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Introduction
1.1-Introduction
A commercial bank performs an imperative function in the economy. It helps to mobilize money by a continuous procedure of borrowing and lending money. It accumulates its capital through both own sourcing and out sourcing (depositors are the major part of out sourcing). This amount is then lent to the other party. Being a service industry provides various services to its customers. So, every commercial bank has to think about their customer first, because the customers are the sovereign. 

Involvement of the banking sector in different financial events is increasing day by day. At the same time the banking process is becoming faster, easier and the banking arena is becoming wider. As the demand for better service increases, the banking organizations are coming with innovative ideas. In order to survive in the competitive field of the banking sector, all banking organizations are looking for better service opportunities to provide to their clients.  

Modern businesses have begun to realize that only satisfying customers may not be strong weapon to run the business for long time. Rather, they should strive for ‘customer delight’, which comes when customers are fully satisfied. It is also necessary because today’s delighted customers could take the business into tomorrow’s inevitable stable position. Undoubtedly, organizations have to face many rivals dangling lucrative incentives to lure away one’s prospective customers. It increased the importance of the study of overall banking performance and the level of customer satisfaction of Mercantile Bank. This is why I have decided to prepare my intern report on overall banking performance and level of customer satisfaction of Mercantile Bank (Main Branch).

1.2-Objective of the report 

A significant array of reforms, deregulation and liberalization have been carried out over the  recent years in policies relating to virtually every sector of the economy including financial reforms with the aim of globalization challenges for the economy through introduction of international competitiveness and productive efficiency. The Main Objective is the development of an understanding about the practical banking activities and to relate them with the theoretical knowledge as well as to determine the level of customer satisfaction about the provided services of Mercantile Bank.

· To identify the present state of Mercantile Bank Limited (MBL), Main Branch.  

· To know the customer expectations of the bank regarding the service quality.

· To know the customer perceptions of the bank regarding the service quality.

· To understand the gap between customer perceptions and expectations.

· To describe  the General Banking, SMS Banking, ATM  facilities and other  facilities provided by MBL. 

· To describe the overall credit policy and foreign exchange operations of MBL.

· To know about the implementation of the loan procedures and how the loan will be disbursed. 

· To know the reflection towards bank profit while introducing technological innovations.

· To interpret operation and smooth efficiency

· To draw SWOT analysis of MBL, Main branch.  

· To discuss the potential of MBL. 

· To recommend actions necessary to improve in the customer services overall.

1.3-Significance of the Study
Banking sector is expanding its hand in different financial events every day. At the same time the banking activities now a days is becoming more transnational and wider. As bank is the service-oriented institution, it has to take a consideration about the attributes of the services rendered by it. Otherwise, in the competitive market it cannot retain its position. Service provided organization’s success is recognized as the dominant factor of the loyalty of the customer/client towards the brand or organization. It has commonly known that customer satisfaction has related to customer loyalty, which in turn related to profitability. Not only that recent actions accounted by the authorities also have greater impact over the customer satisfaction. Therefore, the first thing the service institutions have to do is to keep knowledge about the satisfaction level of the customers on the products and services also need to measure the due actions to decide whether the overall performance is up to the mark or not. Naturally, the overall performance and customer satisfaction of banks are measured through provided products or services, effectiveness of management, interest rate, profitability, share value, corporate social responsibility, etc. This study reveals the overall performance and satisfaction level of the customers perceived from the services furnished by the banks and also the performance appraisals of the due actions. By this study, the bank can get the idea about the features to be added to the present service or to be discarded from it. Secondly, this study measuring the satisfaction level as well as the gap between the expectation and perception also analyzed. Overall performance evolution and Customer satisfaction are the only one criterion to improve the business scenario of service organizations like bank. Therefore, the report has greater significance because MBL can use this to improve their customer satisfaction as well as can improve the overall performance.    
1.4-Methodology

Appropriate methodology is required for a successful execution of any research work. It helps to organize and analysis the necessary data and information through a systematic process to achieve the ultimate objectives of the study. The methodology for preparing this study was as follows.

Sources of Information 
For preparing this report, both primary and secondary data has been required. For collection of primary data customer survey has been done, and for overall organizational performance overview, literature review and theoretical background secondary information has been used.
Data Collection Method
Primary Data 

· Target Sources: The target source of information has been the customers of Mercantile Bank Main Branch.
· Device of Collecting Process: The information has been collected with the help of questionnaire. Using 5-point scale the questionnaire has been developed. Each item has used a five-point scale (1 = strongly disagree, 5 = strongly agree)

· Population: The population has been the customers of Mercantile Bank Ltd.

· Sample Size: The sample size has been total 100 customers of Mercantile Bank.

· Sampling Technique: “Convenience sampling” technique has been used for collecting the data. 
Secondary Data: 
Secondary data consists of all published and reported materials that have already collected or preserver by somebody else. In this study, the sources of all the discussion regarding the overall performance, literature review and theoretical background portions are from secondary data sources and collected from difference books, journals, periodicals, newspapers, websites etc.    

1.5-limitations of the study
· Although I have obtained wholehearted co-operation from employees and customers of MBL, Main Branch but they could not manage enough time to deal with my report. 
· The sample size was only 100, which may not be representative for this type of study.

· Making the information out from the sample customers was quite inconvenient.

· Many customers felt awkward giving right information in front of the personnel.

· The analysis and findings has been prepared based on information from questionnaire, thus the credibility and exactitude provided depends upon the respondents. 

· The  annual  report  is  the  main  secondary  source  of information regarding the overall performance  but  this information was not enough to complete the report and it was not identified clear idea about this branch specifically. 
· Due to some policies of the bank I couldn’t collect the organizational hierarchy to show the organizational decisions flow. 

· The main limitation for me was the fact that I could not manage to work in the IT section. Therefore, I have very little knowledge regarding the whole process of PC bank under which the whole online banking system is operated. 

· Finally there were some restrictions for me as an internee. That’s why I couldn’t able to provide precise data on many operations of the bank.
1.6-Budget of the study
The over all time budget for the preparation of the report is thirteen weeks. So far I have gathered all the primary data and the lacking of secondary data is expected to be completed by the 5th of April. After the completion of few remaining data collection the report will be prepared and expected to be completed by 20th of April.
	Particulars
	Time (weeks)

	1. Preparation of project proposal
	2

	2. Preparation of questionnaire
	1

	3. Collection of data
	4

	4. Analysis of data
	2

	5. Preparation of draft report
	2

	6. Preparation of final report
	2

	Grand Total
	13


Table 1: Time Budget of the Study
Regarding the financial budget it will incur the sources and amount of expenses for conducting the study. The following table shows those expenses:

	Particulars
	Amount (Taka)

	1. Institutional (University) Expense
	18,000

	2. Office Expense
	9,000

	3. convenes
	1,440

	4. Printing and binding charge
	3,000

	5. Miscellaneous
	5,000

	Grand Total
	36,440


Table 2: Financial Budget of the Study
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2.1-Name, Location and Historical Background
Mercantile Bank Limited is a scheduled private commercial bank established on May 20, 1999 under the Bank Company Act, 1991 and incorporated as a Public Limited Company under Company Act, 1994. The Bank started commercial banking operations from June 02, 1999. During this short span of time, the Bank has been successful to position itself as a progressive sand dynamic financial institution in the country.  The  Bank  had  been  widely  welcome  by  the  business  community,  from  small entrepreneurs  for  forward-looking  business  outlook  business  outlook  and  innovative financing solutions. Thus, within this very short period it has been able to create an image for itself and has earned significant reputation in the country’s banking sector as a bank with vision. The company Philosophy –“efficiency is our strength’s” has been exactly the essence of success of this Bank.   Mercantile  Bank  Limited  has  been  licensed  by  the  Government  of  Bangladesh  as  a scheduled  Bank  in  the  private  sector  in  the  process  of  the  policy  of  liberalization  of banking and financial services or Bangladesh. In view of the above, the Bank has, within a period of  eight  years  of  its operation,  achieved  a  remarkable  success  and has  always met up capital adequacy requirement set by Bangladesh Bank.
There  are  twenty-seven  sponsors  involved  in  creating  Mercantile  Bank  Limited;  the sponsors  of  the Bank  have  a  long  heritage  of  trade,  commerce  and  industry. They are highly regarded for their entrepreneurial competence. The sponsors happen to be member of different professional groups among whom are also renowned banking professionals having vast range of banking knowledge.  There are also members who are associated with other financial institution like companies, leasing company’s etc. The board of directors consists of 21 members elected from the sponsor of the bank. And the  board  of  directors  is  the  apex  body  of  e  bank. All route matters beyond delegated owners of management are decided upon by or routed through the executive committee, subject to ratification by the board of directors.
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Figure1: MBL Time line

Head Office 

61, Dilkusha Commercial Area 

Dhaka-1000, Bangladesh 

Tel: 880-2-9559333, 09553892, 9561140 

Fax: 880-2-9561213 

Swift: MBLBBDDH

E-mail: mbl@bol-online.com

Website: www.mblbd.com 

Branch Network: 50 & SME Service Center: 3
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Strategic objectives

+ toachieve positive Economic Value Added (EVA) each year.

* 1o be market leader in product innovation.

+ obe one of the top three Financial Istitutions in
Bangladesh in terms of cost effciency.

+ tobe one of the top five Financial Insttutons in Bangladesh
in terms of market share in all sinificant market segments
we serve.

Financial objectives
+ 1o achieve a return on shareholders’ equity of 20% or more,
on average.




	SL#
	Branch name and Address
	SL#
	Branch name and Address

	01.
	Main Branch 

61, Dilkusha Commercial Area 

Dhaka-1000, Bangladesh 

Tel.880-2-9559333,0171-535960

Fax:880-2-9561213 

Telex: 642480 MBLMB BI

SWIFT: MBLBBDDH
	02.
	Dhanmondi Branch

House No.2/1, Cosmos Tower,

Road No.-28(Old),15(New)Dhanmondi R/A,

Dhaka-1205

Bangladesh.

Phone : 9130500, 9142691, 8124234

Fax : 88-02-8126768

Mobile: 01713-068474, 01713-452824

SWIFT: MBLBBDDH006

	03.
	Kawran Bazar Branch 

25-26, Kawran Bazar C/A, 

Dhaka-1215, Bangladesh

Phone No.8112440, 8141910

Fax : 88-02-8126882 

Mobile:01711-535953 

SWIFT: MBLBBDDH002 




	04.
	Agrabad Branch

Hotel Hawai Building (1st floor) 39,

Agrabad C/A,

Chittagong, Bangladesh

Telephone : (031) 716421, 723181, 721772

Fax : 88-031-716459

Mobile: 01711-722925, 01711-722924

HOB: 01713-384491

SWIFT: MBLBBDDH003

	05.
	Joypara Branch

Samabay Super Market

Joypara Bazar, Dohar-06223-80032

Dhaka, Bangladesh

Phone No(06223) 80032

Fax: 88-06223-80032      

Mobile: 01711-535949

	06.
	Banani Branch 

Awal Centre (2nd Floor)

34, Kemal Ataturk Avenue, Banani C/A, Dhaka-1213, Bangladesh

Phone : 8816473, 8816474, 8827807

Fax : 88-02-8827807

Mobile: 01711-535954

SWIFT: MBLBBDDH007

	07.
	Rajshahi Branch 

JODIAC Plaza, Saheb Bazar, Rajshahi Bangladesh

Phone : (0721) 771214,812561-3

Fax: 88-0721-771215

Mobile: 01711-419079, 01713-193961
08.
 
	08.
	Naogaon Branch 

Main Road, Chakdev, Naogaon. Bangladesh

Phone : (0741) 63331, 69181, 69182

Fax : 88-0741-63230 

Mobile:01714-063430

Board Bazar Branch

	09.
	Sylhet Branch

Laldighirpar

Sylhet, Bangladesh

Phone:(0821) 723650,HOB: 723651

Fax : 88-0821-723722

Mobile: 01711-922810
10.
	10.
	Board Bazar Branch

Board Bazar Gazipur, Bangladesh

Phone No. 9291604, 9293639

Fax: 9291660

Mobile: 01711-535950 



	11.
	Nayabazar Branch

25/1, Zinda Bahar (1st Lane), 

Nawab Akhtaruddin Mansion

Nayabazar, Dhaka-1100

Bangladesh

Phone : 7393827, 7393655

Fax : 88-02-7390869

Mobile:01711-535956

SWIFT: MBLBBDDH011
	12.
	Khatungonj Branch

599,Ramjoymohajan Lane

Khatungong, Chittagong

Bangladesh.

Tel : (031) 626101, 626102, 622751

Fax : 88-031-635514

Mobile:01711-723051, 01711-724147

SWIFT: MBLBBDDH010 

	13.
	Mohakhali Branch

17, Mohakhali C/A (2nd Floor) Red Crescent Concord Tower, Dhaka , Bangladesh

Tel : 9888346, 9891520

Mobile: 01711-535957

Fax: 88-02-9895797

SWIFT: MBLBBDDH012
	14.
	Mirpur Branch

Rokeya Sarani, Razia Plaza (1st Floor) 184, Senpara Parbata

Mirpur-10 Dhaka-1216, Bangladesh

Tele: 9008852, 9015661, 8034577, 8034588

Fax: 88-02-9014582

Mobile: 01711-535955

SWIFT: MBLBBDDH015 

	15.
	Ashulia Branch

Byuiyan Complex

Jamgora Bazar

Ashulia, Savar

Dhaka, Bangladesh.

Tel: 7702491,7702891

Fax:88-02-7702491

Mobile: 01711-535948
	16.
	Uttara Branch

House No.10A, Road No.7/D

Sector No.9

Uttara Model Town

Uttara, Dhaka-1230, Bangladesh

Phone No: 8955879, 8958177, 8958244

Fax: 88-02-8955881

Mobile:01711-535942 

	17.
	Jubilee Road Branch

Kamal Chamber (2nd Floor)

61, Jubilee Road

Kotwali, Chittagong, Bangladesh

Tel : (031) 621018, 624819

Fax:031-626072

SWIFT: MBLBBDDH016

Mobile:01711-724874         
	18.
	Elephant Road Branch

Osman Plaza

75, Elephant Road, Dhaka-1205

Bangladesh

Tel : 8618732, 9677364

Mobile:01713-044832

Fax: 88-02-9669458

SWIFT: MBLBBDDH014

	19.
	Motijheel Branch

Malek Manson

128, Motijheel C/A,

Dhaka-1000

Bangladesh

Tel : 7161923-4, 9570131

Fax : 88-02-7161925

Mobile:01819-260289 HOB:9561178

SWIFT: MBLBBDDH013
	20.
	Madam Bibir Hat Branch

PO-Bhatiary, PS-Shitakund  Chittagong  Bangladesh

Tel: 031-2780465 

Mobile:01713-103107, 01713-105062

	21.
	Khulna Branch

Kastury Plaza

73, KDA Avenue Commercial Area, Khulna

Bangladesh.

