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	1. Letter of Transmittal
Date:  17th
December 2023
K.A.M Rifat Hasan
Assistant Professor,
Department of Management Studies
Jagannath University
Subject: Submission of Internship Report.
Dear Sir,
With due respect, I would like to state that I am Shuvo Dey, Id- B180202130, 14th Batch, Session-
2018-19, Department of Management Studies, Jagannath University. I have the pleasure to
submit the Internship report on “Customers’ Perception towards General Banking Activities
of Prime Bank PLC” which has been done at Prime Bank PLC, Patuatuly Branch. This report
was done in 90 days internship program. I have concentrated my best effort to achieve the objective
of the report. The practical knowledge and experience gathered during the report preparation will
immeasurably help in my future professional life.
Hope that, this report will meet the academic requirements. I will be obliged if you kindly approve
this report considering the lacking of the report.
Yours Sincerely,
………………..
Shuvo Dey
ID: B-180202130
Session: 2018-19
MGT- 14th
Batch
BBA Program
Department of Management Studies
Jagannath University
Dhaka- 1100
 


	2. Approval Certificate
This is  to attest that an internship report on “Customers’ Perception towards General Banking
Activities of Prime Bank PLC, Patuatuly Branch” for incomplete achievement of the degree of
BBA major in Management Studies from the Jagannath University was performed by Shuvo Dey,
ID: B-180202130, 14thBatch, Session-2018-19, Department of Management Studies,
Jagannath University under my supervision. Under my guidance and supervision this report was
being performed properly.
I have noticed that the report is prepared with personal effort. I wish the internship program will
be helpful for his professional career. I wish his satisfactory success in future.
...................................
K.A.M. Rifat Hasan
Assistant Professor
Department of Management Studies
Jagannath University
 


	3. Letter of Student’s  Declaration
It is stated I, Shuvo Dey, ID: B-180202130, 14th Batch, Session-2018-19, Department of
Management Studies, Jagannath University am a regular student. This is declared that the
internship report on “Customers’ Perception towards General Banking Activities of Prime
Bank PLC, Patuatuly Branch” has been authentically prepared by me. This report is prepared
only for the internship program, not for other purposes. I also state that the report is prepared with
personal effort and without any kind of copying from other sources.
Hope that this report is worthy enough to satisfy the partial demand of BBA program. I believe
that this internship program will also be effective in my professional life.
Sincerely,
……………………..…
Shuvo Dey
ID: B-180202130
Session: 2018-19
MGT- 14th
Batch
BBA Program
Department of Management Studies
Jagannath University
Dhaka- 1100
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	5. Executive Summary
customers’ perception  towards general banking activities refers to how individuals view the
various services and operations provided by a bank. The main objectives of my internship journey
were to gain practical exposure to “Customers’ Perception towards General Banking Activities
of Prime Bank PLC, Patuatuly Branch.”
To prepare the report both primary and secondary data were used. A total 40 customers’ of
patuatuly branch were surveyed contain 10 questions questionnaire and the study found that most
of the customers’ (75%) were satisfied about the Front Desk Service and Communication with the
customers. On the other hand (53%) customers’ complaint about the process of internet banking
and also lack of ATM Booth (60%).
The study draws the conclusion by providing some positive and negative findings and also some
recommendations for Prime Bank PLC, Patuatuly Branch.
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	8. Chapter 1: Introduction
  


	9. Banks play a  crucial role in economic development. For an economy money is one of the most
important and essential elements which can be compared with blood of our body when financial
institution like bank act as an artery system of the economy. Banking system occupies an important
place in a nation’s economy because of its intermediary role; it ensured allocation and keeps up
the momentum of economic activities. Bangladesh economy has been experiencing a rapid growth
since the 90‟s. Urbanization and lifestyle changes concurrent with the economic development
created demand for banking products and services. From the beginning to today bank is playing
an important role in our economy. For the local community, banks provide access to funding and
financial services to both local business and citizens, as well as the money banks invest back into
the community through employee payroll, business investments, and taxes. First of all, banks cater
the need of society by mopping up deposits as different forms like savings, MSS, FD, SND and
many other options at reasonable rates. Also, bank provide credit facility to high end investors for
big projects in the industrial, infrastructure and service sectors. Also, SME sector get credit facility
from financial institutions to establish new business as well as for expanding their existing
business. It means financial institution acts like an intermediary who receive money from surplus
unit and deliver that money to the deficit unit. So, it is proved that without financial institutions
many students could not obtain proper education, many families could not buy their own house to
live, industry could not grow up and government could not provide public services to mass people.
The modern central bank is an institution responsible not only for the maintenance of economic
stability; it also performs a variety of developmental and promotional functions of a country’s
economy. Bangladesh pursues a liberal market economy. Bangladesh Bank is the Central Bank of
Bangladesh and the chief regulatory authority in the sector, which is responsible for promoting
healthy growth and development of the banking system. So, without any doubt we can say that
from very first emergence and inception of modern civilization, bank plays a pivotal role in case
of overall financial and socioeconomic development of any modern country.
Prime Bank PLC is a fully licensed commercial bank incorporated on 1995 as a public limited
company under the Companies Act 1994, which is sponsored by reputed personalities in the field
of trade and commerce.
--------------------**--------------------
 


