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To build carrier as a skilled banker, only theoretical knowledge in the field of banking is not sufficient. An academic course of the study has a great value when it has practical application in real life situation. So I influenced for proper application of my knowledge to get some benefit from my theoretical knowledge in my practical life. Such an application is made possible through internship. When theoretical knowledge obtained from a course of study at only the half way of the subject matter. Internship implies on other the full application of the methods and procedures through which acquired subject matter can be forcefully applied in my day to day life. Procedures of practical orientations internship and I get an opportunity to realize the relevance and usefulness of the learning hence I placed in Southeast Bank Limited, Shyamoli Branch.

  1.2. Justification of the Report

 Due to market economy the competition among nationalized, foreign, and private commercial banks and the expectation of the customers become rapidly growing concerning the banking operation & how customer service becomes more attractive. Reciprocating the sentiment, commercial banks are trying to elevate their traditional service to a better standard, to meet the challenging needs. Side by side, these banks have now concentrated their attention towards diversification of their products for better performance of their existence. 

Under the above circumstances, it has become necessary for Southeast Bank Limited a leading commercial bank, to focus   its’ attention towards the improvement of the customer service through its’ multi-purposeful activities. That is why it is quite justified to make an in-depth study about its operation and evaluate service provided by this bank and scope for its improvement. This is the exploratory study that evaluates the functions of Southeast Bank Limited. The study may help formulating policy regarding the ideas relating to the feeling of the customers & bankers.

Now it is hoped that it may have some significance to Southeast Bank Limited and those who want to develop Southeast Bank Limited. Since financial area is my preferred area to build my career, this study will vehemently help me to go forward and improve my career.
  1.3. Why Southeast Bank Limited
Southeast Bank is a bank with difference. It places out most importance on managing credit risk. The core philosophy of the bank is customer care. It always updates its system and technology with the accepted best practices. For the last 14 years it is carrying it’s banking services including conventional interest based banking Principles with the help of trained, skilled, knowledgeable and a group of best bankers and management of the country. It is doing its business that is value based ensuring the social responsibilities of the business. So I think it will help me to work smoothly, efficiently in my next long marketing career.
  1.4. Methodology of the study:

For smooth and accurate study every one have to follow some rules & regulation. The study impute were collected from two sources: 

(a) Primary sources

(i) Practical desk work

(ii) Face to face conversation with the officer

(iii) Direct observations

(iv) Face to face conversation with the client

(b) Secondary sources 

(i) Annual report of SEBL-2007
(ii) Files & Folders

(iii) Memos & Circulars

(iv) Daily diary (containing my activities of practical orientation in SEBL) maintained by me,

(v) Various publications on Bank, 

(vi) Websites,

(vii) Different circulars sent by Head Office and Bangladesh Bank.
  1.5. Objective of the study 

The main objective of the study is to gather practical knowledge regarding banking system and operation. This practical orientation gives us a chance to Co-ordinate out theoretical knowledge with the practical experience. The following are of objective for this practical orientation in bank:

· To apply theoretical knowledge in the practical field. .

· To have exposure to the functions of general banking section.

· To have exposure to the functions of credit section.

· To have exposure to the functions of foreign exchange section.

· To study existing banker customer relationship.
  1.6.Limitation of the Report
There were some problems while I conducting the internship program. A wholehearted effort was applied to conduct the internship program and to bring a reliable and fruitful result. In spite of having the wholehearted effort, there exit some limitations, which acted as a barrier to conduct the program. The limitations were ---
· Sometimes I was assigned to do some jobs without explaining why this work is to be done. This situation has created a lot of problems to understand why a specific function is being performed.

· Learning all the banking functions within just two and half months was really tough.

· Another limitation of this report is Bank’s policy of not disclosing some data and information for obvious reason, which could be very much useful
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Organizational Profile
2.1 HISTORICAL BACKGROUND OF SOUTHEAST BANK LTD.
After the liberation war in order to bring equality in different level of the society Govt. owned all banks. Govt. wants the participation from all levels of the society in development activities through providing banking service at their doorsteps. But it produces nothing except inefficiency, corruption etc. So govt. decides to allow private bank to bring competition in the banking sector.
On the other hand Bangladesh economy has been experiencing a rapid growth. Industrial and agricultural development, growth in exports and imports, inflow of wage earners remittance, local and foreign investment in construction, communication, power, food processing and service enterprises altogether encountered an era of economic activities in both private and public sector. Concurrently, urbanization and changes in lifestyle of people created a growing demand for personal banking products and services to support the new initiatives as well as to encourage consumer investments and savings in a profitable manner. So the boom of private banks has begun in the year 1995-96, which ultimately gave birth to the Southeast Bank Limited.

2.2 COMMENCEMENT
Southeast Bank Limited (SEBL) is a second generation private commercial bank – established under the ambit of The Bank Companies Act 1991 and incorporated as a public limited company under The Companies Act 1994 on March 12, 1995. And, it started its commercial banking operation from May 25, 1995 at the Principal Branch located at 1, Dilkusha Commercial Area, Dhaka. The government of Bangladesh as a scheduled bank in the private sector has licensed the bank in pursuance of the policy of liberalization of banking and financial services and facilities in the country.   

The inception of SEBL is the outcome of a successful group of prominent investors whose vision was to contribute to the country’s economy through commercial banking. The founder chairman of the bank was Mr. M. A. Quasem who is a prominent businessperson of the country. The first Managing Director (MD) was Mr. Syed Anisul Haque and the present MD is Mr. Abu Naser Bukhtear Ahmed. Both of them are very renowned in the spheres of business of the country. The present Chairman is Mr. Alamgir Kabir(FCA) who is respectable personnel not only in the local business community but at the international level as well. 

2.3 MISSION, VISION AND OBJECTIVES OF SEBL
Mission 

·  High quality financial services with state of the art technology

·  Fast customer service

·  Sustainable growth strategy

·  Follow ethical standards in business

·  Steady return on shareholders’ equity

·  Innovative banking at a competitive price

·  Attract and retain quality human resource

·  Commitment to Corporate Social Responsibility

Vision

To be a premier banking institution in Bangladesh and contribute

significantly to the national economy.

Objectives

SEBL is committed to provide the best. Meeting the demand of discerning customers is not the sole objective. The bank also believes that Customer is always right and in the core of everything. So providing them friendly and personalized service, tailor-made solutions for business needs, global reach in trade and commerce at the doorsteps and high yield on investments are the core objectives of the bank. But the bank also tries to do the best in conjunction with achieving the ultimate objective of a business organization – Wealth Maximization. 

 The Strategic Priorities of SEBL:  

· To have sustained growth, broaden and improve range of products and services.

· On delivery of quality service in all areas of banking activities with the aim to add increased value to shareholders investment and offer highest possible benefits to the customers.

  2.4. Operation 

Southeast Bank Limited, since its inception is a fully focused Bank depending on technology. The bank has by now a network of 46 branches strategically located in different cities. All the branches are functioning in computerized environment and integrated through Wide Area Network (WAN).
The branches are full –fledged units and can provide all commercial and investment banking service raging from small and medium enterprises to big conglomerates and houses.
The Bank will try to reduce its dependence on interest earnings by giving more emphasis on the fee – based income through introduction of capital Market Operation and Leasing .The Capital Market operation will include Portfolio Management, Investors Account, Underwriting Mutual Fund Management etc..

Warehousing system will be developed in the country through private entrepreneurs. The conventional Go down system of the Banks will gradually be done away with and a modern system of warehousing will be encouraged in its place for pledge of goods of the clients.  Because Banks deal with papers and not with goods. Southeast Bank Ltd. Investment Counselors will give all sorts of advice to their Customers as they may require from time to time protecting their assets and safeguard to their interest.

The Bank, will the help and assistance of competent NGOs will also initiate Rural Credit Programs.

Entrepreneurship Development Training will be arranged to impart operational skill and modern technique of management to introduce new entrepreneurs in the field of industrialization on the basis of participating finance.
Southeast Bank Limited is operating branches on both conformist interest based Banking and Islamic based Banking. 

The Bank established Training Institute in 2005 at the 4th floor of Head Office premises with the vision to build up professionals with technical, human and conceptual skills.The Institute had played a significant role in making skilled and efficient human resource. It constantly working on improvement of training methods and materials
Southeast Bank Limited tries to achieve excellence in customer service. The customer is most important for them. Their policy is customer driven. The Bank introduced Inland Travelers Cheque and launch Special Savings Schemes; Special Credit Scheme which devised for the benefit of the low-income group, especially for the self –employment of the educated youth. 

2.5 ORGANIZATION STRUCTURE OF SEBL
Southeast Bank has three organizational management structures.

1. Upper level 

2. Middle level 

3. Lower level.
1. Top level 

Top managers who are responsible for making organization wide decisions and establishing the plans and goals that are affect the entire organization. These individuals typically have titles such as Executive vice president, managing director, chief executive officer, chairman or board of director. But in the Shyamoli Branch FAVP is top level employee. He is a branch manager. He assign different task to the employee. He also monitors the task of the employee. 
2. Mid level 

Middle level worked as a bridge between upper level and lower level. It conveys the decision to the low level and makes the work done by them. They may have titles such as Vice president, Assistant vice president, and first asst. vice president. In the Shyamoli Branch mid level employee is Asst. vice president. He is second man of the branch. He monitors overall operation of the branch. He is operation manager. He also monitors the task of the employee.

3. Working level.
They are no managerial employee who are directly or indirectly involved with the production of the organization. They are often called supervisor. They have to do their paper work. They have titles such as senior executive officer, principle officer, officer and assistant officer. Senior executive officer (Foreign exchange), he opens L\C (Letter of Credit) of different type. Executive officer (Loan), he helps the customer to get different types loan like as Personal Loan, SME Loan, Car Loan etc. Executive officer (Cash), he monitor what the officer does. Officer and asst. officer: Their duty is different types account opening, issue cheque book, help customer to open different types of deposit account, they also issue Pay order, Demand Draft (DD), issue different types vouchers etc
2.6 ORGANOGRAM OF SOUTHEAST BANK LIMITED
[image: image27.jpg]



[image: image28.jpg]



[image: image29.emf]Year Taka

2007 55474.05

2006 46056.18

2005 38258.15

2004 27930.84

2003 19618.82


Figure 1.1: Organ gram of Head Office, Southeast Bank Limited
2.7.Management of Southeast Bank Limited

As a fully licensed professional bank,Southeast Bank Limited is being managed by a highly professional and dedicated team with long experience in banking. They constantly focus on understanding and anticipating customer needs. As the banking scenario undergoes changes so the bank and its responsibilities itself changed in the market condition.

