
Prime Bank imited. 
a bank 'w ith a d iffere l1 c 

cpfime (jJan~ Ltd: P:va{uation Of Customer Service 

Quafity )lnd Ways Of Improvement 

(}Jvs 401 

Intenr.sliip ~ 

,.. k "!" 
1 ,, / ", \ 

, '" ' ....... _ 
--"I :--.... 

, ~y",-



(]Time (jJan~£ttf: P:va{uation Of Customer Service 

Quafity )Ina Ways Of Improvement 

£ectum-

~c (/Jusilress Scioof 

~c VnWmity 

~retfC]jy: 

~tf. .ft1Ulmu{ J{asan 

FD: 04304064 

(}JqufC (}Jusiness Scfwof 

(}JqufC Vniversity 

(])ate of SuOmission: l!JUo.ftugust 2008 



19th August, 2008 

Asefa Huda 

Lecturer 

BRAe Business School 

BRAe University 
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Madam: 

I am very pleased to submit my internship report on "Prime Bank Ltd: Evaluation of 

customer service quality and ways of improvement" which is an essential requirement for 

the completion of BBA program. This report is the result of the Internship Program that I 

have conducted in Prime Bank Ltd at Banani Branch. All the information presented in 

this report is done with utmost sincerity and honesty. I have tried my best to make this 

report holistic and informative. 

Apart from the academic knowledge gained, this internship program and preparation of 

this report have given me the opportunity to know about the banking system. I believe 

that the experience I have acquired from this study will be an invaluable asset in my life. 

Working with such an interesting program has given me the opportunity to achieve 

experience, which will be helpful in my future professional career. 

Sincerely Yours, 

..... ,~ ..... 
Md. Anamul Hasan 

10:04304064 

BRAe Business School 

BRAe University 
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EXECUTIVE SUMMARY 

The internship is designed to bridge the gulf between the theoretical knowledge and 

real life experience. It is designed to have a practical experience while passing 

through the theoretical understanding. I had the opportunity to complete my internship 

in a reputed bank. This report is the result of three months internship program with 

Prime Bank Limited, Banani branch. Bank is an intermediary institution that makes 

relationship between the owner of surplus savings and the investors of deficit capital. 

As the demand for the better service increases day by day, banking process is 

becoming faster and easier and banks are coming up with different innovative ideas 

and products. As an intern, I have worked in the General Banking (GB) department 

and have learned to do tasks like Issuing of Cheque Book, Cheque receive, 

Maintaining IBCA register, Fund Transfer, Cheque Debit, TT (Telegraphic Transfer), 

Pay Order and some other related tasks. I have also gained some practical knowledge 

about LBC (Local Bills for Collection), OBC (Outward Bills for Collection), DD 

(Demand Draft), inward and outward clearing functions, various reasons of 

dishonoring of Cheques and different savings scheme offered by this bank. Customer 

service quality is very important for a bank as lots depend on this and to evaluate 

PBL's customer service quality I have prepared a questionnaire and have taken fifty 

respondents answers and used SPSS software to analyze their responses. According to 

the respondents, Prime Bank Limited is a reputed bank; however they have rated it as 

number two bank among six private commercial banks. This shows lacking in 

marketing efficiency that does not been able to create a positive image to customers 

mind. PBL can do some CSR (Corporate Social Responsibilities) to improve its 

image. It has sixty three branches across Bangladesh; of them forty one are online. 

Respondents argue that PBL should introduce online facility throughout all of its 

branches and also should train its employees so that they can provide more faster and 

accurate service. In addition, respondents demand that FDR interest rate should be 

increased as PBL offers lower interest rate than that of some other private commercial 

banks. Most of the respondents are happy with the behavior ofGB employees ofPBL. 

With all its resources, the management of the bank should seek more ways to improve 

customer service quality so that the bank can create good image among its customers 

which ultimately will help it to grow faster and stay ahead of competition. 
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Introduction: 

Banking sector is expanding its hand in different financial events every day. At the same 

time the banking process is becoming faster and easier. As the demand for the better 

service increases day by day, banks are coming up with different innovative ideas and 

products. In order to survive in the competitive field of the banking sector, all the banking 

organizations are looking for better service opportunities to provide their fellow clients. 

As a result, it has become essential for every person to have some idea on the bank and 

banking procedure. 

The word bank has been derived from the Latin word Bancus or from Banque, which 

means a bench in English. The early bankers transacted their business at a bench in a 

market place. Bank is a financial institution which deals in money, receive deposit from 

customers, honor customers' drawings against such deposits on demand, collect Cheques 

for customers and lend or invest deposits to individuals, companies or other organizations. 

So, bank is an intennediary institution that makes relationship between the owner of 

surplus savings and the investor of deficit capital. In this process, banks earn profit by 

receiving interest from the borrowers who want to take short-tenn or long-tenn loans and 

making relatively lower interest payment to the depositors for providing their funds for 

use by the bank. 
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Origin of the Re ort: 

The Internship program is a required course for students who are completing Bachelor of 

Business Administration (BBA) from BRAe University. It is a four credit course with 

duration of three months. Students who have completed all the required courses are 

eligible for this program. This report has been prepared as a partial fulfillment of BBA 

program authorized by our Department. In the Internship Program, I was attached to the 

Prime Bank Limited for three months. During this period I have learned about the banks 

and the facilities that are providing by them. 

Objective of the Re ort: 

The objective of the internship program is to familiarize myself with the practical world, 

to compare them with the business theories and at the last stage make a report on assigned 

task. The main objective of this report is to have an assessment on overall banking 

operation of Prime Bank Ltd. 

In addition, the study seeks to achieve the following objectives: 

• To gather comprehensive knowledge on overall banking functions and the 

expectation of the customers regarding the service quality of the bank 

• To find out the lacking in customer service quality of PBL 

• To defme several functions ofGB of Prime bank Ltd 

• To relate the theories of banking with the practical banking activities 

• To have an exposure on the financial institution, especially on banking 

environment of Bangladesh 

2 
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Seo e: 

While preparing this report, I had a great opportunity to have in depth knowledge about 

the customer service and banking practices. Additionally, I have achieved some practical 

experiences with the customers'. I think it will be helpful for me to have an idea about the 

customers' attitude towards private commercial banks and overall banking sector as well. 

Limitation: 
~~--------------------------------------~ 

While doing this report, I had to face problems from many sides. To prepare this report I 

have to collect primary information of fifty respondents through a questionnaire. As 

people who come to bank are very busy, they were not willing to give me time to fill up 

the questionnaire. Furthermore, my questionnaire was a bit large for them to respond 

quickly. Most of them did not provide proper time to critically answer the questionnaire 

instead they did it with a rush which might not lead to a real scenario. That is why it took 

me quite a few days to collect necessary information. Again, I have used SPSS to analyze 

the respondents' answers which was a bit tough for me as I could not find time for this. 

Doing this SPSS analysis alone has been really a stiff job for me. Despite of these 

limitations, finally I have come up with this report with the proper guidance of my 

honorable advisor Ms. Asefa Huda. 

3 
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Sources or Data and Methodologyl..:.: ________ ~ __ .... 

It is necessary to collect infonnation from different relevant sources to conduct smooth 

and accurate study. After collecting the primary infonnation from the respondents', I have 

used SPSS to analyze those data and thus I have come up with this report. 

The infonnation of this report has been collected from two sources: 

• Primary Sources: 

• Practical deskwork 

• Face to face conversation with the employees and the customers. 

• A survey of fifty respondents by using Questionnaire (Respondents were 

students and service holders) 

• Secondary Sources: 

• Annual report of Prime Bank Ltd., 2007 

• Different manuals of Prime Bank Ltd 

• Web site of Prime Bank 

• HR Training and Development Center, HR Division, Prime Bank Ltd.

"Foundation Training Course: Management Trainee H. 

• Dr. A R Khan- "Bank Management": A Fund Emphasis, January, 2008. 

4 
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Overview of Prime Bank: Limited: 

Prime Bank Ltd (PBL) was created and commencement of business started on 17th April 

1995. The sponsors are reputed personalities in the field of trade and commerce and their 

stake ranges from shipping to textile and finance to energy etc. As a fully licensed 

commercial bank, Prime Bank Ltd. is being managed by a highly professional and 

dedicated team with long experience in banking. They constantly focus on understanding 

and anticipating customer needs. As the banking scenario undergoes changes so is the 

bank and it repositions itself in the changed market condition. It has sixty three branches 

and of them forty one are Online. For the third year in a row, Prime Bank won the 

prestigious ICAB Award for being the best bank in Bangladesh and SAFA Merit Award 

for published accounts and reports. 

Mission: 

To build Prime Bank Limited into an efficient, market driven, customer focused 

institution with good corporate governance structure. 

Vision: 

To be the best private commercial bank in Bangladesh in terms of efficiency, capital 

adequacy, asset quality, sound management and profitability having strong liquidity. 

Prime Bank Limited is one of the first few Bangladeshi Banks who have become member 

of SWIFT (Society for Worldwide Inter-bank Financial Telecommunication) in 1999. 

SWIFT is members owned co-operative, which provides a fast and accurate 

communication network for financial transactions such as Letters of Credit, Fund transfer 

etc. By becoming a member of SWIFT, the bank has opened up possibilities for 

uninterrupted connectivity with over 5,700 user institutions in 150 countries around the 

world. 

Prime Bank Ltd. has already made significant progress within a very short period of its 

existence. The bank has been graded as a top class bank in the country through 

internationally accepted CAMEL rating. The bank has already occupied an enviable 

position among its competitors after achieving success in all areas of business operation. 

5 
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Organizational Structure: 

Chairman ------------~Dr------------

Managi1f Director 

Assistant Managing Director 
D 

Deputy Managing Director 
D 

Sr. Executive Vice President (SEVP) 
D 

Executive Vice President (EVP) 
D 

Senior Vice President (SVP) 
D 

Vice President (VP) 
D 

Senior Asst. Vice President (SA VP) 
D 

Assistant Vice President (A VP) 
D 

First Assistant Vice President (FA VP) 
D 

Senior Executive Officer (SEO) 
D 

Executive Officer (EO) 
D 

Principal Officer (PO) 
D 

Senior Officer (SO) 
D 

Officer 
D 

Management Trainee Officer (MTO) 
D 

Junior Officer (JO) 
D 

Assistant Officer (AO) 
D 

Trainee Assistant Officer (TAO) 

Board of Directors 
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ob Descri tion: 

Description of the Job: 

I had the opportunity to complete my internship from Prime Bank Ltd, Banani branch. 

The duration of my internship was from 20th May to 20th August, 2008. In this branch, 

there are three departments which are General Banking (GB), Foreign Exchange and 

Credit. I was assigned to work in General Banking (GB) department for the whole of my 

internship period. 

Responsibilities: 

• Issuing of Cheque Book: My first work in the bank was to issue the Cheque 

book of the account holder. For issuing Cheque book at fust I took the 

requisition page to the customer which is in the old Cheque book. Then I 

verified the signature of the account holder from the authorized officer. Finally 

I put the Cheque serial number according to the kind of NC (SB, CD, and 

STD) in the Cheque book issue register. Then I put the appropriate number in 

each and every page of the Cheque book. At the time of delivery of Cheque 

book, I took the signature of the NC holder in the register book. I had to make 

sure that each of the pages of Cheque book was checked and signature is done 

by an authorized officer. 

• Dispatch: Everyday lots of documents arrive in the bank. Most of them are 

related to foreign trade which must be sent to the foreign exchange department 

without delay. I provide a received seal along with signature and maintained a 

serial number in the incoming register. After that these documents are sent to 

Operation Manager to receive and sending to related department. 

• Cheques receive: To receive a Cheque the following things need to be 

checked-payee name, Cheque date, Cheque number, amount in figure and 

words. Everyday I do receive lots of Cheques. Post dated Cheque or stale 

Cheque cannot be received. As PBL, Banani branch is online; the other online 

7 
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branches Cheque are received here and transferred to the account holder's 

account immediately. The other banks Cheque are sent to clearing house and 

OBC, LBC are used for collection on behalf of the account holder. 

• Maintain AlC opening register book: Maintaining the register book is 

essential for the bank. These books are checked by the Audits which come 

through Bangladesh Bank. Everyday some accounts are opened in Banani 

branch. After opening any account the first task is to register the account 

number with account holders name and also with opening date in registers 

book. 

• Maintaining mCA and IBDA register: IBCA means Inter Branch Credit 

Advice, here the bank debits their AlC that means the bank pay this amount to 

their other branch. IBOA means Inter Branch Oebit Advice, here the bank 

credit the amount from other branch that means the bank receive the money. 

Every day lots of IBCA arrive to credit Warid, GP account from different 

branches. I had to respond IBCA in the register book. 

• Maintaining FDR register: Few FOR are opened every day in the PBL, 

Banani branch. At the end of the day I have to enter those in the FOR register. 

The beneficiary name, amount of FOR, months and interest rate are needed to 

be entered in the register. 

• Fund Transfer: I have also done fund transfer tasks. It is done when an 

account holder of Banani branch deposited cash to a branch that is not online. 

First I have responded to that the IBCA and then use simple debit voucher to 

debit the branch and credit the customer's account. 

• Cheque Debit: A customer might have withdrawn money from another branch 

which is not online. Then Cheque debit is sent to Banani branch. First I have 

used party debit voucher to debit the customer's account and then issue IBCA 

to credit the branch. An authorized officer checks and does the posting in the 

T24 software. 

