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Executive Summary

This internship consists of my experience during the internship at National Credit and Commerce
(NCC) Bank PLC, General Banking Division. Opening and processing of accounts, digital KYC,
RTGS, BEFTN and remittance services. I assisted customers in the preparation of remittance
slips, documentation, Bangladesh Bank compliance, and back office record maintenance. I was
able to improve processing times, customer onboarding, and compliance with regulatory
frameworks. There was substantial growth at a personal and professional level during the
duration of the internship. I understood the operational performance and its effect on the overall
financial performance, learned concepts of efficient communication, problem solving, learned to
manage my time properly, self-discipline and the ability to withstand unfavourable conditions. I
learned to endure low customer paperwork volumes, client RTGS and BEFTN peak transactions
and discontent at the time of remittance, and paperwork delays learned to endure and adapt. This
paper situates the organisational processes, financial performance, and strategic direction of
NCC Bank beyond personal learning. From the bank's annual reports (2022 - 2024), discussed
with NCC bank staff, and operational observations, grade NCC Bank on the general banking and
investment portfolio management to the levels of liquidity, compliance and profitability. There
are great digital innovations, remittance services in high demand, and sustainable banking
practices, however, profitability is under pressure on the high deposit costs and competitive
banking sector. I greatly appreciated the practical experience in commercial banking and gained

relevant skills to pursue a career in finance.
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Chapter 1

1.1 Student Information

Field Details

Name Rafia Shajnin

Student ID 19304001

Program Bachelor of Business Administration (BBA)
Major/Specialization Human Resource Management (HRM)

Table 1. Basic Information of the Student Intern

1.2 Internship Information

Field

Details (to be filled by student)

Period

13 April 2025 — 17 July 2025
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Company Name National Credit and Commerce Bank PLC (NCC Bank)

Department/Division General Banking Division

Address Badda Tower,Plot No. Cha 72/1 North Badda, Pragati

Sarani, Dhaka, Bangladesh

Internship Company | Emdadul Islam

Supervisor’s Name

Position of Supervisor Asstt. Vice President & Deputy Manager

Table 2. Internship Details

1.2.1 Job Scope — Job Responsibilities

The NCC Bank PLC General Banking Division internship details its daily operations. The major

part of the internship responsibilities were:

e Assisting customers in form filling, KYC document verification, and enabling account
opening through digital onboarding systems.
e Processing real-time gross settlement (RTGS) through document generation, detail

verification, and compliance with Bangladesh Bank regulatory procedures.
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e Assisting in the remittance service by assessing documents, completing transaction slips,
and verifying the seamless payment of funds to other beneficiaries within the prescribed
limit successfully.

e Performing other such back office administrative tasks as filing, record keeping, and

ensuring adherence to privacy policies in all communications directly with the client.

1.3.1 Student’s Contribution to the Company

In the internship at NCC Bank, I learned and performed basic banking activities which helped
the branch finish its daily tasks. From all my activities, the provision of assistance to customers
in the use of Digital KYC System of account onboarding was the most satisfying. Onboarding
customers to the new system was less time-consuming due to the new system, hence the
improvement in customer satisfaction ratings. I also assisted in the RTGS and BEFTN
transactions, which are essential for both business and retail customers. I ensured compliance
with the Internal Bank of Bangladesh through my supervision of RTGS, including the approval
of numerous transactions which allowed the transfer of high volumes of capital. I assisted in the
preparation and checking of salary distribution files within the BEFTN, which facilitated

transactions for many of our clients.

I also helped the police complete remittance verifications from clients at the remittance service
desk. Checking supplementary papers and authoring transaction slips enabled recipients to access
the funds on time. Trust retention from clients in the countryside was important for whom the
remittance users used and relied on. All in all, I helped ease the burden of the peak hours,

assisted the police in the paperwork and compliance, and attended to the clients. This practical
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understanding greatly assisted me and the bank in streamlining the operations and enhancing the

satisfaction levels.

1.3.2 Benefits to the Student

My internship at NCC Bank differed due to the first-hand experience gained at a commercial
bank, which assisted with the application of theoretical knowledge. The functionality of a bank
in addition to the signature on record was also mastered. Direct dealings with account opening,
RTGS, BEFTN, and remittance services enabled the mastery of the importance of having correct
paperwork. Such dealings deepened the understanding of banking technicalities, as well as
customer service solutions. This was also evident in the conversation with different types of
customers when facilitating the ordeal of account opening and sending money. The customers
learned profound simplistic banking operations which helped improve their confidence as well.
The time constraints set in RTGS and BEFTN transactions deepened the skills on how to work in
the mechanical and electronic integrous systems as well as deepened the understanding of
operational efficacy. The operations of the mechanics gave rise to the enhancement of the
project's analysis intelligence. It was also learned that the operational efficacy is a direct
determination of financial reward and the dominant strategy the bank takes is determined. Hence,
this internship sharpened my banking skills. My financial position was due to also gaining

knowledge that deepened my savings skills.
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1.3.3 Difficulties Faced During the Internship Period

All the constraints were hurtful, but I feel if I had supported the ethos behind NCC Bank, their
structure and policies would have benefitted me greatly. The first hurdle was dealing with the
open account issue. Numerous customers appeared without the necessary paperwork, which only
added to the stress and delays. Furthermore, during the internship, I had to assist the customers
with the dreaded forms, but challenges with some segments of the customer immersion
programme made the situation even more excruciating. Furthermore, time-sensitive and complex
foreign exchange banking software and real-time gross settlement payment dealing, I have
encountered challenges. Any mistakes while dealing with documents of payment systems
operations tend to get transactions rejected and border control frozen, tightening the relation of
transaction control. Advancing and sensor-shifting these were augmentations and maxed the rate

of complexity and annoyed me the most.

When it came to achieving a successful distribution to all remitters, the services desk had set
within a reasonable period, the expectations varied widely. While most customers were
concerned with speed, remittance verification problems stifled any attempt to meet the set targets.
Working with stringent restrictions, such as the ones pertaining to Interns, the client
dissatisfaction was difficult to overcome. I also had to adapt to the speed of the bank. Gearing up
within the classroom was much more disciplined than being out where I had to follow
procedures. Interactions as an Intern with more experienced employees were garnering envy as
they spoke of more secret ‘touch me not’ systems. These restrictions, as arbitrary as they
appeared, constrained my ability to hover and operationalise a number of things. I had the

opportunity to learn interpersonal collaboration. Equally important was the ability to remain
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composed and professional regardless of the setbacks faced. The biggest challenge was

remaining calm, and that was a new lesson learned from my very first internship.

1.3.4 Recommendations to the Company on Future Internships

I found my time in NCC Bank worthwhile because of the mentoring from the branch staff. I
suggest some changes to enhance training for subsequent interns. Having no training initially
may hinder the understanding of what the workflow entails. Having some training with the
bank's software, compliance requirements, and workflow requirements would assist. Most
importantly, feedback on what the interns experienced during the bank's internship programme
would help the bank strengthen its internship programme and also attract more students to

engage in it.
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Chapter 2: Organization Part

2.1 Introduction

This particular paragraph analyzes NCC bank’s background from an organizational and
industrial perspective using annual reports and internship records. As this paragraph focuses on
essaying the internship activities relating to the structure, strategy, and competitive environment
of NCC bank, let’s start with a company. The history vitally encompasses activities, governance,
vision, mission, and achievements which helps in defining the positioning of NCC bank in the
financial landscape of Bangladesh. Subsequently, the completed sections assessing the bank with
respect to internal management, marketing, financial performance, and accounting show the
organization’s responsiveness to the Bangladesh Bank’s control regimes, global standards, and
prevailing competitive market conditions. In the case of NCC bank, systemic management of
operations and information systems is a source of high productivity and service delivery
efficiency to the bank’s customers, with the bank being the predominant player in Bangladesh’s
digital banking market. Subsequently, the SWOT analysis and Porter's Five Forces frameworks
serve to evaluate the competitive advantages, disadvantages, and challenges of NCC bank in
relation to the other banks. The analysis offers ample insight with which to assess the robust

internal structure of the bank against external market challenges.
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2.2 Overview of the Company

2.1 Introduction

In Chapter Two, ‘Internship report on National Credit and Commerce (NCC) Bank’ deals with
the bank’s industry and organisational background using theory and practice of the other
perfudfcdufggg. Weeds out and even integrates the sector activity. The framework outline of the
forecast market fence in Dhaka city. The following also takes note of the edcohf edcizl nervcatfu
acgountrds, sodcoll and sho marketacged vargiers. Especially in the primary aspect of the major
concept under nephri-colapay on bank armades with core and secondary calcaneal. The final part
is also focused on internal and external market key dynamics of the bank. The sailf centred these

topics with the NCFM of the major adas and secondary net on and.

2.2 Overview of the Company

2.2.1 Introduction

Starting RCC with an investment company in 1985 and later becoming a commercial bank in
1993, NCC Bank regards itself as a trailblazer among private sector banking in the country. It’s
more than 30 years since NCC Bank set its footprints in the Bangladesh banking sector and has
since then expanded into the international market with a variety of banking products spanning
across the entire banking value chain such as retail, digital, corporate, SME and Islamic Banking

(NCC Bank, 2022).
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2.2.2 Vision, Mission, and Core Values

NCC Bank strives to be recognised as one of the most progressive private sector commercial
banks in Bangladesh. Seeing its business as a value creating sustainable shareholder value bank,
NCC incorporates credit and commerce into its business value chain processes. The bank builds
positive relationships with clients and customers in order to provide them the many touchpoints
in an innovative banking service, whilst in the process enhancing their financial and socio-
economic situations. To ensure these goals, the bank adheres to the highest level of ethics by
acting with professional integrity, complete confidentiality, and due respect to the environment

and all aspects of life and banking (NCC Bank, 2023).

2.2.3 Governance and Leadership

The NCC Bank board comprises the sponsors, some independent members, and professional
managers. These leaders are supported by the Audit, Risk Management, and Shari’ah
Supervisory Committees of the Islamic banking operational branches. The Chairman of the Bank,
together with the Managing Director/CEOQ, carries out the strategy, and the Senior Management

Team executes the operational activities (NCC Bank, 2024).

2.2.4 Strategic Focus and Business Areas

NCC Bank operates in several areas which include the following:

e General Banking Services, which include accepting deposits, making loans, remittances,

and foreign exchange operations.
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e Investment Banking and Treasury and other areas, which include the provision of credit,
trade finance, and related risk management.

e [slamic Banking (NCC Islamic) which includes full Shari’ah compliant banking services.

e Digital Banking & Innovations covers SureCash services, online banking, RTGS,
BEFTN, the mobile banking centre initiated in 2022 and the country’s first and only
Digital Onboarding Service.

e Green and Sustainable Finance provide eco-friendly RMG factories financing, women-
centered banking products, and the renewable energy projects financing. (NCC Bank,

2023; NCC Bank, 2024).

