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LETTER OF TRANSMITTAL 

 

25 May,2021 

Co-Coordinator School of Business 

Uttara University Uttara, Dhaka-1230 

Subject:  Internship Report on “Operation Procedure of Branch Banking” 

Dear Sir, 

It  is  a  great  pleaser  for  me  to  submit  herewith  my  Internship  report  on  

“Branch  Banking  Operation Management”, This report has been made based on 

primary and secondary data. I tried to  resent scenario of Branch Banking Operation 

which will be helpful to understand the operation   management  of  different  Branch 

and  their  challenges  as  a  service  industry  for banks. It was a great opportunity for 

me to work on a new concept of a financial institution. 

It will be highly appreciated if you kindly give your consent to approve my report and 

oblige thereby. 

Thanking you 

 Sincerely yours 

Afifa Ferdous  

MBM  Program (49
th  

Batch) ID#2192021011 

Uttara University 
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1. Introduction: 

Internship is an integral part for the MBA program. In my internship I have choose 

the topics named “Operation Procedure of a Branch Banking”. I want to find out 

that how many types of operation a branch does every day. In this connection I have 

done my internship at the Dutch Bangla Bank Ltd., Uttara Sonargaon Janopad 

Branch. My internship supervisor Md. Anisuzzaman also influenced me to make the 

internship report over this topic. I have tried to find out that how a branch of Bank 

manages their security system as they are dealing with cash. I also tried to find out the 

level of customer service and how they achieve their yearly target which is set by 

Head Office. 

2. Objectives of the Study: 

 To find out the security aspect of the Branch. 

 To find out  customer service of the Branch 

 To find out achieving target of the Branch 

 

3. Major Difficulties faced: 

During my internship period I learned and observed the various operations of branch. 

Every work has some limitations. I have faced the limitation as follows: 

  

 Branch operations depend on various circular from Head Office; it was 

difficult to find old circulars. 

  They have internal policy for that reason they don‟t want to share it to others. 

 

 



 

5 
 

 

4. Rationale of the Study: 

. Dutch Bangla Bank Ltd. Uttara Sonargoan Janapad appoints me for as an in tern. By 

working under this Branch, I gain knowledge about branch administration and its 

operation. I have selected this topic, “Operation Procedure of a Branch  Banking” 

of DBBL  because for a business background student practical field learning is 

necessary. Through my report, I will reveal my real-life corporate learning that, I have 

gained through my practical experience.  

This study helps me to find out about the branch operations of  Dutch Bangla bank 

Ltd., or also why their customer is satisfied or dissatisfied about their service policy. 

It also provides the opportunity for better understanding the administration activities 

Dutch Bangla Bank Ltd.   

 

5. Company Profile : 

5.i. History  of the Organization: 

Dutch-Bangla Bank began its operation as Bangladesh's first joint venture bank. The 

bank was collaboration between local shareholders led by M Sahabuddin Ahmed 

(founder chairman) and the Dutch company FMO. From the beginning, the aim of the 

bank has been financing high-growth manufacturing industries in Bangladesh. The 

reason being that the manufacturing sector exports Bangladeshi products all over the 

world. Thereby financing and focusing on this sector helps Bangladesh to achieve the 

desired growth. Dutch Bangla Bank other focus is Corporate Social Responsibility 

(CSR). Even though CSR is now very common, DBBL is the leader in this sector and 

termed their contribution simply as 'social responsibility'. Due to its investment in this 

area, Dutch Bangla Bank is now one of the largest donors and the largest bank donor 

in Bangladesh. The bank has received various international awards because of its 

unique viewpoint as a socially concerned bank. Dutch Bangla Bank was the first bank 

in Bangladesh to be completely automated. The Electronic Banking Division was 

formed in 2002 to pursue rapid automation and bring modern banking services into 



 

6 
 

this sector. Full automation was completed in 2003 and hereby introduced plastic 

money to the Bangladeshi people. Dutch Bangla Bank also operates the country's 

biggest ATM service and, in the process, significantly reduced consumer costs and 

fees by 80%. Moreover, DBBL‟s choice of the low profitability motive for this sector 

has surprised many critics. Dutch Bangla Bank had pursued the mass automation in 

Banking as a CSR approach and never sought profitability from this sector. As a 

result, it now provides the best banking technology services to all its customers. 

