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Letter of Transmittal

11" February, 2015

Saif Hossain

Senior Lecturer

BRAC Business School

BRAC University, Bangladesh.

Subject: Submission of the Internship Report
Dear Sir,

I am here by submitting my report on "Retail Barmkof IFIC Bank Limited ". While preparing
this report, | worked as sales executive at IFI@IBtd. under the supervision of Ismat Jahan,
Senior Sales Executive & Group leader, Retail Bagldivision, IFIC Bank Ltd. Bangladesh.

| feel most privileged to be associated with anegignced, efficient and professional team in
one of the most reputed banks of Bangladesh. | treacemy best to make this report as
informative, practical, reliable and relevant asgble. In preparation of this report, | have
reviewed few books, journals, articles from theinet, and conducted few interviews. | strongly

believe that this report will satisfy your requirents and expectations.
Sincerely,
Md. Jobaiar Ahmed

Signature
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Executive Summary

This Report represents the working experience oraar sector commercial Bank operated in
Bangladesh named “IFIC Bank Limited” as interngf@port for BBA Program. IFIC Bank
intends to set standards as the Market leadermglBdesh. It will demonstrate that better
service and understands customer needs can prefficient, friendly and Modern full service
banking on a profitable basis. The main objectivihe study is to get knowledge about the
Retail Banking of IFIC Bank Limited and also iddéptihe major challenges that sales executive
faced while meeting the sales target. Besidesltfertives of the study is to have knowledge
about dealing with the customer. In this report diasussed about the IFIC Bank Ltd. Mission,
vision, organ gram, of IFIC Bank Ltd. In chapteufas basically discussion about retail banking
and its product and marketing policy, Retail mariggtChannel development, Retail risk,
Alternative Banking. IFIC Bank is maintaining itsrapetitiveness by leveraging on its online
Banking software and modern IT infrastructure rétsil division is an excellent banking

division of it. The operations process of Banknosth and excellent. Banking Operation must
be accomplished through proper training, remunamnadind job satisfaction. Latest development
in the business should be introduced accordinghcesthe whole process is largely depend on
human skill, properly planned training program dtddae arranged and implemented for the
improvement of technical and conceptual skillshaf tlealing officers. So From this report | can

say that it is the pioneer amongst the local bamBangladesh.
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PART A: Organization Overview

Introduction:

Due to globalization and expansion of internatioBatiness, finance plays the major roles for
the economic development. The development of a modeonomy would not have been
possible without the use of money. A fundamentaratteristic of money is that it is like a
collective commodity. There is a parallel relatioipsbetween the money and banking. Bank is
an important and essential financial institutiom flee necessity of the use of money and the

protection of the money.

In the backdrop of economic liberalization and fical sector reforms, a group of highly
successful local entrepreneurs conceived an iddbating a commercial Bank with different
outlook. For them, it was competence, excellencecamsistent delivery of reliable service with
superior value products. Accordingly, IFIC Bank Ltebas set up at the instance of the
Government in 1976 as a joint venture between thee@ment of Bangladesh and sponsors in
the private sector with the objective of workingadinance company within the country and
setting up joint venture banks/financial institmsoabroad. The Government held 49 per cent
shares and the rest 51 per cent were held by theseps and general public. In 1983 when the
Government allowed banks in the private sectorClRkas converted into a full-fledged
commercial bank. The sponsors are reputed persesah the field of trade and commerce and

their stake ranges from shipping to textile andrfice to energy etc.
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Historical background:

Bank can be the major contributory part behind deigelopment. A bank is a financial
institution licensed by a government. Its primaetiaties include borrowing and lending
money. Many other financial activities were allowmckr time. Bank lending is important for the
economy in the sense that it can simultaneousnfie all of the sub-sectors of financial arena,
which comprises agricultural, commercial and indakactivities of a nation. In the present
economic policy achieving the high economic groistthe basic principle, so in order to
achieve the objective the banking sector playsrgportant role. IFIC BANK LTD. is one of the
largest leading banks In Bangladesh. It also opsratNepal, Pakistan & Oman quite well. It

offers lots of products and services.

International Finance Investment and Commerce Bhimikited “IFIC Bank” came in to
existence in 1976 as a joint venture between theefdonent of Bangladesh and sponsors in the
private sector with the objective of working asrahce company within the country and setting
up joint venture banks/financial Institutions alo#FIC was incorporated as a public limited
company with an authorized capital of Tk. 20 corel @aid up capital of Tk.10 core. IFIC
commenced its operation on February 28, 1977 witlbudscribed capital of Tk.5 core,
contributed by leading private sector entreprenéuarthe country. The Government held 49

percent shares and the rest 51 percent were heltelsponsors and general public.
According to annual report of 1983 the ownershiparf Govt. sector is included

1. Mr. Jahurul Islam, Chairman

2. Salman F. Rahman, Vice-Chairman

3. A.M. Aga Usuf

4. Syed. Mohsen Ali

5. Mr. Ahmadul Kabir
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% Milestones in the development of IFIC Bank Ltd:

1. 1976- Established as an Investment & Finance Coynpader arrangement of joint
venture with the govt. of Bangladesh.