2.2.5 Achievements and Milestones

e Over 100 branches within the country, especially in Dhaka and Chattogram.

e NCCB Securities & Financial Services Ltd, and NCCB Capital Ltd were the first
subsidiaries to be launched.

e Formal recognition from the Bangladesh Bank has been granted to the Bank for
achieving the targets for distribution of agricultural and rural credits.

e (Green financing, social responsibility, and informed lack of barriers to banking services
to all NCC Bank clients (2022, 2023) are the maintained efforts.

e Sustained efforts in green financing, social responsibility, and NCC Bank’s (2022, 2023)

financial inclusion.
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2.2.6 Recent Performance Highlights

e In 2022, the bank focused on funding new digital technologies for sustainable agriculture
and renewable energy.

e In 2023, NCC Bank updated its sustainability strategy and made significant strides in
green banking and corporate social responsibility (CSR) (NCC Bank, 2023).

e In 2024, within the framework of the strategy on cost rationalisation, governance
improvement, asset quality, and the ‘Leading with Vision, Growing Together’
governance, he achieved the set targets on corporate governance improvement (NCC

Bank, 2024).

2.3 Management Practices

2.3.1 Leadership Style

NCC Bank appears to demonstrate sustained collaborative leadership strategy during most of the
daily activities which aids in the dissemination of information and team cohesion. Taking
account opening assignments, the concerned officers who had been assigned the tasks and I
discussed the methodology, and during the assignments, they guided me step wise. This not only
helped me to polish my skills, but also showed how the bank highly values collaborative problem
solving. In contrast, the RTGS, BEFTN and similar activities compliance driven activities were
executed with a more authoritarian leadership style. While this maintained compliance with the
Bangladesh Bank and ensured the transactions were completed with no errors, the employees

were unable to voice ideas for improvement. This equilibrium sustains the balance between
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control and effectiveness, but the bank could improve process design by encouraging more

employee suggestions, even for compliance-heavy tasks.

2.3.2 Human Resource Practices

Under the organised personnel planning system within the branch, the employees were assigned
to handle remittances, BEFTN, and clearance. Such improved division of labour contributed to
better accountability and reduced redundancy. Yet, during peak periods, the counters of
remittance services experienced more pressure compared to the account opening services. While
the HR planning option is evident, the introduction of flexibility or cross-training might optimise
staff use. The HR expansion also comprised training; improved technical skills were acquired by
several officers through experience shared with them during training at NCCBTI or BIBM. This
points to the fact that the bank views human capital as a competitive advantage. However, the

influence of training on operational bottlenecks might be improved with better monitoring.

2.3.3 Critical Reflection

The solid management of NCC Bank strongly upheld the strategic aims of the bank with respect
to precision and client trust. Aspects of learning and change were supported by participative
leadership, while organised HR systems subdivided work. I observed that excessive compliance
control, domination of authority, and unequal work sharing were rigidities to efficiency and
employee empowerment. Recurring patterns of these practices suffice for compliance and error
control, while much is desired for flexibility and inclusivity for sustainable growth and employee

satisfaction.
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2.4 Marketing Practices

2.4.1 Marketing Strategy

The customer-focused and technology-oriented NCC Bank Marketing Strategy of 2024. The
bank sustained inclusive and sustainable development of innovation, digital transformation,
finance and other development. The strategic concentration on traditional banking and new

digital platforms strengthened client retention and acquisition (NCC Bank, 2024).

2.4.2 Target Customers and Positioning

NCC Bank primarily dealt with consumers, SMEs, women entrepreneurs and corporate clients.
The bank supported the financial inclusion of women with NCC Parama. SME and agricultural
loans helped sustain economic development at the grassroots level. These initiatives improved

NCC Bank's image as a financial institution devoted to the SDGs (NCC Bank, 2024).

2.4.3 Marketing Channels

NCC Bank employed a multi-channel strategy backed by its 129 branches across the country and
the ‘NCC Always’ mobile application and ‘NCC ICON’ internet banking which helps the
customer to onboard digitally and perform a variety of other services like remittance, fund
transfers, payments of bills, payroll and trade finance. Along with the Remittance Network of
3500 Money Transfer Operator (MTO) partners, these multi-channel approaches allowed NCC

Bank to reach customers from both urban and rural locations (NCC Bank, 2024).
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2.4.4 Product Development and Competitive Practices

Under NCC Parama, NCC Bank began offering SME loans and other innovative financial
solutions and began providing green financing and women-focused loans, deposits, and cards.
Besides these, the bank is also incorporating Al in banking and facilitating digital government

payment systems, such as A-Challan, along with other inventions (NCC Bank, 2024).

2.4.5 Branding and Promotion Activities

NCC Bank used branding for strategic innovation and sustainability. It nurtured ‘corporate
communications’ along with CSR, which the bank practices under the guiding slogan ‘Leading
with Vision and Growing Together’. As part of the marketing strategy for its mobile banking app,
NCC Bank and its mobile banking partners utilized digital marketing for promoting the app and
marketing its mobile banking ecosystem as well as for positioning its social and environmental
initiatives. Through branding, enhanced reputation of the bank as a responsible corporate citizen
was developed by promoting its CSR scholarships, disaster relief, and aid to farmers (NCC Bank,

2024).

2.4.6 Advertising and Digital Marketing

NCC Bank and its affiliates focused their promotional campaigns on customer interaction and
online marketing. Digital marketing during the introduction of NCC Always and NCC ICON
focused on the ease of use and protection of personal information. This increased the visibility of

the bank and generated public awareness (NCC Bank, 2024 ).
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2.4.7 Critical Marketing Issues and Gaps

Despite NCC Bank's development, its efforts to stand out in the competitive banking business are
proving difficult. Digital projects across various institutions are proving to be somewhat
redundant, necessitating the advancement of novel solutions. Financial inclusion initiatives are
strong; however, the bank's rural market awareness could be improved through microfinance
partnerships alongside targeted digital advertisements. Addressing these issues will enable the

bank to sustain its position in the market.

2.5 Financial Performance and Accounting Practices

2.5.1 Financial Performance (3-Year Analysis: 2022-2024)

2.5.1.1 Summary

From 2022 to 2024, NCC Bank has been growing its balance sheet cautiously. This was to avoid
compromising capital and liquidity. However, in 2023-2024, profitability dropped since the
bank's operational framework was inefficient in handling the rising cost of funds. Unresolved

operational profitability issues and the bank's return-profitability gap pose future challenges.

2.5.1.2 Liquidity & Solvency

Balance-sheet growth: The bank's total assets increased to BDT 318,955m in 2023 from BDT

301,808m in 2022, growing 5.7% year on year. This was due to an increase in deposits (from

30



BDT 215,850m to 221,835m) and an increase in credits (from BDT 209,738m to 228,697m).
The growth in total assets was therefore, sustainable as it was balance sheet deposit- funded.
(National Credit and Commerce Bank PLC, 2023 & National Credit and Commerce Bank PLC,

2023)

Structural liquidity: In 2024, the bank's LCR was 114.78% and NSFR was 110.66%, we above
their respective minimum requirements (National Credit and Commerce Bank PLC, 2024a)

CASA mix: With a CASA ratio of around 20%, there are still high-cost deposits in the system.
This implies the bank will still be able to reduce the bank's funding cost. (National Credit and

Commerce Bank, 2024).

Implication: High cost deposits may limit the margin; however, consistency in low-cost

funding and liquidity will lessen the impact of shocks and provide stability.

2.5.1.3 Efficiency

Cost-to-Income Ratio: The reduction in the cost-to-income ratio to 36.88% in 2024 from
43.20% in 2023 is indicative of improved cost efficiency irrespective of above-ordinary

pressures of inflation in the sector. (National Credit and Commerce Bank PLC, 2024a)

Cost of Deposits: Higher cost of deposits from 4.59% in 2023 to 6.21% in 2024 reflects higher

cost of borrowing. (National Credit and Commerce Bank PLC, 2024a)

Employee Productivity: Employee productivity is discerned from the growth in operating
income per employee to 7.09m (2024) from 6.11m (2023) and the relative stability of profit

before tax per employee at ~ 2.0m. (National Credit and Commerce Bank PLC, 2024a)
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As shown in Figure 1, the stability of CASA and the slight softening of leverage are consistent
with the improved cost-to-income ratio in 2024.

Implication: Over time, for deepening CASA to keep competitive advantage in terms of cost,

funding cost will make the efficiency gains in 2024 negligible.

2.5.1.4 Profitability

Returns: Compared to 2023, 2024 was a worse year for ROE which declined from 9.74% to
9.52% and compared to 2022’s 11.68%. There was also a decline in the ROA from 0.74% in
2023 to 0.70% in 2024, which also signified a decline in profitability from the assets of the bank.

(National Credit and Commerce Bank PLC, 2024a)
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Figure 2: Return on Equity (ROE) of NCC Figure 3: Return on Assets (ROA) of NCC
Bank, 2020-2024 (Source: NCC Bank Annual | Bank, 2020-2024 (Source: NCC Bank Annual
Report 2024). Report 2024).

Net Profit Margin: There was a drop in net profit margin which is also considerable, from
8.73% in 2023 to 6.72% in 2024 (the preceding 12.16% in 2022), due to the bank feeling the
impact of rising funding costs and more severely the closing of the spread. (National Credit and

Commerce Bank PLC, 2024a)
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The preceding profitability pressures, as described above, are demonstrated in Figure 4,
whereby there is a decline in ROE, ROA and net profit margin from 2022 to 2024.

Bottom Line & EPS: Although NAV/share increased slightly to 22.24 (2024), the projected
decrease of EPS to 2.09 (2024) from 2.28 (2023) and 2.68 (2022) is not a positive development

(National Credit and Commerce Bank PLC, 2024a).

Implication: Profitability metrics indicate margin erosion. This suggests that rising cost of funds

is the primary issue.
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2.5.1.5 Capital Adequacy & Leverage

Capital build: Total capital grew from BDT 32,741m (2022) to BDT 33,060m (2023) indicating

that the bank is still maintaining strong capital buffers (National Credit and Commerce Bank

Figure 5: Leverage Ratio of NCC Bank, 2020-2024
(Source: NCC Bank Annual Report 2024).

prudent leverage.

PLC, 2022 & National Credit and

Commerce Bank PLC, 2023).

Leverage ratio: Softened to
7.49% (2024) from 7.80% (2023)
and 7.52% (2022), still well above
international  floors of 3-4%
(National Credit and Commerce

Bank PLC, 2024a).

