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This assessment is itself an attempt to provide students of BBA to a real life situation in which we can observe and evaluate the use and applicability of theoretical concepts on marketing aspect; we prepared this report under the guidance of the course instructor Mr.Maruf Reza Byron

1.2 Objectives

The objective of this report is to reflect the learning in this program. According to Service Marketing, the report purports to focus on two aspects,

The Marketing Analysis. 

       



The Marketing Strategy.

The purpose of the Marketing Strategy.  Part is to study the Premier Bank LTD.’s (The Premier Bank Ltd.) 

Structures to get an overview of the organization's system and to study its performance and other business affairs and finally, to have information to set up the company’s Marketing Strategy through Marketing Analysis. 

1.3 Broad Objective:

The broad objective of the report is to know about the market demands and the market opportunities of The Premier Bank Ltd., Principal Branch

1.4 Scope of the report

This part of the report encompasses a brief rundown on the various functions and operations of The City Bank Ltd. we allowed to have an analysis in the Marketing Department of THE Premier Bank LTD. Thus, all information used in this report is more or less collected through the day-to-day analysis in the Marketing Department.

Methodology

Both primary and secondary sources are used in the collection of information for preparing this report. In THE Premier Bank LTD., we routed through each of the departments and spent few days according to the schedule given at the beginning of this report. We interviewed managers and officers of the relevant departments and observed their activities. Every now and then engaged in conversation with the management. This is basically how we gathered information through sources. We also went through relevant manual reports of THE Premier Bank LTD. for collecting information.
1.6 Limitations

Although we have been in this organization for about 2 (Two) weeks and was oriented to the different departments in the inception stage of our report, but due to very short period of meeting with department heads, our information regarding the nature of job of different departments, the structure, employee performance and other aspects may not be a thorough one. The employees were always under tremendous work pressure, so they could not able to extend their proper co-operation. 

2.0 OVERVIEW OF THE PRIMIER BANK LTD.:

2.1 Company Background.

Privatization of Banking is an outcome of the deliberate policy change by the government of Bangladesh in the late 1970. The Premier Bank Limited is the first private bank in Bangladesh. The emergence of The City Bank Ltd. at the juncture of liberalization of global economic activities, after the URUGUAY ROUND has been an important event in the financial sector of Bangladesh. The experience of the prosperous economies of Asian Countries and in particular of South Asia has been the driving force and the strategic operational policy option of the Bank. The company philosophy- "A Bank with vision" has been precisely the essence of the legend of Asian Success.

The Government of Bangladesh has The City Bank Ltd., as a scheduled bank in the private sector is pursuance of the policy of liberalization of banking and financial services in Bangladesh. The bank was incorporated as a public limited company on 14th March 1983 under Companies Act 1913 and commenced banking operations through the Principal Branch at 10, Dilkusha Commercial Area, Dhaka on 27th March 1983. Mr. Dean Mohammad was elected as the first Chairman of the board.

2.2 Industrial Background 

Bank is a service-oriented organization. With the wide networking and geographical area coverage it emphasizes on its improved services for existence and prosperity. Private sector commercial banks are private companies operated under the legislative framework, which covers both company Act, and Banking Company Act. Like all business entities, bank's main objective is also profitability and solvency. However, besides the primary objective of profit making, banks also have social responsibilities. A brief overview of THE CITY BANK LTD's organizational set-up is enumerated in subsequent paragraphs.

3.0 THE RELEVANT MARKET

The relevant market is the set of products and /or services that, management considers being strategically important.

Defining the relevant market of The City Bank Ltd. we have to consider two factors:

The management perspective.

Where competition is primarily coming from, i.e., the degree of substitutability.

For The City Bank Ltd. case, the management perspective should be to introduce new more branches at different suitable area where they don’t have any other branches and where the competitors did not enter yet. So that, the company could be the pioneer of banking in those areas. We know that the pioneer has the greater opportunity to build up brand loyal in the consumer’s minds.

Even though, the major competitors of THE CITY BANK LTD. are some foreign banks who are doing the same types of job, it has to face competition from some substitute organizations, like 7th Mutual Fund, Shadharan Bima Insurance Co. Ltd., Islami Insurance of Bangladesh for Loans and Deposits as well. And other government departments like GPO Shanchaya Bima, Bangladesh Bank Shanchaya Bima etc. work as highly competitors to the Banks as they are paying higher interest rates to the Depositors than that of Banks.