In the bank, boards of directors are the sole authority to take decision about the affairs of the business.All the directors have the good academic background and have huge experience in business Mr. Alamgir Kabir (FCA) is the chairman of the bank. The board of directors holds meetings on a regular basis. There are different committees in the bank for the efficient management of the bank. All these committees meet on a regular basis for discussing various issues and proposals submitted for decisions. The committees are given below:
· Board of Directors

· Policy committee: This committee deals with any policy matters related to the bank’s new products, new business development as well as any sort of policy related to Southeast Bank Limited. It seats fortnightly.

· Executive Committee: It seats weekly.

· Audit committee 
2.8.Departments of Southeast Bank Limited:

It would be very difficult to control the system effectively, if the jobs are not organized considering their interrelationship and are not allocated in a particular department. If the departments are not fitted for the particular works there would be haphazard situation and the performance of a particular department would not be measured. Southeast Bank Limited has done this work very well. There are -  

· Fund Management Department

· Public relation Department

· Training Department

· IT Department

· Corresponding banking Department

· Share Department

· Audit Department

· ID reconciliation Department

· Credit monitoring & Recovery Department
2.9.ACTIVITIES OF DIFFERENT “DIVISION”:
Financial Control and Accounts Division (FCAD)

(Financial planning, budget preparation and monitoring

(Payment of salary

(Controlling inter-branch transaction

(Disbursement of bills

(Preparation of financial reports and annual reports

(Preparation/Review of returns and statements

(Maintenance of Provident Fund, Gratuity, Superannuation Fund

(Reconciliation

 International Division (ID)

(Agency arrangement and credit line with correspondent banks

(Compile and circulate the foreign exchange circulars (daily exchange rates, special

    instruction etc) to the branches

(Reconciliation of Nostro Accounts

(Foreign remittance
(Controlling Test Key and Authorized Signature

(Issuance of power of attorney

 Credit and Loan Administration Division 
(Loan administration

(Loan disbursement

(Project evaluation

(Processing and approving credit proposals of the branches

(Documentation, CIB (Crédit Information Bureau) report etc.

(Arranging different credit facilities

(Providing related statements to the Bangladesh Bank and other departments

Human Resource Division (HRD)

(Recruiting

(Training and development

(Compensation, employee benefit, leaves and service rules program and up gradation

(Placement and performance appraisal of employees

(Reporting to the Executive Committee/ Board on related matters

(Promotional campaign and press release

Information Technology (IT) Department

(Software development 

(Network management and expansion

(Data entry and processing

(Procurement of hardware and maintenance

Board Division

(Maintenance of different Board affairs

(Preparation of extracts and minutes

(Forwarding different memos to the Board of Directors/ Executive Committee

Card Division

(ATM card and system operation and maintenance

(SWIFT operation

(Credit Card Operation (Proposed)

(Customer and vendor relationship 

Marketing & Outreach Division

(New product development and marketing analysis on financial services

(Mass media, event management and protocol

(Liability marketing

(Improvement of policies and strategies 

(Management Information System (MIS)
Graphical Presentation: 
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Figure 1.2.Organ gram of Head Office, Southeast Bank Limited\
Figure 1.3.SOUTHEAST BANK AT A GLANCE











Competitor of SEBL
2.10 Training Program
There are effective training program for new comers of the Southeast bank. Training aims to improve current skills and behavior. Employee training designed to achieve a relatively permanent change in an individual that will improve the ability to perform on the job. Training program is beneficial for both organization and employees because

· It increase job satisfaction and morale among employees

· It increases capability to adopt new environment, technologies and products.

· It also reduce employees turnover.

· It increases employee motivation.

 In implementation of the human resources development strategy, the Bank established a Training Institute in 2005 at the 4th floor of Head Office premises with the vision to build up professionals with technical, human and conceptual skills.

2.11. Communication
Communication within the branch is often described as formal or informal. Formal communication refers to communication that follows the official chain of command or is part of the communication required to do one’s job. For example, when a manager asks an employee to complete a task, he or she is communicating formally. Any communication that takes places within prescribed organizational work arrangements would be classified as formal.

Informal communication is organizational communication that is not defined by the organization’s structural hierarchy. When employees talk with each other in the launch room, as they pass time here and there, that’s informal communication. Informal communication system fulfills two purposes in organizations: (1) it permit the employees to satisfy their need for social interaction, and (2) it can improve the organization performance by creating alternative, and frequently faster and more efficient, channels of communication.

2.12.Our Commitment to Clients
Ours is a customer focused modern banking institution in Bangladesh. We deliver unparalleled financial services to Retail, Small and Medium Scale Enterprises (SMEs), Corporate, Institutional, Governmental and individual clients through branch outlets across the country. Our business initiatives center on the emerging demands of the market. Our commitments to the clients are the following:

·  Provide service with high degree of professionalism and use of modern technology.

·  Create long-term relationship based on mutual trust.

·  Respond to customer needs with speed and accuracy.

·  Share their values and beliefs.

·  Grow as our customers grow.

·  Provide products and services at competitive pricing.

·  Ensure safety and security of customers' valuables in trust with us
2.13. Capital Structure
Southeast Bank Limited is a highly capitalized Bank. Its Authorized Capital is Tk.3,500 million while its Paid Up Capital is Tk.2,281.76 million as on 31st December, 2007. The total shareholders’ equity reached Tk.6,144.47 million as on 31st December, 2007.

Our Capital Management framework is designed to ensure that the Bank maintains sufficient Capital consistent with the Bank’s risk profile, all applicable regulatory requirement and credit rating considerations. The Capital Management process is constantly reviewed by the Senior Management of the Bank. It is frequently reviewed by the Board and suitable decisions are taken to increase capital.
2.14. Capital and Reserves
The authorized capital of Southeast Bank Limited is Tk. 3500.00 million and the paid-up capital stood at the Tk. 2281.76 million as on December 31, 2007. Reserve fund of the Bank stood at Tk. 4186.60 million in 2007. The Capital and Reserve position of the Bank as on 31 December 2007 is appended below:
Capital Last 7 years

                                                                      Tk million 

	Particular
	yr 2007
	yr 2006
	yr 2005
	yr 2004
	yr 2003
	yr 2002
	yr 2001

	Authorised Capital 
	3,500.00
	3,500.00
	2,500.00
	2,500.00
	2,500.00
	2500
	500

	Paid-up Capital 
	2,281.76
	2,112.74
	1056.37
	820.13
	677.16
	399.3
	363

	Reserve Fund 
	4,186.60
	2,828.18
	1180.47
	769.31
	622.98
	571.66
	394.2

	Total Capital
	6468.36
	4940.92
	2236.84
	1649.44
	1300.14
	970.96
	757.20


Table-O1: Capital And Reserves



Chart-1Capital And Reserves

Reserve Fund 
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Chart: 02 Reserve Fund

	Year
	Amount in Million

	2007
	64370.69
	

	2006
	53706.12
	

	2005
	43294.81
	

	2004
	33744.96
	

	2003
	23135.75
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Chart: 03 Growths in Total Assets

2.15. Earning Per Share (EPS)
At the end of the year 2007, the number of ordinary shares of our Bank stands at 2, 28, 17,583 shares. We had 30, 00,000 shares at the time of listing with Dhaka Stock Exchange and Chittagong Stock Exchange in 2000. We have issued 1, 98, 17,583 shares in the form of Bonus Shares and Rights Shares after listing with stock exchanges, showing 660% increase in number of Bank’s ordinary shares. As we are making of Issued Shares and Earning Per Share is being maintained. The Bank’s positive Earning Per Share since listing is shown below:
Earning Per Share
	Year
	Earning Per Share (In Tk.)

	2000
	                  57.61

	2001
	82.04

	2002
	69.85

	2003
	45.38

	2004
	43.52

	2005
	35.42

	2006
	59.71 (Diluted)

	2007
	53.60


Table-02Earning Per Share

Chart 04: Earning Per Share

2.16. Deposits Performance:
The Bank’s deposit stood Tk.55,474.05 million as on December, 2007 compared to Tk.46,056.18 million in 2006, thus, recording 20.45% growth. Competitive interest rates, attractive deposit products, deposit mobilization efforts of the Bank and confidence reposed by the customers in the Bank contributed to the notable growth in deposits. The Bank evolved a number of attractive Deposit Schemes to cater to the requirement of small and medium savers. This improved not only the quantum of deposits but also brought about qualitative changes in deposits structure. The depositmix of the Bank as on December 31, 2007 was as follows:
	Particulars
	Taka in Million
	Share in Total Deposits

	Current and Other Deposits
	3,939.80
	7.10%

	Savings Bank Deposits
	3,433.49
	6.19%

	Short Term Deposits
	3,988.75
	7.19%

	Fixed Deposits or Term Deposits
	40,368.38
	72.77%

	Deposits under different Deposit Schemes
	3,055.35
	5.51%

	Bills Payable Accounts
	688.28
	1.24%

	Total
	 55,474.05
	100%


Table-03:Deposit Performance
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2.17. Investment
The investment portfolio of the Bank during the year 2007 was Tk.8,462.86 million against Tk.6,265.55 million in the previous year registering a growth of 35.07%. The portfolio of investment includes Government Treasury Bills, Prize Bonds, Shares of Publicly Listed Companies, etc. The Bank always gives emphasis on investment of funds

in higher yield areas simultaneously maintaining Statutory Liquidity Requirements (SLR)

as fixed by Bangladesh Bank
Last Five year Investment

	Year
	Taka

	2007
	8462.86

	2006
	6265.55

	2005
	5113.14

	2004
	3190.15

	2003
	2581.61


                            Chart-07 Growth in Investment

2.18.Number of Employees
As on December 31, 2007, the Bank’s total staff strength stands 1,116 which include 964 banking staff and 152 sub-ordinate staff. The bank always acknowledged the valuable contribution made by its employees for the remarkable achievement made every year.
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2.19.Number of Branches

Day by day, the bank expands its branch. The branches have significantly contributed to the mobilization of deposit and lending activities of the bank. the total number of branches was 38 at the end of the year 2007. During 2008, the Bank opened 8 branches at important financial hubs of the country. The Bank is presently operating with 46 branches including 5 Islamic Banking branches and 9 rural branches located at important business centers of the country.

