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EXECUTIVE SUMMARY
When it has practical application in real life, any academic course of the study has a great value. Unless it is applicable in practical life, only theoretical knowledge will be little important. So we need proper application of our knowledge to get some benefit from our theoretical knowledge to make it more fruitful. When we engage in this field to make proper use of ourselves, then we come to know about the benefit of theoretical knowledge of our knowledge only in our practical life.

This research is on a Ganeral Banking & customer Satisfaction of Shahjalal Islami Bank Ltd, Pragati Sarani Branch.

The Progati Sarani branch is one of Shahjalal Islami Bank Ltd profitable branches. The level of satisfaction of this branch's customers is high and the perception of customers in terms of service quality is higher than their expectations. This means that this branch's workers are very responsive and reliable. For the improvement or upgrade of such a crucial service, certain effective steps should be taken. The bank should enhance its customer service to gain significant market share, and they will also have to make a lot of marketing program attempts. Because of the majority of clients are unaware of the facilities provided by Shahjalal Islami Bank Ltd.
The report was made up of 05 (Five) chapters. The introduction of the bank, general banking, client satisfaction, findings, and recommendations and so on were discussed in this report.
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Chapter 1 INTRODUCTION
1.1 BACKGROUND OF THE REPORT
The internship program is the integral of Bachelors of business administration (BBA).This program create a unique opportunity for the students to apply their theoretical knowledge into practice and given valuable real world business experience.

As a part of the internship program of BBA course requirement, for my internship program I have been placed in Shahajalal Islami Bank ltd, progati Sarani Branch (PSB), Dhaka. After the completion of my internship program, I will present all my experiences and knowledge on the report which is based on “General Banking and customer Satisfaction of   Shahjalal Islami Bank Limited.”
1.2 OBJECTIVE OF THE SUDY

The main objective will be to know detail about the “General Banking and Customer Satisfaction of Shahjalal Islami Bank Ltd,PSB” to satisfy the requirement of the part of  BBA program. There might be to objectives.

1.2.1: BROAD OBJECTIVES:

The broad one is the satisfaction of the customer analysis on general banking activities of Shahjalal Islami bank.
1.2.2: SHORT OBJECTIVES:

· To be informed about how the bank performs its operations

· To accomplish the academic experiences in real life
· To be familiar with the products and service of Shahjalal Islami Bank

· To know about the banking procedure

· To compare the strength and weakness of Shahjalal Islami Bank with the competitors.

· To know how the different divisions of the branch operates

· To Increase the knowledge about the bank operation which will help me in professional life?

· To evaluate the overall financial accomplishments of SJIBL

· To analyze the customer satisfaction of the SJIBL

· To analyze the overall general banking activities of SJIBL

1.3 MOTIVATION OF THE REPORT:

The major motive behind the study is to be familiar with the real business world and gather real life experiences about the overall banking industry, which is very essential for each and every students to compete with the very extreme competitive job market. This report finding will also helpful for management in attempting to improve the overall service quality and also to promote the company’s service to customers. The report will also very helpful for the top management to rectify the customer satisfaction. And also it might be a great opportunity for me to gain the practical knowledge about banking industry. So this study is very significant both for me and the bank.
1.4 SCOPS AND LIMITATION OF THE STUDY:

1.4.1 SCOPS OF THE STUDY:

This report was organized and ready for my real work experience and understanding when the time of working at SJIBL. It will be beneficial to the understudies by decreasing the misperception among practical and theoretical information and it will provide a clear idea about real work life as well as theoretical knowledge. This report is also helping me with my better understanding of the organization’s culture and better knowledge about its activities. As I am an internee of SJIBL, I have done numerous assignments like record opening, clearing, preparing check, pay request composing, accounts close, LC register writing, preparing DR/CR voucher, and So on. It is quite difficult for an internee to know about the entire banking procedures within this short period but I try my best to know about this sector for preparing my report as well as my real work life.

1.4.2 LIMITATIONS OF THE STUDY

There have some limitations in every study. Obviously there are some limitations in my study. The study which I have made has great importance and required me huge works. The limitations which hampered my work in SJIBL and during my preparing final report are following.

· The organization follows strict confidentiality about their financial and other information. They were very concern about the leakage of any of their information towards the competitor. So there was always much difficulty to gather information from them. 

· Duration of the study was too short to have a sound understanding of the overall banking.

· Scope of my study was so wide that analytical and comprehensive study is not possible.

Chapter 2 COMPANY PREVIEW

2.1 COMPANY OVERVIEW & HISTORY
Islami Sharia was followed by Shahjalal Islami Bank. The bank is named after Saint Hazrat Shahjalal who devoted his life in the eastern north of this subcontinent to the cause of practicing Islam. As a private commercial bank under the Companies Act 1994, Shahjalal Islami bank was founded on 1 April 2001. On 10 May of the following year, SJIBL began its banking operations with its first branch, obtaining a license from Bangladesh Bank. The bank's corporate headquarters are located at plot No:4, CWN(C) Gulshan Avenue, Dhaka-1212 at 'Shahjalal Islami Bank Tower.' The bank now has a total of 132 branches, with 72 branches in the Dhaka district, 29 in the Chittagong area, 7 in the Sylhet area, 7 in the Khulna area, 11 in the Rajshahi area, 3 in the Barisal area, and 3 priority banking branches located in Dhanmondi & Gulshan the corporate branch & 37 Agent Banking outlet.(Shahjalal Islami Bank Ltd., 2009-2018).