8 
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• A TM: Issue and Activation: Sometimes I have used software to input 

customers' detailed information for issue of ATM card. On receipt of the ATM 

card by the customers, information is needed to send to Card Division for 

activation. I have done the activation part mostly. 

• Solvency Certificate: An account holder might be in need of a solvency 

certificate for BO (Beneficiary Owner's Account) purpose which is essential 

for share business or he/she might be in need for any other grounds. 

Sometimes I have issued a solvency certificate to the account holder which 

contains account holder name, father and mother name, and current address. 

Prime Bank Limited charges around Two Hundred Thirty Taka only for this 

kind of Solvency Certificate. To cut the charge a debit voucher is generally 

used. 

• Pay Order: Sometimes I have issued pay order also. After receiving the filled 

up pay order form from the customers, I have entered it into the pay order 

register and issued pay order. After that the pay order is being checked by the 

authorized officer and signature is taken. At the time of delivery of pay order, I 

took the signature of the AlC holder in the register book. 

• TT (Telegraphic Transfer): Sometimes I have done few TT also. When a TT 

arrived, it is tested by using a TT test table by an authorized officer. After that 

I had entered it into the TT payable and IBCA respond register. Then I had to 

use a simple debit voucher to debit the corresponding branch and credit the 

account holder's account by using contra. 

• LBC, OBC Issue: Sometimes, it is needed to Issue LBC (within clearing 

zone) or OBC (outside clearing zone) for collection of amount on behalf of 

customers. I have issued LBC, OBC also. After preparation of LBC/OBC, I 

make sure an authorized officer check and do any necessary corrections. 

9 
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Critical Observations: 

From the definition of bank we know "The accepting for purpose of lending or investment 

of deposits of money from the public repayable on demand or otherwise able by Cheque, 

draft order or otherwise, these are banking function and a company which does all this is a 

banking company" banking Regulation Act of India 1949. Banking has played a very 

important part in the economies development of all nations of the world. In-fact banking 

is the lifeblood of modem commerce. It may be said that the dependence of commerce 

upon banking has become so great that the cessation of the banker's activities for even a 

day or two would completely paralyze the economic life of a nation. As Bangladesh is one 

of the less developed countries in the world, the economic development of the country 

depends largely on the activities of commercial banks. Commercial Bank is the type of 

bank having manifold functions and this is the reason that they are found in the greatest 

number in the country. The main function of such banks are accepting deposits, lending 

money through overdraft, loans, discount of bill so and so forth. Working as an agent of 

its customers in the task assigned by their customers and financing of trade and industry. 

So we need to emphasis whether these commercial banks are effectively and honestly 

performing their functions, duties and responsibilities. In thus respect we need to know 

about the general banking function of commercial banks. 

eQosit: 

A bank is essentially an intermediary of short-term funds. It can carry out extensive 

lending operations only when it can effectively channel the saving of community. A good 

banker is one who effectively mobilizes the saving of the community as web as makes 

such use of saving by making it available to productive and priority sectors of the 

economy thereby fostering the growth and the development of the nation's economy. 

Therefore deposit is the blood of a bank. From the history and origin of the banking 

system, we can know state that deposits collection is the main function of the bank. 

10 
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The deposits that are accepted by Prime Bank like other banks may be classified into two 

categories as bellow: 

• Demand Deposits. 

• Time Deposits. 

• Demand Deposit: These deposits are withdrawn without notice, e.g. 

current deposits. Prime Bank Ltd accepts demand deposits through the 

opening of---

• Current Account (No Interest). 

• Saving Account (6% Interest). 

• Time Deposit: A deposits which is payable at a fixed date or after a 

period of notice is a time deposit. Prime Bank Ltd. accepts time deposits 

through Fixed Deposits Receipt (FDR), Short Time Deposit (STD-Interest: 

5%), and Bearer Certificate Deposit (BCD) etc. 

FDR (Fixed Deposit Receipt): 

PBL offers few options of FDR for their customers. For doing any FDR, customers do not 

need to have a saving' s Account. Different FDR maturity and their corresponding interest 

rate are as follows---

Duration (In Months) Interest Rate 

I 7.5% 

3 11.5% 

6 11.5% 

12 (Below I Crore TK) 12% 

12(More than I Crore TK) 13% 

II 
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Fixed Deposit Receipt (FOR) 

14.00% 
12.00% 

... 13% 

S 10.00% 
/ - 8.00% .. I .OU'" 

I 6.00% 
4.00% 

.E 2.00% 

.~ 

-1-------------------1 1 __ lnterest Ratel 

0.00% 

1 3 6 12(Below 1 12(Aboloe 1 
Crore TK) Crore TK) 

Duration (In Month) 

Encashment before maturity: 

• No interest will be paid. 

• Service charge will be deducted as follows-

Amount ( In TK ) Service Charge ( In TK ) 

1,00,000 - 5,00,000 250 

More than 5,00,000 550 

Encashment After maturity: 

• Interest will be paid as per duration. 

• VAT (10"10 of Interest) will be deducted. 

• Service Charge will be deducted. 

12 
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Procedure for 0 ning Accounts (AiC : .~~l~ __ ~ __________ ~ 

Nature of Accounts: 

a) Corporate Banking 
• Limited Company (private& Public) 

• Partnership Firm 

• AssociationiClub/CharitylTrustiSociety 

• Sole Proprietorship 

b) Retail Banking: 

Mainly the following documents are to be obtained while opening the various accounts---

A. Saving A/C: 

• Photograph of the account holder attested by the introducer. 

• Introducer 

• Photocopy of National ID I Chairman Certificate I Photocopy of passport 

(original must be seen) 

• KYC (know your customer) form dully filled in 

• Transaction Profile 

• Letter of Thanks 

• Letter of welcome 

B. Individual/Joint AlC: 

• Two copies of photograph of the account holder(s) who will operate the AlC. 

• Introduction 

• Nationality Certificate or Photocopy of passport (I to 7) pages or as per 

requirement. 

• KYC (know your customer) form dully filled in 

• Transaction Profile 

• Operational Instruction (In case of joint AlC) 

• Letter of Thanks & Welcome 

13 
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.:. In case of operation by Any One: 

When one person dies, the another person will not be able to withdraw money at ease. 

He/she will need to go to court and there will be lot of hassles to be faced . 

• :. In case of operation by Either or Survivor: 

When one person died, another person can easily withdraw money from the account. 

However, the account will be closed. 

C. Proprietorship Firm: 

• Two copies of photograph of the account holder(s) who will operate the AlC. 

• Introduction 

• Certified copy of valid trade licenses 

• Trade Seal 

• Nationality Certificate or Photocopy of passport (1 to 7) pages or as per 

requirement. 

• KYC (know your customer) form dully filled in 

D. Partnership Firm: 

• Two copies of photograph of the account holder(s) who will operate the AlC. 

• Introduction 

• Certified copy of valid trade licenses 

• Trade Seal 

• Nationality Certificate or Photocopy of passport (I to 7) pages or as per 

requirement. 

• KYC (know your customer) form dully filled in 

E. Trust: 

• Two copies of photograph of the account holder(s) who will operate the AlC. 

• Up-to-date list of members of the trustee board. 

• Certified copy of Deed of Trust. 

• Certified copy of the resolution ofthe trustee board for opening & operation of 

the account 

14 
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• Introduction 

• Certified copy of valid trade licenses 

• Trade Seal 

• Nationality Certificate or Photocopy of passport (I to 7) pages or as per 

requirement. 

• KYC (know your customer) form dully filled in 

F. Club/Society/School/College: 

• Two copies of photograph of the account holder(s) who will operate the NC. 

• Certified copy of Bye Laws & Regulation! Constitution. 

• Certified copy of the resolution for opening & operation of the account 

• Up-to-date list ofOfficerslBearers (office bearers) 

• Seal (Designation wise) who will operate the NC 

• Nationality Certificate or Photocopy of passport (\ to 7) pages or as per 

requirement. 

• KYC (know your customer) form dully filled in 

• Transaction Profile 

• Letter 0 f Thanks 

• Letter of welcome 

G. Limited Company: 

• Two copies of photograph of the account holder(s) who will operate the NC. 

• Certified copy of the Memorandum of Association &Article of Association. 

• Certificate of Incorporation. 

• Certified copy of full Board Resolution for opening & operation of the NC 

• List of directors with Signature (up-to-date) in Letter Head Pad. 

• Introduction. 

• Seal (Designation wise) who will operate the NC 

• Form-XII(lfOld Company) 

• Form 117(lf takes over another company) 

• Transaction Profile. 
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• KYC (know your customer) form dully filled in 

• Letter of Thanks 

• Letter of welcome 

• Certified copy of the Certificate of Commencement of Business (Incase of 

Public Limited Company) 

• Valid Trade License. 

H. Minor AlC: 

• Two copies of photograph ofthe account holder(s) who will operate the AlC. 

• Introduction. 

• Nationality Certificate or Photocopy of passport (I to 7) pages or as per 

requirement. 

• Minor's date of birth & Photograph duly certified by the guardian. 

• Transaction Profile. 

• KYC (know your customer) form dully filled in 

• Letter of Thanks 

• Letter of welcome 

Closing of an Account: 

The closing of an account may happen by the following: 

• If the customer desires to close the account. 

• If Prime Bank finds that the account is inoperative for a long duration. 

• If the court issues Garnishee order. 

To close the account the unused Cheque leaves/ deposit book (in case of monthly saving 

scheme) is to surrender to the bank. Prime Bank debits the Account closing charges pay 

order issuing charges, reverse interests added of the deposited money (at the day of 

closing) from the account and the remaining balance is then paid to the customer through 

cash voucher. Necessary entries are given to the account closing register and computer. 
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Products and Services offered by PBL: 

Prime Bank Ltd. offers all kinds of Commercial, Corporate and Personal Banking services 

covering all segments of society within the framework of Banking Company Act and rules 

and regulations laid down by our central bank. Diversification of products and services 

include Corporate Banking, Retail Banking and Consumer Banking right from industry to 

agriculture, and real state to software. 

Islamic Banking: Prime Bank provides following services under Islamic Banking-

• Deposit 

• Investment 

• Foreign Trade 

• Remittance and Fund Transfer 

Deposit Product List: 

Following are the list of products Prime Bank has under Islamic Deposit mode: 

• AI-Wadiah Current Account 

• Mudaraba Savings Account 

• Mudaraba Short Term Deposit 

• Mudaraba Term Deposit 

• Mudaraba Education Savings Scheme 

• Mudaraba Hajj Savings Scheme 

• Mudaraba Contributory Savings Scheme 

• Mudaraba Monthly Benefit Deposit Scheme 

• House Building Mudaraba Deposit Scheme 

• Prime Millionaire Mudaraba Deposit Scheme 

17 
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Loan Schemes: 

• General Loan Scheme: Short term Loan, Medium term Loan and long term 

Loan. 

• Lease Finance 

• House Building I Apartment Loan Scheme 

• Small and Medium Enterprise (SME) 

• Hire Purchase 

• Advance against Share 

• Consumer Credit Schemes: Prime Bank offers the following consumer credit 

schemes--

Household Durable Loan Car Loan 

Doctors Loan Advance Against Salary 

Any Purpose Loan Education Loan 

Travel Loan Marriage Loan 

CNG Conversion Loan Hospitalization Loan 

18 
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The savings rate in Bangladesh is one of the lowest in the world. In order to improve the 

savings rate, Financial Institutions responsible for mobilization of savings should offer 

attractive Savings Schemes so that the marginal propensity to save increases. Prime bank 

limited offers the following savings schemes-

Different DPS (Deposits) available at Prime Bank Limited: 

Common features of different DPS offered by PBL are given below--------

• Income tax, @ 10% will be deducted ITom the income received from the 

monthly deposit. 

• Normally, the deposit will not be encashable before 5 years. However, if any 

depositor intends to withdraw his deposit before maturity due to certain 

unavoidable reasons, he would be allowed to do so in the following manner-

o No benefit including interest shall be allowed for pre-mature encashment 

within one year. 

o I f the deposits/accounts are closed / encashed after one year of its 

opening, benefit shall be allowed on the deposit at existing normal 

Savings Deposit Rate. 

o If the amount of monthly profit already paid exceeds the amount payable 

at normal Savings rate, the difference shall be realized from the principal 

deposit amount. 

• When a depositor fails to pay 3 consecutive installments at any point of time 

before 2 years term, the scheme will be treated as a savings bank deposit and 

interest will be paid accordingly subject to completion of I year of its opening. 

• When a depositor fails to deposit any installment, shelhe will have to pay a fine 

@ 5% of the overdue amount payable at the time of depositing the next 

installment of maximum TK 500. 

• The installment shall be payable by the 8th day (in case of holiday, the next 

working day) of every month. Advance payment of any number of installments 

is acceptable. 
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• Monthly Benefit Deposit Scheme: 

• The scheme is designed for-

o The benefit of the persons who intend to meet the monthly budget of their 

families from the income out of their deposit. 

o Trusts and foundations or other associations, which award monthly 

scholarships/stipends to students so and so forth. 

• Deposit of25,000TK - 25, 00,000 TK shall be acceptable under the scheme. 

• It should be for a period of 5 years & the principle amount is refundable on 

maturity. 

