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Sir,
I have the pleasure to submit my internship report on Standard Chartered Bank as an outcome of the
course. In accordance with your instruction, I am proposing to conduct a cost effectiveness analysis for
the Client service and the satisfaction of clients of Standard Chartered Bank, Bangladesh.
The banking sector in Bangladesh has been growing rapidly since the 1990s under intense rivalry. And in
today’s world, Trade service is one of the major means of conducting business for the banking sector,
which gives them scope to engage themselves in various marketing activities. And in Bangladesh, as far
as Trade service is concerned, Standard Chartered is the pioneer in this particular service. Through this
report, I intend to find out where Standard Chartered Bank actually stands in terms of Cost effectiveness
on increased Cut over time.
I will put my best efforts to apply the theoretical concepts in real life situation. I am sure to thoroughly
enjoy preparing this report as a partial requirement of this course. The proposal has been attached
along with this letter. If you need any clarification, I will be obliged to provide you with further
information.

Regards,

Faria Afroz
ID# 14264058
BRAC University

This report has been prepared as a partial requirement of MBA program. After the completion
of 20 courses a student has to complete a 10-week organizational attachment. So after
completion of 12-week organizational attachment at Standard Chartered Bank (SCB) this report
has been prepared.

Background

The Standard Chartered Group is an unusual banking business. Although its roots are clearly British, its
area of operations, its network and indeed its profit stream are overwhelmingly international. The name
Standard Chartered comes from two original banks from which it was founded. One of the banks is the
Chartered Bank of India, Australia and China and the other bank is the Standard Bank of British South
Africa.

Introduction

Standard Chartered Bank (SCB) is a second generation private commercial bank. It was established
under The Bank Companies Act 1991 and was incorporated as a public limited company under The
Companies Act 1994 on March 12, 1995. It started its commercial banking operation from May 25, 1995
at the Principal Branch located at 1, Dilkusha Commercial Area, Dhaka. Right now, the head office of the
bank is situated at 67 Gulshan Avenue (SCB House), Dhaka. The bank has been licensed by the
government of Bangladesh as a scheduled bank in the private sector in pursuance of the policy of
liberalization of banking and financial services and facilities in the country.

My research aims to take feedback of the customers and suggest some necessary enhancement in the
compliance and legal procedure provided by the bank. My research also includes how often the
customers place their queries regarding their safety security of deposits and accounts.

Objectives
The objective of this report is to focus on two broad issues. The main objective of this report is to
measure the customer service quality and their satisfaction level of Standard Chartered Bank,
Bangladesh. This would allow me to have a thorough understanding of how a bank works as I would
engage myself in conversation with different personnel handling different departments. Also, the study
would enable me to learn the banking sector of Bangladesh as a whole and how Client Service
department has become one of the essential departments for banks, which will greatly assist me as a
business post graduate.

Scope:
The report limits its scope to Standard Chartered Bank only.
Limitations:
Due to its cost cut strategy and increased revenue, most of the information regarding total
income from various sources is confidential.

Methodology:
Approach
Standard chartered bank is the leading foreign bank in Bangladesh. The report is based on both
primary and secondary research. The secondary research provided the main input for the report.
This provided a theoretical basis of the report. The primary research was done to know about the
banks working procedures and different segments of banks.

Primary source:
Primary data was collected from the users of software EBBS. Relationship managers and
respective unit heads are interviewed who are using this software to analyze the financial
strength of the customers.

Secondary source:
The secondary data has been collected from the different publication and brochures of Standard
Chartered Bank. To clarify about different product Internet, different articles published in the
journals & magazines are used.

Sample Information
Sample information is totally collected from the SCB house, CDD DEpartment.
Data Collection Method
For the organization part information has been collected through different published articles,
journal, and brochures. Formal questionnaire for data collection is used for better understand of
cost effectiveness level after the charges increased by bank. Basic company Information is
collected through informal discussions with Relationship managers & respective Unit heads of
SCB.

Data analysis:
In the organization part information is provided in a descriptive manner. In the project part data
analysis has been done into two parts. One is the data presentation.

The second part is analysis. Statistical analysis of the quantitative data has been done. Based on
the survey result I use SPSS software to get the statistical analysis. There I use t test and cross
tabulation method to find out the cost effectiveness level on different issues. SCB group should
find my research interesting and judge their decision from this report as I would try my level best
to make it a qualitative work.

Hypothesis
As major portion of my research is about cost effectiveness, therefore, measuring the service quality is
the key to get the job done. Researchers and managers of service firms concur that service quality
involves a comparison of expectations with performance. Hence, my hypothesis is:
The level of client service should be upgraded, Standard Chartered Bank Bangladesh.

Methodology
The report will be based on both primary and secondary data.
 Primary Data: It is obvious that the research will require a lot of primary data. For the
organization part of the report, a lot of secondary resources will also be used. This will provide a
theoretical basis of the report. Such data will be collected mainly from the bank as well as the
Internet. Interviews will be conducted on the managers of the bank for insights and clarification.
The clients of the bank will also be interviewed as they are one of the primary data sources. A
survey will be conducted on the target group to find out about problems directly related to the
research. I plan to supply them questionnaire to be filled out as well as read them out whenever
needed and explain if any clarification is required.
 Secondary Data: As for secondary resources, I would use relevant journals and various
publications of SCB. Also, I would like to collect data from the BRAC library, newspaper and the
Internet. Also, some of the published statistics by the Bangladesh Bank and the Standard
Chartered Bank (SCB) would be used.


Variables:
Dependent Variables

Independent Variables

Satisfaction over the service and increase
charges

Charges from import products
Cost for communication
Cost of forms
Responsiveness
Accessibility
Reliability

Sample Design:
Since the research is done to figure out importance of securing accounts and bank’s activities through
Client Service department, therefore, I am targeting them to do the survey on.
 Age : 25 and above
 Sex : Both male and female employees of the bank
 Non–Probability Sampling: As I would be interviewing and conducting my survey on anyone
who is an SCB ClientDepartment , thus my technique falls under the convenience sampling
category.
 Sample Size: 20 employees.

Data analysis & presentation techniques:
In order to analyze gathered data, I plan to use statistical software like SPSS that will run z‐test, t‐test,
regressions and such. The data will be presented in graphs for better understanding and clarity.

