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Executive Summary

Dhaka Bank PLC is one of the leading financial organizations dedicated to delivering
superior banking services to stimulate the growth of the economy and add value to
shareholders. Through its establishment in 1995, Dhaka Bank PLC has developed to become a
household name in the Bangladesh banking sector because of the broad selection of goods and
services it provides to its diverse clientele. There is no rest in aiming at innovation and client
satisfaction and hence, Dhaka Bank PLC strives to exceed expectations by launching
groundbreaking technology and personal options. Our emphasis on corporate governance
provides integrity, reliability, and moral behavior in everything that we do at our business
operations. Long-term prosperity, risk aversion, and utility of assets are the pillars of the
success of Dhaka Bank PLC that identifies the presence of balanced profitability. Our
compliance with rules and the establishment of a strong capital base gives us the feeling of
safety in response to the changing marketplace conditions. Dhaka Bank PLC as a commercial
corporate social responsibility being bank participates in various programs to enhance the
community, promote fair growth and social prosperity. Dhaka bank PLC is determined to
deliver value to its stakeholders as financial environment in Bangladesh evolves and captures
growth and innovation opportunities. We aspire to continue being one of the most successful
financial institutions by creating intelligent partnerships and customer-first philosophy,
allowing users and organizations to succeed in a marketplace that is highly globalized to date
Dhaka Bank PLC is a successful, indeed a leading, financial commercial bank in Bangladesh,

established in 1995 and headquartered in Dhaka.
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Chapter 1: Overview of the internship

1. Introduction

As I reached towards the end of my academic journey as an undergraduate student at
BRAC University under Bachelor of Business Administration, I was obligated to join an
organization where I could gain some practical experience and benefit from an opportunity to
apply my knowledge which I have amassed throughout my four yearlong academic journey.
With the intention of getting accustomed to the working environment of a professional
organization my aim was to become for observant and analytical about the operational activities
of a financial institution. The purpose of this report is to help understand the operational

activities of Dhaka Bank PLC and help visualize them.

1.1 Student Information

Name- Abu Sufian Ahmed

ID-21024198

Program- Bachelors of Business Administration
Major- Accounting

Minor- Management Information System

1.2 Internship Duration, Organization and Department
Period: 3 months, 5th October, 2025 — 31st December, 2025
Company Name: Dhaka Bank PLC

Department: Credit Operations Department

Address: House 20, Road No 7, Dhanmondi R/A, Dhaka 1205



1.2.1 Internship Company Supervisor’s Information

Name: Kazi Al Amin

Position: Vice President & Manager Operations

1.2.2 Job Scope

As an intern of DBPLC, I was under the supervision of the Manager of Operations, and
for guidance and assistance, I had access to the Credit Department charge and Principal
Officers, who provided me with guidance and instructions on fulfilling my duties and
obligations. My internship and responsibilities were not limited to a specific department, as
there was job rotation, which was under the supervision of the Branch Manager and the Senior
Vice President. As a result, I had the privilege of working under all the departments of DBPLC
Dhanmondi Branch. Some of my daily tasks as an intern are as follows

e Receiving and checking if the necessary documents for opening accounts for SOD,
Credit Card, etc. The primary documents collected mainly consisted of NID, TIN
certificate, Utility Bills, Salary Certificate, Visiting Card and Bank statements from
other bank accounts. These documents are collected for personal loans and new SODs.

e [ have also assisted in maintaining a logbook of all the documents that are collected by
the bank for loan processing.

e [ have also assisted customers in filling out the application forms and charge documents
for the loans and SOD accounts. A vast majority of the loans created by DBPLC were
mostly renewals and by customers who have a history with Dhaka Bank PLC

e [ have also helped prepare letters that certify the solvency of the client for visa, tax, and
audit purposes. I have also assisted in preparing papers for notifying clients about the

submission of proper updated conduct for their existing car and personal loan accounts.



e Inotified customers about the delivery of their debit cards and cheques after the creation

of their accounts at DBPLC.

1.3 Internship Outcome

1.3.1 My contribution to the organization

The workload and responsibilities of employees at Dhaka Bank are very sensitive and
time-bound. I tried to support the credit team with my limited knowledge and experience as
best as I could. I tried to perform tasks that are very basic and mostly involve scanning,
compiling, and filing documents at the request of my colleagues. My initial journey at DBPLC
began at General Banking, where I provided support to my colleagues by getting signatures
from the respective authorized signatories, and then, after my transfer to the credit department,
I filled up documents with information collected from the NID, TIN, Utility Bills, and other
documents in accordance with the checklist. I also spent some time putting my information on
the register of Loan mortgage documents. My work began at 10 am and ended at 5 pm, but the

regular working hours for employees were till 6 pm.

1.3.2 Benefits to the student

The internship experience provided me with real work experience and gave me an
opportunity to observe how an organization conducts its operation with the highest level of
professionalism while maintaining the human touch that a customer expects while receiving a
service. My experience in the office made me interact more with people ranging from clients
to employees of the bank, and my observation of the etiquette and code of conduct in a
professional environment will remain with me for the rest of my professional life. The financial
system in Bangladesh is vast, and my journey as an intern at Dhaka Bank PLC definitely helped

improve my observation skills.



1.3.3 Problems faced during the internship

My internship journey was very insightful, and I received adequate support from my
colleagues and bosses. However, my work was restricted to performing basic tasks, and
although I tried to collect information from my colleagues due to their workload and time
constraints, I might have missed some information. Employees communicated among
themselves using jargon and banking terms, which sometimes created confusion. Lastly, I did
not have access to the Cportal and DBcube, and the majority of the tasks in the bank are

automated, which created some limitations for understanding the entire process.

1.3.4 Feedback and Recommendations

It would be beneficial for interns if they received any feedback and suggestions from
the upper management regarding their performance. I believe this will work as guidance for
them to become more sincere in the work they're performing as an intern. Moreover, the bank
may work on developing a policy to provide interns with some exposure to the level of
automated tasks performed through the software. Due to this limitation, I had to spend a good
majority of my working time being idle and suffering from boredom. Lastly, many of the tasks
performed are very menial and do not require much analytical skills, and assigning them tasks

that require more skills can be motivating for the interns.



Chapter 2 Organization Part

2.1 Introduction

As Bangladesh entered a new millennium, the need for a better and sustainable
economy became indispensable. Due to more liberal economic policies in the early 1990s, the
financial sector experienced significant improvements and increased competitiveness as
privately owned commercial banks began to enter the financial services sector. Dhaka Bank
understood Bangladeshi people's proactive mindset and respect for tradition and customs, and
hence, keeping these aspects in mind, began its journey as a public limited company on April
6, 1995, and began its commercial operations on July 5, 1995, following the Companies Act of
1994. Dhaka Bank paid its tribute to the rich history of Dhaka as a commercial hub from the
Mughal Era to recent times, expressing it through marketing and promotional activities,
organizational structure, and financial operations. Dhaka Bank became an industry player
through its elaborate service distribution network, presence in ideal geographic locations, and
sophisticated and prompt service, which helped the institution earn its place among the top
commercial banks in Bangladesh.

In the year 2000, Dhaka Bank was listed on the Dhaka Stock Exchange and the
Chittagong Stock Exchange. The organization quickly rose to prominence by establishing
strong relationships with the commercial sector of Bangladesh through its wide network of
branches and sub-branches, ATMs, ADMs, SME banking, and channels throughout the
country. According to the 2024 financial report, DBPLC has over 1,263,238 Customer deposit
accounts. This phenomenal growth was achieved through its 249 delivery centres and vibrant
presence in 116 locations throughout the nation. These include 2 Islamic Banking Branches, 2

Offshore Banking Units, 3 SME Service Centres and 33 sub-branches, 85 ATMs, 8§ ADMs,



and 12 CRMs. The visionary mindset of an entrepreneur is reflected by DBPLC's entrance into
the capital market through the creation of subsidiary companies named Dhaka Bank Securities
Limited and Dhaka Investments Limited. With the presence of DBPLC in the heart of the
nation, the institution aims to remain dedicated to earning greater returns for its shareholders

and providing quality services to its customers.