	10. Chapter 2: Organization  Profile
 


	11. 2.1 Background of  Prime Bank PLC:
In the backdrop of economic liberalization and financial sector reforms, a group of highly
successful local entrepreneurs conceived an idea of floating a commercial bank with different
outlook. For them, it was competence, excellence and consistent delivery of reliable service with
superior value products. Accordingly, Prime Bank 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 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.
Prime Bank has already made significant progress within the very short period of its existence.
The bank has rated as a top-class bank in the country through internationally accepted CAMELS
rating. The bank has already occupied an enviable position among its competitors after achieving
success in its business operations.
Prime Bank 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 state to software.
Prime Bank, since its beginning has attached more importance in technology integration. In order
to retain competitive edge, investment in technology is always a top agenda and under constant
focus. Keeping the network within a reasonable limit, the banks’ strategy is to serve the customers
through capacity building across multi delivery channels. The past performance gives an indication
of their strength. They help customers to adobe the changes in a short period of time and enable
them to compete more effectively in the market they operate.
 


	12. 2.2 Mission Statement:
Mission  Statement of Prime Bank PLC is-
“To build Prime Bank PLC into an efficient, market-driven, customer focused institution with
good corporate governance structure.”
“Continuous improvement of our business policies, procedure and efficiency through integration
of technology at all levels.”
2.3 Vision Statement:
A vision statement identifies what the company would like to achieve or accomplish for the
midterm or long-term future. Each and every organization has a vision and mission based on that
they are conducting their business to reach the desire position and contribute their level best to
reach the ultimate destination. Prime Bank Ltd has also a vision which states that-
“To be the best Private Commercial Bank in Bangladesh in terms of efficiency, capital adequacy,
asset quality, sound management and profitability having strong liquidity.”
2.4 Corporate Philosophy:
For our customers
• To provide the most courteous and efficient service in every aspect of its business. To be
innovative in the development of new banking products and services.
For our Employees
• By promoting their well-being through attractive remuneration and fringe benefits.
• By promoting good staff morale through proper staff training and development, and provision of
opportunities for career development.
For our Shareholders
• By forging ahead and consolidating its position as a stable and progressive financial institution.
• By generating profits and fair return on their investment.
 


	13. For our community
•  By assuming our role as a socially responsible corporate citizen in a tangible manner by adhering
closely to national policies and objectives thereby contributing towards the progress of the nation.
• By upholding ethical values and best practices.
• Constantly seeking to improve performance by aligning our goals with stakeholders’
expectations because we value them.
• To provide the most courteous and efficient service in every aspect of its business.
• To be innovative in the development of new banking products and services.
 


	14. 2.5 Organization Chart  of Prime Bank PLC:
Figure 1: Organizational Chart of Prime Bank PLC
 


	15. 2.6 Organogram of  Prime Bank PLC:
Figure 2: Organogram of Prime Bank PLC
 


	16. 2.7 Location and  Number of Branches:
Head Office Prime Tower (6th
Floor), Plot
No.35&08, Airport Road Nikunja
Industry Banking & Financial Services
Year of Incorporation 1995
Legal Status Public Limited Company
Listing Information Dhaka & Chittagong Stock Exchange
Network Size 146 Branches
Figure 3: Location and Number of Branches of Prime Bank PLC
 


	17. 2.8 Financial Products  and Services of Prime Bank PLC:
Prime Bank has always been the diversified bank in Bangladesh. It has introduced different
departments for the need of the customers. Their number of products and services are increasing
12 day by day. From time to time they have developed their facilities of retail banking and
corporate banking. Their products and services are as follows: -
--------------------**--------------------
--------------------**--------------------
Retail
Banking
Corporate
Banking
Islamic
Banking
SME
Banking
NRB
Banking
Offshore
Banking
Treasury
 


	18. Chapter 3: General  Banking
 


	19. 3.1 Account Opening  Section:
General banking is the starting point of all the banking operations. It is the department, which
provides day-to-day services to the customers. The main Functions of General banking
department are in the following:
Figure 4: General Banking Activities of Prime Bank PLC
Steps to Open an Account
Step1: Bank provides account opening form to the prospective customer or applicant.
Step 2: Applicant fills up the form.
Step 3: Applicant submits the form duly signed by an introducer along with 2 passport size
photographs signed by the introducer and a passport sized photograph of the nominee. The
introducer must have an account at any branch of Prime Bank Ltd. for at least three months
and the nominee has to be someone amongst the accountholder’s family member(s) or relative.
Step 4: The authorized officer scrutinizes the application form.
Step 5: If the requirements are met and the customer brings the necessary documents, the
account will be opened.
Step 6: The initial amount must be deposited by a deposit slip.
Step 7: The customer places a checkbook requisition through filling up the requisition form.
Step 8: Bank preserves the specimen signature card.
Step 9: The address and NID are verified.
Step 10: Account is opened.
Account
Opening
Remitt
ance
Clear
ing
Cash
 


