Bills Pay, they will make payment of their bills every month by debiting their Standard Chartered Credit Card / Account. They can track their bills very easily since the statement will provide them detailed of bills. Auto Bills pay facility is absolutely free of charge.

Customers can make bill payment of the following companies through Auto Bills Pay:

· Aktel

· City Cell

· Grameen Phone

· Bangla Link

8.8 Safe Deposit Locker Service
Standard Chartered offers customers a modern locker system for safekeeping of their valuable articles and confidential documents. SCB ensures utmost confidentiality & personalized service for customers locker operations.

 Service offers:

· Exclusive service area for locker service users.

· Secure & confidential service

· Modern locker system with best available safety features.

· Personalized and prompt service from a dedicated locker custodian.
The Safety Features:

· 24-hour close circuit TV surveillance and Security guards.

· Dual control by client and the locker custodian.

· Strong heat-resistant steel lockers lodged in re-inforced concrete & cement, steel vaults for maximum-security protection.
Size and Rents:
	Size
	Measurement
	Annual Rent

	Small
	4.5 "*7"*23.5"
	BDT 3000

	Medium
	4.5"*14"*23.5"
	BDT 4200

	Large
	7"*14"*23.5"
	BDT 5400


Table 11: Size and Rents of Locker (Source: SCB Official Document)

8.9 Government Bonds

Like all other banks, SCB provides its customers with bond services. Various types of government bonds (like BSP, 3MSP) are available with the bank. These bonds are sold and related accounts are maintained according to the already established procedures.

8.10 Online Banking

SCB offers its customers with the facility of operating their bank accounts from any of its sales and service centers across the country. This enables customers to meet their country wide banking needs out of single account. 

8.11 CBS Inward Remittance Service
A proactive auto-fax advice of inward SWIFT messages received through an accelerated extraction and capture on inward SWIFT message details prior to processing. This considerably truncates the time that customers normally have to wait to get this information and go some way to establishing SCB’s competency in the remittances arena. This module establishes increases SCB’s wallet share of the customer’s inward remittance business. 

8.12 CBS Express Foreign Payments Service
This module enables a customer to initiate remittance requests by fax against the bank’s standard fax indemnity. Where required by local regulation the payment processed but not transmitted until original documentation is to hand. Other benefits are provision of a copy of the SWIFT message for onward transmission to the beneficiary. These service enhancements go some way to establishing SCB’s competence in the remittances area and increases SCB’s wallet share of foreign payment business.
8.13 CBS Foreign Exchange And Money Market
The bank arranges to provide information on foreign exchange and money market rates on daily basis. SCB’s daily treasury newsletter provides information of Foreign Exchange rates, key stocks, bonds, and interest rate indices, highlights form international financial markets and information on technical chart points. In addition, the bank automatically provides premium service customers with a clear and concise market commentary, in the form of a weekly treasury newsletter, which covers the major financial events of the week and provides information on movements in major currencies, stock indices, commodities and USD Money Market rates. 

8.14 Welcome Pack
The welcome pack is by far the fastest and easiest way of opening accounts in the country, which is first introduced by SCB in October 2001 (so it is called the 21st century account by SCB). It offers a set of absolutely unrivalled benefit. With a Welcome Pack, account is opened the minute the customer produce the necessary documents. Welcome pack contains:  

	Serial No.
	Items

	1.
	Account Number

	2.
	A 10-leaf Cheque book

	3.
	Money link, ATM card and Personal Identification Number (PIN)

	4.
	Telephone Identification Number (TIN)


                          Table 12:  Welcome Pack (Source: SCB Official Document)

8.15 Evening Banking

SCB launched the latest special services for its valued customers. In this special service a customer can do banking from 6.00 p.m. to 8.00 p.m. now five branches of SCB is providing the service and other branches will also provide the very special service in near future. 

                                     CHAPTER NINE: CUSTOMER LOYALTY
A critical piece of Standard Chartered growth strategy is to ensure the loyalty of customers. Service Quality is central to the success of any service institution. SCB’s aspiration to be “The Right Partner” falls in to this framework as well. Service providers are continuously striving to provide the best that they can possibly give to their customers so as to differentiate from competitors. 