2. 1982- Obtained permission from the Govt. to opesast@ commercial bank. Set up a its
first overseas joint venture (Bank of Maldives Lied) in the Republic of Maldives
(IFIC’s share in Bank of Maldives Limited was sutpsently sold to Maldives Govt. in
1992)

3. 1983- Commenced operation as a full-fledged comiadoank in Bangladesh.

4. 1985- Set up a joint venture Exchange CompanyeénShltanate of Oman, titled Oman
Bangladesh Exchange Company (subsequently renansedOman International
Exchange, LLC).

5. 1987- Set up its first overseas branch in Pakiatdfarachi.

6. 1993- Set up its second overseas branch in Palastaathore.

7. 1994- Set up its first joint venture in Nepal foanking operation, titled Nepal
Bangladesh Bank Ltd.

8. 1999- Set up its second joint venture in Nepal kease financing, titled Nepal
Bangladesh Finance & leasing Co. Ltd. (which wasgee with NBBL in 2008)

9. Overseas Branches in Pakistan amalgamated with NDh@stablish a joint venture
bank: NDLC-IFIC Bank Ltd. subsequently renamed & Biank Ltd.

10.2005-Acquired MISYS solution for real time on-linmnking application. Core Risk
Management implemented.

11.2006-Corporate Branding introduced. Visa Principald Plus (Issuer and Require)
Program Participant Membership obtained.

12.2009-Observing 25th Anniversary of Customer Satiga.

13.2010-64 Branches offering Real Time On-line banKamglity.

14.2011-This year is a very significant year for tleional and international economy.

Joint Ventures in Abroad

- Bank of Maldives Limited
« NIB Bank Ltd. Pakistan:

9|Page



+ Nepal Bangladesh Bank Ltd. (NB Bank)
+ Nepal Bangladesh Finance & Leasing Limited (NB Rirey:
« Oman International Exchange LLC (OIE)

Products and Services of IFIC bank Ltd:

IFIC Bank Ltd. offers various products and servicHse bank has highly qualified professional
staffs that have the capacity to manage and mktteatequirements of the bank. Every account
is assigned to an account manager who persondkg are of it and is available for discussion
and inquiries, whether on writes, telephones olscélet’s gives the diagram of product and

service.

Branch Network:

The bank covers by its activities all the importaating and commercial centers of the country.
As on January 31, 2009 it has 70 branches withimgBalesh. But now it has 91 branches.

Branch Distribution of IFIC Bank Ltd in Different D istricts in Bangladesh

All the important branches are equipped with coramuin addition to the modern facilities,
logistics and professionally competent workforce.
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Management Hierarchy:

Management Hierarchy are given below

Managing Director

Senior Executive Vice President
Executive Vice Presidents
Senior Vice President

First Vice President

Vice Presidents

Senior Assistant Vice President
First Assistant Vice President
Assistant Vice President
Senior Staff Officers

Senior Officers

Officer Grade- 1

Officers Grade- 2

Junior Officers

General Banking Section

+ Issuing of power of attorney to the officers of Br@nches.
« Maintaining general correspondence with Banglad=stk and other Banks etc.

Head Office Accounts

Income, Expenditure Posting:

Cash Section.

Bill Section.

Salary wages of the employees.
Maintenance of employee provident fund.

A A

Consolidation of Branch’s Accounts

All branches periodically (especially monthly) setheir income & expenditure i.e., profit and
loss accounts and head office made the consoliddtgdment of income and expenditure of
IFIC Bank Limited. Here Branch statements are meei and prepares financial statements and
submits to Bangladesh Bank.

Credit Division

1. The main function of this division is managing IFEBank's credit portfolio. Major
functions are the followings:
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Receiving proposal

Appraising the proposals

Getting approval from the head office credit conteat

Communication with the customer and sanctioningctiedit.

Monitoring and follow-up of the credit facilities

Setting prices for credits and making it effective.

Prepares required statements as made mandatdng IBahgladesh Bank.

ONOoO Ok WN

International Division

The objective of this division is to assist the mgement to make international dealing decisions
and guide Branches to implement the decisions nmiesifenctional areas are follows

« Maintaining correspondence relationship.

« Monitoring foreign trade & exchange dealings.