Implication: Conservative
balance-sheet = management s

reflected in high Tier-I capital and

2.5.1.6 Trend (Horizontal) & Structure (Vertical) Takeaways

Horizontal (YoY): In 2022 and 2023, there was significant growth in assets, in addition to an

increasing in deposits; however, 2024 brought profitability and NPM (net profit margin) of

6.72% (lower than 8.73% from 2023) (National Credit and Commerce Bank PLC, 2022 &

National Credit and Commerce Bank PLC, 2023).
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Vertical (mix): Interest-earning assets remained the most significant source of income; however,
due to an increase in funding costs, the net interest margins contracted (National Credit and

Commerce Bank PLC, 2022 & National Credit and Commerce Bank PLC, 2023).

2.5.1.7 DuPont View (ROE Drivers)

In terms of margins, ROE = Net Profit Margin x Asset Turnover x Equity Multiplier. Applying

the standard DuPont calculation describes the rest of the case.

Margin Effect: Net Profit Margin fell from 8.73% to 6.72% between 2023 and 2024.

Asset turnover: Stable, consistent with the commercial banking operation loan driven model.

Equity multiplier/leverage: Moderate gearing demonstrated (7.49% in 2024, 7.80% in 2023)

evidenced a more gentle less aggressive approach to loading.

Net effect: The shrinking was more driven by margins than by over-leverage.

2.5.1.8 Market-Value Indicators

EPS: Declined from 2.28 (2023) to 2.09 (2024). (National Credit and Commerce Bank PLC,

2023 & National Credit and Commerce Bank PLC, 2024b)

NAV/share: Increased gradually to 22.24 (2024) from 22.02 (2023). (National Credit and

Commerce Bank PLC, 2023 & National Credit and Commerce Bank PLC, 2024b)

36



P/E: ~5.16 (2024), implies a market value lower than the expected case of earnings. (National

Credit and Commerce Bank PLC, 2024a)

2.5.1.9 Insights

1. No worries here, LCR and NSFR ratios are still sufficiently above the required
benchmarks.

2. Deposit margins are starting to compress, as shown by Net NPM, ROA and EPS, which
are declining.

3. Although efficiency kept improving during 2024, as evidenced by lower cost-to-income
ratios, the high cost of funds more than offset the positive effect.

4. Although the cost of capital is high, there is sufficiency and the leverage is prudent.
However, the CRAR is comfortably above the minimum level and hence the position is

safe.

2.5.2 Accounting Practices

2.5.2.1 Basis of Accounting

The bank stands by its own withdrawal rules and completes records of revenues and expenses on
the day they occur. This is the reason that the bank reproduces its own performance and not mere
cash flows. There are other reasons as to why a bank's record is more reliable, and these include

a more predicative control, for instance, with the expected loan losses.
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2.5.2.2 Core Accounting Principles

The bank operates under the principles of prudence, consistency, and comparability. The users of
recognition and measuring policies appreciate the ability to monitor progress over the years
through the annual reports. Afghan Bank policies issue directions which means that IFRS
standards are often modified so as not to be fully adopted. This modification impacts the ability

to compare with international peers (NCC Bank, 2024b).

2.5.2.3 Accounting Cycle

Financial reporting starts and ends with the recording of transactions to the audited accounts. The
inclusion of solo and consolidated accounts, especially at the subsidiary enterprises,
demonstrates depth of understanding. Preliminary annual reports are generally available several
months after the close of the financial year which enhances their usefulness for dynamic

stakeholders (NCC Bank, 2023; 2024b).

2.5.2.4 Depreciation Policy

According to the bank’s financial reports, NCC Bank depreciates its fixed assets using the
straight-line method (NCC bank, 2022). This method smoothens the recognition of expenses.
While avoiding extreme fluctuations, this method fails to adequately account for the depreciation
of the technological assets such as ATMs and the information technology systems. Perhaps a

blended approach would result in a more accurate representation.
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2.5.2.5 Accounting Disclosures

Linked party transactions and corporate governance compliance (NCC Bank, 2023; NCC Bank,
2024b) Capital adequacy and risk management of Basel III, claims NCC Bank. It builds trust for
the investors in the bank. The absence of anything resembling a global best practice as segment-
level information for Islamic banking and SME activities disempowers stakeholders from

thorough evaluation of changes in performance.
2.5.2.6 Overall Evaluation

Between years 2022 through and including 2024, NCC Bank, with its virtues of detailed accrual
accounting, cautious depreciation and well defined disclosures, remained compliant with
accounting principles. Their weaknesses remain with IFRS as legislative changes,
Understatement of asset usage and lack of robust reporting. Commensurately, the less useful

financial statements are deficient.

2.6 Operations Management and Information System Practices

2.6.1. Systems and Information Processed

According to the core banking system of NCC Bank, the investment made on the banking system
digital infrastructure helps to gather banking system consumer data. Owing to the real time data
banking systems, the bank offers its stakeholders data through online banking and mobile

systems as well as other electronic channels in all its branches. Enables to enhance operational
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and client contact effectiveness for the data centers and digital onboarding services, as reported

(NCC Bank, 2023; NCC Bank, 2024a).

2.6.2 Use of Databases and Office Systems

An integrated database platform has customer relationship management and financial transfers
(RTGS, BEFTN, and remittance) and compliance monitoring for the bank, which are seamlessly
integrated. Office systems assist in the management of internal communications, documents, and
performance monitoring. eMTNs (Electronic money transfer networks) simplify interbank

operations. (NCC Bank, 2022).

2.6.3 Quality and Operations Management

NCC Bank integrates the allocation of resources, scheduling, and delivery of services for optimal
operational productivity. Decrease the digital service channels turnaround time and separately on
increase the approval automation for credits. Also, the bank follows Bangladesh Bank's risk-

based operational procedures to service quality and compliance (NCC Bank, 2024a).

2.6.4 Resource Allocation and Scheduling

Key investment areas include digital infrastructure, retail and SME banking, as well as
sustainable financing. The payment processing systems (RTGS, BEFTN) automation reduces
human delay and enhances transaction accuracy. These improvements enhance scheduling. The

operational priorities are speed and reliability.
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2.7 Industry and Competitive Analysis

2.7.1 Porter’s Five Forces analysis

2.7.1.1 Threat of New Entrants

The Bank of Bangladesh exercises firm control over banking within the country. Pertaining to
compliance, Basel III provisions , the necessity of a bank license, and adherence to the adequacy
of bank capital requirements makes entry rather complex (Bangladesh Bank, 2023. bKash and
other fintech and MFS providers are growing rapidly, but, as of now, they mainly supplement
traditional banks in corporate banking and trade finance. The most digitalized banks, threats,
NCC Bank has to worry about the most are digital disrupters, rather than traditional bank license

issuers.

Implication: The threat is moderate. New banks face regulatory bottlenecks. However, tech-

friendly banks have the potential to diminish profits generated from retail transactions.

2.7.1.2 Bargaining Power of Suppliers

In banking, primary or main “suppliers" are depositors and providers of capital. NCC Bank is
predominantly deposit funded, diposed funded, and the proportion of total deposits that is CASA
is only 20% (NCC Bank, 2024. This high-cost deposit bank suffers from term deposit payer
dislocation. The increase in deposit rates in 2023—2024 has resulted in high NCC cost of capital,

and consequently profit margin.
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Implication: Continuing with supplier power analysis, NCC Bank now needs to address the risk

pertaining to the low cost deposit base.

2.7.1.3 Bargaining Power of Buyers

Bangladesh Bank 2024 records 61 banks as operational in Bangladesh, thus presenting a fair
amount of options to customers with both commercial and personal banking needs. The low-cost
of switching, combined with NCC Bank's entry in digital marketing, SME financing, remittance
services, and the overall increased tech and financing demand, suggest NCC Bank customers

benefit from the banks digital channels. Even so, customers still exercise considerable power.

Implication: The buyers’ power is conclusively high, therefore, NCC Bank's strategy should
center on digital services, customer care, customer support, and service enhancement as the

primary focus.

2.7.1.4 Threat of Substitutes

There are NBFIs, the capital market, and the emerging fintech facilities. An expanding MFS
ecosystem, agent banking, and capital market access provide payment, investment, and lending
services in the country (Bangladesh Bank, 2023; Bangladesh Bank, 2025). Active government

savings certificates and bonds are also substitutes for bank deposits.

Implication: The substitutes ' threat, especially in payments and low-value transactions, is
increasing. Nevertheless, in the trade finance and large corporate lending the bank still has the

dominant position.

42



2.7.1.5 Industry Rivalry

There are four different categories of banks in Bangladesh: PCBs, state-owned, and Islamic
banks, which compete with one another. The substantial NPLs are also greater than 9% in 2023
and are placing limits on the sector profitability (Bangladesh Bank, 2024). Industry-wide cost
impacts resulting in NCC Bank 's reduced 2024 ROE of 9.52% also created margin compression.

Limited factors of competition drove prices downward in deposits and SME loans.

Implication: The rivalry is extremely strong. It forces NCC Bank to depend on the efficiency

and digital innovation aligned with a sustainability brand to preserve their market position.

Force Intensity | Implications for NCC Bank

Threat of New Entrants | Moderate | Barriers are regulatory, but fintechs are disruptive.

Supplier Power | High Heavy reliance on term deposits raises cost of funds.
(Depositors)

Buyer Power | High Low switching costs and high competition limit pricing
(Customers) power.
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Threat of Substitutes Rising Fintechs, NBFIs, and capital markets challenge

traditional banking.

Industry Rivalry Very Overcrowded market, thin margins, high NPLs.

High

Table 3. Summary of Porter’s Five Forces for NCC Bank

2.7.1.6 Overall Insight

NCC Bank is under severe competition and stress within its industry. The bank needs to focus on
shifting demand to deposit services, digital and SME services profitability, and differentiation on

digital services within the sustainability framework to attain profit.

2.7.2 SWOT Analysis

2.7.2.1 Strengths

2.7.2.1.1 Common Strengths

e Full regulatory compliance with the Bangladesh Bank and Basel III requirements, while
sustaining a healthy CRAR over the CRAR regulatory minimum (NCC Bank, 2024).
e Extensive branch and digital coverage, securing client access in urban and semi-urban

territories (NCC Bank, 2023).
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e Reliably executed client-centric service and prudent governance (NCC Bank, 2024).

2.7.2.1.2 Imitable Strengths

e Competitors can also invest in the same digital infrastructures (core banking, RTGS,
BEFTN, mobile apps) (NCC Bank, 2023).

e Diversification in SME, retail, corporate, and remittance services, as is the case with most
peer banks.

e Uncomplicated financial disclosures with EVA, VAS, and DuPont reporting frameworks

which are standard in most listed banks.