Report Format:
The report will contain mainly two parts. The organizational part shall give the idea about Standard
Chartered Bank’s historical background, different divisions, banking services and branches. And the
project part shall contain research part with two researches; one is about the customers’ query patterns
and the other is the procedure of due diligence of present level of service standard of Standard
Chartered, literature review and hypothesis development and lastly data analysis part. The report will
also include a work report that will mainly discuss about my experiences of working in the bank. There
will also be a segment where my point of view will be expressed along with some conclusions and
recommendations to ensure their quality service.

Limitations of the Study
The collection of primary data is always a difficult thing because it is hard to ensure the authenticity of
the data. People might answer the questions but might not be expressing what they actually do or feel.
Also, from previous experience it is likely that managers might be skeptical about sharing certain
company information with the interns. Therefore, getting the exact picture is always a challenging task.

Budget for the Study

The research will be analyzed and reported as soon as my internship period ends.
The proposal will be submitted with in 1st week of the last part of the semester and the report would be
ready within the next two week after the proposal has been submitted.
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Executive Summary:

Consumer banking is a major source of earning for Standard Chartered Bank. The principal issue
to be considered while giving the facilities to individual consumer or to groups is the opportunity
associated with such activities. Standard chartered bank is the leading foreign bank in
Bangladesh. The report is based on both primary and secondary research. The secondary
research provided the main input for the report. This provided a theoretical basis of the report.
The primary research was done to know about the banks working procedures and different
segments of banks. In the organization part information is provided in a descriptive manner. In
the project part data analysis has been done into two parts. One is the data presentation. The
second part is analysis. The report will contain mainly two parts. The organizational part shall give the
idea about Standard Chartered Bank’s historical background, different divisions, banking services and
branches. And the project part shall contain research part with two researches; one is about the customers’
query patterns and the other is the procedure of due diligence of present level of service standard of
Standard Chartered, literature review and hypothesis development and lastly data analysis part. The report
will also include a work report that will mainly discuss about my experiences of working in the bank.
There will also be a segment where my point of view will be expressed along with some conclusions and
recommendations to ensure their quality service.
The Standard Chartered Group is an unusual banking business. Although its roots are clearly British, its
area of operations, its network and indeed its profit stream are overwhelmingly international. The name
Standard Chartered comes from two original banks from which it was founded. One of the banks is the
Chartered Bank of India, Australia and China and the other bank is the Standard Bank of British South
Africa. The Chartered Bank started operating in Bangladesh in 1948, opening a branch in

Chittagong. The branch was opened mainly to facilitate the post-war reestablishment and
expansion of South and Southeast Asia. The Chartered Bank opened another branch in Dhaka in
1966, where it is still headquartered. After the merger of the Chartered Bank with the Standard
Bank in 1969, the Standard Chartered Bank took up a program of expansion. It increasingly
invested in people; technology and premises as its business grew in relation to the country’s
economy. In 1993, there was an organizational re-structuring, which led to a substantial

expansion of the Bank’s business. Today the bank has in total four branches in Dhaka apart from
the Chittagong branch, including an offshore branch at the Savar Export Processing Zone. In
Bangladesh SCB has wide range of customer base and is operating efficiently in this
country.SCB has the reputation of being the provider of good quality services to its potential
customers.SCB is the first bank in Bangladesh to issue Money link (ATM) card. As the market
leader, they showed the most substantial corporate strength among the foreign banks by grabbing
the opportunity that exists in the market. SCB has more and high fees and charges compared to
its rivals. Such as minimum balance fee, ledger fee etc. Bangladesh has a huge consumer base
for maintaining several accounts. So SCB has the opportunity to keep these customers by
reducing its current fees and charges. In today’s economy, substantial amount is remaining idle
and currently the investment in the secondary market by foreign is relatively low. These
economic situations of the country indicate political threats. SCB account is not for people of all
income. Only upper-middle class & upper class people can afford to open an account with SCB
and maintain it. Moreover, SCB has more and high fees and charges compared to its rivals. Its
rate of interest on savings account and fixed deposit receipt is lower than its competitors.
SCB should immediately revise its tariffs to retain its customers. Conduct customer surveys to
gather view of the customers for enabling current level of satisfaction. More promotional offers
should be made for current accounts bearing large balances. Standard Chartered bank should
create a new division whose major responsibility will be looking after the ATM booths. The
Standard Chartered bank should do are maintaining the standard during recruiting the employees.
Customer is the spirit of the bank and if SCB can make them satisfied and make them return to
the bank with their deposit it will become the largest profitable bank in Bangladesh within a
short period of time.

Origin of the Report:

Consumer banking is a major source of earning for Standard Chartered Bank. The principal issue
to be considered while giving the facilities to individual consumer or to groups is the opportunity
associated with such activities. Consumer banking opportunity is analyzed through considering a
number of factors involved in it. All financial institutions have their individual way of measuring
and managing opportunity to keep it at the highest possible level.
Objective:
The objective of this report is to focus on two broad issues. One is to briefly look at Standard
Chartered Bank and understand the whole banking process, keeping close attention on their
culture. The second objective and the main issues of this report is as followsTo briefly discuss about the current customer satisfaction level after increasing some charges and
fesses.
Scope:
The report limits its scope to Standard Chartered Bank only.
Limitations:
Customers financial Information and information at the bank is confidential & critical.
Total customer satisfaction level judged by statistical measurement no such financial judgment is
used here.

Methodology
Approach:
Standard chartered bank is the leading foreign bank in Bangladesh. The report is based on both
primary and secondary research. The secondary research provided the main input for the report.
This provided a theoretical basis of the report. The primary research was done to know about the
banks working procedures and different segments of banks.
Primary source:

Primary data was collected form the users of software EBBS. Relationship managers and
respective unit heads are interviewed who are using this software to analyze the financial
strength of the customers.
Secondary source:
The secondary data has been collected from the different publication and brochures of Standard
Chartered Bank. To clarify about different product Internet, different articles published in the
journals & magazines are used.
Sample Information:
Sample is collected randomly from customers those visit the branches of Standard Chartered
Bank.
Data Collection Method:
For the organization part information has been collected through different published articles,
journal, and brochures. Formal questionnaire for data collection is used for better understand of
customers’ current satisfaction level after the charges increased by bank. Basic company
Information is collected through informal discussions with Relationship managers & respective
Unit heads of SCB.
Data analysis:
In the organization part information is provided in a descriptive manner. In the project part data
analysis has been done into two parts. One is the data presentation. The second part is analysis.
Statistical analysis of the quantitative data has been done. Based on the survey result I use SPSS
software to get the statistical analysis.