SCB’s customer loyalty attainment program involves the following work streams:

9.1 Intelligent Queue Management – Quick Queue System
IQMS, a software solution system, manages queue at a SCB teller counter. When a customer arrives at the bank, this system prints a token for him after receiving the necessary input. The token notifies the counter number where he would be served and also provides an approximate waiting time form him. On the teller side, each counter has a separate queue. When a teller is serving a customer, the software system enables the teller to display the token number of customer to be served on a LCD Screen. An audible

Alarm and blinking display indicates the termination of serving the current customer and a request for the next customer to approach the counter.

The software system is connected to the central database through a network. It stores all the event information such as, total waiting time, total service time, arrival date and time, service category, teller id etc. These stored data are analyzed by an intelligent system and later used to make the prediction about the waiting time for future customers. These data are also used to evaluate the performance of the bank teller. 
9.2Complaint Management

Standard Chartered solves complaint by utilizing Complaint-manager, a robust program to monitor, resolve and track customer complaints/voice. The benefits are:
· It seeks complaint and customer feedback actively.

· Drives rapid service recovery.

· Minimizes future complaints by eliminating root causes.

· Designs a roadmap for reaching the group standards.

· Ensures action oriented reporting


Figure 10: Relationship Management System (Source: Newsletter of SCB)
9.3 The Four Stages of Improvement
Standard Chartered always focuses on how to make transactions more satisfying, relationships more reliable, and partnerships increasingly powerful.

             Figure 11: The four stages of improvement (Source: Newsletter of SCB)

· Explore: The domain of exploration, discovery and open-minded speculation. Both parties must engage with a commitment to mutual disclosure and the invention of new possibilities.

· Agree: Robust exploration leads to new opportunities for creating a future together. Initial requests, proposals and offers are often the first step towards mutually satisfactory agreements.

· Deliver: Take necessary action to fulfill promises and thoroughly execute agreements. Serve, develop, customize, manufacture, test, install, train, modify and provide promised training and support.

· Assure: Check to see if promises have been fulfilled, confirm that the     customers needs have been actions have taken and finally find ways to work even more effectively together. 
9.4 VOC (Voice of Customer)

One of the major work streams of Customer Loyalty is VOC. VOC research is continuous effort, which helps in learning what customers have to say. After gather VOC, SCB trying to incorporate the customer response into viable products/services. For e.g. over the phone banking was a prime expectation of customers of SCB that fulfilled by Call Centre. Thus VOC helps in designing new products / services and ensures customer requirements. At present full VOC initiative entails the following:

· VOC through customer complaint / feedback

· VOC through customer suggestions

· VOC via sales and service personnel while they interact with customers

· VOC from third party such as, card merchant points, vendors etc.

· VOC from annual research by third party research firm.
9.5 Service Excellence: From Customer Satisfaction To Customer Delight

Standard Chartered Bank maintains following mechanism in customer service excellence:

· Making customer feel important.

· Working fast & efficiently.

· Service with smile.

· Having adequate product knowledge.

· Handling objections efficiently and courteously.

· To assess present process capability and to measure key processes end –to-end from a customer viewpoint.

· To set up Quality Council in each country where service and quality initiatives will be discussed and key measures monitored.

· Establishing service quality training.

End Result: Creating loyal customers.


        Figure 12 : Service Excellence (Source: Newsletter of SCB)

                           CHAPTER TEN:  CORPORATE SOCIAL RESPONSIBILITY
Standard Chartered aims to be an ethical and responsible partner, which means that Corporate Social Responsibility (CSR) is integral to everything they do. Basing  SCB’s business activities on sound CSR policies and principles not only enhances shareholder value, but means SCB can have a strong and positive influence in the markets where it operate.

10.1 Staying in the best of health

The AIDS and HIV diseases touch the lives of many of Standard Chartered’s employees across the world and especially those in highly infected areas, such as Africa and other developing countries. To help educate members of staff about the disease and provide advice on preventative and control measures, the Bank has introduced a high profile programme.

10.2 Seeing is Believing

There are 37 million blind people in the world today, but a staggering 75% of this blindness is avoidable or can be cured. Through Seeing is Believing program, SCB aims to raise enough funds for one million sight restorations. The funds collected will go towards cataract operations, training of eye care doctors, building of training facilities and vision centres. 