	20. Closing of an  Account
An account holder can close his/her account any time he wants in order to terminate banker
customer relationship. He must make an application mentioning his intention to close his/her
accounts and he/she must also deposit the unused leaves of the cheque book. For the following
reasons usually, an account gets closed:
• Notice given the customer himself.
• Death of customer.
• Customer insanity or insolvency.
• Order of the court / Injunction of the court.
• Garnishee Order
Cheque Books Issue and Delivery
After opening the account, customers might need the cheque book for further transactions.
There are some steps which had to be followed by both the banker and customer to receive the
cheque book.
✓ Issue of Cheque Books:
➢ Customers need to fill up the requisition slip properly provided with the account opening
form.
➢ Bankers must verify the signature with the attached signature of the signature card.
➢ Then bankers must post the requisition information in software.
➢ After that the senior person authorizes the requisition.
✓ Delivery of Cheque Books:
➢ It is bank’s responsibility to let the customer know about receiving the cheque book.
➢ After getting informed the customer reaches the bank and gives signature on the
register paper.
➢ Officers verify the sign and issue the cheque book by putting the information of series
number, date and page number into software.
➢ Customer receives the cheque book.
✓ Issue and Delivery of Debit Card:
Customers may apply for debit card by filling up the card requisition form provided along with
the account opening form. To fill up the form the customer must give details information like
contact address, account name, account number and one passport size photograph. Once he
submits the form the bankers give the requisition for the card.
 


	21. It takes seven  working days to reach the card to the branch from head office. Bankers inform the
customer to receive his debit card. The customer needs to come by himself in the office to receive
the card and after twenty-four hours he can use it to withdraw money from any booth.
Types of Accounts
Mainly there are two types of accounts in Prime Bank PLC:
1. Personal Account
2. Non-Personal Account
Figure 4: Types of Account in Prime Bank PLC
 


	22. Personal Account
Personal Account  is created for:
• Consumers &
• Staffs
Non-Personal Account:
Non-personal account is created for:
• Proprietorship Firm
• Partnership Firm
• NGO/Club/Society/School/College
• Limited Company (Private & Public)
• Trust
Deposit Accounts
For both personal and non-personal, Prime Bank PLC, Patuatuly branch offers different types of
Deposit Accounts including the following:
1. Savings Account
2. Current Account
3. Special Notice Deposit (SND)
4. Fixed Deposit Receipt (FDR)
5. Deposit Schemes
6. Others
1. Savings Account: Savings account is an interest-bearing deposit account for individual
customers. This account has been designed and developed for savers who want to save their
income. Any customer with an age of 18 years or above can open this account. The initial deposit
sum is of BDT 500 tk. And the interest rate is 3% on any amount.
Savings account has two special features: I) Nira Account and ii) My First Account.
Amongst them the prior one is launched especially for women and the latter is opened for the
students that are below 18.
2. Current Account: Current Account is a non-interest-bearing taka account for individual
customers. Any Bangladeshi national with an age of 18 years or above can open this Account.
Prime Bank PLC offers customers current deposit facility for day-to-day business transaction
without any restriction. Generally, it is opened by any individual or two or more persons jointly
 


	23. for purposes like  Sole Proprietorship, Partnership Firms, Limited Companies (Both Public and
Private), Societies / Clubs / Associations / Local Bodies Banks etc.
3. Special Noticed Deposit (SND): This account offers interest on customer's special notice
deposit account and gives facility to withdraw money any time. Account maintenance fee is
maximum of BDT 600/- taka. And closing fee is maximum of BDT 300/- taka.
4. Fixed Deposit Receipt (FDR): Through this account a customer can deposit a fixed
amount of money for a fixed period of time ranging from one month to three years or above with
interest under a specific term plan for time to time.
5. Deposit Schemes: Through deposit schemes Prime Bank PLC offers the customers to
deposit money cumulatively for a certain period of time until maturity occurs; and customers get
lump sum amount after maturity period depending on the size of the monthly deposited amount.
The Available deposit Schemes at Prime Bank PLC are given below:
1. Double Benefit Deposit Scheme (DBDS)
2. Monthly Benefit Deposit Scheme (General and Senior Citizen)
3. House Building Deposit Scheme
4. Lakhopati Deposit Scheme
5. LaksmaPuron Deposit Scheme (General and Senior) 6. Account 150%
7. Brighter Tomorrow Deposit Scheme
8. Nobagoto Deposit Scheme
6. Other Services: Consistent with the modern edge and competing in the competitive
market, The Prime Bank PLC has introduced some innovative banking services that are
remarkable in a country like Bangladesh. Some of the examples of various services offered by
the bank are as follows:
1. Online Banking
2. Swift Service
3. SMS Banking
4. Islamic Banking
5. Credit Card
6. Debit Card
 