PART 1: Organization part

STANDARD CHARTERED BANK: AN OVERVIEW
Standard Chartered Bank (SCB) PLC is an international bank group that is incorporated in the
UK with its Headquarters at 1 Alderman buries Square, London. The group operations are
mainly concentrated in Asia, Africa and the Middle East and its operation is segmented under six
regions: LTK, Europe, Middle East, South Asia, South East Asia and the USA. Globally, the
SCB group owns an array of key resources that include:
A network of 600 offices in more than 50 countries
A staff of about 28000 people managing assets worth 47.65 billion
At the global level, SCB operates with some key strategies that are quite unique to other banks
such as:
To build and grow strong businesses in Middle East, South Asia and

Far East Asia:
Capitalize on the good track record created by its more than 150 years of operations in these
regions by building unique position and image among the target customer segment and being
responsive the needs and serve the needs better than the competitors.
HISTORY OF STANDARD CHARTERED BANK IN BRIEF:
SCB has a history of more than 150 years. The name “Standard” stems from the two original
banks from which it was founded-“Chartered Bank” of India, Australia and China and “Standard
Bank” of British South Africa.
A Royal Charter granted by Queen Victoria of England established chartered bank in 1853. The
main person behind the Chartered Bank was a Scot, James Wilson who had also started “The
Economist” still one of the most eminent publications today. He foresaw the advantages of
financing the growing trade links with the areas in the East, where no other financial institution
was present that time widely.

Expansion in Africa and Asia:

The Standard Bank opened for business in Port Elizabeth, South Africa, in 1863. It pursued a
policy of expansion and soon amalgamated with several other banks including the Commercial
Bank of Port Elizabeth, the Coles berg Bank, the British Kaffarian Bank and the Fauresmith
Bank. The Standard Bank was prominent in the financing and development of the diamond fields
of Kimberly in 1867 and later extended its network further north to the new town of
Johannesburg when gold was discovered there in 1885. Over time, half the output of the second
largest goldfield in the world passed through the Standard Bank on its way to London.
Standard Chartered in the 1990s:
Even within this period of apparent retrenchment Standard Chartered expanded its network, reopening in Vietnam in 1990, Cambodia and Iran in 1992, Tanzania in 1993 and Myanmar in
1995. With the opening of branches in Macau and Taiwan in 1983 and 1985 plus a representative
office in Laos (1996), Standard Chartered now has an office in every country in the Asia Pacific
Region with the exception of North Korea. In 1998 Standard Chartered concluded the purchase
of a controlling interest in Banco Exterior de Los Andes (Extebandes), an Andean Region bank
involved primarily in trade finance.

Standard Chartered in Middle East & South Asia (MESA):
The MESA region performed well in year 2002. The region accounts for approximately eleven
percent of the group’s revenues.
The integration of Grindlays was successfully completed and the group is now one of the leading
international banks in each of its chosen markets in the region. The contribution of the Group’s
business in the United Arab Emirates reflects the businesses. Standard Chartered now holds
leadership positions in most of its key product segments in the UAE. The average number of
employees in the Middle East and other South Asia region in 2002 was 2995.

Standard Chartered in Hong Kong:
Hong Kong remains the Group’s largest market, generating one third of the Group’s revenue.
They have a network of 74 branches. Standard Chartered has been transacting business in Hong
Kong since 1858 and they issue bank notes there. In 2002, Standard Chartered became the first

FTSE 100 Company to launch a new dual primary listing in Hong Kong. This will make the
Group more accessible to Asian investors and will enhance the Group’s regional profile. The
average number of employees in Hong Kong in 2002 was 4,677.

Standard Chartered in Singapore:
Standard Chartered has been doing business in Singapore for 144 years and has 20 branches and
offices, the largest branch network among foreign banks. The business in Singapore accounts for
approximately eleven percent of the Group’s revenues. Standard Chartered has Qualifying Full
Bank Status, which has enabled expansion of the distribution network. In 2002, Asian banker
magazine named Standard Chartered the ‘Best Retail Bank in Singapore’. The average number
of employees in Singapore in 2002 was 2,451.

Standard Chartered in Malaysia:
Standard Chartered is the oldest bank in Malaysia, where there is a network of 29 branches.
Malaysia is another of the group’s core markets with broadly based business as a result of long
established franchises. The group continues to expand its Shared Service Center that was opened
in 2001 and carries out operations and processing activity. The Centre in Kuala Lumpur has
contributed significantly to improvements in the Group’s processing and service efficiency.

Standard Chartered in other Asia Pacific:
The group has more than 80 branches and 14 offices in 14 countries across the region. In China,
Standard Chartered has one of the largest branch networks of any foreign bank and is well
positioned for growth and opportunities. The group is developing its Consumer Banking business
and has opened branches in Shanghai and Shenzhen. In Thailand, the integration of Nakornthon
Bank was successfully completed in 2002.The average number of employees in other Asia
Pacific in 2002 is 4851.

Standard Chartered in India Region:
Standard Chartered is the largest international bank in India and, following successful
completion of the integration of Grindlays, have a combined customer base of 2.4 million in
Consumer Banking and over 1200 corporate customers in Wholesale Banking. The group

launched its business in Mauritius in 2002 to provide Wholesale Banking services to corporate
client’s .The shared service centre in Chennai continues to develop rapidly as more services and
processes are migrated from other countries. The average number of employees in the India
region in 2002 was 5251.

Standard Chartered in Africa:
Standard Chartered continues to be one of the leading banks in sub Saharan Africa. The group
offers consumer banking and wholesale banking services in 13 African countries with a network
of 149 branches and offices. Standard Chartered recently launched operations in the Ivory Coast
and re-entered Nigeria. Business in East Africa has performed well. Despite difficulties in
Zimbabwe, the group’s business in Africa has delivered good results. The average number of
employees in 2002 was 5009.

Standard Chartered in United Kingdom and the Americas:
Businesses in the United Kingdom and the Americas provide services to leading multinationals
and major financial institutions, which trade or invest in Asia, Africa, the Middle East and Latin
America. In 2003, the businesses in the Americans were extensively restructured to improve
efficiency for future growth. The Group also operates a growing off shore banking business
based in Jersey. The average number of employee in the United Kingdom and Americas in 2002
was 2098.