Tel: (041) 813561-2

Mobile: 01713-400641

Fax: 041-813563 

	22.
	Rangpur Branch

Press Club Complex

Station Road, Rangpur

Bangladesh

Tele: (0521) 51299 & 51323 

Fax:0521-51110

Mobile:1713-201636 



	23.
	Satmosjid Road Branch

House No.735 (Old) ,82/A(New), Road: 8/A(New),

Satmosjid Road Dhanmondi 

Dhaka-1205, Bangladesh.

Tel : 8112463-4, 9141148

Mobile:01713-039792 

Fax:88-02-9139183
	24.
	Jhilongja Branch

Hotel Sea Palace Ltd.

Kalatoli Road

Cox's Bazar

Bangladesh

Tel : (0341) 62234

Fax: 0341-63734

Mobile: 01713-103662 

	25.
	O R Nizam Road Branch

191, C D A Avenue

East Nasirabad, Chittagong

Bangladesh.

Tel: 031-657512, 2550876

Fax:031-2550877

Mobile:1713-103663 
26.


Bogra Branch
	26.
	Barogola, Bogra Sdar, Bogra

Bangladesh

Tel : 051-69840

Fax: 051-69190

Mobile: 01713-044835 



	27.
	Chowmuhani Branch

Somobay Bhaban (2nd Floor) Karimpur Road 

P.O: Chowmuhani                  

P.S: Begumgonj, Noakhali

Bangladesh

Tel : 0321-52960 & 52966

Mobile: 01713-036991
	28.
	Konabari Branch

Motiur Rahman Plaza

Konabari Union

P.S: Gazipur Sadar, Gazipur

Bangladesh

Tel : 9298484 & 9298485

Fax: 9298486 

Mobile: 01713-044846 

	29.
	Gulshan Branch

CES(A), 54(A), Gulshan Avenue

Gulshan Model Town

Dhaka-1212

Bangladesh

Tel : 8835276-7, 8835614

Fax:8835615

Mobile: 01713-045296
	30.
	Hemayetpur Branch

Hatim Ali Complex, Singair Road, Hemayetpur, 

Savar ,Dhaka

Bangladesh

Tel: 7741532,7741533

Fax:7741531

Mobile: 01713-452995 

	31.
	Feni Branch 

105, S S Kaiser Road,

Feni Sadar, Feni

Bangladesh

Tel:0331-63558, 63559

Mobile: 01713-452994

Fax: 0331-63557
	32.
	Moulvi Bazar Branch 

152-2 (1st Floor), Court Road  Moulvibazar Bangladesh

Tel: 0861-62871, 62872

Fax: 0861-62873

Mobile: 01713-068126 

	33.
	Bijoynagar Branch

Kaizuddin Tower, 47, Bijoynagar (Old),

176(New) Shaheed Syed Nazrul Islam Sarani 

P.S.: Paltan, Dhaka-1000

Bangladesh 

Tel: 8333048,8333161

Fax: 8333043

Mobile: 01713-068127
	34.
	Mogh Bazar Branch

331 (Old), 227 (New), Outer Circular Road (First Floor)

P.S: Ramna, Dhaka-1217

Bangladesh

Tel: 8333016, HOB: 8333017 

Mobile:01713-068194, 01711-535945

Fax: 8333018



	35.
	Sapahar Branch 

Village and P.O. : Sapahar

Union & Thana : Sapahar

District : Naogaon 

Bangladesh

Tel: 07432-74080,74081

Mobile:01713-068096
	36.
	Beanibazar Branch

Zaman Plaza , Beanibazar Sylhet 

Bangladesh

Mobile: 01713-384495 

Tel : 03799-288656

Fax: 03799-288657 



	37.
	Barisal Branch 

141, Sadar Road Barisal 

Tel : 0431-2176209

Fax: 0431-2176208

Mobile: 01713-384496 
38.

	38.
	Bhajeshwar Bazar Branch 

Naria, Shariatpur 

Mobile: 01713-384497 



	39.
	Comilla Branch

1042/945 , Jhautola, Comilla

Tel: 081-65275

Fax:88-081-65276

Mobile: 01713-384498
	40.
	Green Road Branch

151/6 Green Road Dhanmondi 

Dhaka.

Mobile: 01730-013453

Tel: 8157266

Fax:8157155

	41.
	Shaikh Mujib Road Branch 

304 Shaikh Mujib Raod

Chittagong

Mobile: 01730-013454

Tel: 031-2514235

Fax:031-2514236 


	42
	Engineers Institution Branch

8/A Ramna Road ,Ramna 

Dhaka.

Mobile:01713-199852

Tel:7110610, 7110651 



	43.
	Dagon Bhuiyan Branch

Mizan Tower (Ground Floor & 1st Floor)273, Basurhat Road

Dagonbhuiyan Pouroshova, Feni.

Tel:03323-79105,03323-79106 

Fax: 
44.

	44.
	Mazar Road Branch

Hazrat Shah Ali Girls High School & College Market Complex (1st and 2nd Floor) Section-1, Mirpur 

Dhaka.

Mobile:01930-328681

Tel:8035539

Fax:8035529

	45.
	Dinajpur Branch 

Dinajpur Plaza, 1133/1 Gonesh Tola , Kotoali , 

Dinajpur

Mobile: 01730-328682

Tel: 0531-61217

Fax:0531-61218
	46.
	Jessore Branch

R. N. Road 

Jessore 



	47.
	Progati Sarani Branch 

Green Orlando, 42/4, Progati Sarani, Baridhara 

Dhaka

Mobile: 

Tel: 8411501-2

Fax:88-02-8411504

	48.
	Chittagong EPZ Branch

S A Tower, Airport Road, 

Chittagong. 

Mobile: 

Tel: 

Fax:



	49.
	Faridgonj Branch

Saima- Abdullaha Plaza, Faridgonj Bazar,

Fadidganj, Chandpur.

Mobile: 01730-318187

Tel: 08422-64377

Fax:
50.
	50.
	Narayanganj Branch

H R Plaza

64 (Old), 90 (New) Bongobondhu Road,

Narayanganj.

Mobile: 01730-318188

Tel: 7648241-43

Fax: 7648244


2.2-The corporate Structure
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The management of  the bank  is vastly on a Board of Directors,  for overall  supervision and  directions  on  policy matters  by  the  board.  The power of general supervision and control of the affairs of the bank is exercise by the president and managing director of the bank who is the chief executive officer. Above all, the bank will be manned and managed by a galaxy of talented professionals proficient in their individual fields and dedicated to the cause of the bank. The board of directors consists of eminent personalities from commerce and industry of the country. Mr. Md. Abdul Jalil, the Founder Chairman of  this Bank,  is  the member of parliament  of  the National Assembly  and  a  business person,  besides  being  an  eminent personality of the country. Highly qualified and efficient professionals manage this bank. Board of Directors who also decides the composition of each committee determines the responsibilities of each committee. All routine matters beyond delegated powers of management are decided by or routed through  the  executive  committee,  subject  to  rectification  by  the  board  of directors.  
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2.4-Objectives of the Mercantile Bank ltd
2.5-The Organization Structure
The organization structure and corporate of Mercantile Bank Limited (MBL) strongly reflect  its  determination  to  establish,  uphold  and  gain  a  stronger  footing  as  an organization which is customer-oriented and transparent in its management. 

· Board of Directors 

The Board  of Directors  consists  of  21 member  elected  from  the  sponsors  of  the Bank. The Board of Directors is the apex body of the bank. 
· Board Committees  

The  Board  of  Directors  who  also  decides  on  the  composition  of  each  committee determines the responsibilities of each committee. 

· Executive Committees 

All  routine  matter  beyond  delegated  powers  of  management  are  decided  upon  by  or 

routed  through  the  Executive  Committee,  subject  to  ratification  by  the  Board  of Directors.   

· Policy Committee 

All  mater  relating  to  the  principles,  policies,  rules,  and  regulation,  ethics  etc for operation and management of the bank are recommended by the Committee to the Board of Directors. 
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Figure2: Organization Structure of MBL

2.6-MBL at a glance
	Name
	Mercantile Bank Limited

	Date of incorporation
	20th May, 1999

	Date of inauguration of operation
	2nd June, 1999

	Registered office
	Main Branch 

61, Dilkusha Commercial Area 

Dhaka-1000, Bangladesh 

Tel.880-2-9559333,0171-535960

Fax:880-2-9561213 

Telex: 642480 MBLMB BI

	Logo
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	Name of the chairman of the board
	Md. Abdul Jalil

	Name of the managing director
	Shah Md. Nurul Alam

	Number of branches
	50

	Services provided
	Deposit schemes, Credit facilities, foreign exchange services, 

	Diversification of products and services
	Corporate Banking, Retail Banking

	Paid up capital
	1,498.90 (Million)

	Profit after tax and provision
	

	Publicly traded company
	Share quoted daily in DSE & CSE

	Credit card
	Member of master card

	Banking operation system
	Both conventional and foreign exchange system

	Technology used
	Member of SWIFT, Oline banking, UNIX 

based computer system

	Market value per share
	

	Earning per share
	

	E-mail
	mbl@bol-online.com

	Website 
	www.mblbd.com

	SWIFT
	MBLBBDDH


2.7-Company’s major functions
2.7.1-Divisions of MBL
MBL, being one of the best financial intermediaries in the country, blended in operation in conventional banking, Merchant banking and Retail banking. The blending has been done with the objective of diversifying the operations for catering to the needs of the customers of the different sterna of the society from one viewpoint and for having sustainable growth in profitability and business with the least possible risk. The bank’s operations were diversified into the following areas of activities as a dynamic financial intermediary. 
· Conventional Banking operation

· Lease finance operation 

· Merchant banking

· Retail banking 

In order to carry out the above operations of Mercantile Bank Ltd has set up the following divisions, departments and units in its head office. For the operations by the above-mentioned divisions, the bank has established the following divisions to provide support and internal services.

	Human resource division 
	General service division

	Information Technology division
	Marketing division

	Public relation division
	Share/customer care division

	Financial administration division 
	Branches control division 


Table 3: Division of MBL
The professionalism, dedication and loyalty demonstrated by the client and people are the corner stone of the success in this bank. And the main aim of MBL is to improve the competitive position in the chosen market segments and make steady investment in the core business.

2.7.2-Operations

The importance of the mobilization of saving for economic development of our country can hardly be over emphasized. The bank considers savings and deposit as life-blood of the bank. More the deposit, greater is the strength of the bank. So, they intends to launch various new savings schemes with greater is the strength of the bank and prospect of higher of return duly supported by a well-orchestrated system of customer services. Technology such as computer, ATM, Tele-communication etc. all would be harmonized and adapted to the system in order to provide round-the-clock and any-branch services to the clients. Travelers’ cheques, credit cards and other ancillary services including payment of different bills from one counter will also be introduced to achieve the ultimate goal of ONE-STOP service to the customers’ value.

The bank would cater to the credit needs of individuals as well as corporate clients. Initially it will emphasize on trade finance, which would be short-term and self-liquidating in nature. Considering the importance of Export and Import and also handing of foreign remittance business would be given top-most priority. Customer credit is a relatively new field of micro-credit activities. People with limited income can avail with this credit facility to buy any household effects including car, computer and other durable. Mercantile Bank Limited (MBL) will play a vital roll in extending the consumer credits in line with its policy of people-oriented banking. Lease-Finance is an area of business where the bank would activity participates. Because of certain built-in advantages, the industrial entrepreneurs are being increasingly attracted to this type of financing. Moreover, Mercantile Bank Limited (MBL) intends to expand the scope of this finance to include financing of agricultural equipment's as well. The bank would not depend only on interest earnings; rather it would strive hard to go for fee-based income from non-activities of the bank. This type of business include capital market operations like Underwriting, Portfolio management, Mutual fund management, Investors’ account as well as commission-based business like Letter of Guarantee, Inland remittance, Foreign remittance etc. These businesses usually do not involve bank’s fund, but on the contrary, offer immense opportunity and scope to expand bank services to the members of public at large.

2.7.3-General Banking Services
The general banking department does the most important and basic works of the bank. It is said that general banking is the mother of bank operation. All other departments are linked with this department. It also pays a vital role in deposit mobilization of the branch. MBL provides different types of accounts, locker facilities and special types of saving scheme under general banking. For proper functioning and excellent customer service this department is divided into various sections namely as follows.

· Account Opening Section,

· Local Remittance Section,

· Deposit Schemes Section,

· Accounts Section,

· Clearing Section,

· Collection Section,

· Cash Section,
2.7.3.1-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. MBL has the following types of accounts:
· Current Account

· Savings Account 

· Fixed Deposit Account

· STD Account

Procedure to open an Account
· For opening an account, at first the prospective account holder will apply for opening an account by filling up account opening form. Account opening form consists of the name of the branch, type of account, name of the applicant(s), present address, permanent address, passport number (if any), date of birth, nationality, occupation, nominee(s), special instruction (if any), initial deposit, specimen signature(s) of the applicant(s), introducer’s information etc.

· The prospective customer should be properly introduced by the followings:

· An existing customer of the bank.

· Officials of the bank not below the rank of Assistant Officer.

· A respectable person of the locality who is well known to the manager or authorized officer.

· Two copies of passport size photograph duly attested by the introducer.

· Signature of the prospective account holder in the account opening form and on the specimen signature card duly attested by the introducer.

· Then the concerned authority will allocate a number for the new account.

The customer than deposit the “initial deposit” by filling up a deposit slips. Initial deposit to open a current account in MBL is Tk. 10000.00 and saving account is Tk. 5000.00. When the following requirements are fulfilled, the account is considered to be opened. MBL maintains all of its accounts in computer. After depositing the initial deposit, MBL records it in the computer by giving new account number. Then it issues cheque book requisition slip by the customer. Then it distributes all relevant papers to respective department.