• Profit shall be paid on monthly basis @ 1,000 TK & net of taxes @ 900 TK of 

per I , 00,000 TK. However, senior citizens will get .050% higher rate of 

interest. Monthly benefit shall be @ 1,042 TK & net of taxes @ 937 TK per 

month as per I , 00,000 TK. 

• Payment of monthly profit shall start from the subsequent month after a clear 

minimum gap of 30 days from the date of deposit. 

• Prime Millionaire Scheme: 

• The installment size and duration of the deposit and the terminal value wi ll be 

as follows---

Monthly Investment After the investment period the Monthly Return / Pension 

deposit Period Terminal Value of the Scheme amount 

(In TK) (In Year) (In TK) (In TK) 

4570 10 10,00,000 @ 13,786 TK /month(1 0 years) 

7890 7 10,00,000 @ I 7,13 7 TK /month(7 years) 

12,465 5 10,00,000 @21 ,748 TK /month(5 years) 
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• Lakbopoti Deposit Scheme: 

• The installment size and duration of the deposit and the terminal value will be 

as follows---

Monthly deposit Investment After the investment period the Terminal 

(In TK) Period Value of the Scheme 

(In Year) (In TK) 

250 15 1,00,000 

500 10 1,00,000 

1285 5 1,00,000 

2400 3 1,00,000 
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• Depositor can take up to 80% loan against deposited amount subject to 

completion of2 years and minimum deposit need to be 50,000 TK. 

L .... kho l)oti Del)ositScheme 
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../ 
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- i . - i • i • 

__ Monthly Deposit 

____ Tenninel Value 

1.00.000 1.00.000 1 .00.000 1.00 .000 TerllDinal Value 
15 yeoors 10 yeoors 5 yeoors 3 ye ... 

• Double Bepefit Deposit Scheme; 

• Deposit of 25,000 TK and multiples thereof but maximum limit of 25, 00,000 

TK at a time will be accepted under this scheme. 

• The installment shall be issued for 6 years and after that double amount of 

deposit will be paid to the depositor. 

• The scheme carries free life insurance coverage facility. Before scheme's 

maturity if the depositor died because of some specified diseases, nominee will 

receive the full amount of scheme payment. However, a declaration is taken 

from the depositor that he/she is not been affected by any of the following 

disease-

o Coronary Heart Vi~~ 

o Stroke 

o Cancer 

o Kidney failure 

o Organ Transplant 

o Multiple Sclerosis 

Contributory Savings Stheme: 
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Contributory Savings Scheme: 

• Minimum size of the installment shall be TK 500 and multiples of TK 1000 and 

maximum installment size will be 25,000 TK. 

• Lump sum amount shall be paid after maturity or monthly pension shall be paid 

for the next 5 years according to the size of deposit like below-

Monthly deposit After 5 years the Terminal Value Pension for next 5 years 

500 40,000 870 

1,000 80,000 1739 

2,000 1,60,000 3457 

3,000 2,40,000 5, 186 

4,000 3,20,000 6,9 15 

5,000 4,01,000 8,644 

6,000 4,81,000 10,373 

7,000 5,61,000 12, 102 

8,000 6,4 1,000 13,83 1 

9,000 7,22,000 15,560 

10,000 8,02,000 17,289 

11 ,000 8,82,000 19,0 18 

12,000 9,62,000 20,276 

13,000 10,43,000 22,475 

14,000 11 ,23,000 24,204 

15,000 12,03,000 25,933 

16,000 12,83,000 27,662 

17,000 13,64,000 29,39 1 

18,000 14,44,000 3 1,120 

19,000 15,24,000 32,849 

20,000 16,04,000 34,578 

2 1,000 16,85,000 36,307 

22,000 17,65,000 38,036 

23,000 18,45,000 39,765 

24,000 19,25,000 4 1,493 

25,000 20,06,000 43,222 

• Loan may be allowed up to 80% of the deposited amount lien on the same after at 

least 2 years of regular payment of installments and minimum limit of loan shall 

be 50,000. 
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Contributory Saving Scheme 
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• House Building Deposit Scheme: 

• The installment size and duration of the deposit and the tenninal value will be as 

follows---

Moatilly deposit Investment Period Age Limit After the investMeat period the Termin •• 

(In TK) (In Veor) (In Yean) V.lut of the Scheme 

4570 10 35 10,00,000 

7890 7 38 10,00,000 

12,465 5 40 10,00,000 

9135 10 35 20,00,000 

15,770 7 38 20,00,000 

24925 5 40 20,00,000 
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• Education Savings Scheme: 

• Deposit of 50,000 TK and multiples thereof but maximum limit of 5, 00,000 

TK at a time will be acceptable under the scheme. 

• Lump sum amount shall be paid after 5 years of maturity or monthly allowance 

shall be paid for the next 5 years according to the size of deposit as follows--

Initial deposit Lump sum amount at maturity Education allowance per month 

50,000 83,308 1,786 

1,00,000 1,66,6 16 3,570 

1,50,000 2,49,925 5,355 

2,00,000 3,33,233 7,139 

2,50,000 4,16,541 8,923 

3,00,000 4,99,850 10,707 

3,50,000 5,83,158 12,492 

4,00,000 6,66,467 14,276 

4,50,000 7,49,775 16,061 

5,00,000 8,33,083 17,845 

Education Savings Scheme 
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• Pay Slip: 

A pay slip is written authorization for making payment to special person or firm payable 

by the issuing branch, for a discharged liability of the banle As pay slip is originated and 

made payable by the branch in a receipt form, there is no need for application for its issue. 

For example, a bank may have purchased furniture or printing & stationary, then it needs 

to issue pay slip for payment of this bills. 

• Security Deposit Receipt (SDR): 

A security deposit receipt is a written undertaking issued by branch or a bank to pay a 

certain sum of money to a special person or organization. A security receipt is issued and 

paid by the same branch of a bank and as such the drawer and drawee are the same. The 

person or organization in whose favor it is issued is known as beneficiary. It is sold to the 

applicant on payment of value who mayor may not be a bank's customer. 

• Cheque: 

A Cheque is a bill of exchange drawn on a specified banker and not expressed to be 

payable otherwise than on demand. 

Parties to a Cheque: 

Drawer: Drawer is the account holder. 

Drawee: Drawee is the bank who is to pay the money. 

Payee: Payee is the beneficiary who is to receive the money. 

The following are the points to be taken into consideration by a banker while receiving a 

Cheque--

• Date: Stale or Post dated 

• Place: Name of Branch 

• Crossed or Open Cheque 

• Cheque number and Cheque date duly written in the deposit slip 

• Drawee Bank' s name and the branch should also be written 

• Depositor signature is needed in the deposit slip 
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• Stale Cheque: 

If a Cheque is presented for payment after six months from the date appearing on the 

Cheque, it will be treated as "Stale". The drawee banker does not honor such an 

instrument unless revalidates by the drawer. 

For Instance, 

Date of issue of the Cheque: 

01.01.2008 

• Post Dated Cheque: 

Date of presentation: 

01.08.2008 

Stale 
Cheque 

If a Cheque is presented for payment bearing a future date it will be treated as a "post 

dated Cheque" and a bank will not pay such a Cheque. However, it can pay on the date 

appearing on the Cheque or thereafter but within six months. 

For Instance, 

Date of issue of the Cheque: 

05.08.2008 

• Order! Bearer Cheque: 

Date of presentation: 

01.08.2008 

Post Dated 
Cheque 

The paying banker is to identify the payee while paying in cash of an order Cheque over 

the counter. A bearer Cheque is payable to the bearer and the banker is discharged from 

liability by payment in due course to the bearer of the Cheque. 

• Crossing: 

A Cheque is said to be crossed when two transverse parallel lines with or without any 

words are drawn across its face. Usually a Cheque is crossed as "Account Payee". A 

crossing is a direction to the paying bank to pay the money through customers account. 

27 



Prime Bank limited: Evaluation of Customer Service Quality and ways of Improvement 

• Purpose of Crossing: 

Crossing is done for protection and security to the true owner, since payment of such a 

Cheque has to be through an account of the customer. Cheques are crossed in order to 

avoid losses arising from open Cheques falling into the hand of wrong persons. However, 

crossing of a Cheque does not affect its negotiability. 

• Cheque stop Payment: 

Sometimes account holder may in need to stop payment of hislher already issued Cheque. 

The reasons may be---

• Cheque is lost. 

• Account holder does not have sufficient amount in his account. . He has also 

gives another person a Cheque to withdraw money. He is also in need of 

payment of a Clearing Cheque. Then the account holder might make an 

application for stop payment of the third person Cheque. Thus the clearing 

Cheque will not be returned. This is because, when a clearing Cheque is 

returned, it might dampen account holder's reputation. Later on, the account 

holder can deposit money and tell the third person to withdraw money at any 

banking hour time. 

• Fund Block: 

Sometimes account holder may in need to block hislher account. This may happen when 

he provides few cashibearer Cheques to some others due to some obligations. Meanwhile 

he might have few important clearing Cheques. Then the account holder needs to block 

his Debit side while Credit side is still open. That means, deposits (Credit) can be done to 

hislher account whereas no withdraw of money (Debit) can be done. That is what known 

as fund block. 
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Telegra hie Transfer {TTl ...... : _ 

IT may be affected at the written request of any person and against value received from 

him. An application on our prescribed form duly signed by the purchaser should be 

obtained. If the application for issue of IT contain instruction to debit the account of the 

purchaser his signature should be verified. It is however, preferable to obtain a 

confirmatory Cheque from the customer. 

The Application form should be invariably checked on the following points: 

• That PBL has a branch in the place on which IT will be issued and the said 

branch has test arrangement with the issuing branch. 

• Full name of the payee and his account number, in case instructions are to 

credit his account or full address in case the instructions are to advise and pay 

are there. 

• The amount of IT Commission and Telegraphic charges should be received 

from the purchaser. The total amount may be paid in cash or tendered by a 

Cheque if he is customer of the branch. Sometimes, the customer may also 

desire to pay the amount of telegraphic transfer by a Cheque and commission 

and telegram charges by cash. 

• In case of amount tendered by Cheque, the drawer of the Cheque and the 

purchaser of IT should be the same person, which means the signature of the 

Cheque and on the application should tally. 

• Now a cost memo for the IT is to be prepared by the officer under his 

signature which contains the amount of IT commission & Telegram charges 

and is delivered to the purchaser. 

• The message has been correctly prepared by the officer concerned as to the 

amount, name of the beneficiary instructions regarding mode of payment and 

place of payment. 

• The test should be correctly prepared by the concerned officers. 
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telegraph office for telegram. The officer entrusted with the job should be 

prepared a telegram confirmation copy in duplication. Original should be sent 

to drawee branch & the copy should be fil led separately for office record. 

Payment of TT: 

The payment of IT should be made to the payee or beneficiary after being satisfied in all 

respects. The serial number of IT should be entered in the IT payable register and as well 

as IBCA responding should be done. In addition, the corresponding branch should be 

debited using the simple debit voucher by crediting the payee in the contra AlC. After 

that, posting is done by debiting the branch and crediting the payee's AlC with the IT 

amount. 

For Example, a IT has been arrived from Jessore Branch, favoring Warid Telecom, and 

then the debit voucher will be done as follows: 

Debit Voucher: 

IBCA : 11 45 

Prime Bank Limited Ale No: 

•.. Banani . ...... Branch I I I I I I I I I I I I 
Debit Head: PIG Jessore Date:27. 07. 08 

Particula rs Taka PS 

Amount is transferred to AIC: 31000011 40, 000 

Fvg: Warid Telecom 

IT: 41 

Message Conveyed Over Phone 

Total 40, 000 

In Words: Forty Thousand Taka Only 

Contra 

hasan I 13231000011 

I Prepared By Authorized Signature Authorized Signature 
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Demand Drafts DD)l.,;,,: ~ __ _ 

Commercial Bank in Bangladesh offers the facility of transferring funds from one place to 

another. Such transfer of funds can be affected either through IT or DD. The aforesaid 

method in case of outside Bangladesh is called Remittance. The advantage of this facility 

is the quick transfer of money with minimum cost and also the risk of physical 

transportation pf cash is eliminated. 

A Demand Draft is a written order on one branch upon another branch of the same bank, 

to pay a certain some of money to or to the order of a specified person. Drafts are not 

issued payable to bearer. In practice, drafts are not to be drawn between branches within 

the same city. 

Issue of Demand Drafts: 

• The customer is asked to complete fill-up in a form which is treated as an 

application as well as voucher. The application form should be checked 

carefully. 

• Commission charges are calculated. 

• The voucher is given to the customer to deposit the cash in the cash 

counter. 

• The cashier receives the cash and delivers the voucher to the appointed 

person to issue the draft. 

• A Draft number is taken from the DD block and then it is written in the 

voucher. 

• The DD number, payee's name, branch name are written 10 the DD 

payable register and also in the IBCA issue register. 

• The DD is prepared by using the DD block. After that, IBCA is prepared 

by using IBCA block. 

• Signature of the authorized person must be taken in the DD. 

• A test is sent to the drawee branch for drafts of TK 50,000 and over or as 

per the existing rule of the bank. 
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• On receipt an application from the purchaser of the draft regarding its loss 

and issue of duplicate one, the signature of the applicant is verified from 

the original application. 

• The drawee branch is informed of the loss of draft and requested to 

exercise caution by letter or telegram as desired by applicant. The telegram 

charges if incurred are recovered from him. 