The Acquisition of ANZ Grindlays by Standard Chartered:
The main idea behind acquisition and merger is making an investment and usually involves more
than mere cash. When two separate legal entities merge every organization aspect of both
companies are expected to change be it internal or external. Such management decision is taken
for a variety of reasons but the ultimate aim is to add up to shareholder’s wealth. For banks
operating in the consumer and wholesale banking sector, earning depends largely on the interest
margin as well as the service charges.

Standard Chartered Bank in Bangladesh:
The Chartered Bank started operating in Bangladesh in 1948, opening a branch in Chittagong.
The branch was opened mainly to facilitate the post-war reestablishment and expansion of South
and Southeast Asia. The Chartered Bank opened another branch in Dhaka in 1966, where it is
still headquartered. After the merger of the Chartered Bank with the Standard Bank in 1969, the
Standard Chartered Bank took up a program of expansion. It increasingly invested in people;
technology and premises as its business grew in relation to the country’s economy. In 1993, there
was an organizational re-structuring, which led to a substantial expansion of the Bank’s business.
Today the bank has in total four branches in Dhaka apart from the Chittagong branch, including
an offshore branch at the Savar Export Processing Zone.
The Organization Structure:
The Standard Chartered Bank in Bangladesh has its headquarters and twenty-one branches across
the country. While the full range of services is available at the headquarters, other branches offer
specific services appropriate for the location. At the headquarters, the bank mainly consists of
two divisions:


Business



Support



The business division has the following departments:



Corporate Banking Group (CBG)



Global Markets (GM)



Institutional Banking Group (IBG)



Consumer Banking (CB)



Custodial Services (CUS)



The Support division provides assistance to the above business activities and consists
following departments:



Operations



Finance, Administration and Risk Management



Information Technology Center



Human Resource Department



Legal and Compliance



External Affairs



Credit

All the staff members of Standard Chartered Bank belong to an internal trade union known as
“Standard Chartered Bank Employees Union” the clauses of which are reviewed and agreed
upon every two years.
Chain of command of selected department is given below:
Management:
The goal of Standard Chartered Bank is to be the “Bankers of First Choice.” Towards that goal,
the overall planning in the Organization is done at the headquarters level in Dhaka by a
Management Committee (MANCO), headed by the CEO and consisting of the business heads of
Corporate Banking, Consumer Banking, Treasury, and from the support divisions the heads of
Human Resource, Operations and Finance Departments. They meet once a month, or when a
special situation arises, to plan the strategic decisions. The decision making, although apparently
based on a top-down approach, leaves room for participation down to the level of department
heads, which are responsible for carrying out the planning of their department within the broad
guidelines set by MANCO.
Among the broad strategic objectives are:


Creating a congenial work environment



Modernization of the Management Information System to achieve full automation by
drastically cutting down paper work in the long run.



Focusing on service quality and consumer needs.



Recruiting and maintaining top-grade, efficient employees.



To invest in those technological systems which will upgrade and enhance financial
services, and



Creating an excellent brand image of the Bank.



Activities of Standard Chartered Bank



Corporate Banking Group

Standard Chartered Bank offers its local customers a wide variety of financial services. All the
accounts of corporate clients, which mainly comprise the top local and multinational companies
operating in Bangladesh, are assigned a Relationship manager who maintains regular and close
contact to cater to their needs. The wide variety of lending needs are catered to with skilled and
responsive attention.


Project finance and investment consultancy



Syndicated loans



Bonds and Guarantees



Local and International Treasury products

The trade finance of Standard Chartered Bank takes care of the commercial activity related
issues, particularly those related to import and export finance services. Some of the services are:
Trade finance facilities including counseling, confirming export L/Cs and issuing of import L/Cs,
backed by its international branch and correspondent loan network


Bond and Guarantees



Project finance opportunities for import substitution and export oriented project



Global Markets

Institutional Banking Group:
The IBG of Standard Chartered Bank offers a wide variety of products and services to the banks
and financial institutions. It has global links with leading banking institutions and agency
arrangements through its network of offices in 40 countries. The Bank offers a full range of
clearing, payment collection and import-export handling services. The bank offers foreign
missions, voluntary organizations, consultants, airlines, shipping lines, and their personnel the
following financial services:


Current accounts in both Taka and other major foreign currencies



Convertible Taka accounts (these funds are freely convertible to major international
currencies)



Local and foreign currency remittances etc.



Consumer Banking

Superior retail banking services comprising a wide range of deposit and loan products are offered
by the Standard Chartered Bank to its individual customers. The Consumer Banking division
constantly faces challenges and meets them by developing new products and services to fulfill
the specific requirements of local TU Bank offers a 24-hour service in Bangladesh through its
Money link ATM network and Phone-link Phone Banking services.
Products and Services of the Bank:
Standard Chartered Bank has highly qualified professional staff members who have the
capability to manage and meet all the requirements of the bank. Every account is assigned to an
Account Manager who personally takes care of it and is available for discussion and inquiries,
whether one writes, telephones or calls. The services of the Bank are personalized and backed by
advanced computerization.
The following paragraphs illustrate the essential products and services of the Bank:
The Corporate Banking Group:
Cash management:
Standard Chartered is highly recognized as a leading cash management supplier across the
emerging markets. Our Cash Management Services cover local and cross border payments,
collections, information management, account services and liquidity management for both
corporate and institutional customers.
Features:
Manage the availability of client’s funds efficiently
Monitor and control the movement of funds
Settle payments to client’s suppliers in a timely and cost-effective manner.
Capture every investment opportunity to increase your income

Trade finance:
Standard Chartered possesses 140 years of experience in Trade Finance. The bank has presence
in over 40 countries, in addition to our extensive network of overseas banking partners and
correspondents. The bank obtained ISO9002 accreditation for its quality service. Dedicated trade
and payment systems are in place to make sure that your every transaction, even across different
currencies, will be professionally executed.
Custody and clearing services:
Standard Chartered Custody and Clearing Services’ combination of local market expertise, with
the security offered by being an integral part of one of the world’s leading international banks
has garnered an impressive client base which includes leading North American, European and
Asian institutions.
Electronic banking:
Standard Chartered offers the client a comprehensive range of Cash Management services.
Whether it is a financial institution, a multi-national corporation or a domestic company,
Electronic Banking application has the capability to support full range of Cash Management
reporting and transaction initiation needs. It provides the secure, reliable and effective link
between the client and client’s accounts anywhere across the Standard Chartered network.
Lending:
Working Capital Loan to help the client meet their financial obligations and operate effectively,
the bank offers assistance in the form of working capital loans, overdrafts, term loans (including
real estate loans and other secured debt), backstops and revolvers.
Global markets:
According to the latest ‘Activities of Bank and Financial Institutions’ published by the Banking
Division of the Ministry of Finance of Bangladesh, Global Markets, Bangladesh is, in terms of
foreign exchange transactions, first amongst the multinational banks and 4th amongst all the
banks in Bangladesh.