2.2 Overview of the Company

2.2.1 About Dhaka Bank PLC

As the country saw economic growth in the early 1990s, a transition of Bangladesh
from an agrarian rural society towards urbanization also took place. The economy opened up
to the global market through rapid industrialization, global trade, influx of foreign remittance
from Bangladeshi expats, importation and exportation of consumer goods and services, and
development of the manufacturing and service sector led to the necessity of a reliable financial
system. This necessity was not limited to the household but also reached the household, where
the increase in disposable income and savings also led to a rise in middle-income earners in
Bangladesh. These significant economic changes did not go unnoticed by a group of talented
entrepreneurs and businessmen who responded by founding Dhaka Bank PLC on July 5, 1995.
With an authorized capital of TK 1000 million in authorized funding and TK 100 million in
paid-up capital, the bank stepped into the financial sector. As of June 2024, the Bank's total
paid-up capital stood at TK 10,066 million and authorized capital of TK 20,000 million with a
total equity of TK 22,038 million. The Bank is constantly expanding and, to match its growth
252 supply locations along with 2 Islamic Banking Branches, 2 Offshore Banking Units, 3
SME Service Centers and 33 sub-branches, 85 ATMs, 8 ADMs, and 12 CRMs is trying to

provide seamless service with an excellent banking experience. The holistic approach of



combining multiple services and banking through mobile banking is a true testament to their

mission and vision.

2.2.2 Vision

Our vision is to ensure a standard that makes every Banking transaction a pleasurable
experience. We endeavor to offer you supreme service through accuracy, reliability, timely
delivery, cutting-edge technology, and tailored solutions for business needs, global reach in

trade and commerce, and high yield on your investments.

2.2.3 Mission
To be the premier financial institution in the country, providing high-quality products
and services backed by the latest technology and a team of highly motivated personnel to

deliver Excellence in banking.

2.2.4 Core values
The core values are the fundamental principles and guiding beliefs that dictate a

company’s corporate behavior and decision-making. The values possessed by Dhaka Bank
PLC are mentioned below

e Customer Focus

e Integrity

e Quality

e Teamwork

e Respect for the individual

e Responsible Citizenship



2.2.5 Strategic objectives of Dhaka Bank PLC
To bridge the vision of an organization with actionable plans, strategic objectives are
planned and implemented by Dhaka Bank PLC.
1.) Utilizing market price principles, legal framework, mission, and vision, Dhaka Bank is
committed to transparent business practices with supreme quality.
2.) Consistency in providing innovative, efficient, and high-quality products and services
with an excellent delivery system to ensure ultimate customer satisfaction.
3.) Increasing fair, equitable dividends and profit via quality business practices to secure
the continuous expansion of the bank.
4.) Commitment to “Green and Clean” is considered a responsibility by the Bank as an
ideal corporate citizen.
5.) Being a role model in providing substantial payment based on its human resources and
investing in the welfare of the employees.
6.) Commitment towards fulfilling the obligations towards the government of Bangladesh

by paying tax and VAT, and adhering to the regulations.

2.2.6 Products and services of Dhaka Bank PLC

Dhaka Bank has acknowledged that the needs of customers differ from one another;
hence, for the last 30 years, the bank has tried to cater to the needs of its corporate clients by
providing tailored solutions to foster fruitful business relationships. Dhaka Bank PLC has a
wide range of products and services that include short-term financing for daily business
operations, micro credit facilities for SMEs, syndicated loans, to long long-term project loans

alongside ancillary services to boost greater business endeavors.



1.

Project Finance: Massive industrial operations require financing, and this is done
through project finance. Before providing these resources and services, the bank
analyzes the rationale of the project, evaluates the viability, formulates plans, identifies
potential risks, and designs probable solutions. Dhaka Bank also plays the role of
supervising and oversight of the project in order to ensure compliance and provides
advisory services to ensure successful returns.

Working Capital Finance: the industries require financial services to maintain smooth
and sustainable operations, and Dhaka Bank's response to this requirement is met by
products ranging from working capital finance, trade finance, loans against trust
transcripts, etc.

Trade Finance- Dhaka Bank recognizes the importance of foreign trade and essential
services. As a result, it has included trade finance services such as Letter of Credit
(Advising and Transfer), Export and Bill Negotiation, Export Development Fund Loan,
Import Finance, and Offshore Banking Unit Financing. To support this service, a
comprehensive network of 19 authorized dealer (AD) branches, along with a central
license that authorizes the non-AD branches to provide trade financing to the clients.
Cash management Solutions- Services such as payment and collection, salary/vendor
payments, utility bill collection, managing IPO as Lead Banks, etc., are provided to

facilitate corporate clients with a holistic product portfolio.
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2.2.7 Organizational Structure of Dhaka Bank PLC

Figure 1 Organogram of Dhaka Bank PLC

2.3 Management Practices

The organization gives the credit for its ongoing journey as a successful bank to its
work force and acknowledges that the foundation for growth is a trained workforce. To better
facilitate this necessity, DBPLC has a dedicated Training Institute established in 2000, along
with a hostel for participants from outside Dhaka. Additionally, the bank offers generous perks
and remuneration packages to its employees. A dedicated human resources and talent

acquisition team is across the board for a well-functioning organization.
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2.3.1 Leadership Approach

The leadership of DBPLC can be described as mentor leadership, where senior
members of the management engage in guidance, mentoring, and creating an environment of
learning and development for their subordinates. Leaders align themselves with the core values
of the organization by directing their complete attention towards the needs of the customers.
Leaders in DBPLC understand the importance of dynamic leadership and using their creativity,
experience, and skills encourages better coordination between different departments and
cooperative problem-solving efforts. Leaders in DBPLC also aim to instill the values of the
organization on every member of the staff and appreciate when an employee uses their
intrapreneurial skills while representing their organization. The leaders also put the importance
of compliance and adherence to the rules and regulations of Bangladesh Bank’s legal

framework at the highest regard.

2.3.2 Recruitment and Selection Process

The human resource management team and cross-department team members work
closely with each other whenever new job requirements arise and define job criteria before
going forward with the hiring process. Bank’s webpage, social media platforms, and career
service portals of universities, etc., are used as vessels to publicize new job opportunities or
circulars. After resume collection, the selection process begins, where applications are
thoroughly examined based on qualifications, extracurricular skills, and other requirements
according to the circular. After this initial sorting, the interview process begins, where
applicants are called for interviews or, in other instances, they have to go through an

examination process in order to gauge their level of knowledge. Lastly, applicants who journey
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through all the phases of recruitment receive a call for a final interview that determines the

outcome of the entire recruitment process.

2.3.3 Compensation System

Dhaka Bank PLC has a well-organized plan for compensation that is enough to draw
the attention of potential employees who might be interested in working for DBPLC. The
package deal is prepared by being mindful of some important aspects, such as duty, abilities,
job role, and industry benchmarking. Personnel may be entitled to a variety of benefits and
compensation, along with their basic pay, based on their performance. The Bank prioritizes
providing full disclosure about the salaries and wages and the standards applicable to
employees. These practices allow DBPLC to maintain a pay structure that is relevant to the
financial services industry of Bangladesh while giving them the ability to avoid any

discrepancies that might harm the goodwill of the bank.

2.3.4 Initiatives for Training and Development

Dhaka Bank PLC has a dedicated training institute established in the 2000s to provide
training to its human resources. The institution offers a variety of academic activities such as
workshops, training courses, on-demand courses from different departments, divisions, or
branches, industry experts hosting as trainers, regulatory compliance training, etc. Workshops
are hosted to help employees get accustomed to green environment practices, energy saving,
maintaining lower operational expenses, etc. Newly posted employees receive on-the-job

training from their superiors and seniors, boosting a shallow learning curve for the newcomers.
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2.3.5 Mechanisms of Performance Appraisals

Annual evaluation is conducted to better compare the effectiveness and efficiency of
an employee in accordance to the standards set by the organization. Circular feedback is taken
into consideration, which examines the input of consumers, job area, managers, and peers. The
respective employees also participate in their own evaluation process while highlighting the
feedback of the consumer with the highest regard. These processes are built to improve work

ethics and discard unwanted behaviors.

Annual evaluation is conducted to better compare the effectiveness and efficiency of
an employee in accordance to the standards set by the organization. Circular feedback is taken
into consideration, which examines the input of consumers, job area, managers, and peers. The
respective employees also participate in their own evaluation process while highlighting the
feedback of the consumer with the highest regard. These processes are built to improve work

ethics and discard unwanted behaviors.