• On receipt of confirmation from the drawee branch that the draft is still 

outstanding in their books and that caution is being exercised by them, a 

duplicate DD is issued to the purchaser after obtaining an Indemnity Bond. 

• The DD is issued marked duplicate is red ink, without altering the printed 

number and repeating the original number. 

• A note to this effect is made on the original form and the drafts Issue 

register. 

• Drawee branch is advised of issue of the duplicate draft. 

Cancellation of Demand Draft: 

The purchaser may request to cancel the draft purchased by him and ask for refund of 

money. For cancellation of a draft, the following points should be kept in mind. 

• On receipt of applicant along with the DD for its cancellation, the signature 

of the applicant is verified from the original application. 

• Before the DD is cancelled, it is ascertained that no duplicate draft has 

been issued. 

• If the date of issue of the draft is much earlier, consent of the payee in 

writing should be obtained. 

• The signatures of officers on the draft should be crossed but in no case 

tom, and the draft be marked cancelled. A note in respect of cancellation 

should be made in the draft issued register and on the application. 

• The cancelled draft should be attached to debit voucher along with the 

request letter of the purchaser. 

• The drawee branch must be advised about the cancellation of the draft. 
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Revalidation of DD: 

• A draft is like Cheque becomes stale after lapse of six months from the 

date of issue. The purchaser of the draft may approach the issuing branch 

to revalidate the draft to make it payable again. 

• The draft should be examined and there must be no alteration in the draft. 

• The purchaser must give a letter in writing requesting for the revalidation 

of the draft. Hislher signature should be duly verified by an officer. 

• All particulars of the draft should be compared from the draft issued 

register. Before the draft is revalidated of the particular draft be noted in 

the register. 

• A rubber stamp reading "Revalidation on .......... " Should be affixed on 

the draft under the signatures of two authorized official. 

• The drawee branch should be intimated about the revalidation of the draft. 

A note to this effect in the remarks column against the relative entry in the 

draft payable register should be made at the drawee branch. 

Payment of open draft: 

• When a DD is presented for cash payment, it should be examined that the 

draft is not crossed and it is drawn on that branch and it was not issued 

more than six months earlier. Information regarding about the DD lost, 

cancelled or duplicate issued are also examined. 

• The date, amount in figures and words and also signatures on the draft is 

checked. 

• Whether the draft is tested or not should be verified. 

• Payment date is noted in the register. 

• Draft with the register is sent to the officer in charge for cancellation and 

after cancellation the raft is sent to cash department for payment. 

Payment of crossed draft: Crossed DD cannot be paid in cash rather such DO should be 

credited to payees account. 
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Pay Order: 

A pay order is a written order, issued by a bank, to pay a certain sum of money to a 

specified person or a bank. It may be said to be a banker's Cheque as it is issued by a bank 

drawn upon and payable by itself. The person or the organization in whose favor it is 

issued is known as payee or beneficiary. 

Purpose of pay order: 

• The purpose pay order is to effect transfer of fund from one hand to 

another. Such transfer of fund should be for specific purpose only. When a 

bank intends to make payment on its own behalf or an individual desires to 

furnish a guarantee of payment by a bank on his account to some one else 

who does not accept his Cheque. 

• A pay order may be issued to affect payment on its own account by one 

bank to another bank, in settlement of Cheques returned after clearing 

house. 

• It may be issued to affect payment of its other dues like income tax, house 

rent, etc. 

Issue of Pay order: 

The applicant or purchaser of the pay order can pay cash or use Cheque to issue a pay 

order. The payee is known as beneficiary of the pay order. 

There are certain commissions on the amount of pay order which are as follows---

Amount of Pay Order Commission VAT Total Charge 
(In TK) (Comm+VAT) 

1-10000 IS 3 18 
10,00 1- 1,00,000 25 4 29 
1,00,00 1-5,00,000 50 8 58 
5,00,00 1-10,00,000 75 12 87 
More than 10,00,00 I 100 15 115 
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Prime Bank Limited 
The Branch Manager 
Prime Bank Limited Application for Payment Order Date: 
......... ..... Branch 

Dear Sir: 
I1we request you to issue Payment Order as mentioned below against the deposited amount 

by Cash/Cheque( ----date ----).Please debit my I I I I I I I I I I I I 
aJc# 

Applicant's Name: 

Full Address: Applicant's Signature: 

Phone No: 

Payment Order Particulars of the Beneficiary Taka Ps 
No: 

Total Amount: 

Amount (In words): 

Commission: TK . .. ..... . Acknowledged receipt of 
VAT : TK ........ . the above PO 

Signature of CO Cash Receiving Officer Officer Officer Applicant's Sign&Date 
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Cost Memo: 

Organization may need a cost memo issued by the bank to justify the commission and 

VAT paid in the bank for a particular Payment Order / DO / IT. In this case PBL provides 

a cost memo along with the PBL logo seal and signature of the issuer. 

Cost Memo Form: 

Prime Bank Limited 

...... . ......... Branch 

Cost Memo Date: 

Applicant's Name: ... .. ......... . .... .. ..... .. ..... .. . .... . .... . .... . ............. .. .... . . 

Beneficiary's Name: . . .. .. . . .... ... ..... . .. . .. .. . ... . ... ... ... ...... .. . .. .. . ...... . .. . .. . . 

T.TIDDlPay Order drawn on . .. ... ... .... .. ...... . . .. branch fo r TK ...... .. .... Only 

Charges: 

Exchange / Commission @ . ......... % TK ..... . .. . .. .. .... . ... . 

Cost of Telegraph / Telephone / Telex TK ....... . ... . .... . .. . . . 

VAT: @ ............ % on Commission TK ......... . .. . ... ... . . 

Total TK .... .. . .. .. .. .. .. .. 

Taka (In words): ......... .. ..... .......... ... . ...... ...... ... ...... .. . .. . .. ... ... ..... ... .. .. .. . 

From 
Prime Bank Limited Authorized Signature 
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To facilitate withdrawals and payments to third parties by the customer, PBL provides 

Cheque book to the customer. A Cheque book contains 10 leaves for Savings Account 

while it contains 10, 20 and 50 leaves for current account. PBL has the following method 

for segmenting different kinds of account-

Starting number Types of Account 

110 ...... Current Account 
210 ....... Savings Account 
310 ...... STD (Short Term Deposit) Account 
410 .. ... FDR 
640 ..... Double Benefit Scheme 
773 .... . Loan Account 

Issue of Cheque book: 

For a new account holder, a requisition slip is provided. It must be full filled by the 

account holder by writing hislher name, account number, address, and two signatures. 

Then signature is verified by an authorized person. In addition, whether the account 

holder has provided all the necessary documents or not is also checked in this process. 

Then, a new Cheque book is prepared which has the next Cheque leaves number 

corresponding to the previous Cheque leaves number. 

For example, 

The last savings Cheque book contains Cheque leaves no: 43735001- 43735010. Now the 

next Cheque book must be issued which contains Cheque leaves no:43735011-43735020. 

In the Cheque book issue register, the fo llowing things should be written

• Date of issue 

• Cheque leaves number 

• Name of the account holder 

• Account number 
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• Signature of the issuer 

• Signature of the Account holder / authorized person 

After that, the account number has to be put on in each of the Cheque leaves by using 

stamp pad. In the requisition slip, the account number, account holder' s name, signature 

of the issuer, date of issue and a PBL logo need to be attached. In addition, an initial need 

to be put on each of the Cheque leaves beside the account number. 

Each Cheque book contains a requisition slip which is used by the customer to obtain a 

new Cheque book in future. This requisition slip must be filled-up by the customer. One 

signature is needed in front of the requisition slip and another one is needed in the back of 

that requisition slip. The customer can also authorize a third person to receive the Cheque 

book on his behalf. In this case, the receiver's signature must be attested by the account 

holder in the back of the requisition slip. After the preparation of the Cheque book, the 

signature of the account holder / authorized person is taken in the Cheque book issue 

register and the Cheque book is then delivered to him. 

Lost Cheque book: 

Cheque book can be lost or might have been destroyed by rain or any other means. In that 

case, an application is needed for a new Cheque book. In the application, the lost Cheque 

book's leaves number need to be mentioned. In addition, the account holder must have to 

fulfill an indemnity bond and also need to pay 150 TK. Stop payment is done against the 

lost Cheque book serial. On receipt of the application, new Cheque book requisition (dully 

filled up) and indemnity bond, a new Cheque book is issued to the account holder. 
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Clearin House and its 0 erational Mechanism: 

Collection of Cheques, drafts on behalf of its customers is one of the basic functions of a 

commercial bank. The department, which performs these functions , is known as "Clearing 

Department". Clearing stands mutual settlement of claims made in between banks at an 

agreed time and place in respect of instruments drawn on each other. 

Types of Cheques collected by clearing department: 

(I) Transfer Cheque. 

(2) LBC (Local Bills for Collection) 

(3) OBC(Outward Bills for Collection) 

(4) Clearing Cheques 

(l)Transfer Cheque: 

Transfer Cheques are those Cheques which are collected and paid by the same branch. 

When a Cheque is presented in a branch which and the drawee branch are online then the 

posting is done immediately by using T24 software. The other cases are discussed below-

(A)Cheque Debit (When Account Holder Withdraw money from a branch where he 

does not have an account): 

Cheque debit is usually done when an account holder wants to withdraw money by using 

Cheque from a branch where he does not have an account. An account holder might have 

an account in PBL, Banani branch; however he might have wanted to withdraw money 

from PBL, Uttara branch for reasons like---

(I) Probably he went there, and he is in need of money for doing business. 
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(II) He has given a Cheque to a person who finds Uttara branch nearest for him to 

withdraw money. 

Process of Cheque Debit: 

An account holder of Banani Branch presents a Cheque In Uttara branch to 
Withdraw money 

As Uttara Branch is not Online, It cannot see the customer' s account balance by 
using T24 software. However, it can verify the signature by signature verification 
software. 

Uttara Branch will make a phone call to Banani Branch and will inform about the 
transaction, Cheque no, Cheque date, Account No, and Cheque Amount. In addition, 
if Uttara branch cannot find signature on the signature verification software, then it 
can request Banani branch to fax th signature card of the account holder. 

Banani Branch will check whether the customer has sufficient balance or not 

r If there is sufficient balance, Bana~i Branch will use IBCA issue register and will 
provide the next IBCA no as maintained under Uttara Branch. The IBCA will be 
sent to Uttara Branch later on 

Uttara Branch will make the payment to that customer 

Banani Branch will use a party debit voucher and will debit the account holder' s 
account and will credit the Uttara Branch by using Contra 

Posting will be done in the T24 software I 
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Party Debit Voucher (For Cheque Debit): 

IBCA: 1165 

Prime Bank Limited Ale No: 

.. . Banani . ..•••. Branch 132 12 11 101 210101 01 718171 21 
Debit Head: Md. Rafiqullslam Date:2 7. 07. 08 

Particulars Taka PS 

We have debited your account as under: 25, 000 

Chq No: 445244, Chq Dt: 27. 07. 08 

AlC: 21020007872, Fvg: Md. Rafiqullslam 

Message Debited over phone 

Total 25, 000 

In Words: Twenty Five Thousand Taka Only 

Contra 

hasan UUara 
Prepared By Authorized Sie:nature Authorized Sie:nature -

(B) Fund Transfer: (When Account Holder Deposited money to a branch where he 
does not have an account): 

An account holder of Banani Branch deposited cash in Dhanmondi branch 

~ 
Dhanmondi Branch is not online. It will make a phone call to Banani Branch and 
will inform about the transaction. In addition, it will also use lBCA issue register 
and will provide the next IBCA no as maintained under Banani Branch, Account No, 
and deposited Amount and also the beneficiary name 

+ 
Banani Branch will respond to that IBCA 

~ 
Banani Branch will use a simple debit voucher to debit the Dhanmondi branch 
account and will credit the account holder' s account by using Contra 

~ 
Posting will be done in the T24 software 
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Simple Debit Voucher (For Fund Transfer): 

1BCA: 1265 

Prime Bank Limited AlC No: 

... Banani ..... .. Branch I I II I I I I I I I I 
Debit Head: PIG Dhanmondi Date:30. 07. 08 

Particulars Taka PS 

Amount is transferred to AlC: 21010008585 55, 000 

Fvg: Asif Habib 

Message Conveyed Over Phone 

In Words: Fifty Five Thousand Taka Only 

Contra 

hasan 

Prepared By Authorized Signature 

(2) LBC (Local Bills for Collection): 

Total 55, 000 

21010008585 
Authorized Signature 

As the name stands, LBC is used for collecting the local bills. It is done within a clearing 

zone. That means, LBC Cheques are those which are collected and paid by two different 

branches of a bank in the same city. The main reason for issuing LBC is: Either or one of 

the branches is not online. 