The opening of branches have strengthened the network and opened opportunity for growth. In line with the Bank’s target of moving closer to the people. They are rapidly expand there network of branches and volume of business further in the coming days. 
	Classification
	2007
	2008

	Urban
	30
	37

	Rural
	8
	 9

	Total
	38
	46


Table04 of Number of Branches of SEBL

2.20. Analysis of Income and Expenditure Statement
Analysis of Income and Expenditure Statement At a glance 
                                                                                                                               Tk million 

	Particulars
	2006
	2007
	Growth Rate %

	Interest Income
	5,107.78
	6,408.96
	25.47%

	Interest Expenses
	4,044.63
	4,852.50
	19.97%.

	Net Interest Income
	1,036.15
	1,556.46


	46.40%.

	Investment Income
	.439.22
	956.80
	117.84%.

	Other Income
	1,084.18
	1,159.02
	6.90%.

	Operating Expenses
	658.82
	901.77
	36.88%.


Table-05
A brief analysis on income and expenditure statements is given below:
Interest Income

During the year 2007, interest income of the Bank was Tk.6,408.96 million as against Tk.5,107.78 million of the previous year, thus, recording a growth of 25.47%. The income growth generated mainly from Loans and Advances which remained the principal contributor.
Interest Expenses

Total interest expenses in 2007 was Tk.4,852.50 million as against Tk.4,044.63 million

of 2006 posting an increase of 19.97%.
Net Interest Income

The net interest income of the Bank for the year under review stood at Tk.1,556.46 million as against Tk.1,036.15 million for the previous year, thus, posting an impressive

growth of 46.40%.

Investment Income

In 2007, Bank’s income from investment was Tk.956.80 million as compared to Tk.439.22 million of the previous year. Income increased by Tk.517.58 million registering a growth of 117.84%. Investment income consists of interest earned on treasury bills and bonds and dividend received on shares.

Other Income

In the year under review, commission, exchange and brokerage earnings increased to Tk.1,159.02 million from Tk.1,084.18 million in 2006, showing an increase of 6.90%. This was due to enhanced trade related and fee-based activity.
Operating Expenses

In the year under review, total operating expenses stood at Tk.901.77 million as against Tk.658.82 million of the previous year, thus, registering an increase of 36.88%.
2.21. Net Profit before Tax
Net profit of the Bank before tax stood at Tk.2,597.04 million in 2007 as against Tk.1,638.32 million of the previous year, showing an increase of 58.52%.Signing Ceremony of Global Trade Finance Program (GTFP) with International Finance Corporation  (IFC) held on April 23, 2007

2.22. Net Profit after Tax
Net profit of the Bank after tax stood at Tk.1,222.97 million in 2007 as against Tk.909.88 million of the previous year, thus, posting an increase of 34.41%.
2.23. SWIFT
Southeast Bank is an active member of SWIFT (Society for Worldwide Inter-bank Financial Telecommunication) user Group in Bangladesh and was one of the Pioneer Banks to have 24 hours on-line SWIFT Connectivity in the country. At present all of our Authorized Dealer Branches are connected to SWIFT. Our SWIFT team has been putting relentless efforts for continuous upgrading of SWIFT as and when any new features are introduced globally. The Bank’s SWIFT team plays an effective role among SWIFT User Group Member Banks in Bangladesh. SWIFT is members owned co-operative, which provides a fast and accurate communication network for financial transactions such as Letters of Credit, Fund transfer etc
2.24. SEBL AT A QUICK LOOK
	General Information

	Certificate of Incorporation
	March 12, 1995

	Certificate of Commencement of Business
	March 12, 1995

	Bangladesh Bank license
	March 23, 1995

	First Branch opened
	May 25, 1995

	Essence
	A BANK WITH VISION

	Number of Branches
	46 as on 31.12.2008

	Number of Employees
	1213 as on 31.12.2008

	Head Office
	Address: Eunoos Trade Center

52-53, Dilkusha C/A(Level#2,3 &16) Dhaka - 1000,  Bangladesh.

Telephone: PABX 9571115,7160866,9555466
Fax : 88-02-9550093,9563102
E-Mail: info@sebankbd.com
Web: www.sebankbd.com
SWIFT-SEBDBDDH

	Chairman of the Bank
	Serving Period 

	Mr. M.A. Kashem
	March, 1995 - June, 1998

	Mr. Ragib Ali
	July, 1998 - June, 1999

	Mr. Yussuf Abdullah Harun
	July, 1999- September, 2002

	Mr. Ragib Ali
	September, 2002- August, 2003

	Mr. Azimuddin Ahmed
	August, 2003 - September, 2004

	Mr. Alamgir Kabir, FCA
	29th September, 2004 till date




3.1.Deposit Scheme
 Southeast bank Limited is now offering the following depository products for mobilizing the savings of the general people.

Bank is the largest mobilize of surplus domestic savings. For poverty alleviation, we need self employment, for self-employment we need investment and for investment we need savings. In the other words, savings help capital formations and the capital formations help investments in the country. The investment in its turn helps industrialization leading towards creation of wealth of the country. And the wealth finally takes the country on road to progress and prosperity. As such, savings is considered the very basis of prosperity of the country. The more the growth of savings, the more will be the prosperity of the nation.

.
 3.1.1.Deposit Products 
· Saving Account (SB)

· Current Account (CA)

· Short Term Deposit (STD)

· Fixed Deposit Receipt  (FDR)

3.1.2Special Saving Scheme  

· Pension Savings Scheme (P.S.S.)

· Monthly Saving Scheme(M.S.S) 

· Monthly Income Scheme (M.I.S)
· Haj Sanchay Prakalpa 
· Double Benefit Scheme(D.D.S)
3.1.3.Lending Products 
Southeast bank Limited is offering the following loan and advance to the client for financing different purpose that fulfill the requirements of the bank and have good return to the investment as well as satisfy the client. The loan and advance products are given below:
· Consumer Credit Scheme (CCS)

· Commercial Lending 

· Syndicated Finance

·  SME Credit
· Working Capital 

· Project Finance
· Agriculture Loan
· Small/Cottage Industry Loan
·  Industry Loan
· Trade Finance \

 3.1.4.Islami Banking  
·  Mudaraba Monthly Saving Scheme

· Mudaraba Monthly Income Scheme

· Alwadeah Current A/C

· Mudaraba Savings 

· A Mudaraba Short Term Deposit (STD)/C

· Mudaraba Term Deposit (MTDR
3.1.5.Services 

· ATM Service 

· Locker Service  

· SMS Banking 

· Pay order (PO)
· Demand Draft(DD) 
· Online Banking Services

· SWIFT Services

· L/C Delivery Services
· Online Banking
3.1.6.Foreign exchange

Foreign exchange division of Southeast bank Limited provides the following:

L/C open                         RFCD

F/C account                     NFCD
3.1.7.Foreign Currency Products 
 Resident Foreign Currency Deposit (RFCD)
Persons ordinarily resident in Bangladesh may open and maintain Resident Foreign Currency Deposit (RFCD) accounts with foreign exchange brought in at the time of their return from travel abroad. Any amount brought in with declaration to Customs Authorities in form FMJ and upto US $ 3000 brought in without any declaration, can be credited to such accounts. However, proceeds of export of goods or services from Bangladesh or commission arising from business deals in Bangladesh shall not be credited to such accounts 
Non-Resident Foreign Currency Deposit (NFCD)
All non-resident Bangladesh nationals and persons of Bangladesh origin including those having dual nationality and ordinarily residing abroad may maintain interest bearing time deposit accounts named "Non-Resident Foreign Currency Deposit (NFCD) Account" with the Ads 

3.1.8.SEBL Credit Card
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Enjoy the following facilities of Southeast Bank VISA Credit Card

· Single Card –Dual Use (local &International)

· Maximum 50 Days interest Free Credit Facility

· Competitive Annual/renewal fee

· 50% Cash Drawing Facility

· Bill Payment of International Roaming Mobile Phone 

· Free Supplementary Card

· Widely accepted-both at home &abroad 

· 24 Hours Customer Service 7 days a week 365 days a year

· Cash Advance Facility from any Southeast Bank branches

· Auto Debit Facility with GP post paid Subscribers.
3.1.9.WESTERN UNION
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With the signing of the Representation Agreement between Western Union Financial Services, Inc., U.S.A. and Southeast Bank Ltd., Bangladeshi Wage Earners abroad can now send their hard-earned money through Western Union and their families and friends can receive the money in minutes by visiting any of the 31 branches of Southeast Bank Ltd. all over Bangladesh. The Beneficiary does not have to pay any fee to receive the money transfer. With Western Union and Southeast Bank Ltd., money transfer has never been so easy; it is a 3 step process: 

1. The sender will receive money receipt with Money Transfer Control Number (MTCN) from any of the Western Union agent location outside Bangladesh after depositing money. 

2. The sender will inform the money transfer detail (amount of money sent, sender’s name, receiver’s name, destination country, and MTCN) to the receiver. 
3.1.10.SMS Banking
:
Southeast Bank Limited is not only maintaining its Front-Office and Back-Office operation through modern computer system but also providing the home Banking facilities to its corporate customers. With this facility SEBL’s customer has access to his / her account for inquiry, checking the account balances, seeing the day’s transactions and taking print of Account Statement sitting at his / her office or residence by his/her mobile phone. At present SEBL is providing this facility to a limited number of customers which are going to be extended to other corporate customers gradually. 



