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ABSTRACT

Rupali Bank Limited (RBL) was constituted with the merger of 3 (three) erstwhile com-
mercial banks i.e. Muslim Commercial Bank Ltd., Australasia Bank Ltd. And Stan-
dard Bank Ltd. operated in the then Pakistan on March 26, 1972 under the Bangladesh
Banks (Nationalization) order 1972 (P.O. NO. 26 of 1972), with all their assets, bene-
fits, rights, powers, authorities, privileges, liabilities, borrowings and obligations. Rupali
Bank worked as a nationalized commercial Bank till December13, 1986. Rupali Bank
Ltd. Emerged as the largest Public Limited Banking Company of the country on De-
cember 14, 1986. At present Rupali Bank Ltd. Operates through 550 branches. It is
linked to its foreign correspondents all over the world. The Corporate Head Office of the
bank is located at DHAKA with one local office (main branch), six corporate branches at
Dhaka, one in Chittagong and twenty-five zonal offices all over the country. The Board
Of directors is composed of eight members headed by a chairman and the directors com-
prise representatives from both public and private sectors and shareholders. The Bank
is headed by the Managing Director (Chief executive) Mr. Md. Farid Uddin who is a
reputed professional Banker. The Bank has an authorized capital of TK. 7000 million
with a paid up capital of TK. 1650 million. GOB owns 90.19% of its share while the
private share constitutes only 09.81%. As an employee, I had the opportunity to do the
different types of tasks under Rupali Bank Limited. To make this report, I have used
my observations about various banking functions and day-today operations. Rupali Bank
Limited provides different types of services to its customers like Foreign Exchange, Gen-
eral Banking etc. I segmented my report into eleven chapters. First covers the Introduc-
tion about the report, second chapter cover the general banking of Rupali Bank Limited.
Third chapter consists of service level and customer satisfaction of Rupali Bank Limited.
Fourth chapter is for the SWAT Analysis of Rupali Bank Limited; Fifth chapter Findings,
Recommendation and Conclusion. This report will provide a view regarding the general
banking and customer satisfaction of the Rupali Bank Limited. Financial institutions of
a country play an important role in mobilizing the unutilized savings and guiding their
way through to useful investment projects. The financial institutions go a long way in
building the financial backbone of the countrys economy. Through capital rising, loan
providing, lending supports to venture new entrepreneurs with their concerns, the finan-
cial institutions are driving the nation towards financial solvency. In a developing country
such as Bangladesh, the role of financial institutions is imperative. Here the financial
institutions mostly comprise commercial banks, that is, the major portion of financing for
businesses and a majority of the core financial banks provide services. By the nature of
their business, banks are very good at mobilizing savings and providing payment services
and liquidity. As such they facilitate economic growth for the country. A major source
of the revenues is the varieties of loan products that they offer. Loan products are one
if the key components of eth banks assets. Most of the revenues generated by banks are
generated through the loan products. One of the market leaders of the banking sector of
Bangladesh, Rupali Bank Ltd. is no exception in this regard. Through their strong brand
image and affiliation with a large parent company, they are able to provide innovative
services to the consumers of a developing country such as ours.
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chapter I
RUPALI BANK LIMITED
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Chapter 1

1.1 Introduction
In our country service sector is now one of the most promising sector. This sector is
now contributing more than 49 percent to the Gross Domestic Product (GDP). In this
service sector financial organizations and institutions like insurance, finance company,
banks play a vital role in our economy. In our country different types of banks are seen
like Central bank, State- owned Commercial bank, Private Commercial bank or Merchant
bank, Foreign Commercial bank, Specialized Development bank etc. But when we use
the term bank it generally means commercial bank that collects the deposit from surplus
unit of the society and then lends the deposits to the deficit units of the society. But the
new thing is that how it operates and presenting its activities for the purpose of serving
customer requirements to increase their well-being in the sense of wealth.

Generally by the word Bank we can easily understand that the financial institution deals
with money. But there are different types of banks like; Central Banks, Commercial
Banks, Savings Banks, Investment Banks, Industrial Banks, Co-operative Banks etc. But
when we use the term Bank without any prefix, or qualification, it refers to the Commer-
cial banks. Commercial banks are the primary contributors to the economy of a country.
So we can say Commercial bank is a profit-making institution that holds the deposits of
individuals & business in checking & savings accounts and then uses these funds to make
loans. For these people and the government is very much dependent on these banks as
the financial intermediary. As, banks are profit-earning concern; they collect deposit at
the lowest possible cost and provide loans and advances at higher cost. The differences
between two are the profit for the bank.