All types of banking facilities are provided by Shahjalal Islami Bank Limited, such as account opening, deposit, investment facility, Credit Card, money transfer facility, foreign exchange transactions, etc.

By reviewing banking policies in management and applying a higher level of corporate ethics with Shariah law, SJIBL is always ready to ensure the highest quality of services.
2.1.1 VISION
To be the unique modern Islami Bank in Bangladesh and to make a significant contribution to the national economy and to boost the confidence & wealth of customers, quality investment, value of employees and rapid shareholder equity growth.

2.1.2 MISSION
· To provide quality service to customer.

· To set high standard of integrity.

· To make quality Investment.

· To ensure sustainable growth in Business.

· To ensure maximization of Shareholder’s wealth.

· To extend our customers innovative services acquiring state-of-the-art technologies blended with Islamic principles.

· To ensure human resource development to meet the challenges of the time.
2.1.3 STRATEGIES
· To strive for the best satisfaction for customers & earn their trust.
· Managing & operating the Bank in the most efficient manner.
·  To identify the needs of customers and monitor their perception of meeting those needs.
· Reviewing & updating policies, procedures & practices to improve the capacity to expand Better services for clients.
· Training & developing all employees and providing them with adequate resources to ensure that needs of customers are reasonably addressed.
· Encouraging organizational effectiveness through the communication of company plans, policies & policies procedures to the staff openly in a timely manner.
· To cultivate a friendly working climate.
· To diversify both the retail and wholesale markets of the portfolio.
2.1.4 MOTTO
· Committed to cordial service. 
2.1.5 COMPANY STRUCTURE:
ORGANOGRAM OF SHAHJALAL ISLAMI BANK LTD
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2.2TREND & GROWTH OF THE COMPANY

Here I’m going to show trend and growth of the company according to Net Interest Income of Shahjalal Islami Bank Ltd in last 10 years (2010-2019)

	                     YEAR
	                NET INTEREST INCOME

	2019
	TK1,718,30,732  (TK1718 million)

	2018
	TK1,471,181,929  (TK1471M)

	2017
	TK1,195,895,973  (TK1195M)

	2016
	TK1,557,370,215  (TK1157M)

	2015
	TK1,321,838,980  (TK1321M)

	2014
	TK748,320,515  (TK748M)

	2013
	TK1,305,919,803  (TK1305M)

	2012
	TK1,746,203,524  (TK1746M)

	2011
	TK1,290,176,900 (TK1290M)

	2010
	TK2,072,340,363  (TK2072M)


2.2.1 GRAPHIC PRESENTATION OF NET INTEREST INCOME 

Here I’m using he Net Interest Income amount as million.
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Figure 1 NET INTEREST INCOME
Here we can see, The Net Interest Income (NII) of 2010 was high Tk2072 million. After that in 2011 the NII have decreased at Tk1290m, which is huge reduction of their NII and then it has increase by Tk1746 qt the year 2012 and in 2013 again decreased. But in 2014 the loss of SJIBL was huge, which is Tk748 million. And then the income became increased and decreased. And finally at the year 2019 the profit increased at Tk1718 million.
That means we can say their Income decreased huge amount after 2010.Then they faced huge ups & downs and till now they are trying to increase their NII. That’s means they are growing slowly.

2.3 PRODUCT & SERVICE OF SJIBL
A team of experienced managers and officials with in-depth banking expertise and experience in various sectors of banking management and operations is operated by the bank. SJIBL has so far launched a good number of attractive deposit products over a short period of time to expand the resource base and also to deploy deposit products with investment products. SJIBL is still seeking to introduce a broad range of enticing deposits, investments and services to meet the customer's taste and demand. 

2.3.1 PRODUCT MIX:

Banking involves the mobilization of the surplus unit fund and the deployment of the deficit unit fund. SJIBL mobilizes the surplus-unit fund through various types of deposit schemes and deploys the deficit-unit fund through different investment schemes. So, various types of deposits and investment strategies are the main items of SJIBL.

2.3.1a DEPOSIT SCHEME:
A deposit is a bank's "life-blood." The Bank has put great emphasis on deposit mobilization by implementing a few successful and innovative schemes. Via productive and stable investment, the deposits mobilized have been ploughed back into economic activities.
These kinds of deposit Scheme are given below:

	Kind of Deposit Scheme
	Conventional Deposit Scheme

	Mudaraba Monthly Income Scheme
	Al-Wadia Current Deposit

	Mudaraba Monthly Deposit Scheme
	Mudaraba Saving Deposit

	Mudaraba Double/Triple Benefit Scheme
	Mudaraba Short Notice Deposit

	Mudaraba Millionaire Scheme
	Mudaraba Term Deposit Receipt

	Mudaraba Hajj Scheme
	MTDR-Special Scheme

	Mudaraba Housing Deposit Scheme
	Mudaraba Foreign Currency Deposit

	Mudaraba Mohor Deposit Scheme
	

	Mudaraba Marriage Deposit Scheme
	

	Mudaraba Education Deposit Scheme
	

	Mudaraba Cash Waqf Scheme
	


2.3.1b INVESTMENT SCHEME:

The special feature of SJIBL's investment strategy is to invest in accordance with the values and principles of Islamic Shariah on the basis of a benefit loss-sharing scheme. Benefit earning is not only the motive and goal of the investment strategy of the bank, but emphasis is also placed on achieving social goods and generating job opportunities.