Process of LBC: 

An account holder ofPBL, Banani Branch deposited a Cheque of Uttar a Branch 

1 
As Uttara Branch is not Online, Banani Branch will issue a LBC to Uttara Branch 

~ 
Uttara Branch will verify the signature, balance of the AlC holder and if it satisfies, 
it will Debit their account holder's account and issue an mCA to Banani Branch 

~ 
Banani Branch will credit the account to which the Cheque is deposited and debit 
Uttara Branch 
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Process of LBC (A Special Case): 

Sometimes, LBC need to be issued although both the branches are online. The common 

reasons are-

• Signature Discrepancies (No Specific Instruction) 

• SDR (Special Deposit Receipt) 

• Pay Order drawn from other branch within the clearing zone 

• Dividend 

An account holder of PBL, Banani Branch deposited a Cheque of Gulshan Branch 

1 
As PBL, Gulshan Branch is online; Banani Branch can check the Cheque issuer 
balance and specimen signature 

~ 
The Cheque contains two signatures whereas no specific instruction is provided in 
the specimen signature card 

~ 
Banani Branch will issue a LBC to Gulshan Branch 

I 

~ 
Gulshan Branch will verify the signature and if it matches, it will issue an IBCA to 
Banani Branch 

.1 

~ 
Banani Branch will credit the account to which the Cheque is deposited and debit 
Gulshan Branch 
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LBC Issue Form: 

Prime Bank Limited 
••• Banani ..... .. Branch . . ... . Dhaka .. •. •. •.. 

To 
The Manager 
Prime Bank Limited 
Gulshan Branch. Dhaka 

Dear Sires) 

Date: 06.08.08 

We enclose Cheques Idraftsrrravel-Cheques for collection as per instructions marked "X" 

Encl: 1 (One Cheque) Yours Faithfully 

Authorized Signature 
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(3) OBC (Outward Bills for Collection): 

OBe Cheques are those, which are collected and paid by two different branches of same 

or different bank situated in the outstation/outside of clearing zone. 

Purpose of OBe: 

• To collect amount from a Branch outside a clearing zone. 

• To collect amount from other Banks 

Process of OBe: 

An account holder of PBL, Banani bramch; deposited a Cheque of Sonali 
bank, Comilla branch 

PBL has a branch in Comilla; it will issue an OBC and send it to Comilla 
branch for collection of this Cheque 

PBL, Comilla branch will send the Cheque in Comilla clearing house and 
make the collection , 

And then PBL, Comilla branch will send an IBCA to PBL, Banani branch as 
to credit the account holder's ale 

45 



Prime Bank limited: Evaluation of Customer Service Quality and ways of Improvement 

Payment of OBC: 

PBL, Feni Branch receives a Cheque ofPBL, Banani Branch 

1 
Feni Branch will issue an OBC to Banani Branch 

~ 
Banani Branch will entry it into the !BC and !BCA issue register if the 
Cheque is satisfactory 

~ 
Thus Feni Branch will be credited and the account holder of Banani Branch 
will be debited 

In this process, OBC commission will be charged as follows-

Amount of OBC Commission VAT Postage Total Cbarge 
(In TK) (Comm 

+VAT+Postage) 
Up to 25,000 @ 0.20%, @ 15%of 20 

Min # 20TK Commission 
25,001- 1,00,000 @ 0.20%, @ 15%of 20 

Min #60TK Commission 
1,00,00 1-5,00,000 @0.15%, @ 15%of 20 

Min #200TK Commission 
More than 5,00,001 @O.IO%, @ 15%of 20 

Min # 6000 TK Commission 
Max # 3000 TK 
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(4) Clearing Cheques: 

When the payee and the drawer of a Cheque maintains accounts with different banks, the 

collecting bank can receive the amount of Cheques from the paying banker in any of the 

following ways----

• It can send its representative with the Cheque to each bank and collects 

cash. This procedure is time consuming as well as cumbersome and risky. 

• The bank can maintain an account with the paying banks; deposit Cheques 

with the drawee banks for credit to its account. This method avoids the risk 

of frequent transportation of currency. However, this process may result in 

lying up of considerable sums of money. 

• The most efficient method of collecting and paying such Cheques is that in 

which these Cheques are exchanged by the representatives of the various 

banks. They meet a fixed place at fixed hours, and make their settlements 

through controlling bank (Bangladesh Bank). The banks join in this 

process are called "member of Clearing House" and the fixed meeting 

place is called a "Clearing House". 

The Clearing House: 

The Clearing House is where inter-bank receivables and obligations are settled. 

Representatives of the member banks/ schedule banks meet together here for settlement of 

their respective banks receivables and payables. It sits on all working days. In our country, 

clearing houses are organized by the Bangladesh Bank (Central Bank of Bangladesh) at 

the different big cities. 
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Types of Clearing: • 
(1) Outward Clearing: 

When a particular branch receives instruments drawn on the other bank within the 

clearing zone and those instruments for collecting through the clearing arrangement is 

considered as outward clearing for that particular branch. 

Process of Outward Clearing: 

Receiving of instruments with the paying-in-slip 

~ 
Scrutiny of instruments, paying-in-slip & affixing receive for collection seal with 
signature 

~ 
Returning the carbon documents to the depositors 

~ 
Affixing special crossing, endorsement, & clearing seal on the back of instruments 

~ 
Making entry into outward register 

~ 
Separation of instruments from the paying-in-slip 

~ 
Classification of instruments first bank wise & then branch wise I • Making entry into "Nikash Ghar" software and then copying and pasting into T24 
software. Thus the amount will be shown as working balance in this software 

~ 
Printout total entries and making sure every instrument has been entered into 
software 

~ 
Sending instruments along with other documents to head office through messenger 

~ 
Head office will collect all instruments from every branch within clearing zone and 
will send those to clearing house supervised by Bangladesh Bank 
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(2) Inward Clearing: 

When a particular branch receives instruments which are drawn on themselves and sent by 

other member banks for collection is treated as Inward Clearing. 

Process of Inward Clearing: 

Receipt of the instrument from the messenger 

~ 
Scrutiny of the instruments & tallying the amount of the schedule & that of the 
instrument 

~ 
Making entry into the Inward Clearing Register 

~ 
Sending the instruments for posting 

~ 
Preparation of single credit voucher & IBCA of honored Cheques/ instruments 

~ 
Preparation of reason memo if any dishonor Cheques/instruments 

l 
Hand over the IBCA & dishonor instruments if any to messenger 

~ 
Filling up the schedules and statements in the respective files 
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Cheque Return: 

Receive returned instruments from clearing house and segregate them I 

Brand "all our clearing stamps cancelled" on all returned instruments 
I 

Dispatch returned instruments to respective customers 
I 

Prime Bank Limited 

................ Branch 

Cheque Return Memo 

Date: 

Draft(s) / Cheque(s) No ................... Dated ..................... for 

Tk ................................................ .is/are returned unpaid For reasons(s) as 

ticked CV) under serial No .......................... . 

I. Insufficient fund 

2. Amount in figure and words differs 

3. Cheque out of date / post dated 

4. Drawer's signature differs 

5. Payment stopped by drawer 

6. Crossed Cheque to be presented through a bank 

7. Payee's endorsement required 

8. Other specific reasons not mentioned above 

Authorized Officer 
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Banker-Customer relationshi 

Banker: 

Banker means a person! company/ organization who is conducting a banking business. 

The functions of a banker are so varied that it is difficult to provide a satisfactory 

definition of the term. 

"Banker means a person transacting the business of accepting; for the purpose of lending 

or investment; of deposit of money from the public; repayable on demand or otherwise 

and includes any post office savings bank" 

----- Negotiable Instrument Act (Sec# 3 (b), 1981) 

Customer: 

A person! a firm/ an organization! a society or any other separate legal entity who has an 

account in a bank in his own name and for whom a banker undertake to provide facilities, 

is considered to be a customer. 

General relationship between a banker and customer are given below---

• Debtor- Creditor relationship: 

The opening of an account with a bank and a banker's acceptance thereof involve a 

contractual relationship by implication. The depositor is only a creditor and the bank is 

liable to refund money when it is demanded. However, the deposited money is belonging 

to the bank and the bank is entitled to deal with it as it likes. 

• Trustee- Beneficiary relationship: 

In the case of securities and valuables deposited in a bank for safe custody, the position of 

the banker is that of a trustee, and it is liable to return them to the customer when 

demanded. Thus the customer acts as a beneficiary. 
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• Agent- Principal relationship: 

In the course of banking activities, a banker undertakes to perform many services for the 

customer such as-

• Buying and selling securities on hislher behalf 

• Collection of Cheques, dividends, bills or promissory note on customer 

behalf 

• Acting as a trustee, attorney, executor, correspondent or a representative of 

a customer 

In the performance of all these functions, the banker acts as an agent of the customer. 

• Advisor- Customer relationship: 

Bankers also advise customers on their investments in the shares and debentures of joint 

stock companies and other securities. In this case, banker acts as advisers to customers. 

• Bailor- Bailee relationship: 

The relationship between a customer and a banker in respect of the goods under pledge is 

that of a bailor and bailee. A banker is liable for any damage to the goods pledge (Pledge 

is the bailment of goods as security for payment of a debt or performance of a promise). 
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Researcli Methodology: J 

Research Design I Selection of Basic Research Methods 

Survey lnterview or Questionnaire 

Sampling: Sample Size: 50 

Selection of 
Sample 

-
- Samplir g Probabi lity sample 

-
Survey by Questionnaire 

- ~ Gather ng 
and Data 
Anal sis 

Data Processing and 
Analysis: Using SPSS 

-
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Research Design: 

Selection of basic method: A research design is a master plan that specifies the methods 

and procedures for collecting and analyzing the required information. There are four types 

of basic research methods. It is: 

• Survey questionnaire or interview 

• Experiment Laboratory or Field 

• Secondary data study 

• Observation 

Survey interview or questionnaire: The most common method of generating data is 

questionnaire. I have used questionnaire to collect the required information. 

Sampling: It involves any procedure using a small number of items or parts of the whole 

population to make conclusions regarding the whole popUlation. A sample is therefore a 

subset, or part of a larger population. There are several alternative ways of taking a 

sample; the major alternative sampling plans can be grouped into probability and non

probability techniques. I have used a sample size of fifty (SO). 

Data collection and Data analysis: From the fifty respondents I have collected the data. 

The raw data has to be transformed into meaningful information, for this reason I have 

used statistical software like SPSS. 
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Analysis of the Respondents Answers: 
Reputatioo Man I._eat EfIloieaoy 

Very Impartaat 

Very 
Avorace Imp<Jrtant 
lapcwtant 

Important 

Important Factor: A bank's reputation means a lot to its clients. As we can see from the 

above charts that 68% of the respondents' rate reputation as an important factor when they 

chose a bank to have an account. In addition, management of a bank also needs to be 

effective to run the bank well and ahead of that of the others. Thus management efficiency 

is also another important factor (66%) to the respondents. 

,,_bel' or Brmchee 

Not Important 

Important 

Important Factor: Number of branches and its locations are also an important factor to 

the respondents'. This is because there are lots of people living in different location of the 

country and as a result they are in need to have branches in suitable positions so that they 

can easily make transaction. 
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VIOrY 
Impcrtant 

Averace 
Impcrtant 

Impcrtant 

IatD..-t Rate 

LeSll I.lport .... t 

hDpoI"taot 

Very 
Important 

Very Important Factor: Now-a-days online facility is a must thing for any bank to have. 

Without online facility, banks are no longer been able to attract the clients. The 

respondents' rate online facility of PBL as a very important factor (50%). In addition, 

respondents' are also seek for higher interest rate as we can see according to 68% of the 

respondents' interest rate is a very important factor when they chose a bank to have an 

account. 

VIOrY 
Impcrtant 

Averace 
Impcrtant 

Emplopee Bellnior 

Impcrtant 

Important Factor: Only having the other necessary facility is not enough. Employee 

behavior is also an important (72%) factor according to the respondents' . Furthermore 

employees need to build personal relationship with the customers as we can see 76% of 

the respondents' rate personal relationship as an impottiifit ractor when they chOse a bank 

to have an account. 
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Trut: Baak Lbl 

Sixth 
Position 

DbUa Balik Lbl 

~COIId PositiOll Smh Potisima 

PositiOll Fifth 
PositiOll 

PositiOll 

Third 

PositiOll 

Analysis: According to the respondents' , Trust Bank Ltd is in the sixth position among 

the six banks. On the other hand, Dhaka Bank Ltd has been able to convince the clients to 

achieve the first position among these banks. 

BRAe Balik Lbl 

Sizth Potisioo 

Positioo 

third 
Positioo 

Positioo 

Third 
Positioo 

Prime Balik Lbl 

Positioo 

Analysis: SME banking has been a remarkable introduction by the BRAC Bank Ltd and 

with the help of this it stood at the third position among these banks. Whereas, though 

Prime Bank Ltd is in the composite rating-l according to CAMELS rating, it fails to 

achieve the first position among these banks. Instead Prime Bank Ltd is in the second 

position among these six private commercial banks . 
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Datllh B...,. BaDk Ltd 

Position 

Third 
Position 

EMtem Bak Ltd 

Fifth 
Position 

First Position 

Analysis: Dutch Bangia Bank Ltd has been able to impress the people especially the 

students, with the mass introduction of A TM facility. It has its ATM booths in the 

shopping malls, different locations within Dhaka City. Most of the respondents' are very 

happy about its ATM facility. However, the respondents' have rated it as in the fifth 

position among these banks. In addition, Eastern Bank Ltd is in the fifth position among 

these private commercial banks. 

Reputatioa Penoaal Relatiou8b.ip 

E...,.,Uent P ..... E...,.,Uellt 

Good 

Reputed Bank: Prime Bank Ltd has been able to develop good reputation among the 

customers mind which shows in their responses. 72% of the respondents give their 

opinion towards PBL as a good reputed bank. Sometimes, personal relationship that 

develops over time can be an important factor to do transaction over and over time. That 

is why PBL has put its focus on developing relationship with its customers as 58% of the 

respondents said PBL has maintained a good personal relationship with them. 
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IIm_OIB ___ 

~U.nt 

Good Location: Currently, PBL has sixty three (63) branches across Bangladesh and of 

them, 41 are online. With the help of these online branches, PBL is providing good 

customer service. 56% of the respondents think that PBL has good number of branches. 