Banking sector is expanding its hand in different financial events every 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 day by day, they are coming with
different innovative ideas & products. In order to survive in the competitive field of the
banking sector, all banking organizations are looking for better service opportunities to
provide their fellow clients. As a result, it has become essential for every person to have
some idea on the bank and banking procedure.
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1.2 Origin Of the Study
After completing my graduation as a student of Faculty of Business Studies, Jagannath
University Bangladesh, I like to do Internship in a reputed Bank, which would be helpful
for my future professional career. I got the opportunity to perform my internship in the
Rupali Bank Limited. It was a Three months long practical orientation program. This
report is originated as the requirement of Rupali Bank Limited and as well as my degree.

1.3 Objective Of the Report
The primary objective of this report is to provide overviews on the function of Rupali
Bank Limited. Objectives of the study are summarized in the following manner:

• Give an overview of Rupali Bank Limited.

• To explore General Banking activities of Rupali Bank Limited.

• To explore Foreign Exchange activities of Rupali Bank Limited.

• To gain comprehensive knowledge about the present General banking scenario of
Rupali Bank Limited.

• To identify the existing problems of the stated department.

• Giving suggestion for betterment

1.4 Methodology
Both primary and secondary source of data were used to prepare this report. This report
has been prepared on the basis of experience gathered during the period of internship
from 17 January, 2016 to 25 March, 2016. For preparing this report, I have undergone
group discussion, collected data and sent some questionnaires to the selected Officers and
interviewed with some of them. I also studied different circulars and files of the Rupali
Bank Limited.

1.5 Scope Of the Report
As I was sent to Rupali Bank Limited, Railway Crossing Branch, Rangpur, Bangladesh,
the scope of the study is only limited to this branch. The report covers its overall de-
partment wise function, structure and performance. The report also covers details about
Rupali Bank Limited.

1.6 Limitations
The present study was not out of limitations. But as an intern it was a great opportunity for
me to know the banking activities of Bangladesh specially Rupali Bank Limited. Some
constraints are appended bellow:
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• As some of the fields of banking are still not covered by our courses, there was
difficulty in understanding some activities.

• Every organization has their own secrecy that is not revealed to others. While
collecting data i.e. interviewing the employees, they did not disclose much infor-
mation for the sake of the confidentiality of the organization.

• Since the bank personals were very busy, they could provide me very little time.

• Another problem is that creates a lot of confusions regarding verification of data.
In some cases more than one person were interviewed to clarify each concept as
many of the bankers failed to provide clear-cut idea about the job they perform.

• The clients were too busy to provide me much time for interview.

1.7 History
Rupali Bank Ltd. was constituted with the merger of 3 (three) erstwhile commercial
banks i.e. Muslim Commercial Bank Ltd., Australasia Bank Ltd. and Standard Bank Ltd.
operated in the then Pakistan on March 26, 1972 under the Bangladesh Banks (National-
ization) Order 1972 (P.O. No. 26 of 1972), with all their assets, benefits, rights, powers,
authorities, privileges, liabilities, borrowings and obligations. Rupali Bank worked as a
nationalized commercial bank till December13, 1986. Rupali Bank Ltd. emerged as the
largest Public Limited Banking Company of the country on December 14, 1986.

Present Capital Structure
Authorized Capital: Tk. 7000 million (US$ 88.66 million)
Paid up Capital: Tk. 1650 million (US$ 20.9 million)

Number of Branches
Rupali Bank operates through 554 branches. It is linked to its foreign correspondents all
over the world.

Number of Employees
The total number of employees is 4293.

Chief Executive
The Bank is headed by the Managing Director (Chief executive) who is a reputed profes-
sional Banker.
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chapter II
GENERAL BANKING

ACTIVITIES OF RUPALI
BANK LIMITED
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Chapter 2

General Banking Activities

2.1 General Banking
General banking department is the heart of all banking activities. This is the busiest and
important department of a branch, because funds are mobilized, cash transactions are
made; clearing, remittance and accounting activities are done here. Since bank is con-
fined to provide the services everyday, general banking is also known as retail banking.
In Rupali Bank Limited Principal Branch, the following departments are under general
banking section:

1. Account Opening Section
2. Deposit Section
3. Cash Section
4. Clearing Section
5. Accounts Section

2.2 Our Services

2.2.1 Deposit Services
1. Savings Bank Account
2. Fixed Deposit Account
3. Short Term Deposit Account
4. Current Account
5. Pension Account
6. Foreign Currency Account

2.2.2 Loans & Lease Services
1. Micro Credit
2. Small and Medium Enterprise Financing
3. Industrial Loans
4. Working Capital Financing
5. Export Credit

6
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6. Import Credit
7. Bills Purchase
8. Letter of Credit
9. Letter of Guarantee
10. Lease Financing
11. Transport Financing
12. Consumers Loan Scheme
13. House Building Loans

2.2.3 Miscellaneous Services
1. Electric Bill
2. Gas Bill
3. Phone Bill
4. Cheque Clearing
5. Instrument Collection
6. Locker Services

2.2.4 Remittance Services
1. Remittance of Fund from abroad by Bangladeshi Nationals
2. Foreign Remittance
3. Internal Remittance