The Treasury division of the Standard Chartered Bank has a centralized dealing room in Dhaka
and consists of the following two areas:
Structured finance:
Standard Chartered provides Commodity, Structured Trade and Export Finance global group
(“Structured Finance”) service. Many financial institutions have been retreating from these
markets. Standard Chartered stands out as the only bank which is committed to financing
Commodity and Export Credit Agency supported trade flows.
Features:
Access to long establish expertise in Commodity Finance and willingness to accept the credit
risks associated with approved counterparties.
Access to structuring skills for emerging markets medium term financing and to country limit
availability for many countries in Asia, India, Middle East, Africa and Latin America.
Presence on the ground in many emerging markets which facilitates transactions through local
knowledge and the provision of local commercial banking infrastructure.
Track record and capability for global arranging, underwriting and syndication in the whole area
of Structured Finance.
Two types of lending facility are provided to client at present:
Loan Structure and Syndication: this facility helps borrowers to meet substantial financing needs
by enabling them to reach the banks most interested in lending to their particular industry,
geographic location and structure through syndicated debt offerings.
Foreign Exchange:
The Reuters monitors placed in the Treasury Division give continuous updates on exchange rate
movements as well as ready access to market information. The Foreign Exchange service
includes:
Foreign exchange contracts for the same day value, next day value or spot transactions

Forward Contracts: Foreign exchange contracts to hedge exchange risks.
Cross Currency Contracts: The customers can trade a wide range of currencies.
Information analysis: The Treasury division publishes daily and weekly currency newsletters,
which provide analyses of currency trends and related issues. Seminars and workshops are
conducted for customers from time to time on foreign exchange related topics. Customers can
also have access to the bank’s information database round the clock through Phone banking.
Money Markets and Investment:
Standard Chartered Bank’s Treasury division is the local market leader in debt instruments
including both short and long-term fund mismatches through the money market and takes front
line position in inter-bank and market developments. The money market is managed through
tools like inter-bank call money rate, government T-bills of various maturities and inter-bank
SWAPS. In future, new instruments like repo and reverse repo will be introduced which will add
to the depth of the money market.
Equipments like telephone, voice recorder, money 2000, telex, sealing system, time keeper,
swipe doors, computers, fax internet are used to ease and fasten operations of the dealers to
conduct deals.
Institutional Banking Group (IBG):
It assists the local banks by taking care of their cross-border business through the worldwide
Standard Chartered Bank network. Following are the variety of financial products offered by this
department:

Vostro Accounts:
IBG, Bangladesh maintains Vostro Accounts of banking and financial institutions worldwide.
Customers maintaining such accounts can remit funds throughout the country through the
Standard Chartered Bank branch network as well as through – Chartered Bank’s local
correspondent relationships.

Nostro Accounts:
In order to increase and promote the correspondent banking business worldwide, IBG operates
Nostro accounts to Bangladeshi banks and financial institutions in almost all branches spanning
the Standard Chartered Bank global network. Group branches and subsidiaries provide full
clearing and payment services in the UK, USA, Hong Kong, Malaysia, Singapore and many
African countries. Worldwide payments services are facilitated by a network of branches
supported by electronic cash management (available in select locations), fund transfer system
and membership of SWIFT.
Handling of Trade Finance Business:
IBG offers the full range of services available under Trade Finance to its customers. The
Standard Chartered Bank network in China, the Far East, the Middle East, the Indian subcontinent, Africa, UK and USA makes SCB the natural choice of correspondents for advising,
confirming, and negotiating their letters of credit in these territories.
Retail Banking:
Retail Banking deals with the banking services to individuals. It includes the following products
and services of the bank:
Current account:
Tailored to meet the needs of individual and commercial customers, SCB’s current account
offers benefits like free cheque book, ATM service, Phone banking, account access from any
branch, and instant fund-transfer (free of charge) amongst our branches in the country. Minimum
opening balance required is Tk. 50,000.
Recent changes:
A fee of BDT 1150 is deducted after every 12 months as a relationship fee irrespective of
balance.

Savings account:
It is an assortment of best benefits available in the market, offering a wide range of special treats
free of cost to our retail customers. The most attractive treat is the competitive tiered interest
rates, which ensures higher returns for larger deposits. Anyone looking for an opportunity to
build a sound saving base can avail our Savings account, which includes the following benefits:


Free cheque-book, Debit card and phone-banking service



Account access from all our branches in Bangladesh



Opportunity to apply for – safe deposit locker facility, utility payment service through
ATM and any of our personal finance products.

Interests of deposited amount are as follows:


Deposited Amount Interest rate



Under BDT 1,00,000 0%



Between BDT 1,00,000 and 10,00,000 2.5%



Over BDT 1000000 3%



Interest forfeiture rules (introduced in March 2006)



Minimum balance must be BDT 1,00,000 every day



Can’t withdraw more than 10% of Deposit amount or BDT 25000 whichever is less
without 7 days’ notice.



Maximum 2 transactions allowed per week.

Fixed deposit:
Ideal product for nesting surplus deposit for future long-term investment. SCB’s fixed deposit,
known for its high-yield, helps the customer earn the maximum possible return in addition to the
following features:


Can be opened for a term of 3 months, 6 months or 12 months



Tiered interest rates, offering higher rates for larger amounts



Interest payable on maturity



Automatically renewable (with or without interest)



Can be used as security against personal/ commercial loans

Recent changes:
From March 2004, Fixed Deposits having tenures of two years, three years, four years, five years
are being offered.
Tenor BDT 2 M & Below Above BDT 2 M & Up to BDT 10 M Above BDT 10 M
1 Year 7% 7.25% 7.5%
2 Year** 7% 7.25% 7.5%
3 Year** 7.25% 7.5% 7.5%
4 Year** 7.5% 7.75% 7.75%
5 Year** 7.75% 7.75% 8%
** Renewal/ Roll-Over/ New bookings will require prior approval from Head of Consumer
Banking.
Call deposit:
An easy way to turn short-term savings into high-yield assets, blending of the flexibility of a
current account with the yield of a fixed deposit. Other features include:


Interest rate is between 3 to 5%



Interest will accrue everyday.