10.3 Children’s Ward at Islamia Hospital

SCB funded the construction of the Standard Chartered operating theatre and children’s ward in the Islamia Hospital in Dhaka. Group Executive Director Chris Keljik removes the bandages from a young girl whose sight was restored through ‘Seeing is Believing’ campaign.

                                CHAPTER ELEVEN:  FINDINGS OF THE REPORT
11.1 Findings

SCB account is not for people of all income. Only upper-middle class & upper class people can afford to open an account with SCB and maintain it. Moreover, SCB has more and high fees and charges compared to its rivals. Its rate of interest on savings account and fixed deposit receipt is lower than its competitors. Still, SCB has a wide range of customer base and doing business better then its rivals. The main reason behind it is that SCB provide very good quality service to its customers. Only because of good service, they have come so far. Other competitor banks offer products for all income people. Their interest rate on savings and FDR is also higher than that of SCB. They do not charge so much like SCB. But still they are struggling to take away the number one position from SCB only because their service quality and human resources are not of that standard like SCB.

The following tables and figures show a comparison among SCB and its competitors like BRAC Bank, Eastern Bank(EBL) and Hongkong Shanghai Banking Corporation(HSBC):

	BANK NAME
	AMOUNT (TK)

	SCB
	50,000

	EBL
	10,000

	BRAC
	15000


    Table 13: Minimum balance to open a current account (Source:Internet)
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Figure 13: Minimum balance to open a current account in different banks (Source:Internet)

        Table 14: minimum balance to open a savings account 

	BANK NAME
	AMOUNT (TK)

	SCB
	50,000

	EBL
	10,000

	BRAC
	15000


                                  (Source:Internet)
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Figure 14: Minimum balance to open a savings account in different banks (Source: Internet)
    Table 15: Interest rate of savings account 

	BANK NAME
	RATE (%)

	SCB
	2.75

	EBL
	5.0

	BRAC
	6.50


                      (Source:Internet)
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         Figure 15: interest rate of savings account in different banks(Source:Internet)

                         Table 16: Minimum FDR rate

	BANK NAME
	RATE (%)

	SCB
	5.75

	EBL
	9.5

	BRAC
	10.75


                                             Source:Internet
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                  Figure 16: Minimum FDR rate in different banks(Source: Internet)

                              Table 16: Annual Debit Card fee

	BANK NAME
	Amount(tk)

	SCB
	600+15% Vat

	EBL
	500+15% Vat

	BRAC
	400+15% Vat


                                                    Source: Internet
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             Figure 17: Annual debit card fee of different banks (Source: Internet)

     Table 17: Minimum amount of Personal loan

	BANK NAME
	Amount (tk)

	SCB
	50,000

	HSBC
	50,000

	BRAC
	150,000

	EBL
	100,000


                                            Source: Internet
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 Figure 18: Minimum amount of personal loan in different banks(Source: Internet)

                  Table 18: Interest rate of Personal loan
	BANK NAME
	RATE (%)

	SCB
	16

	HSBC
	19

	BRAC
	22

	EBL
	21


                                         Source: Internet
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         Figure 19 : interest rate of personal loan in different banks(Source: Internet)

11.2 SWOT Analysis:

The acronym for SWOT stands for

· Strength

· Weakness

· Opportunity 

· Threat
The SWOT analysis comprises of the organization’s internal strength and weaknesses and external opportunities and threats. SWOT analysis gives an organization an insight of what they can do in future and how they can compete with their existing competitors. This tool is very important to identify the current position of the organization relative to others, which are playing in the same field and also used in the strategic analysis of the organization.
Strength:

· In Bangladesh SCB has wide range of customer base and is operating efficiently in this country.

· SCB has the reputation of being the provider of good quality services to its potential customers.

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

· SCB has a bulk of qualified, experienced and dedicated human resources.

· Interest of loan is lower in SCB than other banks.

Weakness:

· SCB has more and high fees and charges compared to its rivals. Such as minimum balance fee, ledger fee etc.If a customer takes a statement for one year, he is charged 575 tk .if he takes a bank solvency certificate, he has to pay 262.50 tk from his account. If any customer does not have minimum balance in his account, then 200 tk charges will come. Because of these charges, customers are being dissatisfied and SCB is loosing its customers.

· SCB has fewer branches than their competitors. Such as SCB have only 18 branches whereas Uttara Bank Limited has 198 branches and 12 regional offices.

· SCB often has problem with ATM machines. Customers often complain that the ATMs are out of order.