2.3 Accounts Opening Section
Account opening is the gateway for clients to enter into business with bank. It is the
foundation of banker customer relationship. This is one of the most important sections
of a branch, because by opening accounts bank mobilizes funds for investment. Various
rules and regulations are maintained and various documents are taken while opening an
account. A customer can open different types of accounts through this department. Such
as:
1. Current Account
2. Savings account
3. Fixed Deposit
4. Short Term Deposit (STD)
5. Cash credit (CC)

2.4 Types Of Accounts With Terms And Conditions
Current Account
Current account is purely a demand deposit account. There is no restriction on withdraw-
ing money from the account. It is basically justified when funds are to be collected and
money is to be paid at frequent interval. Some Important Points are as follows-
1. Minimum opening deposit of TK.5000/- is required, but under special circumstances
it may be opened with TK.1000.
2. There is no withdrawal limit.
3. No Interest more or less is given upon the deposited money;
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4. Profit rate is 0.00%.

Savings Account
This deposit is primarily for small-scale savers. Hence, there is a restriction on with-
drawals in a month. Heavy withdrawals are permitted only against prior notice. Some
Important Points are as follows-
1. Minimum opening deposit of Tk.1000/= is required;
2. Withdrawal amount should not be more than 1/4th of the total balance at a time and
limit twice in a month.
3. If withdrawal amount exceed 1/4th of the total balance at a time no Profit more or less
is given upon the deposited money for that month.

Fixed Deposit
The Local Remittance section of Rupali Bank ltd also issues FDR.They are also known
as time deposit or time liabilities. These are deposits, which are made with the bank for
a fixed period, specified in advance. The bank need not maintain cash reserves against
these deposits and therefore, the bank offers higher of Profit more or less on such deposits.

Opening of Fixed Deposit Account
The depositor has to fill an account form where in the mentions the amount of deposit, the
period for which deposit is to be made and name/names is which the fixed deposit receipt
is to be issued. In case of a Joint name Rupali Bank Limited also takes the instructions
regarding payment of money on maturity of the deposit. The banker also takes specimen
signatures of the depositors. A fixed deposit account is then issued to the depositor ac-
knowledging receipt of the sum of money mentioned there. It also contains the rate of
Profit more or less and the date on which the deposit will fall due for payment.

Term Deposits
These rates are not negotiable. In this table we can find out the percentage that is given
by the bank for specific period of time to the customer.

STD (Short Term Deposit) Account
Normally various big companies, organizations, Government Departments keep money in
STD account. Frequent withdrawal is discouraged and requires prior notice. The deposit
should be kept for at least seven days or thirty days to get Profit more or less. The Profit
more or less offered for STD is less than that of savings deposit.

2.5 Dishonor of Cheque
If the Cheque is dishonored, RBL sends a memorandum (Cheque Returns Memo) to the
customer stating the reason in the following way:
1. Refer to drawer
2. Refer to drawer
3. Effects not cleared. May be presented again
4. Exceed arrangements
5. Full cover not received
6. Payment stopped by drawer
7. Payees endorsement irregular/ required
8. Payees endorsement irregular, require banks confirmation
9. Drawers signature differs/ required
10. Alterations in date/figures/words require drawers full signature
11. Cheque is post dated/ differs
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12. Crossed Cheque must be presented through a bank
13. Clearing stamp required/ requires cancellation
14. Addition to bank discharge should be authenticated
15. Cheque crossed account payee only
16. Collecting bank discharge out of date/ mutilated
17. Amount in words and figures irregular/required

2.6 Account Opening Procedure
Step 1
The account should be properly introduced by Any one of the following:
1. An existing Current Account holder of the Bank.
2. Officials of the Bank not below the rank of an Assistant officer.
3. A respectable person of the locality well known to the Manager/Sub-Manager of the
Branch concerned.
Step 2
Receiving filled up application in banks prescribed form mentioning what type of account
is desired to be opened.
Step 3
1. The form is filled up by the applicant himself / herself
2. Two copies of passport size photographs from individual are taken, in case of firms
photographs of all partners are taken
3. Applicants must submit required documents
4. Application must sign specimen signature sheet and give mandate
5. Introducers signature and accounts number verified by legal officer
Step 4
Authorized Officer accepts the application.
Step 5
Minimum balance is deposited only cash is accepted.
Step 6
Account is opened and a Cheque book and pay-in-slip book is given.