Activities & papers necessary for opening an account
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.”

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

· Partnership deed.

· If the partnership firm is a registered one, then one copy of registration forms.

· If not, then a copy of certificate from the notary public.

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

· A copy of resolution of the company that the company decided to open an account in Mercantile Bank Limited. 

· Certified true copy of the Memorandum & Articles of Association of the Company.
· Certificate of Incorporation of the company for inspection and return along with a duly certified Photocopy for Bank’s records.
· Certificate from the Registrar of Joint Stock Companies that the company is entitled to commence business (in case of Public Ltd. Co. for inspection and return) along with a duly certified Photocopy for Bank’s records.
· Latest copy of balance sheet.
· Extract of Resolution of the Board/General Meeting of the company for opening the account and authorization for its operation duly certified by the Chairman/Managing Director of the company.
· List of Directors with address (a latest certified copy of Form-XII).
Club/Society:
Following documents have to be obtained in case of the account of the club or society:
· Up to date list of office bearers.

· Certified copy of Resolution for opening and operation of account.

· Certified copy of Bye-Law and Regulations/Constitution.

· Copy of Government Approval (if registered).

Cooperative Society:
Following documents have to be obtained in case of the account of Cooperative Society:
· Copy of Bye-Law duly certified by the Co-operative Officer.

· Up to date list of office bearers.

· Resolution of the Executive Committee as regard of the account.

· Certified copy of Certificate of Registration issued by the registrar, Co-operative societies.

Non-Govt. College / School / Madrasha / Muktab:
Following documents have to be obtained in case of the account of non-govt. college / school / madrasha / muktab:

· Up to date list of Governing Body/Managing Committee.

· Copy of Resolution of the Governing Body/Managing Committee authorising opening and operation of the account duly certified by Gazetted Officer.

Trustee Board:

Following documents have to be obtained in case of the account of trustee board:

· Prior approval of the Head Office of MBL.

· Certified copy of Deed of Trust, up to date list of members of the Trustee Board and certified copy of the Resolution of Trustee Board to open and operate the account.

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

· Telegraphic Transfer
· Demand Draft issue
· Pay order
Telegraphic Transfer
It is an order from the issuing branch to the drawee bank / branch for payment of a certain sum of money to the beneficiary. The payment instruction is sent by telex and funds are paid to the beneficiary through his account maintained with the drawee branch or through a pay order if no account is maintained with the drawee branch.

Procedure of issuing TT:
Following procedures are followed while issuing of TT---
· The applicant fills up the relevant parts of the prescribed application form in triplicate, duly signed the same and gives it to the GB.

· GB will fill up the commission part for bank’s use and request the applicant to deposit necessary cash or cheque at the cash booth.

· The first copy of the application form will be treated as Debit Ticket while the second copy will be treated as Credit Ticket. The third copy will be handed over to the applicant as customer’s copy.

· GB will prepare telex in appropriate form, sign it and send it to the telex operator for transmission of the message.

· GB will prepare necessary advice. Debit advice is sent to the client if clients account is debited for the amount of T.T.

· T.T. Confirmation Advice is sent to the drawee branch. 

·  Credit Ticket (second copy of the application form) is used to credit the MBL General Account.

Payment of T.T
On receipt of T.T. payment instructions the following entries are passed by the drawee branch if the T.T. is found to be correct on verification of the Test number.

In case the beneficiary does not maintain any account with the drawee branch a pay order will be issued in favor of the payee and sent to his banker / local address as the case may be.

Every branch maintains a prescribed T.T. Payable Register. All the particulars off T.T. are to be properly recorded in this register duly authenticated. A separate Type of T.T confirmation advice is sent to the drawee branch on the same day. On receipt of T.T confirmation advice, the particulars of T.T are verified with reference to particulars already recorded in the T.T. payable register.

Demand Draft (DD) Issue
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. MBL charges .10% commission on the face value of DD as service charge.

Process of issuing Local Draft:
Followed procedures are followed while issuing local draft---
· Get the application form properly filled up and signed by the applicant.

· Complete the lower portion of the form for the bank’s use.

· Calculate the total amount including the bank’s commission.

· If the cheque is presented for of the local draft, the officer should get the cheque duly passed for payment by the authorized person and record the particulars of local draft on the back of the cheque.

· If the client wants to debit his account for the payment of the draft amount, the officer should get the account holder’s signature verified properly, from signature card on record of the branch and debit clients account for the total amount including commission. 

· The first copy of the application form will be treated as Debit Ticket while the second copy will be treated as Credit Ticket and kept by the GB. The third copy is handed over to the applicant as customer’s copy.
The GB Department maintains a prescribed D.D. Issue Register. All the required particulars of DD issued and should be entered in that register duly authenticated. 

Issue of Duplicate Draft:
Duplicate Draft is not normally issued unless getting of satisfactory evidence is produced regarding loss of the draft. If the D.D. is reported to be lost or stolen, the issuing branch on receipt of a written request from the purchaser may issue a duplicate draft. Before issuing duplicate D.D. the branch should observe the followings---
· Verify the purchaser’s signature on the request letter from the signature appearing on the original application form.

· Immediately issue a stop payment instruction to the drawee branch under advice of head office and obtain confirmation of non-payment the L.D. in acquisition.

· After the drawee branch has acknowledged the stop payment order and confirmed that the local draft in acquisition remains unpaid at their end, the issuing branch 

· Should obtain an Indemnity Bond on stamp paper as per prescribed format from the purchaser duly signed by him. The branch will thereafter write to head office for their approval to issue a duplicate draft.

· The head office on receipt of the request from the issuing branch will immediately issue a caution circular to all the branches regarding the lost of the local draft asking them to record stop payment.

· The head office will thereafter issue clearance to the issuing branch for issuing for issuing a duplicate draft in lieu of original reported lost.

· On receipt of the clearance from head office, the issuing branch will issue a completely fresh draft marking clearly the words duplicate issued in lieu of original draft no………………. dated …………….in bold letters on the top of the front page of the draft. The printed serial number on the draft should not however be struck off. Intimation should be given to the drawee branch furnishing full particulars of the duplicate draft. 

· The particulars of the duplicate draft must resemble those of the original draft in all respects, i.e., all the particulars to the duplicate draft must be identical with those in the original draft. No further IBCA is to be issued for the duplicate draft.

· Prescribed duplicate issuance charge is to be recovered for issuing the duplicate draft and credited to “Income Account”.

Cancellation of Local Draft
The followings are followed while canceling a D.D---

· The purchaser should submit a written request for cancellation of the D.D attaching therewith the original D.D

· 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 draft.

· Cancellation charge is to be recovered from the applicant and only the amount of the draft less cancellation charge should be refunded. Commission charge, posted charge etc. recovered for issuing the D.D should not be refunded.

· The original entries are to be reversed giving proper narration. An IBDA for the cancelled D.D should be issued on the drawee branch.

· Cancellation of D.D should also be recorded in the D.D Issue Register.

Payment of D.D
While payment of L.D. PBL performs the following functions-

· On receipt of Credit Advice (IBCA) from the issuing branch the receipt amount is credited in responding branch.

· When L.D. is presented for payment at the paying branch, its details are to be carefully examined with reference to the following points---
· Whether the draft is drawn on the Local office.

· Whether the draft is crossed or not. Amount of crossed draft is not paid in cash to the payee but to be paid to his account with a bank.

· Draft must have to be signed by two authorized officers of the issuing branch. Their signatures are to be verified from the specimen signature book for being sure that draft that the draft is genuine. The verifier should put his initial.

· Endorsement on the back of the draft must be regular in case the draft is presented through clearing.

· The amount of the draft should not exceed the amount written in red ink at the top of the draft.

· The payee is to be properly identified in case of cash payment.

· The particulars of the draft i.e. the draft number, date, amount and the name of the payee should be verified from the L.D. Payable Register.

· In case of payment, the draft should be cancelled with red ink. The date of payment should be recorded in the L.D. Payable Register.

Stop payment of Local Draft
The payee or purchaser of the draft can not give stop payment instruction to the drawee branch. If the paying branch receives a request from the purchaser of the draft for stopping payment of the draft, it will ask the purchaser to approach the issuing branch about the purpose.  The paying branch should however exercise necessary precaution in this regard. Only the issuing branch can issue instruction for stop payment of the draft under special circumstances.

Pay Order
For issuing a pay order, the client is to submit an application to GB in the prescribed form. This form should be properly filled up and signed. The procedure of the issuing pay order is similar to that of the Local Draft. For issuing pay order MBL charges commission on the following rate-

	Total amount of PO
	Commission
	Vat

	Up to TK. 10,000.00
	TK.  50.00
	Tk. 8

	TK. 10,001.00 - TK .1,00,000.00
	TK.  100.00
	Tk. 16

	Above TK. 1,00,000.00
	TK.  200.00
	Tk. 32


Table 4: Charges on issuing pay order commission and vat
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. 

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. 

2.7.3.3-Depository Schemes
Bank is the largest organization of mobilizing 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. MBL has formulated the following Savings Schemes---
· Double Benefit Deposit Scheme (DBDS)

· Times Benefit Deposit Scheme

· Mashik Sanchaya Prokalpa (MSK) or Monthly Savings Scheme (MSS)

· Family Maintenance Deposit (FMD)

· Quarterly Benefit Deposit Scheme

· Advance Benefit Deposit Scheme (ABDS)
Double Benefit Deposit Scheme (DBDS)

	Objectives
	Mode

	· Give maximum benefit.

· Help in meeting specific needs like education, marriage etc.

· Deposit becomes double in five years nine months.
	· Tenure of the deposit is 5.9 years.

	Amount of Deposit
	Period
	Amount Payable

	1,00,000
	7.5 Years
	2,00,000


Table 5: Double Benefit Deposit Scheme (DBDS)
Other Features 
· The Minimum amount of deposit is BDT 50,000.00(Fifty thousand) or its multiples. 

· All taxes/duty/levy and /or any other surcharges presently in force or that may be imposed by the Government of Bangladesh (GOB) from time to time will be deducted/ recovered from the deposit account under this scheme. 

· In case of premature encashment interest will be paid on Saving A/C Rate. 

· Loan may be granted up to maximum 80% of the deposited amount but minimum principle amount must be BDT 20,000.00. 

· Loan processing fee be realized BDT 50.00 only and usual stamp costs also be realized.

1.5Times Benefit Deposit Scheme
Under the ‘1.5 Times Benefit Deposit Scheme’ a deposit of minimum BDT 50,000.00 (fifty thousand) or its multiples will be received for a period of 50 months (4.2 years). On maturity, 1.5 times of the deposited amount will be paid back to the account holder as per example given below:
	Initial Deposit (BDT)
	50,000.00
	1,00,000.00
	5,00,000.00

	Return after 50 months (BDT) with benefits
	75,000.00
	1,50,000.00
	7,50,000.00


Table 6: Times Benefit Deposit Scheme

Other Features 

· All taxes/duty/levy and /or any other surcharges presently in force or that may be imposed by the Government of Bangladesh (GOB) from time to time will be deducted/ recovered from the deposit account under this scheme.

· In case of premature encashment interest will be paid on Saving A/C Rate. However, no interest shall be paid if premature encashment take place before expiry of 1 (one) year.

· In the event of death of the depositor before the maturity, the deposit account may be encased (premature) as per rule or may be continued up to maturity on written approach by the nominee(s).

· Loan may be granted up to maximum 80% of the deposited amount but minimum principle amount must be BDT 20,000.00.

· Loan processing fee be realized BDT 50.00 only and usual stamp costs also be realized.
Mashik Sanchaya Prokalpa (MSK) or Monthly Savings Scheme (MSS)
	Objectives
	Mode

	· Build up habit of savings. 

· Attract small savers. 

· Saving for rainy days. 
	· Monthly installments of various sizes. 




Benefits
	Period
	Monthly Installment

	
	250
	500
	1,000

	
	Benefits

	5 Years
	19,125
	38,250
	76,500

	8 Years
	35,750
	71,500
	1,43,500

	10 Years
	50,000
	1,00,000
	2,00,000

	 

	Period
	Monthly Installment

	
	1500
	2500
	5,000

	
	Benefits

	5 Years
	1,14,750
	1,91,250
	3,82,500

	8 Years
	2,14,500
	3,57,500
	7,15,000

	10 Years
	3,00,000
	5,00,000
	10,00,000


Table 7: Monthly Savings Scheme (MSS)
Other Features 
· All taxes/duty/levy and /or any other surcharges presently in force or that may be imposed by the Government of Bangladesh (GOB) from time to time will be deducted/ recovered from the deposit account under this scheme.

· In case of premature encashment interest will be paid on Saving A/C Rate.

· Upon deposit of installment for at least 01 year (minimum deposit amount must be BDT 12,000.00) under this scheme, loan may be granted up to maximum 82% of the deposited amount.

· Loan processing fee be realized BDT 50.00 only and stamp costs also be realized.
Family Maintenance Deposit (FMD)
	Objectives
	Mode

	· Help the retired persons for investing their retirement benefits. 

· Create investment opportunities for Non-Resident Bangladeshi. 

· Explore investment opportunities for school, college, university etc. 

· Give investment opportunities for Trust; Foundation etc. 
	· Deposit a fixed amount of money for 05 (Five) years. 

· Depositor will get a certain sum of money in each month proportion to his/her deposit during the entire tenure. 

Benefits:

· Tenure of deposit is 05 (Five) years. 

· Minimum amount of required deposit is TK.50,000.00 or its multiple 


	Deposit
	Monthly Benefit (Amount in TK.)

	1,00,000
	800

	2,00,000
	1,600

	3,00,000
	2,400


Table 8: Family Maintenance Deposit (FMD)
Other Features 

· The Minimum amount of deposit is BDT 50,000.00 (Fifty thousand) or its multiples.

· All taxes/duty/levy and /or any other surcharges presently in force or that may be imposed by the Government of Bangladesh (GOB) from time to time will be deducted/ recovered from the deposit account under this scheme.

· In case of premature encashment interest will be paid on Saving A/C Rate.
· A saving account will be needed to be maintained to receive quarterly benefit payment. 