However, 58% think that branches location is not good. In addition, 56% of the 

respondents think that PBL has average online facility. This is probably because all the 

branches are still not online which might cause some trouble for the customers. PBL 

needs to focus on this online facility issue. 
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Less Formalities is required: PBL tries to provide facility that can help the customers to 

do their transaction at ease. That is why it does not have many requirements for opening 

account. For savings account, customers need only an introducer, two passport size 

photographs, national ID card. However, customers need to maintain some more 

formalities for opening a current account. Thus customers can easily open a savings 

account here as we can see 44% of the respondents give their opinion as good bank in 

case of formalities required for opening account. 

'OI'IDIIIIties for Depo.itiq Cbeqae A","lAhiJity of Depoeit Slip/DepoGt BoolI: 

Dissatisfied Customers: Customers can easily deposit Cheques they have received from 

others. They can use either deposit slip or deposit book. In the deposit slip, customers 

need to mention their name, account number, Cheque number, and Cheque amount. So, 

there are not much of formalities for depositing a Cheque which reflects in the 48% of the 

respondents who rate PBL as a good bank for this case. However, 32% of the respondents 

said that they do not usually get deposit book when they need those badly. So there might 

be some problem with the supply of deposit book. 
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Dell .... .,.. o~ Par OnIer 

Exoel1eDt 

Excellent service provider: Some organizations do not accept Cheque instead they 

accept pay order as it is more secured and there is certainty that money can be received by 

presenting the pay order. This is because; sometimes Cheque issuer might not have 

enough balance in the account. For issuing a pay order, customers need to flll up a pay 

order form. PBL always try to provide pay order as early as possible as it values 

customers time. 36% of the respondents rate PBL as an excellent pay order service 

provider. In addition, customers can easily get a new Cheque book after presenting the 

requisition slip. It does not take much time for delivery of a new Cheque book. 38% of the 

respondents think that PBL is an excellent Cheque book service provider. 

SlAt .eat 

EaoUeat 

Pleased Customer: PBL does not take charge every time it provides statement to its 

customers like some other banks. It takes charges twice a year and that's all. Meanwhile, 

customers can take statements as much as they want. This really reflects in the 

respondents' response also as 46% of them have said that PBL is an excellent statement 

service proVider. They are woo pretty happy With the yearly chatge iihd dispatch service. 
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Customer Satisfied: If a customer deposited a Cheque of the same branch, it took only 5 

minutes to transfer fund. When they have deposited a Cheque of another branch, PBL 

issues LBC if the branch is within clearing zone. In addition, if the branch is outside 

clearing zone, PBL issues OBC to collect their clients' money as early as possible. Again, 

clearing house is there to collect other banks Cheque. 60% of the respondents' truly 

believe PBL is a good service provider in case of fund transfer. 

IatJe.-t: rate _ s.viap Aeoo_t ID.tle __ t ratIe OD FDR 

Good 

Interest rate need to be increased: PBL provides 6% interest rate on savings account. 

54% of the respondents are not happy with this savings rate. They think that PBL should 

try to increase it a little bit more. PBL is proving interest on FOR as 11.5% for 3-6 months 

and 12% for 1 year. Most of the respondents (60%) are not happy with the present FOR 

interest rate. They compare it with other private commercial banks that are proving much 

higher interest rate on FOR. 
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ATM Faaidq, 

Good Strategy: Now-a-days A TM facility has been a common service that customers 

want to be really good. Seeing the growing need of ATM facility, PBL has introduced its 

ATM booths in February, 2008. Currently it has JO ATM booths. 36% of the respondents 

think that PBL has a poor ATM facility. As it is still in its early days, PBL is unable to 

provide many A TM booths. However, PBL takes a good strategy as its ATM can work in 

Ducth Bangia Bank' s ATM booths. Meanwhile PBL is concentrating on building more 

ATMbooths. 

Good 

Concentration to improve environment should be looked-for: Banks need to develop a 

good environment where customers feel safe and comfort to do their transactions. Taking 

consideration that, PBL develops good environment and attractive interior designs for its 

branches as outlook means a lot. However, almost 50% of the respondents' think that PBL 

has average environment, sitting arrangement and interior design. As a result, PBL needs 

to take these factors seriously and should work on these to improve as early as possible. 
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Beha9ior 01 tile OB Employe II 

Good but improvement is desirable: The most important element of customer service 

department is the behavior of the employees. Unless and until OB employees behavior is 

friendly and humble, customers are no longer continue relationship with a bank. Thus 

PBL takes serious consideration about this factor and provides appropriate guidelines to 

follow by the OB employees. As we can see 44% of the respondents think that behavior of 

the OB employees are good. In contrary, 42% of the respondents rate this factor as an 

average which shows there are still certain scopes to improve. 

Good 
Avenace 

Excellent service kIioWlooge but motiViition is compUlsory: Only behaViiig 

appropriately with the customers is not enough. OB employees need to have proper 

service knowledge and also have to provide it quickiy. 44% of the respondents said that 

OB employees of PBL have good service knowledge, though 56% said that they cannot 

provide service quickly. So PBL needs to focus on these issues and should find ways to 

improve . 
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EfIlci_ey of Marll:etiq 

Improvement is considered necessary: Though it has been 13 years since its operation, 

PBL still is not able to create a good image among its customers. One of the reasons for 

this failure can be inefficiency of marketing. 24% of the respondents think that PBL has 

poor efficiency in marketing. Thus improvement is must now in case of efficiency in 

marketing. 

batroduciq Mule ia Sorl'01UUl Speaker Complaia Box 

Efficient use of complain box should be done: 62% of the respondents think that 

introducing soft music in surround speaker is a good idea. However, 66% of the 

respondents said that complain box would be an excellent idea to improve customer 

service quality. With the help of this management will be able to know about customers 

complains and can take necessary actions. Only having a complain box is not enough, 

management needs to be quick and effective in taking actions. 

6S 



,... 

,... 

,... 

Prime Bank limited: Enl\llltlon of C.momer ServIce QINIIIty .nd w.ys of Improvement • iCon SiUJ., •• e.t Iapro9Iq Liptiq .,... hItIat Lot 

Introducing parking lot would be a good idea: Few respondents said that sometimes 

the banks become so much crowded and do not have sufficient sitting arrangements that 

they have to stand up until their task is done. However, most of the respondents think that 

introducing more sitting arrangements, improving lighting system would be good idea. In 

addition, 28% of the respondents said that having a parking lot in each branch would be 

an excellent idea and PBL can try to implement this idea 

Sepaaate DeB for each Service Service Mel e writtea ia Eo.,. ... 
• wtII. ia Beapli allow ..ta 4Mk 

Averace 

This Idea would be helpful for many customers: Few branches of PBL do not have 

separate desk for each service. In addition, message is not written about the kind of 

service. 54% of the respondents think that having separate desk for each service would be 

a good idea In addition, 52% of the respondents said that service message written in 

English as well as in Bengali would be an excellent idea to improve service quality of 

PBL. 
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Good Idea: There must be improvement in marketing efficiency because without that 

customers will not be able to know much about the services PBL provides. In addition, 

there must be an association between marketing and customer service. 64% of the 

respondents gave their opinion that improvement in marketing efficiency would a good 

idea to improve customer service . 
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Concerning areas and ways to im rove: 

• Although PBL is currently in composite rating-! according to CAMELS rating, it 

has not been able to develop a good image in the minds of the customers. It reflects 

in the respondents answers as they have rated PBL as number two bank among the 

six private commercial banks. So, it shows that there is marketing problem. PBL can 

do some CSR (Corporate Social Responsibilities) to improve its image. For 

example, it can introduce scholarship facility for poor students who are unable to 

bear their further educational costs. 

• Many of the respondents complain about the availability of deposit slip / deposit 

book. They have said that most of the time they do not find whichever they need. It 

shows that there might be a problem in supply of deposit slip/deposit book. PBL 

should maintain continuous supply of deposit slip/ deposit book according to the 

need of the customers. 

• Bank employees should be more diplomatic for acquiring information from the 

customer while opening account. 

• GB employees need to be more patient for the misbehavior of customers. 

• A brochure can be developed from which customers will be able to know about 

some key services with how it performs those activities. 

• GB employees should consider personal life and professional life separately and act 

according to that. 

• In any kind of situation, proper behavior should be they motto m managmg 

customers appropriately. 

• All the tasks should be equally distributed to all employees. 

• PBL charges only twice a year and there are no charge for statement. This influences 

some customers to take statements though they do not need it. So. There should be 

some regulations in providing statements. Like, half yearly statements can be sent to 

the customers address. After that If any customer need three (3) months statements 

that can be given at free. However, statement of above three months should be 

charged and a policy regarding this should be put into practice. 
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• PBL need to introduce online facility throughout all of its branches as soon as 

• 

possible. This can increase efficiency in fund transfer and will save lots of customer 

time. 

Majority of the respondents are not happy about the current FDR rate of PBL. A 

more close consideration about the other banks FDR rate should be taken and FDR 

rate should be adjusted accordingly. This can bring lots of time deposits to this bank. 

• A TM facility has become an essential part of the services provided by a private 

commercial bank. PBL has introduced it recently and is providing few A TM booths. 

However, customers of this facility can also enjoy the A TM booths of Dutch Bangia 

Bank also. PBL should not continue this practice instead it should concentrate to 

construct its own A TM booths first throughout Dhaka city and then spread it to other 

major cities as soon as possible. 

• PBL should consider the outlook of other commercial banks and should try to 

improve of its own. In addition, interior design should be done a bit more carefully 

so that customers feel good about the environment. 

• Another complains has come up that GB employees do not provide the service 

promptly though they are able to do that. For that PBL has a complain box, but 

proper utilization is needed. Customers should make aware and encourage to drop 

complains in the box. For this, management should also need to make the 

appropriate action regarding these complains. 

• Service message can be written in Bengali as well as in English above each desk so 

that customers can easily understand where to go for any kind of service. 

• Some of the respondents said that GB employees are inefficient. Training should be 

provided to all the GB employees so that they are well aware of the software that 

they are using and other GB related issues. 

• The employees are given deposit target, which creates extra pressure on them for 

that reason they cannot freely provide customer service. They had to spend most of 

their time to marketing to fill up their target. If the bank can reduce the pressure then 

they will be able to provide good service. 
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• Recently, a road show has been done in PBL, Banani branch where marketing 

personnel went to different organizations and inform them about an offer. The offer 

was any person can open an account by depositing only 500 TK. Thus near about 

250 new accounts have been opened where most of the customers were student. The 

marketing personnel also told them that customers will have an A TM card within a 

week and without any further deposit. The actual scenario was totally different. 

Customers need to maintain balance at least ten thousand TK for that and A TM card 

issue needs at least 21 days. As a result, when customers, specially the students 

heard about it, they burst into anger and said that it is totally wrong. Many 

customers have closed their accounts. These unsatisfied customers can spread it to 

lots of others which might hamper the image of PBL. So, a proper consolidation is 

needed between marketing strategies and customer service. 
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Conclusion: 

Prime Bank Limited is a leading private commercial bank in the country with 

commendable operating performance directed by the mission to provide prompt and 

efficient service to clients. It is providing a wide range of commercial banking services. It 

has achieved success among its peer group within a short span of time with its 

professional and dedicated team of management having long experience, commendable 

knowledge and expertise in conversion with modem banking. Although Prime Bank 

Limited is yet to be fully automated, the bank has an adequate modem technology and 

efficient management to meet its present requirement and it is proceeding aggressively to 

enhance its technology level. With all its resources, the management of the bank firmly 

believes that the bank would be able to encounter problems that may arise at any levels. 

The management of the bank is maintaining an efficient portfolio in order to have a 

healthy growth and retain customer satisfaction . 
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A endix: 

Questionnaire 

I Name: 
Occupation: 

I Female ( ) / Male ( ) 
Age: 

( I) Please rate the following aspects according to your importance when you chose a 
Bank for having an account: (5-Very Important, 1- Not Important) 

Criteria Very Average Less Not 
Important Important Important Important Important 

(5) (4) (3) (2) (1) 

Reputation 
Branches Location 
Number of Branches 
Online Facility 
Personal relationship 
Interest Rate 
Employee Behavior 
Management Efficiency 

Have any other important reason(s) (please specify) ...... .............. . .......... . ... . . ... .. .. . 

(2) Rank these private commercial banks based on your perception: (1-6) 

Banks Rank 

Trust Bank 
Dhaka Bank 
BRAe Bank 
Prime Bank 
Dutch Bangia Bank 
Eastern Bank 
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(3) Please rate Pime Bank Ltd's service quality on the following criteria and put tick eJ) mark: 

Criteria Excellent Good Average Poor Very poor 
(5) (4) (3) (2) (1) 

Reputation 
Branches Location 
Number of Branches 
Online Facility 
Personal relationship 
Formalities reauired for ooening AlC 
Formalities For deoositing Cheaue 
Deliverv of Cheaue book 
Delivery of Pay Order 
Statement 
Disoatch 
Fund Transfer 
Interest rate on Savings AlC 
Interest rate on FOR 
Availabilitv of DeDosit slip/ deposit book 
Yearly Charge 
A TM Facility 
Sitting arrangement 
Overall Environment 
Interior Design 
Behavior of the GB employees 
Service Knowledge of the GB employees 
Efficiency of Marketing 

Quickness in oroviding service 

(4) How do you rate the following idea to improye oyerall seryice quality ofPBL? 