2.7 Documents Required for Opening Account
Individual / Joint Account
1. Introduction of the account
2. Two photographs of the signatories duly attested by the introducer
3. Photo Identity
4. Joint Declaration Form (For joint A/C only)
5. Employees Certificate (in case of service holder)

Partnership Account
1. Introduction of the account
2. Two photographs of the signatories duly attested by the introducer
3. Partnership letter duly signed by all partners (Sign should be similar as stated in Part-
nership Deed)
4. Partnership Deed duly certified by Notary Public
5. Registration (If any)
6. Resolution of meeting for opening an account
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7. Updated Trade license

Proprietorship Account
1. Introduction of the account
2. Two photographs of the signatories duly attested by the introducer
3. Valid copy of Trade License
4. Rubber stamp
5. TIN Number Certificate
6. Photo Identity

Limited Company
1. Introduction of the account
2. Two photographs of the signatories duly attested by the Introducer
3. Valid copy of Trade License
4. Board resolution of opening A/C duly certified by the Chairman/Managing Director
5. Certificate of Incorporation
6. Certificate of Commencement (In case of Public limited company)
7. Certified (joint stock) true copy of the Memorandum and Article of Association of the
Company duly attested by Chairman or Managing Director
8. List of directors along with designation & specimen signature
9. Latest certified copy of Form xii (to be certified by register of joint stock companies)
(In case of Directorship Change)
10. Rubber Stamp (Seal with designation of each person)
11. Certificate of registration (In case of Insurance Company Obtained from department
of Insurance from the Peoples Republic of BD)

Club / Societies Account
1. Introduction of the account
2. Two photographs of the Signatories duly attested by the introducer
3. Board Resolution for Opening A/C duly certified by President/ Secretary
4. List of Existing Managing Committee
5. Resolution of meeting for opening an account
6. Registration (if any)
7. Rubber Stamp
8. Permission letter from Bureau of N.G.O. (In case of N.G.O. A/C)

2.8 Closing of an Account
The closing of an account may happen:
1. If the customer is desirous to close the account
2. If the Rupali Bank ltd finds that the account is inoperative for a long duration
3. If the Rupali Bank ltd get garnishee order from court

A customer may close his/her account any time by submitting an application to the
branch. The customer should be asked to draw the final check for the amount stand-
ing to the credit of his/her account less the amount of closing an other incidental charge
and surrender the unused check leaves. The account should be debited for the account
closing charge etc. and the authorized officer of the bank should destroy unused check.
In case of joint account the application for closing the account should be signed by the
joint account holder. The fee for closing of an account is Tk.100).
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2.9 Special Savings Scheme
Savings helps to build up capital and capital is the prime source of business investment
in a country. Investment takes the country towards industrialization, which eventually
creates wealth. That is why savings is treated as the very foundation of development. To
create more awareness and motivate people to save, Rupali Bank Limited offers Special
Savings Scheme.

The schemes are:
1. Youth and Farmer Loan
2. SME Loan
3. Student Loan
4. Rupali Monthly Earning Scheme

2.10 Loan & Advance
After two years of savings in this scheme the depositor (if an adult) is eligible for a loan
up to 80% of his deposited amount. In that case, Profit more or less rates on the loan will
be applicable as per prevailing rate at that time. Only Tk/-200 will be collect for service
charge.

Reason for disqualification from this scheme
1. If the depositor fails to pay 3 installments in a row, then he will be disqualified from
this scheme and Profit more or less will be applicable as mentioned in withdrawal clause.
2. In case of death of the depositor the scheme will mark deceased to function. The
amount will be handed over to the nominee of the deceased depositor. In case of absence
of the nominee the bank will handover the accumulated amount to the successor of the
deceased.

Objectives
1. An account is to be opened by filling up a form.
2. The Bank will provide to the customer a deposit receipt after opening the account.
This receipt is non-transferable.
3. If the deposit is withdrawn before maturity term, then saving rate of profit will be
applicable and paid to the depositor. However, no profit will be paid if the deposit is
withdrawn within six months of opening the account and monthly income paid to the
customer will be adjusted from the principal amount.
4. A depositor can avail loan/quard up to 80% of the deposit amount under this scheme.
In this case, profit will be charged against the loan, the monthly income will be credited
to the loan account until liquidation of the loan amount inclusive of profit.

2.11 Deposit Section
Deposit is the lifeblood of a bank. From the history and origin of the banking system We
know that deposit collection is the main function of a bank.

Accepting Deposits
The deposits that are accepted by Ruplai Bank ltd like other banks may be classified into:
1. Demand Deposits
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2.Time Deposits

Demand Deposits
These deposits are withdrawn able without notice, e.g. current deposits. Rupali Bank
Limited accepts demand deposits through the opening of:
a) Current account
b) Savings account
c) Call deposits from the fellow bankers

Time Deposits
A deposit which is payable at a fixed date or after a period of notice is a time deposit.
Rupali Bank Limited accepts time deposits through Fixed Deposit Receipt (FDR), Short
Term Deposit (STD).
While accepting these deposits, a contract is done between the bank and the customer.
When the banker opens an account in the name of a customer, there arises a contract
between the two. This contract will be valid one only when both the parties are competent
to enter into contracts. As account opening initiates the fundamental relationship & since
the banker has to deal with different kinds of persons with different legal status, Rupali
Bank ltd officials remain very much careful about the competency of the customers.