· SCB hasn’t that much good market share as other multinational bank. It’s as because SCB’s marketing strategy is not aggressive, they always follow defensive/ conservative strategy. This may be considered as weakness.
Opportunity: 

· Bangladesh has a huge consumer base for maintaining several accounts. So SCB has the opportunity to keep these customers by reducing its current fees and charges.
· Our country’s growing population is gradually and increasingly learning to adaptation of consumer finance. As the bulk of our population is middle class, different types of products have very large and easily pregnable market.

Threats:
· Increased competition by other foreign banks is a threat to SCB. At present HSBC and CITI Group are posing significant threats to SCB regarding retail and business banking respectively. Furthermore, the newcomers in private sector such as Prime Bank, Dutch Bangla Bank, EXIM Bank, BRAC Bank, Southeast Bank, Mercantile Bank, Social Investment Bank, Islamic Bank are also coming up with very competitive force.

· In today’s economy, substantial amount is remaining idle and currently the investment in the secondary market by foreign is relatively low. These economic situations of the country indicate political threats.

                           CHAPTER TWELVE: POLICY RECOMMENDATIONS
12.1

Standard Chartered Bank is already a very profitable and organized bank. The following recommendations can be judged and applied for the bank’s betterment:
1) The bank should immediately revise its tariffs to retain its customers.

2) The bank should increase its branches and ATM ‘s to allocate them in all over the country to provide its services to every corner of the country. This will be beneficial for both the SCB and for our banking industry.

3)  Intelligent Queue Management should be introduced in Sylhet Branch.

4) Conduct customer surveys to gather view of the customers for enabling current level of satisfaction.

5) The branch officials should go through training and other motivational programs more often that would liven up their spirit of work to a great extent.

6) More manpower is required to handle the manifold problems associated with customer services.

7) More promotional offers should be made for current accounts bearing large balances. 
8) Increasing contribution on entrepreneurship and economic development by providing proper consideration in such area.

9) Bangladesh is an Agro-based economy, but so far the bank does not have any schemes or policies in this agricultural sector, which is definitely a point of consideration.

                   CHAPTER THIRTEEN: CONCLUSION

13.1 Conclusion

The Standard Chartered Group has earned the reputation of top foreign banks operating in Bangladesh. This organization is much more structured compared to any other foreign bank operating in Bangladesh. It is relentless in pursuit of business innovation and improvement. It has a reputation as a leader in financing manufacturing sector.  With its vast operation both regarding its technology, wide range of products, versatile services, strong financial base, invaluable customer’s satisfaction, and profound reputation it has grown into a unique stature which is now subject to every ones envy and Standard Chartered Group’s pride. And after the take over of Grindlays Bank from ANZ group and American Express Bank, it becomes undoubtedly the power- house of this region. 

With a bulk of qualified and experienced human resource, Standard Chartered can exploit any opportunity in the banking sector. It is pioneer in introducing many new products and services in the banking sector of the country. Being right partner is the pivotal goal and hence ensuring its financial success of customers become key priority of SCB. 

CHAPTER FOURTEEN: APPENDICES, ACRONYMS & REFERENCES

14.1 Appendix : Standard Chartered Bank: leading the way in Asia, Africa & Middle East

	Stratagic 

Intent
	The world’s best international bank

leading the way in Asia, Africa & Middle East



	Brand promise
	The right partner-Leading by example

	Values 
	Responsive
	Trustworthy
	Creative
	International
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	Approach 
	Participation
	Competitive Positioning
	Management Discipline

	Commitment to stakeholders
	Customers
	SCB’s People
	Communities
	Investors
	Regulators


14.2 Acronyms Used in This Report

SCB  :  Standard Chartered Bank 

EVSA : Extra value Saving Account

BSSM : Branch Sales & Service Manager

TP : Transaction Profile

KYC: Know your customer

FDR: Fixed Deposit Receipt

RFCD: Resident Foreign Currency Deposit

STD : Short Term Deposit

BIL: Business Instalment Loan

ATM: Automated Teller Machine

CEP: Corporate Executive Pack

CBS: Consumer Banking Service

PL: Personal Loan

HOCB: Head of Consumer Banking

CSM: Customer Service Manager

VIPCA: VIP Current Account

VIPSA: VIP Savings Account
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