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“ Always design a thing by considering it in its next large context- a chair in a room, a   room in a house, a house in an environment, an environment in a city plan. “

· Elie Saarinn.

The purpose of this report to present and findings of my study as an internee in the Mercantile Bank Limited as a partial requirement for BBA degree in the Asian University of Bangladesh. The main objective of the report is to know about A Modern Banking Perspective of Mercantile Bank LTD.

The study is made under the supervision of Professor Md. Ashraf Hossain, (Dean) Asian University of Bangladesh.
Mercantile Bank has been incorporated on May 20th, 1999 in Dhaka, Bangladesh as a public limited company with the permission of the Bangladesh Bank; MBL commerce formal commercial banking operation from the June 02, 1999. The bank stood 42 branches all over the country up to 2008.

In the report, I have also mentioned the overall services that Mercantile Bank Limited has been offering to their customers. The finding is that Deposit and Credit programs Mercantile Bank Limited are performing nicely. There are two so handle of this department, performance expectable. They fulfill their target. As a result Branch satisfied of this department.

                                                  CHAPTER-01

                                    INTRODUCTION

(1.1)A Summary of IFIC Bank:

IFIC Bank Ltd. is one of those banks that plays important role in the economy of Bangladesh. There is Seventy six Branch of IFIC Bank all over the country. The activities of the branches are more or less same but there are some differences as per the size of the branches. As I was placed to Banani Branch of IFIC Bank as an intern, my focus of the report will be basically on the functions of Banani branch only. 

Basically IFIC Bank, Banani Branch always tries to be the right partner for its customers. IFIC Bank is to provide service to their clients with the help of a skilled and dedicated workforce whose creative talents, innovative actions and competitive edge make our position unique in giving quality service to all institutions and individuals that we care for.

(1.2) Objective of the Report:

The primary objective of this report is to use the theoretical concepts in analyzing real life of Practical Orientation in Banking activities, which is a partial requirement of the BBA program. But the objective behind this study is something broader. The broad objectives of this report are summarized in the following, manner:

· To present an overview of IFIC Bank.

· To make an appraisal of customer service of this Bank.

· To highlight the activities and operations.

· To find out the customer needs

· To find out the customer problems.

· To make a comparison of service quality with other commercial banks.

· To meet the terms with the entire branch banking procedures.

· To scrutinize the performance of the branch as well as IFIC Bank Ltd. as a whole. 

· To gain practical experiences and view the application of theoretical knowledge in the real life.
(1.3) Scopes and Methodology:

The scope of the report is the evaluation of the performance of customer service of IFIC bank where I have undertaken my internship program. This report helps me to understand the clear real-time experience about the total management of IFIC Bank Ltd. It helps me to understand, how the bank manage its total process? It also helps me to understand how they deal with the customer.

This report has been prepared on the basis of experience gathered during the period of internship from 30th April to 6th August. Within this period I visited two department namely General Banking and Loans & Advances departments. There were twenty customers who have helped me by answering my questionnaire. I was lucky because I got very friendly customers and officers to collect data about my report during my internship program and I am really very grateful to them for their tireless cooperation to me.
(1.4) Research design and sources:
The internship program was fully completed in a very efficient and effective business environment. The internship was conducted on 30th April to 10th August 2009 through different published papers and questionnaire session with the customers and officers of the branch.
Basically the required data are being collected from primary and secondary sources. For the primary session I had to go through with questionnaire to the customers and for the secondary information I had to collect banks published materials.

Primary data is collected from:

· Open ended and close ended questions.
· Personal experience gained by visiting, different desks.
· Personal investigation with bankers.
· Face to face communication with employees of the IFIC Bank Ltd.

Secondary data is collected from:

· Annual reports of IFIC.
· Previous performance matters booklet.
· Journals of the Bank.
· Different books, training papers, manuals etc. related to the topic.
· Official Website of the Bank.

· Different Brochures.
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Here, 

     Z= 1.64 from Z table, e= 10% error, p= .05 q= 1-p  

(1.5) Limitations of the report:
1. Workload was a great barrier to prepare this report.

2. Self observation was highly required because the officers of this bank couldn’t help though they are being always very busy with customers. Even though they tried a lot to help me in the rush hour and whenever they become quite free.

3. The duration was very short to prepare a better report. But I tried with my level best to prepare this report as better as could be.

4. Due to lack of previous job experience there might have some shortage of proper information but through maximum efforts I tried to avoid any short of mistakes.

5. One of the major limitations is the shortage of internship period. Since three month is not enough to know everything of a Bank.

6. The report is based on only Banani branch and that might not make an overall clear customer service quality and other activities of the IFIC bank.

                                                 CHAPTER-02
                                Background of the Organization
(2.1) Historical background of IFIC bank:

1976 - Established as an Investment & Finance Company under arrangement of joint venture with the Govt. of Bangladesh.

1980 - Commenced operation in Foreign Exchange Business in a limited scale.

1982 - Obtained permission from the Govt. to operate as a commercial Bank.

1983 - Setup its first overseas joint venture (Bank of Maldives) on the Republic of Maldives. 
         - Commenced operation as a full-fledged commercial Bank in Bangladesh.


1985 - Set up a joint venture Exchange Company in the Sultanate of Oman.

1987 - Set up its first overseas branch in Pakistan at Karachi.

1993 - Set up its second overseas branch in Pakistan at Lahore.

1994 - Set up its first joint venture in Nepal for banking operation.

1999 - Set up its second joint venture in Nepal for lease financing.

2003 - Bank celebrated its 20th founding anniversary.


         - Overseas Branches in Pakistan amalgamated with NDLC, to establish a joint venture Bank: NDLC-IFIC Bank Ltd., subsequently renamed as NIB Bank Ltd.
It conveys its objective via their motto: “Your Satisfaction First.”

International Finance Investment and Commerce Bank Limited (IFIC Bank) is a banking company incorporated in the People’s Republic of Bangladesh with limited liability. It was set up at the instance of the Government in 1976 as a joint venture between the Government of Bangladesh and sponsors in the private sector with the objective of working as a finance company within the country and setting up joint venture banks/financial institutions abroad. The Government held 49 per cent shares and the rest 51 per cent were held by the sponsors and general public. In 1983 when the Government allowed banks in the private sector, IFIC was converted into a full-fledged commercial bank. The Government of the People’s Republic of Bangladesh now holds 35% of the share capital of the Bank. Leading industrialists of the country having vast experience in the field of trade and commerce own 34% of the share capital and the rest is held by the general public.
IFIC Bank Ltd. is one of those banks that plays important role in the economy of Bangladesh. There is Seventy Six Branches of IFIC Bank all over the country. The activities of the branches are more or less same but there are some differences as per the size of the branches. As I was placed to Banani Branch of IFIC Bank as an intern, my focus of the report will be basically on the functions of Banani branch only. 

(2.2) Strategies of the bank:

IFIC Bank Limited mainly follows top down approach to take necessary decisions for the company. Basically they follow the centralize strategy where the Head Office of the Bank control and monitor all the activities of its branches. In case of marketing strategy they basically depend on ‘word of mouth’ as they are already well reputed for its long-term service in the banking industry. 
The branches of the Bank cover all tile important trading and commercial centers in Bangladesh. At present it has 76 branches within Bangladesh. All the branches are equipped with computers in addition to modern facilities, logistics and professionally competent manpower. 

(2.3) Mission of the IFIC bank:

Our Mission is to provide service to our clients with the help of a skilled and dedicated workforce whose creative talents, innovative actions and competitive edge make our position unique in giving quality service to all institutions and individuals that we care for.

We are committed to the welfare and economic prosperity of the people and the community, for we drive from them our inspiration and drive for onward progress to prosperity. We want to be the leader among banks in Bangladesh and make our indelible mark as an active partner in regional banking operating beyond the national boundary.
In an intensely competitive and complex financial and business environment, we particularly focus on growth and profitability of all concerned.

(2.4) Board of Directors:
Unlike other banks in the private sector, Board of Directors of the bank is a unique combination of both private and Govt. sector experience. Currently it consists of 13 Directors. In spite of them eight represent the sponsors and general public and four senior officials in the rank and status of joint Secretary/ Additional Secretary represent the Govt. Managing Director is the ex-officio Director of the Board. 

	1
	Mr. Mohammad Lutfar Rahman
	Chairman

	2
	Mr. Abu Tahir Mohammad Golam Maruf
	Director

	3
	Mr. Murshed Murad Ibrahim
	Director

	4
	Mr. Aminur Rahman
	Director

	5
	Mr. Md. Yasin Ali
	Director

	6
	Mr. Didarul Alam
	Director

	7
	Chowdhury Nafeez Sarafat
	Director

	8
	Mr. Gulzar Alam Chowdhury
	Director

	9
	Mr. Tanim Noman Sattar
	Director

	10
	Mr. Mahmudul Huq Bhuiyan
	Director

	11
	Mr. Arastoo Khan
	Director

	12
	Mr. Syed Monjurul Islam
	Director

	13
	Mr. Mohammad Ali Khan, ndc
	Director

	14
	Mr. Mosharraf Hossain
	Managing Director


(2.5) Objectives of the Bank:
The objectives of the bank are to promote joint participation of Government and private sponsors to establish joint venture banks, financial companies, branches and affiliates abroad to satisfy their customers. 