2.4 Marketing Practices

Dhaka Bank PLC uses a variety of methods and techniques to attract and retain the
attention of its customer base by focusing on developing its brand name and increase the brand
value by engaging in offline and online marketing activities as well as building partnerships
with reputed brands in Bangladesh therefore increasing its goodwill in the market. Dhaka Bank
has dedicated marketing teams continuously working on reaching the peak utilization of its
marketing channels which is very crucial for commercial banks in Bangladesh which is highly
competitive and rapidly modernizing. These changes in market dynamics motivated Dhaka
Bank to incorporate most of the marketing platforms in order increase its footprint in the

financial sector of Bangladesh and to work on securing its position as a market leader.
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2.4.1 Marketing Strategies
Dhaka Bank's marketing strategies consist of using a broad network of media and
connections in order to reach a wide range of customers from different segments of the
population while winning over new customers from potential ones.
1.) DBPLC engages in surveys and the collection of data for its market research in order
to identify potential customers and to focus its attention on them.
2.) DBPLC is regularly updating its product portfolio and financial services in accordance
with the needs of the customers.
3.) DBPLC combines a variety of modes to reach prospective customers and enter new
markets by creating awareness about the portfolio of services or products they offer.
4.) Dhaka Bank PLC also prioritizes word-of-mouth marketing by incorporating methods
to ensure excellence in banking experience, which consequently diverts the attention of

new customers towards DBPLC.

2.4.2 Target Audience, Market Positioning Strategy, and Targeting

The banking sector in Bangladesh is one of the most competitive service industries,
with at least 31 commercial banks amongst a total of 62 banks. A majority of the commercial
banks' deposits are from the low to middle-income earners who prefer to have FDR accounts
in banks for a fixed income. Dhaka Bank PLC targets customers who are retired service
holders, housewives, small businesses, certified professionals, etc. In addition to all these, the
bank also provides products such as ShopnoJatra for students seeking higher education abroad.
As a result, DBPLC boasts a diverse clientele that offers greater financial security to the banks.

The Bank also has corporate clients who deposited a substantial amount of their assets with
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DBPLC. The bank also provides Sharia-compliant financial products such as Tayyebah digital

wallets and electronic transaction modes, making financial transactions more accessible.

2.4.3 Marketing Channels

The bank also committed towards delivering value to its customers by focusing on
having a broad spectrum of media channels, which include advertisement, social media
marketing, Search Engine Optimization, direct marketing, etc. To seize greater opportunities,
Dhaka Bank is dedicated to having a marketing strategy that is aligned with the changing trends
and needs of the market. Having an innovative approach with flexible dissemination marketing
tools provides banks with opportunities to adjust or alter the marketing strategies with changing

dynamics of market.

2.4.4 Development of new products and competitive pricing

Dhaka Bank PLC follows the seven stages of development of products and services
before materializing any idea or plan. The steps begin with idea generation, idea modification,
concept development and testing, market analysis, product development, market testing, and
commercialization of the product by launching into the market. Development of ideas involves
introducing novel approaches to enhance present goods and services, along with introducing
new ones. The idea modification process involves determining which product has the potential
of having the ability to sustain in the market. The development ofthe concept involves choosing
an idea before creating a prototype of the selected product idea. After the prototyping of the
product, marketing and development teams conduct an analysis of the market through market
research. The product development begins after receiving the feedback from the marketing

team, and this information is used in the prototype. The product journeys through the second
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phase of test marketing by being offered to specific segments of the market before full

commercialization of the product.

2.4.5 Branding Initiatives

To increase the market presence of the organization, Dhaka Bank PLC conducts
numerous branding efforts supported by the allocation of 5% of its revenue for advertisement
and branding campaigns. The bank conducts the campaigns by starting advertising campaigns
in social media ads, billboards, building custodians of the brand, and forming partnerships with
reputed brands such as R&M to promote a lifestyle called R&M lifestyle. Dhaka Bank has also
signed agreements and has standing MOUs with brands like Samsung, which allows unsecured
electronic microloans known as eRin to be accessible to Samsung Android users. Additionally,
the bank celebrated its 30th anniversary of providing excellence in banking. The bank's social

media advertising saw a 30% increase over the past year.

2.4.6 Strategies for promotion and advertising

One of the main types of advertising employed by Dhaka Bank PLC is the usage of
both digital and print media. In addition to this, Dhaka Bank PLC's official Facebook page
‘Dhaka Bank’, which has 625k followers, is used for reaching promotion and advertisement
objectives. Moreover, Dhaka Bank routinely participates in career fairs to secure its position
as one of the top brands in the market. The most recent one can be traced back to the Career

fairs at BRAC University on 9th and [IUBAT on 6th December 2025.

2.4.7 Key Marketing Drawbacks
Banks lose business even with their excellent service and goods that are offered. Poor

advertising can lead to loss, and the fact that Dhaka Bank solely depends on social media sites



17

such as Facebook, Instagram, or LinkedIn can lead to severe promotional drawbacks. It is very
unlikely that all of their demographics of choice have a single interpersonal network, and as a
result, they will not be able to fully utilize the different types of media; therefore, they're
depriving themselves of valuable customers when they apply for adverts. Banks can entertain
the needs of a variety of clients and leverage their selling points through proper utilization of
numerous channels. Over the years, many banks in Bangladesh have conducted numerous
marketing programs to create greater brand awareness.

However, Dhaka Bank PLC has distanced itself from emphasizing advertisement
programs as much as other banks. In order to sustain in a highly regulated financial industry in
Bangladesh, the bank needs to enhance its approaches to advertising or gain competitive

advantages amongst its peers.

2.5 Financial Performance and Accounting Principle

2.5.1 Financial Performance

Dhaka Bank PLC’s financial performance is demonstrated through various ratio
analyses to indicate the performance of'its fiscal year in comparison to other historical financial
periods. The organization wants to retain the trust of its shareholders by showing how
efficiently it utilizes assets and equity to generate substantial returns and offer value to the
stakeholders. The bank also aims to maximize the wealth of its shareholders by using all the

economic resources at its disposal.

Net Profit Margin- The bank’s net profit margin was at 6.32% in the year 2022, and saw a
marginal decline in the year 2023, and experienced a significant decline in net profits in the
year 2024. These drastic changes can be attributed to a variety of factors, such as economic

slowdown and contractionary policies by the government, as well as changes in revenue-
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generating tactics or greater retention of profits, etc. Understanding the underlying cause of

these downturns is crucial for future trends of the organization.

Figure 2 Net Profit Margin

Credit-to-Deposit Ratio - The credit-to-deposit ratio is an indicator of outstanding loans
disbursed against the deposits held by the bank. The percentage was 87.38% in the year 2022,
and fell to 84.34% in the fiscal year 2023, and 83.28% in the year 2024. These figures suggest
that the bank is actively making an effort to minimize its loan exposure in the market in
comparison to the deposits, as having a ratio below 80% suggests lower risk and prudence in
the disbursement of loans, but also limits the ability of the bank to experience rapid growth and

increased interest revenue.
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Figure 3 Credit to Deposit Ratio

Return on Assets- The return on assets of Dhaka Bank PLC saw a decline from 49% to 48%
between the years 2022 to 2023 and experienced a drastic decline, where the ROA of 2024
stood at 31%. This 17% fall indicates that shareholders will receive 31TK return from every
100TK worth of assets they invested in. The organization needs to focus on finding the
underlying issues that might have led to these changes and shifts, and modify the efficiency of

the operations if necessary.

Figure 4 Return on Asset
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Debt to Equity Ratio- The debt-to-equity ratio indicates a bank's reliance on debt to finance
its operations, and a ratio above 10 indicates that the bank has the probability of earning a
greater return and but is also at risk of big losses. DBPLCs ratio figure fell from 15.68% to
16.83% between the years 2022 and 2023, and increased to 18.58%. The increase indicates
greater dependence on debt by the bank to finance its banking operations and as a result if the

assets underperform, the bank will face liquidity crisis in the long run.