4.0 SHYAMOLI BRANCH, SEBL & ITS COMMERCIAL ACTIVITIE

Shyamoli branch of Southeast Bank Ltd. started its operation from the year 2007. Like all other bank branches it also provides a range of commercial facilities to the customers. These are general banking, credit facilities, documentary credit operations & Foreign Exchange activities etc.  
Shyamoli Branch at a glance
	General Information

	Opened on
	20-04-2007

	Branch Code
	0035

	Head of Branch
	- Mr. Abdul Batin Chowdhury
       First Vice President

	Manager (operation) 
	Mr. S.M. Mainul Kabir

	Address
	ASA Tower (2nd Floor),

23/3 & 23/14, Khilji Road, Block # B,

Mohammadpur, Shyamoli

Phone:  8112227,8128678   Fax: 880-2-8120687
Email: hob.sh@sebankbd.com

SWIFT-SEBDBDDHSHY

	Number of employees
	22

	Departments
	General Banking, Credit division and Foreign Exchange division

	Credit In charge
	Mr. Tanim Sakur

	General Banking In charge
	Mr. Shahadat Hossain

	Foreign Exchange In charge
	Mr. Raziur Rahman


Table-6

Figur1.4.ORGANOGRAM OF SOUTHEAST BANK LIMITED at SHYAMOLI BRANCH





















Chart:09Functional department in Southeast Bank Ltd. Shyamoli branch

4.1 GENERAL BANKING 
 

General Banking is the day-to-day activities of branch banking. It is associated with financial transactions to facilitate customer service. The medium of day-to-day general banking in the Bank is either cash or Cheque. So the transactions are either handled by a cash counter (transactions through cash) or the front desk personnel (transactions through Cheque or other instruments). However, there are other departments like - clearing, financial control and accounts, computer to give both of them back office support and to maintain regular and immaculate records. 
4.1.1 ACCOUNTS OPENING SECTION
Accounts’ opening is the main task of the General Banking Division. There are different types of deposit scheme for the clients.

· Current Account (CD)

· Saving Account(SB)


· Short-Term-Deposit (STD)

· Fixed Deposit Receipt (FDR)
· Special Deposit Scheme 
4.1.2 CASH DEPARTMENT
· Receive

· Payment 

4.1.3 REMITTANCE DEPARTMENT

Remittance is another significant part of the general banking. The bank receives and transfers various types of bills through the remittance within the country. Obviously the bank charges commission on the basis of bill amount. The types of remittance:

· PO (Pay Order)
· DD (Demand Draft)
4.1.4 CLEARING SECTION 

· OUTWARD CLEARING

· INWARD CLEARING

4.1.5 OTHER SERVICES 
· Locker service
· Western Union Money Transfer
· Others Exchange Money Transfer Facility            

4.1.6.Special Saving Scheme  

· Pension Savings Scheme (P.S.S.)

· Monthly Saving Scheme(M.S.S) 

· Monthly Income Scheme (M.I.S)
· Double Benefit Scheme(D.D.S)
4.2 FOREIGN EXCHANGE SECTION 
Foreign Exchange refers to the process or mechanism by which the currency of one country is converted into the currency of another country. Foreign exchange is the means and methods by which rights to wealth in a country’s currency are converted into rights to wealth in another country’s currency.

The Foreign Exchange department of the bank provides various foreign exchange services, which are: 

· Foreign Remittent

· Import

· Export
4.2.1 FOREIGN REMITTANCE 

Remittance means sending or transfer money or money-worth from one place to another.

Foreign remittance section of SEBL, Shyamoli branch is an integral part of Foreign Exchange Department. And this section of Foreign Exchange Department deals with –

· Inward Foreign Remittance 
· Outward foreign Remittances 
· Foreign Demand Draft (FDD) Issued
· Traveler’s Cheque (TC) Issued
4.2.2 IMPORT
Import means purchase of goods or services form abroad. Normally consumers, firms and Government organizations import foreign goods or services to meet their various necessities. So, in brief, we can say that import is the flow of goods and services purchased by economic agent staying in the country from economic agent staying abroad.
 Figur.1.5.IMPORT PROCEDURE FOLLOWED BY SEBL









LETTER OF CREDIT (L/C)

The method by which a Commercial Bank undertakes to make payment on behalf of the importer (buyer) to the seller (exporter) is known as Letter of Credit (L/C). On the other hand it is a credit contract where by, the buyers (importer) bank is committed (on behalf of the buyer) to place an agreed amount of money at the seller’s (exporter) disposal under some agreed conditions. 

An importer in a country requests his/her bank to open a credit in foreign currency in favor of the exporter at a bank in the letters country. The letter of credit is issued against payment of the amount by the importer or satisfactory security. The letter of credit authorized the exporter to draw a draft under its terms and sell to a specific bank in his/her country. The exporter has to hand over the bill of exchange, shipping documents and such other papers as may be agreed upon between the exporter and importer. The buyer wants to be assured of goods and the seller to be assured of payments. Commercial Banks, therefore, assure these things to happen simultaneously by opening Letter of Credit guaranteeing payment to seller and goods to buyer. 

 Figure.1.6.PARTIES INVOLVED IN OPERATION OF LETTER OF CREDIT






DOCUMENTS USED IN OPERATION OF L/C

Document is the written statement of facts or evidence in regard to a particular transaction, which on placement may bind the parties answerable and liable to the court of law.
· Indent or Proforma Invoice  
· Import Registration Certificate (IRC)  
· Bill of exchange
· Bill of leading 

· Airway Bill/Railway receipt
· Commercial Invoice 

· Insurance Policy 

· Certificate of origin
· Packing List
· Bill of Entry
· Clean Report of Findings 

PROCEDURE OF OPENING THE LETTER OF CREDIT (L/C)

The importer after receiving the proforma invoices from the exporter, by applying for the issue of documentary credit, the importer requests his/her bank to make a promise of payment to the supplier. Obviously, the bank will only agree to this request if it can rely on reimbursement by the applicant. The applicant must therefore have adequate fund in the bank account or a credit line sufficient to cover the required amount.

Banks deal in documents and not in goods. Once the bank has issued the credit its obligation to pay is conditional on the presentation of the stipulated documents with in the prescribed time limit. 






                                Flow Chart of L/C Operation Mechanism 







Flow chart-10 of L/C Operation Manual

4.2.3 EXPORT
Export is the process of selling goods and services to the other countries. Export L/C operation is just reverse of the import L/C operation. For exporting goods by the local exporter, bank may act as advising banks and collecting bank (negotiable bank) for the exporter. The bank provides export facility to the clients through negotiation and advising. It also extends facility against Back- to-Back Letter of Credit.
Figure 1.7.Export Procedures















                                                      Export Procedures

4.3 CREDIT MANAGEMENT
4.3.1. Credit
Southeast Bank Ltd (SEBL) has been extending credit facilities to the potential, productive, and priority sectors as per instruction from Bangladesh Bank. A big portion of operating is derived from lending. The credit department does this activity.

Functions of the Credit department 

Some of the functions performed by this department are mentioned below

a. Interviewing the prospective borrower 

b. Receiving the credit information & place in the customers credit file

c. Processing & sanctioning of credit facilities to the customers 

d. Follow up and recovery of credit as per due date

e. Computation & checking of interest accrued on loans and advances and recording thereof.        

Classification of Credit facilities  

· Term Loan: Southeast Bank provides both short and medium term credit to the industrial and commercial sector on the basis of the capital structure, constitution and liquidity consideration of the enterprise. Besides the primary security, the Bank asks the borrower to offer adequate collateral security in the form of mortgage of land and building and personal guarantee of Directors raw materials.

· Over Draft: The overdraft limits is based on ‘Advance Line of Credit’. In this case the customer is allowed to overdraw his or her current account by drawing cheques more than the available balance up to an agreed limit within a certain period of time but not exceeding one year, against acceptable securities. These facilities are granted to the customer only after considering the credit worthiness, financial ability, and status of the customer.

· Consumer Credit Scheme: Southeast banks’ Consumer Credit Scheme gives a great opportunity to buy household and office items on easy installments. This scheme gives clients the advantage of part payment to cope with the high price tags of many necessary home and office appliances.

Television, Refrigerator, Personal Computer, Photo-Copier, Washing Machine, Furniture, Microwave Oven, Car, and a number of other expensive items are now within your buying range. With this scheme SEBL makes better living possible for people living on fixed income. Customers can buy those home and office equipment's without over taxing their budget.

· House Building Loan: This loan allowed to individual/enterprise for construction of house (residential or commercial). The amount is repayable by monthly installment with in a specific period.  
· Staff Loan:  Southeast Bank provides advances to the staff for purchasing residential building, Shanchay patras, and meeting up other requirements. The bank also provides consumer credit facility to the staff for purchasing household appliances. The loan is repaid in installments from salary.
· Loan Against Trust Receipt: Two different types of Trust Receipts will be in use to cover the following ares of credit lines:-

· For Release of Shipping Documents.

· For Preshipment  Financing.

Advance against Trust Receipt to the clients are allowed when the documents covering an import shipment are given without payment. The period of Trust Receipt may be 30,45,60 or 90 days.as allowed by the Head Office.

· Loan against Packing Credit: Packing Credit is a short term credit granted by a Bank to an exporter to facilitate purchase of raw materials for the purpose of manufacturing processing, packing ,and exportin the finished goods.

· Non funded Business (Contingent items)

Under this category the bank finance on Letter of Credit, Letter of guarantee etc.
· Education Loan

· SME Loan:  Southeast Bank Ltd. Launched a SME Scheme in 2004. SME Scheme provides support for the poor for generation of employment and income on a sustainable basis, particularly in urban and suburban areas. Recovery rate of this sort of loans is satisfactory level of 98 percent.

Maximum limit for Small enterprises is Tk. 20.00 lac (Term loan and Working capital) and Medium Enterprise is Tk. 50.00 lac (Term loan and Working capital)
· Time Loan:   Southeast Bank Ltd lends support towards development of trade, business and other commercial activities in the country. Short-term trade finance and other non-fund services get full attention in the Bank. The Bank offers a complete range of services to the exporters and importers by extending various facilities.