2.7.2.3 Distinctive Strengths

e Framing strategies with long-term perspectives in areas like sustainable banking and
green finance (renewable energy, eco-friendly lending) (NCC Bank, 2024).

e Establishment of innovation centers, digital onboarding, and women-centered banking
(NCC Parama) as constituents of distinct brand identity (NCC Bank, 2023; NCC Bank,
2024).

e Acknowledged within CSR with notable contributions in the areas of health, education,

and community well-being (NCC Bank, 2023).

2.7.2.2 Weaknesses

e A high cost of funds relative to competitors (NCC Bank, 2024) is attributable to the low

CASA ratio (~20%).
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e Due to the rising costs of deposits, profitability indicators (ROE, ROA, NPM) in recent
years (NCC Bank, 2024) are showing a decline.
e The limited segment-level disclosures (ex. Islamic banking, SME sub-portfolios)

contribute to a lack of transparency for investors.

2.7.2.3 Opportunities

e Customer loyalty is expected to deepen as NCC prioritizes digital and contactless
banking.

e By the end of the Green and Sustainable Finance initiatives, Bangladesh Bank’s refinance
schemes will assist progress.

e Expanding retail and agent banking will facilitate the deepening of low-cost deposits.

2.7.2.4 Threats

e Increasing rivalry from the 61 scheduled banks and new FinTech/MFSs such as bKash is
pressuring profit margins.

e In the preceding years, the bank, together with the industry players, has been developing
the bank’s non—performing loans (more than 9 %) which has severely been impacting the
economic profit margin, as well as the economic profitability and the level of non-cash
and total asset, and overall asset, and cash asset quality.

e Hence, margin and earning capacity will remain constrained due to overlapping high
inflation, and macroeconomic turbulence of sharp exchange volatility and high regulatory

burden and volatility.
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2.7.2.5 Competitive Advantage

These NCC Bank positive, digital attribute with disparate attributes, such as the driven digital
social banking, the tier—based social banking programs, and positive banking with a digital focus
on women, as well as the center for digital innovation, define the bank’s competitive advantage.
Given the prevailing low profitability and headwinds in the industry, such attributes can and do

qualify as a competitive advantage.

2.8 Conclusion

This chapter covered an analysis of industry and organizational structure alongside internal and
external practicing market integration of NCC Bank. Differently from the context setting and the
strategic objectives governance, historical, and ascribed aspects of the chapter devotes a
substantial outline to the bank’s history. Illustrative accounts of the bank’s management,
marketing, finance, and accounting systems and processes ascertained the operational
effectiveness, compliance, and customer service NCC Bank accomplished within the operational
and competitive borders. The analysis on the operation and information systems of the bank
strengthened the case for the required digitization of service delivery and congerted
organisational resources on the operational spine of the bank. Bank management's application of
Porter's 5 Forces, SWOT, and competitive equilibrium theory showed how NCC Bank is
configured to operate within the throes of intense competition and regulation, rising operational
costs, consumer mastery of them and banking, and an abundance of banking fintech substitutes,
all of which lower profitability. There is NCC’s core competence on sustainable finance,

automated banking, excellent corporate governance, and responsiveness to global banking trends
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which surely provided enduring competitive advantages to NCC. The learnings derived within
the chapter would certainly set the foundation for deeper analysis as presented in Chapter 03.
Evaluation of the bank processes will be based on insights from interviews and observations S

gathered during my internship.

48



Chapter Three: Project Part

3.1 Introduction

Bangladesh's banking environment has changed drastically in the previous decade. This is partly
due to stronger restrictions, but mostly because people expect banks to function faster, simpler,
and more technologically. Maintaining a competitive edge for banks like NCC Bank PLC
involves making every step, from opening accounts to transferring money via RTGS or BEFTN
to processing remittances, seamless and reliable. Medium-sized banks must reconcile daily
operations with prudent investment growth. NCC Bank is improving its front-line services to
attract and keep customers and making judicious lending and securities calls to generate earnings
without overexposing itself to risk. Of course, efficiency doesn't guarantee profit. A deposit-
speeding method may not tell you if an investment portfolio is worth the risk. One of NCC
Bank's most intriguing strategies is connecting the two elements of banking that generally

function in silos: people-facing operations and data-heavy investment choices.

3.1.1 Background and Problem Statement

Bangladeshi commercial banks, both public and private, have seen deposit and asset growth
(Bangladesh Bank, 2023; Bangladesh Bank, 2024). Banks are struggling to balance service
quality and profitability due to rising funding costs, falling net interest margins, and regulatory
capital requirements (Bangladesh Bank, 2025). Daily operations and wise investment decisions
define NCC Bank's liquidity, solvency, and return on equity, which influence its performance.

Because few studies mix investment management with general operations, there is a gap. Not
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many studies have explored how these two activities affected the bank's performance, especially

for the people directly involved.

3.1.2 Objectives

This part focuses on NCC Bank PLC's approach toward its banking operations and investments.
There seem to be objectives which are clear and somewhat overlapping. One is to know what the
bank’s activities on a daily basis, that is, account opening, deposits and even transfers, do to
customer satisfaction. Assessing how balanced NCC’s financial risk and how balanced NCC’s

investment risk are might give hints to its stances on stability and/or growth.

The research also attempts to answer the posed questions regarding the operations and
investments concerning the profit made by the bank. In general, bank staff and the captured data
are given value. These bank staff and the accompanying financial analysis offer these seemingly
trivial issues a rather novel view of the problem. With these objectives in mind, this chapter tries
to maintain a sound balance between basic retail banking practice and the investment of bank at

grade planning activities.

3.1.3 Significance

In Bangladesh, research tends to consider the operations and investment management of a bank
as engagements with personnel and spreadsheets, respectively. This research attempts to bring
together the quantitative and the qualitative...partly addresses a burning question: can a bank
please its consumers, regulators, and investors, all at the same time, while remaining efficient

and prudent?
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That balance is hard to achieve. While customers desire speed and flawless transactions, NCC’s
ability to undertake riskier, more profitable investments may be stifled by Bangladesh Bank’s
more conservative policies. This may be symptomatic of a wider concern faced by many in the
finance sector: how to define and maintain competitive advantage while remaining within the

legal regulatory framework.

3.1.4 Scope of the Study

Purposeful restriction of scope. The only subject of analysis is NCC Bank PLC. The research
attempts to answer two questions. The research centers around two topics. Clients avail
themselves of account opening, deposits, RTGS, BEFTN, and the process of remittance. In the
second place, the investment: the investment of funds in the form of loans, in government

securities, and other assets under the possible combination of minimal risk, maximum return.

Most of the quantitative data is drawn from the annual reports of NCC bank 2022-2024 and from
publications of Bangladesh Bank 2021-2024. Qualitative data is provided by bank employees
utilizing the system. Limitations do exist. The absence of consumer feedback and focus on a
single bank may undermine the results in the context of the entire sector. The lack of interviews

is worth noting, but the majority of research is concerned with trade-offs between breadth and

depth.
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3.2 Literature Review

3.2.1 General Banking Operations in Bangladesh

Commercial banks provide account opening, deposit taking, loan disbursing, and remittance
services, all of which are essential in including people in the financial services in Bangladesh.
For instance, Hossain and Rahman (2020) recognize the role of proper and customer driven
approaches in enhancing customer retention which in turn, improves the overall performance of a

bank in the general banking sector.

According to Jebran and Hossain (2012), the behavior of employees, quality of services, and the
technological frameworks put in place greatly impacts the perception of customers concerning
banking services. This further underlines the fact that operational efficiencies are also human
centric which involves the building of trust and reliability. Chowdhury (2025) takes a
contemporary view of the 4th generation banks in Rangpur City. The survey indicated that these
banks invest in new technology to achieve operational efficiencies and customer satisfaction.
The country is in the final steps in the move towards digital banking, with RTGS and BEFTN
services currently available. The other side of the studies is that general banking activities
negatively impact customer confidence and the stability of the institution. A bank's reputation is

harmed by weaknesses in service, and strengths are all that is needed to compete.

3.2.2 Investment Portfolio Management in Commercial Banks

In order to balance the amount of risk and return, the management of investment portfolios is a
must. Bangladeshi banks allocate funds to loans, advances, and government bonds. Profitability
of Bangladeshi banks is, according to Akther (2023), a function of asset quality, capital level,
and liquidity management. Poor cash flow and weakness in portfolio management that leads to
loan defaults are one of the reasons banks incur losses. Chowdhury et al. (2024) study the
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relationship between bank size and the stability of income and the effects of asset diversification.
They found that large banks attain more from diversification since large portfolios are able to
absorb more risks and maintain profitability. Middle sized banks like NCC Bank are in a position
where they need to strategically diversify their services. Naoaj and Hosen (2023) argue that more
capital (equity) leads to higher profitability because it lowers the cost of equity. Capital buffers,
both legally and tactically, are very & important when it comes to portfolio management. These
studies show that the use of certain portfolio management strategies improves long-term

resilience and maximizes return.

3.2.3 Regulatory Framework and Financial Performance

The way banks operate within Bangladesh is influenced by the country's policies. Bangladesh
Bank oversees the governance, capital, and liquidity of banks which, in turn, determines the
efficiency of the utilization of resources and the overall performance of banks. Akther (2023)
suggests that capital adequacy regulations provide stability to the economy, and the effect on
profits is due to the laws. Naoaj (2023) explains that the capital adequacy of Bangladeshi banks
is influenced by leverage, liquidity, and macroeconomic conditions which means that the banks
have to somewhat purposefully trade the compliance of the regulations with the prevailing
market situation. Ibrahim (2023) CSR and corporate governance. She states that the more
governance and CSR are integrated, the more profit there is to be made. In the case of
Bangladesh, where there is a considerable lack of trust in banks, governance and CSR not only
help banks preserve legally requisite standards, but also retain clients. Therefore, in Bangladesh,

the regulatory standards encourage banks to operate in a socially responsible manner. In order to
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retain the market trust and evade penalties from the Bangladesh Bank, NCC Bank will have to

adhere to the maintaining of socially responsible practices.

3.2.4 Technological Advancements in Banking Operations

3.2.4 Technological Advancements in Banking Operations

To date, Agent Banking and Mobile Banking Applications have transformed engagements with
customers beyond traditional face-to-face interactions, and like many other countries,
Bangladesh has also made impressive strides in technological innovation in the field of banking.
In his paper on agent banking, Robin (2025) illustrates how financial institutions are undertaking
rigorous and financially relative multi-transactional activities in relation to Agent Banking, and
in some instances, he attributes the expansion of such activities to the existence of geo-spatially
remote regions devoid of conventional banking institutions. The work of Kirkpatrick and Huque
(2025) articulates how technological advancement assists in the minimisation of operational
expenditures in relation to the acceleration of service delivery, which cumulatively improves
operational efficiency. The improvement of operational efficiency positively impacts the
competitiveness of other banks because such technological improvements in operations subsidise
the value extraction-structural debt financing of an advanced loan facility in relation to service
offering. Those conclusions advance the arguments of the inalienable nature of technology.
Innovation does improve value chain efficiency and relationship management, whereas banks
which strategically disregard such technological advancements are destined to remain perpetual

laggards.
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3.2.5 Critical Synthesis: Relevance to NCC Bank

The literature review highlighted four main components: regular banking functions, management
of investment portfolios, legal structures, and enhancement of technology. All of these
components are directly related to the problems and challenges currently being faced by NCC

Bank.