It conveys its objective via their motto: “Your Satisfaction First.”

· To establish, maintain, carry on, transact, undertake and conduct all types of banking, financial, investment and trust-business in Bangladesh and abroad.

· To form, establish and organize any bank, company, institution or organization, singly and/or in joint-collaboration for partnership with any individual, company, financial institution, bank, organization, or any Government and/or Government agency for- the purpose of carrying on banking, financial, investment and trust business and/or any other business as provided hereafter.

· To carry on any business relating to Wage Earner's Scheme as may be allowed by Bangladesh Bank from time to time including maintaining of Foreign Currency Accounts and any other matter related thereafter.

· To contract or negotiate all kinds of loan, and or assistance, private or public, from any source, local or foreign, and to take all such steps as may be required to complete such deals.

· To form, promote, organize, assist, participate or aid in forming, promoting or organizing any company, bank, syndicate, consortium, and institute or any holding or subsidiary company in Bangladesh or abroad for the purpose of undertaking any banking, financial, investment or trust business.

(2.6) Vision of the IFIC bank:
1. Provide the greatest return to their shareholders by achieving sound profitable growth.

2. Be perceived by customer and staff as the best wherever it operates.

3. Have staff of the highest caliber.

4. Excel in the way to work together to make decision and get things done.
(2.7) Management Structure:

The thirteen members of the Board of Directors are responsible for the strategic planning and overall policy guidelines of the Bank. Further, there is an Executive Committee of the Board to dispose of urgent business proposals.

Besides, there is an Audit Committee in the Board to oversee compliance of major regulatory and operational issues.

The CEO and Managing Director, Deputy Managing Director and Head of Divisions are responsible for achieving business goals and overseeing the day to day operation.

The CEO and Managing Director are assisted by a Senior Management Group consisting of Deputy Managing Director and Head of Divisions who supervise operation of various Divisions centrally and co-ordinates operation of branches.

Key issues are managed by a Management Committee headed by the CEO and Managing Director. This facilitates rapid decisions.

There is an Asset Liability Committee comprising member of the Senior Executives headed by CEO and Managing Director to look into all operational functions and Risk Management of the Bank.
(2.8) Risk Management:

In view of the global recognition towards need of an effective risk management and control systems in financial sector, IFIC Bank being cognizant of the importance of the subject, has prepared and implemented the following policy guidelines on Risk Management:

      • Credit Risk Management.


      • Asset Liability Management.


      • Foreign Exchange Risk Management.


      • Internal Control & Compliance.


      • Prevention of Money Laundering.

(2.9) Joint Ventures Abroad:
(a) Bank of Maldives Limited:

IFIC is the first among the banks in the private sector to have operations abroad. In 1983, the Bank set up a joint venture bank in Maldives known as 'Bank of Maldives Limited' (BML) at the request of the Government of the Republic of Maldives. This is the only national bank in that country having branches throughout that country. IFIC Bank managed the affairs of BML from 1983 to 1992. IFIC Bank sold its shares in 1992 to the Government of the Republic of Maldives and handed over the Management of BML to Maldives Government. 

(b) NIB Bank Ltd., Pakistan: 

IFIC Bank had two branches in Pakistan, one in Karachi and the other in Lahore. Karachi Branch was opened on 26th April 1987, while Lahore Branch was opened on 23rd December1993.

To meet the Minimum Capital Requirement (MCR) of the State Bank of Pakistan, the Overseas Branches in Pakistan have been amalgamated with a reputed leasing company in Pakistan named National Development Leasing Corporation Ltd. Therefore, the existence of our above Overseas Branches has ceased w.e.f. 2nd October 2003 and a new joint venture bank entitled NDLC - IFIC Bank Ltd. emerged in Pakistan w.e.f. 3rd October 2003. The Bank was subsequently renamed as NIB Bank Ltd. IFIC Bank presently holds 7.31% equity in the Bank. 
(c) Nepal Bangladesh Bank Ltd. (NB Bank) 

Nepal Bangladesh Bank Ltd. (NB Bank), a joint venture commercial bank between IFIC Bank Ltd. and Nepal nationals, started operation with effect from June 06, 1994 in Nepal with 50% equity from IFIC Bank Ltd. 

The Bank has so far opened 17 (seventeen) branches at different important locations in Nepal. IFIC Bank presently holds 25% shares in NB Bank. 

(d) Nepal Bangladesh Finance & Leasing Limited (NB Finance): 

Nepal Bangladesh Finance & Leasing Co. Ltd. (subsequently renamed as Nepal Bangladesh Finance & Leasing Ltd.), another joint venture leasing company between IFIC Bank Ltd. and Nepali Nationals, started its operation on April 18, 1999 in Nepal. IFIC Bank presently holds 15% share in the company. 

(e) Oman International Exchange LLC (OIE) 

Oman International Exchange LLC (OIE), a joint venture between IFIC Bank Limited and Oman nationals, was established in 1985 to facilitate remittance by Bangladeshi wage earners in Oman. IFIC Bank holds 25% shares, and the balance 75% is held by the Omani sponsors. The exchange company has a network of 10 branches covering all the major cities/towns of Oman. The operations of the branches are fully computerized having online system. 
(2.10) Number of branches and locations of IFIC bank in Bangladesh:

In Bangladesh, IFIC Bank have 76 branches in the following cities:
Dhaka Division: In Dhaka it has 35 Branches. Inside of the Dhaka city it has 20 Branches those are 

1. Motijheel Branch

2. Federation Branch

3. Moulvi bazaar Branch (Old Dhaka)

4. Dhanmondi Branch

5. Shahtinagar Branch

6. Gulshan Branch

7. Islampur Branch

8. Bangshal Branch

9. Elephent Road Branch

10. Naya paltan Branch

11. Kawran bazaar Branch

12. Malibagh Branch.

13. Uttara Branch.

14. Lalmatia Branch

15. Pallabi Branch.

16. North brook hall road Branch

17. Banani Branch

18. Mohakhali Branch

19. Keraniganj Branch

20. Dhonia Branch

Outside of the Dhaka it has 15 branches:

1. Narayanganj Branch

2. Netaiganj Branch

3. Ghorasal Branch

4. Madhabdi Branch

5. Konabari Branch

6. Mukterpur Branch

7. Norshingdi Branch

8. Bajitpur Branch

9. Mymanshing Branch

10. Faridpur Branch

11. Tekerhat Branch

12. Nawabpur Branch

13. Ashulia Branch

14. Rupganj Branch

15. Shariatpur Branch

Chittagong Division:

1. Agrabad Branch

2. Khatunganj Branch

3. Terri bazaar Branch

4. Sheikh market Branch

5. Hathazari Branch

6. Fatikchari Branch

7. Chawk bazaar Branch

8. Shah Amanat market Branch

9. Sheikh Mujib road Branch

10. Cox,s Bazaar Branch

11. Brahmanbaria Branch

12. Comilla Branch

13. Companiganj Branch

14. Feni Branch

15. Choumuhani Branch

Rajshahi Division:

1. Rajshahi Branch

2. Naogaon Branch

3. Pabna Branch

4. Rangpur Branch

5. Dinajpur Branch

6. Bogra Branch

7. Chapai Nawabganj Branch

8. Baneshwar Branch

Khulna & Barisal Division:
1. Khulna Branch

2. Boro bazaar Branch

3. Jessore Branch

4. Benapole Branch

5. Satkhira Branch

6. Noapara Branch

7. Kushtia Branch

8. Barisal Branch

SylhetDivision:
1. Sylhet Branch

2. Beani bazaar Branch

3. Tultiker Branch

4. Subid bazaar Branch

5. Uposhohor Branch

6. Moulvi bazaar(Dist) Branch

7. Sreemongal Branch

8. Goala bazaar Branch

9. Mirpur Branch

10. Tonghi Branch

There are 76 Branches of IFIC Bank in all over the country.
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(2.11) Technology & Number of ATM’s (Automated Teller Machines):
Since the beginning of its journey as a commercial bank in 1983, IFIC Bank has been giving great emphasis on the adoption of modern technology. It became the pioneer in the field of automation by introducing computerized branch banking right in the same year. Subsequently, all the branches were brought under similar automated platforms with upgraded software applications to offer all the critical banking features. At present all 76

Domestic branches are fully computerized under networked environment. 

The Bank has taken up a new project with MISYS International Banking System Inc. (UK) to further upgrade its banking operation to state-of-art world class on-line banking solutions to provide faster and even more convenient centralized services to the clients.