« Maintaining accounts and reconciliation;

« Authorizing of signature and test key;

« Monitoring Foreign Exchange returns &statement;

- Sending updated exchange rates to concerned bsanche

Marketing Division

Marketing division is responsible for making thak&holders concerned about the different
products of IFIC Bank Limited. The marketing depaht is always in persuasion for attracting
different customers to take their facilities.

Human Resource Division HRD performs all kinds aiménistrative and personnel related
matters.

The broad functions of this division are as follows

Selection & recruitment of new personnel
Placement of manpower

Dealing with transfer, promotion and leave of parss
Training & development

Termination and retrenchment of employees
Keeping records of every employee of the Bank
Maintenance of employee welfare fund

Arranges workshop for employees & executives;

ONoarWNE

Audit Division

Audit division works as internal monitoring and prestion division of the company. The officers
of this division randomly go to different Branchasd examine the necessary documents
regarding each single account. If there is anyrdgancy, they inform the authority concerned to
take care of that/those discrepancy. They hel@Btrgk to comply with the rules and regulations
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imposed by the Bangladesh Bank. They inform thegBatesh Bank about the current position
of the rules and regulations followed by the Bank.

Credit Card Division

IFIC Bank is a member Q-Cash VISA DEBIT/CREDIT cafthe Q-cash card is more just than
an ATM card. It can be used as a combination ofitdeafd credit facility. Customers can
withdrawal their money not only from IFIC’s boothitbalso they can withdrawal money from
those bank’s booth who are also member of Q-Cash.

Merchant Banking and Investment Division

This division concentrates its operation in theaaseunder writing of Initial Public Offer (IPO)
and advance against shares. This division dealstivé shares of the company. They also look
after the securities portfolio owned by the compaiiie company has a large amount of
investment in shares and securities of differempa@@tion as well as government treasury bills
and prize bond.

Board and Company Secretary Division
1. The main functions of this division are as follows:
2. Conducting meeting of the Board of Directors;

3. Dealing with Company Act;

Product and Services:

Besides traditional Banking services, IFIC Bank itéd has added a wide range of
products/services in its service portfolio. Varigueducts & services offered by IFIC Bank Ltd.
include:

Credit risk:

Credit risk is an investor’s risk of loss arisimgrh a borrower who does not make payments as
promised. Such an event is called a default. Amdtren for credit risk is default risk.

Investor losses include lost principal and interestdecreased cash flow, and increased
collection costs, which arise in a number of circustances:

1. A consumer does not make a payment due on a mertgag, credit card, line of credit,
or other loan

2. A business does not make a payment due on a mertgagdit card, line of credit, or
other loan

3. A business or consumer does not pay a trade invades due

4. A business does not pay an employee’s earned wagss due

5. A business or government bond issuer does not @gleyment on a coupon or principal
payment when due
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6. An insolvent insurance company does not pay a yoluigation
7. An insolvent bank won't return funds to a depositor
8. A government grants bankruptcy protection to aolirent consumer or business

Credit Operations and Description:

The Bank is committed to provide high quality ficat services/products to contribute to the
growth of the country through stimulating trade acoimmerce, accelerating the pace of
industrialization, boosting up export, creating émyment opportunity for the youth, poverty
alleviation, raising standard of living of limitédcome group and overall sustainable socio-
economic development of the country. In achievimg aforesaid objectives of the Bank, Credit
Operation of the Bank is of paramount importanceéhasgreatest share of total revenue of the
Bank is generated from it, maximum risk is centared and even the very existence of Bank
depends on prudent management of its credit pmtfdlhe failure of a commercial Bank is
usually associated with the problem in credit miaf As such, credit portfolio not only features
dominant in the assets structure of the Bank,atitgcally importance to the success of the Bank
also.

Types of Loans and Advances:

On a broad basis IFIC Bank Limited offers two typésadvances -
1) Unsecured Advance;
2) Secured Advance;

Unsecured Advances:

Unsecured advances are granted to a constitueit vehnot backed by any security.
Features:

An unsecured facility is allowed in exceptionalcamstances, only for a short period, with
definite repayment arrangement, subject to regiristimposed by Bangladesh Bank or any
other competent authority to a customer based srpéisonal credit worthiness, standing and
reliability. A definite arrangement for repaymewtiether by installments or otherwise, must, as
arule, is ensured.

Secured Advances:

Secured advances are granted to a constituenstgatranteed by tangible securities subject to
margin restrictions. Secured advances given bytledit Department are classified as follows:
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Loan (General):

1. Loans are a type of advance allowed to a constittena specific purpose and for a
definite period.

2. Types of Applicants: Individual, firms, industries;

3. Time Duration: Short term- Up to 12 months; Mediterm- More than 12 and up to 36
months; Long term- More than 36 months;

4. Mode of Distribution: The total loan amount is disfed at a time or in trances within a
specific time.

5. Mode of Repayment: The principal and interest apayable by installment on agreed
terms.

House building loan:

Loans allowed for construction of house (residéntiacommercial) fall under this type of
advance

1. Types of Applicants: Individuals, firms and bank staffs;
2. Loan Size: Maximum 75 Lac.
3. Loan Period: Maximum 15 years.