1. General Banking Operations: NCC Bank has been feeling pressure regarding the ease
of creating accounts, sending money, and remitting money home. Research has indicated
the significance of the quality of service and the behaviour of employees in establishing
trust with customers. (Hossain & Rahman, 2020; Jebran & Hossain, 2012). This evidence
corresponds with the goals of NCC Bank, regarding the need to modernise its front-line
operations while still delivering personalised service.

2. Investment Portfolio Management: NCC Bank’s distribution of loans and government
securities and green finance is in line with the findings of Akther (2023) and Chowdhury
et al. (2024). Since NCC is of mid-sized stature, it does not have the opportunity to
purely bank on the advantages of diversification in the same way larger banks do. This
requires more allocation of differentiated strategies.

3. Regulatory Framework: NCC is no exception to abiding by the capital and liquidity
structures outlined by Bangladesh Bank. Work completed by Akther (2023) and Naoaj
(2023) showed that despite the compliance costs, expansion stifles long-run profitability.
In addition, the works of Fahmida (2025) revolving around CSR and governance align

with the image of NCC Bank towards more responsible banking.
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4. Technological Advancements: The literature has attributed significant importance to
digitisation reflected in NCC's projects such as RTGS, BEFTN, and mobile platforms
(Robin 2025; Khan and Haque 2025). However, the studies also state that in order to
continue improving productivity, investments in Information Technology are imperative.
With the increasing number of fintech companies in the market, it has become essential

for NCC to prioritise this.

The synthesis shows that the competitive advantage of NCC Bank comes from a number of
factors which are operational effectiveness, compliance, a reputable track record, and the

capacity to innovate. Any weakness in a strand might impact the performance as a whole.

3.3 Methodology

3.3.1 Research Design

This study focuses on NCC Bank since it employs a qualitative case study approach. Such a
design is suitable as it allows diving deeply into core banking activities (account opening,
deposits, RTGS, BEFTN, and remittance) on the one hand and investment portfolio management

on the other. It also integrates quantitative measures with qualitative employee opinions.
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3.3.2 Data Sources

3.3.2.1 Primary Data

Observation: My earliest best observations were taken from my experiences as an intern
at NCC Bank. They dealt with the opening of accounts, the service of remittances, as well
as investment-related activities, RTGS transactions, BEFTN relay operations, and the like.
Employee Interviews: Subsequent to my internship, I engaged with bank employees
(one from general banking and the other from investment) and through semi-structured
interviews, | endeavoured to obtain practical learnings regarding the organisational
practices, problems and organisational best practices around the siloed functions within
the bank. Their systematic thought processes yielded unique perceptions about

operational efficiency and organisational portfolio strategy.

3.3.2.2 Secondary Data

NCC Bank Annual Reports (2022-2024): Acquired audited financial statements
alongside performance indicators. Also obtained disclosures on investments, liquidity,
and profitability.

Bangladesh Bank Annual Reports (2021-2024): Data from regulatory changes,
sectoral information and analysis, along with macroeconomic factors affecting the
functioning of the NCC Bank area was compiled and analysed.

Published Studies and Articles: The information provided in Chapter 2 offered insights
and perspectives fuelled by different theories on reviewing literature, general banking

activities, portfolio management, technology, and the regulations associated with them.
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3.3.3 Data Analysis

The data analysis combined both quantitative and qualitative approaches:

e Quantitative Analysis: The annual reports from NCC Bank served as a secondary source
for the bank’s annual balance sheets as well as a source of information for conducting
ratio analysis of the bank’s annual profitability, efficiency and business leverage
concerning ROA, ROE, net profit margin, cost-to-income ratio, employee productivity,
capital adequacy and liquidity. These were analysed through a combination of trends and
comparisons along with only selective elements of the DuPont model for the sorted
analysis of the ratio of return on equity.

e Qualitative Analysis: I looked at some of the notes and recordings from the internship
and what I learned from the cover pages. I grouped the collective information into the
different types of business functionality and serviced information efficiency, reservations
made and customer satisfaction, risk assessment, and some barriers. However, mixed
with the primary data were some secondary data which I used to improve the accuracy of

the analysis.

3.3.4 Scope and Limitations

The said methodology is within the domain of banking and the investment portfolio management

of NCC Bank PLC.

e Scope: The impact of operational portfolio strategies and their accompanying front line

activities on the bank’s financial performance is the subject of this research.
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e Limitations: The lack of primary data has constrained this research study. Furthermore,
no customer surveys were conducted; therefore, the research study is limited to an

institutional perspective and employee point of view.

3.4 Findings and Analysis

3.4.1 General Banking Operations

3.4.1.1 Account Opening Process

By lowering barriers to access and integrating users into the financial system, NCC bank
accounts remain an important asset for the general public. Constant account opening has been
attributed to the use of digital KYC tools. These Officers attributed the delay for earlier times to
the incompletion of client documentation. One officer said “the digital KYC system has made
the process much faster.” This substantiates the literature on accounts retention in banking and
account operation efficiency (Hossain & Rahman, 2020; Jebran & Hossain, 2012). Operationally,
NCC Bank has complied with the Bangladesh Bank’s regulations on client KYC. The persistent
issue of a lack of documentation, however, indicates that customers need better assistance.
Digital onboarding certainly makes NCC Bank’s position stronger in the market but these
competitive advantages are difficult to sustain without systems improvement and training

frontline staff.
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3.4.1.2 RTGS Transactions

Concerning portfolio choices, compliance with regulation is the primary consideration as an
employee stated “Bangladesh Bank-er guideline always follow korte hoy... inflation, exchange
rate, interest rate—eta decision-making e boro role play kore” (We must continually follow
Bangladesh Bank directions . . . inflation, exchange rate, and interest rate are very important in
decision making). This aligns with the view of Akther (2023) who argues that the regulatory
system affects the profitability and stability of the banking sector in Bangladesh. In practice,
NCC has shifted an increasing volume of deposits towards lower risk government securities,
instead of higher risk investments, as a reaction to rising deposit fees. Even with a decline in
tightening net interest margins, NCC ensures that sufficient money is available (NCC Bank,
2024). Although this increase in fees renders the company less profitable in the short term, it
makes the company more stable and protects it from wider shocks to the economy. The risk-
averse strategy is in line with the approaches Naoaj and Hosen (2023) emphasise regarding

capital buffers aimed at minimising equity costs to improve financial performance.

3.4.1.3 BEFTN Transactions

Among the retail and SME banking facilities of NCC Bank, perhaps the most essential for salary
and recurring payments is BEFTN. Employees noted the customer's satisfaction regarding the
cash usage as: “Customers are satisfied because they don’t need to handle cash.” Automated
fund transfer systems increase the effectiveness of business operations, while simultaneously
lowering the transaction costs (Khan & Haque, 2025). Strategically speaking, BEFTN enhances

the reliability and secure perception of NCC Bank, that also helps retail customers to avoid the
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hassle of transactions. Yet the bank has to manage the competition in digital channels as the

effectiveness of the bank differentiates its offerings.

3.4.1.4 Remittance Services

NCC Bank has maintained a competitive
advantage in remittance operations
because of its unique capability in the
sector. Collaboration with Multilateral
Money Transfer Organisations, with

Figure 6. Growth of inward remittances handled by | which the bank has direct operations, has
NCC Bank, 2020-2024 (NCC Bank, 2024a).

given the bank unparalleled reach to over
3500 payment locations, making it an unparalleled industry leader - “Remittance holo amader
ekta strong sector ... worldwide MTO network ar 3500+ payout point er jonno amader remittance
base strong” (“remittance is a strong sector ... our remittance base is strong because of the
worldwide MTO network and 3,500+ payout points”). According to Robin (2025), the agent
banking model, coupled with the strategic placement of bank branches in rural areas, enhances
the level of banking access and therefore the adoption rate of banking services. The ability of
NCC Bank to offer swift and secure remittance services allows the bank to earn remittance fee
income and also reach banked clients in rural areas. This supports the inclusion targets set out in
the 2023 and 2024 Annual Reports (NCC Bank 2023, 2024). However, the bank is facing
growing competition in mobile money services provided by, for example, bKash. To meet the
needs of younger and more technologically inclined customers, the bank needs to merge digital

systems with remittance payment servers.
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3.4.1.5 Contribution to Customer Satisfaction and Trust

Positive outcomes are also guaranteed when clients are satisfied with the account opening, RTGS,
BEFTN, or money transfer processes. According to Jebran and Hossain (2012), the intensity of
the value chain is positively correlated with employee efficacy. The customer-centricity of NCC
Bank is shown by its digital KYC, remittance, and transaction platforms. Deposit service
expenses are going up because to technological factors, according to one employee. Although

client happiness is reduced, customer service is improved.
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3.4.2 Investment Portfolio Management

Figure 7a: Portfolio allocation | Figure 7b: Portfolio allocation
of NCC Bank, 2022 (Annual | of NCC Bank, 2023 (Annual
Report, 2022). Report, 2023).

Figure 7c: Portfolio allocation
of NCC Bank, 2024 (Annual
Report, 2024).

3.4.2.1 Asset Allocation Strategies

NCC Bank’s assets, along with the government's stabilising measures, enable the bank to lend to
the private sector profitably. As evidenced in NCC Bank's annual reports, the bank is moving
towards sustainable and green financing initiatives to comply with regulations and for long-term
environmental sustainability (NCC Bank, 2023 & NCC Bank, 2024). These kinds of strategic
shifts in the sustainable banking sector aim to ensure the resulting portfolio is balanced in order
to lower risk and improve resilience. This is especially pertinent for mid-sized banks, such as

NCC, that Chowdhury et al. (2024) emphasised have very limited avenues for scaling.

3.4.2.2 Risk Management Practices
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Figure 8. Cost of Deposits vs. Net Profit Margin,
2022-2024 (Annual Reports 2022-2024). Figure 9. Capital adequacy and leverage ratios of
NCC Bank, 2022-2024 (Annual Reports 2022—
2024).