2.12 Cash Section
Banks, as a financial institution, accept surplus money from the people as deposit and give
them opportunity to withdraw the same by cheque, etc. But among the banking activities,
cash department play an important role. It does the main function of a commercial bank
i.e. receiving the deposit and paying the cash on demand. As this department deals di-
rectly with the customers, the reputation of the bank depends much on it. The functions
of a cash department are described bellow:

Cash Payment
1. Cash payment is made only against cheque
2. This is the unique function of the banking system which is known as payment on
demand
3. It makes payment only against its printed valid Cheque

Cash Receipt
1. It receives deposits from the depositors in form of cash
2. So it is the mobilization unit of the banking system
3. It collects money only its receipts forms

Cash Packing
After the banking hour cash is packed according to the denomination. Notes are counted
and packed in bundles and stamped with initial.

Allocation of Currency
Before starting the banking hour all tellers give requisition of money through Teller Cash
Proof Sheet. The head teller writes the number of the packet denomination wise in Re-
serve sheet at the end of the day, all the notes remained are recorded in the sheet.
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2.13 Cash Section
Banks, as a financial institution, accept surplus money from the people as deposit and give
them opportunity to withdraw the same by cheque, etc. But among the banking activities,
cash department play an important role. It does the main function of a commercial bank
i.e. receiving the deposit and paying the cash on demand. As this department deals
directly with the customers, the reputation of the bank depends much on it. The functions
of a cash department are described bellow:

2.14 Local Remittance
Carrying cash money is troublesome and risky. Thats why money can be transferred from
one place to another through banking channel. This is called remittance. Remittances of
funds are one of the most important aspects of the Commercial Banks in rendering ser-
vices to its customers.

Types of Remittance
1. Between banks and non banks customer
2. Between banks in the same country
3. Between banks in the different centers.
4. Between banks and central bank in the same country
5. Between central bank of different customers.
The main instruments used by the Rupali Bank ltd of remittance of funds are:
1. Payment order ( PO)
2. Demand Draft ( DD)
3. Telegraphic Transfer (TT)

Test Key Arrangement
Test key arrangement is a secret code maintained by the banks for the authentication for
their telex messages. It is a systematic procedure by which a test number is and the person
to whom this number is given can easily authenticate the same test number by maintain-
ing that same procedure. Rupali Bank ltd has test key arrangement with so many banks
for the authentication of LC message and for making payment.

Commission for PO
Rupali Bank ltd charges different amount of commission on the basis of Payment order
at. The bank charges for pay order are given in the following chart:

Total Amount of PO Commission VAT
Up to TK. 10,000.00 TK. 15.00 TK.3.00
TK. 10,001.00 - TK.1,00,000.00 TK. 25.00 TK. 4.00
TK. 1,00,001.00 - TK. 5,00,000.00 TK. 50.00 TK. 8.00

2.15 Bill and Clearing Section
Cheque, Pay Order (P.O), Demand Draft (D.D.) Collection of amount of other banks on
behalf of its customer is a basic function of a Clearing Department.
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Clearing
Clearing is a system by which a bank can collect customers fund from one bank to an-
other through clearing house.

Clearing House
Clearing House is a place where the representatives of different banks get together to re-
ceive and deliver cheque with another banks.

Member of Clearing House
Rupali Bank Limited is a scheduled Bank. According to the Article of Bangladesh Bank
Order, 1972, the banks, which are the member of the clearinghouse, are called as Sched-
uled Banks. The scheduled banks clear the cheque drawn upon one another through the
clearinghouse.

Types of Clearing
A) Outward Clearing: When the Branches of a Bank receive Cheque from its customers
drawn on the other Banks within the local clearing zone for collection through Clearing
House, it is Outward Clearing.
B) Inward Clearing: When the Banks receive Cheque drawn on them from other Banks
in the Clearing House, it is Inward Clearing.

Types of clearing house
There are three types of clearing house:
1) Normal clearing house
2) Same day clearing house
3) Special Clearing House

Responsibility of the concerned officer for the Clearing Cheque
1) Crossing of the Cheque.
2) (Computer) posting of the Cheque.
3) Clearing seal & proper endorsement of the Cheque.
4) Separation of Cheque from deposit slip.
5) Sorting of Cheque 1st bank wise and then on branch wise.
6) Computer print 1st branch wise & then bank wise.
7) Preparation of 1st Clearing House computer validation sheet.
8) Examine computer validation sheet with the deposit slip to justify the computer posting
9) Copy of computer posting in the floppy disk.

2.16 Bills Collection
In modern banking the mechanism has become complex as far as smooth transaction and
safety is concerned. Customer does pay and receive bill from their counterpart as a result
of transaction. Commercial banks duty is to collect bills on behalf of their customer.