Because of this thought process, most local banks have joined Dutch Bangla Bank 

banking infrastructure instead of operating their own. Even with a history of large 

technological investments and even larger donations, consumer and investor 

confidence has never slowed down. Dutch-Bangla Bank stock created the record for 

the highest share price in the Dhaka Stock Exchange in 2008. DBBL operates its own 

network and automation. DBBL has over 4,000 ATM's installed all over Bangladesh, 

making it the largest network in Bangladesh. On 3 June 2010, Dutch Bangla Bank 

announced internet payments gateway system (Nexus Gateway). Using their Internet 

Payment Gateway merchants are able to charge their customers' Visa, Masters, DBBL 

Nexus and Maestro cards online. Currently DBBL has more than 400 e-commerce 

Merchants.  

Dutch Bangla Bank at a glance 

Name Dutch Bangla Bank Ltd 

Founder M Sahabuddin Ahmed 

 

Types of Financial Institution 

Foreign Commercial Bank, 

Second generation private sector com. bank. 

Form of Company European private joint venture. 

Date of Incorporation July 23, 1995 

Date of Starting Operation July 04, 1996 with one branch 

Registered Office 47, Motijheel C/A, Dhaka-1000, Bangladesh 

Name of the Chairman Mr. Sayem Ahmed 

Slogan Your Trusted Partner 

Number of Branches 208 (up to 2020) 

Services Provided Deposit scheme , Loan & other Banking 
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facilities 

Diversification of Products & Services Corporate banking, Retail banking & Agent 

Banking, Mobile Banking 

Paid up Capital Paid-up share capital 5,500.0 million 

Publicity Traded Company Share quoted daily in DSE & CSE 

Available Cards DBBL MASTER, VISA & NEXUS 

Banking Operation System Conventional  

Telephone (88020)7176390-93 

Fax (8802)9561889 

E-mail ccs.cmc@dutchbanglabank.com 

Web-Site www.dutchbanglabank.com 

SWIFT BDDL BD DH  

Figure 1: DBBL at a Glance 

5. ii. Organizational Structure 

Management of DBBL is professional and experienced. Top management and policy 

formulation of the bank is vested on the board of Directors. That is: 

The Board of DBBL: 

Chairman 

Mr. Sayem Ahmed 

Directors 

Mr. Abedur Rashid Khan : Nominee Director 

Ms. Tang Yuen Ha, Ada : Nominee Director 

Mr. Ekramul Haq, FCA : Independent Director 

Mr. Mohammed Salim, FCMA, CPFA : Independent Director 

Mr. Abul Kashem Md. Shirin : Ex-officio Director (Managing Director & CEO) 
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The Committees of the Board: 

1. Executive Committee: 

Mr. Abedur Rashid Khan : Chairman 

Mr. Sayem Ahmed : Member 

Mr. Abul Kashem Md. Shirin : Member 

2. Audit Committee: 

Mr. Ekramul Haq, FCA : Chairman 

Mr. Mohammed Salim, FCMA, CPFA : Member 

Ms. Tang Yuen Ha, Ada : Member 

3. Risk Management Committee: 

Mr. Abedur Rashid Khan : Chairman 

Mr. Sayem Ahmed : Member 

Mr. Ekramul Haq, FCA : Member 

 

 The executives and officers of the bank execute the policies and programs formulated 

by the board. The managing director is the chief executive of the bank and he is 

assisted and supported by other qualified   executives like Senior Executive vice-