· Loan may be granted up to maximum 80% of the forced encashment value on the date of loan processing. During the period of continuation of loan, monthly benefits of FMD account will be credited only to loan account.

· Loan processing fee be realized BDT 50.00 only and stamp costs also be realized.
Quarterly Benefit Deposit Scheme
The 'Quarterly Benefit Deposit Scheme' will be maintained for a period of 3 (three) years and the minimum amount of deposit is BDT 50,000.00 (fifty thousand) or its multiples. Interest will be paid on quarterly basis as per example given below. On maturity the principal amount will be paid back. 
	Initial Deposit (BDT)
	Term
	Quarterly Benefit Payable (BDT)

	50,000
	3 Years
	1,200

	100,000
	3 Years
	2,400

	200,000
	3 Years
	3,600


Table 9: Quarterly Benefit Deposit Scheme
Other Features 

· All taxes/duty/levy and /or any other surcharges presently in force or that may be imposed by the Government of Bangladesh (GOB) from time to time will be deducted/ recovered from the deposit account under this scheme.

· In case of premature encashment interest will be paid on Saving A/C Rate. However, no interest shall be paid if premature encashment take place before expiry of 1 (one) year.

· In the event of death of the depositor before the maturity, the deposit account may be encased (premature) as per rule or may be continued up to maturity on written approach by the nominee(s).

· A saving account will be needed to be maintained to receive quarterly benefit payment. 

· Loan may be granted up to maximum 80% of the forced encashment value on the date of loan processing. During the period of continuation of loan, quarterly benefits will be credited only to loan account.

· Loan processing fee be realized BDT 50.00 only and usual stamp costs also be realized.
Advance Benefit Deposit Scheme (ABDS)
	Objectives
	Mode

	Get Extra benefit from minimum Deposit
	( Maintained for a period of 2 (Two) years. 

(  Minimum deposit amount

    1, 00, 000 (One Lac) only.


Interest Rate per BDT One Lac

	BDT 1 Lac (One Lac)
	Tk. 9,500 for 1st year
	Tk. 1,09,250 for 2nd Year


Table 10: Advance Benefit Deposit Scheme (ABDS)
Other Features 
· All taxes/duty/levy and/or any other surcharges presently in force or that may be imposed by the government of Bangladesh from time to time in Deposit Accounts will also be applicable for the account for the account opened under this scheme and such taxes/duty/levy and/or any other surcharges shall be deducted/ recovered from the deposit account under this schemes.

· Loan may be granted up to maximum 70% of deposit.
2.7.4-SMS Banking

The telecommunications industry worldwide has scrambled to bring what is available to networked computers to mobile devices. Presently, the use of electronic banking is considerably high and as more and more users sign up for electronic- banking, the maturity as regards remote banking (i.e. banking outside the banking hall) is on the increase. With electronic banking, users can now conveniently carry out banking transactions, but this convenience cannot be achieved if the user does not have access to the internet, hence, in other words, the user cannot carry out a banking transaction while waiting for a bus, or perhaps while having lunch in a restaurant. With SMS banking, convenience can be achieved 24 hours a day. This is because a user has access to his mobile phone all day, at all times. So, to effectively achieve a truly convenient banking mode, a truly mobile mode of banking has to be explored, hence the need for SMS Banking.

The SMS banking solution targets the retail banking industry and enables customers to make account enquiries and transact bank accounts through mobile phones. Banks can automatically send transaction notifications and alerts to mobile phones, if specific events in the banking business work-flow occur. The solution provides convenient and latest front-end technology and a flexible architecture to support an SMS based delivery channel and to provide significant benefits for both the bank and the customer. 

As time goes by, life style changes. To keep up, MBL welcomes to SMS Banking Service, one of the most modern banking services. MBL SMS banking Service is convenient, safe, low-cost, fast and available round the clock. Mercantile Bank provides the following SMS banking services---
· Access to account balance 

· Last 3 transaction inquiry 

· Cheque status inquiry
To get Account Balance 

SMS format: BALA#PIN OR BALA#PIN#A/C No or Serial. Response: UP-to date available balance will appear for example:
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Figure 3: To get Account Balance
To get last 3 Transactions 
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SMS format: TXNA#PIN OR TXNA#PIN#A/C No or Serial. Response: Last 3 Transaction (Dr/Cr) will appear for example:

Figure4: To get last 3 Transactions
Information about Cheque leaf Status
SMS format: CHQS#PIN#Cheque number Response: Cheque 10649099 of Tk 10,000 was paid on 15/06/2006 for example:
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Figure5: Information about Cheque leaf Status
Procedure to get SMS facility:
All Valued Account holder of Mercantile Bank Limited are eligible to apply SMS Banking Service.


Figure6: SMS Banking Service application form
Fill in the attached form clearly and completely and just send in or drop it to the branch that maintains your account. After submitting the filled-in application form you will receive a PIN on your mobile phone confirming your request. Memories or save the PIN to avail of SMS Banking Service. Once you have confirmed PIN through a return message, you are ready to use SMS operation. Use the same PIN and send SMS at the format mentioned below to mobile phone Number 01713044838 and enjoy MBL SMS banking facilities.

Method of SMS Banking
SMS service conducted under the two procedures by which customer get all the facilities. The procedures are:

SMS Push service
When any amount is debited or credited from client’s account then within 5-10 seconds he/she will get a message. The message includes the beginning balance, the amount debited or credited and the last balance. This facility is only available for Grameen Phone and City cell subscribers. 

SMS Pull service
Every registered Grameen Phone and City cell subscribers can check their account balance through this service. They can get a mini statement of last five transactions of their account. 

SMS format and Key words
Response: All commands and SMS format will be sent to your mobile phone.

Write: Help#PIN#Keyword

Send to : 01713044838

Response: Keyword usages and details
2.7.5-ATM Service
Automatic teller machines (ATMs) ensure that cash is easily accessible, whenever and wherever someone needs cash. It helps businesses facilitate cash-only transactions and avoid the mounting fees of credit card processing or check cashing, while also generating revenue for business via a share of the transaction fees collected by the ATM provider. The Bank carries its banking activities through 50 branches in the country. Mercantile Bank customers have access to 59 ATMs as a member of ETN. Under the ATM network the software enables direct linking of a client's account, without the requirement of a separate account. Mercantile Bank Limited has already set up its own ATM machine at 15 corresponding branches and is also in the process of setting up its own ATM network at every focused point in the city with a view of providing retail banking services. 

Benefits of MBL cards:
· No Cash Withdrawal Fee: For withdrawals of cash from MBL ATM by MBL cardholders no cash advance fee is necessary and from any other Q-cash ATM the fee is Tk.10 only. MBL is the only bank offering such unique facility. Moreover, our VISA Cardholders can also withdraw cash from any Visa logo ATM locally and internationally.

· Acceptability: International/Dual card is accepted all over the world at millions of outlets and ATMs. A Dual card is also accepted in most of the big cities like Dhaka, Chittagong, Khulna, Rajshahi, Sylhet at more than 10,000 outlets including 4500 POS. It covers various kinds of merchants like hospital, hotel, restaurant, department store and the card has accessibility to any outlet having VISA logo.

· Credit Facility: Mercantile Bank Ltd. Visa Credit card offers maximum 45 days credit facilities free of interest and minimum payment is 5% of outstanding billing payment for easy repayment and convenience of the customers.

· Supplementary Card: A Principal cardholder (local) may apply for more than one supplementary card where one supplementary card is free. Expenses made by supplementary card will be charged to the principal card.

· Advance against Credit card: MBL cardholder can take advance as term loan up to 50% of the card limit to be repaid on the monthly installment basis. Any POS transaction over TK. 20000 but not exceeding 50% of the credit limit is convertible to Personal loan/CCS and to be repaid on monthly installment basis. Repayment period of such loan may be from 6 months to 36 months.

· Overdraft Facilities: Overdraft facilities up to 80% of the credit card limit may also be allowed for payment of the installment of scheme deposit with our Bank.

· Payment of Utility Bill: Payment of utility bills like telephone bills, gas bills, electric bills, water bills, may be settled by card.

MBL’S Cards


· Dual Card (two in one): Single Card with double benefits. No hassle to carry two cards (local and international). A single credit card can be used both locally and internationally to withdraw cash from ATM for POS transaction. This is the special feature of MBL Visa card.

· Debit Card: Visa debit card is mainly tagged with deposit account (CD/SB/STD) that is automatically debited from the A/C having available balance. Debit card can also be used for purchasing goods, services, payment of utility bills etc as well as withdrawal of cash from ATM.

· Pre-Paid Card: Those who have no account with MBL may avail Pre-Paid card facilities. The Pre-Paid cardholders pay first buy later. Pre-Paid card offers the convenience and security of electronic payment in situations where one might otherwise use cash, such as birthday gift or a monthly allowance for a young adult. Examples include gift cards and salary payment etc.

Papers/documents required for issuance Card

Items with asterisk (*) are mandatory. Depending on customer profile and business relation bank may ask for other documents if necessary on case-to-case basis.

	Name of Documents
	Service Holder
	Proprietorship
	Partnership
	Limited Company

	2 copies of passport size photograph
	Yes
	Yes
	Yes
	Yes

	TIN Certificate*
	Yes
	Yes
	Yes
	Yes

	Trade License*
	
	Yes
	
	

	Salary Certificate*
	Yes
	
	
	

	Letter of Comfort (From employer)
	Yes
	
	
	

	Bank Statement
	For last 6 months
	For last 1 year personal & Co. A/C
	For last 1 year personal & Co. A/C
	For last 1 year personal & Co. A/C

	Proof of Residence:
Gas/Electricity/Mobile Phone Bill/Land Phone Bill
	Yes
	Yes
	Yes
	Yes

	Blue Book of own Vehicle (if applicable)
	Yes
	Yes
	Yes
	Yes

	Other Bank Credit Card bill (if applicable)
	Yes
	Yes
	Yes
	Yes

	Memorandum and Article of Association
	
	
	
	Yes

	Deed of Partnership
	
	
	Yes
	

	Letter of Incorporation
	
	
	
	Yes

	Corporate Guarantee
	
	
	
	Yes

	Letter of Commencement
	
	
	
	For Public Limited Co.

	Copy of Passport/Driving/ License/Visiting Card
	Yes
	Yes
	Yes
	Yes

	Club Membership, if any
	Yes
	Yes
	Yes
	Yes


Table11: Papers/documents required for issuance Local Credit Card
However, minimum charge documents (DP Note, Letter of Lien, Letter of Encashment, and Letter of Guarantee etc.) to be obtained.

Papers/ Documents required for Debit Card/Pre-Paid Card
· Two copies of passport size photograph.

· Customer should maintain a deposit (SB/CD/STD) A/C with any branch of MBL.

· Other than MBL account holders may also avail Pre-Paid card against deposit of money.
Papers/ Documents required for International Credit Card
· Two copies of passport size photograph.

· TIN certificate.

· Photocopy of passport from 1 to 7 pages including endorsement pages if any.

· Lien confirmation of RFCD A/C is required from the concerned Branch/Bank for issuance of card against RFCD A/C.

· For issuance of card against the balance in ERQ A/C maintained with us or with other bank, lien confirmation should be obtained from the respective Bank/branch.

· For issuance of card against new exporters and importers/producers quota relevant papers such as, recommendation letter from EPB/ copy of tax return etc. is required.
Helpline
If card is lost or stolen, just make a call to customer service center, at Head Office, Card Division which is open to receive the call 24 hours a day, 365 days a year. We shall stop operation of your card instantly at the call. But for replacement of card, customer should apply in writing.

24/7 Hours Helpline Address:
Address: Card Division, Head Office 

61, Dilkusha C/A, Dhaka-1000, Bangladesh

Telephone: 7174327-8, 9571097

PABX:
9559333 Ext. 143,261

Fax: 9571066

Mobile: 01713-452825

E-mail: mblccd@mblbd.com

Web: http:// www.mblbd.com
2.7.6-Online Banking
Online Banking has so far been activated with 42 Branches of the Bank from January 01, 2006. Online service is now available for all customers –Both Cash deposit and withdrawals, Cheque Deposits and Transfer in CD, SB, STD, Loan accounts (Cheque Bearing within limit) and Monthly Savings Scheme (MSS) .

· Online Banking Times: 

Sunday to Thursday, Hours - 9:00 am to 3:00 pm 

Saturday, Hours - 9:00 am to 12:00 noon (only in open branches on Saturday) 
· For Monthly Savings Scheme (MSS) TK. 10 ( Ten Only )including 15% VAT per transaction. Yearly service charge is not applicable. 
· Account wise Online Banking Limit (cash withdrawal, deposit and transfer):

· Maximum Deposit Limit: No Limit for Online Cash Deposit Transaction per day per Client. 

· Maximum Withdrawal Limit:: Tk.300,000.00 per transaction Cumulative withdrawal shall not be more than TK.600, 000.00 per day 

Charges for Online Banking:
	Intra City*
	Inter City**
	Mode of realization

	Free
	Upto BDT 1,00000 - TK. 50.00
	Up front Cash

	
	Upto BDT 2,00000 - TK. 100.00
	

	
	Upto BDT 3,00000 - TK. 150.00
	

	
	Upto BDT 4,00000 - TK. 200.00
	

	
	Upto BDT 5,00000 - TK. 250.00
	


Table12: Charges for online banking
(Intra City Transaction: Branches under Same City Corporation Areas
Inter City Transaction: Branches outside City Corporation Areas)
2.7.7-Credit and loan Department
Mercantile Bank Limited is a third generation bank, which is committed to provide high quality financial services/products to contribute to GDP through stimulating trade & commerce, accelerating the pace of industrialization and boosting up export by allowing credit facilities. The failure of the commercial bank is mainly occurs due to bad loans, which occurs due to inefficient management of the loan and advance portfolio. The objective of the credit management is to maximize the performing asset and the minimization of the non-performing asset as well as ensuring the optimal point of loan and advance and their efficient management. Credit management is a dynamic field where a certain standard of long-range planning is needed to allocate the fund in diverse field and to minimize the risk and maximizing the return on the invested fund. Continuous supervision, monitoring and follow-up are highly required for ensuring the timely repayment and minimizing the default. 