Criteria Excellent Good Average Poor Very poor 
(5) (4) (3) (2) (1) 

lntroducin!! music in surround speaker 
Complain Box 
More sit arran!!ement 
Improyin!! lighting system 
Separate desk for each service 
Service message written in English as 
well as in Bengali above each desk 
Imorovement in Marketing Efficiency 
Parkin!! Lot beside Bank 

Any other suggestion(s) to improve service quality (please specify) ...... . . ... . .... . . . .. . 
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SPSS output of the Respondents Feedback: 

Reputation 

Cumulative 
Freauencv Percent Valid Percent Percent 

Valid Average Important 4 8.0 8.0 8.0 
Important 34 68.0 68.0 76.0 
Very Important 12 24.0 24.0 100.0 
Total 50 100.0 100.0 

Branches Location 

Cumulative 
Freauencv Percent Valid Percent Percent 

Valid Average Important 14 28 .0 28.0 28.0 
Important 27 54.0 54 .0 82.0 
Very Important 9 18.0 18.0 100.0 
Total 50 100.0 100.0 

Number of Branches 

Cumulative 
Freauencv Percent Valid Percent Percent 

Valid Not Important 1 2.0 2.0 2.0 
Less Important 3 6.0 6.0 8.0 
Average Important 14 28.0 28.0 36.0 
Important 27 54.0 54.0 90.0 
Very Important 5 10.0 10.0 100.0 
Total 50 100.0 100.0 

Online Facility 

Cumulative 
Freauencv Percent Valid Percent Percent 

Valid Less Important 2 4.0 4 .0 4 .0 
Average Important 14 28.0 28.0 32.0 
Important 9 18.0 18.0 50 .0 
Very Important 25 50.0 50.0 100.0 
Total 50 100.0 100.0 

Personal Relationship 

Cumulative 
Freauency Percent Valid Percent Percent 

Valid Less Important 1 2.0 2.0 2.0 
Average Important 6 12.0 12.0 14.0 
Important 38 76.0 76.0 90.0 
Very Important 5 10.0 10.0 100.0 
Total 50 100.0 100.0 
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... Interest Rate 

Cumulative 
Frequency Percenl Valid Percent Percent 

Valid Less Important t 2.0 2.0 2.0 
Average Important 7 14.0 14.0 16.0 
Important 8 16.0 16.0 32.0 
Very Important 34 68 .0 68.0 100.0 
Total 50 100.0 100.0 

Employee Behavior 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average Important 4 8.0 8.0 8.0 
Important 36 72.0 72.0 80.0 
Very Important 10 20.0 20.0 100.0 
Total 50 100.0 100.0 

- Management Efficiency 

Cumulative 
Frequency Percent Val id Percent Percent 

Valid Average Important 9 18.0 18.0 18.0 
Important 33 66.0 66.0 84.0 
Very Important 8 16.0 16.0 100.0 
Total 50 100.0 100.0 

Dhaka Bank 

Cumulative 
Frequency Percent Valid Percent Percent 

.... Valid First Position 17 34.0 34.0 34 .0 
Second Position 3 6.0 6.0 40.0 
Third Position 13 26.0 26.0 66.0 
Fourth Position 7 14.0 14.0 80.0 
Fifth Position 9 18.0 18.0 98.0 
Sixth Position 1 2.0 2.0 100.0 

Total 50 100.0 100.0 
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BRAe Bank 

Cumulative 
FreQuencv Percent Valid Percent Percent 

Valid First Position 12 24.0 24 .0 24.0 
Second Position 20 40.0 40.0 64.0 
Third Position 11 22 .0 22 .0 86.0 
Fourth Position 6 12.0 12.0 98 .0 
Sixth Position 1 2.0 2.0 100.0 
Total 50 100.0 100.0 

Prime Bank 

Cumulative 
FreQuencv Percent Valid Percent Percent 

Valid First Position 13 26.0 26 .0 26 .0 
Second Position 18 36.0 36.0 62.0 
Third Position 13 26.0 26.0 88 .0 
Fourth Position 6 12.0 12.0 100.0 
Total 50 100.0 100.0 -

Dutch Bangia Bank 

Cumulative 
FreQuencv Percent Valid Percent Percent 

Val id First Position 6 12.0 12.0 12.0 
Second Position 5 10.0 10.0 22.0 
Third Position 5 10.0 10.0 32.0 
Fourth Position 19 38.0 38.0 70.0 ... Fifth Position 13 26 .0 26.0 96 .0 
Sixth Position 2 4 .0 4 .0 100.0 
Total 50 100.0 100.0 ... 

Eastern Bank 

... Cumulative 
Freouency Percent Valid Percent Percent 

Valid First Position 2 4 .0 4 .0 4.0 
Second Position 1 2.0 2.0 6 .0 
Third Position 4 8.0 8.0 14.0 
Fourth Position 10 20.0 20.0 34.0 
Fifth Position 20 40.0 40.0 74.0 - Sixth Position 13 26 .0 26.0 100.0 
Total 50 100.0 100.0 

-
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Reputation 

Cumulative 
Freauencv Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 10 20 .0 20.0 22.0 
Good 36 72.0 72 .0 94 .0 
Excellent 3 6.0 6.0 100.0 
Total 50 100.0 100.0 

Branches Location 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 29 58.0 58 .0 58 .0 
Good 18 36.0 36.0 94 .0 
Excellent 3 6.0 6.0 100.0 
Total 50 100.0 100.0 

Number of Branches 

Cumulative 
Freauencv Percent Valid Percent Percent 

Valid Average 17 34.0 34.0 34.0 
Good 28 56.0 56.0 90.0 
Excellent 5 10.0 10.0 100.0 

..., Total 50 100.0 100.0 

Online Facility 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 27 54.0 54.0 56 .0 
Good 9 18.0 18.0 74.0 
Excellent 12 24.0 24.0 98.0 
6.00 1 2.0 2.0 100.0 
Total 50 100.0 100.0 

Personal Relationship 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 18 36.0 36.0 38.0 
Good 29 58.0 58.0 96.0 
Excellent 2 4.0 4.0 100.0 
Total 50 100.0 100.0 

78 

-



... 

-

Prime Bank Limited: Evaluation of Customer Service Quality and ways of Improvement 

Fonmalities required for opening Account 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 21 42.0 42.0 44.0 
Good 22 44 .0 44.0 88.0 
Excellent 6 12.0 12.0 100.0 
Total SO 100.0 100.0 

Fonmalities for depositing Cheque 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 19 38.0 38.0 40.0 
Good 24 48.0 48.0 88.0 
Excellent 6 12.0 12.0 100.0 
Total SO 100.0 100.0 

Delivery of Cheque Book 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 20 40.0 40.0 40.0 
Good 11 22.0 22.0 62.0 
Excellent 19 38.0 38.0 100.0 
Total SO 100.0 100.0 

Delivery of Pay Order 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average IS 30.0 30.0 30.0 
Good 17 34.0 34.0 64 .0 
Excellent 18 36.0 36.0 100 .0 
Total SO 100.0 100.0 

Statement 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 11 22 .0 22.0 22.0 
Good 16 32.0 32.0 S4 .0 
Excellent 23 46.0 46.0 100.0 
Total SO 100.0 100.0 

• 

79 



Prime Bank Limited: Evaluation of Customer Service Quality and ways of Improvement 

Despatch 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 12 24.0 24.0 24.0 
Good 32 64.0 64.0 88.0 
Excellent 6 12.0 12.0 100.0 
Total 50 100.0 100.0 

Fund Transfer - Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 15 30.0 30.0 32.0 
Good 30 60.0 60.0 92.0 
Excellent 4 8.0 8.0 100.0 
Total 50 100.0 100.0 

Interest rate on Savings Account 

Cumulative 
FreQuency Percent Valid Percent Percent 

Valid Poor 4 8.0 8.0 8.0 
Average 27 54.0 54.0 62 .0 
Good 13 26 .0 26.0 88.0 

- Excellent 6 12.0 12.0 100.0 
Total 50 100.0 100.0 

Interest rate on FOR 

Cumulative 
FreQuency Percent Valid Percent Percent 

Valid Poor 5 10.0 10.0 10.0 
Average 31 62.0 62.0 72.0 
Good 10 20.0 20.0 92 .0 
Excellent 4 8.0 8.0 100.0 
Total 50 100.0 100.0 

Availability of Deposit slip/Deposit book 

Cumulative 
FreQuency Percent Valid Percent Percent 

Valid Poor 16 32.0 32.0 32.0 
Average 15 30.0 30.0 62 .0 
Good 13 26.0 26.0 88 .0 
Excellent 6 12.0 12.0 100.0 
Total 50 100.0 100.0 
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Yearly charge 

Cumulative 

,... Frequency Percent Valid Percent Percent 
Valid Average 17 34.0 34.0 34.0 

Good 16 32.0 32.0 66.0 
Excellent 17 34.0 34.0 100.0 
Total 50 100.0 100.0 

ATM facility 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Very Poor 1 2.0 2.0 2.0 
Poor 18 36.0 36.0 38.0 
Average 14 28.0 28.0 66.0 
Good 9 18.0 18.0 84.0 
Excellent 8 16.0 16.0 100.0 
Total 50 100.0 100.0 

,... 
Sitting Arrangement 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 2 4 .0 4 .0 4 .0 
Average 28 56.0 56.0 60.0 
Good 20 40.0 40.0 100.0 
Total 50 100.0 100.0 

Overall Environment 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 23 46.0 46.0 46.0 
Good 22 44.0 44.0 90.0 
Excellent 5 10.0 10.0 100.0 
Total 50 100.0 100.0 

Interior Design 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 5 10,0 10,0 10,0 

Average 24 48 ,0 48,0 58,0 

Good 19 38,0 38,0 96,0 
Excellent 2 4,0 4,0 100,0 
Total 50 100,0 100,0 
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... Behavior of the GB Employees 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 3 6.0 6.0 6.0 
Average 21 42.0 42.0 48.0 
Good 22 44 .0 44.0 92 .0 
Excellent 4 8.0 8.0 100 .0 
Total 50 100.0 100.0 

- Service Knowledge ofthe GB Employees 

Cumulative 
Frequency Percent Valid Percent Percenl 

Valid Average 23 46.0 46 .0 46 .0 
Good 22 44.0 44 .0 90.0 
Excellent 5 10.0 10.0 100.0 
Tolal 50 100.0 100.0 

... Efficiency of Marketing 

Cumulal ive 
Frequency Percenl Val id Percent Percent 

Valid Poor 12 24 .0 24 .0 24.0 
Average 15 30.0 30.0 54.0 
Good 18 36.0 36.0 90.0 
Excellent 4 8.0 8.0 98.0 
34.00 1 2.0 2.0 100.0 
Tolal 50 100. 0 100.0 ... 

Quickness in Providing Service 

Cumulative 
Frequency Percent Valid Percenl Percent 

Valid Average 28 56.0 56.0 56.0 
Good 19 38.0 38.0 94.0 
Excellent 3 6. 0 6.0 100.0 
Total 50 100.0 100.0 

- Introducing Music in Surround Speaker 

Cumulative - Frequency Percent Valid Percenl Percenl 
Valid Very Poor 2 4 .0 4.0 4 .0 

Poor 5 10.0 10.0 14.0 
Average 10 20.0 20.0 34.0 
Good 31 62.0 62.0 96.0 
Excellent 2 4.0 4.0 100.0 

- Total 50 100.0 100.0 

,... 
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.... Complain Box 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 5 10.0 10.0 10.0 
Good 12 24.0 24 .0 34.0 
Excellent 33 66 .0 66 .0 100.0 

.... Total 50 100.0 100.0 

More Sit Arrangement 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 .... 
Average 16 32.0 32.0 34.0 
Good 32 64 .0 64 .0 98 .0 
Excellent 1 2.0 2.0 100.0 
Total 50 100.0 100.0 

Improving Lighting System 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 1 2.0 2.0 2.0 
Average 25 50.0 50.0 52.0 
Good 18 36.0 36.0 88.0 

.... Excellent 6 12.0 12.0 100.0 
Total 50 100.0 100.0 

Separate Desk for each Service 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Very Poor 1 2.0 2.0 2.0 
Poor 1 2.0 2.0 4.0 
Average 13 26.0 26 .0 30.0 
Good 27 54.0 54 .0 84.0 
Excellent 8 16.0 16.0 100.0 
Total 50 100.0 100.0 

Service Message Written in English as well as in Bengali above each desk 

.... Cumulative 
Frequency Percent Valid Percent Percent 

Valid Poor 2 4 .0 4.0 4.0 
Average 9 18.0 18.0 22.0 
Good 13 26.0 26.0 48.0 
Excellent 26 52.0 52 .0 100.0 
Total 50 100.0 100.0 
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.... Improvement in Marketing Efficiency 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 8 16.0 16.0 16.0 
Good 32 64 .0 64.0 80.0 
Excellent 10 20.0 20.0 100.0 
Total 50 100.0 100.0 

Parking Lot beside Bank 

Cumulative 
Frequency Percent Valid Percent Percent 

Valid Average 15 30.0 30.0 30.0 .... 
Good 21 42. 0 42.0 72.0 
Excellent 14 28 .0 28.0 100.0 
Total 50 100.0 100.0 
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Overview of Prime Bank Limited 

• Established in 1995 

• Branch Network 
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u bank \vil h £I d iffere n (,e 

Deposit Schemes 
M onthly BrotOt Dtmit Sthrmr' 

o Benefi' of the sehanc 
a 0ep0si1of2S,000TK - 2S,OO,OOOTK 
o Duration: FIVe yean 
o Profil pald on monthly basiS 

Doubl, Btncri! Depoait Sc;hcmc' 

o Depositof2S,000TK - 2S, OO,OOOTK 
o Duration Six yetrs 
o Double amount of depos,I, II paid on ITIIIlunty 
o The scheme tarries free life insurance covetllgc faclln)' 

,~ Prime Bank Limited 
u bank '\Vilh a differen('(! 