Mode of Disbursement:The amount of loan disbursed in three equal ims&its as under

Mode of Repayment: The loan amount and interest are repayable thraeggral specific
numbers monthly installments after the completibhause.

Lease financing:

Lease financing is one of the most convenient ssumaf acquiring capital machinery and
equipment whereby a client is given the opportutotyhave an exclusive right to use an asset
usually for an agreed period of time against payroérent.

Type of Applicants: Manufacturing concerns.

Time Duration: Maximum for five years.

Mode of payment: Payment is made directly to thkersef the machines.

Other Features:

a) Non equity payment is regdiby the client.

b) Exempted from the tax faoe thase-financing period.
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Consumer credit scheme:

IFIC Bank Limited plays a pioneer role in providingcessary finance to the fixed income group
for buying items that are necessary for raisingghality of living through the Consumer Credit
Scheme. Through this special scheme IFIC Bank biffer Necessity, Convenience and
Comfort.

Types of Applicants: Reputed Government and Pri$aterice holders.
Time Duration: Specific period as per agreed teant conditions.

Mode of Payment: Payment is made directly to thlersef the goods after obtaining a portion of
equity from the borrower and personal guarantee.

Mode of Repayment; The loan amount and interestegg@yable through equal specific numbers
monthly installments after the purchases of goods.

Credit Card:

A Credit Card is an instrument assuring the Mertlflaynthe Acquirer) for the payment made by
the Cardholder against goods, services or withdrgWdash from Bank/Institution or Automated
Teller Machine (ATM).

IFIC Bank Limited is a member of VISA and thus isguVISA Card in Bangladesh. IFIC Bank
is offering following types of VISA Card:

« Gold VISA Card- International;

+ Gold VISA Card-Local;

« VISA Standard (Silver) Card-International;
« VISA Standard (Silver) Card-Local,

All Credit Cards are issued by IFIC Bank Card Dimisin Head Office. Branches just dispatch
the application to Card Division and deliver theued card to its customers. It also collects the
Card Bill on behalf of Card Division.

Small and medium enterprise credit scheme (SME):

IFIC Bank Limited is offering a unique credit schewnly for the Small and Medium Enterprise
(SME).

Objectives:
The main objective of the Small and Medium EntagrCredit Scheme is to provide credit in

flexible terms and conditions for the developméensmall and medium enterprises in the region
easily accessible by the branches of IFIC Bank tadhi
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The second objective of this scheme is to creaf@mpnity for employment and economic
growth through providing facilities to develop teeall and medium enterprise sector of the
country.

Eligibility for Application: The entrepreneur of éhSmall and Medium Enterprise must have
following qualities to avail the credit facility der the scheme:

+ Literate;

« Minimum two years of management experiences obtlsness;
« Age limit between 25-50 years;

« Owner of a Small or Medium Enterprise;

« The project must be financially viable and socialésirable;

« Nature of Loan:

«  Working Capital;

- Capital Machinery;

Wide Loan Coverage:

- The scheme provides coverage for small enterpupds Tk. 2, 50,000 and for medium
enterprises up to Tk. 75, 00,000.
« Time Duration:
« One Year for the continuous loan;
« Maximum five years for the term loan;
Mode of Repayment:

Continuous Loan- The client as per his requirencantwithdraw the total loan limit time to time
subject to certain conditions.

Term Loan- The client can withdraw the total loamoant at a time.
Security:

Personal Guarantee from two persons acceptabihe tBank

Any other acceptable securities available to thedveer

The borrower has to maintain a Savings A/C withomjulsory deposit of 5% of outstanding
loan amount per month for building up his own fund.

Women Entrepreneur’s Loan (Protyasha):

Any business purpose loan for small and mediunddmesiness owned by women entrepreneurs
are eligible to apply -
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Eligibility: Woman Entrepreneurs having two yeargerience in the same line of business.
Monthly cash flow to support proposed loan instaitin

Nature of the Loan: Term Loan

Loan size: Minimum Tk. 50000 and Maximum TK. 3 lac
Repayment: Monthly repayment facility

Security: No collateral security

Loan Period:

1. Maximum 18 (Eighteen) months for loan amount of 3& 000

2. Maximum 24 (Twenty four) months for loan up to TKQ lac.

3. Maximum 36 (Thirty six) months for loan up to TK8.lac.

4. Interest Rate: 15.00% p.a. with quarterly restoreavised from time to time.

Transport Loan

1. To purchase of Road/Water transport for commergal individual, business enterprises
(other than public limited company) engaged in gport business at least two years
experience are eligible for transport loan.