General loan scheme, depending on the various nature of financing, all the lending activities has been brought under the following General loan:

1.  Short Term Loan

2.  Medium Term Loan

3.  Long Term Loan

2.7.7.1-Types of Credit or Loan

Secured Overdraft (SOD)
It is a continuous advance facility. By this agreement the banker allows his customer to overdraft his current account up to his credit limits sanctioned by the bank. The interest is charged on the amount, which he withdraws, not on the sanctioned amount. MBL sanctions SOD against different security. Based on different types of security, we can divide the following category of the facility:

· SOD (General): Advances allowed to the individuals/firms against financial obligations i.e. lien of F.D.R or Defense Savings Certificate (P.S.P), ICB Unit Certificate etc.
· SOD (Others): Advances allowed against assignment of work order for execution of contractual works falls under this head. The advance is generally allowed for specific purposes. It is not a continuous loan. 
Credit: 
Cash credit is a favorite mode of borrowing by traders, industrialist’s etc. for meeting their working capital requirements. It is operated like overdraft account. Depending on the needs of the business, the borrower can draw on his cash credit account at different time and when he gets money can adjust the liability. MBL charges interest on the daily balance in the account. Depending on charging security there are two forms of cash credit:

· Cash Credit (hypothecation): It is a short-term arrangement by which a customer is allowed to borrow money up to a certain limit sanctioned by the bank for a certain time. Under he condition the borrower is required to submit the stock fortnightly in the bank specimen form. It is allowed to maximum a period of one year.
· Cash Credit (pledge): It is also a continuous loan allowed against pledge of goods as primary securities fall under this head of advance.

Foreign Documentary Bills Purchased (FDBP): 

Payment made against documents representing sell of goods to local export oriented industries, which are deemed as exports, and which are denominated in Local currency/ foreign currency falls under this head. The bill of exchange is held as the primary security. The client submits the usance bill and the bank discounts it. This temporary liability is adjustable from the proceeds of the bills.

Term Loan: 

MBL considers the loans, which are sanctioned for more than one year as term loan. Under this facility, an enterprise is financed from the starting to its finishing, i.e. from installation to its production. MBL offers this facility only to big industries. The loans are allowed to individual or firm or industries for a specific purpose but for a definite period and generally repayable by installments fall under this lead. These types of lending are mainly allowed to accommodate financing under the categories.

· Large  & Medium Scale Industry

· Small & Cottage Industries and 

· Agriculture

Mercantile Bank has offered the public, the businessperson, or the entrepreneur, even service holder, to know the policy and get the benefits of these policies.  This bank also offers the following schemes---
· Consumers credit Scheme (CCS)

· Car Loan Scheme

· Doctors Credit Scheme

· Rural Development Scheme

· Lease Financing

· Personal Loan 

· Small Loan 

This bank also formulated its policies to give priority to small and medium entrepreneurs while financing large-scale enterprises through consortium banks. Total loans and advances of the bank stood at BDT 37,877.86 million as end of December 31, 2008. Trade and commerce, garment Industry, large and medium scale industries and construction are major sectors to which this bank extended its credit.
2.7.8-FOREING EXCHANCE DEPARTMENT 

Every country has certain natural advantages and disadvantages in producing certain commodities while they have some natural disadvantages as well in other areas. As a result we find that some countries need to import certain commodities while other needs to export their surpluses. Foreign trade brings the fruits of the earth to the homes the humblest among the countries. These transactions are the basis upon which international trade is made. 

As more than one currency is involved in foreign trade, it gives rise to exchange of currencies which is known Foreign Exchange. The term ‘Foreign Exchange’ has three principal meanings. Firstly it is a term used referring the currencies of other countries in terms of any single one currency. To a Bangladeshi, Dollar, Pound Sterling, etc are foreign currencies and as such foreign exchange. Secondly, the term also commonly refer to some instrument used in international trade, such as bill of exchange, drafts, travels cheque and other means of international remittance. Thirdly the term foreign exchange is also quite often refereed to the balance in foreign currencies held a country. 

Foreign Exchange Department of MBL, Main Branch is divided into three sections--- 
· Import

· Export 

· Foreign Remittance  
2.7.8.1-Types of Documentary Letter of Credit
Documentary letter of credit, basically, can be classified into two segments:

a) Revocable letter of credit

b) Irrevocable letter of credit

Revocable Letter of Credit
This type of letter of credit can be revoked or cancelled at any time without consent of, or notice to the beneficiary. As per article 8 (a) of UCPDC-500, “A revocable credit may be amended or cancelled by the issuing bank at any moment and without prior notice to the beneficiary”. 
In case of seller (beneficiary), revocable credit involves risk, as the credit may be amended or cancelled while the goods are in transit and before the documents are presented, or although presented before payments has been made. The seller would then face the problem of obtaining payment on the other hand revocable credit gives the buyer maximum flexibility, as it can be amended or cancelled without prior notice to the seller up to the moment of payment buy the issuing bank at which the issuing bank has made the credit available. In the modern banking the use of revocable credit is not widespread.

Irrevocable Letter of Credit
An irrevocable credit is a documentary credit, which cannot be revoked, varied or changed/amended or cancelled without the consent of all parties- buyer (Applicant), seller (Beneficiary), Issuing Bank, and Confirming Bank (in case of confirmed L/C). As per Article 9(a) of UCPDC 500, an irrevocable credit constitutes a definite undertaking of the Issuing Bank, provided that the stipulated documents are presented to the Nominated Bank or to the Issuing Bank and that the terms and conditions of the credit are complied with. Irrevocable Credit gives the seller greater assurance of payments, but he/she remains dependent on an undertaking of a foreign bank.

There are also some other types of L/C, Some of them are given below:

Add-confirmed L/C
When a third bank provide guarantee to the beneficiary to make payment, if Issuing Bank fail to make payment, the L/C is called Add-Confirmed L/C. In case of a confirmed L/C a third bank adds their confirmation to the beneficiary, to make payment, in addition to that of Issuing Bank. Confirmed L/C gives the beneficiary a double assurance of payment.

Clean Clause
 It is a normal clause L/C without third bank's confirmation.

Revolving L/C
It is an L/C where the original amount restores after it has been utilized. How many times and how long, the amount will restore must be specified in the L/C. For example, an L/C opened for USD 1000 and shipment effected for USD 500, now the L/C restored for full value i.e. there is scope to effect further shipment of USD 1000 revolving L/C may be opened to avoid difficulties of opening new L/C. This L/C is not allowed in our present import policy.

Transferable L/C
 If the word "Transferable" incorporated in an L/C, then the L/C is transferable. The 1st beneficiary can transfer transferable L/C to the 2nd beneficiary. But 2nd beneficiary cannot transfer it further to another beneficiary. Transfer may be done to more than one beneficiary, partially, if not prohibited in the L/C.

Restricted L/C
 If advising and/or negotiation of an L/C are restricted to a particular bank, the L/C is called a restricted L/C.

Red Clause L/C
A red clause L/C is an L/C, where a special clause is incorporated into it that authorizes the confirming or any other nominated bank to make advances to the beneficiary, before presentation of the documents. In other words this is an L/C, where the Issuing Bank authorizes the negotiating bank to provide pre-shipment finance to the beneficiary. The L/C is called red-clause because, the special clause was originally written in red-ink to draw attention to the unique nature of this documentary credit. Red clause L/C is not allowed in our present import policy.

Green Clause L/C
 It is an L/C, where the Issuing Bank authorizes the Negotiating Bank to grant storage facilities to the beneficiary. The special clause was originally written in Green-ink, so the L/C is called Green Clause. In both the case of Red Clause and Green Clause L/C, if the exporter fails to ship the goods the financing bank has the right to demand repayment from the Issuing Bank and that bank would have a similar right of recourse against the applicant.

Clean Letter of Credit 

This is a commercial letter of Credit, wherein the Issuing Bank does not ask any documents as evidence of execution of the deal under the L/C. Under the said L/C only bill of exchange may be negotiated or may be paid without any supporting documents. Clean Letter of //Credit is not permissible in our import policy.

Documentary Letter of Credit
All the commercial letter of credits, where export related documents such as invoice, B/L etc. are required to present with the bill of exchange, is called Documentary Credit. Under this L/C, bill of exchange will not be honored without other required documents.

Straight Documentary Credit 
Under the irrevocable straight documentary credit, the obligation of the Issuing Bank is extended only to the beneficiary, in honoring draft(s)/ documents and usually expires at the counter of the Issuing bank. This L/C. does not authorize any body to negotiate, purchase the documents. This L/C. is available for payment only at the Issuing Bank's counter, not available for negotiation.

Irrevocable Negotiation Documentary Credit
This L/C. is available for negotiation by a nominated bank/any bank and expiring for presentation of document at the offices of negotiating bank. The Issuing Bank is bound to reimburse the Negotiating Bank, if it negotiates the documents complying with the credit terms.

L/C can be classified according to source of fund
Back-to-Back L/C
Back to Back import L/C is backed by another export L/C. where import of the goods to be made to execute the export L/C and payment of Back to Back bills to be made normally from related export process, the import L/C is called Back to Back L/C. A Back-to-Back L/C is opened against an irrevocable L/C. The L/C is lien marked with the back-to-back L/C issuing branch. Back to Back L/C may be opened up to 75% of export L/C, (FOB value) and up to 80% where export price is more than USD 60/- per dozen in case of garments industries.
Cash L/C 
Where payment of import bills under L/C is being made from (i) Foreign Currency reserve in Bangladesh Bank or (ii) F.C. account with authorized Dealer, the L/C is called Cash L/C.

Barter L/C 
Where final settlements are being made through commodity exchange between the nations, the L/C is called Barter L/C.
According to Payment terms, there are mainly three types of L/Cs such as:

· Sight Credit: 

· Accepted Credit:

· Deferred Payment Credit.

2.7.8.2-Commonly Used Documents in Foreign Exchange

The most commonly used documents in foreign exchange are given below:

Bill of exchange
Bill of exchange is one of the important negotiable instruments in the mercantile world and used as a vital document facilitating settlement of payments between buyer/importer and seller/exporter at home and abroad. A bill when accepted by the drawee, gives evidence of the claim as made by the drawer as well as testimony to the acceptance of the debt by the drawee. The payment is done either in accordance with the terms of sale contract or under a L/C opened by the buyer/importer in favor of the seller/exporter.
Bill of Lading
A bill of lading is a document that is usually stipulated in a credit when the goods are dispatched by sea. It is evidence of a contract of carriage, is a receipt for the goods, and is a document of title to the goods. It also constitutes a document that is, or may be, needed to support an insurance claim.

The details on the bill of lading should include

· A description of the goods in general terms not inconsistent with that in the credit.

· Identifying marks and numbers.

· The name of the carrying vessel.

· Evidence that the goods have been loaded on board & the ports of shipment and discharge.

Commercial Invoice

A commercial invoice is the accounting document by which the seller charges the goods to the buyer. A commercial invoice normally includes the following information: 

·  Date

·  Name and address of buyer and seller

· Order or contract number, quantity and description of the goods, unit price and the total

· Price & weight of the goods, number of packages, and shipping marks and numbers

· Terms of delivery and payment & shipment details

Certificate of Origin:
A certificate of origin is a signed statement providing evidence of the origin of the goods.

Inspection Certificate:
This is usually issued by an independent inspection company located in the exporting country certifying or describing the quality, specification or other aspects of the goods, as called for in the contract and/or the L/C. The buyer who also indicates the type of inspection he wishes the company to undertake usually nominates the inspection company.

Packing List:
This is a unique document and not combined with other document. This is a listing of the contents of each package, cartoon etc. and other relevant information.

Insurance Document:
Insurance is a contract whereby the insurer is undertaking to indemnify the assured to the agreed manner and extent against fortuitous losses. Insurance document generally contains the following information:

· The name of the insurer or his agent & the name of assured & the subject matter of insurance

· The name of the ship/carrier

· The time and/or voyage insured

· The peril(s) insured against& the date and subscription

· The valuation & the stamp etc.

2.7.8.3-Different accounts related to foreign exchange transaction
In L/C operation different accounts are maintained which are needed for foreign exchange transaction. These are:
NOSTRO Account:
Nostro account means “our account with you”. A Nostro account is a foreign currency account of a bank maintained its foreign correspondents abroad. For example, US Dollar Account of MBL maintained with Citibank, N.A, New York, USA is a Nostro account of MBL.

VOSTRO Account:
Vostro account means “your account with us”. The account maintained with foreign correspondent in a bank of a particular country is known as Vostro account. What is the nostro account for a bank in a particular country is a vostro account for the bank abroad maintaining the account thus the account of MBL with Citi Bank N.A, New York is regarded as it’s nostro account held with Citi Bank, while Citi Bank N.A, New York regards it as a it’s vostro account held for MBL.

LORO Account:

Loro account means “their account with you”. Account maintained by third party is known as loro account; suppose MBL is maintaining an account with Citi Bank N.A, New York and at the same time Janata Bank is also maintaining a nostro account with Citi Bank N.A, New York. From the point of view of MBL Janata Bank’s account maintained with Citi Bank N.A New York is the loro account.

2.7.8.4-Parties involved in L/C Operation
The documentary credit is an essential implement for conducting world trade today. With the third party assurance the whole process is covered. Documentary credit substantially reduces payment related risks for both exporter and importer. So in the whole L/C operation there are many parties involved. They are:

Importer / applicant:
An importer is one who wants to import goods from other country. In terms of the Importers (Registration) Order-1981 no person can import goods into Bangladesh unless he is with the Chief Controller of Import and Export (CCI&E). He is also called applicant. The bank opened L/C on the importer’s application.

Issuing bank / opening bank:
The bank which opens L/C on behalf of the importer is called issuing bank. Issuing bank’s obligation is to make payment against presentation of documents drawn strictly as per terms of L/C.

Advising bank:
The bank through which the L/C is advice / forwarded to the beneficiary. It is situated in the beneficiary’s country. The most important function of this bank is to make sure the beneficiary about the authenticity of the documents.
Beneficiary / exporter / seller:
Beneficiary is the party in whose favor the L/C is issued. Usually he is the seller or exporter.

Negotiating bank:
The bank that negotiates the bill of exporter drawn under the credit is known as negotiating bank. If the advising bank is also authorized to negotiate the bill drawn by the exporter, he becomes the negotiating bank.

Reimbursing bank:
The bank nominated in the credit by the issuing bank to make payment stipulated in the document, complying with the reimbursement bank. In reimbursing bank the issuing bank maintains its nostro account.