Besides, the Bank is also operating fully on-line Automated Teller Machine (ATM) services under the banner Q-Cash at a number of locations in Dhaka and Chittagong. The ATM facilities are available to the customers at Q-Cash booth.

Since the importance of Web presence in the Internet is absolutely critical, IFIC Web Site www.ificbankbd.com has long been launched for the convenience of the customers, where all the activities and information are constantly being posted and updated. A Central Mailing System is operational at the Head Office to let the customers have direct electronic access to the selected staff.

(2.12)Human Resource Development (HRD):

Human Resources Development is focused on recruitment and in-house training for both on the job and off the job Bank staff members through the Bank’s Academy. IFIC Bank Academy – the oldest institution in the private sector – was conceived of as an in-house training center to take care of the training needs of the Bank internally.

Academy is fully equipped with a professional library, modern training aids and professional faculty. Library has about 4941 books on banking, economics, accounting, management, marketing and other related subjects. 

Main training activities consist of in-depth foundation programmers for entry level Management Trainees. During its 23 years of existence, Academy not only conducted courses, workshops and seminars as required by the Bank, but it also organized training programmes for the Bank of Maldives, Nepal, Bangladesh Bank  and Oman International Exchange LLC. In addition, Academy has also the credit of organizing system of Bank of Maldives.

In addition to conducting courses internally, The Academy also selects candidates for nomination to various courses conducted by distinguished training organizations in the country including Bangladesh Bank Training Academy and Bangladesh Institute of Bank Management.

The Academy also re-designs its courses, programmed etc, regularly to make the requirement of new skills arising out of various directives, guidelines of the Central Bank and significant changes in the banking sector from time to time.
(2.13) values of the bank:
1) Strong customer focus and building relationship based on integrity, superior service and mutual benefit.

2) Striving for profit and sound growth.
3) Working as a team to serve the best interest of the group.
4) Relentless in pursuit of business innovation and improvement.
5) Values and respect to people and making decision based on merit.
6) Recognition and reward based on performance.
7) Valuating open and honest communication.

8) Responsible, trustworthy and law-abiding in every respect.
 (2.14) Annual Report:                                            

	INTERNATIONAL FINANCE INVESTMENT AND COMMERCE BANK LIMITED

	Balance Sheet

	As at December 31, 2008

	
	
	
	
	
	
	
	

	
	
	
	
	
	2008
	
	2007

	PROPERTY AND ASSETS
	
	Note
	
	Taka
	
	Taka

	
	
	
	
	
	
	
	

	Cash
	
	
	3
	
	3,340,418,678
	
	3,593,513,841

	In hand (including foreign currency)
	
	
	
	620,428,180
	
	628,093,668

	Balance with Bangladesh Bank and its Agents Bank (including foreign currency)
	
	
	2,719,990,498
	
	2,965,420,173

	
	
	
	
	
	
	
	

	Balance with other banks and financial institutions
	4
	
	1,919,068,652
	
	2,359,077,889

	In Bangladesh
	
	
	
	
	1,565,824,472
	
	2,181,954,553

	Outside Bangladesh
	
	
	
	353,244,180
	
	177,123,336

	
	
	
	
	
	
	
	

	Money at call and short notice
	
	5
	
	70,000,000
	
	-

	Investments
	
	
	6
	
	5,237,901,756
	
	3,855,691,124

	Government
	
	
	
	
	4,267,972,141
	
	3,161,528,047

	Others
	
	
	
	
	560,761,209
	
	190,485,220

	Outside Bangladesh
	
	
	
	409,168,406
	
	503,677,857

	
	
	
	
	
	
	
	

	Loans and advances
	
	7
	
	33,018,385,382
	
	28,361,456,225

	Loans, cash credits, overdrafts, etc.
	
	
	
	30,211,825,472
	
	24,792,513,205

	Bills discounted and purchased
	
	8
	
	2,806,559,910
	
	3,568,943,020

	
	
	
	
	
	
	
	

	Fixed assets including premises, furniture and fixtures
	9
	
	511,452,828
	
	383,075,972

	Other assets
	
	
	10
	
	1,640,263,398
	
	1,361,334,367

	Non Banking Assets
	
	
	
	-
	
	-

	Total assets
	
	
	
	
	45,737,490,694
	
	39,914,149,418

	
	
	
	
	
	
	
	

	LIABILITIES AND CAPITAL
	
	
	
	
	
	

	Liabilities
	
	
	
	
	
	
	

	Borrowing from other banks, financial Institutions and agents
	11
	
	203,530,016
	
	1,105,237,195

	In Bangladesh
	
	
	
	
	203,530,016
	
	1,105,237,195

	Outside Bangladesh
	
	
	
	-
	
	-

	
	
	
	
	
	
	
	

	Deposit and other accounts
	
	12
	
	36,092,169,540
	
	29,900,052,990

	Current deposits and Other accounts
	
	
	
	5,398,152,070
	
	4,939,240,851

	Bills payable
	
	
	
	
	1,014,004,246
	
	1,007,645,052

	Savings bank deposits
	
	
	
	6,448,647,253
	
	6,025,272,603

	Term deposits
	
	
	
	
	23,231,365,971
	
	17,927,894,484

	
	
	
	
	
	
	
	

	Other liabilities
	
	
	13
	
	6,241,055,341
	
	6,295,077,124

	Total liabilities
	
	
	
	
	42,536,754,897
	
	37,300,367,309

	Capital / Shareholders' equity
	
	
	
	
	
	

	Paid up capital
	
	
	14
	
	1,341,431,400
	
	670,715,700

	Statutory reserve
	
	
	15
	
	1,215,504,476
	
	952,042,336

	Other reserve
	
	
	16
	
	82,705,897
	
	153,062,907

	Surplus in Profit and Loss Account
	
	17
	
	561,094,024
	
	837,961,166

	Total shareholders' equity
	
	
	
	3,200,735,797
	
	2,613,782,109

	Total liabilities and shareholders' equity
	
	
	45,737,490,694
	
	39,914,149,418


	INTERNATIONAL FINANCE INVESTMENT AND COMMERCE BANK LIMITED

	Financial Highlights

	As at December 31, 2008

	
	Sl.
	Particulars
	Taka in million

	
	
	
	2008
	2007

	
	01
	Paid up Capital
	       1,341.43 
	          670.72 

	
	02
	Total Capital
	       3,797.04 
	       3,045.09 

	
	03
	Capital Surplus
	          748.13 
	          644.64 

	
	04
	Total Assets
	     45,737.49 
	     39,914.15 

	
	05
	Total Deposits
	     36,092.17 
	     29,900.05 

	
	06
	Total Loan & Advances
	     33,018.39 
	     28,361.46 

	
	07
	Total Contingent Liabilities & Commitments
	     20,536.26 
	     19,422.59 

	
	08
	Credit Deposit Ratio
	91.48%
	94.85%

	
	09
	Percentage of Classified Loan Against Total Loans & Advances
	5.92%
	8.11%

	
	10
	Profit after Tax & Provision
	          657.31 
	          964.93 

	
	11
	Amount of Classified Loans during the year
	       1,953.07 
	       2,299.90 

	
	12
	Provision Kept Against Classified Loans
	          651.85 
	          984.02 

	
	13
	Provision Surplus/Deficit
	            30.20 
	              1.59 

	
	14
	Cost of Fund
	6.12%
	6.58%

	
	15
	Interest Earning Assets
	     39,806.29 
	     35,520.23 

	
	16
	Non-interest Earning Assets
	       5,931.20 
	       4,393.92 

	
	17
	Return on Investment (ROI)
	13.59%
	13.56%

	
	18
	Return on Assets (ROA)
	1.44%
	2.42%
	
	

	
	19
	Income from Investment
	          691.44 
	          569.53 

	
	20
	Earning per Share
	            49.00 
	            71.93 

	
	21
	Income per Share
	          411.98 
	          774.77 

	
	22
	Price Earning Ratio (Times)
	            24.26 
	            16.13 


                                                        Chapter-03
                                           An appraisal of customer service 
                                                         Of the IFIC bank

(3.1) an Appraisal of Customer Service of IFIC Bank:

Customer service is the most vital factor for any organization. When this question comes about a bank than it becomes more important because a bank is directly involves with its customer. To run the business safe and soundly a Bank must have to maintain a good relation with each and every customer.

Basically a bank provides cash deposit service, utility bills payment service, small finances, corporate or business finance services, loan related services etc. IFIC Bank also provides all this kinds of services for its customers. 

IFIC Bank has got that much qualified service team who can provide the best service to the customers and can make the customer a satisfied one.

(3.2) Products & Service :   

· Auto Loan
· Consumer Loan
· Easy Loan
· Porua Loan
· Flexi Loan
· Thikana Loan
· Possession Loan
· Retail Loan
Fulfil Your Dream with IFIC 

	

	

	


	

	

	


	



                                Pension Savings Scheme:
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Empower yourself for a secure and prosperous future with IFIC PSS. Partnership for a prosperous and secure future.