 

I have been placed in the General Banking Department. General Banking department performs the majority functions of a bank. It is the core department. In fact, bank operates with the people’s money. And this process starts with the General Banking department. The activities of the General Banking Department of SEBL are mainly divided into the following categories:

· Account Opening Section
· Remittance Section
· Online Branch Banking Section
· Clearing Section
· Collection Section
· Cash Section
· Accounts Section
· Others Services
5.1.Account Opening Section:
To establish a Banker and customer relationship Account opening is the first step. Opening of an account binds the Banker and customer into contractual relationship. But selection of customer for opening an account is very crucial for a Bank. Indeed, fraud and forgery of all kinds start by opening account. So, the Bank takes extremely cautious measure in its selection of customers. 

5.1.1. Procedure of Opening an Account:
Before opening a current or saving account, the following formalities must be completed by the customer:
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 Application on the prescribed form
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 Furnishing photographs

[image: image9.png]


 Introduction by an account holder
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 Putting specimen signatures in the specimen card
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 Mandate, if necessary

After fulfilling the above formalities, SEBL provides the customer a chequebook.
5.1.2. Different Types of Deposit Accounts:
SEBL offers the following types of accounts and their formalities:

Current Account:
In the name of individual: The client has to fill up alight account form with yellow card. Terms and conditions are printed on the back of the form. It contains the declaration clause, special instruction etc. Two copies of passport size photographs duly attested by the introducer are affixed with the form.

(A) Joint Account:

If the account is a joint account, then the joint account holder should submit a declaration and operational instructions of the account along with their signature. The declaration is 

“Any balance to the credit of the account is and shall be owned by us as joint depositors. Any liability whatsoever incurred in respect of this account shall be joint and several.”
(B) Partnership firm:

The following documents have to be submitted for preparing an account of a partnership firm:

· Copy of Partnership deed of the Firm.

· Attested photocopy of Trade License

· Two copies of passport size photographs of account holder

· Registration Certificate of the Firm

· List of Partners with their addresses

· National I.D. card/Citizenship Certificate/Photocopy of passport.

· Transaction profile

(C) Limited Company:

                               For the opening of an account of a limited company, following documents have to be submitted:

Documentation: Private Limited Company

· Attested photocopy of Trade License

· Two copies of passport size photographs of directors

· Certified copies of Memorandum and Articles of Associations

· Certificate of Incorporation and copy of TIN certificate.

· List of directors as per return of Joint Stock Company with signature

· Resolution for opening account with the bank.

Documentation: Public Limited Company

· Attested photocopy of Trade License

· Two copies of passport size photographs of directors

· Certified copies of Memorandum and Articles of Associations

· Certificate of Incorporation

· Certificate of Commencement of business and copy of TIN certificate.

· List of directors as per return of Joint Stock Company with signature

· Resolution for opening account with the bank.
D.    
Proprietorship

Following documents have to be obtained in case of the account of Proprietorship

· Attested photocopy of Trade License

· Two copies of passport size photographs of account holder.

· National I.D. card/Citizenship Certificate/Photocopy of passport.

(D) Association/Club/Society/Charity/Trust etc:

 Following documents have to be obtained in case of the account of the club or society:

· Certified true copy of the constitution/Ry-laws/Trust Deed/ Memorandum and Articles of Association.

· Certificate of Registration of the Association / Club/Charity/Trust/Society for inspection and returns.
· Certified copy of Resolution for opening and operation of   account.

· 02(Two) copies of recent passport size photocopy of signatories
Savings Account: 

To encourage saving habit amongst the public, banks allow depositors to open savings accounts. Interest is awarded on the balance of the account. The number of withdrawals is generally restricted. Requirements to open an account are as follows:

a) Account opening form to be filled up by the applicant.

b) Two passport size photographs attested by the introducer are needed.

c) Passport or nationality certificate is required to open an account.

d) Introductory reference to be obtained from account holder acceptable to the bank.

e) Specimen signature of the application is taken on the signature card.

f) In a saving account minimum Tk. 5,000 is required as balance.
g) One choppy Photograph of Nominee 
For opening every type of account a signature card and different register for different types of account is mentioned in the bank. An account number is given for each account and the description of the account is entered in the computer holder and to the introducer but in practice it is not done.

5.1.3. Closing of an Account:
The closing of an account takes place:

· If the customer desires to close the account

· If SEBL finds the account not in operation for a long duration

· If garnishee order is issued by the court on SEBL
· To close the account, the chequebook is to be returned to the bank. SEBL takes all the charges by debiting the account and the remaining balance is then paid to the customer. Necessary entries are given to the account closing register and computer.
· Closing of  the account by the bank
5.1.4.Other Functions of accounts Opening 

Transaction Profile
	Type of Transaction


	No. of Transaction

(per Month)
	Maximum Size

(per transaction)
	Type of Transaction
	No. of Transaction

per Month)
	Maximum Size

(per transaction)

	Cash Deposit
	
	
	Cash Deposit
	
	

	Cheque Deposit
	
	
	Cheque Deposit
	
	

	Inward Remittance
	
	
	Inward Remittance
	
	

	Inward Remittance
	
	
	Inward Remittance
	
	

	Others Cr.(specify)
	
	
	Others Cr.(specify
	
	


Table-06 Transaction Profile

5.1.5. SHORT-TERM-DEPOSIT (STD)
Minimum balance is required in this account is Tk. 5, 00,000 and interest is given to the depositors at the rate of 6%. It is also a time deposit account. The formalities for opening of this account are same to those required for current account. The only difference is that 7(seven) days notice is to be given for withdrawal of any sum of money from Account.

· A short term deposit (STD) account is a running account with amounts being paid into and drawn out of the account continuously. 
· These accounts are called Demand Deposits or Demand Liabilities since the banker is under obligation to pay the money in such deposits on demand
· These accounts are generally opened by Business Organization, Public Institution, and Corporate Bodies. 
· An STD account may be opened by an individual person.
· It is an interest bearing deposit. Interest is calculated on daily basis as per Banks Prescribed Rate and is credited to account on half yearly basis.
         Current interest rate on STD account is 6.00% &Minimum balance is required in this account is Tk. 5, 00,000.

5.1.6. FIXED DEPOSIT RECEIPT (FDR)
These are the deposits, which are made with the bank for a fixed period specified in advance. It is purely a time deposit account. The bank does not maintain cash reserves against these deposits and therefore the bank offers higher rates of interest on such deposits. Interest is paid at rate determined by the length of the period for, with the deposit is made. Obviously, the longer is the period of deposit, the higher is the rate of interest. At present the rate of interest for Fixed Deposit Receipt (FDR) in the Southeast Bank Limited is presented in the Table

	Deposit Scheme
	Rate of Interest(p.a.)
(With effect from December 1, 2008)

	Current Account (CD)
	0.00%

	Savings Deposit Account (SB)
	6.00%

	Short –Term Deposit (STD)
	Customers: 6%

	Fixed Deposit
	Bellow Tk. 50 Lac
	TK.50 lac& above but less then TK 1.00crore
	Tk. 1 Crore & above

	1 (One) Month
	7.00%
	7.25%
	7.50%

	3 (Three) Months
	13.00%
	13.25%
	13.50%

	6 (Six) Months
	12.75%
	13.25%
	13.50%

	1 (One) Year

For Senior Citizen (13.50% at any Amount)
	12.75%
	13.25%
	13.50%

	
	For Senior Citizen Scheme :13.50%(Fixed)  

       (For any amount)


Table 7: Different deposit scheme and respective rates 

Payment of interest: 

It is usually paid on the maturity of the fixed deposit. SEBL calculate the interest at each maturity date and provision is made on that “Miscellaneous creditor expenditure payable account” is debited for the accrued interest.
Encashment of FDR:

In case of the premature FDR SEBL is not bound to accept the surrender of the deposit before its maturity date. In order to deter such a tendency the interest on such a fixed deposit is made a certain percentage les than the agreed rate. Normally savings bank deposit is allowed. (i.e.; 6% is given instead of 13%)

Renewal of FDR:

In SEBL the instrument is automatically renewed within 7 (Seven) days after the date of maturity if the customer does not come to encash the FDR. If the customers don’t want to renew automatically then they need to specify this option when they open that particular FDR.

5.1.7. MONTHLY SAVING SCHEME (MSS)
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Objective: Your dreams may turn really through Southeast Bank's "Monthly Savings Scheme"

Southeast Bank offers "Monthly Savings Scheme" to you with an attractive savings plan. With this scheme you can save on a monthly basis and this will ultimately grow into a large amount of money. The scheme helps you to plan your future in a better way. The gradual growth in the deposit assures increased benefit and peace on mind.

Instalment size 
· Tk 500/ or multiple up to Tk. 50,000/ 

Instalment term
· 3 years or 5 years

	MONTHLY INSTALMENT
	TOTAL INCOME

	(Tk 500/ or multiple up to Tk. 50,000/ )
	3 Years
	5 Years

	500/-
	21,405/-
	40,750/-

	1,000/-
	42,810/-
	81,500/-

	5,000/-
	2,14,050/-
	4,07,500/-

	10,000/-
	4,28,100/-
	8,15,000/-

	50,000/-
	21,40,500/-
	40,75,000/-


     Table-08: Schedule of payment on Maturity of Monthly Savings Scheme(MSS)

5.1.8. MONTHLY INCOME SCHEME (MIS)
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Objective: Your carefully built up savings is as important to us as it is to you. At Southeast Bank oour first priority is you. We have introduced "Monthly income Scheme" for you which will generate a regular monthly income to meet your various needs.

Benefits :
· An attractive monthly fixed income. 

· The scheme helps in the family budgetary process. 

· It is flexible and will suit people in various income brackets. 

· Will help parents with monthly education & other expenses. 

· Will help trusts and Foundation which award monthly scholarships/stipends to students. 

· Retirement benefit of service holders will yield regular monthly income.

· Wage earners can invest their money with comfort. 

1. Duration of the Account

:
3 (three)Years & 5 (five)Years

2. Amount to be Deposited

:
TK. 100000/ or its multiple

                                                                         (Deposited amount will be returned on maturity)
Monthly Income  
	
	Monthly Income

	Deposited Amount 
	3 Years
	5 Years

	Tk.1,00,000
	Tk. 975/-
	Tk.1000/-


Table-09  Monthly Income Scheme 

MM
Procedure for paying monthly income 
· Income will start from a minimum gap of 30 days from the date of diposit. 

· monyhly income will be automatically credited to your designated CD/SB account. 