Debt to Equity Ratio

0.19 0.1858
0.185
0.18
0.175
0.17
0.165
0.16
0.155
0.15
0.145
0.14

Total
W Sum of 2022 0.1568
B Sum of 2023 0.1683
® Sum of 2024 0.1858

Figure 5 Debt to Equity Ratio

Return on Equity- Over the previous three years, the bank's ROE changed from 8.09% in
2022 to 8.14% in 2023 and then to 5.71% 2024. A decline in ROE raises the complications of
turning profit proportional to shareholders' equity. It is imperative to examine and identify the
underlying issue to ensure greater productivity, revenue, and value towards shareholders in the

near future.
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Figure 6 Return on Equity Ratio

2.5.2 Accounting Practices

The Bangladesh Bank is responsible for designing and implementing all the legal
frameworks applicable to all the banks. Like every other bank, DBPLC has to comply with
these regulations and abide by these rules. The International Financial Reporting Standard
(IFRS) and International Accounting Standard (IAS) are the accepted standards of accounting
by the Bangladesh Bank, and these are to be followed by DBPLC. As a result, the bank has to
prepare a balance sheet, income statement, and statement of cash flows to record its transactions
and display its financial performance.

The bank uses a double-entry bookkeeping system where each transaction is recorded
twice, once as a credit and then as a debit. The bank also uses an accrual method for accounting,
which involves recording income or expenses when they are incurred, regardless of the

materialization of the transaction. This method allows the bank to receive a proper viewpoint
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of the company's present financial position. These records are annually audited by independent
auditors in order to avoid conflict of interest and maintain accuracy and compliance with the
regulations and legal norms. Dhaka Bank uses a straight-line depreciation method for the
calculation and valuation of fixed assets. This method allocates a fixed sum as depreciation
expense calculated by the distribution of the price of the asset across its useful life. Dhaka Bank
PLC also follows the guidelines set by the Bangladesh Bank on recording transactions
involving foreign currency. The balance of foreign currency is always converted into local

currency for recording.

2.6 Operations Management and Information Systems

2.6.1 Operations Management

The operational leadership of the Bank is based on the shared belief that customer
satisfaction comes first and customers will always have access to the operations manager as
well as every other member of the staff. The job description clearly defines the roles of the
employees but does not exclude them from performing tasks that require specific attention.
Operations managers are responsible for combining information, resources, and manpower
while maintaining compliance with the regulations daily and directly communicating with

every member of the team to ensure greater output.

2.6.2 Information System

The data sharing policies and procedures apply to all the employees of the organization
and involve everyone in managing information. There are two main software applications
utilized by DBPLC. The corporate portals and Docudex are used by employees to perform most

of the banking operations due to the simple setup process.
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Dhaka Bank Corporate Portals
The majority of the financial products are services that are managed by DBPLc through
this portal. This portal provides greater access to other kinds of software applications, securing

connections with the interbank market and creating links with other service center operations.

Docudex Software

This software is the central file cabinet of the bank, where all the paperwork is recorded
in order to lessen the burden of newspaper retention and reduce time spent on administrative
tasks. All the employees of DBPLC have access to Docudex based on their individual
requirements. Usage of this software ensures greater safety and security for handling

documents and properly storing them.

2.7 Industry Analysis

2.7.1 Porter's Five Forces
Porter's Five Forces is a framework for analysis of an organization using an industry's
competitive landscape. As the name suggests, five factors need to be taken into account in order

to perform the analysis.

2.7.2 Threat of new entrants

The Bangladeshi financial sector is a lucrative market for investments, especially in the
banking sector. The market saw significant growth as more organizations are adopting
electronic banking due to its easy accessibility. Bangladesh Bank, as a regulatory authority also
ensured greater competitiveness by granting registration under the 1991 Business Act.

Moreover, not only businesses but consumers are adopting banking channels for easy transfer



24

of money, and the MFS applications such as Bkash, Nagad, and Upay are also widely used by

people from every spectrum of society.

2.7.3 Bargaining power of customers

In the Bangladeshi financial sector, consumers have greater negotiating power over the
Bank due to competitors offering mostly similar products and services. Especially in the
commercial banks, it is much easier for a customer to switch from one bank to another due to
any kind of dissatisfaction. As a result, banks will have to maintain the quality of the service

and product.

2.7.4 Suppliers bargaining power
The supplier's bargaining power is insignificant, as there are numerous suppliers
ranging from software service providers to stationery. The bank, as a customer, has a greater

incentive to switch to better alternatives.

2.7.5 Threat of substitution

The entrance of MFS and their gradual capture of a greater market share drastically put
banks' attempts towards providing under constant pressure. The adoption of these mobile
finance services is forcing banks to invest greater amounts of resources and time in the
digitalisation of their own mobile apps, but it does not guarantee any concrete return on

investment.
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2.7.6 Competitive Rivalry

The banking sector of Bangladesh is very competitive, and the market conditions are

very volatile. The sector experienced a transformation due to technology and digitalization,

making it extremely difficult for rival banks to distinguish themselves from each other.

2.8 Concluding Remarks

Dhaka Bank can focus on reducing its carbon footprint by cutting the amount of paper
the employees use and installing tools that help detect wastage of electricity. These
practices will lead the organization towards becoming an ideal green bank and improve
the bank's standing in the industry.

DBPLC may also adopt a combination of social media platforms for its digital
marketing and utilize SEO to increase its presence in the market. These practices will
ensure greater output from the marketing campaigns launched by the organization.
Dhaka Bank may also focus on hosting workshops, seminars, or campaigns that create
greater awareness amongst consumers regarding the avoidance of fraudulent financial
activities. These campaigns will create a positive image amongst potential and current
customers of Dhaka Bank as a responsible corporate citizen.

Dhaka Bank PLC may also adopt policies that routinely evaluate the workflow stages
and procedures, and help the management identify unnecessary steps that can be
avoided to ensure excellence in banking, which are part of the mission and vision of the
bank.

Dhaka Bank is constantly evolving while remaining true to its values and traditions.

Their drive towards constant improvement and seeking the best, and providing a supreme

financial experience to the customers is one of the unique features of the bank. Like every other

great institution, regardless of the core products delivered by them, if Dhaka Bank PLC remains
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diligent, sincere, and open towards accepting the best policies, then the bank as a financial

institution will prosper regardless of the rough terrain of the banking industry.

Chapter 3 Analysis of Credit Operations of Dhaka Bank PLC

3.1 Introduction

Dhaka Bank PLC is one of the most essential parts of the bank's financial activities,
enabling it to extend into the numerous sectors of Bangladesh. Performing within the legal
framework of Bangladesh Bank, DBPLC works diligently to evaluate the creditworthiness of
a client and manages the risks associated with it. Request for credit services from the Bank is
examined thoroughly by the credit department with a strong approach to minimize risks. The
credit department is responsible for overseeing the disbursement of loans and operates within
the internal rules and legal boundaries of the organization. The department is responsible for
assessing the actual value of the securities marked as lien while monitoring the activities of the
borrower in order to minimize the risk of loan defaults. Banks' role as an intermediary is to
distribute loanable assets collected from the deposits and distribute them to borrowers in need
of credit support. The surplus between interest earned and interest paid is the primary
component of the bank's revenue stream; hence, the role of the credit department in Dhaka
Bank PLC is more of a gatekeeper that facilitates the growth of the organization by
safeguarding the bank's assets by ensuring loans and sound investments. In order to heighten
operational efficiency, the credit department works closely with all the departments of the bank,
which gives the benefit of avoiding repetition of steps. Dedicated central processing centers
ensure smooth credit operation. To bolster the profitability of the bank, the credit department
has extended its lending portfolio through the inclusion of products exposed to a range of

sectors and businesses. In addition, over the years, the credit department nurtured a relationship
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of mutual understanding and trust with its customers by providing tailored financial services,
creating the opportunity for project expansion. As a result, the department helped the
organization establish itself as an institution that is dependable and trustworthy while being
dedicated to operating within the legal framework.

Dhaka Bank PLC’s credit unit is essential for its growth and strength as an institution
of finance. By seeking the information from government publications, journals and business
this research was conducted to identify the procedures and difficulties of the credit department
of Dhaka Bank PLC. A credit card is a required device in our lives.