Features:
 Under this Scheme you can open a deposit scheme for Tk.500, Tk.1000, Tk.2000 and Tk.5000 per month for 3 or 5 years whichever suits you.
 You can make the deposit within 10th of each month (In case of holiday the next working day).
 You can get Loan up to 80% of the deposited amount
 You can receive the entire deposit amount with interest at one go or receive a pension 

on a monthly basis at a desirable amount of your monthly installments.
 For your clarity a Table of Deposit Scheme and after Maturity Payable Amount is given below:

Monthly Installment 
3 Years Scheme

5 Years Scheme

Tk.500
   

      Tk.20322


Tk.36266

Tk.1000
   

Tk.40645


Tk.72532

Tk.2000
   

Tk.81290


Tk.145064

Tk.5000
   

Tk.203225


Tk.362661

Extra Benefits:
 If you fail to deposit monthly installments continuously for 3 consecutive months your account will become automatically inoperative. But, it can be revalidated on the 4th month on receiving all outstanding installments along with a written application. You will be given two(2) opportunities during the 3 years scheme and three(3) opportunities during the 5 years scheme to avail this option.
 You can pay installments by transferring from your CD/SB account maintained with the concerned branch. 
 Installments may also be paid in advance.
 You can close the account at any time by a written application*. 
 Monthly installments to PSS will qualify as investments in yearly Income Tax return.
Rules and Regulations:
 The applicant has to be +18 years of age.
 On failure of 4th consecutive monthly installment the account will be fully closed automatically.
 * If the applicant want to close the account before maturity the following rules will be followed:
a) have to pay Tk.200 as service charge
b) If the account is closed within one year, only principal amount will be paid.
c) If the account is closed after one year, only principal amount along with interest at saving rate/PSS rate (whichever is lower) prevailing on the date of closure of the account will be paid.


      (3.3) Rates of Interest on Deposits of IFIC Bank Limited:
	SI. No.
	Types of Deposits 
	Rate of Interest

	01
	Saving Bank Deposit
	6.00%

	02
	Short Team Deposit (STD)

Less than Tk. 1.00 Core

Tk. 1.00 Crore and above but less than tk 5.00 Crore 

Tk. 5.00 Crore and above but less than tk 10.00 Crore above Tk. 10.00 Crore
	4.00%

4.50%

5.00%

6.50%

	03
	FDR ( Tenure 1 month )
	10.00%

	04
	FDR ( Tenure 3 months): 

Less than Tk. 5.00 Crore 

Tk. 5.00 Crore and above 
	12.50%

13.00%

	05
	FDR (Tenure 6 months)

Less than Tk. 5.00 Crore 

Tk. 5.00 Crore and above 
	12.50%

13.00%

	06
	FDR ( Tenure 1 Year)

Less than Tk. 5.00 Crore 

Tk. 5.00 Crore and above 
	12.50%

13.00%

	07
	FDR (Tenure 2 Years) 
	12.25%


(3.4)Banks Major Functional Departments & Others Activities:

General banking Division: 

There are different types of accounts provided by IFIC Bank for considering the highest benefit of the customers. Such as Savings account (SB), current account (CD), Short term deposit (STD), fixed deposit receipt (FDR) etc are offered by this department. General banking is the heart of banking activities. Total banking procedure start with this department. General banking department perform the core function of bank operation and it is known as “Retail Banking”. They take the deposits from the customer and meet their demand for cash honoring their checks. It opens new accounts, remit funds, issues bank draft and pay order. Account opening section, Remittance, Checks clearing, Cash, FDR, Accounts section are part of general banking.
General Credit Division

A wide range of products and services, such as different type of loans are offered by this department. It faces continuous challenge from the local private banks, which mainly specializes in the consumer banking. As a result, it has to develop new products and services to ease the competition on a continuous basis. The approval is mainly based on the risk analysis of the corporate clients done by the Corporate Banking division.
Finance and Accounts Division

This department performs the following activities:

· Sources of finance

· Administration, audit and back office operation.

· Salary & Provident Fund

· Taking care of taxation and financial control of the Bank.

· Decision making related to administrative activities

Recovery Division

Recovery of stuck-up loans is a major concern for the bank. This division helps general credit and project finance divisions to recover the loans and take legal action against those creditors. Some time there is some usual recovery. Recovery from written off loans goes to income account of the bank.

Project Finance Division

IFIC Bank’s corporate clients mainly comprise the top local and multinational companies operating in Bangladesh. The main objective of this department is to build and maintain positive relationships with their clients. As a result, each and every company is assigned a Relationship Manager, who maintains regular contacts with clients. Moreover, this department offers the following facilities to its clients:
· Project Finance.

· Syndicated Loans.

· Bonds and Guarantees, etc. 

Treasury Division

The foreign exchange and money market operation of the IFIC Bank is broad.  Exotic currencies happen to be one of its specials areas of strength. A 24 hour-service is provided to customers in Bangladesh through the Bank's network of dealing centers placed in the principal of the world. The Bank's treasury specializes in offering solutions to who wish to manage interest rate and currency exposures that result from trade, investment and financing activities of other dynamic economies of the region.
Internal Control & Compliance

Banking involves high risk, the presence of effective internal control system, corporate governance, transparency and accountability is vital to ensure smooth operation of the bank. The internal control is the process affected to provide reasonable assurance for the achievement of the objectives of the bank, the reliability of financial reporting and compliance with applicable laws, regulation and internal policies.
Audit & Inspection Division

This division helps the bank accomplish its objectives by bringing a systematic, disciplined approach to evaluate and improve the effectiveness of risk management, control and governance processes. It also assists development of the process for smooth operation of various department and branches, detect major deficiencies in the branches, review the activities and organizational structure of the internal audit function.
Foreign Trade Division
All the overseas branches are under the control of this division, the regularly communicate with those branches and solve problem of those branches.
Marketing Division

It basically handles all promotional campaign, branding both consumer and corporate products and services for IFIC bank.
Law Division

In Bangladesh local banking laws regulate and rules set by the Ministry of Finance and Bangladesh Bank is handling by this division. Law division has to take care of are:
· Any kind of legal issues

· Compliance advisory service

(3.5) Account Opening Section:

This section opens Current Deposit (CD), Savings account (SB), Short term deposit (STD), Fixes deposit receipt (FDR). Most vital work starts from here as selection of customer is very important for the bank success and failure. If the account holder do money laundering through this account than the bank will be legally responsible for that and bank has to answer to Bangladesh bank or customer may occur fraud and forgery by this account and thus destroy goodwill of bank’s. In branch account opening officer follow some rules which are guided by IFIC Bank manual and senior opening form signature is must in this case. Manager’s signature is must on every account opening form as permission for opening the account.

(3.6)Target Customer of IFIC Bank Banani Branch:

	· Individual person
	· Public limited company

	· Sole proprietorship firm
	· Government Organization

	· Partnership firm
	· Semi Government Organization

	· Private limited company
	· Bank employee


(3.7) Types of Accounts: 

Deposit is life-blood of a commercial bank. Since commercial bank deals with other people’s money, without deposit there is no business for the commercial bank. Accepting deposit is one of the main functions of commercial bank. IFIC bank’s deposits can be broadly classified as follows:  
(a) Current Account:

Current Account is most suitable for private, individuals, traders, merchants, importers and exporters, mill and factory owner etc. For opening of a current minimum deposit of TK. 2000.00 is required along with introductory reference. No interest is given the current account deposited money. One can enjoy maximum flexibility and convenience when s/he opens a current account with IFIC bank limited. This account offers: 
· Any number of transactions a day

· Free check book

· Statement of account at any desired frequency

· Statement by fax on demand
(b) Savings Account:
The saving account is primarily for small-scale savers. The main objective of this account promotion is thrift. Hence, there is restriction on withdrawals are permitted only against prior,
· Minimum amount of TK. 1000.00 is required as initial deposit.

· Frequent withdrawal is not encouraged.

· 7 days is required for withdrawal of large amount

· The rate of interest is 6.00 % against SB account.
(c) Short-Term Deposit (STD) Account:

In short term deposit account, the deposit should be kept for at least six month to get the interest. The STD account is a very important class of account in this bank. The minimum amount of balance has to be maintained with STD account is TK. 25000 Interest is given at a rate of 4.5 percent which is less than savings account. Normally various big companies, organizations, government departments keep money in STD account. For this type of account, frequent withdrawal is discouraged. Deposit should be kept for at least seven days to get interest. Prior notice is required for the withdrawal of money from STD account. The account holder must give seven days before the withdrawal that is why STD is also called ‘Seven days notice’ current account.
(d) Fixed Deposit Receipt (FDR):
Fixed period specified in advance. These deposits are time deposit. Normally the money on a fixed deposit is not repayable before the maturity date of a fixed period. At the time of opening the deposit account, the banker issued a receipt acknowledging the receipt of money on deposit account. It is popularly known as FDR. An interest rate ranging from 10.50 percent to 11.50 percent is offered depending on different amount and tenure of deposit. Fixed deposits are the deposits in which an amount of cash is deposited in bank.