5.1.9.PENSION SAVING SCHEME (PSS)
Objective: Your dreams may turn really through Southeast Bank's "Pension Savings Scheme"

Southeast Bank offers "Pension Savings Scheme" to you with an attractive savings plan. With this scheme you can save on a monthly basis and this will ultimately grow into a large amount of money. The scheme helps you to plan your future in a better way. The gradual growth in the deposit assures increased benefit and peace on mind.

Duration




:
4, 6, 8 & 10 Years Tern

Amount of Montly Installment
:
Tk.500 or multiple up to Tk.25, 000/-
	Installment 

Size
	Payment On Maturity

	
	4 YRS
	6 Yrs
	8 Yrs
	10 Yrs

	500
	30,500
	52,000
	78,000
	1,11,500

	1,000
	61,000
	1,04,000
	1,56,000
	2,23,000

	1,500
	91,500
	1,56,000
	2,34,000
	3,34,500

	2,000
	1,22,000
	2,08,000
	3,12,000
	4,46,000

	5,000
	3,05,000
	5,20,000
	7,80,000
	11,15,000

	10,000
	6,10,000
	10,40,000
	15,60,000
	22,30,00

	25,000
	15,25,000
	26,00,000
	39,00,000
	55,75,000


Table-10,Schedule of payment on of PENSION SAVING SCHEME (PSS)
5.1.10.Double Benefit Scheme
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Attrsctive savings plan under Double Benifit Scheme (DBS) of Southeast Bank Limited is now at your doorstep.

'Double Benifit Scheme' can make your dream of doubling your money within just 6 years!

1. Amount to be Deposited


:
Tk. 10,000/-or its multiple.

2. Payment at Maturity



:
Double in 6 Years
Some Attractive Features of DBS :
· Account can be opened at any time of the month. 

· The scheme is admissible for any individual (singly or jointly) or institution. 

· Your deposit of Tk. 10,000/- or its multiple will be double in 6 years. 

· Multiple Accounts can be opened in single name. 

· Flexibility allows to people and institutions of different income braket to get advantage of the scheme. 

· Your deposit is covered by Insurance. For accidental death during the tenure of the scheme, Bank will pay Double of your deposited amount to your nominee(s) immediately. For normal death during the tenure of the scheme, bank will pay 10 % of your deposited amount along with the principal amount to your nominee(s). 

General Terms & conditions 
· Any person of 18years age & above having a sound mind can open the account.

· A person can open more then one MSS, MIS, PSS&DBS account for different amount.

· A passport size photograph of the account holder and for each nominee (attested by the account holder) are required to open the account.

· Account can not be opened in joint names or in the name of any institution.

· The applicant must open/have a CD/Savings account with the branch in which monthly income will be credited automatically. 

· Any deposit or benefit under the scheme will come under purview of income Tax/excise duty etc or any other levy as decided by Govt. of Bangladesh from time to time. 
Credit facility 

Credit Facility Credit / Investment facility of maximum 80% on deposited amount will be avaible in case of necessity. 

5.2. Local Remittance:

Local remittance is one of the main components of general banking.  The activities of local remittance are ---

i. Demand Draft issue,

ii. Pay order.

5.2.1. Demand Draft (DD) :
 Sometimes customers use demand draft for the transfer of money from one place to another. For getting a demand draft, customer has to fill up an application form. The form contains date, name and address of the applicant, signature of the applicant, cheque number (if cheque is given for issuing the DD), draft number, name of the payee, name of the branch on which the DD will be drawn and the amount of the DD. The form will be duly signed by the applicant and by the authorized officer.  SEBL Commission and Telex charge taken on the DD amount

5.2.2. Pay Order (PO):

 A pay order is written order issued by a branch to pay a certain sum of money to a specified person or a bank. It may be said a banker’s Cheque as it is issued by a bank drawn upon and payable by itself. Pay order is the safest way of making payments, as they are drawn on the bank issuing them. So there is no scope of fraudulence or cheque bouncing. The Fund is remitted within the clearinghouse area of issuing bank. Certain percentage of commission and VAT is charged on the pay orders amount.For issuing pay order SEBL charges commission on the following rate—

 
	Amount
	Commission TK
	Vat TK

	1-1000
	15
	3

	1001-10,000
	20
	3

	10,001-1,00,000
	50
	8

	1,00,000-5,00,000
	100
	15

	5,00,001-10,00,000
	150
	23


Table-11 Pay Order Charge
5.2.2.1.Payment of Pay Order:

The pay order is presented to the bank either through clearance or for credit to the client’s account.  While payment, relative entry is given in the pay order register with the date of payment. 
5.2.2.2. Cancellation of Pay Order:

The following procedure should be followed for the cancellation of the pay order:

· The client should submit a written request for canceling the pay order attaching therewith the original pay order.

· The signature of the purchaser will have to be verified from the original application form.

· Manager’s prior permission is to be obtained before refunding the amount of the pay order.

· Cancellation charge is to be recovered from the applicant and only the amount of the pay order less cancellation charge should be refunded. Commission recorded for issuing of the original pay order should not be refunded.

· Then the officer should write “cancelled” on the pay order

· The original entries should be reversed with narration.

· Cancellation of the pay order should also be recorded in the register. 

5.3.On line Any Branch Banking
:
The Southeast Bank Limited is going to connect all its branches and Head Office under a Wide Area Network (WAN). Under this system the customer of a branch will be able to withdraw and deposit money from / to his / her account from any of the Southeast Bank branches across the country. This will also provide our customer instant fund transfer facility to any account maintained with any branches of the Bank.

This facility execution under IT Department. The objective of an IT Department is to ensure that an efficient, secure and reliable computerized banking operation is running towards that end SEBL is constantly striving to update and upgrade ourselves in all modern IT practices. SEBL is  committed to our clients to put all our efforts to adopt all modern concepts / technologies in order to cope with the constant changing environments of business. SEBL’s ultimate aim is to make Southeast Bank equipped with cutting-edge technologies in the financial sector of Bangladesh.
5.4. Clearing: 

According to the Article 37(2) of Bangladesh Bank Order, 1972, the banks, which are the member of the clearinghouse, are called as Scheduled Banks. The scheduled banks clear the cheque drawn upon one another through the clearinghouse. This is an arrangement by the central bank where everyday the representative of the member banks gathers to clear the cheque. Banks for credit of the proceeds to the customers’ accounts accept Cheque and other similar instruments. The bank receives many such instruments during the day from account holders. Many of these instruments are drawn payable at other banks.
In this unit, all the cheques of SEBL and other banks of Bangladesh are dealt. There are two kinds of clearing process. 

1. Inward clearing 

2. Outward clearing 

5.4.1. Process of inward clearing: 

After receiving cheques from the Principle branch of SEBL, those cheques are directly send to the computer section for checking the balance of those specific accounts from which money should be collected. If the required balance available there then amount is debited from that account and the cheque is honored. But incase if the require balance is not available the authorize officer of clearing department immediately informs to the head of the customer service or he tries to connect the account holder. If the account holder does not deposit the required balance immediately the cheque is dishonored. Finally the authorized officer gives all the entry of those cheques in inward clearing register. 
After giving the entries, a credit advice is sending to the Principle branch of Southeast Bank limited. 
5.4.2. Process of outward clearing:
For outward clearing cheques, the bearer of the cheques must have an account in Shyamoli branch of SEBL. After the submission of the cheques, authorized officer gives the entries in software, which is provided by Bangladesh bank. The name of the software is Nikash. After giving all the entries are printed and are enclosed with the cheques. Then all the cheques with the enclosed sheets are sent to the Principle branch of SEBL for the collection of money. The Principle branch sends it to clearing house. 
5.4.3.Transaction process of clearing a cheque for collection
Before Clearing
	SEBL General A/c 
	Dr

	Client A/c              
	Cr


After cheque honored-
	IBCA A/c
	Dr

	SEBL General A/c
	Cr


Cheque return-

	Client A/c
	Dr

	SEBL General A/c
	Cr


5.4.4.Send For Collection: 

Customer deposits cheque, drafts, etc. for collection along with deposit slip. Instruments within the range of clearing are collected through local clearinghouse, but for outside the clearinghouse range are collected through OBC. Customer of SEBL, Shyamoli branch, Dhaka may deposit a cheque of SEBL, Khulna branch. For this purpose the collection bank,Southeast Bank, Shyamoli branch will do as follows:
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The cheque is first deposited with the help of a slip.
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The collecting bank gives a crossing with Southeast Bank, Shyamoli    branch. It indicates that the mentioned bank is the collecting bank.
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Entry for outward clearing register is given with clearing seal .
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The cheque is then registered in SC register and a SC number is given.
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Endorsement is giving like payee’s account will be credited on realization.

5.4.5.Procedures for Outward Bills for Collection:

























































































                        Figure:1.8. Procedures of Outward Bills for Collection
5.4.6. Activities of the Section:
·  Preparation of Clearing Outward and Inward Lodgment and record maintenance of the same.

·  Batch posting as and when required.

· On receipt of instruments, the same is endorsed here. Then clearing section will sent IBDA to head Office for clearing purpose and on receipt of IBCA from Head Office amount is credited to customers account and vice versa. If the instrument is return then the same is given back to the customer.

5.5. Cash Section:


Cash section is a very sensitive organ of the branch and handle with extra care.  Operation of this section begins at the start of the banking hour. Cash officer begins his/her transaction with taking money from the vault, known as the opening cash balance. Vault is kept in a much secured room. Keys to the room are kept under control of cash officer and branch in charge. The amount of opening cash balance is entered into a register. After whole days’ transaction, the surplus money remain in the cash counter is put back in the vault and known as the closing balance. Money is received and paid in this section.
5.5.1. Cash Receipt 


· At first the depositors fill up the Deposit in Slip. For saving account and current account different Deposit in Slip is used in this Branch. 

· After filling the required deposit in slip, depositor deposits the money. 

· Officers at the cash counter receives the money, count it, enter the amount of money in the register kept at the counter, seal the deposit in slip and sign on it with date and keep the banks’ part of the slip. Other part is given to the depositor.

· In this branch, i.e., Shyamoli Branch, one officer maintain two different books for entering such entries. All deposits of saving account are maintained by one officer and other accounts by another officer.