Confirming bank:

Confirming bank is a bank that adds its confirmation to the credit and it is done at the request of the issuing bank. It provides the credit report of the exporter of his country. If the advising bank also adds its own undertaking to honor the credit while advising the same to the beneficiary, he becomes the confirming bank, in addition, becomes liable to pay for documents in conformity with the L/C’s terms and condition. The international trade can be illustrated by the following diagram:


2.7.8.5-Import:                 

Import means purchase of goods and services from the foreign countries into Bangladesh. Normally consumers, firms, industries and Government of Bangladesh import foreign goods/materials 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.

Regulations of Import: 

Import of goods into Bangladesh is regulated by the Ministry of Commerce in terms of the Import and Export (Control) Act-1950 with Import Policy Order issued periodically and public notices issued time to time by the office of the Chief Controller of Import and Export (CCI&E). At present, it is regulated by the Import Policy (1997-2002), which was come into effect on June14, 1998. And Import Policy directs certain Import Procedure, which administers the whole activity.

Import procedure followed by MBL: 

As an Authorized Dealer, MBL, Main Branch is always committed to facilitate import of different goods into Bangladesh from the foreign countries. Import Section, which is under Foreign Exchange Department of the branch, is assigned to perform this job. And to serve its client’s demand to import goods, it always maintains required formalities that are collectively termed as The Import Procedure.

· At first, the importer must obtain Import Registration Certificate (IRC) from the CCI&E submitting the following papers:

· Up to date Trade License.

· Nationality and Asset Certificate.

· Tax Indification Number

· VAT Registration Number 

· In case of company, Memorandum & Articles of Association and Certificate of Incorporation.

· Bank Solvency Certificate etc.

· Then the importer has to contact with the seller outside the country to obtain the Pro forma Invoice. Usually an indenter, local agent of the seller or foreign agent of the buyer makes this communication. Other sources are:

· Trade fair.

· Chamber of Commerce.

· Foreign Missions in Bangladesh.

· Journals etc.

· When the importer accepts the Pro forma Invoice, 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. And import procedure differs with different means of payment. The possible means are Cash in Advance, Open Account, Collection Method and Documentary Letter of Credit. In most cases, the Documentary Letter of Credit in our country makes import payment. Purchase Contract contains which payment procedure has to be applied. Different Means of Payment: 
· Cash in advance: Importer pays full, partial or progressive payment by a foreign DD, MT or TT. After receiving payment, exporter will send the goods and the transport receipt to the importer. Importer will take delivery of the goods from the transport company. 

· Open Account: Exporter ships the goods and sends transport receipt to the importer. Importer will take delivery of the goods and makes payment by foreign DD, MT, or TT at some specified date.

·  Collection Method: Collection methods are either clean collection or documentary collection. Again, Documentary Collection may be Document against Payment (D/P) or Document against Acceptance (D/A). The collection procedure is that the exporter ships the goods and draws a draft/ bill on the buyer. The exporter submits the draft/bill (only or with documents)  to the remitting bank for collection and the bank acknowledges this. Then the remitting bank sends the draft/bill (with or without documents) and a collection instruction letter to the collecting bank. Acting as an agent of the remitting bank, the collecting bank notifies the importer upon receipt of the draft. The title of goods is released to the importer upon full payment or acceptance of the draft/bill. 

· Letter of credit: Letter of credit is the well accepted and most commonly used means of payment. It is an undertaking for payment by the issuing bank to the beneficiary, upon submission of some stipulated documents and fulfilling the terms and conditions mentioned in the 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.

2.7.8.6-Documentary Requirements for Opening L/C
· Valid Import Registration Certificate (IRC) (commercial/industrial) 

The following persons/purposes are exempted from Registration:
· Govt. Departments

· Local Authorities & Statutory Bodies

· Recognized Educational Institutions

· Hospitals

· Import of Capital Machinery for own use

·  Tax Identification Number Certificate

· VAT Registration Certificate

· Membership Certificate of a recognized Trade Association as per IPO

· A declaration, in triplicate, that the importer has paid income-tax or submitted income lax return for the preceding year

· Pro forma Invoice or Indent duly accepted by the importer

· Insurance Cover Note with Money Paid Receipt covering value of goods to be imported plus 10 (Ten) percent above

· L/C application Form (MF-fx l3) duly signed by the importer

· Letter of Credit Authorization Form (LCAF), commercial or industrial as the case may be, duly signed 'by the importer and incorporating New ITC number of at least 6(six) digits under the Harmonized System as given in the Import Trade Control Schedule 1988.

· IMP Form duly signed by the importer                                                        

2.7.8.7-Precautionary Steps:
· The Branch must ensure that they deal only with known customers having a place of business in Bangladesh and can be traced easily, should any occasion arise for this purpose.

· The Branch shall all assess the financial standings & credibility of the customers with a view to ensure satisfactory arrangement for retirement of the documents.

· The Branch should also obtain confidential report on the exporter in all cases where the amount of the L/C exceeds Tk.2, 00,000.00 against P/invoice and Tk.5, 00,000.00 against indents.

· The Branch shall verify prices so as to ascertain competitiveness of the commodities to be imported. 

· The Branch shall also see the marketability of the commodities to be imported.

· The Branch shall verify signature of the Importer on L/C Application Forms, LCAF & IMP Form.

· The Branch will not open L/Cs for import of goods through the customs stations/routes like Sonamasjid, hili, Burimary. Birol etc. unless the importers pay 100% margin or prior Head Office approval is obtained.

2.7.8.8-Sanctioning; Documentation & Legal Formalities
Approval of Head Office and/or Branch Manger (where L/Cs are to be opened under his delegation) is to be obtained before opening L/C(s). Security documentation is to be completed as per sanction/approval terms prior to opening of L.C. Charge Forms such as Demand Promissory Note, Letter of Undertaking, Letter of Debit Authority & Letter of Guarantee (where applicable) to be obtained with due stamps as per prevailing Stamp Act rate.

2.7.8.9-Accounting Treatment
	Particulars
	Dr./Cr.

	L/C Applicant A/C or Customer’s A/C
	Dr.

	Margin A/C 

Commission A/C                                                   

Postage A/C 

Stamp A/C

F.F.C(foreign corresponding charge) A/C

Telex charge A/C

Other  A/C                                                               
	Cr.

Cr.

Cr.

Cr.

Cr.

Cr.

Cr.


	Customer’s liability A/C
	Dr.

	Banker’s liability A/C
	Cr.


Time Limit for Opening of L/C:
L/Cs shall be opened within 150 days from the date of issuance of LCAF.
2.7.8.10-Terms of L/C S
All description of the goods along with quantity and unit price is to be incorporated in the L/C and shall take all precautions to quote the correct H.S. Codes of the goods. Prices to be quoted on CFR or FOB basis according to P/Invoice or indent. No import shall be made on CIF basis without prior approval from the Ministry of Commerce. L/Cs should provide for payment to be made against full sets of On Board (shipped) transport documents drawn or endorsed to the order of Mercantile Bank Limited showing despatch of goods covered the credit to a destination in Bangladesh. All LCs must specify submission of signed invoices, certificates of origin & pre-shipment Inspection certificate. L/Cs shall also incorporate any other documents which are mandatorily specified for that Commodity in the IPO/Public Notices/Bangladesh Bank Circulars.

It is not permissible to open import L/Cs in favor of beneficiaries or to use shipping carriers of the countries from which import into Bangladesh are banned by the competent authority. Also it is not permissible to open clean or revolving or packing credits.

Shipment Validity & Expiry
All L/Cs must specify shipment validity as per terms of the P/Invoice or indent or L/C application. However, shipment validity under any circumstances shall not exceed 9(nine) months from the date of issuance of LCAF or registration of LCAF with Bangladesh Bank, except capital machinery and spare parts, shipment of which shall be made within 17 (seventeen) months. All LCs must stipulate an expiry date and a place for presentation of documents for payment/acceptance.

Additional Confirmation to the L/Cs:
By the request of the  importer,  the  branch  may  request  a  third  correspondent  bank  (having  prior arrangement of credit line) to add their confirmation to the L/Cs. The branch shall send a request letter to the International Division, Head Office for their record and necessary instructions to be advised to the concerned confirming bank for this purpose. Confirmation charges are to be recovered from the importer as per schedule of charges of the bank unless it is waived or directed otherwise as per agreement between the supplier and the importer.
2.7.8.11-Vouching Procedure:
Dr: Customer’s A/c.

Cr: Income A/c: Commission on L/C (confirmed)

The branch shall stipulate reimbursement term in the L/Cs mentioning name of the Reimbursing Bank and Nostro Account Number (preferably in the country of the currency denominated in the L/Cs so as to avoid possible loss due to conversion of' differential currencies). The branch shall issue and send Reimbursement Authorization to the Reimbursing Bank immediately after opening of the L/Cs.

2.7.9-Mercantile Bank Limited Brokerage House:

Mercantile Bank Limited Brokerage House has been developed to ensure development of sound capital market and to provide higher, better and diversified services to a wide range of customers. MBL is offering high quality products and services at a competitive rate. Mercantile Bank Limited Brokerage House offers full-fledged international standard brokerage service with margin loan facility. They are also a full service Depository Participant (DP) of Central Depository Bangladesh Ltd. (CDBL). The brokerage service is designed to provide customers with necessary support profitably in the stock market. 

MBL is dedicated to provide high level of professional and personalized services to its domestic and international clients at a reasonable cost. MBL’s services are comprehensive in nature, including brokerage, margin loan, CDBL facilities, and research and custodian needs of customers. There are some potential advantages of mercantile bank is going to given below--- 
· Professionally trained staffs are engaged.

· Chosen as the preferred broker by most foreign/international and high-net worth      investors 

· Corporate member of Dhaka Stock Exchange

· Depository Participant (DP) of Central Depository Bangladesh Ltd

· Margin Loan facilities

· Maintains International

· MBL has a strong commitment to its corporate, institutional and individual clients.
Brokerage Services

· Trade execution

· Executive dealings through dedicated and skilled Authorized Representatives 

· Counseling on investments in different financial instruments
· Asset allocation advice
CDBL Services As Full Service Depository Participant (DP)
· The main functions as Depository Participant are: 

· BO (beneficiary Owner) account opening and maintenance.

· Dematerialization (the process of conversion of physical script to script-less to the CDBL part of the company register)

· Re-Materialization

· Freeze (freeze request and release request) and suspensions 

· Transfers and multiple accounts movement

· Pledging, un-pledging and confiscation

· Corporate events announcement inquiry (Cash and Non Cash)

· BO ISIN (balance and master maintenance inquiry)

· Custodian Services 

· Safe keeping of securities.

· Exclusive arrangement for clients to keep their shares in the vault.
2.8-SWOT Analysis
Every organization is composed if some internal strengths and weaknesses and has some external opportunities and threats in its whole life cycle. The following will briefly introduce the customers to the mercantile bank ltd. internal strengths and weaknesses, external opportunities and threats as I have exposed in the past few weeks.

Strengths
· Superior quality: Mercantile Bank Ltd. provides its customers excellent and consistent quality in every service. It is of priority that customer is very satisfied.

· Dynamism: Mercantile bank Ltd. draws from the adaptability and dynamism it possesses. It has quickly adapted to excellent standard in terms of banking services. Mercantile Bank Ltd has also adapted state of the art technology to connect with the world better communication to integrate facilities.

· Efficient Management: all the levels of the management of Mercantile Bank Ltd limited are solely directed to maintain a culture for the betterment of the quality of the service and development of a corporate brand image in the market through organization wide team approach and open communication system.

· State of the Art Technology: Mercantile Bank Ltd utilizes of the art technology to ensure consistent quality and operation. The corporate office is equipped with Reuters screen and SWIFT. All other AD branches are also equipped with SWIFT system.

· Experts: the key-contributing factor behind the success of Mercantile Bank Ltd is its employees, who are highly trained and most components in their own field. Mercantile bank ltd provides their employees training both in house and outside job.

· In house utility: Mercantile Bank Ltd is free from dependence on ever-disruptive power supply of our public sources. The company generates the required power through generator fed on diesel. 

Weakness
· Limited Workforce: Mercantile Bank Limited has limited human resources compared to its financial activities. There are not many people to perform most of the task. As a result many of the employees are burdened with extra workloads and work late hours without any overtime facilities. This might cause high employee turnover that will prove to be too costly to avoid.

· Problem In Delivery: Few of the products that mercantile bank are offered to its clients as if “Personal Credit (PC)” is lying idle due to proper marketing initiative from the management these products can easily be made available in attractive ways to increase its client base as well as its deposit status.   

· Poor Information Evaluation System: The performance evaluation system in Mercantile Bank Limited is faulty. Though it is a private organization, many times are performance is evaluated in light of political performance.

· Poor Information Facility: As it has no library facility as this result, they cannot provide total information. Otherwise, they cannot provide and update their website.

· External forces: As a new bank MBL wants to follow the rules and regulation of Bangladesh Bank very strictly, but other banks do not doing the same as they are facing serious challenges in the market as well as to attaining their target also.

Opportunities
· Government support: government of Bangladesh has rendered its full support to the banking sector for a sound financial status of the country, as it has become one of the vital sources of employment in the country now. Such government concern will facilitate and support the long-term vision of Mercantile Bank Limited.

· Invest opportunity:  There is a great opportunity to take new dimension of banking such as Islamic banking, specialized banking. Otherwise, there are many sectors where this can give special privileges.

· Evolution of E-banking: Emergence of E-Banking will open more scope for Mercantile Bank Limited to reach the clients not only in Bangladesh but also in the global banking arena. The bank has already entered the world of E-banking and providing full electronic banking facilities to its customer.

· Information technology: Banking and information technology might give the bank leverage to its competitors. Nevertheless, there are many opportunities for Mercantile Bank Limited to go for product innovation in lie with the modern day need. The bank has yet to develop credit card facilities, lease financing and merchant banking.

Threats
· Merger and Acquisition: The worldwide trend of merging and acquisition in financial institution is causing concentration. The industry and competitors are increasing in power in their respective areas.

· Poor Telecommunication Infrastructure: As previously mentioned, the world is advancing E Technology very rapidly. Though Mercantile Bank Limited has taken effort to join the stream of information technology; it is not possible to complete the mission due to poor technological infrastructure of our country.