	24. 3.2 Remittance Section:
Remittance  is the process of making payment from a buyer to a distant seller via wire, mail or
online transfer. Through remittance banks are making the payment process easier for any buyer.
They can easily give payment to their seller through remittance processing.
In Prime Bank PLC Patuatuly branch they offer three types of remittance.
• Payment Order
• Demand Draft
• TT (Telegraphic Transfer)
✓ Pay Order
Payment order is a financial instrument issued by a bank on behalf of customer stating an order of
payment to the payee within same city. Pay order is not applicable for the parties from different
city. It only works within the same city. By the pay order the bank promises to pay the amount to
the third party as specified because, it is a non-negotiable instrument (Parimi, 2014).
Pay Order Issue:
➢ Customer is supplied with the PO form.
➢ Customer fills up the form and gives back to the office.
➢ In the meantime, customers need to deposit money in cash department by cheque.
➢ The assigned officer then issues the pay order by the specific blocks also write the PO
number on the PO blocks.
➢ Due authorizers sign the block.
➢ And at last customer is provided with the block after signing on the back of the banks
part.
✓ Demand Draft
Demand draft is the instrument by which one party (drawer) instructs another party (drawee) to
pay the specified amount of money to the third party (payee). Demand draft may be applicable
form a same bank but in different branches as well. It is a negotiable instrument (Parimi, 2014).
Demand Draft Issue:
• Once the customer gets the DD form, he/she fills it up with specific information
such as the name of the drawer along with signature and address, name of the
drawee and his branch, amount to be paid and name of the payee.
• After filling up the form customer needs to pay the amount by depositing money
or also can transfer from his account.
 


	25. • At this  step the forms need to be submitted to the assigned officer and the officer
after signing and checking everything issues the DD form on a specific block. The
block has two parts, one for bank another for customer.
• After inputting all the information bank issues, a confirmation slips of DD form
addressing the drawee address. The customer gets his part of the block. Later on,
the bank mails the DD block slip to the drawee address.
✓ TT (Telegraphic Transfer)
Telegraphic transfer is usually a method of transferring funds; it is usually utilized
for overseas wire transaction. Telegraphic transfer is also known as telex transfer
(About Prime Bank PLC).
TT Issue:
• Customers at first have to fill up the TT form with depositing money in the cash
department in cash or by cheque.
• After receiving the TT form the responsible officer issues a cost memo and checks
the payment seal on the TT form. He then signs it and gives back to the customer.
• When the TT confirmation slip is issued the entry is given in the issue register of
the bank and authorizers authorize the slip.
• The confirmation slip is sent by post. And instantly the officer forwards the
message to the drawee branch mentioning the amount, name of the payee, a test
number, date, seal and name of the issuing branch.
3.3 Clearing:
The main responsibility of clearing section is to ensure the safety and security of the financial
instruments like- DD (Demand Draft), PO (Pay Order), Cheque etc. on behalf of the customers
through Bangladesh Bank, Outside Bank Clearing (OBC), Inter Branch Clearing (IBC).
Types of Clearing:
I. Outward Clearing
II. Inward Clearing
✓ Outward Clearing
Outward clearing means the cheques are sent for collection. When any particular branch receives
cheque from the customer drawn on other banks, through clearing zone, it is called outward
clearing. In other word outward clearing is for other banks or branches, when any particular branch
receives cheque, they have to send it to other bank for payment (Parimi, 2014).
 


	26. ✓ Inward Clearing
Inward  clearing is the cheque which is drawn by the branch/bank customer on their own
account in favor of other parties. Inward clearing is for the branch itself. When any bank
receives inward clearing cheque, they have to debit their customers account (Parimi, 2014).
3.4 Cash:
Cash section is the most sensitive section of a bank. Cash is the liquid asset therefore; its care is
taken very carefully. As an intern, I was not authorized to work in this section because of its
sensitivity. The cash section starts their transaction at the early morning through the cash from the
vault. But being the nearby department, I could know their all procedure. All cash receipt and
payments are made through this department.
The cash section officers need to be present in the office at the very first hour. They cannot be late
as the customers come for withdrawing money or depositing money at the very first hour. The
section starts their operation by taking money from the vault. Vault is the most secured place of a
bank. All the money is kept in the vault. The vault has two set of keys. One is kept with the cash
in charge and another is kept with branch in charge. When the officers take the money from the
vault to start their operation, they write the amount in the cash register as opening balance. All the
transactions are made by this department the whole day. After all the transactions the remaining
money is put back on the vault as closing balance.
--------------------**--------------------
 