3.1 Market Structure:

In the market Structure, the first step is need and which is financing. The main job of the bank is to fulfill the financial need in the economy and the own financial need as well. To fulfill the stated needs the bank usually goes through two processes or classes. They are: Deposit and Loan. Through Deposit the bank fulfill theirs’ own needs. They collect money from Depositors promising them to give a certain interest rate and lend this money to the creditor at a higher interest rate. The difference between two is there income. Besides that they have other incomes as service charges providing different services to the clients. The deposit has three forms in THE CITY BANK LTD. like Fixed deposit, Savings bank deposit and Current & Contingency deposit considering the time. Three types of loans are also formed in THE CITY BANK LTD. considering the time. They are shown in the figure. The interest rates also vary according to the time a higher rate has to be paid for long-term loans rather than mid- term and short-term loans. The same are happened between mid-term loans short-term loans as well. In figure-1, Sub Form shows how different types of deposits and Loans are made through different sectors. Finally, Brand represents the competitors in the figure.

Figure 1: Market Structure
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Brand

	The City Bank Ltd.

Shilpa Bank Ltd.

Janata Bank.

Sonali Bank.

Prime Bank Ltd

South East Bank Ltd.
GPO Shanchaya scheme

Bangldesh bank Shanchaya scheme.
	House Building

Delta Brac Housing

Prime Bank Ltd.


	The City Bank Ltd.

Janata Bank.

Sonali Bank.

Prime Bank Ltd

South East Bank Ltd.
Standard & Chartered Bank
	The City Bank Ltd.

Janata Bank.

Sonali Bank.

Prime Bank Ltd

South East Bank Ltd.

Eastern Bank Ltd.

Dutch Bangla Bank Ltd
Standard & Chartered Bank


4.0 PRIMARY DEMAND ANALYSIS:
Primary demand is the demand for the product form, sub-form or class that has been defined as the relevant market. Primary demand is analyzed in order to identify growth opportunities for product form/class.

Primary demand for this banking service is organizational rather than consumer in nature. THE CITY BANK LTD. needs to be involved more in promotional activities. So that, the consumers could be aware about the advantages of THE CITY BANK LTD.. 

4.1 Buyer Identification: 

Buyer Characteristics: Consumers who have income sources are the buyers for the company. Those who have idle money, even though they are not the earning person, are also would be considered as the buyer. Generally, buyer characteristics depend on the followings.  

Age:

People of 18 and over could be the buyer of THE CITY BANK LTD., as people of that age, usually in Bangladesh, earn money or maintain accounts at the bank. People of under that age are students and need not to obtain loan from the bank. Besides that, there is no provision of student loan in the banking system of Bangladesh. In addition, there is age limitation for obtaining loan from bank.

Income: 
Those who are capable of maintaining the required margin of the bank are the buyer of the bank. Generally, Service holder, Industrialists, House-wives are in this panel. The people who are hand-to-mouths are not in the panel.

Occupation: Business-people, Service-people, House-wives etc are buyer of the bank.

Location: Even though most of the people live in villages, the banks’ target locations are urban and sub–urban areas. Because, usually villagers do not deposit their money in the bank for collection complexity

Demographics and Life Style: 
The potential users are aged 18 and above who own homes. This includes families, single business people, professional couples and the elderly. Medium to high-income households primarily dominate the market as they have expendable income for getting deposit and loan services from THE CITY BANK LTD.  

Buying Center:
The buying center is composed of “all those individuals and groups who participate in the purchasing decision-making process, who share some common goals and the risk arising from decision.” The buying center includes all members of the organization who play any of seven roles in the purchase decision process.
Initiators: Accounts Department if the money needs to be deposited.

User: The employees of the bank who are holding their accounts in the bank for      drawing their salaries. The employees of any other organization who holding their accounts in this bank are also users. 

Influencers: Financial Analysts are the influencers of the company’s buying decision. The accountants and the auditors of that company could also be influencers.

Deciders : People who decide on service requirements or on providers. The Governing body of any large organization, Managing Director of Mid-level organizations and Sole proprietor of small organizations are the deciders of the companies. 

Approvers :  Administration and The Governing Body.

Buyers : The Accounts Officers, Employees, House-wives (sometimes).