When making financial decisions, one of the most crucial considerations is the trade-off between
risk and return. Employees have stated during interviews that for them, the most important factor
affecting portfolio decisions is adherence to the law and regulatory compliance: “Bangladesh
Bank-er guideline always follow korte hoy... inflation, exchange rate, interest rate—eta
decision-making e boro role play kore” (We must always follow Bangladesh Bank guidelines...
factors such as inflation, exchange rate, and interest rate play a major role in decision-making).
This viewpoint corresponds with Akther’s (2023) conclusion that regulatory frameworks affect
both profitability and stability in Bangladeshi banks. In practice, NCC has moved money away
from higher-risk investments and toward lower-risk government securities in response to rising
deposit fees. Even if net interest margins are getting tighter, NCC makes sure there is enough
money available (NCC Bank, 2024). This makes the company less profitable in the near term,
but also makes it more stable and protects it against changes in the economy as a whole. The
risk-averse strategy supports Naoaj and Hosen's (2023) focus on capital buffers to minimize

equity costs and improve long-term financial performance.
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3.4.2.3 Role in Profitability and Financial Stability

Since 2022, NCC's net profit margin and return on equity ratio have reported declines in the
latter two mentioned ratios, as shown in the Annual Report (NCC Bank, 2023; NCC Bank, 2024).
This is more a function of the increased cost of capital, rather than a decline in asset quality. The
foray into the SME and green lending sectors has arguably helped to mitigate the further decline
in returns by providing alternative revenue. This supports the findings of Chowdhury et al. (2024)
which show diversification improves portfolio income stability. It is evident from the perceptions
of employees. “2023—-24 te deposit cost onek barse... investment strategy te focus shift korte
hoyeche government securities ¢ (In 2023-24, the cost of deposits increased significantly... the
investment strategy had to shift more towards government securities). The statement illustrates
the approach of reallocating resources to the more defensively positioned investment assets to
the detriment of the yield enhancement strategy. It illustrates a conscious decision to forgo profit

margin in return for monetary stability.

3.4.2.4 Employee Insights on Challenges

Interviews accentuate two emerging key issues. Landed deposit costs are due to a low CASA
ratio and the CASA ratio itself. Then, there is the unparalleled competition from peer banks and
fintech platforms. One officer stated: “Biggest challenge holo high cost of deposit. CASA ratio
kom, tai amader ke beshi interest dite hoy term deposit €” (The biggest challenge is the high cost
of deposits. Since the CASA ratio is low, we must offer higher interest on term deposits). This
resonates with Chapter Two’s efficiency issues, where the deposit structure hindered the speed of

margin expansion.
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Also, the investments that are especially worthwhile to take made things more difficult to
comply with the regulation. The NCC’s commitment to ‘green banking’ is evident by its
financing of renewable energy projects and financing of green RMG makers (NCC Bank, 2023;
NCC Bank, 2024). These projects need money and people who understand the complexities of
evaluating novel risk types. These changes impose a rigid expectation on employees to deliver

more profits along with realigning to the new structure.

3.4.2.5 Discussion

The investment portfolio of NCC Bank is influenced by three interrelated dynamics, including
restrictions of rule systems, economic cycles, and diversification strategy at the bank. Research
indicates that NCC and other mid-sized banks should focus on allocation in size-diversified
frameworks (Chowdhury et al, 2024). Employees and other affected actors focus on how
portfolio alterations are made on a routine basis. Being involved in green finance improves the
bank's image, akin to what Fahmida (2025), in pointing out the constructive relationship between
governance, CSR and enhanced reputation and profitability, argued. Hence, the investment
portfolio of the bank stabilises the finances of the company, but increases the difficulty of
earning in the short run because of the high costs of deposits. Most importantly, NCC Bank can
utilise sustainable investments to grow CASA deposits and comply with the requirements of the
authorities. These factors will determine whether portfolio strategies can provide the bank with a

sustainable competitive advantage.
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3.4.3 Integration of Operations and Investments

3.4.3.1 Complementarity of Daily Operations and Portfolio Strategies

NCC Bank acquires its funds for investments from its standard banking activities. It is vital to
encourage customers to open accounts, use RTGS/BEFTN services, and make deposits. These
activities provide funds for asset allocation. One of the officers states, “General banking er
deposit base jodi strong na hoy, tahole invest korar capital ashe na” (If the deposit base from
general banking is not strong, then there is no capital to invest). This supports the view of
Hossain and Rahman (2020) on the importance of having effective investment spending. The
inflow of remittances helps maintain the foreign currency liquidity, which supports the trading

and investment in government securities.

3.4.3.2 Contribution to Financial Performance

Indeed, profitability has an impact on activities undertaken. With regards to profitability,
reference to the annual record essays (NCC, 2022; 2023) indicates that total deposits held with
the bank increased by BDT 5,985 million; the balance in 2022 increased from BDT 215,850
million to BDT 221,835 million in 2023. This facilitated an increase in credit from BDT 209,738
million to BDT 228,697 million subsequently (NCC essays 2022; NCC essays 2023). Conversely,
the total cost of deposits increased from 4.59% to 6.21% over the 2023-2024 period, which, in
the end, impacted the profitability in question. Net profit margin has decreased from 12.16% to
6.72% in the years 2022 and 2024 respectively. High-cost deposits account for the dip in Return
on Equity (ROE) which, for the bank, records a decline from 11.68% in 2022 to 9.52% in 2024

(NCC Essays 2022; NCC Essays 2024). An employee did point out that “Deposit costs increase
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significantly... the investment strategy has had to shift more to focus on government securities”.
Clearly enough, this is evidence to exhibit the interrelationship extending to operational and
investment processes. The more costly deposit operations have made it less difficult to generate
funds for the profit portfolio. The outcome was an inclination towards more government

securities which were lower risk and yielded lower returns.

3.4.3.3 DuPont Analysis (2022-2024)

The DuPont model (ROE = Net Profit Margin X Asset Turnover x Equity Multiplier) reveals

NCC Bank's integrated performance:

Year | Net Profit Margin | Asset Turnover | Equity Multiplier | ROE
(NPM) (AT)* (EM)**

2022 | 12.16% 0.096 10.04 11.68%

2023 | 8.73% 0.095 11.45 9.74%

2024 | 6.72% 0.093 15.18 9.52%

Table 4. DuPont Decomposition of ROE for NCC Bank, 2022-2024 (NCC Bank, 2022, 2023,

2024)

68



Figure 10. DuPont decomposition of ROE for NCC Bank, 20222024 (Annual Reports 2022—
2024)

Asset Turnover = Revenue - Total Assets

Equity Multiplier = Total Assets + Equity

Compression of margins: The NPM shrank from 12.16% in 2022 to 6.72% in 2024, which

serves as an indication of the propensity to finance.

Stable Turnover of Assets: The AT held at 0.09-0.096, signifying an unchanged efficiency of

the assets employed to earn income.

Increased Equity Multiplier: The EM showed substantial increases, indicating greater levels of

debt which, to some degree, counterbalanced the reduction in margin.
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Therefore, the ratio of NCC's debt to equity fell by 1 which is equivalent to 11% of the
operational ROE. This dilution of ROE is associated with NCC's erosion of margins rather than
operational slack or de-leveraging. This supports Akther (2023) who has noted that in
Bangladesh as the cost of funding rises, banks lose income while ‘doing nothing’ as efficiency is

unaltered.

3.4.3.4 Strengths and Challenges

For the integrated model, strengths encompass the following:

e Liquidity is offered through a consistent addition of funds from remittances and corporate
activities.

e [t aims for a favourable reputation by strategically directing a portion of the financing to
SME loans and green equity.

e There is persistent turnover of assets, indicating stable operations even under pressure to

reduce profit.

Weaknesses include the following:

e The operations—investment link is weakened due to operational overdependence on high-
cost deposits.

e There is compression of profit margin spending. This results in high caution towards the
purchase of government bonds, restricting profit.

e Sustainable investment for the first time introduces new, uncalibrated risks. This requires

new risk oversight and monitoring.
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3.4.3.5 Insight

The amalgamation of operational services with investments is a mark of prudent managerial
equilibrium possessed by NCC Bank. Whereas operations trust the consumers and trust the
consumers, the portfolio management system monetises and stabilises these cash flows. Studies
reveal that banks which do integrate these functions do not survive and drop out of the race
(Chowdhury et al, 2024, Khan & Haque, 2025). As for NCC Bank, operational efficiency and
asset turnover continue to be constant. However, rising deposit costs are profit-eroding and pose
a threat to long-term returns. The bank is in a position where it must restrain competition.
Therefore, the bank must concentrate on the growth of low-cost deposits, achieving high returns
with low risk. Further, automated procedures should be developed to showcase the supportive

investment performance trusted by the clients.

3.8 Summary and Conclusions

This chapter has analysed how NCC Bank integrates its ordinary banking business with
managing its investment portfolio. It shows how the bank continues to perform well even with
increasing competition and tighter regulations. The findings also suggest that improving the
efficiency of account opening, RTGS, BEFTN, and remittance services enhances customer
satisfaction. It also strengthens the deposit base which funds the bank's investments. Digital
KYC has reduced the time needed to open new accounts. The extensive remittance network has
contributed to improving liquidity and confidence. Still, there are issues regarding the ability to
maintain consistent service quality and the adequate expansion of digital channels to meet

customer requirements.
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To manage an investment portfolio and make money, strategic measures need to be in place to
minimise potential losses. The margins have been squeezed down due to unreasonably high
estimated low costs associated with customer services and accounts, alongside an increasing rate,
on average, of deposit facilities made available. As a result, NCC Bank had to juggle funds to
procure government bonds for safekeeping while incrementally penetrating into SME and green
finance. This alignment of portfolio diversity with NCC Bank's rules and aspirations of
sustainability is also beneficial. Emerging skill needs in risk assessment, monitoring, and
management are equally critical. Discussions with employees reflect a prevailing issue in the
marketplace - the high cost of money. Competition from FinTech platforms is making money
harder to earn. NCC Bank needs well-formulated strategies to integrate operations and
investment. This is also evident from the DuPont investigation, where the decreasing margins
within the operating for a limited time period on the 2022 - 2024 investment cycle translated into
a drop in REO, keeping in mind that no inefficiencies or de-leveraging were present. Constant
turnover of non-core assets, alongside prudent growth in employed leverage, indicated remaining
resilient in anchored core activities, while compressing margins highlighted a cycle of the bank's
funding structure dependent - profitability. Employee interviews also substantiated the feedback
cycle. There are multiple corollaries within deposit operations that define the parameters and

gauge the performance of investment strategies.

In this chapter, we saw that what differentiates NCC Bank from its clients’ competitors is the
efficiency of its general banking service. Portfolio investments are just as important. Its strengths
are characterised by the fact that it is operationally solvent and has a diversified portfolio of

income-generating remittance investments. On the other hand, its expensive high-cost deposits
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with lower earnings suggest less profitability, and there is a need for a change. In response to this,
NCC Bank can consider the following options. It can employ aggressive digital marketing
strategies to grow its low-cost deposits. The bank is also restrained in its ability to make long-
term investments. These will form a basis for the recommendations and conclusions that will be

drawn in the next section.