· At the end of the day entries of both of these registers are cross checked with the register kept at the cash counter to see whether the transactions are correct or not.
5.5.2. Cash Payment:
· When a person comes to the bank to cash a cheque, (s) he first gives it to the the concerned officer then it send to the computer desk (cash incharge) to know the position of the check and posting of the cheque. 

· After receiving the cheque cash incharge officer first checks it very carefully for any kind of fraudulent activity. (S) He also checks the date of the cheque, amount in word, amount in figure and signature of the drawer. If the account has sufficient fund the cash in charge will post it into the computer, will sign it and seal it.

· If the instrument is free of all kind of error the officer will ask the bearer to sign on the back of it.

· He will then put his/her initial beside the bearers’ signature. (S)he will also sign it on its face, will write down the amount by red pen.

· Then the cheque will be sent to the cash counter. At the cash counter bearer will be asked again to sign on the back of the instrument. 

· The cash officer will then enter the details of the cheque in his/her register and will pay the money to the bearer.

· At the end of the day these registers will be compared to ensure the correctness of the entries.

5.5.3.Other Payment system
Cheque Book:

According to section 60f negotiable instruments act, 1881, a cheque is “A bill of exchange drawn on a specified banker and not expressed to be payable otherwise than on demand”. To facilitate withdrawals and payments to third parties by the customer, SEBL provides a chequebook to the customer chequebook contains 10 leaves for savings account while for current account is 20 to 50 leaves. A chequebook issuing register is maintained in this regard. This register contains the chequebook number, leaf number, issuing date. After giving these entries to this register, information is sent into the computer. 

The chequebook also contains requisition slip, which is used by the customer to obtain new chequebook. When all the leaves are used, the customer submits the slip to the bank. 

If the cheque is lost then the customer must inform the police and should take a copy of G.D. The customer then fills an indemnity for guarantying that the cheque is lost. When the bank is convinced with having the above documents bank gives to the customer a new chequebook. 
Dishonor of Cheque:

If the cheque is dishonored, SEBL sends a memorandum (cheque return memo) to the customer stating the reason in the following way:

1) Insufficient fund

2) Effects not cleared, May be presented again

3) Full cover not received

4) Payment stopped by drawer

5) ……………Payee’s endorsement irregular/illegible/required

6) ……………Payee’s endorsement irregular, requires bank’s confirmation

7) Drawer’s signature differs/required

8) Alternations in date/figures/words require drawer’s full signature

9) Cheque is post dated/out of date/mutilated

10) Amount of words and figure differs

11) Crossed cheque must be presented through a bank, clearing stamp required/requires cancellation

12) Addition to bank’s discharge should be authenticated

13) Cheque crossed “Account Payee Only”

14) Collecting Bank’s discharge irregular/required
15) Refer to drawer

16) Not arranged for

17) Exceeds arrangements

5.6. Accounts Section:
In banking business transactions are done every day and these transactions are to be recorded properly and systematically as the banks deal with the depositors’ money. Any deviation in proper recording may hamper public confidence and the bank has to suffer a lot. Improper recording of transactions will lead to the mismatch in the debit side and credit side. To avoid these mishaps, the bank provides a separate department whose function is to check the mistakes in passing vouchers or wrong entries or fraud or forgery. This department is called Accounts Department.

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

5.6.1. Functions of Accounting Department:
          We can divide the functions of accounting department into two categories. One is day-to-day task and another is periodical task.

Day to day functions: 
Here day-to-day function refers to the every day tasks. Accounting department of SEBL performs the following day to day functions:

· Recording of transaction in the cashbook, general and subsidiary ledger.

· Preparing the daily position of deposit and cash.

· Making the payment of the expense of the branch.

· Recordings of inter branch fund transfer.

· Checking whether all the vouchers are correctly passed.

· Recording the voucher in the voucher register. 

· Packing and maintains the total debit and total credit vouchers.

Periodical functions: 

Periodical functions of accounts department include the preparation of different weekly, fortnightly, monthly, quarterly and annual statement. The accounts department prepares the following statements:

· Monthly statement of deposits, loans and advances, profit and loss etc.

· Quarterly statement of deposits, loans and advances, profit and loss etc.

· Yearly statement of deposits, loans and advances, profit and loss etc.

· Yearly statement of classified Loans and Advances.

· Statement of Affairs.

· Yearly Budget of the Branch, etc
5.7. Other Services 

Like any other country of the world, the people living in the urban areas of our country lead a very busy life. Times are very valuable to them. Despite this, they are to waste their valuable time at the counter of. 

Different Banks and other Institutions for payment of their monthly bills of different utility services like Electricity, Telephone etc. They, as such, face enormous difficulties for payment of their monthly bills in time. Such inconveniences of the urban people can be removed by making an arrangement to collect all the bills of various utility services at one Point.
5.8.Scope of Services: 
With this end in view, Southeast Bank Limited has introduced others service.This service is designed to provide all the required services to the customer in making payment of their following bills on their behalf from the counter of the Bank: 

· Collection of Grameen Phone Bill

· Collection of Bangla-Link Phone Bill

· Foreign Currency Account

· Consumer saving Scheme 

· Western Union Money Transfer
· Other 24 Exchange Companies available   
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	Locker Services
	Yearly Charge

	Small Size
	1500.00

	Medium Size
	2500.00

	Large Size
	5,000.00

	Security Money
	2500.00(Refundable) for all types of lockers.

	Key Deposit
	500.00(Refundable) for all types of lockers.


Table-12:Locker Service Charge 

5.8.1.Objectives of Services:
· To help the customers in payment of their different utility Bills in time and thereby relieve them of their worries and save their valuable time.

· To help different corporations/ organizations in timely collection of their Bills.

· To extend financial assistance to the customers by way of overdraft in timely payment of their Bills.


6.1. Importance of Customer Relationship Management
Customer relationship indicates the effective customer service. A customer service assures that one thing. Customer satisfaction is the top priority. The reasons are: 

a) To know customers attitude towards the bank.

b) Understanding of what the customer really wants.

c) Quickly providing answers to customers’ inquiries and problems.

d) Prompt call back.

e) Friendly and responsive behavior.

f) Making personalized services available whenever possible.

g) Backing the product with an ironclad guarantee.

h) Delivering more than promising every time.

i) Giving customers the best value for their money.

6.2. Criteria of Customer Relationship Officer:

CRO should be:

a) Productive.

b) Knowledgeable about the offered product benefit. 

c) Knowledgeable to go through the balance sheets properly and analyzes that in a proper way.

d) Updated about the banks policy.

e) Able to prepare the credit report.

f) Well conversant about the banks offered deposit, advance services.

g) Showing courtesy, consideration, and concern in all of his dealings.

h) Being honest, responsible and reliable.

i) Well interpersonal skill.

j) Convincing.

k) Positive attitude.

l) Instant decision-making power.
6.3.Customer Relationship Officer should always remember: 

i.) Rule#1 Customer is always right.

Rule#2 if he is wrong then follow rule.

ii.) A good customer is a good representative.

iii.) Make the sense of satisfaction among the existing customer to retain the current profit and hunting new customers for further growth.

iv.) A new customer creates 10 times higher costs than an existing customer.

v.) They have the duty to assist the customer, not to advice them.

vi.) Serve proper information.

6.4.The Purchase Decision Process:
        Purchasing behavior is triggered into action by the recognition of needs or wants which stimulate an urge or drive to take action, which will lead, to the satisfaction of the need. Customer behavior is influenced by a number of cultural, social, personal and psychological factors. For individual bank customers’ emotional and psychological factors tend to be more important, while industrial and corporate purchasing tends to be substantially more rational.
6.5.Marketing Strategies towards achieving Balanced and Sustainable Growth: 

On the subject I like to concentrate my discussion on the following aspects:

a) Marketing in Banking.

b) Marketing Strategies.

c) Balanced Growth.

d) Sustainable Growth.
6.5.1.Marketing in Banking:
From the banking point of view marketing is the process and techniques of understanding and dealing with the potential customer, their needs, wants, demand and develops products that provide superior value and prices, distributes and promotes them effectively for attaining best satisfaction and relationship with the targeted group of potential customers and ensuring continuous growth and profitability.
6.5.2. Marketing Strategies:

The mission of the marketing is to create customers satisfaction profitability value loaded relationships with important customers. The marketing department may guide to accomplish institutional objectives with the coordinated efforts of other departments in the bank with organizations throughout in its entire value-delivery system to provide superior value to the customers. Marketing calls upon every one in the organizations to “think customer” and to do all they can help create and deliver superior value and satisfaction.

6.5.3. Balanced Growth:
Balanced and sustainable growth is required for consolidation in the light of the global business trend in the backdrop of W.T.O. declaration and challenges in the competitive environment in the banking industry of Bangladesh. Balanced growth means a desired increase in deposit and business, which do not impair the growth of any other areas and help achieving desired profitability of the bank. Through customers’ satisfactions, following are the points to take care for balanced growth:

a) Increase in deposit maintaining desired deposit mix.

b) Increase in deposit with corresponding increase in investment.

c) Investment portfolio should be matched with deposit maturity dates as far as possible.

6.5.4 .Sustainable growth:
Sustainable growth means a persistent rate of growth, which is to be achieved throughout the plan period. 


 7.1.Comparative Performance Analysis:

The Southeast Bank Ltd. has been position in Grad A category all the commercial Banks in the Central Bank’s latest CAMEL rating.. The Southeast Bank Ltd. judged as the grade A, was given the top ratings in all five criteria-The capital, the asset quality, the management, the earnings and the liquidity (CAMEL) considered for evaluating their positions, the sources said. The function and roles of this institution have been expanded day by day. The Bank has been introduced Credit Card both Domestic and International as principal member of Visa Card International.
 7.2.Findings and Analysis:
In every research, it is essential to find out the analysis of the study and follow the findings as a guideline of development of the project. This research was mainly done on the customer services and the customer’s satisfaction about the overall services of existing private sector banks.

The number of customers that were surveyed totaled to about 100 account holders of different Banks. From the study, it is seen that most of the customers are more or less satisfied with their services. Focus was on the common problems that they face in their Bank, reveal their expectations about the customer and gave probable suggestion to solve these problems. Spontaneous reasons were found from the clients regarding these issues.