President, Executive vice president (EVP), Vice President (VP), senior assistant Vice 

president and other officers and staffs. There are nine divisions in this Bank and one 

training institute.              
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Figure 2: 

Hierarchy of Dutch Bangla Bank Limited 

Chairman 

Managing Director and CEO 

Deputy Managing Director 

Senior Executive Vice President 

Executive Vice President 

Senior Vice President 

Vice President 

First Vice President 

Trainee Assistant Officer 

Assistant Officer 

Executive Officer 

Senior Executive Officer 

Assistant Vice President 

Principle Officer 

First Assistant Vice President 
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5.iii.   Vision of DBBL: 

Dutch-Bangla Bank dreams of better Bangladesh, where arts and letters, sports and 

athletics, music and entertainment, science and education, health and hygiene, clean 

and pollution free environment and above all a society based on morality and ethics 

make all our lives worth living. Dutch-Bangla Bank 's essence and ethos rest on a 

cosmos of creativity and the marvel-magic of a charmed life that abounds with spirit 

of life and adventures that contributes towards human development. 

 Mission of DBBL: 

Dutch-Bangla Bank engineers enterprise and creativity in business and industry with a 

commitment to social responsibility. "Profits alone" do not hold a central focus in the 

Bank's operation; because "man does not live by bread and butter alone". 

5.iv. Objectives: 

Core ObjectivesDutch-Bangla Bank believes in its uncompromising commitment to 

fulfill its customer needs and satisfaction and to become their first choice in banking. 

Taking cue from its pool esteemed clientele, Dutch-Bangla Bank intends to pave the 

way for a new era in banking that upholds and epitomizes its vaunted marquees 

"Your Trusted Partner" 

5.v. Service/ product of the company: 

* Different type of liability product like saving account, salary account, student 

account, different monthly saving accounts, currnt account, short deposit account, 

fixed deposit etc 

* Asset Product: Fund and nonfunded, credit card,  

Others product :Internet banking, POS Machine, ATM services, Mobile Banking, 

Agent Banking etc. 
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5.vi. Performance  for last year: 

2019 

(Figure in million) 

2020 

(Figure in million) 

Total Advance: 256,239.7  Total Advance: 273,382.9 

Total Deposit: 362,611.00  Total Deposit: 302,159.2 

Net profit after taxation : 4,341.4 Net Profit after Tax: 5,498.7 

 

5.vii. Department where intern works: 

During my intership period I worked under direct supervision of operation Manager 

of Branch Mr.Md. Kamruzzaman Mia, FAVP. 

When I worked with him I found that the branchs daily activities designed and 

controlled by their Head Office.They have to perform under different circular, 

guidelines and  different operational manual  from their Head Office and Bangladesh 

Bank. 

6. Data Collection and processing: 

I have collected data from the circulars, monthly and quarterly statement sending to 

Head Office etc. 

7. Findings and Analysis/Internship Experience: 

I worked mainly with the Deputy Manager of the Branch named Mr. Kamruzzaman 

Mia. He is also operation Manager of the Branch. I assist him in his daily work. I find 

out that he is the main key of the branch operation. He has to take care of the branches 

administration, security, customer service and take care of the all employees needs 

too. 

7. A. Administration aspect: 

i)  What I find out that there is a written instruction for daily job /office order for 

every employee of the Branch. If someone got transferred or joined newly in the 
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branch the office order also changed for them. Head Office also has instruction for job 

rotation for every employee of the Branch. 

ii)  If any employee does act as per their assigned job Operation 

Manager/Manager can issue warning letter against them and send a carbon copy of 

the letter to HR division. 

iii)  Every employee has to be present at office within 9.30 am though office starts 

their operation with customer from 10.00 am. If anyone makes late for 3 working 

days, one days salary will be deducted. 

iv)   As it is a service industry cleanliness of the Branch also very important. So 

cleaner should clean the branch every 2 hours or needed. 