3.9 Recommendations and Implications

The assessment shows that NCC Bank is employing high-cost borrowing to high-cost deposits
that compress margins. Reduction of funding costs and enhancement of profitability would come
from increasing low-cost deposits with the CASA expansion strategy, SME driven products, and
MORE INTERNET. Overall, digital services also need to be improved. Easing of digital KYC
and providing RTGS to SMEs would indeed help in an overcrowded fintech. They would be
enhanced in convenience to customers if remittance services on phones and the web were also
made available. Upon the investment side, NCC Bank is sheltered from the rising costs of
deposits due to investment in government securities; however, the bank should slowly shift its
portfolio toward lending to SMEs, trade finance, and green finance. Financing in these areas is
sustainable, very profitable, and regulatory suitable. The bank needs to sharpen its credit, market,
and ESG risk assessment in order to permit easier diversification. They may remain liquid during

the period of seeking higher yield alternatives.

The synergistically integrating operations with investment plans will improve NCC Bank's
effectiveness. Strategies for capturing operational edges linked to profitability should connect

fundraising with yearn investments. Ongoing, continuous training for employees on compliance
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as well as training on digital banking applications and portfolio analysis is obligatory to solve
these periodic challenges. The impact of these actions is, indeed, very high. Thus, it affects NCC
Bank’s ability to maintain its margins as well as gain new net share. It emphasises advocated
administration of digital banking 'b3& fit to 'green' finance tier-macros' for 'tailored' end and take
'regulators' appropriate actions. It illustrates the ability of medium-sized banks to combine
operational effectiveness and 'corr' in the sphere to operate in any dynamically changing

financial sea.
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Appendix A.

Interview Questions

A.“General Banking Operations (Objective: explore components and customer satisfaction)”

1. Based on your own experiences, what do you believe are the principal phases during the
account opening process at NCC Bank, and what problems do you have with regards to
efficiency?

2. In your branch, what is the impact of RTGS and BEFTN transactions on customer
satisfaction and service efficiency?

3. How does the remittance service help NCC Bank in expanding its customer base?

4. In your view, what is the impact of technology on the speed and quality of service in
general banking?

5. What is the most prevalent customer complaint in general banking and what is done to

resolve it?
B. Investment Portfolio Management - (Evaluate Strategies and Risk Management)

6. What is a typical structure for NCC Bank’s investment portfolio (loans, government
securities, etc.)?

7. What most important aspects are balanced when measuring risk and return of the bank’s
investment decisions?

8. What implications have recently emerged in the economy (e.g., interest rate changes,

government regulations) and how have they affected the bank’s investment strategies?
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9. What risk management practices are key in protecting the bank’s investment portfolio?
10. Do you think the current portfolio mix is sufficient in profitability and financial

soundness? Why/why not?

C. Integration of Operations and Investment (Objective: assess contribution to financial

performance)

11. What is the value of income generated from the banks e!m day-to-day activities e.g.
account opening and remittance services?

12. In what ways do operational and investment activities interrelate to achieve the banks’
financial goals?

13. Provide an example where an improvement in an investment outcome is driven by

enhanced operations (or the other the other way around).

D. Insights from Employees (Focus: diagnosing challenges and previously successfully

employed solutions).

14. In your view, what are the key operational challenges facing NCC Bank at the moment?

15. In your opinion, which of the successful techniques in routine banking or investment
services provides competitive edge to NCC Bank?

16. How do you view the steps NCC Bank should take to maintain its competitiveness in the

next five years?
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Interview Transcript (Employee 1 — General Banking Officer, NCC Bank)

Q1. How do RTGS and BEFTN transactions impact customer satisfaction and service delivery at
your branch?
A: “RTGS mainly use kore boro corporate client ra. Tara fast settlement expect kore, ebong
RTGS er maddhome ekdom same-day transfer possible. BEFTN ta beshi use kore salary
disbursement ar regular payment er jonno. Customer ra khub satisfied karon cash handle korte
hoy na, shob kichu seamless hoye jacche.”
(Large corporations that require immediate money settlement can take use of the Real Time
Gross Settlement (RTGS) mechanism, which allows for same-day transfers through SingDay.

Customers are happy since they never deal with physical currency. Just like using BEFTN to

automate salaries and other scheduled payments, the entire process is automated.)

Q2. What do you believe are the crucial steps in NCC Bank's account opening process? What
difficulties do you encounter in maintaining operational efficiency?
A: “Account opening er khetre prothome customer der KYC form fill korte hoy. Tarpor NID
verification, address check, ebong nominee details cross-check korte hoy. Tarporo, ashole ei
prokriya ta digital KYC er jonno ekhon bes onekta druto process hoy. The challenge is that many

customers don’t prepare documents properly, so we have to explain repeatedly.”

(In the beginning, customers has to fill the KYC form by themselves. Then NID, Address, and
Nominee Information are checked. The challenge is that many customers don’t prepare
documents properly, so we have to explain repeatedly. However, with the digital KYC system, the

process has become much faster.)
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Q3. What role does remittance service play in strengthening NCC Bank’s customer base?

A: “Remittance holo amader ekta strong sector. Probashira jokhon taka pathay, tara chai bank-
er safety. NCC-r worldwide MTO network ar 3500+ payout point er jonno amader remittance

base strong. Eta rural area teo amader customer base baray.”

(Remittance is one of our strong sectors. Migrant workers prefer the safety of banks when
sending money. NCC’s worldwide MTO network and 3,500+ payout points make our remittance

base strong. It also expands our customer base in rural areas.)

Q4. How does NCC Bank structure its investment portfolio?

A: “Investment mainly hoy government securities, treasury bond, ar credit portfolio theke. Risk
komate amra diversify kori SME, corporate loan, ar consumer loan e. Ekhon green finance ar

sustainable sector eo invest kora hocche regulatory direction er jonno.”

(Investments are mainly in government securities, treasury bonds, and credit portfolios. To
minimize risk, we diversify across SME, corporate loans, and consumer loans. Recently,
investments are also being made in green finance and sustainable sectors as per regulatory

directions.)

Q5. In your view, what are the biggest operational challenges facing NCC Bank right now?
A: “Biggest challenge holo high cost of deposit. CASA ratio kom, tai amader ke beshi interest
dite hoy term deposit e. Ar competition o onek — customer ra easily bank change kore dey better

rate paile. Tar sathe technology upgrade maintain kora ekta regular challenge.’

(The biggest challenge is the high cost of deposits. The CASA ratio is low, so we need to offer
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higher interest on term deposits. Competition is also intense—customers easily switch banks if
they get better rates. At the same time, keeping up with technological upgrades is an ongoing

challenge.)

Q6. From your perspective, what areas should NCC Bank improve to remain competitive in the

next 5 years?

A: “Amar mone hoy — amader digital service aro expand korte hobe. Agent banking, mobile app,
ar instant loan processing system customer friendly korte hobe. Ar sathe sathe low-cost deposit

’

barate hobe, nahole profitability pressure thakbe.’

(I think NCC Bank needs to expand digital services further. Agent banking, mobile apps, and
instant loan processing systems should be made more customer-friendly. At the same time, the

bank needs to increase low-cost deposits, otherwise profitability pressure will remain.)

Interview Transcript (Employee 2 — Investment & Corporate Banking Officer, NCC Bank)

Ql. How does NCC Bank typically structure its investment portfolio?
A: “Amader portfolio mainly divided hoy government securities, treasury bond, ar loan
portfolio te. Government securities stable return dey, ar loan portfolio te SME, corporate, ar
consumer loan include kore diversification rakha hoy. Last few years theke green finance ar
sustainable project financing 0 add hoyeche.”

(Our portfolio is mainly divided into government securities, treasury bonds, and the loan

portfolio. Government securities provide stable returns, while diversification is maintained
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through SME, corporate, and consumer loans. In recent years, green finance and sustainable

project financing have also been added.)

Q2. What factors influence investment decisions at NCC Bank?

A: “Duita main factor holo risk and return. Regulatory compliance sathe adjust korte hoy—
Bangladesh Bank-er guideline always follow korte hoy. Ar ekhon economic situation jemon
inflation, exchange rate, interest rate—eta decision-making e boro role play kore.”

(The two main factors are risk and return. We also have to adjust with regulatory compliance—
Bangladesh Bank guidelines must always be followed. At present, economic conditions such as
inflation, exchange rate, and interest rate play a major role in decision-making.)

Q3. How has the recent economic environment affected NCC Bank’s investment strategy?

A: “2023-24 te deposit cost onek barse. Tai amader net interest margin komse. Investment
strategy te focus shift korte hoyeche government securities e, karon ota kom risk ar liquidity
maintain korte help kore. Corporate loan o cautious bhabe disbursed kora hocche.”

(In 2023-24, the cost of deposits increased significantly. As a result, our net interest margin
decreased. The investment strategy had to shift more towards government securities because
they carry lower risk and help maintain liquidity. Corporate loans are also being disbursed more
cautiously.)

Q4. What risk management practices are followed for the investment portfolio?

A: “Risk management e amra credit rating check kori, sector wise exposure limit maintain kori.
NPL ratio kom rakhar jonno strict monitoring thake. Ar Basel IIl guideline onujayi capital

)

adequacy ensure korte hoy. Stress testing o kora hoy quarterly basis e.’
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(In risk management, we check credit ratings and maintain sector-wise exposure limits. Strict
monitoring is in place to keep the NPL ratio low. As per Basel Il guidelines, we must also

ensure capital adequacy. Stress testing is conducted on a quarterly basis.)

Q5. How do you see the link between general banking operations and investment performance?
A: “General banking er deposit base jodi strong na hoy, tahole invest korar capital ashe na.
RTGS, BEFTN, remittance services customer confidence baray, ar ota deposit mobilization e
help kore. Ekhon joto beshi low-cost deposit asbe, toto beshi investment opportunity thakbe.”
(If the deposit base from general banking is not strong, then there is no capital to invest.
Services like RTGS, BEFTN, and remittances increase customer confidence and help in deposit
mobilization. The more low-cost deposits we can attract, the greater the investment opportunities

will be.)

Q6. From your perspective, what areas of investment management should NCC Bank improve?
A: “Amar mone hoy SME loan portfolio aro expand kora dorkar, karon eta profitable and risk
diversify kore. Ar sathe sathe digital credit risk assessment tools use kora uchit, jate decision fast
and accurate hoy. Finally, green finance e aro invest korle amader brand value o barbe.”

(I think NCC Bank should expand its SME loan portfolio further because it is profitable and
diversifies risk. At the same time, we should use more digital credit risk assessment tools to make

decisions faster and more accurate. Finally, if we invest more in green finance, our brand value

will also increase.)
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Appendix B.