Deposit Schemes 
LakhoDOti Dtposlt Scheme 

z' Prhne Bank Limit:ed 
a b ank wi,,, a differe n ce 

Critical Observations of GB 
o PlY Slip 
o Ch~uc. 

G Parties 10 I Cheque 

G Stale Cheque 

o CNqllf.'op Payment 
o Fund Block 

ID."-...... - I I c. ' f..-... I....----J'\~ . . ....!!._L.......V~ 

Deposit Schemes 
Prime Millionaire Scheme: 

1::~I=9 I: -- -.... - ,,_ .......... -
=-"'-

~ Priole Bank Limited 
II bunk w i lh a differ e n c e 

Deposit Schemes 
UIII'U Hllildinll ~tR.lllil S,bt!I!t' 

§t' 
I 

: 
~~~ 

I 
¥~ I-~ ~~~= I "3 ._. § 

.. _ . .. -. -.- .. ---
I ::: . - .. "-....., - ,,' ~<#" ... ., ...... ",..-.... ' ...... ' 

._ .... _ ....... -
"'- .~ . . .. ~ p~ . .. ~ . .. ~ --

r' Prime Bank Limited 
a bank Willi n differen c e 

Critical Observations of GB 

o Purpose orn 
a Charge IS appliClible 

o ~yment orTT 

a Prepan.uon oflBCA 
responding Ind Debit 
Voucher 

Ptmlnd DAn <POI-

a Purposeof OD 

a lssuanc;e of 00 
I) wuance of dupli cate 01) 

o CanuIl""01lof OD 
a Rev.hdahOl'1 of DO 

2 
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Prime Bank Limited 
u ban.k ""ith « diffe ren ce 

Critical Observations of GB 

PlY Order; 

o Purpose of Ploy Order 
o WIle of Pay order 

r-~ ___ ==c." .. ~ ... ==-Cr.,====C-TCo-,-~,= .. """"~oo 
(IoTlq 4C:-"'All 

o CostMemo 

_.,,,-....... , ...... , 
• 
• " 

" 

Clearing House and its Operational Mechanism" 

• 

... 

r e nee 

(A) CbeqR OQit (W1wa "eCOIInl HoU~ Witlrod raw m-,- (I"OIII • bl'lll(h 
",bert he d~ Dol hue an ucounl): 

r' Pri,me Bank Limited 
a bank wi,,, n diffe r pnce 

Clearing House and its Operational Mechanism ' 
(,PC 11..0£11 BjIII fo r C.lk£iiog)· 

Purpose or LBC 

PToeeu of LBC 

u..oa ....... _3-............... rIllllOl.(: _ ... il ......... 
iI ..... OoIoIIlIIirI<1DlIII ........ _ .... I_ ... mClllOa..,..;!_~ 

.......... f3fdi; .. _"-.cII .. ~io....-.." ... ....... 

If ' Prime Bank LLmited 
I"':; u bunk "Fi tit £I diffe r ence 

Critical Observations of GB 

Cheque 89th : 

o Purpo5e of Choque Book 
G mUG of Cheque book 
o Lost Chequo book 

-- ,,,... .. -,,. 0.-_ I'. __ 

z' Prime Bank Limited 
1I bank w ith a difference 

Clearing House and its Operational Mechanism' 

Trtp'rrr CMgY' 
(B) fM"" Tou'er; (When Accou.1! lIoki"r Deposited mon~ to • bl'llnch 

whe" he don ItOI have an ICCoullt): 

~.tu<IIlo"_ K __ •• _ .. I." __ _ 
.......... _ ... ...- .. _ ....... IIICA __ __ ....... _IICA .... ____ _ No. _____ .... _-,_ 

1Io .... ' ...... __ .. ...... 1IICA __ .. _._k' .... _ ...... _ .. __ _ ... __ ... _ ......... _"'_c_ 
-.. ..... ..... , .. 'D' .. -. 

z' Prim.e Bank Limited 
a hank WiTh (] differ e n ce 

Clearing House and its Operational Mechanism: 
LBC 0.1' Bill! (or CDllut jon) ' 

PToc:ttt ofLBC (A Special Cue): 

......... 0 .. __ ._._.1_ .. _'_ .. _ .. _ -----.... __ ._---.. _-,,-.. _._--
• ...... __ , .... . ~c .. _ . ..... 

_. ___ .... _ ... _d._ . .. __ .... CA .. _.-
._ .. I ___ .. .... ...... _ ...... C ....... . _ .... _ --
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,~ Prime Bank Limited 
(l ba n k wil h a difference 

Clearing House and its Ooeralional Mechanism" 
O BC (OMtward B;' " £or Colltt!!op)-

J>ul'JlO'eofOBC 
PfCM;eSS of DBC 

Aa ..... 1lOII IIoJd..-ofP&L. _ .. b...., .... _" Cboq12 " ' Sollll> 
-. C."';"_1Ido 

PIlL .... .....u..c.IIIIIIIIa." -'.I~""OIIC &nil _ ... ComUo 
_f>r .. lectIO".flhi,Cbeq<e 

Pm.. C .. mll. ~ __ .... _u.c,"",,,, ", Clllllila <a-.nc"'-_Il10_,,,,,. 
AS_PIIL. C~_."'I..." ... 1IlCA"P81., __ ~ •• 

"' ..... lbo...,.IIfI ... Idor' •• " 

Bank ,LiDlited 
CI with (J difference 

Clearing House and its Qperational Mechanism: 
g urin! Chrqun' 

o The Clcannl HO\ISe 

o TypelofClearina 
!! Out ... ..,;! Clean", 

I I Inward CIc.nn& 

rb\ Prime Bank Limited 
a hank wilh a differ"ncc 

Clearing House and its Operational Mechanism' 
aurin! Cht9U,.· 

RtaSOft5 (or C heque: Return : 

o Insufficient fund 
() ArnOWl! in figure and words differs 
9 Cheque oul of dale I post dated 
f) Drawer's signature differs 
;~ Payment slopped by drawer 

, b\ Prime Bank Limited 
u bllilk w ith II differenc'(! 

Clearing House and its Operational Mechanism' 

aBC (Outward Bills for Collection); 

Payment of OBC 

-.~. 
, - ,,,:": ... 

"O~ It:;. Cl~ , .... <-, , .. 
1!k' .1l --~- :'~I i1'=' 

_a.a"~ ... " !C"'.CA lNqQ d* 
~1I!Ia:!bJ .... 
lbffailnEl.'Id.etlMldlltcnl»lr ...... 
IG'tM. 

Prime Bank Limited 
lJ bunk wi til a difference 

Clearing House and its Ooerational Mechanism: 
Quring C begun ' 

Proces.s ofln ward Ctearinll _ ..... _---
=.::., ..... _ ... .. _ ... _ ., ..... _ ....... -

--_ .. ... -
_ •• , __ , .. _ .... c.o. .. _c __ 

-- "--~ _. _ _ a c ... ___ ,._ .. __ 

........... ,,_._ ... _ .. _-_ .. , 

rene 

Job Description (General Banking) 
.. mums of Cheque Book 
.. Despatch 

• Cheque roceive 
• M. i!lt'Jn,ng IDCA. FOR, and 

AJC opening regls!er book 
.. Fund Tr.nsfer 
.. Cheque Debn 
.. ATM Issue and ActlVllfion 

• Pay Order 
.. TI(Te1esr-ph,c Transfer) 
.. LOC, OOC mue 

.. 
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z" Prime Bank Limi1:ed 
1I b ank lv i l h a diffe r e n ce 

An.ly5i~ of the Respondents Answersj 

Faclor of Importance 

-~-
-
· . .. 

'1 lO G 
110 .aDO 

- ---... -- D •• .... - 11,0 
,~ ~ ~. 

•• •• , .. 
... 
•• 
~. .m. 

-., 
'00.0 

~ . .. 
•• -

z" Prime Bank Limi1:ed 
a b ulLk w i t h II d iffe r ence 

Analysill of the Respondents Answers: 

Factor of Importance ---- .n -:-
---• •• - • .. ... - .. .-,~ • ~ 

Service Quality of Prime Bank Limited 

----
--

-
--, 

•• .. 
~. 

". -, . , .. 
~ .. •• .. •• . - . .. 

~-

r e n ee 

, ., 

-

.. 

Z .. Prime Bank Limi1:ed 
u b unk l", il h a difference 

Analysis of the Respondents Answers: 

Faclor of Importance 

.-~ --.. B.' B.' B. - " •• •• A • ... - ... ... • •• 
,~ .. .•. '00.0 

---- . . ---

r" Prime Bank Limited 
u bunk 'wit h (I difference 

Analysis of the Resnondents Answers: 

Faclor of Importance 

-----,~ --
... ., ., · .. ., 

• ~, 

--

" • 

--. - .. .. 
• .. .. 
• •• •• • ~. c. 

---30.0 ,..0 
,..0 ,.JI 
.0.0 .0.0 

IOU >00,0 

.-~ - --B •• •• .. •• ~ , .. .. 
• ~ . ~. 

-
., 
~, 

--.. ., 

--•• •• 
~. 

~ -•• •• -
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P rime Bank L imited 
li bo n J.. w ith u d if fe r e n ce 

Analysis oflhe Respondents Answers: 

Service Quality of Prime Bank Limited --
- . .. - . '" - .. .. .. 

n n .. 
-- ~ - .~- -". • - " .. .. 

~ ". •• . .. 
'- • ~. .•. 

z' Prime Bank L imited 
tI bli nk with a d iffe r e n ce 

Analysis of the Respondents Answers: 

Service Quality of Prime Bank Limited 
.--. ................ - A_ .. ___ 

---- " •• .. .. - .. .. •• •• - ". ... d • 

'-
.. - --- .. .. - ~ 
.. .. .. .. 

'C.. .. _ 

z' Prime Bank L jmited 
a h ank l-v irh n diffe r p l1 ce 

Analysis of the Respondents Answen: 

Service Quality of Prime Bank Limited .. _--- _. -----

---
---,-

~ 

~ 
... .. 

.. .. 
d . 

.. ... .. 

z' Prime Bank L inUt ed 
u.. b u n k }-v Uh a d iffe r e n ce 

Analysis of the Respondents Answers: 

Service Quality of Prime Bank Limited . __ ... _- -_ ... _-
---
--

· · .. · · ,.." 

.. ... .. 
-"'--

... 
d. 

.. ... 

.. .. 

-
d ' 

z' Prbne Bank Lbnite d 
a.. bank, Iv ith a difj"eren c e 

Analysis of. he Respondents Answers: 

Service Quality of Prime Bank Lim ited -...,._ .. _-

z' Prime Bank Lbnited 
a. h a.nk w i t h n diffe r e n ce 

Analysis of the Respondents AnSWers: 

Service Quality or Prime Bank Limited 
._~_o._._ _ ..... -

---'- · • 
~ 

. 
•• .. •• .. -_ .. .... -
• • - • .. .. - · .. •• ,- • a. a . 

'= 
": I a • 

• > 
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z' Prime Bank Lhnited 
u bank lvi th a difference 

Analysis oflhe Remonduts Answers: 

Service Quality of Prime Bank Limited 

Concerning Areas And Ways To Improve 

C"'unip' AU .. ' 

o Low In_' rate on FOR and 
Savin,'. Aeeount 

o Ineffective use of Complain box 

• Laek of JeMee knowtedsc 
_I GO employees 

Wm '9 ImprgY" 

o Other banks FDR and Savina' s ac:oounl 
rail' ahoWd be taken into eonsideralion 
and these rates should be adjusled 
_din"y 

o More efficient use or eorn~in box 

D PJ<>pef lTIinina should be provided 10 die 
GB employees 

r' Prime Bank Limited 
u bank l v ilh a. diffe r e n c e 

Concerning Areas And Ways To Improve 

Cgnrrmin' Attll' 

o Matketina Problem 

o Non-Avail.b ili tyof r>eposit 
BookfSlip 

G ClIStOlTlefS are unaware about 
..... ious services 

o Mi$behavior of customers 

D Absence of Online facil ity 

throughout al l the bratKhes 

Wan ' 9 Impro", ' 

o CSR Activities 

o Steady supply of Deposit Boolu'Slip 

a A brochure can be developed 

D GO employees should be more 
patielll and also consider penonal 
li fe and professional life IIq)aIJlely 

D Introducing Online F..:i lity 
throughout . 1I the branches 

Prime Bank LiInited 
a. bonk WiL h lJ dif f e r e n c e 

THANK YOU 
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