In all day-to-day life, as it is stated in the article, the number of Credit card issuances
grows at a faster pace, 2023. In 2022, bank credit cards were distributed faster than they were
in 2021 as more. Customers were willing to utilize electronic financial benefits, and the value
of being free of charge. borrowing for up to 1.5 months. By the previous week's figures. This
last increased the number of credit card creations to 2.82 lakh in the Bangladesh Bank, the
highest in four years. year, which increased by 15% compared to 1.93 lakh in 2021, and due to
this yearly increase, as of December 2022, this increased to. The country also provided 21.15
lakh credit cards to consumers ("Credit card issuance grows at faster rate). pace," 2023).
Nevertheless, an imminent liquidity crisis is signaled by the increasing level of imports and
growth. loan demand. Institutions will run out of liquidity, according to many of the higher-
ups. Due to an increase in trade borrowing and an increase in demand for commercial loans,
activity is stabilized in reaction to the downturn in the coronavirus pandemic. Excess liquidity
on the side of the economy has been extremely high as of June, though the upward trend

continues.
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3.1.1 Objectives of the Study

e To understand the varying interest rates based on the types of loans and overdrafts, the
collateral held against the loan is a lien.

e Understanding the workflow and procedures of the credit department

e To better understand the credit process of the bank

e To provide some insights for Dhaka Bank PLC's credit operations.

e Performing a comparative analysis of the credit operations of Dhaka Bank PLC with
peer second-generation commercial banks in Bangladesh.

e To highlight the findings of the analysis and identify the causes of the differences in

results.

3.1.2 Scope of Study

The report aims to study and investigate the details of the organization, which includes
the management of its human resources and operations, financial recording and accounting
principles, marketing strategies, and the portfolio of financial services and products offered by
the bank. The study will also attempt to highlight and cover the credit management and
evaluation, assessment, and disbursement processes of the lending operations and perform a

comparison with peer second-generation banks to visualize the performance of the bank.

3.1.3 Significance of the study

In 2024, Dhaka Bank PLC proved to be a vital part of core banking operations and
continued to exemplify its effective risk management and assessment capabilities. 2024 has
been a turbulent year for Bangladesh due to economic slowdown and political volatility, and
these factors have been devastating for the financial sector of Bangladesh. Credit units of banks

can stand out amongst the competitors through facilitating the supply of lending operations and
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proper handling of credit-related complications. Dhaka Bank PLC's credit units' rigorous
process for evaluating performance that emphasized objective criteria, thorough
documentation, and a structured and transparent process enabled the protection of the bank's
assets and minimized its exposure to risks. The procedures of the credit department ensured
greater profitability as the assessment helped ensure the reliability of the borrowers and
minimized risks derived from NPL. As of now, Dhaka Bank PLC’s NPL rate is below 8.6%
whereas the industry average is 36%. The appraisal methods helped the bank establish itself in
a position that helped gain the trust and confidence of the customers, shareholders, and
regulators due to the bank's emphasis on transparency and accountability. Moreover, the
systematic approach to portfolio management, which consisted of tracking and diversification,
helped reduce possible losses and gain profits. The importance of the credit department
ultimately rested on its capacity to handle risks through good risk control methods while being

mindful of the bank's objective of growth.

3.2 Methodology

The methodology used for conducting the study included the collection of information
from primary and secondary data. For primary data, I gathered data by working closely with
the credit department of Dhaka Bank PLC and maintained a journal that contained my
observations of the credit operations process and the bank's risk management to limit risk
exposure. For secondary data, I relied on data collected from internal sources such as Dhaka
Bank PLC's annual report and DBPLC's website. For external data, I looked at Annual

Statements and reports of peer banks as well as journals, newspapers, and articles.
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3.3 Operational Activities Analysis of the Credit Department of DBPLC

3.3.1 Functions of the Credit Department

When it comes to commercial banks, the primary source of revenue is interest earned
from loans disbursed. Before allowing to provide credit facilities, a bank investigates if the
client fulfills the 5Cs of credit. Character, capacity, capital, conditions, and collateral. A
client's character signifies his or her willingness to repay his or her obligations towards the
bank. Capacity is the financial ability to utilize the loan to achieve their financial goals. Capital
is the ability to repay the loan without disrupting the basic needs of human beings. Conditions
indicate coming to a mutual agreement, and lastly, collateral is the security provided by the
client against which the loan will be disbursed. The other responsibilities of the credit
department are the proper monitoring of the usage of the loans, collection and adjustments of
installments and interests, and communication with the client, therefore creating a bridge
between the client and the bank while also maintaining compliance with the rules and
regulations of BB.

The credit department is aware of the fact that loan disbursed is an asset for the bank;
as a result, taking adequate precautions before disbursements is crucial, as failure of loan
repayment by customers will reduce the profitability and efficiency of the bank. The credit
department's acceptance of the possibility of unfavorable consequences is what motivates them
to ensure proper documentation is provided by the loan applicant, which is then verified in
order for the next procedures. The loan applications are selected for further evaluation based
on the Credit Information Bureau report of the client, and if the report shows positive results,
then securities are collected for the establishment of a lien and the conditions for approval. The
next process is the maintenance of charged documents for audit purposes and for the

Bangladesh Bank.
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3.3.2 Loan Account Opening and Activation

Every customer has to have a “Link Account” at any bank branch, and using the “Loan
Advance Module,” a connection is created between the “Client ID No” and “Link Account
Info” while creating a “Loan Account” against a loan application. Before disbursing the funds,
the operations department verifies that all the necessary fees for loan review, documentation
fee, insurance premiums, and VAT are repaid by the borrower, and vouchers for those
payments are provided by the responsible department. A lender with the authority to sanction
a loan amount sets the limit and creates a repayment schedule. The loan account is then
activated by the designated employer following approval. Further details regarding collaterals
are posted in the software and assets operations department completes the collaterals guarantor

form.

3.3.3 Credit policy of Dhaka Bank PLC

Having a strict policy regarding credit facilities diminishes the chances of Non-
Performing Loans, but it also reduces net interest revenue and profits. Whereas having a lenient
credit policy also creates the probability of high-risk high high-return. The policy creates a
roadmap for all kinds of loans and overdrafts, and for Dhaka Bank PLC, the basic goals are to
sanction adequate loan assets to ensure revenue and income and to retain adequate securities

in order to minimize risk.

3.3.4 Types of Loans and Overdrafts
A loan is a sum of money borrowed from the Bank with the assurance and agreement
of repayment of the principal amount, along with the interest charged over a predetermined

period of time. Loans can be categorized into two types: secured and unsecured loans. Under
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these two types of loans, a variety of loans and advances are offered by Dhaka Bank PLC as

mentioned below.

Personal loan - A Personal loan is a product of the Retail Banking Division and falls under
the term loan, designed for customers who require financial resources for their consumption
purposes. The repayments of the loan are completed following EMI or equated monthly
installments in order to reduce financial burden on the clients. The term length is between 12
to 48 months, and anyone with a monthly income of 10000Tk gross income can apply for a
personal loan. The sanction limit can range from BDT 25,000 to BDT 2000,000. Borrower
eligibility includes private service holders, certified professionals such as doctors, engineers,
businessmen, etc. The interest applied on personal loan is 15% and in case of loans taken
against DPS, FDR, SDS, the loan amount is 90% of the instrument, and there is a 3% spread
between the interest rate paid by the bank and the interest received by the borrower against the
instrument that has been marked lien for the loan.

Car loan- Usage of private transportation has increased in Bangladesh due to economic growth
over the last few decades, leading to higher disposable income and demand for private
transportation. Dhaka Bank PLC has car loans in its product portfolio and offers loans of up to
60% to 70% against the car with an authorized ceiling of 60 Lac BDT. The repayment schedule
for reconditioned cars is between 12 months to 60 months, and for brand new cars, the loan
term is 72 months. The car is jointly owned by the bank and the borrower until the repayment
for the loan through EMI is completed.

Home loan- Dhaka Bank also provides home loans for aspiring owners who would like to
purchase apartments as their residence, and the borrower would have to pay 30% of the value
of the property as a down payment, and the bank will finance 70% of the amount of the

apartment to cover its acquisition cost, with the authorized ceiling of 2 crore BDT. The
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borrower will have to bear the cost of insurance, registration fee, etc., and the EMI cannot be
greater than 50% of the income earned by the borrower. The interest rate charged for the loan
is 13% and the processing fee for loans of 50Lac BDT is 0.50% or 15000 BDT, and for
approved loan amounts above 50 Lac BDT is 0.30% or 20000 BDT; in either case, the lowest
figure will be charged.