	27. Chapter 4: Job  Responsibilities as an Intern of
Prime Bank PLC
 


	28. 4.1 Nature of  the Job:
I joined Prime Bank PLC on 15th October, 2023. After my joining as an intern in Prime Bank
Patuatuly branch, the manager operation MD. Monir Hossain Matabber sir advised me to work
in the general banking department. As this is the most primary section of a bank. Any customer
banker relationship starts from this department. As advised, I started the day with account opening
form. I was instructed to read the full instruction written on the account opening form and get
introduced with that properly. There are many more activities of a general banking department. I
was introduced with some of the activities. But it was not possible for me to know every activity
of the department in the short period of internship program.
Work Related Activities:
➢ Opening Account and Account related activities.
➢ Issuing cheque Book, delivering cheque book.
➢ Issuing debit card, delivering debit card.
➢ Issuing the Dormant Letters.
➢ Clearing Cheques.
➢ Receiving the Incoming Documents.
➢ Collecting the voucher and calculating it Daily Basis.
4.2 Opening Account and Account Related Activities:
Prime Bank Patuatuly branch is a big branch with above fifteen employees. There I saw many
customers who come for opening account. There are many personal account holders besides
current account holders. My responsibility was to delivering the account opening form to the
respective customer and delivering all the information needed to fill up the form. Once the
customer fills up the form and returns it to me, I was instructed to check the form properly is there
any information missing or not. I also had to check all the necessary documents related with
account opening form which was must for customers to submit.
For savings account I had to check the following instruments-
➢ Account opening balance of BDT 500.
➢ Passport Size Photograph of Depositor & Nominee duly attested by Depositor.
➢ NID/Passport/Birth Registration Certificate, E-TIN Certificate & Tax Return (if
applicable) of Account holder.
➢ NID/Passport/Birth Registration Certificate of Nominee.
➢ Income proof document of account holder/beneficiary owner.
➢ Utility bill copy of present residential address (not more than 02 months old)
 


	29. For current account  the following instruments are necessary-
➢ Account opening balance of BDT 1,000.
➢ Passport Size Photograph of Depositor & Nominee duly attested by Depositor.
➢ NID/Passport/Birth Registration Certificate, E-TIN Certificate (if applicable) of
Depositor & Nominee.
➢ Income proof document of account holder/legal guardian.
➢ Utility bill copy of present residential address (not more than 02 months old)
After checking all the necessary documents, I was used to provide the form to the respective
account opening officer and she opened the account. She gives the deposit slip to the customer and
tells him to deposit the specific amount he wants to deposit initially. And after that the account
opening procedure is done.
4.3 Issuing and Delivering Debit Card:
Customers need to fill the card requisition form along with the account opening form if he/she
wants to take debit card facility. I was deeply engaged with debit card related activities. What I
had to do were-
➢ Check the application form accurately.
➢ Check the passport size photograph attested with it.
➢ And check if there is proper contact address on the form of the account holder.
➢ Finally deliver to the respective customer with duly signature on the register.
Once the customer receives the card, he/she can use it in booth after twenty-four hours. Because
by this time the responsible officer was used to active the card.
4.4 Issuing the Dormant Letters:
Dormant accounts are those which show no activity (withdraw/deposit) over a long period of time.
As Patuatuly branch was an older branch, there were many accounts which were dormant. Their
procedure was to inform the customers about their accounts being dormant. GB in charge MD.
Monir Hossain Matabber sir gave me the list of dormant accounts after some days of my joining.
There were two thousand and fifty accounts which were dormant. My responsibility was to issuing
the letter against each account and send by the courier.
The Following Procedure I Followed to Issue the Letters:
➢ Making letter against each account individually.
➢ Getting them signed by particular officer with their seal.
➢ Putting the serial number and date seal on top of those letters.
➢ Scanning and keeping the record of sending by the courier.
 


	30. 4.5 Clearing Cheque:
As  Patuatuly branch was the busiest branch there I saw many cheques coming through clearing
house. I did the task of receiving cheques for only few days. During this short period, I was
instructed to check various things on the cheque while receiving-
➢ Checking the date of the cheque if it was within the last six months. Otherwise, it will not
be acceptable.
➢ Checking the signature on it along with account number.
➢ Checking the account number, signature and contact address on the back of the cheque.
4.6 Registering the Incoming Documents:
Every day there used to come a lot of important documents through courier in Prime Bank.
Those documents are called incoming. My daily responsibility was to deal with the documents.
I used to receive those papers from the respective person and keeping them in the incoming
box along with received seal and date. At the end of the transaction hour, I was used to put all
the name of the papers into incoming register. Later on, signed those papers by the Manager
Sir and delivering to the officers.
--------------------**--------------------
 