(e) Business account:

To open an account for Sole Proprietorship, Limited company account, Partnership Company the applicants are required to bring all the materials that have mentioned before. Extra required materials for business accounts is Trade license, TIN number and for partnership & ltd. Company partnership deed is required.
(3.8) Transfer of an account to another Branch:

Sometimes the customer wants to transfer his account to another branch due to various reasons. IFIC Bank, Banani Branch, also gives this kind of facility to the customer. In this case, they will have to submit an application to the branch manager stating the reasons. The officer verifies the signature and finds out the balance of the account holder. The holder also submits the rest check leaves along with the application. Then the officer issues an Inter Branch Credit Advice (IBCA) to that branch and a debit voucher with the balance of deposit in that account. He also sends the account opening form and specimen signature card to that new branch. The new branch officer verifies the customer signature with account opening form supplied to him. The amount mentioned in the (IBCA) considered as the initial deposit of the new branch.
(3.9) Cheque book & ATM Service:

The customer service department helps the customer to collect new cheque book as per customer demands. Most of the time customer came to stop a payment of signed cheque by them. Than the customer service offer stop the cheque payment by analyzing the fact. The cheque only can be stopped in two circumstances, if the customer lost the cheque or if the cheque is being stolen. Unless this two circumstances the service provider can not stop the cheque payment. Except this things service officer takes order for new cheque book for the customers. Usually it takes two working days to collect a new cheque book. This is all about cheque book queries.
There are different services for ATM card users like they can apply for new ATM card. The customer can apply for the lost ATM card. The bank for free of charge provides an ATM if its normally being expired. If the customer somehow damages the card than there is a replacement fee of BDT 300 taka to collect a new ATM card and also customer can collect their captured card after 24 hours from customer service department without any fees. Customer can collect their captured ATM card from their nearest branch. This is all about ATM services.
(3.10) Closing Procedure of an account:

For two reasons account can be closed – 

By Banker: banker has the right to close the account if the customer does not maintain any transaction six years and the balance is become lower than the minimum balance.
By Customer: if the customer wants to close his account he will write an application to the manager and the manager give the proper instruction to the officer then close the account.

Firstly, the concerned customer has to apply for closing his/her account. Then to close the account the Cheque book is to be returned to the bank. After charging the account closing charge the Manager will close the account. Closing charges are as follows:

· For below 6 months 100 tk.

· For over 6 months 200 tk.

The rest amount of money laid in the respective account is paid to the customer by a payment order. In case of payment order certain commissions and vat are cut off from the account.
(3.11) Locker service:

IFIC bank’s locker service allows a customer to keep their valuable in a safe and secured place and access the same at their convenient time.

Locker service offers the following facilities to its customer:

1. Friendly and personalized services from the locker custodian.

2. Complete privacy: A locker holder can operate the locker in private environment.

3. Convenient location of locker complexes.

4. Complete safety and security: Locker complexes have the best available security features such as:

5. Alert, round the clock security guard.

6. Strong, heat-resistant steel lockers lodged in reinforced concrete steel vaults for maximum protection.

7. Sophisticated anti-burglary alarm system.

8. Highly advanced smoke-sensor devices placed all over the ceiling backed by the fire fighting equipments.

9. Protection against varying weather conditions.

But this service is unavailable on weekends and government holidays.

Available locker size and charges:

	Type
	Charges (Yearly)

	Small
	BDT 2500

	Medium
	BDT 2750

	Large
	BDT 3500


Any one can open the locker service account. He/She has to deposited 1000/ and need 2 copies passport size picture for opening this account.
(3.12) Purchase of Sanchaya patra on behalf of a customer:

IFIC Bank is providing the free service for the account holders by purchasing Sanchaya patra on behalf of the customer. If an account holder wants to purchase Sanchaya patra than he or she can apply directly from any branch of IFIC Bank. The fund will be automatically transferred from the account as much as the customer wants to purchase based on the government rules and regulations. The customer can encase this security to refund purpose. The customer also can deposit coupon interest into their account very easily. The bank collects the coupon interest for the customer.

(3.13) Different types of Queries:

Many customer come to the branch with different types of queries. Most of the common queries are given below:

1) To know the account opening process.

2) To know about loan facilities.

3) To know about the account position.

4) To know the balance.

5) To know about any fund transfer.

6) Enquiry about lost cheque, lost ATM card.

7) To know about any returned cheque information.

8) How to operate the ATM machine.

9) About different charges for different activities regarding account/ card services.

These are the most common queries of the customer. Queries vary according to situation or any other instances.
(3.14) Cash Section:
Cash department is the most vital and sensitive organ of the branch as it deals with all kinds of cash transactions. This department starts the day with cash in vault. Each day some cash that is opening cash balance are transferred to the cash officers from the cash vault. Net figure of this cash receipts and payments are added to the opening cash balance. The figure is called closing balance. This closing balance is then added to the vault. And this is the final cash balance figure for the bank at the end of any particular day.
(3.15) Functions of Cash Department:

	Cash Payment
	1. Cash payment is made only against check

2. This is the unique function of the banking system which is   

            known as payment on demand

3. It makes payment only against its printed valid check

	Cash receipt
	1. It receives deposits from the depositors in form of cash

2. So it is the mobilization unit of the banking system

3. It collects money only its receipts forms


Cash payment or check cancellation process

	Step 1 
	Receiving Check by the employee in the cash counter 

	Step 2
	Verification of the followings by the cash Officer in the computer section

1. Date of the check (it is presented within 6 month from issue date)

2. Issued from this branch

3. Amounts in figure and sentence written does not differ

4. Signature of the drawer does not differ

5. Check is not torn or mutilated

	Step 3
	Gives pay cash seal and sends to the payment counter

	Step 4
	Payment officer makes payment


(3.16) Books Maintained by this Section:
	Vault Register
	Cash balance at the end of a day is recorded in this book which is kept in the vault.

	Cash Receipt Register
	Cash receipt in whole of the day is recorded here

	Cash Payment Register
	Cash payments are made in a day are entered here

	Rough Vault Register
	Cash calculation for final entry in vault register is done here, as error and correction here is not acceptable in vault book or balance book.

	Cash Balance Book
	Balance here is compared with vault register.  If no difference is found, indicates no error.


(3.17) Cheque Clearing and Remittance Department:
This department receives cheque from its depositors for the purpose of collection by a deposit slip over the counter crediting their account. Clearing of cheque is done through the clearinghouse in Bangladesh bank. Everyday the first house starts at 9 a.m. and returns house at 5 p.m. 
The main objective of clearing and remittance department is to provide an extra facility to the customer other than cash receipt and payment. We can divide this department into two parts. One is Clearing & Transfer Delivery section, and the other one is Local Remittance section. In IFIC Bank, Banani Branch, there are three employees, working in this department. I am trying to present my findings in the following parts regarding these two sections.
(3.18) Inward Transfer Delivery:

For payment of Bills presented to a particular branch of the Bank through another branch of the Bank, the procedures are the same as those applicable to Inward Clearing. The only exception is that there are no clearing house formalities. The concerned branches of the Bank directly deal with Inter-branch clearing.
(3.19) Outward Transfer Delivery:

For collecting of Bills by a particular branch of the Bank, drawn on another branch of the Bank the procedures are the same as those applicable to Outward Clearing. The only exception is that there are no clearing house formalities. The concerned branches of the Bank directly deal with Inter-branch clearing.
(3.20) General Instruction on Clearing:
	Step 1
	The returns of the outward clearing/ transfer delivery are received by the branch in the same manner as the inward clearing/ transfer delivery (Return of Instruments).

	Step 2
	Depositor's account is debited with the amount of the instrument.

	Step 3
	The instrument together with the Check Returning Memo in Bank's form is sent to the depositor with covering memo immediately.

	Step 4
	The instrument together with the Check Returning Memo is sent to the department concerned if lodged by them.

	Step 5
	It the instrument is to be re-lodged, a credit voucher is prepared and attached with it and the instrument is presented again.

	Step 6
	The instruments returned unpaid by the various departments are received in the Clearing Department attached with Memo in standard form and entered in the Register (Inward Clearing Transfer Delivery).

	Step 7
	The returns of inward clearing/ transfer delivery are sent by the branch in the same manner as the outward clearing/ transfer delivery.


	Step 8
	The credit voucher is not posted unless the relative instrument is paid (Internal Transfer).

	Step 9
	If the instrument is returned, the entry is cancelled and initialed in the Transfer Book.

	Step 10
	The instrument together with the Check Returned Memo is sent to the depositor covering memo through Dispatch Department.