· Insufficient Attractive Product: Many banks are entering the market with new and lucrative products. Actually, the market for banking industry is now a buyer-dominated market. Unless Mercantile Bank Limited can come up with attractive financial products in the market; it will have to face steep competition in the days to come.


3.1-Analysis of the customer’s expected & perceived satisfaction level 

Consumer’s evaluative and effective judgments concerning the overall excellence of a brand based on intrinsic as well as extrinsic attributes which are directly related to his or her satisfaction with brand. Incase of measuring the satisfaction level of customers in banking sectors, generally researchers incorporate the factors that are related with banking activities directly. But in this study, banking industry has been considered basically as service providing industry. 

To detect the customers’ expectations and perception about the services of MBL, five dimensions are considered. Each dimension contains some statements those are analyzed under expressing the level of satisfaction (Strongly Disagree, Disagree, Neutral, Agree and Strongly Agree). The “Mean” of the dimensions is expressing the level of expectations and perceptions.  “Standard deviation” has also been taken to notice the consistency of the response of customers. 

According to the questionnaire has considered of two parts. First portion has been about their perception and the second one about their expectations. Each segment consist 25 statements in 5 dimensions. The dimensions have been,

· Reliability: This dimension has five statements that measured the ability to perform service dependability and accuracy. 

· Responsiveness: Here the five statements have determined the willingness to help customers and provide prompt service.

· Awareness: There have five statements about Employees’ knowledge and courtesy and their ability to inspire and trust and confidence. 

· Empathy: How much the bank is caring and the levels of their individual attention given to the customers have been assessed. 

· Tangibility: Appearance of physical facilities, equipments, personnel and written materials etc. has been evaluated here with six statements. 

As the questionnaire is a multidimensional scale, gaining customer information through this scale is very effective. Perception of the sample respondents regarding each statement has been taken on a five-point scale ranging from 1 to 5, depending on the agreement attachment to each statement. Here, “Strongly Disagree” has been given 1 followed by “Disagree” with value 2, “Neutral” or “Hard to Agree” with 3, “Agree” with 4 and “Strongly Agree” with a value of 5. Expectations of the sample respondents regarding various dimensions of service quality have been collected by changing the statements as the “Aspect” or “Issues’. Thus, the questionnaire has a total of 50 statements; 25 statements to collect the perception and another 25 statements to collect expectation. In the last portion of the questionnaire, the customers have been asked to give some suggestions to improve the service quality.

In the methodology portion, it has mentioned that the collected data to be analyzed and present using the statistical software Minitab and Microsoft Excel. In perception portion if the mean value achieve 1 it considered as “Highly Dissatisfied”, if 2 it will be considered as “Dissatisfied”, if 3 it is “Neutral” or “Hard to Satisfy”, if 4 it considered as the “Satisfied” and if it able to attain the mean value 5 it considered as “Highly Satisfied” level. 

Customers’ suggestions regarding the improvement of the service quality of MBL has incorporated after some modification. All the ideas have been incorporated under some organized criterion, which is easier to realize. 

3.1.1-Reliability Dimension:
The total calculated data incorporated in the table (Appendix- 1.a.), which showing the mean score and standard deviation of the statements of reliability dimension. For better understanding, the total data has been present in the following graph:


         Graph 3.1.1-Mean Value of Reliability Dimension

Through the analysis, it has been found that in case of reliability dimension the customers of MBL perceived the bank as a reliable bank. Within this dimension customers have perceived that “The bank performs the service right the first time”, has been the most satisfied area of provided services. The perceived mean value has been 4.36 and the expected mean value 4.82. In another statement, the customers have perceived that incase of informing about any change the bank has not been so much active. However, customers have not been satisfied regarding “Showing sincere interest in solving any problem”. This statement encloses the mean value of perception has been 3.96, where the expected mean value 4.67. Rest of two statements, “Mercantile Bank do a certain work within the promised time” and “The bank is confidential about the account information” have attained the satisfied level of customers (mean values are 4.01 and 4.12 respectively). In each case, the expected mean value has been quite higher than the perception value. The average mean value has 4.76 and the standard deviation .060. The deviation of expectation is very low, which prove the more consistency in customer opinion. Overall, the customers are satisfied in this dimension, as the average mean value in this dimension has been 4.03, and the respondents’ uniformity has good quality (standard deviation is .223).    

3.1.2-Responsiveness Dimension
“Responsiveness” dimension determine the willingness to help customers and provide prompt services by Mercantile Bank Ltd. The analyzed data has been accumulated in the table (Appendix 1. b).   
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       Graph 3.1.2-Mean Value of Responsiveness Dimension
As employees are one of the most important parts of the service organizations, MBL also have a bunch of very dedicated and devoted human resources. In addition, the customers’ responses also prove this. The investigation has illustrated that the respondents have been most satisfied with the “Willingness to help the customers”. In this case, the perceived mean value is 4.43 and the expected mean value 4.8. The customers thought that they could congregate the branch manager or higher authority easily if they need (perceived mean value 4.04 & expected mean value is 4.81). Nevertheless, some times the employees have been too busy to response to customers’ requests (perceived mean value 3.83). Incase of giving prompt services, the perceived mean value is 3.9 that indicates that the customers have been tiny lower than the satisfied level. MBL is providing some deposit schemes, which required deposits in a certain date. During that period, often the customers have to wait for long time to take services. As a result, the satisfaction level has not been superior in this statement. Here the perceived mean value is 3.93 and the expected mean value is 4.86. In this dimension, the average mean value is 4.02 & S.D .238, where the expectation shows mean value of 4.84 & S.D of .054. This value expresses similar uniformity of responses of the customers’ expectations. Here the customers’ responses have higher variability than their expectations.

3.1.3-Awareness Dimension
This dimension measures the customers’ responses about employees’ knowledge, courtesy, their ability to inspire, trust and confidence of MBL. The table (Appendix 1. c) represents the calculated value. Following graph represents the total scenario of awareness dimension.  
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           Graph 3.1.3-Mean Value of Awareness Dimension
Customers have perceived that the bank do not have better service quality in the assurance dimension. Within this dimension, customers have been most satisfied regarding “Employees enough knowledge to answer any general question”. This statement has perceived mean value 4.18. Though the value is lower than the expected value, the satisfied level of mean proves that the employees have been trained enough to give the answer of any general questions.  “Security” is one of the most sensitive issues for the customers. But the customers perceive that the security system of MBL has not been plenty to satisfy them. Here the mean value is 3.78; on the contrary, the expected mean 4.93. The situation proves that some of the employees of MBL may not consistently courteous to the customers. The customers though that the employees have to handle numerous amount of job at same time, may be one of the main reasons of this situation. Incase of the rest two statements, the customers have been instilled confidence with the employees behavior (perceived mean value is 4.06), Customers have been felt safe in their transaction with the bank (perceived mean value is 4.13). Both the statements have higher expected mean value respectively, 4.90 and 4.94. In total, the perceived average mean value is slight lower than the satisfied level (3.99). However, the standard deviation is very low in both sides perceived S.D .182 and expected S.D .020. 

3.1.4-Empathy Dimension
“Empathy” dimension has been determined the level of the bank is caring and the level of their individual attention given to the customers. Here, with four statements these factors have been evaluated. The table (Appendix-1.d) integrates the calculated information.  
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            Graph 3.1.4-Mean Value of Empathy Dimension

The analysis found that, the bank has relatively high score in empathy dimension.  Each statements of this dimension have the mean value of over 4, which have been revealed the satisfied customers. Among the statements customers thought, the bank has been possessed the customers’ best interest at their heart (perceived mean value 4.21), bank giving individual attention (perceived mean value is 4.16). MBL also have the employees who have been given individual attention (mean value, 4.09) and the staffs have been skilled enough to understand the specific needs (mean value, 4.01) of the customers. The expected mean value are also very high in this dimension (expected mean values are 4.95, 4.94, 4.91, 4.9 respectively). The average mean of perception is 4.12 and the average mean of expectation is 4.92. Both the criterion has diminutive standard deviation values (S.D of perception is .086 and S.D of expectation is .023), which have been indicated the more homogeny in customers’ feedback. As, somewhere empathy has been linked with the sentiment of human being, it may one of the reasons of more satisfied customers in this dimension.   
3.1.5-Tangible Dimension
We know “Tangible” dimension has been enclosed the statements evaluating the reaction of the customers regarding the appearance of physical facilities, equipments, personnel and written materials etc. All calculated information is shown in the table (Appendix-1 e). 
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             Graph 3.1.5-Mean Value of Tangible Dimension
The above graph has been integrated the related analyzed information that facilitates to represent the findings. This dimension has been contained six related declarations. Among the statements, customers have been satisfied with the interior decoration/arrangements of MBL. The perceived mean value is here 4.13 and the expected mean value is 5.00. Customers’ notions about the visual appealing of bank’s physical facilities have been positive (perceived mean value is 4.05). They judge the employees have been appeared neat and give their evaluation, which have the mean value 4.02. The convenient transaction system (like ATM facilities) also have been satisfied the customers, proved by the professed mean value is 4.00. Other statements’ view have been little worse than the satisfied level. These two statements are “Mercantile bank has modern looking equipments” and “Materials/matters associated with the service are visually appealing at the bank” achieved the perceived mean value of 3.89 and 3.92 respectively, where the expected mean values are 4.86, 5.00 respectively. The average perceived mean value of this dimension (4.00) indicates that, the customers of this bank have been satisfied but the expected mean value (4.96) is higher in to some extent. The S.D of both cases are vary satisfied, value incase of perception is .087 & value incase of expectation is .058.

3.2-Customer Expectation Regarding Service Quality 
Customer expectation is the standard or reference point against which performance has judged. Customers compare their perceptions of performance with this reference point when evaluating service quality. Therefore, in order to judge the performance of Mercantile Bank Ltd. regarding their provided service quality it has been inevitable to discern the customers’ expectations. 
	 
	Reliability
	Responsiveness
	Awareness
	Empathy
	Tangible
	Average

	No. of Statements
	5
	5
	5
	4
	6
	25

	Mean
	4.7620
	4.8420
	4.8960
	4.9250
	4.9650
	4.88

	Std. Deviation
	.06058
	.05450
	.02608
	.02380
	.05857
	.083


Table 13-Mean & S. D. of Expectation (Dimension wise)
The table is showing the average mean scores of customers’ expectation regarding the service quality taking all the dimensions. Here the average mean value is 4.88, which is below 5. It indicates that the customers have been expected pretty nearly “The World Class” services from Mercantile Bank Ltd. In tangible dimension, the customers do agree that they have been expected almost the highest most point to be associated with the dimension. With in the dimension, interestingly all the customers have been expected the highest most services (value 4.96). From this value, it has understood that, customers have been interested regarding the “Ornamental Services” like good-looking equipments and good interior with “Core Service”. In empathy dimension, the mean value is second highest value 4.92. It means they have been expected individual attention and taking care of the consumers specific needs. Customers’ expectation in the reliability dimension is lowest with the mean value of 4.76.  We can represent the above statistics through the graphs. The first graph has been shown the mean value of expectation in five dimensions. 
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Graph 3.2.1-Mean Value of Expectation (Dimension wise)
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Graph 3.2.2-Standard Deviation of Expectation (Dimension wise)
Incase of standard deviation, the average value is .083. It has mentioned before that, the lowest S.D. value represents the lowest difference of customer response.  The deviation is highest in reliability dimension. And the mean value is lowest in this dimension. Mercantile Bank Ltd. has a wide range of customers. Both corporate and general people are included with in this range. Within the general people, there are different categories of customers. Therefore, the expectation also can be varied, because people’s expectation also changed with class, education, income level etc. 

 3.3-GAP ANALYSIS
In the earlier portion, Mercantile Bank’s performance regarding the service quality has been analyzed based on customer’s perception. Nevertheless, to understand customer satisfaction level it should be compared with customer expectation, because it is not possible to measure the customer satisfaction level without comparing with their expectation. Most of the cases the perceived services are not same with the expected services. The difference between expectation and perception has been termed as “Gap”. The bigger the gap, the more the customers are dissatisfied. Marketers should try to reduce the gap (if any) to achieve higher level of customer satisfaction and hence stronger customer loyalty. 

Setting higher expectation level and maintaining inferior service quality can be the causes of bigger gap.  According to some researchers to reduce the gap, the marketer can follow the following strategies,
· Setting a lower level of expectation. And

· Improving the service quality. 

It is risky for a service marketer to reduce the expectation level as customers might identify it as a low quality service provider. As a result, not mush customers would be willing to buy the services. On the other hand, marketers should never over promise as it help to create a higher expectation level consequently a bigger gap. Therefore, marketer should be very careful in setting the right expectation level. As easier approach to reduce the gap is to improve the service quality. 

​​​

	Dimension
	Expectation
	Perception
	(Expectation-Perception)
	Gap (E-P)

	Reliability
	4.76
	4.03
	(4.76-4.03)
	.73

	Responsiveness
	4.84
	4.02
	(4.84-4.02)
	.82

	Awareness
	4.94
	3.99
	(4.94-3.99)
	.95

	Empathy
	4.92
	4.12
	(4.92-4.92)
	.80

	Tangible
	4.96
	4.0
	(4.96-4.00)
	.96


Table 14-Gap Analysis (Mean Value)
The table 4.3 has been shown the detailed gap analysis with mean value. Among the dimensions, the “Reliability” dimension has been possessed the lowest gap .73. In this context, the perception value is not highest. As the expectation level is lowest, the gap is lowest.

On the other hand, the gap is highest in “Tangible” dimension, it contains the value .96.  It is the general norms of the customers to seek out those facilities including this dimension. But Mercantile Bank Ltd. has been incapable to provide the expected physical facilities to the customers. The “Gap Analysis” also can be expressed by the graph, which is more easy-to-read. 
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Graph 3.3.1-Gap between Expectation and Perception
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Graph 3.3.2-Comparing Value of Standard Deviation
The first graph clearly shows the consistency in gaps among the dimensions. But, from the graph viewing the standard deviation, it may assume that there is huge variance in customers’ responses.  The responses have varied for different branches for different areas and characteristics. As branch activities, structures, working pattern, etc have varied from area criteria, the customers’ expectation and perception also varied.  For example, MBL Mohakhali Branch situated in commercial area and it maintains a large group of customers in different criteria. However, MBL Mogh Bazar Branch is comparatively new branch, which is mainly maintaining the few customers. Therefore, naturally the customers of Mohakhali branch can possess different view from Mogh Bazar Branch.