Project Proposal

Title: Banking System of NCC Bank PLC: An Analysis of General Banking Operations

and Investment Portfolio
1. Introduction

The various activities of a bank like capital deployment by means of granting capital and
investment financing and provision of credit, etc. assist in the nd economic development of a
country. In Bangladesh, to relieve competition and improve customer satisfaction, the
commercial banks have now an oligopolistic market structure in the anbiguous region of the
scope of economies. This is the case of NCC Bank PLC. In the contemporary time, NCC Bank
PLC does not only stop at offering simple banking, but caters a wide spectrum of investment
services. This paper intends to analyze the general banking activities of NCC Bank which entails,
among others, account opening and active management of a clients’ deposited funds and
remittances serviced through RTGS, BEFTN, bank financing and portfolio investment
supervising. Specifically, this case study assesses the profitability of NCC Bank in terms of

sustained operational efficiency from an investment portfolio of diversified services.
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2. Preliminary Literature Review

General banking processes

Proper banking operations are vital for building trust as well as fostering customer retention.
Service quality has a significant impact on customer satisfaction as discussed by Hossain and
Rahman (2020). Employee behavior and technology perception, as discussed by Jebran and
Hossain, are very critical. In the case of Bangladesh quarter generation banks have adopted
technology to service level efficiency, according to Chowdhury 2025, which in turn positively

impacts the quality of provided services.

Investment portfolio management

The literature shows a relation between portfolio management and the profitability and
sustainability of an organization. Bank profitability, according to Akther, 2023, is driven by the
quality of available assets, capital, and liquidity. Investment portfolios according to Chowdhury
et al. (2024), provide stability to large banks and Naoaj and Hossen, (2023) illustrate that the

reduction of cost of equity is the result of greater capital inflow.

Regulatory Issues

The influence of regulation on the performance of the banking sector is considerable. Empirical
findings by Akther (2023) state that compliance with regulations and the sufficiency of capital
held by institutions enhances financial stability. Naoaj (2023) discusses the determinants of

capital adequacy ratios including leverage, liquidity, and macroeconomic factors. Fahmida (2025)
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states that banks' CSR activities and governance systems result in enhanced reputation and

financial performance.

Technology

The integration of technology in all aspects of life has also brought changes in the provision of
financial services. Robin (2025) shows that agent banking based on FinTech increases
profitability and client outreach. In the context of Bangladesh, Khan and Haque (2025) state that
commercial banks gain operational cost efficiencies and improve service delivery as a result of

technology adoption.

3. Problem Statement

Bangladesh has seen almost no scholarly work regarding the merger of investment portfolio
management with the core banking functions performed by a single institution. Further, most of
the available literature uses secondary financial information, overlooking the viewpoints of the
staff directly performing the day-to-day banking functions. Any bank, such as NCC Bank PLC,
perceiving banking functions solely in quantitative terms, thereby ignoring qualitative elements,
would optimally perform, rather superlatively in terms of operational efficiency, and
competitively in terms of market positioning. My intended research seeks to analyse the
investment and general banking services of NCC Bank with the aim of demonstrating their role

in improving the financial performance and stability of the bank.
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4. Research Objectives

General Objective

e To analyse the bank operations and the investment portfolio management of NCC Bank

PLC.

Specific Objectives

1. Determine the various elements of NCC Bank’s general banking operations and the
service features which contribute to customer satisfaction.

2. Examine the investment portfolio management of NCC Bank and the related risks
associated with the investment.

3. Establish the impact of operational management and investment management of the bank
on the financial performance.

4. Understand the views of the employees based on interviews concentrating on the
operational challenges and operational best practices.

5. To incorporate insights from employees through interviews, highlighting operational

challenges and best practices.

5. Research Questions

1. To what extent do NCC Bank’s general banking operations impact customer satisfaction
and the effectiveness of service delivery?
2. What are the NCC Bank strategies of investment portfolio management relative to risk

and return?
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3. What is the impact of the general banking activities and investment activities on the
financial performance of NCC Bank?
4. What do employees of NCC Bank provide concerning the effectiveness of operational

and investment practices?

6. Methodology

Qualitative case study approach concentrating on NCC Bank PLC.

e Primary Data

Observation: While on internship at NCC Bank PLC observing processes related to account

opening, remittances, RTGS, BEFTN, and other investment processes.

Employee Interviews: Practical knowledge on organisational challenges to be gathered through
semi-structured interviews with 2-3 employees of NCC Bank from varied departments including

general banking, investment, and operations.

e Secondary Data
o Bank and other industries related to banking.
© Annual reports and financial statements of NCC Bank PLC.
o Publications from the Bangladesh Bank and industry reports.
o Banking operations and investment portfolio management.
e Data Analysis
o Quantitative: Ratio analysis (return on assets, return on equity, cost-to-income,

and return on investments) from publicly available financial documents.
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o Qualitative: Observational practice and strategy integration alignment thematic

analysis.

7. Significance of the Study

This study will illustrate how NCC Bank PLC interweaves its operational banking with
investment and continuously finances growth. This study will also include interviews with
employees and provide an analysis of operational efficiency and the management of investment

portfolios. This will serve:

e Academics and Researchers: For the advancement of Academics and Banking
Researchers, to operationalise the theory on banking in emerging markets, increase the
wealth of knowledge, and serve as a basis for future studies and foundational research.

e Banking Professionals: by devising actionable methods for improving customer care and
increasing portfolio management profitability.

e Policy Makers: by identifying constructive points for regulation as well as workflow

enhancement for the banking industry.

8. Scope and Limitations

e Scope: This research shall only seek to explain the general banking services and
investment portfolio of NCC Bank PLC.

e Limitations: Data collection shall be confined to organisational observation, interviews
with a limited sample of employees, and publicly accessible documents. No customer

surveys shall be conducted, and employees' perspectives may lack generalisability.

&9



	Declaration
	Letter of Transmittal
	Non-Disclosure Agreement
	Acknowledgement
	Executive Summary
	Table of Contents
	List of Tables
	List of Figures
	Chapter 1
	1.1 Student Information
	1.2 Internship Information
	1.2.1 Job Scope – Job Responsibilities
	1.3.1 Student’s Contribution to the Company
	1.3.2 Benefits to the Student
	1.3.3 Difficulties Faced During the Internship Per
	1.3.4 Recommendations to the Company on Future Int


	Chapter 2: Organization Part 
	2.1 Introduction
	2.2 Overview of the Company
	2.1 Introduction
	2.2 Overview of the Company
	2.2.1 Introduction
	2.2.2 Vision, Mission, and Core Values
	2.2.3 Governance and Leadership
	2.2.4 Strategic Focus and Business Areas
	2.2.5 Achievements and Milestones
	2.2.6 Recent Performance Highlights
	2.3 Management Practices
	2.3.1 Leadership Style
	2.3.2 Human Resource Practices
	2.3.3 Critical Reflection
	2.4 Marketing Practices
	2.4.1 Marketing Strategy
	2.4.2 Target Customers and Positioning
	2.4.3 Marketing Channels
	2.4.4 Product Development and Competitive Practice
	2.4.5 Branding and Promotion Activities
	2.4.6 Advertising and Digital Marketing
	2.4.7 Critical Marketing Issues and Gaps

	2.5 Financial Performance and Accounting Practices
	2.5.1 Financial Performance (3-Year Analysis: 2022
	2.5.1.1 Summary

	2.5.1.2 Liquidity & Solvency
	2.5.1.3 Efficiency
	2.5.1.4 Profitability
	2.5.1.5 Capital Adequacy & Leverage

	2.5.1.6 Trend (Horizontal) & Structure (Vertical) 
	2.5.1.7 DuPont View (ROE Drivers)
	2.5.1.8 Market-Value Indicators
	2.5.1.9 Insights

	2.5.2 Accounting Practices
	2.5.2.1 Basis of Accounting
	2.5.2.2 Core Accounting Principles
	2.5.2.3 Accounting Cycle
	2.5.2.4 Depreciation Policy
	2.5.2.5 Accounting Disclosures
	2.5.2.6 Overall Evaluation

	2.6 Operations Management and Information System P
	2.6.1. Systems and Information Processed  
	2.6.2 Use of Databases and Office Systems
	2.6.3 Quality and Operations Management
	2.6.4 Resource Allocation and Scheduling

	2.7 Industry and Competitive Analysis
	2.7.1 Porter’s Five Forces analysis
	2.7.1.1 Threat of New Entrants
	2.7.1.2 Bargaining Power of Suppliers
	2.7.1.3 Bargaining Power of Buyers
	2.7.1.4 Threat of Substitutes
	2.7.1.5 Industry Rivalry
	2.7.1.6 Overall Insight


	2.7.2 SWOT Analysis
	2.7.2.1 Strengths
	2.7.2.1.1 Common Strengths
	2.7.2.1.2 Imitable Strengths

	2.7.2.2 Weaknesses
	2.7.2.3 Opportunities
	2.7.2.4 Threats
	2.7.2.5 Competitive Advantage

	2.8 Conclusion

	Chapter Three: Project Part
	3.1 Introduction
	3.1.1 Background and Problem Statement
	3.1.2 Objectives
	3.1.3 Significance
	3.1.4 Scope of the Study

	3.2 Literature Review
	3.2.1 General Banking Operations in Bangladesh
	3.2.2 Investment Portfolio Management in Commercia
	3.2.3 Regulatory Framework and Financial Performan
	3.2.4 Technological Advancements in Banking Operat
	3.2.4 Technological Advancements in Banking Operat
	3.2.5 Critical Synthesis: Relevance to NCC Bank

	3.3 Methodology
	3.3.1 Research Design
	3.3.2 Data Sources
	3.3.2.1 Primary Data
	3.3.2.2 Secondary Data

	3.3.3 Data Analysis
	3.3.4 Scope and Limitations

	3.4 Findings and Analysis
	3.4.1 General Banking Operations
	3.4.1.1 Account Opening Process
	3.4.1.3 BEFTN Transactions
	3.4.1.4 Remittance Services
	3.4.1.5 Contribution to Customer Satisfaction and 

	3.4.2 Investment Portfolio Management
	3.4.2.1 Asset Allocation Strategies
	3.4.2.2 Risk Management Practices
	3.4.2.3 Role in Profitability and Financial Stabil
	3.4.2.4 Employee Insights on Challenges
	3.4.2.5 Discussion

	3.4.3 Integration of Operations and Investments
	3.4.3.1 Complementarity of Daily Operations and Po
	3.4.3.2 Contribution to Financial Performance
	3.4.3.3 DuPont Analysis (2022–2024)
	3.4.3.4 Strengths and Challenges
	3.4.3.5 Insight


	3.8 Summary and Conclusions
	3.9 Recommendations and Implications

	References
	Appendix A.
	Appendix B.