Gatekeepers : Pay’s, Administration
· Customer Turnover: Customer Turnover refers to the rate at which an organization must replace all or a substantial part of the individuals in its market because of a change in some aspect of the buyer’s characteristics. It is clearly seen that the customer turnover is low for The City Bank Limited, as in this year the deposited money is Tk. 19683.30 million whereas, in the last year it was Tk. 17183.98 million. Besides that, this bank never in loss position, always they make profit.

MARKETING MIX OR 9 P’S AFFECTING THE CITY BANK:
· Product 

· Price

· Place

· Promotion

· People

· Productivity & Quality

· Period

· Physical evidence

· Process

Product:-

The following are attributes of financing services within The City Bank Limited of Bangladesh:
	Determinant
	Defensive
	Optional

	Flexibility

Long term Viability

Reputation

Stability

Proven Reliability

Proven capacity to provide customer the most satisfaction.
	Reliability

Attentive Employees

Price


	Complementary Services


Businesses are principally concerned with two main aspects of financial service providers that the determinant attributes identified fall under. They must:

a) Have a record of reliable service performance. Businesses want to know that, their financial support will be provided on time and in a presentable manner.

b) Be stable and have long-term viability. Businesses want to know that their financial service provider is going to be around for a long time so they do not have to worry about finding new financial service provider if the business goes under.

The product / services of The City Bank Ltd. are backed by a moderate level of computerization. The Bank is presently using Local Area Network (LAN) for banking operation, which is capable of generating daily-consolidated statement of affairs of all the branches.

In The City Bank Limited, The benefit of the services to the customer is illustrated below:

· Credit Service

THE CITY BANK LTD's credit portfolio includes term, continues and exports related loans. THE CITY BANK LTD's credit facilities are also reasonably better than other local banks. Its interest rate ranges from 10% to 16.5%. Although the rate is little bit higher than other Nationalized Commercial Banks, but average customers are ready to pay such interests because of their faster and quality services.
· Agency and Other
Clearing / collection of cheaques and other instruments on behalf of the customers.

Locker service at selected branches. Three (3) sizes of lockers are available: small, medium, and large, annual charges ranging from Tk. 1500 to Tk. 4000 is applicable.
· Deposit
The category of services includes:

i. Current Deposit.

ii. City Bank Sanchaya Scheme.

iii. Short Term Deposit (STD).

iv. Fixed Deposit (FDR).

v. Bonus Deposit scheme.

vi. Deposits in Foreign Currency. 

vii. Deposit Pension Scheme.

viii. Deposit from Banks.

ix. Bearer's Certificates of Deposits (BCD).

x. Sundry Deposits.
· Fund transfers

The following functions / instruments are included in this category:

Telegraphic Transfer (TT).

Demand Draft (DD).

Mail Transfer (MT).

Payment Order (PO).

Traveler’s cheaques.
· Export

The export business includes the following services: 

1. Bill purchase / discounts.

2. Bill negotiation.

3. Bill collection.

4. Letter of credit advising and confirming.
· Import

Import business includes:

1. Opening letter of credit (L/C).

2. Retirement of import documents.

3. Issuance of shipping guarantee.
· Guarantees
1. Bid bonds.

2. Performance bonds and advance payment guarantees (AGP).

3. Guarantees against foreign counter guarantees.
· Securities

 
It includes the following:

1. Sales and encashment of government securities (BSP, PSP etc.).

2. Banker to the issue for IPO.

Price

· Price plays both an economic and a psychological role in the service sectors. In country like ours the middle class, upper middle class income groups (target customer for the bank) are very price sensitive. So, price should be comparative. The City Bank Limited should go for a parity pricing because, the bank have to set their interest rate at or near competitive levels. If bank sets the interest rate at lower to that of the competitors’ levels, the bank will have fewer depositors and more creditors. The reverse could be happened if the bank sets their interest rate at higher of the competitor’s level. So, in the both cases the bank won’t make profit.

Place

· The sale should be direct because there is no scope to sale their service through any media.

· Sales and Distribution should be exclusively selective because it is not possible to give loans to everybody.

· Sales should be through single channel.

Promotion

As intangible dominating product, services are not easily advertised. The intangible is difficult to depict in advertising, whether the media is print, television or radio. Service advertising should thus emphasize tangible cues that will help the customers understand and evaluate the service.

· The advertising cues in different media should be presented physical forms to symbolize the service itself.