Interest Rate: 14.75% to 15.50% p.a. with quartex$g or as revised from time to time
Loan processing fees: 1.00% on loan amount maxitku@0000

Service Charge: .50% on loan amount

Penal Interest: Additional 2.00% p.a. on the overdmount, if any

abrown

Non Funded Facility

Non funded credit facility to a customer refersatbank’s commitment to a third party on behalf
of the customer. The commitment itself constitutaslity but does not involve cash outflow
from the bank. The bank’s commitment essentialiyest that in the event of occurrence or non-
occurrence of a particular event, within a paracudate, due to a particular reason or reasons, a
specific sum of money shall be paid by the bankh®third party upon claim in a particular
manner. The non funded facilities are:

Letter Of Credit:

A Letter of Credit is a commitment (undertaking)thg Bank to pay an agreed sum to the seller
of goods on behalf of the buyer (client) under @&y defined condition. This is a non funded
facility provided to the client for import of goodi®m abroad or in some cases to procure them
locally.

The letter of credit gives the seller or exporter:
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Credit security by eliminating the credit risk letsale and shipments of goods;
Credit facilities by financing the sale when th@ds are in transit;

Exchange security by assuring him that the requaradunt is available to him under credit from
the time he receives the buyer’'s order and the tifnshipment and presentation of shipping
documents.

Once the Bank receives the L/C documents as peifiggeterms and condition of the L/C, the
amount is transferred to the Bills under LetterGoédit (BLC) Account. As per commitment
Bank pay the seller of goods through Bank andesetthe outstanding BLC amount from the
client before handling over the L/C documents to.hi

Bank Guarantee:

Bank Guarantee is a contractual relationship betwee account (customer) and the beneficiary.
The account party requests to the Bank to issueagtees on their behalf to the beneficiary-
committing to make an unconditional payment of aeramount of money to the beneficiary, if
the customer (on whose behalf it is given) becohaddée, or creates any loss or damage to the
beneficiary. It is a contingent liability for theubk.

The Issuance Procedures for Bank Guarantee:

The party looking for Bank Guarantee at first applto the Bank in a prescribed form. In the
Application, the following information should exist

- Beneficiary (name & address)

« Amount;

« Expiry (with claim period);

+ Delivery Date;

« Information relating to a guarantee issued undefoeumentary credit (in case of a
foreign guarantee);

» Special conditions;

« Bid/Tender Bond

« Performance Bond

« Advance Payment Guarantee against Foreign Bankt€oGuarantee

Credit Appraisal System

It is very important for the proper functioning tife credit facilities is that they are guided

through a definite and structured guiding systemerfz project has to be evaluated before
funding. The credit worthiness and performancehef ¢lients should also be evaluated before
approval of the credit proposal. All these are dowseng the Credit Appraisal system. The

performance of the bank is highly influenced by pinesence and effective utilization of a sound
and appropriate credit appraisal system.
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Credit Appraisal System of IFIC Bank Ltd:

The credit appraisal is the process of identifyamg evaluating the risks in any lending proposal.
The steps of credit appraisal system of IFIC Baimkiled are as follows:

1. Quantitative factors are the firm’s financial pen@nce.
2. Qualitative factors are the factors regarding th&'s management, industry position,
customer/supplier relation, customer’s accountgreréince.

The credit officer also seeks information from tleedit Information Bureau’ of Bangladesh
bank through the Head Office about the applicarglationship with other banks and financial
institutions that is whether he has any creditlitgoivith any other financial institution and if he
has than how is the performance of those credilitfas. In assessing any credit application the
credit officer follows some distinct steps. Those: a

1. Evaluating the past performance of the applicant.

2. Assessing the risk of failure by identifying facadn the applicant’s present condition
and past performance.

3. Forecasting the future condition of the applicant eéevaluating the probability of
successfully adjusting the loan.

4. Setting terms and conditions for the loan.

Based on the analysis the credit officer prepdregptoposal and with the approval of the branch
credit committee, sends it to the head office far &pproval of the head office credit division

and the executive committee of the board. If theppsal is approved then the credit officer

contacts with the applicant and prepares the dootatien for loan and makes disbursement.

Bank do not approve any lending having an oversk as “marginal” and “poor” without
proper justifications except for renewal of exigtifacilities under compelling circumstances or
for other reason such as salvage, which would @sbain covenants for future improvement of
the position . All credit applications rated “poo€quire the approval of the board regardless of
purpose, tenor or amount.
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Missions & Vision of IFIC Bank Limited

The mission of IFIC Bank Ltd. is to provide servigeclients with the help of a skilled and
dedicated workforce whose creative talents, innegadction and competitive edge make our
position unique in giving quality service to alktitutions and individuals that we care for.