No withdrawal restriction irrespective of frequency or size subject to seven day’s
notification.



Minimum balance requirements is BDT 250000



Interest will be forfeited the day balance goes below BDT 250000

Residents Foreign Currency Deposit (RFCD):
Specially designed foreign currency account for resident Bangladeshis. Offers wonderful
opportunity to build a deposit base in foreign currency. Helps make payment for overseas
commitments and dues like credit card bills, traveling expense etc.
Main features:


Offered in USD, GBP and Yen



Competitive Interest on deposit



Can only be opened within 6 months of arrival from abroad



Deposit can be made in foreign currency only (cash, TC or Drafts)



Cash withdrawal in local currency only



Fund Remittance (in both Lcy and Fcy) to any place in and out of the country (without
restriction)



Recent changes: RFCD account is being offered in Euro from 2004.

Foreign currency current account:
Applicable to Bangladeshis working abroad, it can be opened in USD, GBP and Yen without
restriction on transaction frequency. Can be operated through nominees in absence of the account
holder. Fund remains in foreign currency and is freely remittable.
Main features:
Deposit can be made in foreign currency only (cash, TC or Drafts or transfer from other FCY
account).
Cash withdrawal from the account is in local currency only.
Fund Remittance (in both LCY and FCY) to any place in and out of the country (without
restriction).
Fund can be used to make investment in Wage Earners’ Development Bond.

Non- resident foreign currency deposit:
A short-term foreign currency deposit account suitable for Bangladeshis living abroad, offering
most competitive interest rates available in both local and international markets. Other features
include:


Interest paid in Foreign currency



Can be opened for a term of 1 month, 3 months, 6 months or 12 months



Interest rates are tiered (based on amount and term)

Cash line:
This product permits ready access to cash without disrupting interest-earnings on fixed
investments. It provides ready access to cash against quasi-cash investment papers like Terms
deposits (Lcy / Fcy) Savings Certificates, Wage Earners’ Development bonds, ICB units
certificates etc.).
Other features:


Both Revolving & terminating options



High utilization Limit (based on security value)



Quarterly payment of Interest (only on the outstanding amount)



No commitment fee (on unused limit) Products Interest Rates



Cash line (LOAN) 12%-15%



Cash line (Overdraft) 9.5%-12.5%

Money builder:
A unique savings plan that helps customer builds up a sizeable savings base over a period of 5
years. One can begin to save with a small amount, add affordable monthly installments for 5
years and get an amazing return on maturity.
Personal loan:
An easy and fast loan product that requires minimum documentation no cash security, no down
payment and minimum processing time.

Main features:
Available for any personal reasons ranging from purchase of consumer durable educational
expenses to medical treatment.
3 different repayment-tenor options – 12, 24 or 36 equal monthly installments.
Can be secured by salary assignment and employer’s undertaking or personal guarantee.
Can be repaid in advance, anytime ahead of maturity date

Products Interest Rates


Type A (EOSB ASSIGNED) 13%



Type B (Salary A/C with SCB) 15%



Type C (Salary A/C with other bank) 16%



Type D (Others) 18%



Special Interest Rate for corporate Client:



Product Type Interest Rates



Type A ( EOSB ASSIGNED) 12%



Type B (Salary A/C with SCB) 14%

Phone link:
Phone link in Bangladesh was inaugurated in March 1997. It helps to bring banking within the
dialing distance of the customers, providing access to account information and details, 24 hours a
day from the privacy and comfort of their homes, offices and cars. Phone link service is offered
to all customers free of charge.

The Phone link service includes:
Automated Services:


Account-related services



Foreign currency related information



Change of Telephone Identification Number (TIN)



Through the Phone bankers one can avail the following services:



Enquiry on the product services



Change of account address



Notification to the bank of lost or captured Moneylink ATM Cards



Stop Cheque instruction



Pay Order / Demand Draft preparation (to be collected later by the customer) Status
enquiry on remittance



Moneylink:



Standard Chartered Bank launched Moneylink ATM in 1994, the first bank to offer this
service in Bangladesh. Moneylink ATM service is free of charge, offering the following
features:



Cash Withdrawal & deposit



Cheque deposit



Cheque book request



Change of PIN



Printing of mini-statement



Payment of utility bills.

Safe deposit locker:
Standard Chartered Bank’s safe deposit locker service offered from Dhanmondi and Sylhet
branch gives you a modern facility for safekeeping of precious items, confidential documents
and other valuables. Other features:


Personalized service from a dedicated locker officer



Available to any customers (for an annual fee which depends on locker size)



Accessibility anytime during the banking hours



No additional charge for locker visit during locker hours.

Priority banking:
Standard Chartered Bank Bangladesh offers Priority Banking, a special service package for our
valued customers. Under this segment an exclusive combination of services are offered to
customers who signed up for it. Some of the benefits offered under the program are:
A Priority Card that recognizes client’s Priority Status at all our local branches and also at our
global Priority Centers
Higher withdrawal limit per day from all ATMs in Dhaka, Chittagong & Sylhet
Privileges associated with the Priority card in reputed hotels, restaurants and stores locally and
globally.
Exclusive Priority Centre in Dhanmondi & Sylhet with reserved parking space.
Dedicated Customer Relationship Personnel at the Priority Centres.
And also commission free SCB Visa travelers’ cheques against travel quota, swifter transactions,
pre-arranged banking services and invitation to special social and cultural events.
All one need to do is to meet the priority criteria (set in terms of deposit value), and sign up the
relevant forms and the client will immediately be eligible for all the benefits
In summary, some of the basic products and services offered by the Personal Banking division
are: Current Accounts, Overdraft on Current Accounts, Foreign Currency
Term Deposits, Local Currency Cash Cheques, Cheque Purchase, Drafts, Savings Accounts,
Term Deposits, Telegraphic Transfers, Traveler’s Cheques, and Personal Loans.
Account Statement Charges:
The charge for holding statements is BDT 1150 per annum per account, and for Additional/
Duplicate statement (Per cycle) is BDT 575 per statement. Photocopy of statements is Taka
1150.