v) Make a monthly/quarterly report on fraud and forgery, non compliances of 

audit report, unsettlement of deposit of customers, make suspicious transaction report 

of customers deposit or withdrawals, remittance received etc. 

vi) Change vault key half yearly. 

vii) Make a fire drill half yearly. 

viii)  Check all electric wire half yearly. 

ix) Keep expenditure within the limit /budget set by Head Office. If expenditure 

exceeds the budget branch should get approval foe excess expenditure from Head 

Office. 

x) Regular servicing of Note counter machine, Note binding machine and fake 

note detector.   

xi) Scrutiny of daily vouchers if any suspicious transactions happen. 

xii) Scrutiny of all employees salary and other accounts for suspicious transaction 

and fraud forgery. 
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xiii) Monthly meeting to boost up employees achieving target and  develop their 

ethics. 

 

7. B. Security Aspect: 

Security of Branch: 

i) Branch installs enough CCTV inside of the Branch and monitors them 

regularly. 

ii)  24 hours Security guard and gunman are working. 

iii)  Auto Fire extinguisher in cash vault and regular fire extinguisher place in 

other places on the branch and change in every time before expiry. 

iv) Pay a surprise visit in holidays in the Branch. 

v) All equipment and asset monitor and repair and service time to time. 

vi) Security guards stay at night in the branch. 

vii) All types of sharing prohibited for IT security purpose.  

viii) Only internal mails allowed by the IT for branch employee. 

ix) Every user needed a Two Factor Authentication (2FA Token) along with 

password to enter the software. 

x) Branch should make a grab list for every employee during office hour and 

non office hour for if any fire incident. 

xi) Police station number and fire service number should be visible every 

corner and display board of the branch. 

xii) Branch server room should be under lock and key. 

xiii) Only limited person can enter to server room and it should be clean and 

under 24 hour air cooler. 

xiv) Branch maintain a register for the person who will enter to the server room 

along with in/out times and put signature. 

xv) Branch have maintained emergency bell in cash counter and managers 

room if there any incident happens. 
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Security of cash Vault: 

 As Bank is a financial industry who deals with cash, so security of the Branch must 

be ensured. 

i) There is a cash vault limit set by the Head Office for every Branch with 

insurance coverage. The cash vault Limit of the DBBL, Uttara Sonargaon 

Janopad is Tk.1.87 crore only.     

ii) To maintain their cash vault limit Branch have to very cautious with their 

cash holding at the day end. They have to remit excess cash every day to 

their feeding branch. Otherwise Branch has to pay extra insurance 

payment for excess cash holding in their vault. This may cause their 

expenditure high and exceeds their yearly budget and also hamper their 

profit target. 

iii) If Branch did hold excess cash in their vault without insurance coverage 

and if any accident happens (like robbery) Branch will not get anything 

from the insurance company and Branch management will be responsible 

for that mishaps.  

     iv)         Branch had engaged a Gunman and two security guard during office hour. 

On the other hand three guards have to stay at night in the Branch premises.   

Customers Service Aspects: 

DBBL is committed for best customer service to their clients. They know that despite 

their best efforts, clients may occasionally have a concern that want to share with 

DBBL. So DBBL promise to address all Clients concerns promptly, efficiently and 

with utmost courtesy & fairness. DBBL believe this gives them the opportunity to 

continually improve the quality of their products and services. They have also Central 

Customer Services and Complaint Management Cell for customer complaint. 
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Central Customer Services and Complaint Management Cell 

 

# In DBBL a customer complaint should be attended immediately. All complain 

should be solved within 24 hours. 

# There is also a complain box in the branch made by glass. If any complain drop that 

box , branch open the box without delay and attend that complain. 

# There is some rights for customers. They should know the charges they have to bear 

for maintaining an account with DBBL .So schedule of charge of the Bank should be 

visible in the notice board. 

# Phone number of Central Customer Services and Complaint Management Cell 

Should be in the notice board also. 