Mission:
IFIC Bank’s Mission is to provide service to thelients with the help of a skilled and dedicated
workforce whose creative talents, innovative actiand competitive edge make their position

unique in giving quality service to all institutisand individuals that they care for.

IFIC Bank Limited is designed to provide commeraald investment banking services to all
types of customers ranging from small entreprengubsg business firms.

Besides the bank aims to provide different customendly deposit and loan products in the
field of personal banking to fulfill the bankingewds of individual customers.

On delivery of quality service in all areas of bmgkactivities with the aim to add increased
value to shareholders’ investment and offer higpessible benefits to their customers.

Vision:

To be the best Private Commercial Bank in Bangladeserms of efficiency, capital adequacy,
asset quality, sound management and profitabilityirig strong liquidity.
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Part B: Job Overview

Nature of jobs:

The job nature is contractual which is initially fane year and based on performance it renews
after one year. Though the job nature is contradtg@ves an opportunity to get permanent
position in a banking sector for the candidatékefy can perform outstanding through out the
year and make good profits for the bank as well.

Job Description / Responsibility

The job has specific business target for diffefgartking product and service which is initially
set by the bank and we have to achieve this momhkiness target before the deadline. We
have to sell different banking product by visitidgferent clients and try to explain better
product according to the needs of the clientshéf ¢clients are satisfied with our offer then they
fix a date when they want to open a bank accoudR Br DPS. After that we have to maintain
good relationship with the clients and help therthdy need us at any moment. Beside that we
have to inform the daily activities to our groupdier and the group leader guide us according to
our activities. We have another responsibility vihi€ to maintain good relation with the general
banking worker. We work as the linker of customed dank so it is essential to maintain good
relation with them.

Specific Responsibilities of job:

We have specific responsibilities of achieving nmiyBusiness target on different banking
products and services where we have to sell diffdvanking product to the customer by
explaining the better option for them. Buildingteoag relationship with Corporate/ Non
Corporate Customers is another thing which hasaimtain because it enables us to work
smoothly in banking sector. We work as a team aadhawe to be an excellent team player with

proactive approach which helps us to achieve tlgetaasily.

22| Page



Different aspect of job performance:

There is an attractive performance benefits basddrget achievement given by the bank. The
attractive commission structure has been givehdbgerson who meets the above criteria.
There is also a quarterly bonus which has beemgivéhe employee based on their performance
and the most attractive offer is to get a permapesition in a general banking sector if the

employee has been performed well through out the. ye
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Part C: Project Overview

s Summary:

A bank is a financial organization which providaffedent types of services to its customers

benefit. It deals with deposits and advances ahdratlated services. The main objective of a
bank is to mobilize the fund of its customers.eiteives money from those who want to save in
the form of deposits and it lends money to those vdally need it in emergency. In the process
of taking of deposits and Stipulation of npabank generates money. This distinctive
characteristic places bank separately from otlemftial institutions. Banks accumulate deposit
at the lowest possible cost and make availablesl@a advances at higher cost. The difference

between these is the profit for the Bank.

Over the years the banking industry in Bangladesh flourished. Now the time is very much
competitive for every industry as well as in bamkindustry. To keep the strong position in this
competitive industry banks are frequently lookirg ¥vays to offer superior customer service

which will facilitate them to prevail and keep cusiers.

IFIC bank limited is not out of this. To maintais strong position in this competitive world they
establish a new era to a retail banking sectoebyuiting sales executive who will provide better
service to the clients and increase the sales fofrt@nking product. For accomplish this thing
the sales executive faced many challenges whildingethe sales target and | am trying to find

major challenges that sales executive faced inibgrdector.

But it needs to be highlights here that differenaltenges influence sales executive has been
carefully observed and find out major challengesctvithey faced while meeting the sales
target. Therefore, it is very much essential teetakdepth studies major challenges that sale

executives faced while meeting the sales targdil{d Bank Ltd.
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+ Description of the project:

Objective:

The main objective of the project is to find out thajor challenges of sales executive while

meeting the sales target of banking product.

Specific:

To observe the factors which faced the sales eixecwhile meeting the sales target
To find out the customer trends towards the differetail banking product

To observe the working environment of the salesathee

To identify the major area which influencing thealtenges of the sales executive

To make necessary recommendation towards meegngplbs target

YV V V VYV VYV VY

To get the customer trends towards the sales axecut

Methodology:

For the implementation of the study | have workad1&IC Bank Limited”.

In order to make the Report more meaningful andseable, two sources of data and

information have been used widely.