As the money mobilized from final surplus units (investors) is allocated through this department to the final deficit unit, the investment and credit department is a very important department of a bank (Borrowers). This department's output maintains a significant impact over a bank's profit. This department's failure could lead to huge losses or even bankruptcy for the bank. So this department should be given special attention.

The bank, with its creditworthiness and strong track record, entertains good investment clients. The bank has numerous profitable investment ventures that are as follows:

	Mudarabaha
	Household Durable Scheme

	Bi-Muajjal
	Small Business Investment Scheme

	Hire Purchase & Ijara
	Small Entrepreneur Investment Program

	Investment Against L/C
	Medium Entrepreneur Program

	Bill Purchase/Discount
	Housing Investment Scheme

	Investment Against Scheme Deposit
	Rural Investment Program

	Quard
	Car Investment Scheme

	
	Women Entrepreneur Investment Scheme


2.3.2 SERVICE MIX:

Shahjalal Islami Bank Limited is a modern bank focused on industry standards, Islami Shariah and the latest technology. The bank is equipped with state-of-the-art technology and is committed to providing its valuable clients with technology-based, modern banking. The services that SJIBL offers are:

· Online Banking Service

· VISA SJIBL Debit & Credit Card

· SMS/ Push Pull Service

· Personnel Management Information System (PMIS)

· SWIFT
2.3.2a ONLINE BANKING SERVICE:

Using the latest technologies and electronic media competing with other private banks to provide better services to valued customers to set up and develop fully automated, online, centralized banking systems interfacing (connecting software) with all delivery networks, such as: ATM (Automated Teller Machine), POS (Point of Sale-Fund Transfer Machine for purchase at any shop/service center, etc.

2.3.2b SJIBL VISA DEBIT & CREDIT CARD:

The card is seen as a new product dimension emerging from the technical advancement of the banking arena. In line with our VISA International affiliation for VISA ATMs and POS, VISA cards have already been introduced.
2.3.2c SMS/PUSH & PULL SERVICE:
This is a cell phone service supplied by the bank. This new technology-based service would allow the bank to attract a new client base. Customers will be facilitated with mobile phone-based banking service with a fast protected and economical way via SMS or Pull Push service.
2.3.2d SWIFT:

The Society for Worldwide Inter-Bank Financial Telecommunication (SWIFT) is a cooperative operated by a bank that serves the worldwide financial community. A dedicated global network for safe communication between SWIFT customers is the SWIFT Transport Network (STN). This SWIFT alliance entry system was first implemented by SJIBL in October 2002, and SWIFT alliance access was introduced in October 2003.
2.4 OPERATIONS:

2.4.1 GENERAL BANKING
The whole activities of the Foreign Exchange Branch of SJIBL are divided in to three major areas. These are:
The starting point of all banking activities is general banking. The most critical and foundational work of the bank is done by this group. It is also the department that supplies consumers with day-to-day services. With this department, all other departments are related. It also plays a critical role in the branch's deposit mobilization. In general banking, SJIBL offers various types of accounts, locker facilities and special types of saving schemes.
 DETAILS ABOUT GENERAL BANKING:
I have been put in the department of general banking. The main functions of a bank are performed by the general banking department. It is the department at the heart. In fact, the bank works with people's money. And this process begins with the department of General Banking. The processes of the Shahjalal Islami Bank Limited’s general banking department are primarily divided into the following categories:
· Section on Account Opening
· Local Section on Remittance
· Section of Online Branch Banking
· One Stop Section of Utility Services
·  Section Deposit Schemes
· Section Clearing
·  Portion Set
·  Section of cash
· Segment Accounts
2.4.1a SECTION OF ACCOUNT OPENING:

The partnership between bankers and customers is formed by opening an account. It ties the banker into a contractual arrangement with the client. There are two kinds of deposits, such as a savings account and an investment account. Opening an account usually involves opening an account with a deposit. Deposits are by opening an account, the lifeblood of a bank that is deposited in a bank. This general banking section of the SJIBL deals with the opening of various types of accounts. It also deals with the issuing of checkbooks to the various account openers and separate deposit books. Through this department, a client can open distinct types of accounts.
2.4.2 INVESTMENT:

The unique feature of Shahjalal Islami Bank Limited's investment strategy is to invest in accordance with the values and principles of Islamic Shariah on the basis of a benefit loss-sharing scheme. Benefit earning is not only the motive and goal of the investment strategy of the bank, but emphasis is also placed on achieving social goods and generating job opportunities.
2.4.3 FOREIGN EXCHANGE:

Foreign exchange means foreign currency and includes any instrument drawn, approved, created or issued pursuant to Article 16 of the 1972 Bangladesh Bank Order, clause (13). All deposits, credits and balances payable in any foreign currency and drafts, travelers' cheques, letters of credit and bills of exchange, expressed or drawn up in Bangladeshi currency but payable in any foreign currency
2.4.4 CASH SECTION:

The lifeblood of all financial operations is cash. A very sensitive point of the branch is the cash section. This segment deals with all sorts of negotiable instruments and includes vault instruments, used as the cash shop. Up to TK.20 lac, the vault is insured. The number of insurance has been increased by TK40 lac. This section's operation starts when the banking hour begins. By taking money from the vault, known as the opening cash balance, the cash officer starts his/her transaction. The vault is held in a more safe location. In a ledger, the sum of the opening cash balance is entered. The surplus money stays in after a whole day's trade,

The money counter is put back in the vault and is referred to as the closing balance. The excess cash is then moved to the SJIBL Foreign Exchange branch if the cash stock goes beyond this cap. This section's key functions are—

The lifeblood of all financial operations is cash. A very sensitive point of the branch is the cash section. This segment deals with all sorts of negotiable instruments and includes vault instruments, used as the cash shop. Up to TK.40 lac, the vault is insured. The insure number which has yet to be increased to Tk. 70 lac. This section's operation starts when the banking hour begins. By taking money from the vault, known as the opening cash balance, the cash officer starts his/her transaction. The vault is held in a more safe location. In a ledger, the sum of the opening cash balance is entered. The surplus money stays in after a whole day's trade.
The money counter is put back in the vault and is referred to as the closing balance. The excess cash is then moved to the SJIBL Foreign Exchange branch if the cash stock goes beyond this capital .This section's key functions are-

· Cash Received

· Cash Payment
The cash department is a bank's most important department, and it is called a bank's blood. It is a forum for communicating with consumers. The cash department directly collects & pays cash. In the cash department there are following register:
· Vault register
· Cash receive register
·  Cash payment register
·  Cash balance register 
· Rough cash balance book
·  Cash remittance register
·  Key register
·  Cash position memo
2.4.4a CASH RECEIVE & CASH PAYMENT:

Cash is a bank's life. Various types of cash deposits are used for various types of accounts. Cash can be obtained from the following methods:
	Cash Receive
	Cash Payment

	-Current of account pay-in-slip
	-Chegues

	-Credit Voucher
	-Cash Debit Voucher

	-Bills Like National Life Insurance co. ltd
	-Pay-in-Slip

	-Share Collection
	-Pay Order(DD)

	-Different Types of Scheme
	-Bankers Expenses Also Paid to Outsider through Cash Debit Voucher


2.4.4b PROCEDURE:

· Earn cheques containing a signature behind them.
·  Scrutinize it by an authorised officer.
·  Apply the available balance to the computer-to-computer section for testing
·  Cancelled & sealed "Pay in Cash" and cancelled by registration.
· Re-submitted to the machine section to debit Party A/C and seal "Posted" again.
·  Submit the payment officer to the cash counter.
·  Cash officer verifies cancellation, sealing and sealing "Cash Payment
·  Accessing the Registry of Payments.
· Take the payee's signature behind the cheque and pay cash.
2.4.4c CASH BALANCE:

At the end of the transactions, the following tasks are to be completed:

· Sum of total receive

· Amount of the overall payment

· Total receipt + Opening balance-Total payment= that day's closing balance & the next day's opening balance.

·  Use a computer sheet to verify it.

·  Cash Counting.

·  Accessing the Register of Cash Balance.

·  Write the denomination cash location memo
2.4.4d VAULT RECEIVING:

Three distinct keys from three corresponding designated officers unlocked the vault. These are the officers:

· Manager Of the branch

· Deputy manager of the branch

· Cash-in-charge office
2.4.4e VAULT LIMIT:
The Vault is the very secret place where the bank holds money. Vault is usually constructed of very hard material such as iron or steel, it is generally fireproof, damp-proof. The vault too has a fixed limit. The constraint depends on the daily branch transaction. The extra money should be sent to the Bangladesh Bank if the sum exceeds its cap. The College Gate Branch's vault cap is Tk.1 (one) crore.
2.4.4f VAULT CLOSING:

· Cheque issued, deposit, cash balance, signature of the Vault Ledger.

· The computer Sheet Signature.

· Count cash in physical shape.

· Keep your cash safe.

· Secure Bundle.

· The loose summit of the tray.

· On the tray, loose cash notes & coins.

· Reserve various registers.
2.4.4g CLEARING SECTION:
Here are the types of checque clearing:

· INWARD CLEARING BILLS

· OUTWARD CLEARING BILLS
CUSTOMER SATISFACTION
 2.5 CUSTOMER SATISFACTION:

Customer satisfaction is the degree to which the perceived performance of a product or service meets the expectations of a customer. The customer is disappointed if the production of the good or service falls short of expectations. The buyer is pleased or happy if performance meets or exceeds expectations.

Expectations are based on past purchasing experiences of clients, the opinions of friends and colleagues, and knowledge and commitments from advertisers and competitors. To set the right level of standards, marketers must be vigilant. They can satisfy those who buy if they set expectations too low, but they do not attract enough buyers. In the other hand, if they increase expectations, they are likely to be disappointed by too high buyers. Discontent may emerge either from a decline in the quality of the product and service or from an increase in consumer expectations. In any case, it creates an opportunity for businesses who can offer superior value and satisfaction to consumers.
The most prosperous businesses today are growing expectations and delivering quality goods. Such businesses monitor the aspirations, perceived company efficiency and customer satisfaction of their clients. For the business, highly satisfied customers produce many benefits. Satisfied customers are less price sensitive, stay customers for a longer time, and speak about the company and its goods & services favorably to others.