3.4-Customer’s Opinion about Service Development
From the last portion of the questionnaire, the customers have been asked for giving some suggestions to improve the service quality of MBL. Throughout the survey, a number of suggestions have been collected. For more convenience, those ideas are incorporated in some cluster or direction. Those are,

· MBL should become more active incase of changing any system or process. They should also take initiative to inform the customers regarding the new offerings. Some customers thought that MBL should published newsletter periodically containing these types of information and send it to the customers. There should arrange some programs with customers/ some complain or suggestion box for the customers. Through this method bank will able to know the customers expectation.

· Bank should arrange regular training and development programs for all level of the employees. The program not only confounded with in our country. If required, employees must go overseas. 

· Some times the customers have to wait in a long line for taking services (time of MSS collection, Share dealings etc.). Management must organize some special arrangement, which ensure quick services.

· As bank deals with money, security is one of the most sensitive factors for customer satisfaction. Some customers are not so much satisfied about the security service. MBL should use more recent technologies for ensure better security services. 
· Now the private commercial banks are very competitive in Bangladesh. So, Mercantile Bank Ltd. should concentrate on its infrastructure development. New branches of MBL are very attractive and comfortable in its decoration. However, bank should refurbish comparatively earlier branches. MBL should more innovative in banking activities. As a result, the customers can be benefited, and more customers will attract to take the services. 

· Customers demand is very high for more improved on-line banking services and Tele banking. Now the on-line service is available in MBL, but many features of on-line banking has not yet provided like any branch banking. 

· MBL now have 50 branches (up to 2010), customers are required of more branches as well as more ATM booths in city areas. Mercantile Bank should also concentrate more about their “Branch Management”.   

· Mercantile Bank is performing some of the social activities. Some very conscious customers are requiring for performing more social responsibilities. 



4.1-Recommendation
In service-oriented industry, it is very difficult to set a standard rule to satisfy the customer. Several factors shape up the decision of taking the service from an organization. Thus, MBL also needs to know the perception of the customer about their performance. To understand customer satisfaction level, this study has compared the customer perception with customer expectation. Because it is not possible to measure the customer satisfaction level without comparing with their expectation. Upon the analysis and findings, following recommendations have suggested for Mercantile Bank Ltd. to improve the service quality. 

· Employees of MBL should be trained effectively so that they can able to better understand the importance of each dimension of service quality. Extensive training should be organized to develop superior standard in delivering service in all these dimensions.  The bank should evaluate both the technical service quality and interactive service quality at the time of the employee selection. 

· In order to improve the service quality in responsiveness, assurance and empathy dimensions, the bank can follow and implement several business techniques. 

· Bank should be very much careful in all of their external marketing communication with their customers. It is understood that customer expectation level are influenced by these external marketing. Most of the time it is seen that, in Bangladesh different banks and their personnel over promise to obtain the business. This affects the customer expectation. So, MBL should be very much critical in identifying the right positioning strategy for them. They should always try to create the right image through their external marketing and then through internal marketing they should ensure their front line service personnel to deliver the same.

· Mercantile Bank should periodically go for market research so that they understand the specific customer perception and expectation all the time. 

· Their customers should segment based on their transaction with the bank. The bank should clearly identify the “Profitable Segments” and try to provide superior customer service to them. They should also identify the “Problem Customers” and get rid of them as soon as possible, because they are causing problem to the overall service of the organization. 

· The service provider should honor promises. No matter what, the promises made by the bank, should kept to make the customers believe that they are given outmost priority.

· Customers should be treated equally and fairly, because their perception regarding service providers depends on how equally they are treated compared to the other customers.

· The management should always motivate the boundary spanners because they are the service, in the eyes of the customers. Well thought out pay package, bonuses, yearly picnic program, incentives for retaining the customers, family day etc. can be arranged to boost up the loyalty and commitment of this internal customers, i.e. the employees. Because if they are not satisfied properly they would not try to satisfy the ultimate customers.

· The employees of the bank should be empowered with enough authority, so that they can make instant decisions in the event of necessary. Once again, before doing that the employees should be trained and clearly specified how much authority they are provided with.

· One of the techniques to improve service quality in all dimensions is to have an excellent recovery strategy. It has understood that customers are more brands loyal if they receive an excellent service recovery than they were at the first time. Therefore, MBL can follow the recovery strategy.
4.2-Conclusion
Bangladesh is one of the world's most prominent developing nations. The country's economy is based on agriculture. The financial service providing system and bank’s ability to deliver sound financial services to its constituencies can have far-reaching implications for the economic development of the nation. Financial sector of Bangladesh, like most developing countries, is dominated by banking enterprises. Bank is very old institution that is contributing towards the development of the economy as well as plays a vital role of financial intermediary of Bangladesh. Bank is treated as an important service industry in modern world.  One of the important factors of service business is to satisfy customers. Especially, for the bank, which is the principal service business, the evaluation of the satisfaction by the customers for various kinds of services is a very important index for measuring the competition level of the bank.
Consumer behavior is an interesting and important area that evolves rapidly because of their perception, motivation, and attitudes towards the product or service, they are enjoying. This study has several objectives, which has fulfilled by different analysis. The first objective was to measure the organizational position of MBL. To determine their actual position different financial comparison and analysis has executed. The calculation found that, the total deposits of the bank stood at growth of 32.80%, the operating revenue record a growth of 27.76% and Net Interest Income register a growth of 14.03% over the previous year. Earning per Share stood at around BDT 41.22 as against BDT 32.26 in 2008. The Capital Adequacy Ratio stood at around 10.68% reflecting a strong capital base of the Bank. After all these assessment it has found that, MBL is now in an intensifying position.

To measure the level of customer satisfaction of Mercantile Bank Limited using the questionnaire consisting five dimensions. There are two portions in the questionnaire to measure the satisfaction level (Expectation and Perception). After measuring the expectation and perception, the gap has analyzed. Mercantile Bank Limited providing satisfied level of service quality. There are some gaps in each dimension. At last, there are some recommendations incorporated formed by the customers’ suggestions and consulting some other sources for improving the service quality. 
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5.2-Appendix 1: Calculation Tables
1. A) Reliability Dimension
	Statements
	Mean Value
	S.D.

	
	Perception
	Expectation
	Perception
	Expectation

	When Mercantile Bank promises to do something by a certain time, it does so. 
	4.01 
	4.74
	.223
	.060

	When you have a problem, the bank shows a sincere interest in solving it. 
	3.96
	4.67
	
	

	The bank performs the service right the first time. 
	4.36
	4.82
	
	

	The Bank is confidential about my account information.
	4.12
	4.77
	
	

	The bank keeps customer informed about any changes.
	3.73
	4.81
	
	

	Average mean & S.D. 
	4.03
	4.76
	
	


1. B) Responsiveness Dimension

	Statements
	Mean Value
	S.D.

	
	Perception
	Expectation
	Perception
	Expectation

	Employees of Mercantile bank give you prompt service.
	3.90 
	4.93
	.238
	.054

	 Employees of this bank are always willing to help you.                            
	4.43
	4.80
	
	

	Employees in this bank are never too busy to respond to your request.
	3.83
	4.81
	
	

	You can speak to the bank manager/proper authority easily you need or face any problem.
	4.04
	4.81
	
	

	You do not need to wait for a long time for taking services. 
	3.93
	4.86
	
	

	Average Mean & S.D.
	4.02
	4.84
	
	


1. C) Awareness Dimension 

	Statements
	Mean Value
	S.D.

	
	Perception
	Expectation
	Perception
	Expectation

	The behavior of the employees of Mercantile bank instills confidence in you. 
	4.06
	4.90
	.182
	.020

	You feel safe in your transactions with the bank.  
	4.13
	4.94
	
	

	Employees of this bank are consistently courteous with you.
	3.82
	4.95
	
	

	Employees of the bank have the knowledge to answer any of your general questions.
	4.18
	4.95
	
	

	The security system/facilities are enough.
	3.78
	4.93
	
	

	Average Mean & S.D. 
	3.99
	4.93
	
	


1. D) Empathy Dimension 

	Statements
	Mean Value

S.D.
	

	
	Perception
	Expectation
	Perception
	Expectation

	Mercantile bank gives you individual attention.
	4.16
	4.95
	.086
	.023

	The bank has employees who give you individual attention.
	4.09
	4.94
	
	

	This bank has your best interests at heart.
	4.21
	4.91
	
	

	The staffs of this bank understand your specific needs.
	4.01
	4.90
	
	

	Average mean & S.D.
	4.12
	4.92
	
	


1. E) Tangible Dimension

	Statements
	Mean Value
	S.D.

	
	Perception
	Expectation
	Perception
	Expectation

	Mercantile bank has modern looking equipments.
	3.89
	4.86
	.087
	.058

	The bank’s physical facilities are visually appealing.
	4.05
	4.93
	
	

	The internal decoration/arrangements (like sitting arrangements, service delivery process etc.) are comfortable.
	4.13
	5.00
	
	

	The staffs of this bank appear neat. 
	4.02
	5.00
	
	

	Materials/matters associated with the service are visually appealing at the bank.
	3.92
	5.00
	
	

	Convenient transaction systems (like ATM, Online banking, Tele-banking etc.)
	4.00
	5.00
	
	

	Average Mean & S.D.
	4.00
	4.96
	
	


5.3-Appendix 2: Questionnaire

This is a questionnaire for collecting information from you for preparing an internship report regarding the topic Overall banking performance and level of customer satisfaction of Mercantile Bank Ltd. (Main Branch) Your answers will be used only for academic purpose and will be reserved hidden.
 [For Demographic Purpose]

Name of the respondent: ………………………………………………………

Educational qualification: ( Under S.S.C
 
( S.S.C 


( H.S.C               ( Bachelor degree 
( Master    degree & above

Gender:   

    ( Male 

 
( Female

Profession: 

    ( Govt. service

( Private service
( Business


    ( Housewife

( Others

Age: 


    ( Below 20


( 20- 30

( 30-40



    ( 40-50


( Above 50

 Monthly income:
BDT ( 5000-15000 

( 15000-30000



    ( 30000- 45000
         ( 45000- 60000
            ( Above 60000 

[For Research Purpose]

Please put tick one of the alternatives to express your agreeableness to disagreeableness with the statement. (Strongly Agree=SA, Agree=A, Neutral=N, Disagree=D, Strongly Disagree= SD)
	
	Statements For Response/Perceptions
	SD
	D
	N
	A  
	SA

	
	Perception statement in the Reliability Dimension
	
	
	
	
	

	1. 
	When Mercantile Bank promises to do something by a certain time, it does so. 
	
	
	
	
	

	2. 
	When you have a problem, the bank shows a sincere interest in solving it. 
	
	
	
	
	

	3. 
	The bank performs the service right the first time. 
	
	
	
	
	

	4. 
	The Bank is confidential about my account information.
	
	
	
	
	

	5. 
	The bank keeps customer informed about any changes.
	
	
	
	
	

	
	Statements in the Responsiveness Dimension
	
	
	
	
	

	1. 
	Employees of Mercantile bank give you prompt service.
	
	
	
	
	

	2. 
	 Employees of this bank are always willing to help you.                            
	
	
	
	
	

	3. 
	Employees in this bank are never too busy to respond to your request.
	
	
	
	
	

	4. 
	You can speak to the bank manager/proper authority easily you need or face any problem.
	
	
	
	
	

	5. 
	You don’t need to wait for a long time for taking services. 
	
	
	
	
	

	
	Statement in the Awareness dimension
	
	
	
	
	

	1. 
	The behavior of the employees of Mercantile bank instills confidence in you. 
	
	
	
	
	

	2. 
	You feel safe in your transactions with the bank.  
	
	
	
	
	

	3. 
	Employees of this bank are consistently courteous with you.
	
	
	
	
	

	4. 
	Employees of the bank have the knowledge to answer any of your general questions.
	
	
	
	
	

	5. 
	The security system/facilities are enough.
	
	
	
	
	

	
	Statement in the Empathy dimension
	
	
	
	
	

	1. 
	Mercantile bank gives you individual attention.
	
	
	
	
	

	2. 
	The bank has employees who give you individual attention.
	
	
	
	
	

	3. 
	This bank has your best interests at heart.
	
	
	
	
	

	4. 
	The staffs of this bank understand your specific needs.
	
	
	
	
	

	
	Statement in the Tangible dimension
	
	
	
	
	

	1. 
	Mercantile bank has modern looking equipments.
	
	
	
	
	

	2. 
	The bank’s physical facilities are visually appealing.
	
	
	
	
	

	3. 
	The internal decoration/arrangements (like sitting arrangements, service delivery process etc.) are comfortable.
	
	
	
	
	

	4. 
	The staffs of this bank appear neat. 
	
	
	
	
	

	5. 
	Materials/matters associated with the service are visually appealing at the bank.
	
	
	
	
	

	6. 
	  The bank has convenient transaction systems (like ATM, Online banking, Tele-banking etc.)
	
	
	
	
	


Do you have any suggestions to improve the quality of the level of customer satisfaction of this Bank?

…………………………………………………………………………………………………..……………………………………………..……………………………………………………………….……………………………………………………………….……………………………………………………………….……………………………………….
Thank you for your co-operation
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The horizontal excises:


1. Modern looking equipments.


2. Physical facilities


3. The internal decoration/arrangements


4. The staffs of this bank appear neat


5. Materials/matters associated with the service


6. Convenient transaction system





The horizontal excises:


1. The bank gives you individual attention.


2. Employees who give you individual attention.


3. Best interest at their heart


4. Given individual attention








The horizontal excises:


1. Ability to inspire, trust and confidence of MBL


2. feel safe in your transactions with the bank.  


3. This bank are consistently courteous with you


4. Employees enough knowledge to answer any general question


5. The security system/facilities











The horizontal excises:


1. Provide prompt service.


2. Willingness to help the customers


3. Employees in this bank are never too busy to respond to your request.


4. Need or face any problem


5. for taking services








The horizontal excises:


1. The bank performs the service right the first time


2. Showing sincere interest in solving any problem


3. The bank is confidential about the account information


4. The Bank is confidential about my account information.


5 The bank keeps customer informed about any changes
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