· Personal selling is potentially powerful in services. Customer service personnel should be trained to use this opportunity to reduce customer uncertainty to give reassurance and promote the reputation of the organization.

· Customers tend to value word-of-mouth communications more than organization sponsored communication, because services are experiential in nature. So, The City Bank Ltd. should attempt to stimulate word-of-mouth communications.
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Productivity & Quality

The city bank provided good quality service which can earn to new customer. In that case they flow various productive way to assure the quality of service.

Period

Manly the city bank working hour is Sunday to Thursday 9.00 am to 5.00 pm

Friday and Sat day holiday.

Physical evidence

 It means an environment which can explain that the basic characteristics of bank. It could be the interior decoration, the technology using etc. The city bank use world class furniture and relative technology to provided online banking.

Process

· Payment of customer's monthly bills. The existing offer can be revised by adding some extra service like payment of customer's monthly telephone, electricity etc. bills from their current or savings accounts.

· 24 hour outside withdrawal services (ATM) should be installed.

· 24-hour phone banking relationship based marketing to sustain and create loyalty among the existing customers.

· High technology utilization to provide improved services at low cost. Continued evaluation of the problems of the customer.

4.3 Factors affecting the willingness to buy:
There are five factors that generally have an influence on willingness to buy these are:
1.  Perception of Utility: To deposit money in a bank or to borrow money from a bank is necessity because of seeking security and fund availability. So, people have to utilize the service of the bank.
2.  Related Products and Services: People want to invest their money borrowing from    the bank rather invest from their own funds. Besides that, in order to involve in foreign trade the exporter or importer has to open an L/C
3.  Usage Problem: People will prefer the services, which have less usage problems.
4.  Value or experience compatibility: This is not relevant in the market for banking business, as the service does not require a change in purchase or usage behavior. Banking is a familiar and non-threatening service and has been popular for a long time.

5.  Perceived Risk: The willingness to buy a product form or product class will also depend on types of risks perceived by potential buyer. In general, the perceived risk for this financing service will be low as it is a very established form of deposit and loan in Bangladesh. Specifically, there are six types of risk that may exist when purchasing a product form or class.
· Economic or financial Risks: This will usually be high as there is a possibility whether the creditors could be able to return the amount that they borrow from the bank. The fisher effect could be a risk for this.

· Time or convenience risks:  This will vary depending on the kinds of businesses. The short-term loan has less and Long-term loan has high time risk. 

· Performance risks: The speed of processing to approve a loan is relating to this risk. Longer processing time to approve a loan might result in dissatisfaction among the customers.

· Physical/Social/Psychological risks: Change in Government policy, religious awareness can pose a threat to this kind of business. (e.g. interest is forbidden in Islam. So, it will affect the willingness to buy).

4.4 Factors affecting ability to buy:
· Cost Factor: If the interest rate and other service charges offered to the customers is competitive, it will cause to the customers to be incapable.
· Spatial Ability:  The number of branches throughout the country will increase the accessibility of the customers. 
4.5 Changes in primary demand over the past two years:

The Government in order to make-up the fiscal deficit had resorted to bank borrowing from the public by way of issuing bonds at higher rates of interest. This has naturally affected bank's traditional source of deposit mobilization because the depositors find investment in bonds more attractive for the reason of higher tax-free rates of interest. In spite of such major economic dictates the total deposit rose to Taka 10,509.85 million as on 31st December 2002 showing a substantial increase of near about 24% in comparison to that of last year. The significant growth in deposit enabled the bank to expand its business and performing assets and also had an impact on the profit of the bank. Table-I shows the deposit mix of THE CITY BANK LTD. of the years 2001 & 2002, which is shown graphically in figure II & III

Table-I

Deposit Mix of THE CITY BANK LTD. in 2001& 2002.

	Year
	2005
	2006

	Deposits

(
	Amount

(Tk. In million)
	Percentage

Distribution
	Amount

(Tk. In million)
	Percentage

Distribution

	Fixed Deposit
	2,249.85
	26.5 %
	2,711.23
	25.8 %

	Savings Bank Deposit
	1,843.79
	21.7 %
	2,142.59
	20.4 %

	Contingency & Current Deposit
	4,408.44
	51.8 %
	5,656.03
	53.8 %

	Total
	8,502.08
	100%
	10,509.85
	100%


Source: Annual Report

Figure II:

Figure III:

5.0 SELECTIVE DEMAND ANALYSIS:  

Selective demand is the demand for a specific brand or supplier within the relevant market. Analysis of selective demand will help us to under stand how buyers make choices from the alternatives. The demand for the each service is analyzed separately comparing to the same services offered by the competitors.