From Shahjalal Islami Bank Limited's viewpoint, customers are those with whom the bank conducts its day-to-day banking activities. So the trick is making their customers happy.
SATISFACTION: 

Expected Performance < Actual Performance = Delight

Expected Performance = Actual Performance = Satisfaction

Expected Performance > Actual Performance = Dissatisfaction

It is clear that their customers are completely pleased when the bank's output is better than the customers' expectations, and they look forward to continuing their banking activities with the current bank.

2.5.1 FACTORS AFFECTING CUSTOMER SATISFACTION:
Technological and engineering perspectives of the product or service: A major role is played by technical and engineering aspects of the product and service. For example, if the bank's ATM booth operates slowly

Behavior of Employees: One of the key reasons that can badly impact consumers is the actions of employees. For instance, if a banker acts poorly towards a client, then the client will turn to another bank and the bank's credibility will be negative. And they will face financial challenges in the long run with the amount of lost customers.

Perceptions of equity or fairness: Customer satisfaction is also influenced by perceptions of equity and fairness. For example, priority customer of a bank always gets the special service

Service Quality: The quality of the service supplied by the bankers significantly affects customer satisfaction. For instance, if a banker provides slow service, the customer would be unhappy.
If customer becomes disappointed:
No company welcomes losing customers. Much of the time, they do not understand why customer numbers are declining. It is therefore necessary to find out the potential reasons at a very early stage. Customers are frustrated if they do not receive the service that the bankers are expected to offer for a fixed period of time. The client expects many items from the bank, including:
· To be respected by their opinions and desires

· To be respected 

· To have an idea of what is going on with the bank.
Most studies have shown that clients have left their bank only because they are not valued and appreciated. The banker should be able to predict and respond to problems or possible problems that allow the bankers to be more responsive to the customers and their needs, and to be seen as more responsive to them.
2.6 SWOT ANALYSIS:
SWOT is made up of Strength, Weakness, Opportunity and Threats. To understand the status of the bank and its degree of customer satisfaction, all these four variables must be thoroughly analyzed. I have the following findings after conducting Shahjalal Islamic Bank Limited's SWOT analysis.
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2.6.1 STRENGTHS:

Satisfactory performance

· Good channel of distribution

· Ample capital base.

· A strong national network and quality of service for all levels of customers

· Many branches are located in highly commercial areas and retail business locations.

· In contrast to our other local organizations, Shahjalal Islami Bank's corporate culture is very interactive.

· Employees have a good understanding with each other and it has given them reason to work effectively and to become more committed to working

· One of the key attractions is online banking, which has given this bank a better position among private banks.
2.6.2 WEAKNESS:

· Insufficient Number of workers in the credit department

· Higher profit rate for consumer loan

· Higher service charge than many other banks in some areas of banking operations.

2.6.3 OPPORTUNITIES:

· Shahjalal Islami Bank will have more space for online banking and swift facilities to reach customers not only in Bangladesh, but also in the global arena.

· In order to provide more quality services, the bank will employ skilled, productive and competent staff.

· The credit facility given by Shahjalal Islami Bank has attracted security and status-conscious businessmen and higher-income group service holders.

· If more branches in rural areas can be opened, so many individuals can easily obtain the banking facilities and how they can be financially benefited.
2.6.4 THREATS:

· Rival banks can easily copy Shahjalal Islami Bank Limited's product range.
·  Due to increasing demand in the financial sector, more financial institutions are expected to be formed in the sector very soon. 
· The global trend of mergers and acquisitions in financial services is forcing the industry to focus and rivals are rising. 
· Lack of proper management in the long run might cause some unforeseen problems.
Chapter 3 : INTERNSHIP EXPERIENCE

3.1 JOB DESCRIPTION:
As an BBA student, I have allocated my internship to the Pragoti Sarani branch, Shahjalal Islami Bank Limited. We learn many things at university, but when we start our task in the banking sector, we learn the maximum things by literally. In order to improve our working experience, that is very helpful. That moment, when we did our marketing courses and learned about customer satisfaction, we understand exactly what customer satisfaction and other related satisfaction principles are but when I begin my work at Shahjalal Islami Bank Limited, I learn how to assess a customer's satisfaction. It was an experience that was realistic. I think practical experience is really important for a student, because students can learn something properly from this experience. I've been trying to see what's being done in each department of the division.
3.2 POSITIONS, DUTIES & RESPONSIBILITIES: 

I have got the opportunity to work under the General Banking Sector, from where I acquired knowledge about Islamic banking sector. I was working as customer service officer as intern assigned under the Deputy Manager of Shahjalal Islami Bank, Progati Sarani Branch.
My duties are follows:
· I assist the Genera Banking Department

· I assist at the transfer section

· I assist the clearance section

· I provide information & support the customers

· I assist in issuance of payment orders

· Making corresponding entries on outward mail register for sending letter to customer