SME Loan- Dhaka Bank has always been at the forefront of SME financing, having seen the
growth potential of the sector. The bank worked closely with external partners such as the
World Bank, USAID, IFC, and SEDF to assist SMEs in assessing the companies and generating
the required papers. SMEs have to go through an evaluation process where the organization
has to have an operational history of more than two years and show good credit reports as well
as financial reports that indicate their performance level. The bank will offer loans to these
organizations for their growth and expansion with a favorable interest rate and repayment
length of 12 months.

Overdraft - An overdraft is a short-term contract secured between a bank and a client where
the bank allows a credit limit for the customer to use in excess of the balance in their current
account. This facility is usually provided with or without securities and has a term length of 12
months. After the expiry of the overdraft contract can be renewed after all the dues are cleared.
The interest charged on the OD account is on the amount withdrawn and not against the amount
authorized.

Secured Overdrafts offered have an authorized limit of 90% of the lien amount, whereas
unsecured overdraft has a limit of 50000 BDT to 10 Lac BDT based on the income of the
individual.

Import and Export Financing - An arrangement between the bank and a business where
financial arrangements are made for the importation of goods or products by a business from

abroad. This can be performed in three ways, which include:
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Payments against Documents (PAD): Payments against documents refer to a post-import.
credit option where the bank makes repayment against papers to the importer. That the importer
receives when delivery of goods is affected, as in the case of the bill of delivery, allowing the
importer to get the items under administration. With this approach, the importers can defer the
repayment until the time the items have been purchased. Flexibility in managing cash flow and
ensuring that the supplier gets paid on time.

Loans against Imported Merchandise- Merchandise securities on a margin on their landed
value may be admitted as security loans on commodities imported and acquired via a bank.
Before clearance of the goods, the branch will acquire a contract of indemenation from the
buyer via the LIM account, which is obligated to them. The authorized clearing agency of
Dhaka Bank will handle clearing.

Export Finance- A financial service known as export finance companies provides financial
services in order to export goods and services overseas.

This financial service can be used both at pre-shipment and post-shipment of the
product. Dhaka Bank PLC offers exporters short-term loans to assist with the cost of packaging,
processing, purchasing, storage, and other expenses for temporary usage, mainly the
transportation of the product from the factory or warehouse to the port area. The bank calls this
service packaging credit. Whereas there's another financial service that involves banks
providing a letter of credit to suppliers, where the letter of credit the supplier received from the
customer is used as collateral for the process known as Back-to-Back L/C. This type of service
boosts international trade and commerce as Dhaka Bank has, over the years, developed an
expertise by facilitating this service for its export customers. These two services fall under the
category of pre-shipment.

On the post shipment part, an exporter submits required documents such as (Certificate

of Original, Packing List, Bill of Lading, and Commercial Invoice, etc.) provided by the
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importer to Dhaka Bank as their negotiating bank. The bank verifies the documents and Letter
of Credit and credits the amount to the exporter's account, and then sends the documents to the
importer's bank for the settlement of the account. Lastly, the exporter purchases an export bill
during the post shipment process, where Dhaka Bank finances the exporter with short-term
credit to enable the exporter to take advantage of Foreign Bill Purchase. Under the
authorization of the Head Office, the branch bank settles the amount in BDT equivalent to the

foreign currency.

3.3.5 Credit Risk Grading and Assessment

The businesses applying for loans will receive a grading that is done by Dhaka Bank
based on its expertise in assessing the risks associated with loans. Credit assessment is
completed following the guidelines outlined in the policy, where Dhaka Bank performs a
thorough credit Risk evaluation before any disbursement of loans. The entire assessment and
grading process is automated, and the bank is adopting an accepting procedure, reporting, and

risk scoring in accordance with the Product Program Guidelines.

Credit Assessment It is conducted in accordance to the Lending
Guideline along with the documents
collected under Product Program Guidelines,
allowing the bank to go through its risk

evaluation process.

Risk Grading Bank uses expert opinions and its own
expertise based previous performance,
generates a risk grading structure especially

for SME Loans.
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Rejection Database A rejection database is maintained based on
the poor track history of the clients which
provides the bank information required for

further sanctioning of loan.

Automation The credit division has automated its
operations and progressively adopting the
acceptance procedure, risk scoring, rejection

database.

3.3.6 The Operations of Giving a Loan

3.3.6.1 Loan Sanctioning Activities

The procedure of creating a loan account involves three main parties. The loan issuing
branch, the head office, and Bangladesh Bank are the three parties that are involved in the
whole process. When a borrower requests a loan, it gets approved by the branch, and a sanction
letter is created, along with other required documents are forwarded to the assets operation
department along with the processing fee paid by the customer. Once the loan gets approved
by the asset operations department, the funding request is sent to the Head office, where the
respective department heads sanction a repayment schedule and notify the asset operations
department and unit office for the disbursement of the loan.

The entire process of loan sanctioning can be divided into parts where a Chief Risk
Officer, who is responsible for Risk Management of the entire organization, conducts surveys
to detect for evaluation of the loan amount. These data are later used for discussion with the
borrower and for settling on the terms and conditions. The CRO is also responsible for

assessing the data provided by the borrower regarding instruments and assets of the borrower
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held as collateral. The CRO is also responsible for gathering sensitive information about the
borrower, such as the borrower's payment history, the transaction behaviors of the borrower
with its customers, and the financial obligations of the borrower with other banks. The CRO,
after collecting, evaluating, and processing the confidential data regarding the borrower, moves
forward with the loan by lending the money to the client through an account that has a short
notice deposit, which will be used by Dhaka Bank to disburse the loan. The CRO also collects
the CIB form from the borrower and often assists the customer in filling up the form at their
request, provided there is a possibility of asymmetric information. The completed CIB form is
then forwarded to the Bangladesh Bank for loan approval, and then receives the report based

on the information provided by the borrower to the bank.

The CIB report interpretation
The report displays the credit history of the loan applicant, which can be divided into
five categories:
e NIL- The term NIL signifies that the borrower has not had any borrowing agreement
with any financial institution or bank.
e UC- Unclassified or UC signifies that the borrower has an unsecured borrowing
agreement with a financial institution other than a bank, and the payment is between 0
to 5.99
e SS- Substandard signifies the borrower's credit history with a financial institution like
a bank, with payment between 6 and 11.99.
e DF- Doubtful signifies that the borrower has a credit history with banks or other

financial institutions, and the payment is between 12-17.99
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e BL- Bad Loss signifies that the customer has a loan facility with any financial
organization and the payment is past due for above 18 months. According to this report,

the bank should not disburse any more loans to the applicant.

Disbursement Activities

After obtaining all the documents, they are compiled into lending files for examination
by the Credit Administrative Department for further processing of finding any discrepancies
on the charge documents. This process is very important as any incorrect or missing
information can lead to legal complications. Then further documents from the asset operations
department and the loan units which then receive a reference number that is specific to the loan
account. Prior documents are also presented by the asset operations department as the loan
account is created using prior information.

The subsequent process begins after the documents are examined by the asset
operations department based on the completion of forms and the collection of the documents
in accordance with the checklist.

After this process, the details about the client based on their client ID and client profile
are generated by the AOD, and in the event of renewal of loans same details are used, but a
new Client ID 1s generated. The files are forwarded to the senior personnel of the branch units,
who review the information and then activate the loan account that is finally disbursed to the
clients' short notice account or, in particular instances, accounts of their choice.

After the disbursement of the funds from the bank's account to the borrower's account,
the information is forwarded to the operations unit of Dhaka Bank, which puts an entry on the

information system of the bank, and dispatches the document to the Central archive of the bank.
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3.4 The Comparative Analysis of Dhaka Bank

3.4.1 Comparison of Credit Operations with peer 2nd generation Banks

The performance of a well-functioning credit and lending system of a bank determines
the growth and profitability of the bank. For a better judgment of the performance of Dhaka
Bank PLC with other Banks, a comparative analysis using ratio values is performed that will
function as indicators for the overall efficiency and effectiveness of the credit operations of the
Bank. The analysis i1s performed between five peer second-generation commercial banks -
Dhaka Bank PLC, Eastern Bank Limited (EBL), National Commerce and Credit Bank PLC

(NCC), Prime Bank Limited, and Southeast Bank Limited (SEBL).