	31. Chapter 5: Project  Part
 


	32. 5 Project Part:
Banking  sector is one of the major sectors that play the most important role in moving the wheels
of the national economy of our country. Day by day banks are becoming more customers oriented.
In order to attract more customers banking services are also developing. In the globalization
competition banks are offering more customized high-tech products to their customers. Our central
bank always keeps monitoring the performance of different banks. Individual banks need to satisfy
the parties which are related with their growth.
5.1 Origin of the Report:
The report has been prepared as mandatory requirement of the Bachelor of the Business
Administration (BBA) program authorized by Jagannath University. As a student of Bachelor of
Business Administration (BBA) every student has to conduct a practical orientation in any
organization for fulfilling the requirements of the 03-month Internship Program. The primary goal
of internship is to provide an on-the-job exposure to the students and an opportunity for translation
of theoretical conception in real life situation. Students are placed in enterprises, organization,
research institution as well as development projects. Recently I have completed my internship
program on Prime Bank PLC Patuatuly Branch. I have prepared this report on the basis of my three
months practical working experience in Prime Bank PLC. The report has been completed under
the supervision of my academic supervisor K.A.M. Rifat Hasan, Assistant Professor,
Management Department, Jagannath University. My organizational Supervisor was Monir
Hossain Matabber Branch Operation Manager, General Banking, Prime Bank PLC.
5.2 Problem Statement:
This report was explained in details about the customer perception on general banking activities
of Prime Bank PLC. It was also giving an overview of the bank. Therefore, the intention was to
measure the customer perception on general banking activities. For the ease of readers
understanding different charts, graphs and tables has been used in this paper.
5.3 Objectives of the Report:
Broad Objective:
The major objective of the report is to make an in-depth analysis of Customers’
Perception towards General Banking Activities of Prime Bank PLC, Patuatuly Branch.
 


	33. General Objective:
The general  objectives of the report are-
➢ to observe the activities of various departments, particularly Prime Bank PLC, Patuatuly
Branch General Banking department;
➢ to know the conceptual framework of general banking services offered by Prime Bank
PLC, Patuatuly Branch;
➢ to make a bridge between the theories and practices on banking operations;
➢ to identify the customers’ perception towards general banking services in Prime Bank PLC,
Patuatuly Branch;
➢ to determine the wants and requirements of Prime Bank PLC, Patuatuly Branch consumers;
➢ to observe consumers' attitudes and perceptions about Prime Bank PLC, Patuatuly Branch
customer service;
➢ to give recommendations based on the relevant findings;
5.4 Methodology:
The study is descriptive in nature. Its part is an essential part of the topic as it gives an overview
about how I collected data and worked on that. It includes sources of different data, collection of
data from different sources, analysis of those data. For collecting my data, I have used two sources
which are given below:
5.4.1 Primary Sources:
➢ From my practical banking work.
➢ Discussion with the employees.
➢ Observing their day-to-day job assignment.
➢ Taking interviews from different clients.
5.4.2 Secondary Sources:
➢ From the official website of Prime Bank PLC.
➢ From the annual report of Prime Bank PLC available on their website.
➢ From different journals, books relevant to my topic.
 


	34. 5.5 Limitations:
➢ As  I was an intern, I did not have access in their software. If I had so, I could have enriched
my report with more relevant information.
➢ Time was the biggest constraints for me. As I had to go under my day-to-day job
responsibility, I could hardly get time to collect data properly.
➢ The customers were very busy during taking service. Therefore, they could not give me
enough time for interview.
➢ The employees in Prime Bank PLC, Patuatuly Branch were very busy in their responsible
fields. They could hardly provide me any time for discussion.
➢ The report does not include all information about all departments of Prime Bank PLC,
Patuatuly Branch. As due to time constraint I could concentrate on only general banking
department.
5.6 Data Analysis on Customers Perception:
To measure the perception of Prime Bank PLC, Patuatuly Branch customers I have done the survey
based on some variables for ex- promptness of the employees, knowledge of them, their internet
banking procedure etc.
My first question was about the time period the customer is with Prime Bank. I asked this question
because if the customer is for longer period, he/she can understand the service quality accurately.
For this question I choose five determinants.
1. For how many years you are maintaining the transaction with Prime Bank PLC?
From the total respondents 27% were the customer of Prime Bank PLC, Patuatuly Branch for ten
years, 50% for five years, 6% for two years, 10% for one year and 7% for six months. After
collecting this primary data about the respondents, I started my main part of the questionnaire.
There I selected fourteen variables for conducting survey. Based on these four variables the
27%
50%
6%
10%
7%
Period
10 years 5 years 2 years 1 year 6 months
 