The decision making process of the buyer:
1. High-Low involvement purchase: Purchase is high for the commercial buyers, as they earn money more, deal with bank more and need more loans.
2. Routine response/ modified rebuy/ New task purchase : Routine response is high for the existing clients and they can switch to other forms of services (e.g. From saving accounts to current accounts.).
3. Method of communication with customers/ how company disseminate info to the target consumer: Monthly financial Statement is sent to the each individual customer so that, they aware of their balance.

6.0 MARKET SEGMENTATION: 
A market segment consists of a group of customers whose requirements for satisfaction are similar. The relevant market comprises four market segments. These segments combine needs/end benefits, purchase behavior, lifestyles and classifying characteristics

Needs and Desired end benefits: The needs and desired end benefits of the customers are to satisfy financial needs and obtaining securities for their funds. So, the market could be segmented in terms of who wants loan and who wants to deposit. The combination of both could be segmentation.

Purchase Behavior: In The City Bank Limited, the market would segment in terms of usage basis into Long-term, Mid-term and Short-term creditors or depositors.

Value & Lifestyles: The market could be segmented in terms of customers values and their lifestyles. Those who have accounts in this bank depositing more than Tk. 5,000,000 could one segment calling them V.I.P clients and those who have less than Tk. 5,000,000 could be another segment. 

Table IV: Demographic segments based on Client identification analysis
	Basis for Segmentation
	Major Segments Identified

	Gender
	Both men and Women

	Age 
	18+

	Education Level
	Tertiary education

	Income Level
	Above average income

	Family Lifecycle
	Young Couples 

	Location
	All over Bangladesh.


7.0 COMPETITIVE ANALYSIS: 

Industries Characteristics:

Porter’s Five Forces Analysis:
· Power of buyers:

 The power of buyer in this market is fairly high as there are no real switching costs, little differentiation. There are many competitors to choose from.
· Power of suppliers:

The power of suppliers in the consumer financing services industry is relatively low. Because The City Bank Ltd. is not only the one bank who provide this service, all Govt. banks and many of the private banks can provide this service.
· Threat of  Substitute:

The threat of substitutes in this market is high and it is increasing day by day. Some of the mutual funds, insurance companies and other organizations relating to this are being introduced in Bangladesh. 
· Threat of New entrants:
The threat of new entrants is highly increased particularly in private sectors. In Bangladesh, new private banks are being introduced.
· Degree of Competitive rivalry:

Competitive rivalry in the banking services industry has increased from a monopoly situation into a highly competitive; rapidly evolving industry where companies must constantly be expanding their service offering in order to stay competitive, competition is based on service charge and brand image. Almost all banks provide same kinds of offer to the customer the porter’s five forces analysis reveals that the major threat is from new entrants and bargaining power of buyers. To compete with new entrants The City Bank Ltd. need to set up strong barriers to entry. To reduce the bargaining power of buyers and threat of new entrants they will need to create switching costs by emphasizing differentiation and superior service and quality. Out of five forces as analyzed by porter, one is not relevant for The City Bank Limited and that is why rest four forces are discussed here.

Competitor Profiling:

The main competitors for The City Bank Ltd. are Prime Bank, AB bank and Dutch Bangla Bank etc. There are many other banks that provide financial support. But these three are their main competitor.

The City Bank Limited

Strengths:

1. The City Bank Ltd. has gained reputation through clean and posh interior design of lay out. It also provides prompt services with higher degree of secrecy.

2. It has a good management team and disciplined work force.

3. The City Bank Ltd. abides a set of core values-

·    Responsive to customers needs.

·    Professional in manager striving for excellence.

4. Installation of good communication system that enables the Bank to have on time communication with all branches which reduces excessive paper work and saves time for valued customer’s transaction.

Weakness:

1. Service charge in some areas is higher than that of the nationalized banks, which discourage middle class customers.

2. There in no overtime allowance for employees who have to stay in the bank till 8 p.m. It denominates those employees.

3. Now a day most of the customers expect personalized service, which The City Bank Ltd.  Can provide during the business hour.
Opportunities:
1. Opportunity retail banking lies in the fact that the country's increased population is gradually learning to adopt consumer finance. So, the retail lending products have opportunities to tap the market of middle class service holders.