· I was also making & checking transaction supplementary each day with the credit & debit vouchers.
3.2.1 ASSIGNING AT THE TRANSFER SECTION:

I had the responsibility of assisting senior executive service officers. In this section, in order to assist in the account opening section, I had to provide the executive service officer with all the necessary details and documents. My tasks were to collect from the customer all required documents such as: NID or Passport photocopy, driving license, trade license, birth certificate, photos etc. I've seen records that are legitimate or not after collecting documents. I also assist them with the opening form of the account fill-up. Lastly, Al handed over all the documentation to the executive service officer and they checked and opened the account.
3.2.2 ASSIGNING AT THE CLEARENCE SECTION:

For a few days, I had the opportunity to work in the clearing department. My role was to collect checks from the customer from another office, then place the clearance seals on cheques and pass them to the clearance department. It signs the cheques after reviewing, then scans them and places them in order.
3.2.3 PROVIDING INFORMATION TO CUSTOMER:

My primary role and duty during my internship time was to assist clients and provide information while facing any issue or getting any question. When facing problems with opening an account, I had to assist the customer such as which documents were required, which savings account was better suited to them in terms of deposit & age, etc. I also supported them by issuing a letter of thanks, issuing a cheque book and debit card, changing the mailing address, changing the signature, changing the images, changing the phone number, registering for push-pull SMS and internet banking, closing the account, DPS data.

3.2.3a PROVIDING DEBIT CARD:
After checking their identity and taking their signature and authorization signatures in the debit card register book, I provided clients with debit card and corresponding card PINs. After that the card is accepted or activated and issued to the client.
3.2.3b PROVIDING CHEQUE BOOK:
When they came to collect cheque book, I had to provide the client with a cheque book. I had to verify customers name, image and signature and then take their signature and authorization signatures, cheque book page numbers and others cheque book related details registered in the cheque book register. After that the cheque book is approved or enabled and given to the consumer.

3.2.3c ISSUING THANKS LETTER:

SJIBL issued thanks letter against customer address verification. Check the address of account holders and that is achieved by sending a formal "Thanks Letter" greeting message. A letter of thanks to the address of the customers was given by the customer service officer and then I had the responsibility to include the letter and entry on the outward mail register. Then I had to allocate those to the dispatch section concerned with the delivery of the letter to the corresponding addresses.
3.2.4 ASSISTANCE IN ISSUANCE OF PAYMENT ORDER:
The issuing of payment orders is one of the bank's main components. My responsibility was to provide the customer with a payment order. The service officer receives it when the payment order arrives from the client and checks whether the customer has made the payment. The Service Officer can issue me the NOT OVER TK......ONLY" seal on the payment request. After that with the payment order number and basic amount issued, the service officer prints the payment order and again provides me with authorization signatures. There are three copies of a payment order, one is a bank, another is a copy of the payee, and another is for the client. It was my responsibility to take all three copies that were signed by two licensing officers. After that the payment order was approved and I had to hand it over to the client.
3.3 CONTRIBUTION TO DEPERTMENTAL FUNCTIONS:
· We know that general banking is the starting point for all operational activities in banking. I have also been taught some account opening and various forms of accounts.

· I have learned about various types of features that are very important during the opening of accounts, such as customer photography, customer signature, national ID card or passport, information about the nominee, photography of the nominee, etc.

· I was taught about the issuance of cash books and various forms of issuance of cheque books.
· I was taught various kinds of things about clearing during the internship period, such as the essence of clearing, clearing procedure, types of clearing paper, etc.

· Shahjalal Islami Bank Limited deals with various types of business at different times.

· Communication processes, such as business letters, meetings, reports, etc so I know the mechanism of business communication as well.

· This internship strengthens my skills in applying the theory to realistic job conditions, coping with new environments and knowing intelligence.

· I also packed off the different kinds of checques and call the customer serially to allocate their checques.

· I also learned how to verify the customer NID 

· Sometimes when the seniors were not at the desk I also handled the customers by providing general information.
· I also attached the thanks letter with the account forms.

· I also learned how to close an account. To shut down an account, the account holder needs to apply for an application with explicit signature. Then he or she need to surrender the checque book and card provided by bank. And if the verification goes right then operational head will allow to shut down that account.

· I also gathered the account files and serially tied them up into a big file. So that in future the officials can find the files easily.

I couldn't do realistic workouts in all divisions due to time and budget constraints. In this scenario, I tried to gather information from the following sources:
 - Practical jobs on desks

- Conversation with the officer face to face

-Observations directly

- Discussion with the customer face to face

- Browsing the Shahjalal Islami Bank Ltd. website.
3.4 SKILL APPLIED:

When I was doing our banking and insurance course, I learned about the Islamic Banking procedures. Islamic banking system has different names of their products and they also prefer profit instead of interest (Ribah). And these helped me firstly. But Real life experience and experiences from books have huge different. And in our internship, there have some limitations about our work. May be I didn’t have that opportunity to apply my skill.

3.5 NEW SKILL DEVELOPED: 

· I learnt how to open an account. What types of documents are needed for opening an account?
· I learned about how to handle the customers
· I learnt how to interact with customer and how to deal with them.