Types of Bills for Collection
i. Outward Bills for Collection (OBC).
ii. Inward Bills for Collection (IBC).
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chapter III
CUSTOMER

SATISFACTION OF
RUPALI BANK LIMITED
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Chapter 3

Service Level & Customer
Satisfaction

3.1 Customer Satisfaction of Banking Sector
In banking sector customer satisfaction is considered as a big challenge to maintain the
customer loyalty through satisfied services. Banking sector is expanding its hand by dif-
ferent activities every day. At the same time the banking process is becoming faster, easier
and the banking arena becoming wider. As the demand for the better service increase day
by day, they are coming with different innovative ideas and products. In order to survive
in the competitive field of the banking sector, all banking organizations are looking for
better service opportunities to provide their fellow clients.

As a prominent bank in Bangladesh, Rupali Bank Limited always ready to maintain the
highest quality services by upgrading Banking technology prudence and applying high
standard of business ethics through its established commitment and heritage. Today in
the era of extreme competition Rupali Bank Limited is considered customer satisfaction
as the fundamental unit of success in the banking sector. They always try to be in the
shape of long-run customers attachment by showing their inner experiences about the
values attainment from the services offered as like others renowned banks do.

3.2 Customer Satisfaction Dimensions
Customer Service is the set of behavior that a business undertakes during its interaction
with its customers. It can also refer to a specific person or desk which is set up to provide
general assistance to customers. In competitive environment, there is a need for banks
to plan their strategies that will match with another. This can be achieved through the
delivery of high service quality which will significantly lead to customer satisfaction and
customer loyalty.
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Based on the five dimensions for measuring customer service quality has been developed.
Five dimensions are-

Tangibles
Tangible property in law is, literally anything which can be touched and includes both
real property and personal property (or moveable property) such as interior decoration,
currencies, buildings, real estates, vehicles, inventories, equipment and precious metals.

Reliability
It means ability to perform the promised service accurately. If the client assumes that the
company is not able to continue its service proper in the future they will not interested to
banking with them. Time consciousness of employees, accurate services providing; less
queue are the examples of reliability.

Responsiveness
Responsiveness as a concept of computer science refers to the specific ability of a system
or functional unit to complete assigned tasks within a given time. Service times, sound
computing facilities, availability of office assistance are the examples of responsiveness.

Assurance
It means the knowledge and ability of the employees to develop trust in the mind of the
clients about the completion of the task properly and on time. Secured and quality bank-
ing services are the application of assurance.

Empathy
Empathy is the capacity to recognize and, to some extent, share feelings (such as sadness
or happiness) that are being experienced by another sentient or semi-sentient being. To
ensure better service it is very important for the employees to have empathy. Empathy
means giving individual attention and taking extra care of the customer for example wel-
coming staff.

3.3 Service Level & Customer Satisfaction
The satisfaction is an abstract task. The state of satisfaction of the Customers has been
measured under some criteria. The criteria are given below:
1. The Bankers can understand and realize the Customers Problem properly and accu-
rately.
2. The Bankers can solve the Customers Problem quickly and properly.
3. The Bankers are very friendly and helpful to the Customers
4. The Bank has wide spread Service Facility and Link
5. The Customers can receive the Services from very close to their House and Business
Outlet.
6. The Phone Link has increased the Service Level of this Bank to great extent
7. How much the Customers are satisfied with the overall Service of the Bank
8. The Bankers provide Sufficient Information about their Product and Information nec-
essary to the Customers
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The respondents expressed their answer in a 5 point grading scale. Any point close to
5(five) indicates the higher satisfaction of the Customer about the criteria and any point
close to 1(one) indicates the dissatisfaction of the Customer regarding the criteria.

1. Very Good
The Service Level is very high quality. The Bank enjoyed a huge advantage in this re-
gard. This will help the Bank to get more Customers and maintain a warm relation with
them. The Bank is really getting benefit from this type of Service while maintaining the
highly satisfaction from the Customers point of view. So it can be ranked as High-quality
Service.

2. Good
The Service is competitive in the Banking Business Market and is one of the strong points
for the Bank. The Customers are satisfied in an acceptable way for the Service provided
by the Bank. The Bank enjoys some advantage in this regard of the Service, which helps
the Bank to create new Customers and maintain well relation with the existing ones.

3. Satisfactory
The Bank is doing well in the regard of this Service. But it is not a strong point for
the Bank. The Bank does not enjoy any advantage over other Banks in this regard. The
Customers are satisfied but do not have much positive impression for this Service of the
Bank. The Bank needs to improve the Level of this Service in order to gain comparative
advantage to other Bank.

4. Moderate/Average
The Service Level is very ordinary. It is considered as one of the vulnerable point of
the Bank. The other Banks can easily enjoy superiority over this Bank in regard of this
Service attract the attention of the Customers to their respective Banks. The Bank really
needs to improve this regard as the Customers are not satisfied with the Service.