	35. customer’s perception can  be determined about the service of Prime Bank PLC, Patuatuly Branch
Patuatuly branch.
2. How much easier is it to open an account in Prime Bank PLC, Patuatuly Branch?
My second question was to know from them how easier is it to open account in Prime Bank.
Among the thirty respondents 40% responded very easy, 30% said easy, 27% said moderate and
rest of the 3% replied that hard. When some of them answered moderate or hard, I asked them the
reason. They said that the account opening procedure is quite lengthy. Officers do not tend to open
account, if any paper is missing mistakenly. The account opening form is quite lengthy as well.
3. How effective do you think the employees are in communicating with you?
40%
30%
27%
3% 0%
Easier to Open an Account
Very Easy Easy Moderate Hard Very Hard
63%
27%
10%
0%
Effectiveness of the Employees
Very Effective
Effective
Moderate
Hard
 


	36. In the next  question, I wanted to know about the effectiveness of the employees. I found out that
63% consumer are satisfied with the employees, 27% said they are effective and only 10% said
moderately effective.
4. Are you satisfied with the availability of ATM booth in your locality?
When I asked this question some of the respondents give answer that they are not very
satisfied with the ATM booth availability. For ex- only 10% people are very satisfied. 12%
people are satisfied and 8% people are neutral. So here 60% respondents are not satisfied
with the availability of ATM booth because there are very few numbers of ATM booths in
their locality.
10%
12%
10%
8%
ATM Booth Availability
Very Satisfied Satisfied Neuteral Dis Satified Very Dissatified
 


	37. 5. Are you  satisfied with the service that the employees are providing?
In this question most of the consumers are satisfied with the service of Prime Bank PLC, Patuatuly
branch. 73% respondents answered that they are very satisfied and rest of the 27% are satisfied.
73%
27%
0%
0%
0%
Service of PBL Patuatuly Branch
Very Satisfied Satisfied Neuteral Dis Satisfied Very Dissatified
 


	38. 6. How courteous  do you think Prime Bank PLC, Patuatuly Branch employees are?
Most of my respondents were satisfied with the courteousness of Prime Bank’s employees. Here
we can see that 43% consumers think that the employees are very courteous and 50% think that
they are courteous. Only 7% respondents are neutral.
7. How much easier do you think the process of internet banking is?
50%
43%
7%
0%
Courteousness
Courteous Very Courteous Moderately Courteous Rude Very Rude
10%
23%
14%
13%
Internet Banking
Very Easy Easy Moderate Hard Very Hard
 


	39. In this question  all respondents answered differently. Most of the respondents said that their
internet banking process is hard to understand and follow every step. From the survey I found out
that only 10% respondents think it is to be very easy. 23% respondents think the process is easy.
14% think moderate and 30%, 23% think hard and very hard respectively.
8. Do you ever face any difficulty with remittance processing?
About remittance processing most of the respondents answered in positive way, because,
customers can complete this process within very short period of time. That is the reason 60%
consumers are satisfied with the remittance processing. 37% consumers said that they need to wait
sometimes and rest 3% waited for longer time sometimes.
9. How much technologically up-to-date do you think Prime Bank is?
60%
37%
3%
1.2
Remittance Processing
Never Sometimes Very Often
23%
70%
7%
0.07
Technologically Up to Date
Very Much Moderate Not at all 4th Qtr
 


	40. On this question  23% replied that Prime Bank PLC, Patuatuly Branch is very much up-to-date.
70% of the respondents think that Prime Bank PLC, Patuatuly Branch is moderately up-to-date
and 7% think that Prime Bank is not at all up-to-date.
10. How much efficient is Prime Bank Patuatuly Branch in solving customers’ problem?
On this question 37% respondents think that in solving their customers’ problem Prime Bank is
very efficient. 43% think they are efficient and 13%, 7% think moderately efficient and
inefficient respectively.
5.7 Findings: on the basis of the survey data and three month’s internship program the
following findings are observed:
✓ Positive Findings
➢ Relationship between the employees and the old clients are very friendly. Which I
observed as a good sign.
➢ The employees always try to satisfy their customers by providing service.
37%
43%
13%
7%
0%
Efficient to Solve Customer problem
Very Efficient
Efficient
Moderate
Inefficient
Very Inefficient
 