The “Primary Sources” are as follows-

Face-to-face conversation-

» Interview with the clients

» Interview with Sales executive

» Interview with Sales Manager

» Interview with Successful salesman
Observation-

> Sales executive attitude and activities
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The “Secondary Sourcesof data and information are-

»  http://www.ificbank.com.bd/about.php

»  http://www.ificbank.com.bd/retail_banking.php

> http://len.wikipedia.org/wiki/IFIC Bank

Limitation:

» Major part of this report is based on the faceacefinterviews, which consists of view
and opinion of those people. In some cases sonthemh were not able to provide
concrete facts or figures. In these cases as walésassumption had to be made.

» The nature of information of the project part isngwhat critical to analyze. It was quite
difficult to have the sufficient knowledge and urgtanding in that particular field, in a

short period of internship program.
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Chapter 1:

1.1The Challenges Sales executive faced while magtthe sales target:

The sales executive is a person who is resporf@bkelling different banking product to the
customer. The bank has recruited such sales exesuwtiith a target which they have to meet
before the deadline and there is a group leadermdintains his or her group according to the
sales target of different banking product. Whileetiteg the sales target the sales executive faced

following challenges which is discussed in details.
% Uncertainties:

The uncertainties mean the outcome which is unkndwere is a target of sales executive
which they have to meet before the deadline. Ugdladly have to sell 10 accounts, 5 deposit
products and in total they should have five Laataglumes at the end of the month. While
selling product they can not estimate whether thilype able to sell those assigned product or
not. According to Md. Nazmul Hasan, Trainee Salexcative, IFIC bank, Malibagh branch,

uncertainties is challenging part for him.
s Timeline:

Another challenging part is meeting the target keethe deadline which means they have
timeline. It influences their mental ability. Whdeadline comes they felt pressure which they

considered challenges to their mental ability tahi#e work.
s Commitment:

Before selling the banking product they have conedito their leader that they would meet the
target. They are also committed towards the custéongrovide better service and become
helpful whenever they need. They try to maintagirtbommitment through hard working and
according to the most of the sales executiveanss of the most challenging part for them where

they have to maintain their commitment towardsrtivark.
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« Pressure from upper level:

The group leader monitor the whole activities & fales executive and he or she sometime
create pressure to the sales executive who doggerform well. The sales executive sometime

considered it as challenging to maintain the pmesBom upper level.

«» Customer attitude:

All customer attitudes will not be same .Some maglgh and rude where the sales executive
has to maintain balance on their attitude towandscistomer. They have to tolerate customer

attitude even it is not appropriate.

1.2 How they overcome challenges while meeting teales target:

The sales executive has faced many challenges wieiing the sales target of banking

product. They had overcome those challenges bgviiatig way.
% Self believe:

The fast and foremost factor of sales executitkasself believe which help them to overcome
the pressure from upper level and form the timelin@orks as an engine which removes their

uncertainties along with other challenges whicly laeed while meeting the sales target.

« Making proper strategy:

They make strategy to sell different product. Fas they do following things-

» Keeping customer record on diary
» Gathering product information
» Suggesting better product according to the neethefclients

» Being punctual and committed to the work
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Chapter 2

2.1 Sales targets for the sales executives:

The salary structure will give an idea how the s#deget are set for the sales executive. There

are three categories where a sales executive canthegr target.

=  Mixed category:

In this category a sales executive has to meeivitig things-

Category Number
Accounts 10
DPS 5
Volume 500000

=  Commission structure:

The commission will be counted if they can opendteraccounts along with the target which
means 12 accounts on this category then the conemigsll be counted on each account and
DPS.

> For each account the commission will be calculdi€d150

> For each DPS the commission will be calculated K.

» FDR Category:
In this category the sales person should meetilenfing criteria-

Category Amount
FDR 1000000

=  Commission structure:

In this category the commission will be countethdy can make FDR volume two Lac
more then the commission will be calculated onokwlhg manner. The commission will

be calculated on each Lac in the following manner.
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FDR ( 3 Month) 100
FDR ( 6 Month) 200
FDR (1 Year) 300

Account category:

In this category the sales executive has to mesfollowing things-

Accounts 18
Volume 600000

Commission structure:

In this category the commission will be cédt¢ed on each account if a sales executive

opened three more accounts.

» For each account the commission will be calculdi€c00.

2.2 Sales manger views on sales executive:

Sales manager plays key role to the success o saéeutives and therefore their views on
sales executives is an important factor. | haveruitwed some of the sales manager and |

try to discuss their views on sales executive enfeflowing manner.