1%t Generation Bank Banks that started operations before 1990s
during the era of nationalization of banking

sector in Bangladesh

2"d Generation Bank Commercial banks that began their journey
between 1990s to 2000s during the

liberalization of the sector.

3™ Generation Bank Banks that began their operations after 2000s

and are more advanced tech focused.

3.4.2 Capital Adequacy
Capital to Risk-Weighted Assets Ratio

Capital to Risk-Weighted Assets Ratio refers to the total available capital as a
percentage of risk-weighted assets the bank possesses. According to BASEL III, every bank
must have a CRAR of 10% or above, and the comparison shows Prime Bank has the highest

consolidated CRAR ratio, standing at 17.37% for the year 2024. Having a high score signifies
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greater protection of customer deposits and efficiency at providing loan assets to borrowers.
The capital used to calculate CRAR can be divided into two tiers: Tier 1, which includes
common equity, and Tier 2, which involves general provisions and subordinated debt. Dhaka
Bank's performance is above average but insignificant to Prime Bank PLC, which increases
Dhaka Bank's exposure to risks, especially during a poor economic environment. During
unfavorable economic conditions, Prime Bank will be in a better position to cover its liabilities

in comparison to DBPLC.

Figure 7 Capital to Risk-Weighted Ratio

3.4.3 Assets Quality of DBPLC
Classified Loans

Classified loans are the outstanding loans that are considered with risks associated with
uncertainty or delay in repayment due to the financial decline of the borrowers. This
categorization can be further divided into 3 sub-categories depending on the outstanding period
of the loan. Dhaka Bank's Classified loans are the second highest amongst the five banks, and
having a higher classified loan amount will significantly reduce the profitability of the bank,

as the Bank will have to create provisions to cover the losses due to loans becoming bad losses.
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Figure 8 Classified Loan

Non-Performing Loan

Non-performing loans are a percentage of the total amount of loan assets of the Bank.
Non-performing loans are associated with those loans that have become risky and are
considered substandard loans. Having a high level of NPL suggests inefficiency in evaluating,
processing, supervising, and monitoring the flow of loanable funds disbursed by the bank.
Dhaka Bank's NPL percentage is well below the rate of NPL set by Bangladesh Bank; however,
it is the third highest in comparison to SEBL and Prime Bank. Meaning Dhaka Bank will have

to create greater provisions for its non-performing loans to cover losses.

Figure 9 Non-Performing Loans



42

Debt to Equity Ratio

The Debt-to-Equity ratio is an important indicator of the debt in comparison to equity
that a bank uses to finance its operations. Dhaka Bank's debt-to-equity ratio is 18.58% which
is the highest amongst all banks used for analysis. A significantly high debt to equity ratio
indicates that the bank's operations are dependent a lot on debt instead of equity to finance its

operations and increases the risk exposure of the bank.

Figure 10 Debt to Equity Ratio

3.3.5 Earnings Ability
Net Interest Margin

Net interest margin is the difference between income revenue earned from loan assets
and income expense paid to depositors and is divided by average assets. A higher net interest
margin is an indicator of better profitability as the organization is earning more on its assets
than it is paying for its liabilities. A healthy NIM is above 3% or 4%. Dhaka Bank's NIM is at

3.90% which is average.
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Figure 11 Net Interest Margin

Return on Assets

A Return on Assets measures the efficiency of a bank in generating profit by using its
assets (loans, investments). Dhaka Bank's ROA is significantly lower than EBL and Prime
Bank, meaning Dhaka Bank is less efficient at utilizing its assets. In the long run, a poor ROA

or anything below 1% or 2% will push the organization towards financial distress and disrupt

growth.

Figure 12 Return on Assets
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Net Profit Margin

Net profit margin is the percentage of revenue after expenses, tax, and interest are
deducted. A higher profit margin is a healthy indicator of profitable operations and represents
efficiency and financial strength. Dhaka Bank's NPM is 3.24% which represents that Dhaka
Bank earns 3.24 BDT for every 100 BDT worth of sale or service provided. Dhaka Bank's
NPM in comparison to EBL and Prime Bank is significantly low, and a low margin is an

indicator of higher operating and administrative expenses in comparison to revenue earned.

Figure 13 Net Profit Margin

Return on Equity

Return on Equity is an important indicator of profitability and a bank's efficiency in
utilizing the equity of shareholders by providing a return. A higher ROE signifies greater return
of equity to shareholders and financial health of the bank, limiting its exposure and increasing
its solvency against risk. Dhaka Bank's ROE is at 5.71%, meaning that in the event of any

unforeseen risks or economic crisis, EBL will benefit from more financial strength.
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Figure 14 Return on Equity

3.3.6 Liquidity Ratio
Loan to Deposit Ratio

It is the ratio computing the percentage of loans disbursed against the level of deposits
at hand. Dhaka Bank has an LDR ratio of 82.82% which is well above the level set by
Bangladesh Bank, which is 80%. The figures signify that Prime Bank has disbursed 82 TK
worth of loans against 100 TK worth of deposits. Having a low LDR is associated with

prudence in providing credit and signifies a better liquidity position.

Figure 15 Loan to Deposit Ratio



46

3.3.7 Findings

Founded in 1995 as a second-generation private commercial bank, Dhaka Bank PLC
has been struggling to stay competitive against peers such as Eastern Bank Limited (EBL),
National Credit and Commerce Bank Limited (NCCBL), Prime Bank Limited, and Southeast
Bank Limited (SEBL). The operations of these private entities regulated by Bangladesh Bank,
are dynamic in an environment marked by economic turbulence, including high inflation,
political instability and sluggish growth in FY2024-25 (Centre for Policy Dialogue, 2025).
Although peers have been resilient in terms of enhanced profitability and quality of assets,
metrics of Dhaka Bank shows under-performance driven by elevated non-performing loans

(NPLs), diminished returns, and operational inefficiencies.

The primary reason behind Dhaka Bank’s lag is its deteriorating asset quality, indicated
by a higher NPL ratio relative to its competitions. In 2024, the NPL ratio of Dhaka bank
increased to 5.33% as compared to 4.88% in 2023, leading to higher provisioning at the expense
of eroded profits (Dhaka Bank PLC, 2025). Conversely, EBL recorded a lower NPL of 3.34%
compared to 3.10%, allowing for better risk management and lower provisions (Eastern Bank
PLC, 2025). Prime Bank ranked at the fourth place among the best of NPL management and
third position in the overall ranking in 2024 bank evaluations (Bonik Barta, 2025). NCCBL
and SEBL also performed better in terms of asset quality, with NCCBL being on top of the
good health section of the Bangladesh Bank, unlike the moderately (yellow zone) position of
Dhaka Bank (Dhaka Tribune, 2024). The high NPLs of Dhaka Bank are related to its exposure
to the stricken sectors, such as garments and real estate, during economic downturns, restricting

lending expansion and raising credit risk (Hossain, 2020).

Worsening this, Dhaka Bank has faced a subdued profitability as indicated by the

declining ROA and ROE. In 2024, the ROA of the bank decreased by 0.31% compared to 2023
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or 0.48%, whereas ROE declined by 5.71% to 8.14% (Dhaka Bank PLC, 2025). Peers
outperformed; EBL reported ROA of 1.34% and ROE of 18.63%, which was supported by a
high operating income of BDT 26,626 million (Eastern Bank PLC, 2025). Prime Bank also
received the second position in ROE ranking and fourth in ROA ranking and net profits have
helped it to achieve a score 0f40.81 in overall assessments (Bonik Barta, 2025). The earnings
per share (EPS) of Dhaka Bank fell to 1.24 as compared to 1.72, as compared to EBL which
increased to 5.53 (Stock Analysis, 2026). This disparity is due to Dhaka Bank’s lower net
interest margins and reliance on volatile fee-based income, exacerbated by Bangladesh’s

banking sector’s mixed profit trends in 2024 (Facebook, 2026).

The quality of the assets becomes one of the main culprits. The NPL ratio of Dhaka
Bank increased to 5.33% compared to 4.88% with the classification loan increasing to 15% to
BDT 14,341 million, and the syndicated financing increased 15%to BDT 13,737 million. This
is in contrast with EBL’s modest NPL increase to 3.34% and peers’ proactive risk management
like, NCC reported NPL reductions despite sector turmoil, while Prime’s stable loan book
supported 52% profit growth. Dhaka Bank’s CRAR dipped to 13.41% from 15.04%, still above
the 12.5% regulatory minimum but lower than EBL’s 15.11% and SEBL’s robust capital base

of BDT 41,582 million.