	41. ➢ Employees are  very much cautious about the documents. If any customer misses
any document, employees do not proceed with that work.
➢ Employees are very much loyal towards their customers. Always try to help them
as much as possible.
➢ Prime Bank PLC, Patuatuly Branch employees always try to help their customers
with proper information.
✓ Negative Findings
➢ Their account opening procedure is lengthy from another bank. Therefore, sometimes
customers are bothered to fill up the form.
➢ Prime Bank offers very little interest rate against the savings accounts in comparison with
other banks.
➢ Prime Bank PLC has little attention to the advertisement. Customers are sometimes not
aware of their offered services until they come to the branch.
➢ In the cash department there is employee shortage. There are only three employees. Two
for receiving cash and one for delivering cash to the customers. As a result, at the time of
a certain period of a month customers have to wait outside of the bank.
➢ Customers are not satisfied with their ATM booth location. Therefore, they have to
withdraw cash from other bank’s booth and it charges some money.
➢ Prime Bank PLC, Patuatuly branch is technologically up-to-date, but there is only one
statement machine in the branch besides it works very slowly. Therefore, customers have
to wait for ling time to receive the statement.
➢ This branch does not own sufficient number of scanner and photocopy machine, which
hampers and delays their work.
5.8 Recommendations: after doing the survey and taking the interviews from the
respondents I have some points which could be added as recommendations. They are given below-
❖ Account Opening Procedure: for most of the customers the signature of introducer
is hard to get. If anyone does not have any introducer in Prime Bank, then he/she is unable
to open account. Another point is that sometimes the signature of the customer is not
uploaded. As a result, when customers of other branches come it is quite impossible to
verify the signature. That is why every employee should upload the signature card on daily
basis.
 


	42. ❖ Interest Rate:  in savings account Prime Bank offers less interest rate comparing to
Mercantile Bank and Southeast Bank. Therefore, to attract more and more customers they
should increase the interest rate.
❖ Advertising and Promotion: Prime Bank has very little concern about advertising
and promoting their products. They should invest little amount of money in advertising to
let the customers aware of their offered products and services. As a second-generation bank
EBL has 95.833 percent involvement in promotional activity whereas, Prime Bank has very
little involvement in this sector. Moreover, in case of choosing media Prime Bank PLC,
Patuatuly Branch should go for TV commercials because 36.4% consumers choose their
decision after watching TV commercials.
❖ Shortage of Employees: They should increase employees in their cash department in
order to provide swift and fast service.
❖ Equipment: Prime Bank PLC, Patuatuly branch should bring more scanners and printers
so that they can complete their daily activities properly.
❖ ATM Booth: Prime Bank PLC, Patuatuly branch should introduce more ATM booth
branches. Most often the respondents complained about this issue.
--------------------**--------------------
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	44. With years, private  banks of Bangladesh are adding more customized service to their customers.
The Bangladesh banking industry is passing through a phase which can be called customer market.
Now a day, customers have more choices in choosing their banks. A competition has been
established within the banks. Banks are also competing with their more advanced technology and
up-to-date service offering. The past days is witness of waiting hours and hours for withdrawing
cash or depositing cash or a cheque being cleared in one month.
With stiff competition and advancement of technology Prime Bank is also competing in the
banking industry of Bangladesh. No other bank could prosper this much within the very short
period of establishment. It is not only competing with other commercial banks but also with the
public sector banks. The bank is contributing towards the economic development of our country.
They are relentless in case of business innovation and improvement. After completing my
internship period, I have come to this conclusion that for giving superior service to the customer
well-structured managerial team is a must. Top management is the people who determine the
benchmark of the service level.
From my internship period I gained knowledge about the corporate environment. It offered me
with more practical and supervised skills. While working in Prime Bank Ltd Patuatuly Branch, I
have developed good communicational and organizational skills. The internship program was a
hand on experience for me which will definitely help me to cope with any critical corporate culture
in my early career.
--------------------**--------------------
 


	45. Consumers Perception Survey
Prime  Bank PLC (Patuatuly Branch)
Name: Age:
Please take a few minutes to fill out this survey
I. For how many years you are maintaining your transaction with Prime Bank PLC, Patuatuly
Branch?
o More than ten years
o More than five years
o More than two years
o One year
o Six months
II. How much easier is it to open an account in Prime Bank PLC, Patuatuly branch?
o Very easy
o Easy
o Moderate
o Hard
o Very hard
III. How effective do you think the employees are in communicating with you?
o Very effective
o Effective
o Moderate
o Ineffective
o Very ineffective
IV. Are you satisfied with the availability of ATM booth in your locality?
o Very satisfied
o Satisfied
o Neutral
o Dissatisfied
o Very dissatisfied
 


	46. V. Are you  satisfied with the service that the employees are providing?
o Very satisfied
o Satisfied
o Moderate
o Dissatisfied
o Very dissatisfied
VI. How courteous do you think Prime Bank PLC, Patuatuly branch employees are?
o Very courteous
o Courteous
o Moderately
o Courteous
o Rude
o Very rude
VII. How much easier do you think the process of internet banking is?
o Very easier
o Easier
o Moderate
o Hard
o Very hard
VIII. How much technologically up-to-date do you think Prime Bank PLC, Patuatuly Branch is?
o Very easier
o Easier
o Moderate
o Hard
o Very hard
IX. Do you ever face any difficulty with remittance processing?
o Never
o Sometimes
o Very often
 


	47. X. How much  efficient is Prime Bank PLC, Patuatuly Branch in solving customers’ problem?
o Very efficient
o Efficient
o Moderately efficient
o Inefficient
o Very inefficient
Suggestions:
Thank You
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