  7.2.1.Characteristics of the customers: 

The main characteristics of the customers are as follows:

· Age of the customers: 

The average age of the sample customers was found 38 years. 20% were above 50 years, 25% were 41-50 years, 30% were 31-40 years and 25% were 21-30 years. So, most of the customers were within the age group of 21-50 years.

· Occupation of the customers: 
About 60% customers of SEBL are jobholders. The next highest numbers, 15% of SEBL’s customers are Trader and 10% are industrials; And the rest 15% are house wife and students.
· Customers by type of accounts: 

30% of SEBL’s customers hold current account, 65% savings account and 5% other account.
From the above analysis it is found that, though they have some common characteristics, customers of SEBL’s are mostly middle aged, relatively better educated, concentrate in the professions like-trade and managerial services with better annual income.
 7.2.2.Nature of services received by the customers: 

The respondent customers indicated about a dozen of services that are rendered to them by both the banks from time to time. These includes,
i) Advising about the types of deposits

ii) Advising about the types of loans to be taken

iii) Advising about the withdrawal of deposits

iv) Asking for formalities/documentation for opening accounts

v) Asking for formalities/documentation for loans and advances

vi) In the collection of cheques and other instruments

vii) In the negotiation of loans

viii) In the arrangements of remittance facilities

ix) In rendering agency services

x) In offering locker services
7.3.Reasons for choosing: 

The order of preference differs between SEBL’s customers. In aggregate the factors, which are considered in choosing a Bank, are given below in order of rank:

i) Quality of services and location of a Bank (55%)

ii) Personal relationship and possibility of borrowings (15%) 

iii) Financial conditions of the banks (15%)

iv) Privatized bank & size of the bank (15%)
7.4. Time required for depositing money in different accounts 
The process of depositing involves-receiving cash, counting the cash, checking the deposit slip, stamping and signing the deposit slip, passing it to the casher. At the counter the cashier returns it to the depositor. 45% of SEBL’s Customer said that within 3 minutes a deposit was accepted.

7.5.Causes of dissatisfaction:
        The respondent customers were asked with an open-ended question to state the reasons of their dissatisfaction with the banks services. Most of the customers stated more than one reason. Some of these are: impolite behavior of the bank employees, delay in paying cash, education of levy etc.


8.1..SWOT Analysis:

Strengths:

· Capable Management.

· Good profitability.

· Adequate Capitalization.

· Extremely rapid growth.

· Above average asset quality.

· Online branch banking.

· Good number of corporate clients.
· Experienced staffs
· Quality products and services
· Well working environment 
Weaknesses:

· Lack of experienced employees in junior level management.

· Past missteps in to equity investment raise concern.

· Most of the branches are not well decorated.

· Lower level social commitment.

· Insufficient workforce & teamwork.
· Small market share

· Lack of full scale automation
· High concentration on fixed deposits and large-scale loans
Opportunities:

· Potential to expand franchise on consumer

· Launching own ATM card services.

· Launching Online Banking Services.

· Privet Sector Orientation.

· Value addition in products and services

· Increasing purchasing power of people

· Increasing trend in international business
Threats:

· Increased Competition in the sector from spate if new licensed private banks will pressure spreads and undercut the banks comparative advantage.

· Exiting Card services of Standard Chartered Grindlays Bank

· Daily basis interest on deposit offered by HSBC bank.

· Entrance of new PCBs.
· National and global political unrest
· Frequent changes of banking rules by the Central Bank


9.1.Implementation of Marketing Strategies

Given below the Marketing Strategies & their Implementation:

· Products/ Services

· Pricing

· Placement Strategies

· Promotion Strategies

· Physical Facilities

· Process

· People

Products/ Services:
Southeast Bank offers a wide variety of financial products which have prescribed as before. From that point of view we can say that Southeast Bank has achieved a strong base of product offering & it is well ahead of its core competitors in this regard.
           Branding- Southeast Bank Limited has already established strong brand so that people can easily differentiate their bank & their services.

           Slogan- a bank with Vision 
 But I suggest that they should offer more unique services so that people can understand they are actually difference

Pricing:
Southeast bank Limited has created a strong deposit base by creating a group of loyal depositors. As a result it is capable of offering a very competitive rate for its financial products. Most of the customers are satisfied.
Some of the customers are dissatisfied, because they think that their interest rate is so high. But I will suggest that for this reason they should consider income tax for deposit scheme.

Placement Strategies:
Southeast bank limited has so far 46 branches in different areas of the country. This number is quite high if we compare it with its core competitors. So by increasing the number of branches Southeast Bank is reaching to a higher number of customer groups.
At present most of its branches are situated in urban areas. But I suggest that they should step to reach to a large customers group by setting up few branches in rural areas.

Promotion Strategies:

To survive in the competition Banks, Southeast Bank use this promotion tools:

· Advertising

· Personal Selling

· Sales Promotion

· Publicity

Their promotion strategies should not for their profit. They should try to insert loyalty among its customers by offering extra benefits. They should increase their promotional campaign. Southeast bank should also provide meaningful advertisement in different type media.

Physical Facilities:

It was found in the study that customs of Southeast Bank are quite happy with its existing physical facilities. 

But I think that Southeast bank can introduce 24 hours banking system for convenience of the customers.

Process:
Customers are so far satisfied about the process of the operation of Southeast Bank services.

But to certain reputation Southeast Bank must always try to utilize moderns of providing services.

People:
Customers are so happy with the behavior of Southeast Bank’s employees. Still Southeast Bank should introduce an incentive system by employees will be offered monetary reward for achieving their targeted result.



10.1. Recommendation 

1. The bank personnel should help the customers to understand the form.

2. Bank employees should be more diplomatic for acquiring information of the customers.

3. A bank employee requires more patients for the misbehavior of customer.

4. To provide proper education to the customer concerning general banking services.

5. Government and Private sector should give adequate knowledge for the development of a decent banking culture in the country.

6. Management information System should immediately be developed.

7. Making correspondence with the customers.

8. Making good behavior with the customers.

9.  Call centre can be established for receiving complains and suggestions.

10.  Telephone network should be developed.

11.  All the tasks should be equally distributed to all the employees.

12.  The charge of PO and DD etc can be exempted or narrowed down in the case of SEBL customers.  

13.  Fund transfer, payment of utility bill, balance inquiry etc can be done through internet.

14. When a customer opens a new account then a cheque book can be delivered at that time in the name of welcome account with containing 5 pages.

15.  It is observed that bank executives have little idea about their customer   behavior; attempts should be taken to bring customers orientation in banking management.

16.  Training programs should be undertaken to develop the interpersonal dealings of bank employees. It is unanimously expressed that customers expect better dealings from bank executives.

17.  It is noted that “delay in service” is one of the problems faced by bank customers. Attempts should be made to strengthen the banking procedure. Front line cashiers may be empowered to entertain cheques up to a certain limit on an experimental basis which will save time and cost on the one hand and improved the banking service on the other hand.

18.  It is intended to identify the types of services suggested by bank customers to be rendered by banks. Services that are desired by depositors are given below:

· Payment of insurance premium.

· Payment of various bills.

· Prompt Banking service.

· Introduction of Evening Banking.

· Motivating publics toward savings.

19. SEBL should increase marketing activities to be competitive in the marketplace
20. Marketing of credit products should increase 

10.2. Conclusion
General Banking development performs the core functions of the bank, operated the day-to-day transactions, all other department is linked with these departments. They take the deposit from the customers and meet their demand for cash honoring their cheques. The department is very rush and the employees here are to upgrade to their duty.

It has been seen that the customers are more or less satisfied with the overall services of customer service and the behavior of employees. They also have some complains which make them unsatisfied in some cases. I have noticed that the customers prefer prompt service, Online Banking services, want to avoid more formalities for issuing D.D, P.O, opening account etc. So SEBL should try heart & soul to please those customers in a smart & trusting way.

The Southeast Bank Ltd. has been position in Grade-A category all the commercial banks in the Central Bank’s latest CAMEL rating.. The Southeast Bank Ltd. judged as the grade A, was given the top ratings in all five criteria-The Capital, the Asset quality, the Management, the Earnings and the Liquidity (CAMEL) considered for evaluating their positions, the sources said.

I have also noticed that SEBL has a better position for providing General Banking Services comparing with other private sector Banks. There is a word in business sector “A company must diminish from the market when it ceases to serve its customer.” So it is necessary to provide quality of services to make customer satisfied. Thus, an organization can achieve its goal successfully.
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Then the importer has to contact with the seller outside the country to obtain the Proforma Invoice (PI) or Intend.





When the importer accepts the Proforma Invoice or Intend, he/she makes a purchase contract with the exporter detailing the terms and conditions of the import.








After making the purchase contract, importer settles the means of payment with the seller. An import procedure differs with different means of payment. The possible means are Cash in Advance, Open Account, Collection Method and Documentary Letter of Credit.





Requesting the concerned bank (importer’s bank /issuing bank) to open a L/C (irrevocable) on behalf of importer favoring the exporter/seller.    








The Buyer (Importer)





The Beneficiary (Exporter)





The Opening Bank


The Advising Bank


The Negotiating Bank


The Reimbursing Bank 

















Parties Involve in operation of Letter of Credit





Sale contract 





Importer


Dhaka


(Applicant)





Exporter


London


(Beneficiary)





Ships Goods 





Forward L/C to the beneficiary





Presents documents & obtain payments





Applies for opening of L/C





Advising Bank


Forward L/C





Negotiating Bank


(HSBC)





Issuing Bank


(SEBL)





Obtain reimbursement from IB





Registration of Exporters





Securing the Order





Signing the Contract





Receiving Letter of Credit





Procuring the materials





Shipment of goods





Submission of the documents to the Bank for negotiation





Export Financing





Depositing the cheque along with deposit-slip





Crossing of the cheque are done indicating the Branch as collecting bank





Entries are given in the Outward Clearing Register





Endorsement “Payee’s A/C will be Credited on realization” is given
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																										Year		Taka

																										2007		55474.05

																										2006		46056.18

																										2005		38258.15

																										2004		27930.84

																										2003		19618.82
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