ATM Card Charges:
The annual fees for ATM card are Taka 690 per card, and the charge in case of damaged or lost
card is Taka 600 per card. And phone banking and Internet banking and evening banking is
absolutely free.
Charges for Cash and Travelers Cheque Foreign Currency:
For issuance of FCY cash, customers need to pay 1% of the transaction plus Taka 200/= per
passport. And for issuance of Travelers cheque 1% of the transaction plus Taka 200/=. The
charge for encashment is absolutely free in case of travelers cheque issued by SCB.And
encashment for other bank’s issued T.C is 0.25% of the transaction value or minimum BDT 500.
SCB also provides encashment facility for non-customers, is 0.25% of the transaction value or
Taka 1,000.
Charges for maintaining Student file:
For customers, opening student file for SAARC countries, they charge BDT 3500 per student,
per annum plus Taka 500 per remittance. This is a centralized system. No matter where the
customers conduct his/her banking, for opening and maintaining student file, he/she is bound to
come to SCB Branch, the charge for other countries is Taka 5000 per student file plus Taka 500
per remittance. This opening of student file is not available for non-customers
Two separate divisions of SCB in Bangladesh:
Product Division: There are different divisions for targeting different type of customers. Mainly
consist of two divisions, that is Consumer Banking Division (C B) and other is Corporate
Banking Division named Corporate and Institutional Banking (C & I).
Consumer banking division meets the needs of individual customers with various products like
Savings Account, Extra Value Savings Account, Access Account, Call Deposit, FCY Deposit,
NFCD Fixed Deposits, RFCD Account, Personal Loans, Auto Loans, Flexi loans, Cash Line,
Installment loans, etc. This department also deals with other savings instruments like education
savings scheme, rainy day scheme, marriage day scheme, millionaire scheme (some printed
brochures are enclosed in the Appendix)

Part 2 (Statistical data presentation and Analysis)
Sample is collected randomly from customers those visit the branches of Standard Chartered
Bank.

Questionnaire:
1) Please identify your gender
Analysis: Here from the survey I found that among 120 survey 33% are women and 67% are
men. So we can come to the conclusion that most the SCBS customers are male. And many case
we found that private service holders wife maintain their account that’s why the percentage move
to 33% otherwise it can be less than 20%. Most of these cases we found those males are opening
a joint account so that their wife can maintain their account.
2) Please identify your age range
Analysis: In my survey questionnaire I gave 7 age segment and found 25% customer among the
120 fall in between 31-35 years then 22% fall in 41-45 age years old and 20% fall in between 3640 years age. So we can say that most of the SCBs customers’ age range falls between 31-45
years range. But yet there are many customer whose age range fall above the average because
they maintaining the account before the Independence of Bangladesh. At the same time we found
some new customers who are student after SCB start the graduate account. So we can say that all
aged customer hold account in SCB Bangladesh.
3) Please mention your monthly Family income range.
Analysis: Standard Chartered bank is a place where customer or consumer requires a huge
amount of money to start its initial operation with SCB. So it is not mentionable mostly highincome holders have account in SCB. Among 120, 50% we found have monthly family income
more than 45000 and 37.5% have income in between 35001-45000. Highest numbers of people
are fall in between this.

4) Please mention your profession
Analysis: Here we can see that highest percentage is on private service holder because they are
operating their salary account with SCB for better service and for definite benefit. Next is
professional under this category all engineer, doctor, lawyer, Consultant etc which contains
18.3%. Then next government officer as we know a huge number of our population is doing
govt. service but most of their money is black money that’s why they don’t want to operate in
SCB although we found 13.3% are govt. service holder but most of them are senior official. Last
we found same percentage on student and retired govt. official, which is 3.3%.
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5) Are you happy with the charges that Standard chartered bank take for statement?
Analysis: from the analysis it is clear that people are not happy with the Scb’s current statement
charges. They think that it should be made less.
6) How much do you think Standard Chartered Bank should charge for statement from
branch?
Analysis: Here I want the customers suggestion regarding how much SCB should charge for the
statement & certificate 41.7% say they can increase but the amount shouldn’t be over 300+vat,
35% said same as before. So their suggestion is SCB can increase the charges but not doubled.

Whereas 14% said SCB should reduce the charge to 150+vat and 9% said they could charge at
best 450+vat but not the double.
7) Do you think Standard chartered banks required document for any kind of service to
the client creates dissatisfaction level among customer?
Analysis: Now if any customer wants to take any kind of services they need to present with
different papers like passport for photo identification or authorization application with attested
photo. But these docs increase dissatisfaction level among valued customer. That’s why 44.2%
said they agree that it increases the dissatisfaction level and 29.2% said strongly agree with this
statement.

Call center performance of SCB:
Standard Chartered bank is the first bank in Bangladesh who starts the call center option in
Bangladesh. Now they are start creating their call center activated. For this reason they try to
make the customer call center oriented instead of branch oriented. SCB make many things free
for customer if they collect through call center. But many problems associated with call center
performance. The main problem, which is the basic criteria of the call center, is availability of
phone line. The phone line is very much poor, sometimes branch employee can not connect the
phone line when branch people suggest them about then they directly ask can you please connect
the no. And branch guys fail to connect. But over all whenever customers make complain or
want something from call center they will get that very soon. That’s why customers are annoyed
with availability of phone line not with services.
9) How do you value Standard Chartered Banks performance in terms of the following
features & services? (Please choose among 1 to 5, as 1=Excellent, 2=Good, 3=Ok, 4=Poor
and 5=Very poor)

Important information about SCBs basic performance
Here I ask some basic question from where I found some important information about SCBs
basic performance. The questions are as follows:
1) Interest rates of the products and services
Analysis: Standard chartered banks product has the lowest interest rates in the market and they
don’t care they don’t even have any plan to increase the rates. That’s why 45% survey people
said interest rates are very poor and 34% said poor. And this is the only reason why post of the
people uses their deposit in Govt. Sanchayapatra, which has highest interest rates.
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2) Required documents for different service (Example: Passport or Photo Identity for all
service)
Analysis: For security purpose and for Bangladesh Banks requirement SCB want many
documents for different services. But people said its not bad because these days every one is fear
about terrorism. That’s why 72% said requires docs are ok.
3) ATM booth Service