5. Poor
The Service is really worst and the Customers are quite dissatisfied in this regard. It is a
real disadvantage and weak point for the Bank. In order to maintain the Customers loy-
alty to the Bank, the Bank needs to improve this Service with no delay. If the Bank fails
to improve this sector, there is a great possibility that the Bank will loose a huge cluster
of its present Customers and lag behind in the competitive market.

3.4 General Opinion of the Customers
Of the Banking Service provided by various Private Commercial Banks and Public Com-
mercial Banks the Customers can distinguish some Unique Quality and Advantages for
making and managing their Banking Relation with Bank.

The Advantages that they feel while maintaining the Banking Relation with this Bank are
as follows:
1. The Bank is more secured in terms of Banking Transaction and keeping Money here
2. The Bank has wide access and huge range of Service offerings
3. The Atmosphere of the Bank is more attractive than other Banks
4. The Bank can provide them prompt Service
5. The Bankers are very friendly to the Customers
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6. Even the Banking Transaction through this Bank is reliable, trustworthy and smooth
to various Organizations within the country or abroad.
According to the Customers there are also some short comings. They are:
1. The Bank takes high Charges for their Service in some areas of Banking Operations
than that of the Nationalized Commercial Banks.
2. Even sometimes they are not aware of various Charges for the Products and Services
provided by the Bank.

3.5 General Credit Line and Programme
Rupali Bank Limited extends credit facility to almost every sector of the country’s eco-
nomic activities. Main focus of Rupali Bank Credit programme is on financing trade and
commerce, business and industry having productive purpose. Credit facilities are also
offered to international trade and business, export and import. Credit Programme of the
Bank also covers development of rural economic activities like agriculture and livestock,
diary and poultry, fishing and hatchery etc. Loan is provided to thrust sectors declared by
the government at a concessional terms. Lending programmes are operated as per guide-
line of Bangladesh Bank (the central bank of the country) through an effective lending
policy and procedure of the Bank. Lending policy of the Bank ensures quick processing,
sanctioning and disbursement of loan in all viable sectors.

3.6 Utility Services of the Customers
Rupali Bank Limited offers some special services to customers in addition to its normal
banking operation. Collection of various utility bills is one of them. Under this service,
the Bank benefited Customer by collecting their various utility bills like Telephone bill,
Water & Sewerage bill, Electricity bill etc free of charges.

Collection of Bills:
1. Telephone bill of Bangladesh Telephone & Telegraph Board (BTTB).
2. Water & Sewerage bill of Water and Sewerage Authority (WASA).
3. Electricity bill of Power Development Board (PDB), Rural Electrification Board (REB)
etc.

3.7 Discussions and Implications
Data analysis reveals that both service quality and customer satisfaction impact the level
of customer satisfaction in Rupali Bank Limited.The Rupali Bank Management must
give due importance on improving service quality and customer involvement as both in-
fluence satisfaction of bank customers. Moreover, the proven mediating role of customer
involvement in service quality-satisfaction relationship means that customer satisfaction
and their perceptions of service quality can be manipulated by the degree of involvement
that they have with the bank employees. Therefore, offering the same level of service
quality by the bank can produce different levels of customer satisfaction, as customers
have varying degrees of involvement with the banks employees. Perhaps bank manage-
ment nurturing good relationship with customers through the implementation of good
relationship marketing would be a strategic imperative.
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3.8 Comparison on Customer Satisfaction of EXIM
Bank Limited

Through the analysis of questionnaire I have got that 80 per cent customers of EXIM
Bank are very much satisfied with the service provided by EXIM Bank. 15 per cent
customers are satisfied but they told us that EXIM Bank should improve their services to
compete with other private banks of ourcountry. 5 per cent customers are dissatisfied of
the performance of EXIM Bank. It means after making questionnaires of 40 customers
of EXIM Bank,,32 customers are fully satisfied,06 customers are partially satisfied and
02 customers are totally dissatisfied. Customers told us that they dont like the service of
EXIM Bank. So employees of EXIM Bank observe them through phone and email. When
EXIM Bank gives new offer to customers then they try to contact to those dissatisfied
customers through phone or email.

3.8.1 Reasons of Satisfaction
1. Well-furnish and air condition room.
2. Officers are cordial and well mannered.
3. Reasonably quick service.
4. Various types of saving deposit schemes and interest rate on these schemes is compet-
itively high.
5. Various types of Loans & Advance opportunities and Bank take very little time to
sanction Loan.
6. Transactions continue at launch period in the Bank.
7. Customer friendly terms & conditions.
8. Competitive interest rate.
Total 80% of fully satisfied customers 40% customers are satisfied because EXIM Bank
gives them good environment, officers are friendly with them and gives them quick ser-
vices. 20% customers are fully satisfied because customers are getting high interest rate
on various kinds of saving deposits, they are getting various types loans and advance
opportunities. They are also satisfied because they can do transaction at the lunch pe-
riod. Actually they are brand loyal customers that’s why officers have to maintain good
relationship with the customers. 20% customers are very much very much satisfied be-
cause EXIM Bank gives them competitive interest rate than other banks and officers are
so much friendly with customers.