	Step 11
	If the amount of the advice received is less than the amount of the instrument received or the amount of the advice sent is more than the amount of the instrument delivered, the excess amount is sent to the Bank concerned by a Pay Order and the following entries are passed (Difference in Clearing):
Debit: Sundry Deposit A/C- Difference in clearing Credit: Bills Payable A/C- Pay Order issued

	Step 12
	If the amount of the advice received is more than the amount of the instruments received or the amount of the advice sent is less than the amount of the instruments delivered, the following entry is passed and the entry is reversed when the Pay Order is received. Debit: Sundry Asset A/C- Clearing Adjustment

	Step 13
	When an instrument is presented in special clearing on request of the customer, the instrument is stamped and suitably endorsed (Special Clearing).

	Step 14
	Such instruments should invariably be drawn on Bank with whom the main branch maintains account (Bangladesh Bank & Sonali Bank).

	Step15
	Branch sends the instrument duly entered in Outward Clearing Register and Sub-main Schedule to the branch representing the Clearing 1 louse (When representing branch maintains A/C).


	Step 16
	Branch representing the Clearing Mouse sends the instruments to the drawee Bank duly entered in Pay-in-Slip of the Bank for credit of the proceeds in the account maintained with them.

	Step 17
	On receipt of the information of credit of the proceeds from the drawee Bank, the branch representing Clearing House then sends an Inter Branch Credit Advice (IBCA) to the branch concerned.

	Step 18
	Where instruments drawn on Banks other than those, with whom the branch, representing Clearing House does not maintain account, Pay Order/ Bangladesh Bank Check issued by the drawee Bank in payment of the instrument are lodged in clearing.


Bank's Locker service is also delivered from this department. In IFIC Bank, Banani Branch, this department is maintained by two officers. 
(3.21) Local Remittance:
Sending money from one place to another place for the customer is another important service of banks. And this service is an important part of country's payment system. For this service, people, especially businessmen can transfer funds from one place to another place very quickly. There are five kinds of techniques for remitting money from one place to another place. These are:
1) Demand Draft

2) Pay Order

3) Telegraphic Transfer

4) Telephone Transfer

5) Mail Transfer - Time consuming and not frequently used

Money Transfer:
IFIC Bank Ltd. earns a huge amount of money by selling several customer services. The IFIC Bank Ltd. offers the following services to its customer:
Demand Draft (DD):
DD is the most popular instrument of remitting fund. It is an order to pay money drawn by one branch of a bank upon another branch of the same bank for a particular sum of money which is payable to order and demand. 
Commission of DD as under:

              Postal charge                        





10/= 

            Amount of DD                                                              Commission (TK)

 Minimum charge                                                                              
25

Payment Order (PO):
A payment order is an instrument from one branch to another of the same bank to pay specified sum of money to the person named therein of his order. Unlike cheque, there is no possibility of dishonoring pay order because before issuing bank takes our money of the pay order in advance.

                     Amount of DD                    Commission (TK)

                       TK 0 to TK. 1000 


10
                      TK. 1000 to TK. 100000


25

                      TK 100000 to TK 500000


50

                      Above TK. 500000


100
Telegraphic Transfer (TT):

TT is the fastest means of money transfer between two branches of the same bank. The formalities of TT is as same as MT, there are taken some extra charge for telephone. Telegraphic and Telephone transfer are almost the same, both are them are known as TT in short. IFIC bank helps people transfer their money from one district to another in the quickest possible time at the lowest service charge. 

(3.22) Advance Department:
Introduction:

Banking is essentially a business dealing with money and credit. Like over other business activity, Banks are profit oriented. It depends mainly on how much profit they can make. Profit is the yardstick for the bank to move on. They work as reserves of “savings’ of the community and also as lenders or investors for trade business and industry. A bank invests its funds in many ways to earn income. The bulk of its income is derived from loans and advances.

Banks give loans and advances to traders, businesspersons and Industrialists against the security of some assets or on the basis of the personal security of the borrower. This is the survival unit of the bank because until and unless the success of this section the survival is a question to every bank. If this section is not properly working the bank may become bankrupt. This is important because this is the earning unit of the bank. Banks are accepting deposits from the depositors in condition of providing interest to them as well as safe keeping their interest. Now the question may gradually arise how the bank will provide interest to the clients and the simple answer is advance. Why the bank provides advances to the borrowers –
· To earn interest from the borrowers and give the depositors interest back 

· To accelerate economic development by providing different industrial as well as agricultural advances 

· To create employment by providing industrial loans      

· To pay the employees as well as meeting the interest groups

Credit is continuous process. Recovery of one credit gives rise to another credit. In this process of revolving of funds, bank earns income in the form of interest. A bank can invest its fund in many ways. Bank makes loans and advances to traders, businessmen, and industrialists. Moreover nature of credit may differ in terms of Security requirement, disbursement provision, terms and conditions etc.

Bank often uses loans and advances as an alternative to one another. But academically this concept is incorrect. Academically Advances is the combination such items where loans is a part only. For this credit section of the banks is known as advance section. It is the main profit source of the Bank. Banking business is like all other profit-oriented business. It depends mainly on how much profit they can make. Profit is the yardstick for the bank to move on. Banking is a business that deals only with money and credit. Banks are profit oriented. They invest their fund in many to earn income. Huge amount of income derives from loans and advances. Banks makes loans and advances to traders, businessman and industrialists against the security.
(3.23) Processing of loan and advances:  

Applicant applies for the loan in the prescribed form of bank.

Getting Credit Information:
1. Personal investigation

2. Confidential report from other bank head office/ Branch/ Chamber of the Commerce.

3. CIB report from Central Bank

(3.24) Information Collection:

The loans and advance department gets a form filled by the party seeking a lot of information. The information is listed below:

1. Name and address (present and permanent)

2. Constitution or status of the business

3. Particulars of properties, partners and directors

4. Background and business experience

5. Particulars of personal assets, names of subsidiaries, percentage of share holding and nature of business

6. Details of liabilities in name of borrowers, in names of any directors

7. Financial statement for the last three years

8. Nature and details of business/ products

9. Details of requested credit facilities

10. Details of securities offered

11. Other relevant information

12. Proposed debt equity ratio.
(3.25) Relevant matter of Document checked before sanctioning any Loan:

· There must be an account of the person want to take loan. The account must transact for not less than 3 months to 6 months. Otherwise the loan will not be sanctioned.
· After checking the duration of account than the transaction made by the account holder must be checked. The debit credit position must be also checked, because it is related with future dealings of the borrower.
· The purpose for what the loan is taken by the borrower is another important matter to see and check. Whether the purpose is business or else must be checked with its marketability. Because there is risk of fraud and forgery by the borrower by seeing one purpose in cash of ding any illegal business.
· The banker should check through security whether it is enough or not.

(3.26) Proper Supervision of the Project:
If such provision is kept in the sanction contracts the bank officials go the project area and observe how loan is utilized. Of no such close to supervise the loan is added, even the bank can see the performance of the project.
(3.27) Loan Recovery:
In general the loans are repaid in installment. Some loans are repaid all at a time. If any loan is not repaid in usual cause to action legal procedure is followed to recover the money.
(3.28) Documentation of the loan:

These are the most common documents for creation of above mentioned charges and for other formalities of sanctioning loan.
1. Demand promissory note: Here, the borrower promises to pay the loan as and when demand by bank to repay the loan.

2. Letter of arrangement.

3. Letter of continuity.

4. Letter of hypothecation of goods and capital machinery.

5. Stock Report: This report is used for CD and CC. In this report, information about the quality and quantity of goods hypothecated furnished.

6. Memorandum of deposit to title of property duly signed by the owners of the property with resolution of Board of Directors of the company owning the landed property.

7. Personal guarantee of the owners of the property.

8. Guarantee of the all directors of the company.

9. Resolution of the board of director to borrow fund to execute documents and completes other formalities.

10. Letter of Disclaimer: By this letter, the borrower withdraws his all claim on the claim of the property/ goods lined/ mortgaged.

11. Form no. 18/19 for filling charges with the register of joint stock companies under relevant section.

12. Tax paying certificate.

13. Letter of installment. 

(3.29) Forms of Advance: 

Bank generally offers different kinds of credit facilities to their customer. They are in different forms with different categories. The credit facilities may be broadly classified into four categories. They are as follows: 
1. Loans

2. Cash credit

3. Overdraft

4. Bills purchased and discount

Loans:

In case of loan, the banker advances a lump sum for a certain period at an agreed rate of interest. The entire amount is paid an occasion either in cash or by credit in this current account, which he can draw at any time. Loan may be demand loan or a term loan. Advance made in a lump sum repayment either on fixed installment basis or in lump sum on subsequent debit except by way of interest, incidental charge, etc. is called a loan.