2. Bangladesh is a developing country. The investment potential of Bangladesh is attracting foreign investors. So, The City Bank Ltd. has opportunity of expansion in business.

Threats:
Some foreign banks and private banks are threat to The City Bank Ltd. like Dhaka Bank, Prime Bank, Dutch-Bangla Bank etc.

AB BANK:

Strengths:
a. AB bank charge low interest on loan.

b. They provide large amount of loan.

c. They provide their service through 67 branches which covering maximum districts.

d. Their standard monitoring system helps them to provide better service.

e. Their website is decorative with rich information.

f. Effective and unique television commercials and many other alternative ways to communicate with customers. Which drive huge levels of brand awareness among the core target customers...?

g. They maintain long-term relation with their clients.

h. Their staffs are very friendly and efficient.

i. Their all staffs are highly educated and qualified.

Weakness:
a. Service sometimes poor due to large amount of clients.

b. Because of communication gap sometimes long-term relationship is break-up.

c. If any one takes this service he/she need personal guarantee.

 Dutch-Bangla Bank 
 Strengths:
a. High brand awareness (easily identified name and logo).

b. They don’t want any kind of personal guarantee for their loan.

c. Website and e-mail.

d. Attractive advertisement.

e. Their offices are well furnished and decorated.

Weakness;
a. They charge high interest on loan.

b. They provide small amount of loan.

c. Their monitoring system is not well for this reason their service is hampered.

d. They have limited branches that dose not cover maximum of target customers.

Prime Bank Ltd:
Strengths:
a. Their banks are well-reputed and established bank.

b. Vast and innovative advertisement.

c. Website and e-mail.

d. They have smart and well-behaved staffs.

Weakness:
a. They charge high interest on loan.

b. They provide small amount of loan.

c. They have limited branches for this reason they are not able to fulfill their clients wants and needs.

d. Their monitoring system is not well.

e. If any one takes this service he/she need two personal guarantees.

8.0 MARKET MEASUREMENT:

The relevant industries data are as follows:

a. The Average bank interest rate on credit scheme is 12%.

b. The average customer age from 18 to 18+.

c. Their customers are divided in two section:

1. VIP customer (Those who has minimum balance on their accounts of Tk.5, 000,000).

2. Those who has balance on their accounts of less than Tk.5, 000,000.

d. Their all new customers must be referred by two of the existing customers.

e. Industry growth rate is 10% to 15%. 

Among the four market segment the ‘purchase behavior’ is the most popular one as there is a scheme for housing loan which is a market niche. As they are the monopoly among the banks, they will have more customers for that scheme. So, the bank must focus on this scheme.

9.0 TARGET MARKETS

1. Officers or Executives of different private/multinational Companies, Corporations, banks, Insurance companies.

2. Officers or Executives of different Government or semi-Government or Autonomous Bodies, NGOS, International Aid Agencies and UN Bodies.

3. Teachers of Educational Institution.

4. Self-employed professionals (Doctors / Engineers / Chartered Accounts / Architects / Lawyers / Consultants).

5. Businessmen.

10.0 CONCLUSIONS:
Banking has changed enormously in the last decade. Management of bank credit is becoming complex because of fast growing needs of the economy in the context of changing business scenario in the increasing competitive environment of today in which the banks are functioning. Banking sector is considered to be one of the key areas of financial institutions. we are tried to discuss the organizational issues highlighting the positive and negative aspects and opportunities as well as the basic orientation of the bank . Then  mainly we focused on the market analysis of THE CITY BANK LTD. as well as tried to compare the performance and the potentiality of this bank with that of the Prime Bank Ltd. in the center part of the report. During the analysis we have seen that Prime Bank Ltd. is doing better than THE CITY BANK LTD. in the recovery of unclassified loans and advances but THE CITY BANK LTD. is ahead in the recovery field of classified loans. The over all view is that THE CITY BANK LTD. is moderately doing better in the recovery of its outstanding loans and advances. Since the banking sector is getting competitive THE CITY BANK LTD. must follow a strong recovery and loan management system for faster service to its customers. It is expected that The City Bank Ltd. continues to prosper in the coming days and the management should boldly navigate the organization in this turbulent ocean of competition as the bank embarks in to a new millennium.
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