· I also learnt how to communicate with them.

· I learnt how to develop relationship with colleagues and seniors.

· I also came to know about their product and service. I also knew about how to retain and hold a customer.

Chapter 4 : FINDING & ANALYSIS
INTRODUCTION: This chapter is all about the research carried out in order to get a clear picture of SJIBL's General Banking (GB) and customer satisfaction. This section also involves the data findings, the interpretation of those results, findings and some important explanations as well. The analysis is focused on all the Bank’s customer services and benefits. The level of customer satisfaction with those services will be disclosed in this chapter.
4.1 ABOUT THE RESEARCH PROCEDURE:

A survey was carried out for an in-depth review. Steps taken in the analysis are shown. Mentioned below:








STEP1: DEFINATION OF THE PROBLEM:
“The General Banking and Customer Satisfaction At SJIBL" is the subject of my internship study. Based on the subject, the point highlighted is whether SJIBL customers are Satisfied or not. "Therefore the research issue is "Customer Satisfaction Level at the SJIBL.
STEP2: RESEARCH DESIGN:

My research was structured as follows, based on the research problem:
	Variables
	Information Needed
	Source of Information/

Respondents
	Methods
	Researchers
	Timing
	Place     


	· Dependant

         Variable: 

· Independent Variables:

        -Customers

        -Environment

         -Facilities

         -Services

· Customer Satisfaction


	Gender of the Respondent

Age of the Respondent

Time duration they are related with SJIBL

Type of Account They have with SJIBL

Level of Satisfaction Regarding:

-Customer Service

-Profit Rate

-Loan Rate

-ATM Availability etc
	50 customers of SJIBL,PSB branch
	Quantitative: Survey
	Farzana Afroz
	During office hour
	Progati sarani Branch of SJIBL.



STEP3: DATA COLLECTION FORM:

The questionnaire consisted of two sections Part A- The questionnaire requested for certain personal details such as age, gender, designation, years of SJIBL experience and branch linked to Part B- The questionnaire was detailed in such a way that the customer can convey their level of satisfaction with all aspects, such as deposit, loan, availability of ATM, encouragement, safety and security In addition, the questionnaire form also contained several questions from which it was possible to draw a qualitative inference. On a nominal scale, choices are allocated.
STEP4: SAMPLE SIZE:
The research is conducted on 50 customers in the Progati Sarani Branch of SJIBL.
STEP5: COLLECTION of DATA:

The data was collected trough a survey. Qualitative and quantitative data have also been gathered By way of the questionnaire. The collected information was used for findings the purpose of the data collection was to obtain an overall image of the Customer satisfaction level. This was done through a client survey. The A contribution was demanded for a little while for their contribution.
STEP6: DATA ANALYSIS:
After deriving output from customers the collected data were analyzed which are provided later in the report.
STEP7: WRITING THE RESEASRCH REPORT:


This report was written after reviewing all the data collected and following all the potential steps listed.
4.2 SURVEY ANALYSIS
Bellow I’m going to describe about the questions that I’ve surveyed, discuss about the percentage based on responses and finally interpret them:

4.2.1 CONFEDINTIALITY WITH CUSTOMER
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Interpretation: From the chart we come to know, 54.3% peoples strongly agreed that SJIBL maintains confidentiality with them.  30.3% people agreed, 13.8% people’s opinion was average and 1.6% people disagreed.
4.2.2: Reason behind SJIBL accredited customer:



Interpretation: 48.5% peoples was SJIBL’s accredited customer because of their Mudaraba account, 34.3% peoples are for Al-Wadiah account, 13.3% peoples are for loans and 3,9% peoples were for cards.
4.2.3 Customer Support offerings
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Interpretation: 5% peoples are highly satisfied with their customer support offerings, 55.2% peoples are satisfied, 35.3% people believes moderate and 4.5% peoples dissatisfied.
4.2.4 Service Charge of SJIBL
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Interpretation: 55.1% people believe that their service charge is Justified, 31.7% believes that their service charge is average, 9.6% believes high and 3.6% people thinks low.
4.2.5 Discipline of The employees
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Interpretation: 63.8% people are strongly agreed that the official becomes well dressed during office time. 24.8% agrees, 9.7% people thinks average and 9.7% disagreed.
4.2.6 Health Safety & Social Distance during Covid’19
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Interpretation: 59.8% people strongly agreed that they maintains proper safety & maintain social distance during covid’19. 29.3% agreed, 10% peoples think average and 

.09% disagreed.

4.2.7 Modern & Updated Technology
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Interpretation: 50.2% people agreed SJIBL uses modern & updated technology. 34.8% people agreed, 13.2% people believe average & 1.5% disagreed.
4.2.8 Available ATM booth service
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Interpretation: 1.6% people believe SJIBL’s ATM availability is low, 65.9% people believe ATM availability is fair, 25.3% believes ATM availability is good and 7% told excellent.