Types of loans:

The different types of loan that banks give to his party are as following:

· Term loan:

· Industrial

· Transport loan

· House building loan

· Others

· Staff house building loan

· Loan against trust receipt

· Staff loan against PF (Provident Fund)

· Consumer credit

· LIM (Loan against Imported Merchandise)

· Loan general/Demand loan

Before give loan credit department has to do certain functions. First they have to send CIB to Bangladesh Bank, Lending Risk Analysis, and Issuance of Bank Guarantee after completion of these jobs if the result is positive than officer can sanction loan.


Cash Credit:
Cash credit is given through cash credit amount. Cash credit amount is basically a current account, however a little different exist between them. The distinction between a current account and cash credit account is that the former is intended to be an account with credit balance and the letter and account for drawing of advances. Operation of cash credit is same as that of overdraft. The purpose of cash credit is to meet working capital need of traders, farmers and industrialists.
Overdraft:

Overdraft is that advance which is allowed on current account operated upon by check. The customer may be sanctioned a certain limit within which he can overdraw his current A/C within a certain period The customer can withdrawals or deposits any numbers of within his limit. Bank gives overdraft in following two ways:
· SOD (secured overdraft)

· Cash credit 

Secured Overdraft (SOD)

Secured overdraft is a continuous credit facility to the customer of the bank. This kind of credit facility is given on following security:
· Various kind of Sanchay Patras

· Government security

· FDR (fixed deposit receipts)

· Shares

· ICB unit certificate

· Work order

If any customer wants to get SOD facility from the Bank, he has to submit an application to the Bank manager It must be done in prescribed form of the bank. After getting application form bank made an office note. In this note bank officer write down the following things:
· Nature of limit

· Extent of limit

· Security

· Margin

· Rate of interest rate

· Validity
SOD limit for FDR, BSB, PSP, ICB unit certificate:

· Two care from branch level

· Above from head office

SOD limit for different kinds share:

· 20 lac from branch label

· If it is more then 2.0 lac, the branch has to take approved from head office

For share bank can sanction 70% credit facility for "A" grade share and 60% for "B" grade share. In case of SOD on share the last six months average value or present value, which one is higher, is considered.
SOD on Work Order:

If any party wants to get SOD facility from the bank after getting work order, he has to submit an application with reliable security mention there In past time bank give SOD facility without any collateral security . But now bank do not give any SOD facility against work order If bank see that all of his papers are eligible for getting SOD facility, bank asks him to give a power of attorney to the bank for receiving all kinds of payment for the work. He can get up to 50%of the amount of the work that he has to done. But he has to submit his collateral security for that. He gets 50% SOD facility against his collateral security. After getting power of attorney bank sends a request letter to the authority by which the work has been issued. Then that authority sends a letter to the bank that they will make all of the payment of the party through the bank. After getting the letter the bank credits the SOD amount to the customer’s current account. When bank gets payment from the authority, they make a ratio and cut off their amount from that payment.
The following charge documents arc taken from the customer:
· D.P (promissory note) note: Three types
1) Single DP note

2) Joint DP note

3) Joint and several DP note

· Letter of arrangement

· Letter of continuity

· Letter of lien for advances against share, stocks and security.
Cash Credit (CC):
Cash credit is the favorite mode of borrowing by traders, industrialist etc. for meeting their working capital. Cash credit is a kind of continuous overdraft. In banking system cash credit is given for two purposes. The purposes are as following:
· Working capital

· Trading purpose

It is a favorite mode of advance for the customer. For cash credit facility bank allow a limit for his customer. The customer can make continuous transaction with in that limit. CC is given for one year. After one year the customer can renew his CC facility.
Interest:

For CC facility interest is counted daily basis. That means customer has to only that amount of interest which is outstanding in his CC account. Interest is cut off from customer current in tram wise.
Mode of security:

For CC banks take two type of security. These are as following:

· Pledge

· Hypothecation

In branch level bank cannot give more then 30 lac taka to his customer. But if bank want, they can give more then 30 lacs. The branch has to get approval from head office of the bank.
For giving CC bank takes following charge document:

1. DP note

2. Letter of arrangement

.     3. Letter of continuity
     4.  Letter of hypothecation of goods

     5.  Stock of goods report

     6.   Personal guarantee of all the director of the company

     7.   Deed on additional charge on the fixed assets of the company

     8.  Form for filling charge with register of joint stock companies

     9.  Resolution of board of directors

    10. Insurance policy for stock
In CC facility bank only allow 50% credit facility of the stock that the customer has been pledge or -hypothecation. Bank gives CC only for one year. After one year customer has to renewal it.
Bills purchases and discounted:

Banks grant advances to their customers by discounting bill of exchange or pro-note.
Security against Advances:

The different types of securities that offered to a banker are as follows:
A. Immovable Property

B. Movable Property.
1. Pratirakshay Sanchay Patra, Bangladesh Sanchay Patra, ICB unit 

2. Certificates, wage earner development bond.

3. Fixed deposit receipt.

4. Shares quoted in the Dhaka Stock Exchange and Chittagong Stock Exchange.

5. Pledge of Goods, produce.

6. Hypothecation of goods, produce and machinery.

7. Fixed assets of manufacturing unit.

8. Shipping documents.
(3.30) Modes of Charging Security:
1. Lien:

A lien is right of banker to hold the debtor’s property until the debt is discharged, bank generally retain the assets in his own custody but sometimes this goods is in the hand of third party with lien marked. When it is in the hand of third party, the third party cannot discharge it without the permission of bank. Lien gives banker the right to retain the property not the right to sell. Lien can be made on movable goods only such as raw materials finished goods, shares, debentures etc.
2. Pledge:
Pledge is also like lien but here bank enjoys more right. Bank can sell the property without the intervention of any court, in case of default on loan, but for such selling proper notice must be given to the debtor. To create pledge, physical of goods to the bank is must.
3. Hypothecation:

In this charge creation method, physically the goods remained in the hand of debtor. But the documents of title of goods are handed over to the banker. The method is also called equitable charge. Since the goods are in the hand of borrower, bank inspects the goods regularly to judge its quality and quantity for the maximum safety of loan.
4. Mortgage: 

Mortgage is transfer of an interest in specific immovable property. Mortgage is created on the immovable property like land, building, plant etc. most common type of mortgage is legal mortgage in which ownership is transferred to the bank by registration of the mortgage deed. Another method called equitable mortgage is also used in bank for creation of charge. Here mere deposit of title to goods is sufficient for creation of charge. Registration is not required. In both the case, the mortgaged property is retained in the bank of borrower.
(3.31)Advanced Against Fixed Deposit Receipts:
1. Fixed Deposit Receipt
Advance against Fixed Deposit Receipt will be subject to credit restrictions imposed from time to time by Head Office/ Bangladesh Bank. Scrutinize the Fixed Deposit Receipts with regard to the following points:
i. The fixed Deposit Receipt is not in the name of a minor.
ii. The depositor on revenue stamp of adequate value discharges in hand his signature is verified.
iii. Creation of liability on Fixed Deposit issued in joint names by any one of the depositors is irregular.
iv. It the deposit receipt is offered as a security for allowing advances, a letter of line shall be obtained from the depositors, on the appropriate form.
v. If the deposit receipt has been issued by the branch-allowing advance, line against that specific deposit receipt to be marked in the fixed deposit register of the branch.
vi. The discharged receipt, the letter of lien duly verified by the issuing branch and the letter confirming registration of the lien on the deposit receipts shall be kept along with other documents under safe custody of the bank.
vii. Lien on the partial amount of deposit shall not be accepted.

Chapter  4
SWOT analysis
SWOT Analysis: IFIC Bank Limited
The strengths, weaknesses, opportunities and threats of IFIC Bank Limited are noted below as I have found in my analysis.
Strengths: 

· Strong capital position of the bank 

· Capability to mobilize substantial deposits through various deposit schemes despite low offering. 

· Low non-performing assets or classified loans of the bank signify strengths in credit customer selection.  

· Ability to maintain positive non-interest margin that signifies efficiency in earning fee incomes.

Weaknesses:  
· Lack of adequate liquidity of the bank

· Management’s inability to converts assets into earnings efficiently which results in decrease in return of assets, return on equity and earnings per share.

· Inability to cope with economic conditions resulted in slower growth of interest earning assets than of interest bearing liabilities. The net effect was decline in operating profit in the recent year. 

Opportunities: 

· Technology integration for automation of business process can gain competitive edge over the others. 

· Increasing awareness of Islamic banking can bring more success for Islamic Banking Branches 

· The revolution of Information Technology (IT) in the country may lead to success for the bank, as IT sector is a major target area for lending. 

Threats: 

· Increased competition in the market for public deposits

· Market pressure for lowering the profit or interest rate

· Volatile global and local economic scenarios

· High concentration in loans as percentage of total deposit may cause severe liquidity problem if significant percentage of loan holder become default.

· The declining return on equity, earnings per share and dividend can give danger signal to the investors.     

                        Chapter 5 

                   Research orientation of customer’s feedback of IFIC bank ltd. 