In addition, Dhaka Bank is impeded by operational inefficiencies, with higher costs
relative to income and slower digital adaptation. Its cost-to-income ratio shows elevated
expenditures suggesting high costs due to its income per employee was lower than its costs in
the prior analyses (Hossain, 2020). Historical studies observe that DBPLC has large expense-
to-income ratios and low liquidity coverage, exacerbating vulnerabilities. On the contrary, the
efficiency of EBL shone with a 40.14% cost-to-income ratio boosting 29.71% operating
income growth (Eastern Bank PLC, 2025). The capital adequacy ratio (CAR) of Dhaka Bank

dipped to 13.41% from 15.04%, still lower than EBL at 15.11% and Prime at a good position
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(Bonik Barta, 2025). Dhaka Bank was categorized as the B-class, which is “Satisfactory” in
CAMELS ratings for 2025, whereas competitors such as the Prime and EBL ranked higher in
equity analysts’ assessment (Daily Industry, 2025; The Business Standard, 2023). Amid
Bangladesh’s economic distress, these issues are exacerbated by external pressures, such as
increasing regulatory restrictions under Basel III and competition with Fintechs and other peers
such as EBL introducing Islamic banking launches and efficient mobile banking apps (EBL

Skybanking) (Emerald Publishing, 2023).

To summarize, the poor performance of Dhaka Bank is caused by the decline in the
quality of its assets, profitability, and high rates of NPLs and operational inefficiencies,
inefficiencies, placing it 13™ in 2024 rankings against top-tier peers like Prime at 3™ and EBL
at4" (Bonik (Bonik Barta, 2025). To rebound, Dhaka Bank needs to improve risk management,
invest in digital infrastructure, and diversify revenue streams, which would be in line with the

digitally evolving banking environment in Bangladesh.

Net Interest Incomex100

Ratio Analysis and Values Dhaka | EBPLC | NCC Prime | Southeast
Bank Bank Bank Bank
PLC PLC PLC PLC
LDR=Total Deposits/Total Loansx100 82.82% | 81.17% | 82.30% | 78.10% | 85.49%
Debt to Equity Ratio=Total Shareholders’ Equity/ | 18.58% | 5.66% | 7.49% | 5.59% | 5.13%
Total Liabilities (Debt)
NIM=Average Earning Assets/ 390% | 1.84% |1.98% |2.78% | 0.7%




49

CRAR (CAR)=Bank’s Capital /Total Risk-

Weighted Assetsx100

NPM=Total Revenue/ Net Profitx100 324% | 13.57% | 6.72% | 16.28% | 1.36%
Classified Loan 14,341 | 13,718 | 5465 10,519 | 30,029
in in in in in
millions | millions | millions | millions | millions
ROA=Total Assets/ Net Profitx100 031% | 1.34% |0.70% | 1.46% | 0.090%
NPL Ratio=Total Loans (Advances)/ 533% [334% | 7.32% | 732% | 14.82%
Total Non-Performing Loansx100
ROE=Total Shareholders’ Equity/ Net Profitx100 | 5.71% | 16.63% | 9.52% | 1.46% | 1.36%
Capital to Risk Weighted Average Ratio= | 13.41% | 15.11% | 15.14% | 17.37% | 11.64%

3.8 Recommendations
Dhaka Bank has recently celebrated their 30" anniversary and is one of the most reputed
banks in Bangladesh with branches located at the prime locations and an extensive branch
network. With my limited experience and knowledge, I would share some insights about the
bank's credit operations:
e Dhaka Bank PLC ought to ensure that it has an urgency to focus on enhancement of
credit risk management with the aim of dealing with the existing non-performing loan

(NPL) ratio. Having stricter credit appraisal criteria, especially on big corporate and
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syndicated borrowings, and put up better after-disbursement monitoring measures is
recommended. This can be done by the adoption of early warning systems (EWS) to
help in detecting the dwindling accounts in time so that corrective actions can be taken.
Moreover, active recovery through the loan restructuring, rescheduling, and write-offs
based on the guidance of Bangladesh Bank should be given priority to enhance the
quality of assets and ease the burden on provisions.

The concentration in bank on large corporate lending has made the bank more exposed
to industry specific risks especially the weak industries like clothing and real estate. In
order to avoid this risk, Dhaka Bank PLC needs to diversify its loan portfolio by
venturing into small and medium enterprise (SME), retail and consumer banking
services. These blocks are more diversified and comparatively predictable risk-adjusted
returns. Portfolio diversification would lessen the concentration risk of credit and would
also increase stability of income when the economy becomes volatile.

The decreasing profitability ratios of Dhaka Bank such as the return on assets (ROA)
and the turnover on equity (ROE) indicate that the bank requires better income
generation. The bank should aim at maximizing its net interest margin by managing its
assets and liability effectively as well as pricing its loans correctly. Also diversification
of non-interest revenue through trade finance and remittance service, digital payment
and cash management solutions would minimize the dependence on the interest income
and increase earnings stability. An improved income structure would add to a
sustainable growth in profits.

Dhaka Bank has been greatly limited in its performance financially due to operational
inefficiencies. Cost-containment mechanisms that the bank should adopt include
streamlining internal process, cutting administrative overheads and increasing

work force productivity. The cost-to-income ratio can be brought down by investing in
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process automation and rationalization of the operations of the branches. Comparison
of operational performance with those of peer institutions that perform better in terms
of efficiency measures can also be used to make specific improvements.

Dhaka Bank PLC ought to step up its digital transformation efforts in response to
growing competition by peer banks and other financial technology institutions. The
digital banking platforms (such as mobile banking and internet banking services) should
be improved to enhance customer experience and lower the transaction costs.
Efficiency in lending and risk management can be enhanced through the use of data
analytics and technology-based credit evaluation tools as well. Innovative approaches
to innovation and service growth could be further enabled through strategic partnership
with fintech companies.

Even though Dhaka Bank is currently enjoying capital levels that are higher than the
stipulated minimum, the capital adequacy ratio was observed to be on the downward
trend hence necessitating more vigorous capital planning. The bank must focus on the
internal generating of capital through retention of earnings and maximizing on the risk-
weighted assets. The capital planning drills and stress testing that are regularly done
according to the Basel III requirements would help to increase the resilience of the bank
to macro-economic shocks and regulatory pressures.

Long-term performance should be enhanced through good governance. Dhaka Bank
PLC needs to enhance board oversight, especially on the credit risk, compliance, and
strategic planning. There would also be increased transparency, accountability, and
independence in decision-making processes, which would increase the confidence of
stakeholders. Prudent banking would be further enhanced by aligning the performance

indicators of the management to the longer term goals of the management on quality
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and sustainability of the assets of the bank and not the increase and growth of the loans

in the short run.

The application of these suggestions would help Dhaka Bank PLC overcome its
weaknesses in the structure, minimize bad loans, increase its profitability, and efficiency in its
operations. The Dhaka bank can enhance its competitiveness and ensure sustainable growth in
the rapidly competitive banking environment in Bangladesh by enhancing risk management
practices, diversifying its revenue base, and making digital and governance reform
investments. The three-decade long journey of Dhaka Bank PLC has significantly helped with
its reputation as bank created to provide excellence in banking and utilizing all the tools it has

on its disposal will help secure a dominant position amongst the top competitors.

3.9 Concluding Remarks

I had the privilege of working at Dhaka Bank PLC and had the opportunity to observe
the operations of a bank, and I made an attempt to grasp the proceedings and technicalities of
the work that was happening around me. Suffice to say, three is not enough to fully understand
the operations and processes, but some of my observations about the Bank, particularly the
credit department is that the team communicated with all the departments, units, and regulators
and worked in a coordinated manner. Disbursement of loan and credit facilities while being
mindful of the deadline of their customers is a reflection of the mission statement of Dhaka
Bank PLC. The needs of loan customers were always attended with utmost care, and providing
a better-quality support to industries is what made Dhaka Bank PLC a well-renowned bank in

Bangladesh.
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