Analysis: SCB first introduce ATM booth service in Bangladesh now they have 35 ATM booth
but problem is all of them are becomes old and there are no particular department for ATM
branch people needs to repair them that’s why service quality degraded day by day. Only for this
degraded services 53% said services are very poor and 18.3% said poor. But within 6 months this
scenario will change as SCB is going to start new ATM booth department who are going to take
care all of them and a special services will become standby so that anytime they can solve the
problem.
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4) Image of the brand name:
Analysis: As a multinational bank SCB has highest number of 24 branches and 35 ATM booths
and they are only bank in Bangladesh who is connected online for all these branches and ATM.
That’s why there is no question about the brand name. That’s why most of the people said the
brand name is excellent and good.
The following tables and figures show a comparison between SCB and its competitors like
BRAC Bank, Eastern Bank (EBL) and Hongkong Shanghai Banking Corporation (HSBC):

SWOT Analysis:
The acronym for SWOT stands for


Strength



Weakness



Opportunity



Threat

The SWOT analysis comprises of the organization’s internal strength and weaknesses and
external opportunities and threats. SWOT analysis gives an organization an insight of what they
can do in future and how they can compete with their existing competitors. This tool is very
important to identify the current position of the organization relative to others, which are playing
in the same field and also used in the strategic analysis of the organization.
Strength:
In Bangladesh SCB has wide range of customer base and is operating efficiently in this country.
SCB has the reputation of being the provider of good quality services to its potential customers.
SCB is the first bank in Bangladesh to issue Money link (ATM) card. As the market leader, they
showed the most substantial corporate strength among the foreign banks by grabbing the
opportunity that exists in the market.
SCB has a bulk of qualified, experienced and dedicated human resources.
Interest of loan is lower in SCB than other banks.
Weakness:
SCB has more and high fees and charges compared to its rivals. Such as minimum balance fee,
ledger fee etc. If a customer takes a statement for one year, he is charged 575 tk .if he takes a
bank solvency certificate, he has to pay 262.50 tk from his account. If any customer does not
have minimum balance in his account, then 200 tk charges will come. Because of these charges,
customers are being dissatisfied and SCB is loosing its customers.

SCB has fewer branches than their competitors. Such as SCB have only 18 branches whereas
Uttara Bank Limited has 198 branches and 12 regional offices.
SCB often has problem with ATM machines. Customers often complain that the ATMs are out
of order.
SCB hasn’t that much good market share as other multinational bank. It’s as because SCB’s
marketing strategy is not aggressive, they always follow defensive/ conservative strategy. This
may be considered as weakness.
Opportunity:
Bangladesh has a huge consumer base for maintaining several accounts. So SCB has the
opportunity to keep these customers by reducing its current fees and charges.
Our country’s growing population is gradually and increasingly learning to adaptation of
consumer finance. As the bulk of our population is middle class, different types of products have
very large and easily pregnable market.
Threats:
Increased competition by other foreign banks is a threat to SCB. At present HSBC and CITI
Group are posing significant threats to SCB regarding retail and business banking respectively.
Furthermore, the newcomers in private sector such as Prime Bank, Dutch Bangla Bank, EXIM
Bank, BRAC Bank, Southeast Bank, Mercantile Bank, Social Investment Bank, Islamic Bank are
also coming up with very competitive force.
In today’s economy, substantial amount is remaining idle and currently the investment in the
secondary market by foreign is relatively low. These economic situations of the country indicate
political threats.

Findings:
SCB account is not for people of all income. Only upper-middle class & upper class people can
afford to open an account with SCB and maintain it. Moreover, SCB has more and high fees and
charges compared to its rivals. Its rate of interest on savings account and fixed deposit receipt is

lower than its competitors. Still, SCB has a wide range of customer base and doing business
better than its rivals. The main reason behind it is that SCB provide very good quality service to
its customers. Only because of good service, they have come so far. Other competitor banks offer
products for all income people. Their interest rate on savings and FDR is also higher than that of
SCB. They do not charge so much like SCB. But still they are struggling to take away the
number one position from SCB only because their service quality and human resources are not of
that standard like SCB.

Recommendations:
Standard Chartered Bank is already a very profitable and organized bank. The following
recommendations can be judged and applied for the bank’s betterment:
1) The bank should immediately revise its tariffs to retain its customers.
2) The bank should increase its branches and ATM ‘s to allocate them in all over the country to
provide its services to every corner of the country. This will be beneficial for both the SCB and
for our banking industry.
3) Intelligent Queue Management should be introduced in Sylhet Branch.
4) Conduct customer surveys to gather view of the customers for enabling current level of
satisfaction.
5) The branch officials should go through training and other motivational programs more often
that would liven up their spirit of work to a great extent.
6) More manpower is required to handle the manifold problems associated with customer
services.
7) More promotional offers should be made for current accounts bearing large balances.
8) Increasing contribution on entrepreneurship and economic development by providing proper
consideration in such area.
9) Bangladesh is an Agro-based economy, but so far the bank does not have any schemes or
policies in this agricultural sector, which is definitely a point of consideration.

10) The Standard Chartered bank should do are maintaining the standard during recruiting the
employees. An employee bears the brand name so if employees make some thing wrong that will
ultimately affect Standard Chartered bank. And consumer banking directly deals with customer
and they face the major problem of loosing customer if employees make something wrong.
11) Standard Chartered bank should create a new division whose major responsibility will be
looking after the ATM booths. These days people are interested to make their banking
transaction through ATM but due to some technical problem most of the time they face problem
in ATM. So new division can solve this problem by solving the technical problem right on time
and make servicing of machine regularly.

Conclusion:
In retrospect of the marvelous growth of consumer banking revenue over the last 20 years and
contemplating the intensity of competition yet to come, it is crucial for SCB to rethink its
strategies and marketing plan to sustain the growth consumer banking revenue. Correspondent
banking service providers domiciled in Bangladesh are expected to be fighting for a bigger pie,
as the growth prospect of the country’s correspondent banking business is limited. One of the
ways to achieve that objective is to maximize consumer-banking revenue generated from local
clients and introduces more local products.
At the same time Standard chartered bank must have to consider the consumer mind setup. As a
multinational bank customer want more benefit from them then other 3rd generation bank. So
instead of making profit only they should care about the customer as well. They can start many
new savings product like millionaire scheme. But here problem is that these entire schemes are
very costly. So they should introduce something for the middle class, but still SCB continuously
working with upper class and upper middle class.
When this type of facility is come on front then and only then Standard Chartered Bank can
compete with other banks like HSBC, Prime Bank, Dutch Bangla Bank. Customer is the heart of
the bank and if SCB can make them satisfied and make them return to the bank with their deposit
it will become the largest profitable bank in Bangladesh within a short period of time.
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