According to Md. Abdur Razzak, Sales manager, SEbahange Motijheel branch, the sales
target was set in a manner so that every salesitxecan meet it easily. He said that if
sales executives are committed to their work asdsvcustomer regularly and maintain
record of each visits and attend calls of clieh&ntthey can meet the sales target quite
easily. He also added that the attitude of salesw#ive has greatly influenced the sales of
banking product. The sales executive is the reptatee of the bank and hence their attitude
towards the customer will highlight the bank imagEserefore their attitude and behavior
towards bank and customer has great impact orathe ef banking product. They have a
compensation package like commission which mots/gteir self believes and passion. He
said that the most challenging part of the sales@txe is to keep the commitment towards

their work.

30|Page



According to Md. Moshiur Rahman, Retail Sales managulshan branch, the sales targets
were set based on the company policy. He saicstias executive attitude towards their
work has great influence for the selling of bankamgduct. The sales executive positive
attitude will increase the self motivation andritvés them to the next level. He told that the
motivation from upper level and commission packadkehelp their mental ability. He
thought that the most challenging part of salesetiee is to meet the target before the

timeline.

2.3 Successful sales executive view:

Successful sales executive has great passion \uklps them to reach their goal. According to
Ismat Jahan, Senior sales executive, Malibagh bhrasthe believes that her self motivation and
commitment towards her work help her to reach loat.gShe used to make daily sales plan. She
used to keep diary with her where she recordstdiamformation and visits them regularly. She
used to maintain pressure and deadline by compléiiget within twenty five days which
relieves her mental pressure and it helps herdorbe successful sale executive. She was
informative and recognized the customer as valustbemer thus it drives her at new line. She
thinks that a sales person should concentrate orelponsibility which will guide them to

become successful sales executive.

Another successful sales executive Md. Tohiduhts|Birect sales executive, Malibagh branch,
he thought that his commitment toward his work selfl believe helps him to become successful
sales executive. He used to visits customer relguad attend calls of clients which help him to
attract customer attention. He was informative emtimitted toward his work. He believes that
a sales executive should have self confidence amd tommitted towards his work to become

successful sales executive.
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Chapter 3:

3.1 The client survey findings:

| have surveyed 100 customer where they have éathatfollowing features expected from the

Sales executive in relation to their importance.
The following outcome comes from the survey.

Most of the clients rate 6 out of 7 on recogniteavalued customer category
Most of the clients rate 6 out of 7 on commitmeamd @rofessionalism category
Most of the clients rate 4 out of 7 on sales exeeudttitude and manner

Most of the clients rate 5 out of 7 on knowledgd arformation category

Most of the clients rate 5 out of 7 on fast andcedht service category

V V V V V V

Most of the clients rate 5 out of 7 on willingnésdisten and respond to customer need

category

3.2 Analysis of customer survey

The finding of the survey highlights that custorhas given much importance on customer focus
and commitment. The finding clears the idea thastrob customer want that the sales executive
should recognized them as valued customer that srtbay give attention to the customer and
thus it build the long term relationship. Anothepiortant thing for the customer is commitment
& professionalism which means they expect thaiessaxecutive should keep their commitment
and they should behave professionally which witt@ase the customer reliability. They were
neutral on sales executive attitude and mannearing of expectation from sales executive. They
are neutral on this point because it does not @affieich or less towards their expectation. They
had given importance of knowledge of banking prodhecause it will bring positive attitude

towards the sales executive.
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Chapter 4:

+» Result and findings:

The following result comes from the project —

» The major challenges that sales executive factmlkeep the commitment towards their
work and recognized the customer as valued custwiniée meeting the sales target of
banking product.

» The major challenges effect the sales of bankingyxt and they should make proper
strategy to overcome this challenges

» The most important quality of sales person is tramitment & professionalism along
with recognized the customer as valued customer

+» Analysis and discussion:

The sales executive has faced many challenges wieiing the sales target. The job is
risky in a manner that they could make a salatigaf/ are able to meet the target which
means they have to survive.

The sales executive faced many challenges likertaioges, timeline, and pressure and
customer attitudes. The major challenge is to lkeepmitment towards their work. They
felt that it influences their mental ability alomgth self motivation. The Commitment
could be kept if they become punctual and resptasalvards their working. It is
challenging because they have to maintain consigteath on their behavior and
performance which is difficult to maintain. Anothmajor challenge they faced was the
uncertainties because they could not move forwaless they make this factor balanced
by taking initial strategy. This factor is respdsisifor decreasing their self motivation at

early level.
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«» Conclusion:

The sales executive has a challenging job. Themcamllenges they faced are

commitment towards their work and recognized the&t@mer as valued customer. It can
be overcome by increasing their self motivationnggunctual, making proper strategy,
focusing on customer attitude. In short there igaim without hard work. So they must

work hard along with positive attitude towards theork.
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