4.2.9 Improvements, customer wants to see
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Interpretations: 88% people wants fastest service, 7.1% wants improvement on customer service, 2.9% wants increase in profit rate, 2% wants decrease in loan rat
4.2.10 Reason behind choosing SJIBL
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Interpretation: 31% people prefer SJIBL for closeness to home, 60% people prefer for Shriah based, 4% people prefer for good service & rest for the low annual charge.
Chapter 5 CONCLUSIONS & RECOMMANDATION
5.1 RECOMMENDATION
I learned more stuff from my supervisors and colleagues during my internship time. They help and give me plenty of encouragement. They are motivated and encouraged me to solve this whenever I have difficulties. I gained more awareness than my hopes, which is that I can apply the field of real world work. My career aspirations were affected by this internship. I'm more interested in working at a bank right now and I'm trying to get a job at a bank. If I had the opportunity to do an internship again I would prefer Shahjalal bank again because all the employers are very supportive and polite here. There was no pressure on them to do work. I work here openly, and no one has coerced me. I love coming to this bank for my internship.
I may recommend something to the bank on the basis of the theoretical study and practical knowledge of the thesis programme. I believe that the technology of the shahjalal bank needs to change; all manual tasks should be transformed into a computerized system. SJIBL didn't have ample marketing or promotion. Special and better than rivals, the atmosphere in the bank should be decorated. The branch's employees should be qualified to know how to manage various customer forms, how to teach customers how to handle customers in a short period of time. To attract new customers, SJIBL can deliver a high rate of interest. In order for employers to show a good attitude towards the bank, management should empower and encourage employers. To boost new customers, the bank should increase branches and ATM booths. To improve its operational efficiency, SJIBL should implement a system of performance planning. A bank in the high rank will make the proper decision in the future.
5.2 CONCLUSION
Shahjalal Islami Bank Limited is one of the most promising Islamic banks in Bangladesh's Islamic banking market. It has a broad portfolio that meets client demand. The bank has managed to retain its position in the rival market and its brand image. In order to establish a good relationship with existing customers and attract new customers, SJIBL aims to deliver various types of products with reasonable interest rates.

I am very pleased to work at the pragati sarani branch at Shahjalal Islami Bank. I have discovered that there is a significant gap between theoretical knowledge and practical work in the last three months. I acquired more knowledge and experience during my internship time, which I will apply to the real life work field. Basically, I work in the department of general banking (GB). So I've got to have

The GB department has been found to be very proficient, and this department also plays a critical role in the profitability of the bank. I discovered that all Pragati Sarani branch departments are completely synchronized and energetic. I have observations and information about the General Banking Department in these papers.

SJIBL is moving towards market leadership in the industry and offering a higher quality service to the customer. With the people, this bank is becoming famous day by day for the Islamic-based service. To gain customer loyalty, SJIBL aims to give more attention to the customer. Without making more profit, their key slogan is to provide better service. The bank contributed to the region's economic and social welfare-based Islamic Sariah. They will be able to reap "Halal profit" and give the depositors and shareholders greater returns.
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APPENDIX
Organization: Shahjalal Islami Bank Ltd.

Department: General Banking.

Any variables that directly or indirectly affect the degree of customer satisfaction are assisted by the questionnaire. Here for this survey I have ever taken the Shahjalal Islami Bank customer with 50 random people online. I then asked them how long they had been with SJIBL, and they were satisfied with their overall service. A lot of them said that they were completely happy with their facilities, so a few did not look that way. Then I asked them to stock these quarries, taking into account their bank experiences so far and to mark them one to five or one to four. The quarries are defined as follows: 

	           QUISTIONS
	                                           Ratings                        

  

	1. Do SJIBL maintains strict confidentiality with their customers?
	Strongly Agree
	Agree
	Moderate
	Disagree
	 _
	 _ 

	 2.What is the reason behind SJIBL accredited customer?
	Mudaraba Account
	Al-wadiah Account
	Loans
	Cards
	 _
	 _

	3.What span of time does SJIBL refer to you?
	More than 1 year
	2-4years
	5-7 years
	More than 7 years
	 _
	_

	4. Are you happy With the customer support offered by SJIBL?
	Highly Satisfied
	Satisfied
	Moderate
	Dissatisfied
	 _
	_       

	5. What do you think about the service charge of SJIBL?
	High
	Average 
	Justified
	Low
	_
	_

	6. When dealing with clients, do the branch employees are well dressed and nicely mannered?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	7. Did they followed proper health safety and maintains proper distance during this pandemic?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	8. Did they have modern & updated technology?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	9. DO they have available ATM booth services?
	Poor
	Fair
	Good
	Excellent
	_
	_

	10. Did the client feel secure during transfer process?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	11. Do SJIBL really follows proper Islamic rules & regulations?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	12. Did the employees understand your specific needs?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	13. What is the reason behind choosing SJIBL?
	Closeness to home
	Base on Sariah
	Good Service
	Low annual charge
	Higher profit rate
	_

	14. Is the annual maintenance fee for the account reasonable?
	Strongly Agree
	Agree
	Average
	Disagree
	_
	_

	15. What are the enhancements that you want to see?
	Customer Service
	Fastest Service
	Increasing profit on deposit
	Decreasing charges on loans
	More ATM availability
	_


GENERAL INFORMATION
· Gender 

1. Male

2. Female

· Age

1. >20

2. 20-29

3. 30-40

4. 40-50

5. <50

· Occupation

1. Teacher

2. Student

3. Housewife

4. Govt. Officer

5. Private employee

6. Businessman[image: image13.png]
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