3.8.2 Reasons of Dissatisfaction
20% customers(15% partially satisfied customers and 5% dissatisfied customers ) com-
plained that:
1. 5% customers complained that junior officers & assistant officers are not well qualified.
That’s why they are dissatisfied.
2. 3% customers hopes more entertainment from the Bank.
3. 4% customers think long-term credit facility is not available. That’s why they are
dissatisfied.
4. 5% customers they are young generation. They want more facilities from EXIM Bank.
They are using new technology. So they want to use on-line banking facilities at home.
They told that there are some absence of on-line banking facilities.
5. 3% customers mainly some businessmen told that this bank is so much profit oriented.
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FINDINGS OF THE

STUDY
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4.1 FINDINGS
General Banking and Customer Satisfaction of Rupali Bank Limited are to actively partic-
ipate in the growth and expansion of our national economy by providing general banking
and customer satisfaction facility to viable borrowers, efficiently delivered and competi-
tively priced. Rupali Bank Limited has a well-established HR department, consisting lots
of talented personnel.

4.2 FINDINGS OF THE STUDY
1. General Banking Department of Rupali Bank Limited Provides a better planning and
compensation package to their employees which well enough compare to its peer group.
2. Personnel Research and Information system is created and updated based on branch
information.
3. This Bank helps that customer who is engage in export & import business.
4. General banking side provides different types of deposit & credit department extended
loan facilities to the general customer.
5. From the trend analysis RBLs operating profit margin was increasing year by year. It
is a good sign for the bank.
6. Bank requires that borrowers have a source of repayment established at the inception
of the credit, and that any exception must be specifically addressed in the approval of
credit.
7. In 2010 the investment to deposit of the RBL decreased from previous three years.
This is not a good sign for the bank.
8. Customer is the hearts of the organization. They should provide more space in the
office and if possible, they should have some entertainment facility. For example: a
television with some dynamic channels like discovery, animal planet, national geography
etc. as a result they will be more patient while the services has been processed.
9. Personal relationship should be build with the big customer/depositors. They can be
sent different gift items like calendar, diary etc. on different occasions like Eid, new tear
etc.
10. Customer satisfied with the price charge by RBL, but they have not too much aware-
ness about the price charged. Customers awareness should be build over pricing strategy.
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RECOMMENDATIONS
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Recommendations

Banking is a service-oriented marketing. Its business profit depends on its service quality.
Thats why the authority always should be aware about their service quality.
In general banking department it is necessary to implement modern banking process in-
stead of traditional system. It should be more computerized. Account opening form could
be more elaborated easily understandable.
Evening Banking should be introduced to extend service hour for customers Flexibility.
One of the business strategies is promotion. Successful business depends how they can
promote their products or services to the customer. In this connection to improve the
business status bank should introduce more promotional programs.
RBL is offering very medium interest rate of FDR, whereas others banks are giving high
interest rate than RBL. For this RBL is losing their customers. So RBL should increase
their rate of interest for FDR.
Now a days world is going very fast. Now, most of the banks open online customer service
system. Though, Already has introduced on line banking system, but it has problem every
day i.e. Jam, slow, Hanging etc. It may be developed on line banking for quick service
and customers satisfaction.
The recruitment process of the bank is very lengthy and expensive. The bank should the
cost and select the employee by restructuring the lengthy process.
As the clients are not in favor of introducing system, if possible the rule of introducing to
open an account should be changed. Because many people are facing problem to arrange
an introducer in the time of opening accounts.
In addition with the present services they should include more services. It is badly needed
to provide more services to the customer in order to compete in the market.
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Chapter 6

Conclusion

From the practical implementation of customer dealing procedure during the whole pe-
riod of practical orientation in Rupali Bank Limited, I have reached a firm and concrete
conclusion in a very confident way. Performance of Rupali Bank Limited during the Last
five years has proved that with strong desire and will power one achieve whatever target
he may have. Banking sector is no more depends on traditional banking. In this world
banking sector is wide enough to cover any kind of financial service not only local banks,
but also from the foreign banks as well The major task of bank is to survive the service
in this competitive environment by effectively managing it. This report focused and an-
alyzed on General Banking and Customer Satisfaction of Rupali Bank Limited but its
contribution in socioeconomic prospect of Bangladesh has the greater significance. Ru-
pali Bank Limited is attaining offer of special deposit scheme with higher benefits, which
is a crying need for long-term position in financial market. Because of the entrance of
more banks in the financial market, deposits will splits over. Therefore, it is high time to
hold some permanent customers by offering special deposit scheme otherwise in future
amount of deposit may come down. To strengthen the future prospect of branch, it is an
emergency to collect more deposits.
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Appendix A

The internship report was thorough, all statements and facts were properly supported by
footnotes, referencing to an attached appendix for supplemental information.
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