# Bangladesh Bank complaint Management Cell number also should be visible in the 

Branch. 

# DBBL has a call center for 24 hours.  

 

In Branch they followed the customer service manual for handling customer 

complains. There is some case study about customer service complains: 

 

Call Center : 16216 

Complaint Management Phone: : (8802)-9511993 

Complaint Management Email : : ccs.cmc@dutchbanglabank.com 

Mailing Address : : 
CCS & CMC, Dutch-Bangla Bank Limited, Head office, 

47, Motijheel Commercial Area,Dhaka:1000, Bangladesh. 
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Case Study 01: 

Account No: 117.XXX.XXX 

Name: Md. XXXX 

Complaint Lodged: After withdrawal money from ATM No …… , Location – Garib 

E Newaz Fast Track , he received a fake note of 1000.00. 

 

Solution: 

Branch received the application with fake money and sends it to the Alternative 

Divisional Channel as they had recruited third party for feeding cash in ATMs. They 

check evidence of withdrawing money from ATMs which clients claim if it‟s true 

than money will return to him a certain period of time. 

Case Study 02: 

Account No:199.103.xxxxx 

Name :XXXX 

Complaint lodged: 

While transferring money from ATM booth client puts wrong deposit account number 

and the money debited from his account but not credited again. 

Solution: 

After receiving client‟s application desk officer inputs in their „Dispute Management 

Software‟. The IT Operation Division checks thoroughly and returns the money after 

a certain time.  
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Case study 03: 

Account No: 199.103.xxxxx 

Name: XXXX 

Complaint lodged: 

Cash withdraw by ATM booth from clients account but complaint lodged that client 

did not withdraw money from ATM and asking for CCTV footage. 

 

Solution:  

We tried to explain the client that it not possible withdraws cash from ATM Booth 

without his ATM card and PIN number. If he does not withdraw money than only 

person who knows his PIN and takes ATM can withdraw. So branch forward the 

letter to IT Operation Division for video footage of that particular day and time that 

incidents happen and delivered to clients.  

 

Achieving Branch Target: 

There are some targets like Profit, Loans and Advance and Deposit and also 

expenditure set by Head Office for the Branch at the beginning of the year. Achieving 

Branches yearly Target is a major task of the branch. 

i) After getting the target from Head Office Brach management distributes 

the target among their employee. 

ii) There always a monthly meeting for performance of achieving targets with 

branch officials and also with Head Office. 

iii) Employee‟s performance depends on achieving their targets. 

iv) Performance Bonus also depends on achieving their targets.   

v) Branch cannot exceed the yearly budget of expenditure set by their Head 

Office. 
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8. Conclusion and recommendation: 

There were some constraints or limitation inside the organization and they could be 

categorized as: 

 As per circular of Bangladesh Bank through Home Ministry there should be 

03 Gunman where Branch has only 01 gunman. 

 Banking is service-oriented marketing. Its business profit depends on its 

service quality. That is why the authority always should be aware about their 

service quality. Often customers complain that all customers are not treated 

equally. They have to wait long time to have a service.  

 DBBL Master Cards take more than 10 days to be delivered which is very 

much disappointing to customers.  

 There is no fire exit stair in the branch. 

 All electric wires should be checked quarterly. 

 CCTV camera should be setup also out of branch. 

 There should be fire drill al lest half yearly but did not perform a fire drill on 

half yearly basis. 

 Bio Data of Security guard should be preserved by Branch. 

 Branch server room is not always under lock and key. 

 Security guard should use metal detector in front gate for customer entry.   

 

Reference: 

i) BRPD circular no 03, Dated 27.01.2014 of Bangladesh Bank, (attachment) 

ii) BRPD circular no 11, Dated 17.10.2012 along with circular of Home 

Ministry.( (attachment)) 
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iii)  Target Budget of DBBL ,Uttara Sonargaon Janopad Branch((attachment)) 

 

 THE END 
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