Graphical findings: 


From this graph I have seen that 22% customers are highly accepted, 33% customers have preferred modern banking, 25% customers have looked on facility and 20% customers have preferred quick banking. 


From this graph I have seen that 13% rough, customer have preferred 44% very friendly, 20% very rough and 23% customer have preferred friendly.








Here, 12% customer preferred other account, 56% customer saving account, 15% current account and 17% customer preferred access account.




Here I have seen 30% very fast, 13% within their experience, 10% with in expected time and 47% customer have looked on takes more times.


17% customer have looked on very friendly, 20% looked on dedicated, 50% normal and 13% customer preferred rude behave of the tellers with the customer.


Here I have seen 17% of excellent, 13% of good service, 50% customer preferred not so first and 20% have looked on out of service problem.


17% of very friendly personnel, 13% of not so friendly, 20% very friendly and knowledge personnel and 50% customer say they are not so outspoken.


Here I have seen 18% of normal, 13% of affordable, 15% very high and 54% says high about their charges.


About their credit facilities I have found 40% difficult to get a credit, 17% quick credit service, 20% lengthy and 23%


[image: image9]
23% customers have looked on very fast, 13% have looked on very slow, 17% slow and 47% have looked on their quick on line service.





20% customer preferred on easy to convert into cash, 17% excellent service, 13% low cost and 50% supported easier to transaction.


Here 20% customer have said none of the above, 17% said fast, 15% very fast and 48% said they are very slow.
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About their loan interest rate I found from my graphical findings that 17% very high, 18% low, 12% very low and 53% high.


About their fixed deposit rate 30% very high, 20% low and 50% high.


About their switching cost 22% customer preferred on very high, 27% preferred on low and 51% customer preferred their switching cost is high.


47% customer preferred on SOD, 20% OD, 18% CC hypothecation and 15% CC pledge.


About their credit card charges 30% customer have looked on it is low, 20% high and 50% customer have looked on their credit card charges is medium.


46% customer said it take twenty minutes, 22% fifteen minutes, 20% ten minutes and 12% said it takes less then ten minutes.


40% customers disagree, 20% strongly agree, 23% agree and 17% strongly disagree about the tellers efficient in work.


20% customer said seating problem, 15% less cash counter, 17% big queues and 48% said less space.

                                                 Recommendation:
In order to get competitive advantage and to deliver quality service, top management should to modify the services.

Rectify the Existing Problems:
· As there is no classified loan, branch should monitor the loans & advances closely to avoid classification in future.

· Banani Branch should extend with their all out effort to increase the credit portfolio and to procure more low cash deposit, increase non funded business so as to minimize dependency on interest earning from IFIC Bank general account and to improve overall business performance of the branch to maintain earning.

· When a joint stock company comes to open an account if it’s an existing one, the account opening officer should ask the copies of the Balance Sheet and Income Statement. These will reflect the financial growth of the company and its soundness but in practice bank do not do this. If they have all these that will help them to examine money laundering risk.

· There are numbers of new private banks and some have already activated with their extended customer service pattern in a completely competitive market. Where as IFIC Banani branch is far behind. They are not competitive in customer service because the officers do not behave in professional manner in fort of customer.

· To deliver quality service top management of this breach should try to mitigate the gap between customer’s expectation and employee’s perception and customer’s convenience should give priority.

· IFIC Bank should always monitor the performance of its competitors in the field of Foreign Trade.

· IFIC Bank Ltd. must develop electronic banking system to moderate the service. Technological advantage of a bank ensuring its competitive edge in the market place which can only be achieved by improved technology, efficient manpower and better services.

                                                        Conclusion
Customer service is a big factor for a bank to keep the customer happy and satisfied with the services that bank can provide with highest effort. A bank is an intermediary institution, which deposited customer’s money and again invests it to other customers to reach the goal as well as specific objective. A bank can not be able to reach the goal until it makes the customer satisfied by providing services as much as the customer needs.

In this report the importance of customer service has been highlighted. It indicates that the customers are the most valuable assets for a bank. Without having a good number of customers and a good relation with the customer a bank can’t run well in this era because there is huge competition. So I tried to make a relationship scenario of customer with this bank to measure the service quality.

To be the number one bank, there should be a strategy for a bank, that customers are the source of fund and customer should get all the benefits, whish can provide a lot for the customer and as well as can bring a lot for the bank. So each and every strategy should build on the basis of mutual benefit.

After preparing this report it is become easy to say that there should be a goal to make the customer always happy and satisfied with the service, only then a bank can run its business safe and soundly in this competitive era.
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                                                   Acronyms

A/C – Account

APG – Advanced Payment Guarantee

B/L – Bill of Landing

BB – Bangladesh Bank

BOE – Bill of Exchange

BCD – Bearer Certificate Deposit

BGMEA – Bangladesh Garments Manufacturers Exporter’s Association

BML – Bank of Maldives Limited

CC – Cash Credit

CCI & E – Chief Controller of Import & Exports

CIB – Credit Information Bureau

CIF – Cost Insurance & Freight

CLP – Credit Line Proposal

DD – Demand Draft

DPN – Demand Promissory Note

ERC – Export Registration Certificate

EXP – Export 

FC – Foreign Currency

FDBP – Foreign Documentary Bill Purchase

FDD – Foreign Demand Draft

FDR – Fixed Deposit Receipt

FSRP – Financial Sector Reform Project

GD – General Diary

HBL – House Building Loan

HOCC – Head Office Credit Committee

HO – Head Office

ID – International Division

IBC – Inward Bills for Collection

IBCA – Inter Branch Credit Advance

IBDA – Inter Branch Debit Advance

IFIC – International Finance Investment & Commerce Bank Limited

IMP – Import 

IRC – Import Registration Certification

LC – Letter of Credit

LIM – Loan against Imported Merchandise

NCB – Nationalized Commercial Bank

NFCD – Non-resident Foreign Currency Deposit

OBC – Outward Bills for Collection

PAD – Payment against Deposit

PO – Payment Order

RFCD – Resident Foreign Currency Deposit

SAARC – South Asian Association of Regional Co-operation

SND – Short Notice Deposit

STD – Short Term Deposit

SOD – Secured Over Draft

TC – Traveler’s Cheque

TT – Telegraphic Transfer

TIN – Taxpayer’s Identification Number
UCPDC – The Uniform Customs and Practices for Documentary Credit

URC – The Uniform Rules for Collection 

VAT – Value Added Tax

WES – Wage Earner’s Scheme 

Appendix: 

BUS-499(Internship)

                                          Questionnaire:

I am Md. Arman Habib, Student of East West University. I am doing my internship course at Banani Branch, IFIC Bank. These questions are used for only academic purposes. So I need your benevolent consideration to finish my course.

1) Special reason for choosing IFIC bank?

· Modern bank in Bangladesh.

· Facility criterion

· Quick service

· Highly accepted for the customer
2) How the customer feels about the environment of this bank?

· Very friendly

· Friendly

·  Very rough

· Rough
3) What types of account customer like most?

· savings account

· Current account

· Access account

· Other account
4) How first the customer gets the service?

· Very first

· Within their expectation

· With in expected time

· Takes more time

5) How the tellers behave with a customer?   

· Very friendly personnel

· Dedicated

· Normal

· Rude
6) What do you think about our ATM services?
· Excellent service

· Good service

· Not so first

· Out of service problem
7) What is your opinion about customer service department?

· Very friendly personnel

·  Not so friendly personnel

· Very friendly and knowledgeable personnel

· Not so outspoken
8) Opinion about Charges.

· Very high

· High

· Normal

· Affordable
9) Opinion about Credit facilities.

· Quick credit service

· Lengthy credit service

· Difficult to get a Credit

· Nothing special
10) How fast you get our on line service?

· Quick

· Slow

· Very fast

· Very slow
11) Why you choose our local remittance department ( DD. & Pay Order)?
· Excellent service

· Low cost

· Easier to transaction

· Easy to convert into cash
12) KNOW YOUR CUSTOMER (KYC) how much time you need to fulfill (KYC) form with the help of the officer?

· Fast

· Very fast

· Very slow

· None of the above
13) Opinion about our Loan interest rate.

· Low

· Very low

· High

· Very high
14) Opinion about our fixed deposit rate.

· Low

· High

· Very high
15) What do you think about switching cost?
· Low

· High

· Very high
16) What type of loan you like most?
· SOD (Secured over draft)

· OD    ( Over draft)

· CC hypothecation

· CC pledge
17) Opinion about credit card charges.
· High

· Medium

· Low

18) How long does it take to get the required service (in a queue)?  

· 20 minutes

· 15 minutes

· 10 minutes

· Less then 10 minutes
19) Are the tellers efficient in work?

· Strongly agree

· Agree

· Strongly Disagree

· Disagree
20) What type of problem customers always face in a queue?

· Big queues

· Less space

· Seating problem

· Less cash counter 
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